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Annex 5

Consumer research methodology

A5.1  Our conclusions set out in our March and July 2016 consultations concerning the
potential harm arising from current switching processes as well as the potential
consumer benefits of process reform were, in large part, informed by several pieces
of consumer research.! Some mobile operators (BT/EE, Sky, Virgin, Vodafone), in
their responses to our March and July 2016 consultations, set out a number of
criticisms of the methodologies used in the consumer research referenced there.

A5.2  We summarise here the views received, followed by our considered response.
Summary of respondentsd views

A53 We have summari sed respondentsd views conhcer
methodology under the following headings.

Use of O6mainé, émajord and O6minordé, and pron

A5.4 BT/EE, Virgin, and Vodafone argued that the research approach undertaken by
BDRC lacks or deters objectivity. Their specific concerns were that the BDRC
research:

1 Assumes that all consumers have experienced issues when they switched, by
prompting all consumers (even the ones who may not have experienced any
issues) with a list of potential difficulties. Consequently, these questions were
6l eading questionsd and so could bias respo
(BT/EE, Virgin, Vodafone). BT/EE also suggested that Ofcom had
acknowledged, in its footnote 20 to the March consultation, that switching related
issues may have been identified solely because they were prompted.

1 Asked respondents whether items on a list had presented no difficulty at all, a
minor, or a major difficulty, without defining what a major or minor issues was
(BT/EE). Vodafone also argued that research automatically recorded any
di fficulty identified as the édmaindé difficu

1T Presented questions to consumers that presu
is a difficulty and hindrance to switching (Virgin).

Difficulties of switching are incompletely researched

A55 Vigin argued that the BDRC research failed to
difficulties of switching. They noted for example that although the research found
that 5% of respondents cited fAkeeping their
difficulty, it nevertheless remained unclear why consumers have difficulty with
keeping their existing number.

1 Annex 10 of our March 2016 consultation set out our key research findings and summarised the
relevant consumer research
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A56 Virginés conclusions included that Ofcom sho
their relative preferences for current switching processes, compared to the changes
proposed by Ofcom.

A5.7 Sky commented, in relation to double paying and notice periods, that the BDRC
research, when asking respondents to recall the reasons why they experienced
contract overlap, failed to include any options relating to a specific desire to run two

services concurrently, ot her than 6to ensure
commented that footnote 34 in Ofcombs July ¢
24% of C&R switchers who said they wanted contract overlap, the most popular

reasonwas t o ensure a continuous mobile service

Conflation or multiplicity of research methods

A5.8 BT/ EE noted that Ofcomb6s assessment of harm
consumer research, carried out by different agencies, using different methodologies
and different questions. They argued that, as a consequence, it was difficult to
compare results of these research pieces.

A5.9  Vodafone noted that Ofcom had already conducted extensive research on maobile
switching across a wide customer base (10770 consumer s i n Of combs Swi't
Tracker 2015), which found that 94% of mobile switchers found the mobile
switching process to be easy. Vodafone argued here that in spite of these findings,
Ofcom continued research to probe the hypothesis that any process which is not
GPL must be incorrect.

Sample sizes

A5.10 BT/EEnotedt hat the results of Ofcomdés qualitatiywv
statistically representative, owing to the small sample size used.

A5.11 Vodafone emphasised that the number of switchers who took part in the BDRC
gquantitative and Jigsaw qualitative diary research (1365 consumers in total) is
insignificant in comparison to the number of consumers who switch provider each
year.

Of combébs response

A5.12 We have responded to views concerning our consumer research methodology as

follows.
Use of O6maind, édmajord and O6minord, and pron
A513 We continue to believe that the research met
6majordé, O6minord6 and a prompted setmef issue

and produce robust and valid findings. This is for the following reasons.

A5.14 The BDRC survey was designed to understand the detailed experiences of
switchers, some of whom had switched up to 2 years prior to the research. It was
necessary therefore to prompt respondents with a list of experiences and possible
difficulties, to aid recall. This is a standard and recognised technique in market
research.

A5.15 Contrary to some feedback received, the BDRC survey did not assume
Oexperienceso e gsuseatbutah slidedioffolir researthtslidepsak. a



A5.16

A5.17

A5.18

A5.19

A5.20

A5.21
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Respondents were only asked if specific o6exp
were presented with an opitacodethdtwasssedbpy 6 not at
respondents. Further, the study did not automatically assume provider persuasion

was a difficulty. As shown on slide 31, hal f
previous provider persuading them to stay, and difficulty ratings were only asked of

this sub-set of respondents, as shown on slide 33.

