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SECTION A

PERFORMANCE
This section sets out how 
we have done over the last 
financial year – in particular, 
how we have performed 
against the objectives set 
out in Ofcom’s Plan of Work. 
We look at the impact of our 
work on behalf of people 
and businesses in the UK.
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PERFORMANCE
REVIEW

We have supported 
investment in faster 
broadband and mobile 
networks, ensuring 
they are safe and 
secure while keeping 
prices affordable.

HIGHLIGHTS FOR 2021/22

Ofcom Annual Report and Accounts 2021/22 ofcom.org.uk

Progress on delivering our 
Plan of Work 

This section sets out what we have done during 
the year in our priority areas, and what this means 
for people and businesses.

Every March, we publish Ofcom’s Plan of Work. This 
sets out what we intend to deliver over the coming 
financial year, to make communications work for 
everyone across the UK and its nations. 

The Plan of Work set out our work areas for 
2021/22. These considered what was happening in 
the communications market and the evolving needs 
of people and businesses. We consult on our plan 
every year, and it reflects Ofcom’s duties, as well as 
the feedback we receive from interested parties. 
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GETTING EVERYONE 
CONNECTED

• Universal broadband The Broadband Universal 
Service Obligation (USO), set by Parliament, allows 
people to request a better connection if they 
cannot achieve a download speed of at least 10 
Mbit/s, and an upload speed of 1 Mbit/s. We 
continued implementing this scheme, which has 
brought decent broadband to thousands 
more homes.

• Universal mobile. We overhauled regulations 
to improve indoor mobile coverage. And we are 
overseeing the roll-out of the Shared Rural 
Network (SRN), which will deliver 4G coverage 
to 95% of the UK’s entire landmass. 

• Digital phone calls. In future, all landline calls are 
expected to be delivered over a digital technology, 
‘voice over IP’, which uses a broadband 
connection. All large-scale technology transitions 
involve risk, and we have established a monitoring 
and engagement programme to help ensure 
phone companies manage the process effectively.

• Affordable, reliable post. We launched a public 
consultation on the future of postal regulation, 
setting out new plans to protect parcel customers 
and ensure our rules keep pace with a changing 
market. We want postal users to have access 
to the simple, affordable and reliable services 
they need.

95%
4G COVERAGE
in the UK by 2025

INVESTMENT IN STRONG, 
SECURE NETWORKS

• Better broadband We began implementing new 
rules, which we established in 2021 to shape the 
future of the UK’s fixed telecoms networks – the 
pipes, poles and wires that deliver broadband, 
landlines and data links to millions of homes 
and businesses across the UK. This includes 
safeguards to ensure superfast broadband 
remains affordable, and measures to promote 
investment in better networks. Since we 
introduced these, the number of homes that can 
access ultrafast full-fibre broadband has nearly 
doubled to around 10 million.

• Mobile needs We set out a new vision, and 
canvassed views, on how mobile telecoms 
markets are likely to develop; and how mobile 
networks will need to evolve to meet future 
demand for data on the move.

• Secure networks This year, we built our capability 
to carry out new duties aimed at ensuring the 
security and resilience of telecoms networks. 
These responsibilities are set by the 
Telecommunications (Security) Act 2021, 
and due to come into effect in October 2022. 

85%
OF THE COUNTRY
to have access to gigabit-
capable broadband networks  
by 2025
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SUPPORTING AND 
DEVELOPING UK 
BROADCASTING 

• Public service media We concluded our 
major review of public service media, Small 
Screen: Big Debate, with a package of detailed 
recommendations to Government for supporting 
and sustaining the broadcasting content people 
value for years to come.

• Audience complaints. We assessed around 
100,000 complaints about TV and radio, largely 
relating to offensive content. We imposed nine 
sanctions and six penalties.

• BBC regulation. As part of our ongoing work 
to protect fair and effective competition, we 
assessed the market position and impact of BBC 
Sounds. We also reviewed the BBC’s assessments 
of two proposed changes to its public-service 
activities.

• Media competition. We carried out our three-
yearly review of media ownership rules. Alongside 
this, we launched a programme of work to 
understand the impact of changes in the online 
news market on media plurality in the UK.

28
INVESTIGATIONS
completed and 17 found  
a breach in our rules
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FAIRNESS FOR 
CUSTOMERS

• Cheaper bills. In 2020, following new Ofcom rules, 
we secured commitments from major telecoms 
firms to reduce the bills of many out-of-contract 
customers. This year, we reported that these 
changes have meant significant savings for many 
phone and broadband customers. 

• Affordable phone and broadband. We examined 
the affordability of communications services, 
highlighting which telecoms companies offer 
discounted ‘social tariffs’ and calling on all firms 
to do so and promote them. 

• Protecting customers. We continued our work to 
protect vulnerable customers. From June 2022, 
telecoms providers must provide an emergency 
video relay service, allowing deaf people to 
contact the emergency services. 

• Simpler switching. We finalised simpler 
broadband switching rules, which will see a new 
‘one-touch’ process in operation for broadband 
customers by April 2023. 

• Tackling scams. We undertook a major 
programme of work examining the problem 
of scam calls and texts. This is intended to 
reduce consumer harm and improve trust in 
communications services.

• Parcel protections. We set out new protections 
to ensure people sending and receiving parcels 
are treated more fairly by delivery companies, 
with a particular focus on disabled customers.

£100M
OVERPAYMENT
reduction in out of contract 
mobile bundled customers  



Ofcom Annual Report and Accounts 2021/22 ofcom.org.uk 12

SECTION A   |   PERFORMANCE REPORT   |   PERFORMANCE REVIEW

STRENGTHENING OFCOM 
FOR THE FUTURE

• Responding to change. We launched our new 
Technology Data and Innovation Group, putting 
technical expertise and industry knowledge at 
the forefront of how we develop policy, in 
particular when it comes to online safety. This 
includes working closely with Government, 
fellow regulators, academics and others.

• Reflecting the UK. We exceeded our 2021 diversity 
and inclusion targets, the results will be published 
in July 2022. 

