
 
 
 

 
 
 
 
 
 
 

 
 

 
 
  

 

Consumer Switching: Proposals to reform switching of 
mobile communications services 

 

TalkTalk response to Ofcom’s March 2016 consultation  

 
 
 

 

 

1 June 2016 

 
 

  



Page 1 

This is TalkTalk’s response to Ofcom’s consultation on proposals to reform switching 
of mobile communications services published on 23 March 2016.   

1 Summary 

We support Ofcom’s proposal to introduce gaining-provider led (GPL) switching to 
the UK mobile market. A smoother, hassle-free switching process will empower 
consumers to move providers to take advantage of better deals and choose the 
mobile service that best meets their needs.  
 
Increased switching will improve the overall health and competitiveness of the 
market: leading to more innovation in mobile products and services, greater 
investment and sharpen the incentives for providers to drive out cost efficiencies. 
Under a GPL model, providers will be more incentivised to offer their best deals to a 
broader base of customers, rather than reserving these offers only for customers 
that have demonstrated an inclination to switch. 
 
Transition to a GPL model will require collaboration across the mobile industry. 
Detailed process design must include mobile operators of all sizes, not just the 
MNOs. We look forward to contributing to this process to deliver a cost-efficient 
solution that makes mobile switching simpler for consumers. 

2 Response to consultation questions 

 

2.0 Q1 Do you agree that current mobile switching processes create 
consumer harm in terms of difficulties and time spent contacting the 
current provider, requesting the PAC, and unwanted save activity, as 
well as loss of service and double paying when switching?  

 
Yes. The current losing-provider led (LPL) process leads to significant consumer harm 
and presents a barrier to switching.   

2.1 Q2 Do you agree that consumers would benefit from clearer switching 
processes and information about switching?  

 

Yes. The introduction of a single GPL switching process and increased transparency 
will bring significant consumer benefits both for individual consumers choosing to 
switch and more broadly by boosting competition across the market. 

2.2 Q3 Do you have any other comments on the matters raised in section 4?  
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No. 
 

2.3 Q4 Do you agree that our Option 1 (PAC automation) and Option 2 (GPL) 
address the consumer harms we have identified as arising from current 
switching processes?  

 

We agree that the introduction of a GPL switching process will address the consumer 
harms identified. We do not agree that PAC automation will adequately address the 
consumer harms as the continued requirement to contact the losing provider in 
order to trigger the switching process will create unnecessary friction. Only a full GPL 
process will ensure that incentives are wholly aligned to ensure that the switch goes 
smoothly. 

2.4 Q5 Do you agree that the three main methods for PAC request and 
receipt under Option 1 should be SMS, online account and phone?  

 

No. The PAC automation process does not warrant further consideration as it does 
not adequately address the consumer harms identified. Any requirement to contact 
the losing provider introduces a risk of unwanted save activity, especially if the 
customer makes contact by phone or webchat. We note Ofcom’s proposal to require 
operators to give equal prominence to the three proposed routes but consider that 
this will create additional compliance and monitoring issues that would be avoided 
under a full GPL process.  
 

2.5 Q6 To what extent do you think each of our options ensures that 
consumers are adequately verified, and protected from being switched 
without their consent?  

 

In principle we agree with Ofcom that the requirement under the GPL process to 
send information to and from the SIM of the mobile number being switched (or the 
nominated primary mobile number when multiple mobile services are being 
switched) will guard against unauthorised switching. It will be important to ensure 
that the detailed process design includes robust mechanisms to prevent 
unauthorised switching and ensure adequate verification. 
 

2.6 Q7 Do you agree that our proposals ensure consumers are sufficiently 
informed before they switch?  

 

Yes. 
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2.7 Q8 Do you agree that both options should require providers to use a 
‘make before break’ approach to switching in order to address the risk of 
service loss during the switch?  

We agree that detailed design of a GPL process should include provisions for ‘make 
before break’ to address the risk of loss of service during the switch. As stated above, 
the PAC automation process does not warrant further consideration as it does not 
adequately address the consumer harms identified. 

2.8 Q9 Do you agree with our proposal for providers to give clear consumer 
guidance on the porting and switching process?  

 
Yes. 

2.9 Q10 Do you agree with the measures we have set out under both options 
to enable consumers to coordinate better their switch, including to 
manage the interaction between the switching time frame and any 
required notice periods?  

 

We agree that, under the GPL process, a customer’s notice period should start once 
they have confirmed their intention to switch. We also support the proposal that, 
prior to this point, gaining providers will be required to offer to delay the switch by 
up to 30 days until the customer’s notice period is over. 
 

We note that Ofcom is investigating other ways to reduce double payments and 
would be open to participating in its discussions with industry on these plans.  

2.10 Q11 Do you have any other comments on the matters raised in Section 5?  

 

We strongly support Ofcom’s proposals introduce GPL mobile switching. In order to 
successfully implement the reforms the following issues will need to be addressed: 

 Consider the Data Protection Act and confidentiality implications of the 
proposals. Both options 1 and 2 require information about customers 
(including financial information) to pass from the losing provider to third 
parties (the Central Porting System and under option 2, the gaining provider)  

 Until the switch date is confirmed, ETCs/notice periods will be estimates. How 
will this be managed and communicated? 

 Consider how any customer queries about ETCs/notice periods (and any other 
information provided when the customer expresses their intention to switch) 
will be handled. For example, will the gaining provider be required to address 
queries relating to the losing provider’s service? 

 How will the transition from the current switching process be managed? 

 How will compliance requirements change?  
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We look forward to working with Ofcom and industry to contribute to the design of 
detailed plans for the implementation of GPL switching that address these issues. 
Design and implementation must include mobile operators of all sizes, not just the 
MNOs, to ensure the development of a robust, cost-efficient solution. Ofcom must 
play a central role throughout the process to ensure that the proposals are not 
watered down in implementation and a full GPL model is delivered. 
 
As part of implementation, Ofcom should consider how a mobile app-based solution 
could be used to create a smoother switching process. We also urge Ofcom to 
consider factors affecting consumers switching bundles of services including mobile 
as part of the process design. This will be important to ensure the consumer benefits 
of GPL switching continue to be delivered as take-up of quad-play bundles increases.    
 

2.11 Q12 Do you agree with our assessment of the consumer benefits of our 
proposals?  

 
We have not conducted a detailed review of Ofcom’s quantitative assessment of the 
consumer benefits of the proposals. We consider that the benefits of introducing a 
GPL process will be significant, not only through the reduction in consumer harm but 
also through driving greater competition in the market. Greater competition may 
lead to further consumer benefits beyond those quantified in this assessment.  

2.12 Q13 Do you agree with our assessment of the likely costs of our 
proposals?  

 
We have not conducted a detailed review of Ofcom’s quantitative assessment of the 
likely costs of the proposals. Ofcom should collaborate with industry to ensure 
implementation of GPL switching is as cost-efficient as possible.  

2.13 Q14 Do you agree with our preference for GPL?  

 

Yes. 

2.14 Q15 Do you have any other comments on the matters raised in this 
Section 6?  

 

No. 

2.15 Q16 Do you have any other comments on our proposals? 

 
No. 