We inserted footnote 20 in our March 2016 consultation to recognise that the use of

prompting may over inflate the severity of some difficulties experienced by the

respondent. That s, it is possible that issues a respondent may not have

considered6bi g enoughd to mention spontaneously
6minordé difficulty, as a result of prompting

We consider that it is much less likely however that prompting would lead to a

6minord difficulty being i nbhoacorsideritlikelya &é maj o
that findings report o6difficultiesd that do
believe the results of market research.

We took a highly conservative approach to the analysis of difficulties in mobile
switching, in that we focused our attention on difficulties identified by respondents
as O6major 6.

Taking this approach does not mean analysis
ignored. These still impact the overall experience of switching as highlighted on

slide 39 of the BDRC 2015 research. While 87% stated ease of switching, among

switchers who experienced only minor difficulties,c oul d be i nt e,ywpr et ed a
would note that stated ease is higher (92%) among those who experienced no

difficulties. Further, the proportionc i t i ng 6évery easy6 is more tF
only experiencing minor difficulties (61% vs. 27%).2

Vodafone argued that the research automatically recorded any difficulty identified
as the O6maind difficulty. We refute
multiple 6majord difficultie
thosecitingasi ngul ar maj or di f fi
di fficulty for that respon
di fficulties as a Omaind d
major difficul t y and therefore, no O6main dif

c
d
i

Concerning the definitions of 6émajordé, 6émino

1 To try to define a level of severity for each individual attribute covered would not
have been feasible in a study of this nature. We had to carefully balance the level
of detail collected against the potential for respondent fatigue and effect on the
guality of responses.

1 Equally it would not have been appropriate to draft a single definition to cover the
various attributes.

1 Instead we opted for a self-defined approach which we believe reflects the
respondent sé experience and | ikely impact

(@)

2 BDRC 2015 slide 39
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Difficulties of switching are incompletely researched

A5.22 Regarding concerns that difficulties of switching are incompletely researched, we
consider the BDRC research met its objectives. While unprompted questioning
could have provided additional insight, this would have been required to replace
other more critical areas of questioning, being mindful again of respondent fatigue
and its effect on the quality of data.

A523 Regarding Skyés comment on footnote 34 in th
that the footnote refers to a sub-group of C&R switchers i.e. those who had both
experienced and wanted a contract overlap. As the footnote states, among this
group, the most frequently stated reason for wanting a contract overlap was to
ensure a continuous service.?

A5.24  We note further that we have, since our March and July consultations, undertaken
further consumer research to understand consumer s 6 experi endMes of sw
discuss this in paragraphs 3.58 to 3.113. This research includes consumer views on
the current process for cancellation and PAC requests and attitudes towards
potential switching reform options compared to current switching processes.

Conflation or multiplicity of research methods

A5.25 Ofcom undertook a programme of research into mobile switching behaviour. Each
study was designed to meet its individual objectives. The two quantitative studies
are not directly comparable and were not designed to be.

A5.26 The qualitative diary study provided a more detailed insight into switching
experiences than could be obtained via quantitative research. It is complementary
to the quantitative evidence on mobile switching experiences rather than directly
comparable.

A5.27 Annex 10 of our March 2016 consultation set out results from a number of pieces of
consumer research and explained the research methodology underlying each. We
believe for these reasons it is appropriate and insightful to reference a range of
results from a range of consumer research pieces.

Sample sizes

A528 Regarding the question of the ADiaryo resear
this research is qualitative, aimed at understanding the types of issue that can arise
during the switching process. As such it was not intended to, nor can it, generate
guantitative and statistically robust results.

A5.29 The BDRC research was a quantitative online study, designed to achieve robust
samples of particular groups of interest, e.g. PAC switchers.

3 BDRC 2015 bespoke analysis
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Annex 6

Use of research, and updated findings

A6.1 This annex summarises relevant further evidence sources and key findings
concerning consumersé6 experiences of and vie
gathered and published since our July 2016 consultation.

Further and updated evidence sources

A6.2 Since our March and July 2016 consultations, we have commissioned further
research and gathered additional evidence <co
current switching processes as well as their views on the two reform options we
have proposed.

A6.3 In particular, we have:

1 Commissioned further quantitative consumer research on mobile switching

1 Obtained further data from mobile operators about the time consumers spend
requesting and obtaining PAC codes.*

A6.4  We have also taken account of the following:
1 Of c o Bwitching Tracker 2016.°

1 Updated data on complaints received by Ofcom concerning changing mobile
provider.

1 Obtained further consumer research results concerning loss of service
experienced by consumers when they switch mobile provider.®

9 Data on the incidence of number ports taking place within one business day to
further inform our understanding to the extent that this is likely to result in loss of
service.

9 Data from our SME Tracker 2016 - our consumer research regarding small

businessesd (small andim8@MEsdn) séxpdrieanee pr
communications services.’

BDRC 2017 consumer research

A6.5  The BDRC 2017 research aimed to provide a better understanding of:

4 We asked mobile providers for this information in autumn 2016 and hence it is additional to similar
information referenced in paragraph A10.3 of our March 2016 consultation.