• Climate and sustainability. We implemented 
a number of measures to help further reduce 
the environmental impact of our business. 
We adopted new environmental objectives and 
targets to help us reduce our footprint (beyond 
just carbon emissions) and align ourselves to the 
Government’s Net Zero Strategy and Greening 
Commitments 2021-25.

Read more

ISO14001
Certification for  
our environmental 
management system

PREPARING TO REGULATE 
ONLINE SAFETY

• A safer life online. The Online Safety Bill was 
introduced into the UK Parliament in spring 
2022. We have been working closely with the 
Government to support the introduction of the 
new legislation, and promoting understanding 
of how people engage online. We identified 
important areas to develop and expand Ofcom’s 
technical and operational capabilities.

• Video sites and apps. We brought video-sharing 
platforms in the UK into regulation for the first 
time, establishing a framework and setting out our 
aims and our expectations of these companies. 

• Media literacy. As part of our Making Sense of 
Media programme, we published three studies 
offering insights into online behaviour, with a 
particular focus on misinformation. Alongside 
this research, we have been working with industry 
to encourage good design principles in the 
development of online services; and running an 
evaluation programme across a range of media 
literacy interventions to assess what works best 
in building people’s understanding.

• Digital competition. We supported the 
Government in its assessment of the options for 
regulating competition in digital markets. We 
worked with the CMA to advise how a code of 
conduct could be used to address concerns about 
the relationship between online platforms and 
content publishers. 

217
MINUTES 
average time spent online,  
per person per day
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DEVELOPING NEW 
PARTNERSHIPS

• We have helped to lead, embed and develop the 
work of the Digital Regulation Cooperation Forum 
(DRCF), a world-leading example of collaboration 
between online regulators. Established in 2020, 
the DRCF deepens joint working and expertise 
between Ofcom, the Competition and Markets 
Authority (CMA), Financial Conduct Authority (FCA)
and Information Commissioner’s Office (ICO). We 
will share knowledge and expertise, as well as 
delivering a step change in our joint working to 
tackle issues that cut across a range of sectors, in 
order to better meet the needs of people and 
businesses online. Gill Whitehead was appointed 
DRCF Chief Executive in November 2021. 

OFCOM  + ICO
Working together to ensure 
companies protect children’s 
data online
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INVESTMENT IN 
STRONG, SECURE 
NETWORKS

High-quality 
connections have 
never been so 
important. 

PRIORITY WORK AREAS

• Implementation of our Wholesale 
Fixed Telecoms Market Review 
(WFTMR) – incentivising the 
deployment of full-fibre 
broadband networks

• Supporting innovation 
in wireless services

• Network security and resilience 
– working with communication 
providers to ensure networks 
are safe and reliable 

CONSUMER OUTCOMES

a) Since we implemented this new framework in April 2021, the 
availability of full-fibre broadband has almost doubled to reach a 
third of homes. We expect gigabit-capable broadband networks 
to be available to at least 85% of the country by 2025 – up from 
just 3% in 2017, and 66% in 2022.  
 
We set out a new vision for how mobile markets might develop, 
how networks may need to evolve to meet future demand, and 
the implications for wireless spectrum. 

b) We worked with communications providers to ensure they are 
prioritising the security and resilience of their networks, and 
that they are able to deal with security threats
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We want everyone 
to access fast, 
reliable and 
secure networks, 
wherever they 
live or work. 

40%
MORE DATA 
EVERY YEAR

UK households are using

CONSUMER IMPACT

UK households are using 40% more data every 
year, through applications like TV streaming, video 
calls and online gaming. This is placing increasing 
strain on communications networks, and ongoing 
investment in upgrading this critical infrastructure 
is vital.

The future is gigabit-capable networks, 
which we can rely on for decades to come. 
These ultrafast networks are up to 30 times 
faster – and significantly more reliable – than 
older broadband lines.

Wireless connections are also essential to 
businesses and consumers throughout the UK. 
Wireless services rely on radio spectrum, and it’s 
our job to manage this finite resource efficiently. 

The UK’s dependency on communications services 
means networks must be reliable during times 
of challenge and crisis, such as outages or cyber-
attacks. Part of our role is to make sure that the 
industry continues to invest in the resilience and 
security of its networks.
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WHAT WE’VE DONE 

Implementing a new framework for better broadband 
In 2021, we set out new regulations for the wholesale 
telecoms markets that will help shape the UK’s 
network future. 

Our Wholesale Fixed Telecoms Market Review aims 
to promote competition and incentivise investment 
by BT and its rivals, to bring faster, more reliable  
full-fibre broadband to people across the UK. We will 
also be further monitoring Openreach, to secure the 
development and availability of competing networks.

As these new networks become more prevalent, people 
and businesses need the right information to make 
informed decisions about the broadband services that 
are right for them. To support this, we have formed 
a working group of industry stakeholders to develop 
common terms for different broadband services. 

We will progressively move away from regulating older 
products, as new fibre replaces ageing copper lines, so 
removing the costs of running two parallel networks. 
We have also put in place wholesale price safeguards 
to ensure a baseline superfast broadband service 
remains affordable. 

Future approach to mobile markets and spectrum
Demand for mobile services has grown rapidly over 
the last decade. We have set out how mobile markets 
might develop, how networks may need to evolve 
to meet future demand, and the implications for 
wireless spectrum. 

We anticipate that existing mobile spectrum holdings, 
together with spectrum already planned for release, 
are likely to meet future demand until 2030 if the 
market evolves in the right way. This includes companies 
maximising their spectrum holdings, new spectrum being 
released, technology upgrades and the deployment of 
more mobile sites. 

SECTION A   |   PERFORMANCE REPORT   |   PERFORMANCE REVIEW

Supporting 
innovation is at 
the heart of our 
new strategy for 
managing the 
UK’s airwaves 
over the next 
decade. 

INVESTMENT IN STRONG,  
SECURE NETWORKS

Our Wholesale Fixed Telecoms Market Review   
aims to bring faster, more reliable full-fibre 
broadband to people across the UK
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Network security and resilience 

People across the UK expect and rely on strong, 
secure networks. Ofcom has an important role in 
making this happen.

