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Question 2.1: Do you consider that the scope for this review, set out above, is 
appropriate? If not how would you suggest that it should be modified and 
why?: 
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Yes 

Question 2.2: 

Yes 

Do the summary of the history of NGC services and the 
rationale for this review capture all the essential concerns which this review 
should be seeking to address? If not, please set out those issues which you 
consider are not being considered and why these should be included in the 
review at this stage.: 

Question 2.3: 

Yes 

Do you consider our proposed approach and framework for 
analysis is fit for the purpose of this review?: 

Question 4.1: 

Yes 

Do you consider that the analysis set out in this Section and in 
more detail in Annex 2 represents fairly the consumers' concerns? In 
particular: does it provide a reasonable assessment of the type and extent of 
the detriment consumers currently experience? And does it identify all the 
relevant factors?: 

Question 4.2: 

Yes 

In this section and in Annex 2 we set out our views of the main 
factors that contribute to the current outcomes, specifically the interaction of 
poor price transparency for consumers combined with poor incentives leading 
to vertical and horizontal externalities. Do you accept that this analysis is a 
valid assessment of the incentives of the market participants? Do you consider 
that the implications for consumers we draw are sound and represent a useful 
basis for assessing appropriate regulatory responses? If not, how would you 
categorise the relationships and motivation underpinning consumers and 
OCPs' behaviour?: 

Question 4.3: 

Yes. The Department has recognised the disproportionate impact on mobile only households 
and therefore continues to work with mobile providers to provide free calls to benefit claims 
lines.  

We have identified five key areas of consumer detriment as a 
result of the poor transparency and poor incentives in the market: reduction 
in demand for NGC, relative prices not reflecting consumers' preferences: 

Question 4.4: Do you consider that our assessment of the state of the market 
in the absence of ex ante regulation is a reasonable extrapolation of the 
evidence? If not, why?: 



Yes. The Department concurs with the view that a market without regulation may not see 
outcomes that are better for consumers.  

Question 5.1: 

The Department has no view in this respect.  

Do you consider that the analysis set out in this Section and in 
more detail in Annex 3, fairly represents the wholesale relationship and issues 
in this market? If not, why?: 

Question 5.2: 

The Department has no view in this respect.  

Specifically, do you agree with our assessment of the market 
experience for SPs', including in hosting markets? Do you agree with our 
assessment of SPs' concerns about price transparency and the impact on their 
incentives? If not, how would you characterise the market from the SPs' 
perspective?: 

Question 5.3: 

The Department has no view in this respect.  

Do you agree with: our assessment of the OCPs' incentives and 
behaviour and our preliminary views of the outcome for OCPs under the 
current market conditions? Are there other factors we should take account of 
in our analysis? How complete do you consider the tariff rebalancing effect 
would be in the event of any changes to retail prices, and what impact might 
any reduction in NGC prices have on consumers?: 

Question 5.4: 

The Department has no view in this respect.  

Do you agree with our assessment on the complexity of the 
market relationships between OCPs and TCPs and the balance of bargaining 
power summarised in this Section and set out in detail in Annex 3? If not, 
what factors do you consider this analysis should include or give a different 
weight to?: 

Question 5.5: 

The Department has no view in this respect.  

Do you consider that our assessment of the state of the market 
in the absence of ex ante regulation is a reasonable extrapolation of the 
evidence? If not, why?: 

Question 6.1: 

Yes. Response to Q4.4 refers.  

Do you agree with our assessment of the likely failure of 
deregulation to address the identified market failures? If not, please explain 
why, ideally with reference to the analysis set out Annex 2 and 3.: 



Question 6.2: 

Yes. Intervention on a smaller scale, and which is later proved to have achieved the desired 
results, would provide evidence to support the case for wholesale change. The Department 
would however have welcomed legislative intervention to support the OFCOM preference for 
080 calls to be 'free to all' in recognition of the disproportionate impact of current 
arrangements on mobile only households.  