5 Data tables available online https://www.ofcom.org.uk/ data/assets/pdf file/0025/95524/Switching-
Tracker-2016-Data-tables.pdf

6 BDRC omnibus December 2016

https://www.ofcom.org.uk/ data/assets/pdf file/0025/101995/Mobile-Switching-Research-2017-
Omnibus-data-tables.pdf

7 See: https://www.ofcom.org.uk/research-and-data/consumer-experience/sme-research
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https://www.ofcom.org.uk/__data/assets/pdf_file/0025/95524/Switching-Tracker-2016-Data-tables.pdf
https://www.ofcom.org.uk/__data/assets/pdf_file/0025/101995/Mobile-Switching-Research-2017-Omnibus-data-tables.pdf
https://www.ofcom.org.uk/__data/assets/pdf_file/0025/101995/Mobile-Switching-Research-2017-Omnibus-data-tables.pdf
https://www.ofcom.org.uk/research-and-data/consumer-experience/sme-research
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1 the experience and attitudes of consumers who had switched mobile provider
concerning contact with the provider they are leaving, including experiences of
requesting a PAC; and

9 if and why consumers might prefer to use either of our two reform options for
switching and porting, rather than the current methods. To inform this question
we al so researched consumersé6 willingness t
options.

Methodology

A6.6  The research was conducted in January-February 2017 and comprised an online
survey of 2,009 mobile consumers who had switched mobile provider up to 18
months prior to the survey. It included consumers who had switched and ported

their number via the PAC process, and those who had switched but not ported, i.e.
had switched using the C&R (cease and re-provide) arrangements.

A6.7 We have published BDRCO6s resomthe@domfi ndings a
website.®

Summary of findings

Incidence of porting when switching, and preferences regarding number porting

A6.8  Around two-thirds of switchers (i.e. switched in the last 18 months) (65%) ported
their mobile number when switching, and so followed the PAC process.® The
remainder (35%) did not port their number and so used C&R arrangements to
switch.

A6.9  While verbatim responses do not provide a comprehensive account of the reasons
switchers do not keep their mobile number, they indicate that at least some are
deterred from doing so due to issues or concerns with the current process.

A6.10 Around one in six C&R switchers (15%) said t
pref erenced f or keepi mhenthbaydastswitchedb Valioels numb er

reasons were citedfornot-por t i ng their number, including
number o and perceptions or stated difficulti
| was ;ggfiv@eBroOoprocess was taking too | ongo. T

research sum mary.

Methods used to request PAC and/or cancel

A6.11 PAC switchers needed to obtain a PAC from their old provider. Some C&R
switchers requested a PAC but subsequently went on to switch without porting. All
C&R switchers would have needed to have contacted their old provider directly to
cancel their old service. Some PAC switchers also did this, instead of or in addition
to using the port itself automatically to terminate their old service.

8See: https://www.ofcom.org.uk/consultations-and-statements/category-2/consumer-switching-
proposals-to-reform-switching-of-mobile-communications-services

9 BDRC omnibus December 2016: Face to face omnibus survey conducted in November-December
2016. Incidence among respondents who switched in the last 12 months was 63% PAC and 37%
C&R. BDRC 2017 data was broadly comparable with omnibus data (65%/34%).
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A6.12 Around three-fifths (61%) of PAC switchers contacted their old provider by
telephone to request a PAC and/or cancel. Around a third (33%) of C&R switchers
contacted their provider by phone to cancel their old service. Other methods such
as web-form, web chat, email, in store were each cited by a minority of switchers as
the method used to request a PAC and/or cancel.?

Attitudes to current methods for PAC request and/or cancellation

A6.13 Overall around 4 out of 5 of switchers (82% PAC request, 79% cancelling old
service)sai d they were either o6veryd6 or o6fairlyéo
method/s they used to request a PAC code and/or cancel, while around 1 in 6 (16%
PAC request, 14% cancelling old service)s ai d t hey wer& O6veryd or
dissatisfied.!

A6.14 The survey asked consumers to state what they both liked and disliked (if anything)
about the method/s they had used to request a PAC and/or cancel (irrespective of
how the consumer had rated the method in terms of satisfaction or dissatisfaction).
The findings (summarised in the research summary) suggest that many consumers
found the method they used to request their PAC was simple and straightforward.

A6.15 Just over a third (35%) of those requesting a PAC stated words such as easy,
simple and convenient (38% for those requesting a PAC by phone) to describe
aspects their liked about this method. Fewer in comparison (19%) noted aspects
related to quick/fast process (23% for those requesting a PAC by phone).*?