Telecoms security implementation 
The Telecommunications (Security) Act 2021 became 
law in November, introducing new powers for us to help 
ensure the UK’s telecoms networks are safe and secure. 
The new security rules overseen by Ofcom are expected 
to come into force on 1 October 2022. We have been 
building our capacity and capability to prepare for these 
responsibilities. 

Network resilience 
The level of resilience of the next generation of telecoms 
networks is still to be tested, compared to the traditional 
public switched telephone network (PSTN). 

In 2020, we helped to establish a resilience working group 
within the Electronic Communications Resilience and 
Response Group (EC-RRG). This year, we continued our 
work with the EC-RRG, and have contributed to updated 
resilience Guidelines for Providers of Critical National 
Telecommunications Infrastructure.

Telecoms vendor diversification 
We continue to help implement the UK Government’s 
strategy of increasing the number of manufacturers in  
(or ‘diversifying’) the supply chain for 5G mobile. This is 
designed to ensure a competitive, innovative, secure and 
resilient telecoms supply market. We are monitoring  
and engaging with industry to understand the vendor 
landscape and potential impacts on competition, 
innovation, security and resilience. Central to this work 
are findings from the SONIC Labs, a collaboration 
between Digital Catapult and Ofcom, which has received  
a further two years of funding. 

Spectrum management strategy 
Supporting innovation is at the heart of our new strategy 
for managing the UK’s airwaves over the next decade. We 
are working closely with businesses, public bodies and 
others to play our part in shaping the UK’s wireless future.

In March 2022, we published our spectrum roadmap, 
setting out how we will deliver our strategy. Our proposed 
future areas of work include network evolution and 
convergence, accelerating innovation and spectrum 
sharing with ‘sandbox’ testing programmes, and better 
data for improved spectrum management. 

Annual licence fees
In December, we set new annual fees payable by each 
of the four mobile network operators for the spectrum 
they use. From 1 January 2022, the operators have been 
paying aggregate fees of £66.8m (which will be subject to 
a CPI increase in each subsequent year) to access paired 
spectrum in the 2100 MHz band. 

Licensing platform evolution (LPE) programme
In March 2022, we completed the first live release  
of a new spectrum licensing system, based on cloud 
technology, which will allow us to speed up future 
developments and improvements bringing efficiency  
in the licensing process.

Working with industry on wireless and spectrum 
The benefits of wireless connections are being recognised 
by a wider variety of sectors. In manufacturing, private  
4G and 5G connections are being tested to support 
developments such as workplace automation, and the 
remote monitoring of machines and products to improve 
efficiency and productivity. In transport, 5G is being used 
to connect protype self-driving vehicles. In energy, private 
4G networks are being used for smart utility grids. And 
environmental firms are trialling how 5G could be used  
to help preserve forests.

We have worked to understand the specific spectrum 
needs of different industries, and we have used the 
findings from industry engagement to inform our 
spectrum roadmap.
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The space sector
is one of the 
biggest users of 
spectrum. These
developments
create new
challenges, 
Ofcom needs to 
determine where 
to focus our 
efforts.

Space spectrum strategy
The space sector is one of the biggest users of spectrum, 
providing satellite broadband, broadcast TV services, 
global positioning services and communications in 
emergency situations. 

Operators such as OneWeb and SpaceX are deploying 
large numbers of non-geostationary orbit (NGSO) 
satellites to provide broadband to UK homes and 
businesses in remote locations. Data collected by Earth 
observation satellites is becoming increasingly important 
in tackling the climate emergency. 

These developments create new challenges for regulating 
the space sector’s use of spectrum, and Ofcom needs to 
determine where to focus our efforts. To help do this, we 
collaborate with organisations including Government 
departments and agencies, commercial satellite 
operators and international bodies. 

This year we consulted on a refresh of our space 
spectrum strategy, last updated in 2017. We set out  
a range of plans in areas where we think our efforts  
will have the greatest benefit over the next two to four 
years – including communications, earth observation  
and navigation.

SECTION A   |   PERFORMANCE REPORT   |   PERFORMANCE REVIEW

Data collected by Earth observation satellites 
is becoming increasingly important in tackling 
the climate emergency. 
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GETTING  
EVERYONE 
CONNECTED

We are focused 
on addressing the 
UK’s digital divide.

PRIORITY WORK AREAS

• Fixed and mobile coverage

• Digital phone calls – ensuring  
a smooth transition for UK 
consumers

• Review of the regulatory 
framework for post and Royal 
Mail’s operational efficiencies

CONSUMER OUTCOMES

a) We reformed regulations to improve indoor coverage and are 
monitoring roll-out of the Shared Rural Network (SRN), which  
will boost 4G coverage by all mobile operators to 95% of the  
UK landmass.

b) We established a monitoring programme for VoIP transition 
working with the largest providers to ensure they manage the 
process effectively and prioritise the needs of customers, 
especially vulnerable people.

c) We set out proposals on the future of postal regulation to make 
sure our rules are effective, and ensure people can access simple, 
affordable and reliable postal services.
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To make sure everyone 
has the communication 
services they need,  
we are focused on 
addressing the UK’s 
digital divide, improving 
access to services in  
the hardest-to-reach 
locations. 

We are also working  
to make sure the 
universal postal  
service is sustainable  
for the future.

CONSUMER IMPACT

Around 96% of UK homes can access superfast 
broadband services (connection with speeds of  
at least 30Mbit/s). However, more than 120,000 
homes still lack access to decent broadband (at least 
10Mbit/s download and 1Mbit/s upload speed). 

At the same time, Ofcom research has found that 
around 1.1 million households are struggling to 
afford their home broadband service.

Access to mobile services is increasingly important. 
4G coverage from at least one operator extends to 
around 92% of UK landmass, and this area includes 
nearly all of the premises in the UK 

96%
OF UK HOMES
can access superfast 
broadband services 
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WHAT WE’VE DONE 

Mobile coverage 
In March 2020, the Government announced funding  
for the Shared Rural Network (SRN). This mobile 
infrastructure is being built by the four network operators 
– EE, O2, Three and Vodafone. It is designed to improve 
mobile coverage, particularly in rural areas, by taking 4G 
coverage to 95% of the UK’s geographic area by 2025, up 
from between 79% and 85% for individual operators today. 

