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Annex 1 

1 Research methodologies 
Time series data 

Where possible, data from Q2 or Q3 2014 have been compared with data from a similar time 
period in previous years. However, where analysis by nation has been included, different 
time periods have been used – 2014 data were collected in Q1 2014 and are compared to 
annual rolled data collected in 2006 and 2007 (Q1 – Q4 combined) and Q1 2008, 2009, 
2010, 2011, 2012 and 2013 data. 

The switching tracker questionnaire was revised in 2012 in order to provide switching data 
for each market as a whole, as well as comparisons by purchasing behaviour across the 
market. Data from 2012, 2013 and 2014 are directly comparable but total market trend data 
prior to this is indicative only. 

Statistical reliability 

For reporting purposes, sub-group differences are noted in the report only when they are 
significantly different from the total sample or subgroups within the sample. We have 
reported differences at the 99% confidence level; this means that if you asked 100 people in 
the population, 99 of them would give a similar response to the finding reported. Where 
differences are referred to as ‘indicative’ these tested positive at the 95% confidence level. 
To show this trend on the charts a solid arrow (red or green) represents a significant change 
(increase or decrease) to the 99% confidence level while a dotted arrow (red or green) 
represents an ‘indicative’ change (increase or decrease) to the 95% confidence level.  

Insufficient sample sizes (i.e. fewer than 50 participants) were achieved for some 
demographic groups for some metrics. Where this is the case, no data have been reported. 

Low sample sizes (i.e. between 50 and 100 participants) were achieved for some 
demographic groups for some metrics. Where this is the case, it has been highlighted that 
the data should be viewed with caution and as indicative only, as they are subject to high 
margins of error. 

The data tables for the tracking studies detailed below can be found at: 
http://stakeholders.ofcom.org.uk/market-data-research/statistics/stats14/ 

Ofcom technology tracker 

Methodology Face-to-face survey run by Saville Rossiter-Base 

Core objective To provide Ofcom with continued understanding of consumer 
behaviour in the UK communications markets (covering mobile 
and fixed telecoms, internet use, TV, radio and bundling), to 
help monitor changes and assess the degree and success of 
competition.  

Sample size 2000+ per wave 
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Fieldwork period Wave 1 takes place in January and February; Wave 2 fieldwork 
runs from May to July of each year 

Sample definition UK adults aged 16+, reflective of the UK profile by sex, age, 
socio-economic group, region, employment status, cabled/non-
cabled areas, rural/urban areas and levels of deprivation. 

Weighting Where necessary, the data have been weighted to ensure they 
are representative of the UK adult population. 

Ofcom switching tracker 

Methodology Telephone survey to mobile and landline phones 

Core objectives To explore the fixed-line, mobile, internet/broadband markets, 
and multi-channel TV recognising that with increased 
convergence bundled purchasing may affect consumers’ 
decision-making.  

To monitor levels of participation in terms of switching and 
keeping an eye on the communications markets.  

To monitor levels of satisfaction by demographic groups to 
understand whether some groups are more vulnerable than 
others.  

Sample size 2014: 1596 fixed-line decision-makers, 1718 mobile decision-
makers, 1291 fixed broadband decision-makers, 1102 digital TV 
decision makers  

Fieldwork period July-August 2008, 2009 and 2010, June-July 2011, July-August 
2012, 2013 and 2014  

Sample definition Representative sample of UK adults aged 16+, reflecting the UK 
profile of sex, age, socio-economic group, region, employment 
status, cabled/non cabled areas, rural/urban areas and levels of 
deprivation. 

Weighting Data have been weighted to ensure the sample is representative 
of the UK adult population  

 

Ofcom residential consumer postal tracker 

Methodology Quantitative face-to-face, pen and paper. Average interview 
length of 30 minutes with UK adults who personally send and/ or 
receive items through the post 

Core objectives To provide trend data that enables us to monitor the industry 
over time.  

To collect data that enables comparisons to be made with 
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historic data collected by Postcomm and other surveys in 
communications markets by Ofcom.  

The topic areas covered in this summary include: 

• The use of postal services 

• Volumes and types of post sent and received 

• Communication methods used instead of post  

• Awareness of postal services providers 

• Postal spend, cost awareness and perceived 
value for money of post   

• Experience of problems with postal services  

• Overall satisfaction with postal services and with 
elements of postal services  

Sample size 400 UK adults per month; rolling monthly interviews throughout 
the year, rolled into quarterly waves of approximately 1200. 
4853 interviews completed in Year 2.  