A6.16 Aspects disliked about the previous method/s used related to difficulties contacting
or speaking to the losing provider were cited by 13% of those requesting a PAC
(11% among PAC switchers phoning to request a PAC, not statistically different to
that among all PAC switchers).3

A6.17 Findings were similar in relation to methods used to cancel their old service.'
Around a third (30%) of those who had cancelled their previous service (including
both PAC and C&R switchers) said they found aspects of the method to be easy,
simple and convenient (33% for those phoning to cancel). Half as many (15%)
cited aspects related to quick / fast process (21% for those phoning to cancel).

A6.18 Around 1 in 6 (16%) mentioned aspects related to difficulties contacting or speaking
to the losing provider (irrespective of whether they rated the method as satisfactory
or unsatisfactory overall) as aspects they did not like about the previous method/s
used when cancelling. For those cancelling by telephone, the proportion citing such
aspects was 15%, not statistically different to that among all PAC switchers.

10 BDRC 2017 slides 25 and 26

11 BDRC 2017 slides 27 and 32

12 BDRC 2017 slide 28

13 BDRC 2017 Bespoke result: Net results for the aggregate of: Current provider / customer service
pressured / tried to get me to stay / with their sales pitch; | could not understand customer service /
staff; Customer service / staff was rude / impolite / unhelpful; Long wait / queuing / took a long time to
get through on phone / web chat; Online or webchat would have been better / Having to call provider;
It cost me to call / there were charges. Individual reasons reported on BDRC slide 30

14 BDRC slides 33 to 36
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Number of contacts to request PAC and/or cancel

A6.19 Respondents requesting a PAC and/or cancelling were also asked whether they
had called their losing provider once or more than once to do this. Two-thirds
(68%) of previous PAC switchers said they made a single call to request their PAC
and/or cancel their previous service. The proportion of previous C&R switchers
making a single call to cancel was broadly similar (72%).

Switcher s& atusingtAuta-®nvitch and @RLr d s

A6.20 Respondents were shown diagrams whichd es cr i bed h o w-Svwitthamdmos Aut
GPL optionswouldworkande x pl or ed r esponedpeathessed st ated t a
hypothetical options i.e. Auto-Switch to request their PAC either via a free text
message or an online account, or GPL to switch provider. The diagrams used in
the research are included in the research summary.*®

A6.21 The results are summarised in the table below, illustrating the proportion who said
they would take up each option i.e. probably or definitely would.

Figure A6.1 - Summary of stated take-up of each option, by previous process used

Auto-Switch . .
AutoSwitchSMS/online GPL

n=1251 n=1251 n=758 n=1251 n=758

PAC switchers PAC switchers  C&R switchers PAC switchers C&R switchers

35% 36% 35% 38% 37%

A6.22 Alongside statedtake-u p we pr es ent -uplevelg. ihsstadjudtidentt a k e
takes account of the fact that when estimating take-up of a new product/service via
market research, not all respondents will do what they say they will. Full details of
the approach taken is set out in the research annex and technical report.

A6.23 The adjusted take-up levels are summarised in the table below.

15 BDRC 2017 slides 41 to 43 and 71 to 72
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Figure A6.2 - Summary of adjusted take-up of each option, by previous process used

Auto-Switch . .
Auto-SwitchSMS/online GPL

n=1251 n=1251 n=758 n=1251 n=758

Down weight applied to each (%)
PAC switchers PAC switchers  C&R switchers PAC switchers C&R switchers

— 0
Definitely would (80%) 34% 35% 31% 23% 17%
Probably would (20%) 7% 7% 7% 8% 7%

41% 42% 38% 30% 24%

Net : 6woul doé

A6.24  Verbatim responses provide some qualitative insight into attitudes towards the
reform options. As such the research also asked why consumers might or might not
be interested in requesting a PAC via a free text message or an online account, or
in using the GPL option to switch provider.

A6.25 Respondents who said they would use Auto-Switch perceived this to be
6easy/ easier, simple, quick/quickeré, with s
who said they would use this option.

A6.26 Among those who said they would not use Auto-Switch reasons were more varied
and covered perceptions of complexity, impersonal method, preference for other
methods e.g. do not text. For GPL attitudes were also varied but a perception of
6 ¢ 0 mp Iwaxevident for this scenario.

Swi t ¢ hilbhgness to way for the reform options

A6.27 Thestudyal so explored previous switchersoé will:@
Respondents were asked how much they would be willing to pay for up two
scenarios, with Auto-Switch SMS and GPL being prioritised over Auto-Switch online
if the respondent said they would use all three.® As with the analysis of take-up,
we present both stated willingness to pay analysis and adjusted data. The latter
seeks to address the likelihood that not all respondents who provided a value, will
go on to take up the process. Figures A6.3 and A6.4 summarise the findings. As
above, full details of the approach taken is set out in the research annex and
technical report.