4G coverage increased in the last year, partly driven by 
the deployment of 46 new sites to meet SRN licence 
commitments. 

5G coverage also continues to expand, with the number  
of base stations providing it having more than doubled  
to around 6,000 in the last year. This has included new 
deployments from the 700 MHz and 3.6 GHz spectrum 
auctioned by Ofcom in April 2021. We are also facilitating 
the deployment of 5G private mobile networks – not just 
by traditional mobile network operators, but also by 
equipment vendors such as Nokia, managed service 
providers and system integrators such as Accenture,  
and hyperscalers such as Amazon. Since new rules were 
introduced in 2019, we have issued more than 550 shared 
access licences.

Improving indoor mobile coverage 
We have reformed the regulations controlling indoor 
mobile phone repeaters, extending the range of devices 
available for people to buy and install themselves to boost 
their indoor mobile signals, without needing a licence.

We also set technical conditions to make sure these 
repeaters don’t cause interference to mobile networks or 
other users. We published a list of devices that comply 
with our technical requirements, making it easier for 
consumers to distinguish between legal repeaters and 
illegal repeaters.

Improving consumer information 
We have worked closely with mobile network operators to 
report accurately on 5G coverage and describe the quality 
of performance. In December 2021, we published our first 
quantitative assessment of 5G coverage.

In September, we published the annual update of our 
Mobile Matters report, providing insights into customer 
experience and network performance across different 
operators and technologies. 

95%
4G COVERAGE
in the UK by 2025
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GETTING EVERYONE 
CONNECTED
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Broadband universal service
In 2020, the UK Government introduced the broadband 
universal service obligation (USO). This gives everyone  
the right to request a decent and affordable broadband 
connection, subject to certain eligibility criteria. Under  
the scheme, BT pays the cost of connecting eligible 
properties, where it is £3,400 or less. If the required  
work costs more, the customer can choose to pay  
the difference. We are responsible for securing 
implementation of the USO. 

Following an Ofcom investigation, BT has changed  
its approach for quotes where the excess costs of 
connecting a premise are £5,000 or below, reducing  
prices for the customer. We also implemented changes  
to the regulatory conditions associated with the USO.  
This means BT can now wait until it has agreement to 
recover the total excess costs before commencing a build, 
where the excess costs associated with a given 
connection exceed £5,000 per premise.

Protecting phone boxes
The UK has around 21,000 public call boxes. For people 
without a mobile phone, or for those in areas with poor 
mobile coverage, these can be a lifeline. 

The ongoing move to digital phone lines requires 
investment to upgrade phone boxes. The existing process 
for assessing their use put a number of phones boxes at 
risk of being decommissioned, potentially affecting local 
communities and users.

We set out stronger criteria and rules to safeguard phone 
boxes from being removed, protecting around 5,000 
boxes around the UK. While BT can propose to remove 
phone boxes that do not fall within the proposed strict 
criteria, it would now need to formally consult with local 
communities before any action is taken.

We also recognised that the services people need from 
public call boxes are changing. With falling call volumes, 
BT is rolling out a new generation of street hubs offering 
services such as free Wi-Fi and free charging. So we also 
proposed to allow BT greater flexibility in the range of 
services it can provide in its phone boxes, to keep pace 
with people’s needs. 

Broadband universal service  
obligation (USO)

Between launch in March 2020 and the end of 
September 2021, BT has seen over 1,200 confirmed 
USO orders and has built USO connections that 
cover over 3,700 homes. BT is also in the process of 
building connections to a further 2,500 premises. 

1,200
Confirmed USO orders
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Moving to digital telephone services 
Landline phone calls have traditionally been delivered over 
the public switched telephone network (PSTN), but this is 
becoming harder and more expensive to maintain. BT has 
decided to retire this network by December 2025 and 
other providers plan to follow a similar timescale. 

Increasingly, customers have their landline service moved 
over to a digital technology called Voice over Internet 
Protocol (VoIP), which uses a broadband connection. In 
future, we expect that all landline calls will be delivered 
this way. 

We set regulation and guidance to support emergency 
calls using VoIP. We published expectations on telephone 
companies to minimise undue disruption to their 
customers. We also expect them to protect customers 
who may particularly rely on their landline, for instance 
because they don’t have a good mobile signal. We have an 
established programme of monitoring the migration to 
VoIP and regularly engage with the largest providers.

Earlier in the year, BT decided to pause some of its 
migration for existing customers who do not want to 
move to the new technology straight away. We expressed 
concern about this situation and continue to monitor 
closely the results from trial migrations that Openreach 
has been running in Salisbury and Mildenhall. 

Monitoring the postal market and Royal Mail’s 
performance
We know how important a reliable postal service is to 
people who send and receive letters and parcels. So we 
constantly scrutinise Royal Mail’s efficiency, quality of 
service and the financial performance of the universal 
postal service. We can take appropriate action if Royal 
Mail fails to meet the annual targets we set for its 
performance. We also monitor users’ experience of the 
postal sector and publish an annual monitoring report. All 
this helps to secure a postal service that is sustainable, 
efficient and affordable for everyone.

Review of the future regulatory framework for post
Postal users’ needs and the markets that serve them are 
changing. The number of letters sent by consumers and 
businesses continues to fall, but parcel volumes are 
growing rapidly. Postal operators continue to adapt to 
these changes.

The current regulatory framework for post was set  
in 2012 and last reviewed in 2017. In December 2021  
we published a consultation on the future of postal 
regulation, to make sure it remains effective and keeps 
pace with the changing market. 

As the universal service provider, Royal Mail is subject to 
more regulation than other postal operators. For example, 
the current framework applies strict annual targets on 
delivery performance and imposes a cap on second-class 
stamp prices. 

In our consultation, we proposed to maintain the current 
overall framework for regulating Royal Mail, continuing  
to allow it commercial flexibility to provide the universal 
service, while retaining important consumer and 
competition protections and safeguards. We have 
proposed to strengthen our regulations to increase 
understanding of the longer-term outlook for the 
sustainability of the universal service. 