Fieldwork period Period covered is from Q3 2013 – Q2 2014. Fieldwork was July 
2013 - June 2014 

Sample definition Representative sample of UK adults aged 16+, reflecting the UK 
profile of sex, age, socio-economic group, region, employment 
status, cabled/non cabled areas, rural/urban areas and levels of 
deprivation.  

Quotas set for each of the 98 sampling points across the UK to 
match Census information for that area for age, gender and 
socio-economic group. 

Weighting Data have been weighted to ensure the sample is representative 
of the UK adult population. Significant weighting applied to the 
data by geography to be representative of all UK adults - to take 
account of the coverage of remote rural locations, off-shore 
islands and areas east and west of the River Bann in Northern 
Ireland.  
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Annex 2  

2 Glossary of terms and definitions119 
2G Second generation of mobile telephony systems. Uses digital transmission to support 
voice, low-speed data communications, and short messaging services. 

3G Third generation of mobile systems. Provides high-speed data transmission and supports 
multi-media applications such as video, audio and internet access, alongside conventional 
voice services. 

4G Fourth generation of mobile systems. It is designed to provide faster data download and 
upload speeds on mobile networks. 

ADSL Asymmetric digital subscriber line. A digital technology that allows the use of a 
standard telephone line to provide high speed data communications. Allows higher speeds in 
one direction (towards the customer) than the other. 

Broadband A service or connection that is capable of supporting always-on services which 
provide the end-user with high data transfer speeds. A large-capacity service or connection 
that allows a considerable amount of information to be conveyed - often used for transmitting 
bulk data or video or for rapid internet access. 

Bundle multiple communications services purchased together from the same provider.  

CCT Consumer Contact Team (previously known as the Ofcom Advisory Team). 

Communications Act Communications Act 2003, which came into force in July 2003. 

Connection speed The rate at which information can be transferred from the internet to a 
computer. Dependent on the type of connection, i.e. modem, cable, DSL, etc. 

CP Communications provider. A person or company providing an electronic communications 
network or providing an electronic communications service. 

DAB Digital audio broadcasting. A set of internationally accepted standards for the 
technology by which terrestrial digital radio multiplex services are broadcast in the UK. 

DCMS Department for Culture, Media and Sport 

Deadlock letter A letter or email from a Communications Provider to a Complainant 
agreeing that the Complaint can be referred to the relevant Alternative Dispute Resolution 
scheme. 

DSL Digital subscriber line. A family of technologies generally referred to as DSL, or xDSL, 
capable of transforming ordinary phone lines (also known as 'twisted copper pairs') into high-
speed digital lines, capable of supporting advanced services such as fast internet access 
and video-on-demand. ADSL, HDSL (high data rate digital subscriber line) and VDSL (very 
high data rate digital subscriber line) are all variants of xDSL). 

119 These are not binding or statutory definitions but are written in broad layman’s terms to aid the 
reader. More comprehensive definitions are in other Ofcom or legislative documents. 

233 

                                                



The Consumer Experience of 2014 – Research report 

DSO Digital switchover. The process of switching over the current analogue television 
broadcasting system to digital, as well as ensuring that people have adapted or upgraded 
their televisions and recording equipment to receive digital TV. 

DTT Digital terrestrial television. Currently most commonly delivered through the Freeview 
service. 

ETC Early termination charge. A charge for consumers who terminate their contract before 
the end of any Minimum Contract Period (or Subsequent Minimum Contract Period).  

Free to Air Television service which can be received in a given area without charge to the 
viewer. Some free-to-air services may be broadcast in scrambled form in order to limit 
access to viewers in a specific geographic area. Other free-to-air services may be broadcast 
in the clear – i.e. unscrambled. 

Freeview Free digital service giving access to over 30 TV channels, over 20 radio stations 
plus interactive services. 

Internet A global network of networks, using a common set of standards (e.g. the Internet 
Protocol), accessed by users with a computer via a service provider. 

Involuntary non-ownership Whereby potential consumers are without access to a service 
but not through choice. 

IP (internet protocol) The packet data protocol used for routing and carrying messages 
across the internet and similar networks. 

IPTV Internet protocol television. The term used for television and/or video signals that are 
delivered to subscribers or viewers using internet protocol (IP), the technology that is also 
used to access the internet. Typically used in the context of streamed linear and on-demand 
content, but also sometimes for downloaded video clips. 

ISP Internet service provider. A provider of access to the internet. 

LLU Local loop unbundling. Process whereby incumbent operators (in the UK this is BT and 
KCOM) make their local network (the lines that run from the customers’ premises to the 
telephone exchange) available to other communications providers. The process requires the 
competitor to deploy its own equipment in the incumbent’s local exchange and to establish a 
backhaul connection between this equipment and its core network.  