Do you consider that we were right to put aside consideration of 
wholesale intervention at this stage? If you disagree please set out your views, 
ideally with reference to the wholesale analysis set out Annex 3.: 

Question 6.3: 

Yes. Providing information about the cost of a call to an NGC service does not in itself 
address the more fundamental consumer concern about the level of those costs. However it is 
noted that other options (e.g. unbundling tariffs) are dependent on provision of cost 
information at the start of the call.  

Do you agree with our assessment of the limitations of 
informational remedies to address the totality of the identified market 
failures? If not, what informational solutions would you propose and to what 
extent do you see that they would resolve the market failures identified, 
ideally with reference to the analysis set out Annex 4.: 

Question 6.4: 

Yes. Whilst it may not be the Department's preferred option in respect of the 0845 range, we 
would in principle welcome a change that (a) provides for our customers to make more 
informed choices on telephony service providers and (b) provides unambiguous information 
about call costs at the point of connection.  

Do you agree with our assessment of unbundled tariffs as a 
potential remedy for the market failures identified? Do you agree with our 
assessment of the pros and cons of this approach? What do you consider 
would be the impact of the introduction of unbundled tariffs in this market? 
Ideally include in your response reference to the analysis set out Annex 5.: 

Question 6.5: 

Yes. The Department recognises that this approach would provide for greater transparency of 
the maximum cost of a call, but that it brings the potential risk of that maximum becoming 
the norm and therefore increasing costs for some consumers.  

Do you agree with our assessment of maximum price as a 
potential remedy for the market failures identified? Do you agree with our 
assessment of the pros and cons of this approach? What do you consider 
would be the impact of the introduction of maximum prices in this market? 
How should such a scheme be structured? Ideally include in your response 
reference to the analysis set out Annex 6.: 

Question 6.6: Do you agree with our assessment of the impact of different 
options relating to calls to Freephone numbers summarised in this Section and 
set out in full in Annex 7? In particular, do you agree with our preference for 
080 to be "free-to-caller"?: 



Yes. As indicated in paragraph 6.114 of the consultation, the Department would welcome a 
requirement for 080 numbers to be free to all callers irrespective of the service and network 
provider. This would support our strategy of providing free access to our most critical 
services and would prevent the need for continuing DWP-specific negotiations with 
individual mobile providers.  

Question 6.7: 

The Department is primarily concerned with any proposals that impact the 0845 number 
range, which is widely used to access general enquiry services through long established 
customer contact numbers. In order to maintain the low cost to our customers of accessing the 
services concerned, OFCOM's preference for 03 to be the only range with calls priced at 
geographic rates would require all existing 0845 numbers to be replaced with 03 numbers. 
The Department could not support such a move due to the significant costs of the change and 
adverse impacts on our customers, most of whom would be worse off as a result of the move. 
We would however aim to adopt 03 numbers for any new services.  

Do you agree with our assessment of the impact of different 
options relating to calls to numbers which prices are linked to the prices of 
geographic calls (03,0845,0870) summarised in this Section and set out in full 
in Annex 7? In particular, do you agree with our preference for 03 to be the 
only range with calls prices at geographic rates?: 

Question 6.8: 

The Department has reviewed the three options for the 0845 range: maintain the status quo, 
unbundled tariffs and pricing calls at geographic rates. As indicated in the response to the call 
for inputs, the Department has a strong preference for 0845 calls to be charged at geographic 
rates and therefore favours Option 3, which would provide this link. In doing so it would help 
protect customers from high 0845 prices and avoid the risk of increased costs for some 
customers with the introduction of an unbundled tariff, which is acknowledged in the 
assessment of the preferred OFCOM option.  

Do you agree with our assessment of the impact of different 
options relating to calls to revenue share ranges (084, 087, 09, 118) 
summarised in this Section and set out in full in Annex 7? In particular, do 
you agree with our preference for: - Adoption of the unbundled tariff for 
these ranges, with a maximum tariff to apply for consumers' protection on the 
Service Charge, and - 0845 to be treated the same as 0844?: 

Question 6.9: 

The Department has no views in this respect as 07 numbers are not used to access our 
services. 