We plan to publish our final decisions on the new  
five-year framework later this year.

SECTION A   |   PERFORMANCE REPORT   |   PERFORMANCE REVIEW
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FAIRNESS FOR 
CUSTOMERS

We want 
customers to get 
a fair deal for the 
services they use. 

PRIORITY WORK AREAS

• Vulnerable customers – ensuring 
telecoms companies treat them 
fairly

• Affordability – ensuring 
affordable connections are 
available for the financially 
disadvantaged

• Simpler switching – helping 
broadband customers change 
provider through simpler 
switching processes

• Nuisance calls – protecting 
customers from scams via phone, 
calls and texts

• Broadband pricing and contracts 
– helping consumers navigate the 
communications market

CONSUMER OUTCOMES

Vulnerability Guide: In June 2021, we published our statement 
requiring regulated telecoms providers to provide an emergency 
video relay service from June 2022. In January 2022, we approved 
Sign Language Interactions as a service provider.

Affordability: We published reports on the affordability and pricing 
of communications services. We called on all providers to offer and 
promote social tariffs.

Simpler broadband switching: In September 2021, we published 
our decision that industry must implement our preferred switching 
process for residential fixed voice and broadband customers (‘one 
touch switching’) by April 2023. 

Tackling scams: In February 2022, we set out how we are 
responding to the problem of scam calls and texts. Our work is 
intended to reduce the consumer harm and improve trust in 
communications services by reducing misuse.

Pricing: In November 2021, we published 
a progress report setting out changes in the broadband and mobile 
markets, and considered the effectiveness and impact so 
far of end-of-contract notifications.
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Our Fairness for Customers 
programme helps make 
sure people are treated 
well by their providers,  
with the UK’s biggest 
broadband, phone and pay 
TV companies signing up to 
specific commitments.

CONSUMER IMPACT

In a progress update in May 2021, we found that, 
despite the support they offered during the Covid-19 
pandemic, telecoms firms need to go further in 
tackling customer service problems. Our review  
of progress against our Fairness for Customers 
commitments found many companies were 
providing fairer deals, clearer information and better 
support for their customers, but that they urgently 
need to improve how they handle complaints.

Earlier in the year, we accepted BT’s commitment to 
continue price caps on its line rental and call charges, 
meaning landline-only customers will continue to 
have their prices protected for the next five years. 
This was particularly important to older customers, 
since nearly two thirds of those who only had a 
landline were over the ages of 65, and more than 
three-quarters had never switched provider.

In the past year, Vodafone and EE signed up to our 
automatic compensation scheme, allowing 
customers to get money back when things go wrong. 
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WHAT WE’VE DONE 

Protecting vulnerable customers
In our work to improve outcomes for customers, we are 
particularly mindful of protecting vulnerable customers. 
We found some vulnerable people had experienced 
inconsistent customer service when contacting their 
phone, broadband or pay-TV provider. 

We told companies they should better train staff to 
recognise potentially vulnerable customers and offer 
appropriate help, support and services.

Our ‘treating vulnerable customers fairly’ guide requires 
providers to adopt best practices by emphasising the help 
and support available to people struggling to pay; getting 
in touch with customers in different ways; working more 
closely with debt charities; and avoiding imposing service 
restrictions to force payment. We invited views on our 
proposed guidance and intend to publish our final decision 
in the autumn.

Under new rules, telephone and broadband companies 
will be required to offer a free, 24/7 video relay service 
for British Sign Language (BSL) users to contact the 
emergency services, via a dedicated mobile app and 
website. Enabling BSL users to use their first language will 
make it easier for them to get help for themselves and 
others in emergencies. It will be easier for them to 
describe the nature of the emergency and receive 
potentially life-saving instructions from the emergency 
services.

Savings for customers 
Ofcom needs to know that our work is effective and 
delivers good outcomes for people. We do this by 
monitoring market developments and evaluating 
specific policy interventions. 

In 2019, new Ofcom rules came into force requiring 
phone, broadband and pay-TV providers to warn 
customers when their current contract is ending, and 
explain what they could save by signing up to a new deal. 
We secured commitments from major telecoms firms to 
reduce the bills of many out-of-contract customers. 

In 2021 we found that, following Ofcom rule changes the 
previous year, more broadband and mobile customers are 
shopping around, signing up to better deals and saving 
themselves millions of pounds.

The number of broadband customers who were out 
of contract in 2020 fell by around 1.3 million from the 
previous year. This reduction was largely driven by people 
securing a new contract with their existing provider, 
rather than switching. The average prices paid by 
broadband customers also fell over the same period, 
from £39 in 2019 to £38.10 in 2020, while average speeds 
continued to increase.

Since those commitments came into effect, more than 
three-quarters of mobile customers nearing the end of 
their contract were able to secure a new deal. Also, the 
amount that bundled out-of-contract mobile customers 
overpay, compared to customers on SIM-only deals, had 
more than halved – from £182m in 2018 to £83m in 2020.

We also assessed the impact of significant changes 
Ofcom made in 2015 to the regulation of calls to non-
geographic numbers. We found that making 080 numbers 
free to callers from mobiles raised the number of calls. 
This allowed providers to offer free calls to all consumers. 
We will use these findings in the next stage of our review 
of the future of telephone numbers.
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FAIRNESS FOR
CUSTOMERS

Easier switching for  
telecoms customers

Sometimes customers are less able to get the  
best deals because they are put off by the switching 
process. To help overcome this, we announced a new 
process that will make it easier and quicker to switch 
broadband or home phone provider. Under the ‘one 
touch switch’ process, customers will only need to 
contact their new home broadband provider to 
complete the process. The new switching process 
will come into force in April 2023, allowing providers 
time to make necessary changes to their systems.

April 2023
One Touch Switch process comes into force
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Protections for parcel customers
Postal users’ needs are changing, with fewer letters 
being sent and parcel volumes rising. This year 
we proposed new protections to make sure people 
sending and receiving parcels in the UK are treated 
more fairly by delivery companies, with a particular 
focus on disabled customers. 