Local loop Access network connection between the customer’s premises and the local 
PSTN exchange, usually a loop comprised by two copper wires twisted together. 

Mbit/s Megabits per second (1,000,000 bits per second). A unit of measurement of data 
transmission speed. 

Migration authorisation code (MAC) a unique code that a customer must give to his or her 
new broadband service provider, to allow the service to be transferred smoothly from the 
existing service provider.  

Mis-selling A term that covers a range of sales and marketing activities that can work 
against the interests of both consumers and competition and can undermine confidence in 
the industry as a whole. 
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MMS Multimedia messaging service. The next generation of mobile messaging services, 
adding photos, pictures and audio to text messages. 

MNO Mobile network operator, a provider who owns a cellular mobile network. 

Mobile broadband Various types of wireless, high speed internet access through a mobile 
telephone or a mobile data dongle. 

Mobile termination The charge operators which originate calls have to pay to mobile 
operators to deliver calls to their mobile customers. 

Multichannel In the UK, this refers to the provision or receipt of television services other 
than the main five channels (BBC One and Two, ITV1, Channel 4/S4C, Five) plus local 
analogue services. 'Multichannel homes' comprise all those with digital terrestrial TV, 
satellite TV, digital cable or analogue cable, or TV over broadband. Also used as a noun to 
refer to a channel only available on digital platforms (or analogue cable). 

Multiplex A device that sends multiple signals or streams of information on a carrier at the 
same time in the form of a single, complex signal. The separate signals are then recovered 
at the receiving end. 

MVNO Mobile virtual network operator. An organisation which provides mobile telephony 
services to its customers, but does not have allocation of spectrum or its own wireless 
network and instead, buys a wholesale service from a mobile network operator. 

Next generation access networks (NGA) New or upgraded access networks that will allow 
substantial improvements in broadband speeds and quality of service compared to today’s 
services. This can be based on a number of technologies including cable, fixed wireless and 
mobile. Most often used to refer to networks using fibre optic technology. 

Omnibus Quantitative market research survey carrying questions on different topics. 

Openreach The access division of BT which provides equivalent inputs to services provided 
in downstream markets by other divisions of BT and other network and service providers. 

PC Personal computer. 

Platform The device on which a technology runs. 

Postcode The geographic area identified by letters and numbers which appears as the first 
part of a postcode, e.g. SW8. 

Postal Services Act Postal Services Act 2011, which came into force in October 2011.  

PSTN Public switched telephone network. The network that manages circuit switched fixed-
line telephone systems (e.g. BT’s current copper telephone network). 

Silent call Telephone call generated by a dialler which does not have an agent immediately 
available to handle the call. 

SIM-only A mobile contract that is sold without a handset. 

Slamming Unauthorised switching of a customer's phone service to another carrier. 

Smartphone A mobile phone that offers more advanced computing ability and connectivity 
than a contemporary basic ‘feature’ phone. 
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SMS Short messaging service. 

Socio-economic group (SEG) A social classification, classifying the population into social 
grades, usually on the basis of the Market Research Society occupational groupings (MRS, 
1991). The groups are defined as follows. 

A.  Professionals such as doctors, solicitors or dentists, chartered people like 
architects; fully qualified people with a large degree of responsibility such as senior 
civil servants, senior business executives and high ranking grades within the armed 
forces. Retired people, previously grade A, and their widows. 

B.  People with very senior jobs such as university lecturers, heads of local 
government departments, middle management in business organisations, bank 
managers, police inspectors, and upper grades in the armed forces. 

C1.  All others doing non-manual jobs, including nurses, technicians, pharmacists, 
salesmen, publicans, clerical workers, police sergeants and middle ranks of the 
armed forces. 

C2. Skilled manual workers, foremen, manual workers with special qualifications 
such as lorry drivers, security officers and lower grades of the armed forces. 

D. Semi-skilled and unskilled manual workers, including labourers and those 
serving apprenticeships. Machine minders, farm labourers, lab assistants and 
postmen. 

E. Those on the lowest levels of subsistence including all those dependent upon 
the state long-term. Casual workers and those without a regular income. 

Standalone service a single communications service purchased from a provider, which is 
not purchased alongside any additional service. However, other services may be purchased 
from a different provider.  

Tariff Schedule of rates and charges for a service. 

UHF Ultra-high frequency. The frequency range from 300 MHz to 1 GHz. 

Unbundle See LLU.  