16 Further detail of the approach taken is contained in the Research Summary and Technical Report
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Figure A6.3 - Stated average willingness to pay for each scenario, by previous

process used

All C&R switchers (n=758)
GPL
Auto-Switch SMS/online
C&R switchers who would take-up the option
INGEZED)
Auto-Switch SMS/online (n=539)
All PAC switchers (n=1251)
GPL
Auto-Switch SMS
Auto-Switch SMS/online***

PAC switchers who would take up the option

Auto-Switch SMS/online (n=959)

Average probabW/TpP**
(definitely probably WTP if definitely/

probably takeip:
as stated)

Average definiteM/TP*

(definitely WTP iflefinitely/probably take up|
as stated)

£0.51 £1.28
£0.52 £1.41
£0.90 £2.26
£0.73 £1.98
£0.67 £1.63
£0.59 £1.51
£0.62 EILEY)
£1.04 £2.53
£0.77 £1.98

Figure A6.4 - Adjusted willingness to pay for each scenario, by previous process used

Average
definitehyWTP*

(definitely WTBnly if
definitely akeup: down
weighted by takep: 80/0)

All C&R switchers (n=758)

Average probabl
WT P*efinitely

probably WTP if definitely/
probably takeip: down
weighted by takep: 80/20)

Average
definiteyWTP*

(definitely WTP if
definitely/probably take up:
downweighted by takep:
80/20)

Average probabl
WT P*%efinitetys

probably WTP only if definitel
takeup: dowRweightedoy
takeup:80/0)

£0.31 £0.54 £0.66
£0.36 £0.71 £0.82
£0.47 £0.72 £0.87
£0.39 £0.66 £0.80
£0.42 £0.70 £0.85

10
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The SME experience of communications services

A6.28

A6.29

In our March 2016 consultation we explained that the scope of our mobile switching
review covered both residential consumers and businesses, where they were
switching fewer than 25 mobile numbers
defined to be 25 numbers or more). In our January cost update, we identified that
the inclusion of switches (of fewer than sets of 25 numbers) by SME customers
within the scope of any switching process reforms, would have an impact on the
industry costs of implementing the reforms.

In light of this, and the fact that our March and July 2016 consultations focused on
findings for residential consumers only, we have examined in more detail the
experiences of SMEs when switching mobile provider. We summarise findings
here.

Methodology

A6.30

A6.31

Of com monitors small and medium sized
communications services. Our 2016 research!” 8 petween May and July 2016
surveyed 1,501 SMEs with 17 249 employees. It explores use, experience and
attitudes towards communications services and service providers among SMEs
across the UK, including in the mobile market. Research topics included SME
engagement with the market, actual and planned switching and barriers to
switching.

(i

busi

e .

ne

We have also had regard to consumer research

consultation on Automatic compensation, which we have used to report SMEs
expenditure on mobile services.®

Summary of findings

Profile of SMEs

A6.32

A6.33

In 2016 there were around 5.5 million small SME businesses in the UK each
employing 0 to 49 employees. A further 33 000 medium sized SMEs each
employed 50 to 249 employees.?°

Research data suggests that SMEs that take mobile services have broadly
comparable consumption and usage characteristics to residential consumers. In
particular, our research findings suggest that fewer than 1% of SMEs who take

17 The SME 2016 research report is available at:
https://www.ofcom.org.uk/ data/assets/pdf file/0030/96348/Ofcom-SME-consumer-experience-

research-2016-Report.pdf

18 Data tables available at: https://www.ofcom.org.uk/ data/assets/pdf file/0029/96491/Ofcom-SME-
Consumer-Experience-Research-2016-Data-Tables.pdf

192016 Automatic compensation Research:
https://www.ofcom.org.uk/ _data/assets/pdf file/0026/98711/automatic-compensation-jigsaw-

report.pdf
20 Department for Business, Energy and Industrial Strategy: Business population estimates for the UK

and regions 2016
https://www.gov.uk/government/uploads/system/uploads/attachment data/file/559219/bpe 2016 stati

stical release.pdf

11
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mobile services have mobile consumption and usage characteristics that are very
different to residential mobile consumers.?

A6.34 Ninety percent of SMEs taking mobile services employ four or fewer people, with
around two fifths (37%) employing one employee. Around two thirds (64%) of
SMEs who employ 1-9 employees use mobile services, compared to 72% who
employ 10-49 and 80% of those employing 50 T 249 employees.

A6.35 Research findings suggest that more than two in five (44%)?> SMEs take residential
mobile tariffs, with many (53%) sayingthi s was because fAa personal
fine f or t ReHindingdalse incltudeshat@round three quarters (75%) of
SMEs with business contracts took standard terms and conditions, in many
respects resembling those of residential tariffs, as opposed to having negotiated
their own.