We found that almost two-thirds of customers had 
experienced problems with deliveries. Around a quarter 
of senders find it difficult to make a complaint, or to 
contact parcel operators, when their delivery goes wrong. 
Two in five say their complaints are only partially resolved, 
while almost one in ten are left with their complaint 
completely unresolved.

We have proposed new guidance requiring all parcel  
firms to tighten up their complaints handling. 

Customers must be dealt with by appropriately trained 
staff, told who to contact, what channels they can use to 
make a complaint, and how long it will take to resolve 
their complaint.

If we do not see substantial improvements in customer 
service and complaints handling, we will consider 
enforcement action or further regulation.

Mobile firms can no longer sell locked handsets
We brought in new rules this year that ban mobile 
companies from selling locked phones. This will make  
it easier for people to move to a different network with 
their existing handset. 

Other new measures include extending our rules that limit 
phone and broadband contracts to a maximum of two 
years, so they cover bundles. This gives customers more 
flexibility to switch without being locked into long deals. 
We also strengthened our existing requirements on phone 
and broadband companies to provide vision-impaired 
customers with information in accessible formats, such  
as braille or large print.
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In our work to improve outcomes for customers, we are 
particularly mindful of protecting vulnerable customers

Ofcom needs to 
know that our 
work is effective 
and delivers good 
outcomes for 
people. 
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Further protections 
In the past year, we fined two telecoms firms £35,000 for 
‘slamming’, an aggressive form of misselling where 
customers are switched from one company to another 
without their knowledge or consent. We found that 
Guaranteed Telecom and Met Technologies slammed 43 
and 67 customers respectively in 2019, many of whom 
were elderly or vulnerable. These firms also prevented a 
total of at least 52 customers from switching to another 
provider after they had slammed them. We fined 
Guaranteed Telecom £10,000, and Met Technologies 
£25,000. The companies must also release affected 
customers from their contracts without charge, and 
refund those who had already switched and paid early 
termination fees.

As well as intervening where required, we publish data 
on complaints about telecoms and pay-TV providers, 
showing customers the quality of service they can expect 
from individual companies.

Helping to address the rising cost of living
Rising living costs have become the most pressing issue 
facing many consumers over the past year. Much of this 
relates to household services, and Ofcom wants to ensure 
people can access affordable communications. We have 
urged phone and broadband providers to offer and 
promote ‘social tariffs’ to customers. Social tariffs are 
low-cost packages available to people who receive certain 
Government benefits. They are currently available to 
more than four million UK households, but our research 
showed only 55,000 homes have taken up one of these 
packages, meaning millions of people are missing out on 
an average annual saving of £144 each.

Ofcom continues to keep pressure on providers to adopt 
social tariffs with many now offering the service to 
customers. In April 2022, the largest company yet to offer 
such a tariff, Sky, announced it would do so. But there is 
more to be done, particularly in how providers promote 
these packages to eligible customers. We will continue 
our work in helping people to access these important 
affordable options, offering advice on costs, billing and 
switching on our website and social media channels.

Affordability will remain an important focus for our work 
over the coming year.

Protecting people from scams
People in the UK have witnessed an alarming increase 
in scams, with fraudsters using phone, text and email to 
targeting unsuspecting people. Our own research showed 
that, over a three-month period in the summer of 2021, 
45 million people in the UK – or around eight in ten people 
– were on the receiving end of scam texts or phone calls. 

In February 2022, we proposed stronger rules and 
guidance to combat the use of fake telephone numbers, 
known as spoofing. All telephone networks involved in the 
transmission of a call will be expected to block numbers 
that are clearly spoofed. This rule would apply to all 
phone companies, ensuring the protection applies to 
millions of people. We also proposed new guidance to help 
companies prevent scammers from accessing valid phone 
numbers, including checks on business customers to help 
stop their numbers being misused by fraudsters.

To help people avoid falling victim to scams, we have also 
provided information and advice on our website and social 
media channels, and signposted to other relevant bodies 
and agencies in this area. We’ve also worked closely with 
industry, police, Government and other regulators to 
make sure measures are in place to tackle the threat 
posed by scam texts and calls. 

45m
PEOPLE IN THE UK
received potential scam  
texts or phone calls
Summer 2021
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SUPPORTING AND 
DEVELOPING UK 
BROADCASTING

The UK broadcasting 
sector is evolving 
rapidly. 

PRIORITY WORK AREAS

• PSM Review follow up – review 
of PSM services and their 
sustainability given the rise 
of digital consumption

• Media Ownership Rules Review 
– recommendations on media 
ownership rules and securing 
media plurality in an online world

• Annual report on the BBC

• Diversity in broadcasting – 
promoting diversity and inclusion 
across broadcasting

• Setting content standards and 
enforcing compliance with the 
Broadcasting Code

CONSUMER OUTCOMES

We set out a package of recommendations for supporting and 
sustaining public service media (PSM) in our July 2021 Statement.

In November 2021, we published a Statement recommending 
changes to media ownership rules, following a review and 
consultation. 

We published our fourth annual report on the BBC. While we found 
that the BBC continues to deliver on its remit, remains popular with 
audiences and adapted quickly to the Covid-19 pandemic, we also 
identified areas for improvement, including how transparent the 
BBC is in explaining its decisions to the public and its reporting.

In September 2021 we published our five-year review of diversity 
and equal opportunities in TV and radio, calling on broadcasters 
to build inclusion into the core of their organisations. 

Despite a fall in the number of complaints we received this year 
(99.6K in 2021/22 vs 142.7K in 2020/21), we continued to deal with 
significant volumes of complaints for TV and radio programmes this 
year, largely relating to offensive content. These led to nine 
sanctions and six penalties.
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CONSUMER IMPACT

The UK’s broadcasting landscape is a rich 
combination of public and commercial firms, large 
and small, from the BBC and Sky to a vibrant 
independent production sector. Our broadcasters 
serve UK audiences with distinctive content that 
reflects life in the UK, and their work is central to our 
culture, creative economy and global voice. Yet while 
the globalised nature of the sector provides exciting 
new content for viewers and listeners, it also poses 
a challenge to home-grown services. 