USO Universal service obligation. An obligation placed on a universal service provider 
requiring it to supply a service. 

VoIP Voice over Internet Protocol. A technology that allows users to send calls using internet 
protocol, using either the public internet or private IP networks. 

Voluntary non-ownership Whereby potential consumers are without access to services, 
primarily due to a perceived lack of need for a service or satisfaction with using alternative 
methods. 
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Annex 3  

3 Measuring participation in communications 
markets  
The metric is created using measures of past and present participation behaviour. 

Past behaviour – whether consumers have switched or considered switching, whether they 
have made a change to an existing contract – e.g. negotiated a better deal with their current 
supplier. 

Present behaviour – whether they keep informed about developments, or ‘keep an eye out’ 
for better deals on the market. 

Consumer segments: 

1. Inactive consumers – consumers may have had some past involvement, but have 
low interest in the market. This group does not keep up to date with the market.  

2. Passive consumers – more likely than inactive consumers to have participated in 
the past, and indicate some current interest in the market. 

3. Interested consumers – while broadly similar to passive consumers in terms of their 
past behaviour, they are more likely to keep an eye on the market, looking out for better 
deals.  

4. Engaged consumers – the most active group in terms of past behaviour and current 
interest. 
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Annex 4  

4 Further information on Ofcom publications  
Publications cited in the research or policy report 

Document Publication Date Further information 

Ofcom Report on Internet 
safety measures - 
Strategies of parental 
protection for children 
online 

15 January 2014 http://stakeholders.ofcom.org.uk/binaries/inter
net/internet-safety-measures.pdf 

Consumer Experience of 
2013 Research Report 

28 January 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/consumer-experience/tce-
13/TCE_Research_final.pdf 

Consumer Experience 
Policy Evaluation Report 

28 January 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/consumer-experience/tce-
13/TCE_Policy_Final.pdf 

Public Sector Spectrum 
Release (PSSR) Technical 
coexistence issues for the 
2.3 and 3.4 GHz award - 
consultation 

19 February 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/pssr-2014/summary/pssr.pdf 

Update on the ICO and 
Ofcom Joint Action Plan for 
tackling nuisance calls and 
messages 

03 March 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/silentcalls/JAP_update.pdf 

Annual Plan 2014-2015 31 March 2014 http://www.ofcom.org.uk/about/annual-reports-
and-plans/annual-plans/annual-plan-2014-15/   

Adults’ Media Use and 
Attitudes Report 2014 

29 April 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/media-literacy/adults-
2014/2014_Adults_report.pdf  

Quality of live subtitling - 
first report 

30 April 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/subtitling/statement/sampling-
report.pdf  

Spectrum Management 
Strategy 

30 April 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/spectrum-management-
strategy/statement/statement.pdf 

Payment and billing 
methods research 

15 May 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/telecoms-research/bill-
shock/1398439/Payment_Methods.pdf  
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Nuisance Calls Panel 
Research 

23 May 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/telecoms-
research/nuisance_calls_research/ 
 

Mobile Data Strategy - 
statement 

28 May 2014 http://stakeholders.ofcom.org.uk/consultations/
mobile-data-strategy/statement/ 

Mobile call termination 
market review 2015-18 - 
consultation 

04 June 2014 http://stakeholders.ofcom.org.uk/consultations/
mobile-call-termination-14/  

Fixed Access Market 
Reviews - statement 

26 June 2014 http://stakeholders.ofcom.org.uk/telecoms/ga-
scheme/specific-conditions-
entitlement/market-power/fixed-access-
market-reviews-2014/statement/  

Wholesale Broadband 
Access Market Review - 
statement 

26 June 2014 http://stakeholders.ofcom.org.uk/consultations/
review-wba-markets/statement/  

Consumer Switching - call 
for inputs 

17 July 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/consumer-switching-
cfi/summary/Consumer_switching_cfi.pdf  

Research into consumer 
views on the importance of 
communications services 
and their affordability 

22 July 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/cross-media/affordability/  

Ofcom Report on Internet 
safety measures - Internet 
Service Providers: Network 
level filtering measures 

22 July 2014 http://stakeholders.ofcom.org.uk/binaries/inter
net/internet_safety_measures_2.pdf 

Research into the 
effectiveness of the 
Telephone Preference 
Service (TPS) 

24 July 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/telecoms-research/tps-
effectiveness/ 
 

Communications Market 
Report 

07 August 2014 http://stakeholders.ofcom.org.uk/market-data-
research/market-data/communications-market-
reports/cmr14/ 

Consumer experiences of 
mobile phone calls report 

12 August 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/telecoms-research/consumer-
experiences-mobile-phone-calls/report.pdf 
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Children's online 
behaviour: issues of risk 
and trust report 