A6.36 Mobile contracts for residential consumers have a duration of two years or less.
Similarly, around three quarters (73%) of SMEs signed up to a contract with
duration of two years or less. Only 12% take contracts that exceed 2 years.

Switching and ease of switching

A6.37 More than half (55%) of SMEs using mobile phones had never switched these
services, while 10% had switched mobile provider in the last 12 months (17% in the
last two years). Around 4% said they were actively looking for a new provider and
6% had considered switching in the last two years but then decided not to. The
main reason given for not switching supplier among those who had considered
switching, was acceptance of an offer to stay - cited by 22%.24

A6.38 Stated ease of switching among SMEs stood at 93% among mobile switchers, while
7% described it as quite or very difficult.?®

A6.39 However, when prompted with potential difficulties to aid recall of their experience,
seven in ten SME mobile switchers said they had experienced no difficulties when
switching. Thi rt een percent cited fAProcess took 1o
when switching mobile provider. Around one in ten said they experienced difficulties
with each of the following when switching mobile; provider persuasion to stay;
temporary loss of service; previous provider sending bills for cancelled service;
obtaining information on switching from previous provider; or difficulties contacting
the provider to cancel the service. Some (7%) stated difficulty getting a PAC from
their existing provider (7%).%°

A6.40 Altogether, 20% of SME mobile switchers experienced difficulties with at least one
of the following: Process took longer than expected, existing provider persuasion to

21 j.e. less than 1% of SMEs taking mobile services have more than one employee, and take
a non-residential bespoke tariff, and have a contract whose contract duration exceeds two
years.

22 SME 2016 research report, Figure 117

28 SME 2016 research, table 144

24 SME 2016 Research report §87.3, Figure 98. Low base size, treat as indicative only.

25 SME 2016 Research report §7.3.4

26 SME 2016 Research report §7.3.4
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stay, difficulty contacting provider to cancel service, difficulty getting a PAC from
existing provider.?’

A6.41 We estimate therefore that 100,000 SMEs experience difficulties each year
switching their mobile, related to difficulties with the losing provider.

Industry data on proportion of mobile number ports completed by
next business day

A6.42 Mobile operators provided data for the period July to December 2016 concerning
the proportion of mobile number ports which occur by the next business day. Figure
A6.5 summarises the data we received.

Figure A6.5

Total number of mobile ports
not completed by next business
day, as a proportion of sum of July August |Septembe | October [November [December

APort | no amkile i 2016 2016 2016 2016 2016
switches
%

Proportion not completed by

. 1.4% 2.2% 1.4% 2.7% 2.0% 1.7%
next business day

Source: Mobile operator data. Data excludes where possible ports that occur in sets of
more than 24 numbers.

A6.43 The data suggest that around 2% of mobile ports do not take place by the next
business day, equivalent to around 6 000 ports per month, based on present porting
volumes of around 300 000 mobile ports per month.

Consumer contact to request and obtain PAC codes

A6.44 We received under our section 135 powers more detailed quantitative data from
mobile operators regarding the time consumers spend on calls to operators when
requesting PACs and/or cancelling by telephone.

A6.45 We asked them to provide, for pre-pay and post-pay calls (separately):

1 Average monthly call times for calls which resulted in a successful PAC request
and, separately, calls which resulted in a successful termination, between
November 2015 and October 2016; and

1 Individual call times for all calls which resulted in a successful PAC request and,
separately, calls which resulted in a successful termination, for a shorter period
between November 2015 and October 2016.

A6.46 We set out summary metrics and our conclusions based on this data in annex 10.

27 Derived from Figure 100, section 7.3.4 The SME experience of communications services: research
report January 2017
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Consumer research results concerning loss of service experienced
by consumers when they switch mobile provider

A6.47 We undertook consumer research - the BDRC omnibus December 2016 - to update
our understanding of the incidence of loss of service, and to understand better the
form of any loss or interruption to mobile service when consumers switch mobile
provider. Questions included consumer perceptions about whether or not they were
aware that there may be a period of loss of service when switching, and the
possibility of a temporary number, and the form of any loss of service.

A6.48 Figure A6.6. below sets out the incidence of loss of service. We have published the
full omnibus results on our website.?®

Figure A6.6 - Incidence of switchers able / unable to make or receive calls or texts
when switching

% Total: All A\
When you switched, did you All [switched in |switched in
experience any period of time that switched last 18 last 18
you were unable to make or in last 18 | months by [ months by
receive calls or text messages? months PAC C&R
Base

Yes | was unable_ to use my 21% 26% 11%
number for a period of time

No I.was able to use my number all 62% 50% 85%
the time

Donét know / cané 17% 23% 4%

Source: BDRC Omnibus December 2016

Updated data on complaints

A6.49 We collect data on complaints as part of our regular market monitoring. In our
March 2016 consultation we published a chart summarising the volume of
complaints received by Ofcom regarding changing mobile provider.?