We support the UK’s vibrant media sector, including 
public service broadcasting. We also work to secure 
content quality and standards for audiences. 
In addition, we report on the BBC’s performance 
impact to make sure it is delivering its Mission 
and Public Purposes. 

Better broadband 
networks, new 
streaming services 
and advances in 
technology are 
transforming how 
audiences access 
content. 
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WHAT WE’VE DONE

Modernising public service media 
In July 2021 we published the conclusions of Small 
Screen: Big Debate, a nationwide conversation and 
review of how to renew the UK’s public service media 
(PSM) system for the next decade. We set out 
recommendations to Government for changes to the 
legislative framework. 

We called for modernisation of the public service system, 
so it remains focused on delivering programmes such as 
trusted and accurate news, as well as a wide range of 
UK-made, informative and entertaining programmes that 
reflect the diversity of the UK and support our creative 
economy. Reflecting the rapid changes in viewing habits, 
we also recommended rules designed to make sure 
people in the UK can find public service content easily. On 
28 April 2022, the Government published a White Paper 
setting out its vision for the broadcasting sector including 
proposals to legislate to deliver a new regulatory 
framework.1 

Ofcom’s annual report on the BBC 
We hold the BBC to account on behalf of audiences by 
providing fair, robust and independent regulation. 

Our responsibilities cover three main areas: overseeing 
the BBC’s performance in delivering its Mission and Public 
Purposes; protecting fair and effective competition; and 
securing content standards in BBC programming. 

In November 2021, we issued our fourth annual report 
on the BBC and identified four areas that the BBC needs 
to focus on or improve:

• achieving due impartiality which continues to be 
a complex challenge for the BBC;

• ensuring relevance to all audiences; 
• prioritising distinctive and original UK content; and
• embedding transparency as a way of working. 

The BBC’s Director-General has set out plans to address 
these issues. 

Competition assessments 
We considered the BBC’s proposal to relaunch BBC Three 
as a television channel. Having consulted, we concluded 
in November 2021 that the BBC should be allowed to 
proceed, as we believe that the public value justifies the 
likely market impact. In particular, we concluded that 
the relaunch could deliver additional public value to 
younger audiences, whom we are concerned have been 
underserved by the BBC. To hold the BBC to its proposal, 
we have put new conditions into the Operating Licence 
and established enhanced monitoring and reporting. 
We have also set out our expectation that the BBC will 
articulate transparently, how it will deliver what it has 
committed to in the proposals, and subsequently report 
on its performance.

We examined the market position and impact of BBC 
Sounds, and were satisfied that the audio platform is not 
having a significant adverse impact on fair and effective 
competition. We also reviewed and approved the BBC’s 
materiality assessments of two proposed changes to its 
public service activities: the addition of the Radio 1 Relax 
stream to BBC Sounds and trialling changes to BBC 
Sounds.

BBC Studios review
We have reviewed how the BBC has implemented our 
rules on how it operates its commercial activities, and we 
issued our findings in June 2022. There are two significant 
areas where we are not currently satisfied that the BBC 
has appropriate controls and procedures in place to 
ensure it is operating in line with our regulation: 
secondary content sales, and supply and pricing of goods 
and services. We expect the BBC Board to take action to 
address these. 

The production arm of BBC Studios has continued to 
evolve, with the BBC splitting the commercial subsidiary 
BBC Global News Limited between Studios and its public 
service news division. The BBC has also moved children’s 
production from the BBC public service into BBC Studios. 
We assessed these changes and agreed with the BBC 
that they were not material given the continued 
application of our rules.

SUPPORTING AND DEVELOPING  
UK BROADCASTING

1   https://www.gov.uk/Government/publications/up-next-the-
Governments-vision-for-the-broadcasting-sector
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Responding to Channel 4 Television Corporation’s annual 
Statement of Media Content Policy
Channel 4 Television Corporation produces an annual 
Statement of Media Content Policy (SMCP) setting out 
how it has delivered its public service remit and media 
content duties, as well as how it plans to do so in the year 
ahead. Channel 4 must consult with us and each year we 
publish a response. 

We recognised that the swift action Channel 4 took 
to respond to the impact of the Covid-19 pandemic 
demonstrated the flexibility and resilience of its business 
model. Budget cuts had a major impact, but Channel 4 
maintained a creative offer for audiences, putting new 
programmes on screen quickly. Its news output also 
performed strongly both on broadcast TV and online, 
including social media. 

While we recognised the progress Channel 4 is making 
in digital innovation, we have called for a clear strategy 
around investing in a high-quality offer for children 
and teenagers.

Standards and audience protection 
In the last year we received and assessed almost 100,000 
broadcasting complaints. Once again, the vast majority 
concerned content that audiences found offensive.

In 2021/22 we received 99,562 complaints about 11,932 
cases. We completed 28 investigations, and 17 of these 
found a breach of our rules.

In addition, this year we revoked RT’s licence to broadcast 
in the UK.

A full analysis of our standards processes, together with 
complaints breakdown, can be found on pages 165-176 in 
Annex A4.

Advertising policy and regulation
Co-regulation
We continue to work with the Advertising Standards 
Authority (ASA) to help protect audiences from 
potentially harmful advertising appearing on TV, radio 
and on-demand services. In light of our new regulatory 
responsibility for UK video-sharing platforms, we 
announced in December 2021 that the ASA would also 
be administering the day-to-day regulation of certain 
advertising on these platforms.

Advertising of high fat, salt and sugar (HFSS) products
The Health and Care Act 2022 introduces new restrictions 
on the advertising of products which are high in fat, salt 
or sugar (HFSS). From January 2024, TV and on-demand 
services will be unable to show advertising for certain 
HFSS products between 5.30am and 9pm, with a total 
ban for online advertising. 

