
 

 

Empress Hotwire Bulk Internet/TV Contract 

Frequently Asked Questions 

 

1. Who is Hotwire? 
Hotwire/Fision is a fiberoptic Internet/TV provider whose home office is in Fort 
Lauderdale, Florida.  They have numerous installations in condominiums on South 
Hutchinson Island, e.g., Islandia next door. 

2. Hotwire Local Service Area? 
Their service personnel are stationed in Ft. Pierce, Florida and the service center is 
in Ft. Lauderdale; they do not outsource overseas.  The call center answers 
24/7/365 and is located in Ft. Lauderdale. 

3. I have Xfinity phone service; can I keep it? 
Here’s an excerpt from that FAQ page, update in May 2024:  “If you’re on our latest 
price plan and move to a new address that doesn’t qualify for Xfinity Internet, 
Xfinity TV, or if you cancel these services for any reason, you’ll see a $25 per month 
standalone mobile fee per account on future Xfinity mobile bills.  If you’re not on 
our latest plan, you’ll see a $25 per month standalone mobile fee per line on future 
Xfinity mobile bills.”  To be certain, a trip to the local Comcast/Xfinity store would 
be prudent. 

4. What services is Hotwire providing? 
Hotwire will provide both Internet and TV services.  Hotwire is the name of the 
Internet portion of the service and Fision TV is the name of the TV portion of the 
service.  (Much like Xfinity/Comcast.) 

5. What speeds will they provide for the internet? 
Speeds will be symmetrical at 500 Mbps (Mega-bits per second) both upload and 
download.  After three (3) years and every three (3) years after, the speeds will 
increase 100 Mbps. 

6. What about the Social areas? 
The Pool Area, Patio Area, Office, Lobby, Conference Room, Social Room, Card 
Room, Billiards Room, Ping Pong Room and Exercise Room will have 100 Mbps 
service for residents/renters and 5 Mbps for guests.  Accessibility credentials TBD. 
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7. What equipment will I receive? 
Each unit will be provided with an interface box attached to the wall, and a short 
wire to a wireless router that provides Internet and TV for the rest of the unit.  Also 
provided will be three (3) TV set top boxes that are connected wirelessly to the 
router for TV receipt, aka, IPTV, or Internet Protocol TV, aka streaming TV. 

8. Is phone service available? 
Yes.  It is connected via the router and sort of acts like the old landlines.  The cost 
is free for the first year and $14.99 per month thereafter.  You can keep your old 
telephone number. 

9. Are there data caps? 
No. 

10. When will installation occur? 
    Infrastructure installation will be occurring during the summer of 2025.     
    We expect the fiber optic cables will be run to the units during  
    September and October 2025. 

11. When will the service start? 
    It will start October 31, 2025. 

12. Will Smartphones still work with Hotwire? 
    If your phone supports WiFi phoning and that feature is also supported   
    by your carrier, then yes. 

13. Will any of the current in-unit wiring be used? 
    No, everything is wireless. 

14. Is there a YouTube video demonstrating Hotwire/Fision TV? 
    Yes:  https://www.youtube.com/watch?v=chuYtN3MICk.  Other    
    YouTube videos TBD. 

15. What is the TV Channel Lineup? 
    Refer to page 5 of this document. 

16. Will there be any “training” sessions provided by Hotwire? 
    Yes, there will be fifteen (15) sessions.  Residents will be advised by   
    email and bulletin board announcements. 

17. What do we do with our old Comcast equipment? 
    At this moment we don’t know.  We will advise when Comcast   
    acknowledges our termination of their contract. 
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18. What are the savings with this Hotwire/Fision bulk contract? 
    Compared to continuing with Comcast/Xfinity the cost savings is about    
    $1,266 per month.  Furthermore, we get additional “coverage” as  
    noted. 

19. Where is the nearest service center? 
    Ft. Pierce. 

20. Has reliability been an issue with current customers of   
    Hotwire/Fision? 
    Curiously, a fiber cable of Hotwire was cut by a construction crew a   
    few months back.  We inquired of Hotwire the implementation of our   
    contract requirement of “redundancy,” meaning access to the  
    mainland via a north and south direction.  They said such network    
    connections would be implemented by May of this year. 

21. Will the provided three (3) remote controls be voice operated? 
    Yes. 

22. Will a smart TV still connect to the Internet with a Set Top Box  
    (STB)? 
    Yes. 

23. Will I be able to get Hotwire/Fision programming on my cell    
    phone and tablet? 
    Hotwire/Fision provide an iOS app also called Fision TV+ for Apple    
    products.  These in turn can be mirrored on your TV. 

24. Can I take the service up north? 
    Hotwire/Fision claim that the “TV Everywhere” website can do that on      
    your Smart TV given you have the correct account credentials.  We  
    have not yet tested that capability. 

25. What if I don’t let Hotwire install their fiber and equipment    
    later this summer? 
    Hotwire will charge a fee to install at a later date.  Contract does not   
    call out a dollar amount so it is safe to assume it will be cost of  
    materials and labor. 
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26. What if I remodel and disconnect or damage equipment of the    
    fiber service for any reason? 
    Hotwire will charge a $1,000 reconnection/repair fee. 

27. Who do I call with a service complaint? 
    The Empress will be assigned one (1) telephone number and an agent    
    that is assigned to work on our behalf.  We will advise as soon as we    
    get that information. 

28. How quickly will service orders be answered? 
    To quote the contract:  “Hotwire will contact a Resident to schedule a   
    Service Order appointment within 24 hours after receipt of a Service  
    Order, and will complete all work associated with a Service Order   
    install or change within 48 hours after the date and time the Resident  
    was contacted to schedule an appointment time (the “Service Order  
    Commitment Date”,) unless the Resident request a date beyond the  
    applicable deadlines.  The deadlines set forth above exclude  
    Weekends and Holidays.” 

29. What amount of recording time do we get? 
    Fifty (50) hours of DVR time is provided.  A 72-hour playback is  
    provided for all live channels. 

30. Can I expand my channel selections? 
    Yes, there are a host of retail packages that can be purchased directly   
    from Hotwire/Fision. 

31. If a room in my unit has weak reception, how will Hotwire   
    handle that? 
    They have promised that weak signal (pixilating, etc.) will be handled    
    by the addition of Mesh Network equipment installed in the unit.  It is    
    basically a booster. 
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UPDATED:  4/17/2025 