A6.50 We have in Figure A6.7 updated this chart with complaints data to February 2017.
Since March 2016 we have identified and introduced a new category of complaint
APorting difficultyo.

28 See: https://www.ofcom.org.uk/ _data/assets/pdf file/0025/101995/Mobile-Switching-Research-
2017-Omnibus-data-tables.pdf
29 March 2016 consultation 8A10.67, Figure A10.13
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Figure A6.7 - Volume of complaints regarding changing mobile provider, April 2014 to
February 2017

140 70%
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e Unable to keep number  m Porting dif ficulty Proportion related to PAC

A6.51 Over the period April 2014 to February 2017, Ofcom received around 80 complaints
per month relating to changing mobile provider. As we noted in March 2016,
around 40% of complaints relating to changing mobile provider concerned
difficulties in requesting or obtaining the PAC.
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Annex 7

Detaliled process diagrams

Introduction

A7.1

A7.2

This annex sets out at a more detailed level proposed process flows which could
deliver our proposals for Option 1 (Auto- Switch) and Option 2 (GPL), which we
described in section 4. In particular we describe here the process by which a
consumer could request and complete a switch under each option and the actions
required by the parties involved 7 the consumer, the Gaining Provider (GP), the
Losing Provider (LP) the block operator (BO) and the Central Porting System
(CPS).

We have sought, in developing these options, to ensure that they can be delivered
with minimal changes to and investments in the systems used to provide the current
PAC switching process. In particular we consider that the CPS will continue to play
a pivotal (and enhanced) role in enabling the necessary exchange of data between
gaining provider, losing provider and the consumer.

Process flow diagrams

A7.3

A7.4

A7.5

We set out in the following figures schematics of the interactions between the
consumer, gaining provider, losing provider,block operator and CPS that we think
will be needed to deliver the switching features set out in section 4.

We would note that the Auto-Switch diagrams are based on the losing provider
variant. They do not depict the CPS variant as described in the costs annex.

The figures relate to the options and option features as follows:

Auto- Switch (PAC and port process A7.1
triggered by SIM activation)
Auto- Switch (PAC with port process A7.2
triggered by contacting gaining
provider)

Option 1 - Auto-Switch
Auto- Switch (N-PAC with cancellation A7.3

process triggered by SIM activation)

Auto- Switch (N-PAC with cancellation A7.4
process triggered by contacting
gaining provider)

Gaining provider led process (Porting A7.5
number)

Option 2 - GPL
Gaining provider led process (Non- A7.6

porting switch)
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A76 We recognise thatl osi 80 mgn d@aneggrdviesd dnay
comprise more than one party. For example MVNO providers with the retail
relationship with the end consumer may enter into wholesale arrangements with an
MNO, who may act as an intermediary between the CPS and the MVNO. In these
cases we would anticipate that the wholesale and retail providers establish

contractual and technical relationships that enable the data flows we have
indicated.
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Figure A7.1
Auto- Switch (PAC and port process triggered by SIM activation)

Consumer BO LP CPS GP

Texts LP (using Dedicated - -
Porting Short Code), or Validates Consumer, switch. For phone and
contactsLPby phon; oF »| online asks if ¢ wants to port
s Onliae:Portal number or cancel only via C&R
. e
ecks if number is allocated to a business or
residential tariff Generates ETCif residential
C
v
I Contacts CPS to request PAC l—’ Generates and sends
2 i PAC
R:CE';"es PAC (‘I'_‘"th ETC) Sends PAC, and ETCif a residential Consumer,
y phone/ online/text by same means as it was requested (phone or
; o v P
(non porting ;:"Ce ation online) AND by text 4—|
number
Confirms Order. Takes
Contacts GP - C Details &
Concludes Contract
1
Agives Conibiact & Move to < Checks if Consumer wishes
GP & Provides PAC to Port Current Number.
Prompts Consumer for PAC
I Issues SIM with Temporary
Number
Halts Switching Process
while new SIM is activated
A on the network
Receives new SIM & Checks new SIM is
Activates it activated on the network
g ( B
Validates & Locks PAC & < Creates & sends Porting
Sends Confirmation to GP > Request including PAC
l \
. » : Pulls Port Out File & Generates Daily Port In & Pulls Port In File &
Receives Routing Update File lq 1 peactivates Ported Number & |« Port Out Files & sends to | ——> | Activates Ported Number
and Updates Routing to GP Notifies BO to Change Routing GP & LP onto the new SIM card
Number Ported to New G
Service =
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Figure A7.2
Auto- Switch (PAC with port process triggered by contacting GP )