23 September 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/research-
publications/childrens/online-behaviour/  

Digital Radio Report 2014 25 September 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/radio-research/digital-radio-
reports/2014_Digital_Radio_Report.pdf 

Review of how we use our 
persistent misuse powers: 
Focus on silent and 
abandoned calls - call for 
inputs 

01 October 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/review-persistent-misuse-
powers/summary/condoc.pdf  

UK fixed-line broadband 
performance, May 2014 - 
research report 

03 October 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/broadband-
research/may2014/Fixed_bb_speeds_May_20
14.pdf  

Children and Parents: 
Media Use and Attitudes 
report 

09 October 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/research-
publications/childrens/children-parents-oct-14/  

Digital Day 2014 13 October 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/cross-media/digital-
day/2014/?a=0 
 

Quality of live subtitling - 
second report 

05 November 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/subtitling/statement/QOS_second_re
port.pdf  

Communications Services 
and SMEs - call for inputs 

06 November 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/smes-cfi/summary/SMEs_CFI.pdf 

SME experience of 
communications services – 
research report 

06 November 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/telecoms-
research/sme/sme_research_report.pdf 

Measuring mobile 
broadband performance in 
the UK - research report 

13 November 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/broadband-research/mbb-nov14.pdf 

Decision to make the 700 
MHz band available for 
mobile data - statement 

19 November 2014 http://stakeholders.ofcom.org.uk/consultations/
700MHz/statement/ 
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The Consumer Experience of 2014 – Research report 

Digital Day- results from 
the children’s diary study 

25 November 2014 http://stakeholders.ofcom.org.uk/market-data-
research/other/cross-media/digital-
day/2014/digital-day-childrens 
 

Mobile Coverage Research 01 December 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/telecoms-
research/Mobile_coverage_report_December_
2014.pdf 

Annual monitoring update 
on the postal market - 
second report 

02 December 2014 http://stakeholders.ofcom.org.uk/binaries/post/
monitoring-report-13-14/annual-monitoring-
update-postal-2013-14.pdf  

Royal Mail Access Pricing 
Review - consultation 

02 December 2014 http://stakeholders.ofcom.org.uk/consultations/
rm-access-pricing/. 

End to end competition in 
the postal sector review - 
statement 

02 December 2014 http://stakeholders.ofcom.org.uk/post/end-to-
end-statement/.  

Award of the 2.3 and 3.4 
GHz spectrum bands: 
Update on the coexistence 
of 2.3 GHz LTE with Wi-Fi 
in the 2400 to 2483.5 MHz 
range and other 
coexistence issues 

03 December 2014 http://stakeholders.ofcom.org.uk/consultations/
pssr-2014/updated-analysis/ 
 

Infrastructure Report 08 December 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/infrastructure/2014/infrastructure-14.pdf 

Tackling nuisance calls 
and messages: update on 
the Ofcom and ICO Joint 
Action Plan 

10 December 2014 http://stakeholders.ofcom.org.uk/binaries/cons
ultations/silentcalls/JAP_update_Dec2014.pdf 

International 
Communications Market 
Report  

11 December 2014  http://stakeholders.ofcom.org.uk/binaries/rese
arch/cmr/cmr14/icmr/ICMR_2014.pdf  

Quality of customer service 
report 

12 December 2014 http://stakeholders.ofcom.org.uk/binaries/rese
arch/quality-of-customer-service-annual-
reports/Quality_of_Customer_Service_2014_r
eport.pdf 

PSB Annual Report  15 December 2014  http://stakeholders.ofcom.org.uk/binaries/broa
dcast/reviews-investigations/psb-
review/psb3/PSB_Annual_Report_2014.pdf  
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Review of the pay TV 
wholesale must-offer 
obligation - consultation 

19 December 2014 http://stakeholders.ofcom.org.uk/consultations/
wholesale-must-offer/ 

Digital Day – report on the 
findings among older 
people   

28 January 2015 http://stakeholders.ofcom.org.uk/market-data-
research/other/cross-media/digital-
day/2014/?a=0  

Consumer Switching 
Experience  

28 January 2015  http://stakeholders.ofcom.org.uk/market-data-
research/other/telecoms-research/consumer-
switching/  

Telecoms quarterly tables  Quarterly  http://stakeholders.ofcom.org.uk/market-data-
research/market-data/communications-market-
reports/tables/  
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