Do you agree with our assessment of the impact of different 
options relating to calls to 07 numbers which are not mobile numbers 
(070/076) summarised in this Section and set out in full in Annex 7? In 
particular, do you agree with our preference for reducing the revenues 
available from these calls so as to remove the incentives for fraud?: 

Question 7.1: Do you consider 18 months would be a reasonable period for the 
implementation of an unbundled tariff structure? What are you views on 
staging for the potential implementation? In particular, would it be desirable 



to move more quickly to restructuring charging to reflect the new regime even 
if detailed billing would not be ready? What are your views of the technical 
cost of potentially introducing the new regime and how could implementation 
be staged to minimise these cost (see also Annex 7 for a discussion of costs)? 
What are your views on the communications' challenges for potentially 
introducing this new structure and how should they be addressed?: 

The Department has no technical views in this respect as this is a matter for service providers, 
however we would favour a rapid transition to any new arrangements. 

Question 7.2: 

The Department has no technical views in this respect as this is a matter for service providers, 
however we would favour a rapid transition to any new arrangements. 

Do you consider 6 months would be a reasonable period for the 
implementation of the maximum price structure? What are your views of the 
cost of the potential new regime and how could implementation be staged to 
minimise these cost? What are your views on the communications challenges 
for introducing this potential new structure and how should they be 
addressed?: 

Question 7.3: 

The Department has no technical views in this respect as this is a matter for service providers, 
however we would favour a rapid transition to any new arrangements. 

What are you views on the implementation period of up to 6 
months for the change to Freephone charges? What are your views of the 
challenges to the implementation of the new regime and how could 
implementation be managed to overcome these challenges and minimise any 
cost? What are your views on the communications challenges for introducing 
this potential new structure and how should they be addressed?: 

Question 7.4: 

The implementation challenge to the Department associated with modification of the 0845 
number range would depend on the option chosen for that range and the extent to which there 
was a requirement to migrate services to the 03 range. The Department's preferred option for 
modification of the 0845 range (alignment with 03 charging) would have negligible impact. 
Conversely, migration of existing 0845 services to 03 numbers in the event that the latter is 
the only range with calls priced at geographic rates would require detailed planning to 
implement and market the new numbers. Whilst 3 years appears to be a reasonable timeframe 
to do so, a detailed impact assessment would need to be undertaken by the Department when 
the required changes are confirmed. To provide an indication of the scale of the challenge 
that would be faced in migrating services to the 03 range, around 1,300 0845 numbers are 

What are you views on the implementation period of up to 3 
years for the modification of the 0870/0845/070/076 ranges? What are your 
views of the challenges to the implementation of the new regime and how 
could implementation be managed to overcome these challenges and minimise 
any cost? What are your views on the communications challenges for 
introducing this potential new structure and how should they be addressed?: 



currently in use across DWP (including the Child Maintenance & Enforcement Commission, 
which has returned to Executive Agency status within the Department.) Given the extent of 
change required to IT systems and marketing materials, a process for change rather than a 
blanket 'do by' date might benefit DWP and other organisations by enabling the 
implementation of 03 numbers to be linked to business change initiatives and bids for 
associated funding.  

Question 7.5: 

The Department has no views in this respect as this is a matter for service providers. 

Do you consider that the potential approach to the potential 
price publication obligations would be likely to be effective?: 

Question 7.6: 

The Department has no technical views in this respect as this is a matter for service providers, 
however we would favour a rapid transition to any new arrangements. 

Do you consider 6 months would be a reasonable period for the 
implementation of the maximum price structure? What are your views of the 
cost of the potential new regime and how could implementation be staged to 
minimise these cost? What are your views on the communications challenges 
for introducing this potential new structure and how should they be 
addressed?: 

Question 7.7: 

The Department has no views in this respect as this is a matter for service providers. 

Do you consider that the potential approach to the potential 
price publication obligations would be likely to be effective?: 
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