Consumer BO LP CPS GP

Texts LP (using Dedicated Velidates C oh. For Shor 3
Porting Short Code), o 4 alidates Consumer, switch. For phone an:
contacts LP by phone or online requests, asks if consumer wants to port
il e number or cancel only via C&R
Checks T number 1s allocated to a business or
ial tariff ETCif resit i
Consumer
| Contacts CPS to request PAC | Generates and sends
i i PAC
R:ceu;es p;\c (;'_V'"}'E;c) Sends PAC, and ETCif a residential Consumer,
ol orr:.e on lne"er by same means as it was requested (phone or
(non por n'":‘n;:"“e ation online) AND by text 4._]
u
Confirms Order. Takes
Contscts Gf »|  Consumer Details &
Concludes Contract
Agrees Contract & Move < Checks if Consumer wishes
but opts not to provide to Port Current Number.
PAC Prompts Consumer for PAC

Issues SIM with Temporary
Number

Receives new SIM &
Activates it

Receives PAC

Contacts GP to provide PAC

Validates & Locks PAC & e Creates & sends Porting
Sends Confirmation to GP > Request including PAC

!

. 2 . Pulls Port Out File & Generates Daily Port In & Pulls Port In File &
Receives Routing Update File g | peactivates Ported Number & Port Out Files & sends to  |————p | Activates Ported Number

A0l Saiaton Sming vo 0 Notifies BO to Change Routing GP & LP onto the new SIM card

Number Ported to New

Service
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Figure A7.3

Auto- Switch (N-PAC with cancellation process triggered by SIM activation )

Consumer

BO LP

Annexes 5-12 of consultation on proposals to reform switching of mobile communications services

CPS

GP

Texts LP (using Dedicated ovserer— - =
n T, N r
C&R Short Code), o Al slidates Consumer, switch. Fo phone a
contacts LP by phone or online requests, asks if consumer wants to port
via Online Portal number or cancel only via CE&R
X
Checks if number is allocated to 3 business or
residential tariff Generates ETCif residential
Consumer
Y
Contacts CPS to request N-PAC Generates and sends
; T s — N-PAC
R““’:s N 7“:‘!“'"; ETC) Sends N-PAC, and ETC if a residential Consumer,
by onF o Iml:::‘ by same means as it was requested (phone or
{non’ porting cancellotion online) AND by text ‘—l
number
Confirms Order. Takes
Contacts GP Consumer Details &
Concludes Contract
e
A Checks if Consumer wishes
Agrees Contract & Move to | € to Terminate Current
GP & Provides N-PAC Number using C&R. Prompts
—— Consumear =7
Issues SIM with new
number
Halts switching process
while new SIM is activated
v on the network
Receive's new .SIM & Checks new SIM is
Activates it activated on the network
Creates & sends Non-
Validates & Locks N-PAC & Porting C&R Request
Sends Confirmation to GP including N-PAC i.e. Service
l T:rmm“xﬁn
Updates Routing & Terminates Service & Notifies Generates Daily C&R
Quarantines Number for <— BO 1o Change Routing & < T Files & sends to
Re-allocation Quarantine for Re-allocation L
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Figure A7.4

Auto- Switch (N-PAC with cancellation process triggered by contacting GP )

Consumer BO LP CPS GP

Texts LP (using Dedicated
C&R Short Code), or
contacts LP by phone or o=

via Online Portal

Validates Consumer, switch. For phone and
online requests, asks if consumer wants to port
number or cancel only via C&R

¥
Checks if number is allocated to a business or
residential tariff Generates ETC if residential

Consumer
| Contacts CPS to request N-PAC |3 Generates and sends
i o i N-PAC
Receves N-PAC {wnth E10) Sends N-PAC, and ETC if a residential Consumer,
by phone/ online/text 2
( = lati by same means as it was requested (phone or
(non porting cancellation online) AND by text I
number

Contacts GP

Confirms Order. Takes
Consumer Details &
Concludes Contract

\ 4

—_—
Agrees Contract & Move to

GP but opts not to provide
N-PAC

A

ecks |

onsumer wishes
to Terminate Current

Number using C&R. Prompts

Consumer, for N-PAC

Issues SIM with new
l number
Receives New SIM &
Activates it

Contacts GP to provide
AC

\ 4

Receives N-PAC

Creates & sends Non-
Porting C&R Request
including N-PAC i.e. Service

l Jermination

Validates & Locks N-PAC& | €———
Sends Confirmation toGP | =

Updates Routing & Terminates Service & Notifies Generates Daily C&R
Quarantines Number for  fe—— BO to Change Routing &

Terminate Files & sends to
Re-allocation Quarantine for Re-allocation LP




Figure A7.5
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Gaining Provider led process (Porting number)
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Contacts GP

LP CPS GP
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Number
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1
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3

Halts Sales Process until
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<
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i
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Figure A7.6
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