Ofcom is responsible for implementing and enforcing 
these new restrictions. We will be consulting on how we 
intend to meet these new duties once the Government 
has published secondary legislation.
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The vast majority of complaints concerned  
content that audiences found offensive

99,562
COMPLAINTS  
RECEIVED
on 11,932 cases
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A low-cost 
way for local 
commercial, 
community 
and specialist 
stations 
to broadcast

SMALL-SCALE DAB
A GROUND-BREAKING TECHNOLOGY
Developed with Ofcom

A local radio revolution is underway thanks to 
small-scale DAB – a ground-breaking technology, 
developed within Ofcom, that provides a low-cost 
way for local commercial, community and specialist 
stations to broadcast on terrestrial digital radio. Our 
licensing programme will ultimately enable the 
launch of around 200 multiplexes (or channel groups) 
across all four UK nations, each of which will be able 
to carry around 25 radio stations. Following a 
successful period of trial broadcasts, we launched 
small-scale DAB in September 2020, and we have 
now licensed 25 multiplexes in various locations 
around the UK. 

The first channel group to launch, in December 2021, 
covers the Tynemouth and South Shields area. 
Among the radio stations it carries are services 
targeted at older listeners (Memory Lane Radio, 
Angel Radio); the LGBTQ+ community (Pride Radio, 
Glitter Beam Radio); and the local Asian community 
(Spice Radio). Many specialist music services are also 
on air, including northeast dance music stations 
Dance and Frisk Radio; some locally oriented 
services including Sun FM and Radio Shields; and a 
radio station dedicated to listeners’ health and 
well-being (Together Radio). 
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Review of media ownership rules
We carried out our three-yearly review of media 
ownership rules. We recommended that the Secretary 
of State retains, for now, the Cross-Media Ownership 
Rule and the Appointed News Provider Rule applying 
to Channel 3. We concluded that these safeguards still 
play an important role in protecting plurality. But to reflect 
how people access and consume news today, 
we recommended that the Secretary of State broaden 
the scope of the existing Media Public Interest Test 
framework beyond print newspapers and broadcasters, 
to capture a broader range of news creators. 

Alongside the media ownership rules review, in June 2021 
we began examining what impact changes in the market 
for news, by online platforms, might have on media 
plurality in the UK. In May 2022 the Government 
published our joint advice (with the Competition and 
Markets Authority) on how the financial relationships 
between the big digital platforms and news publishers 
could be made fairer.

On demand accessibility
We continued to monitor the accessibility of broadcast 
and on-demand programme services for people with 
sight and/or hearing impairments. We recommended to 
Government that the accessibility of on-demand services 
should be made a legal requirement. 

Monitoring diversity and equality of opportunity in 
broadcasting 
Ofcom reports each year on the diversity of the TV 
and radio workforce in the UK. In a review of the last 
five years’ data, we set out recommendations to 
broadcasters, calling on them to build inclusion into the 
core of their organisations. In 2022, we will be seeking 
input to review and update the data we collect and how 
we collect it. We want to see broadcasters continue to 
close the data gap and improve transparency. This allows 
us to continue to hold broadcasters to account for 
broadening their workforces and opening up the industry 
to the widest possible range of talent. 
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We recommended 
to Government that 
the accessibility of 
on-demand services 
should be made a 
legal requirement. 
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STRENGTHENING 
OFCOM FOR  
THE FUTURE

With the rapid increase 
in online services, we 
need to ensure that we 
sustain and build our 
capacity to deliver a 
good service to all the 
sectors we regulate. 

PRIORITY WORK AREAS

• Diversity and inclusion (D&I) 
at Ofcom 

• Gender/ethnicity pay and equal 
pay audits

• Carbon footprint reduction – 
programme to reduce Ofcom’s 
environmental impact.

CONSUMER OUTCOMES

We set out our new, five-year Diversity and Inclusion Strategy 
in January 2021. We have met the first year of our targets (senior 
gender, senior ethnicity and disability Ofcom-wide), we continue to 
ensure we diversify our workforce as part of our growth plan. 

We have implemented a number of measures to help reduce 
the impact we have on the environment. We reviewed business 
operations to improve our understanding of our environmental 
impact, and have adopted a new Environmental Policy to enhance 
Ofcom’s environmental performance.
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PREPARING  
TO REGULATE 
ONLINE SAFETY

We want everyone 
in the UK to be able 
to lead a safer life 
online 

PRIORITY WORK AREAS

• Online Safety– preparatory work 
around regulation of online safety

• Video Sharing Platforms (VSP) 
– implementing Ofcom’s VSP 
duties

• Media Literacy – Making Sense of 
Media (MSOM) – supporting UK 
adults and children online through 
research and stakeholder 
collaboration

• Online Markets – work around 
online competition, including 
current powers and future 
online strategy.

CONSUMER OUTCOMES

We want everyone in the UK to be able to lead a safer life online 
and for platforms to take greater responsibility for protecting 
their users. 

Our work has focused on preparing for the introduction of new 
regulation, and promoting understanding of how people engage 
online. As part of these new responsibilities we have identified 
important areas to develop and scale up our technical and 
operational capabilities.

We also published our video-sharing platform (VSP) regulatory 
framework, setting out our expectations of VSPs and our overall 
objectives for 2022. 

Our online media literacy programme continued with the publication 
of three reports, providing new insights into online behaviour, with 
a particular focus on misinformation. 

We also supported the Government in its assessment of the options 
for digital market competition regulation, advising on how a code of 
conduct could be used to address concerns about the online 
platforms/content publisher relationship.
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CONSUMER IMPACT

For most of us, using online services is a 
fundamental part of our day-to-day lives. In 2020, 
we each spent an average of 3 hours 37 minutes 
a day on smartphones, tablets and computers.

Being online brings huge benefits, but four in five 
people have concerns about it. Protecting people 
while they are online is becoming increasingly 
important. 

Some 76% of UK internet users said they had been 
exposed at least once to potential harm online in the 
last year, with more than half of 12- to 15-year-olds 
saying they have had a negative experience. Our 
research also found that 70% of those who view 
social video services had seen or experienced 
something potentially harmful.

In an increasingly 
digital world, we 
want everyone in 
the UK to be able 
to lead a safer 
life online and 
expect tech firms 
to take greater 
responsibility for 
protecting their 
users. 
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WHAT WE’VE DONE

Video-sharing platforms
Video-sharing platforms (VSPs) are a type of online video 
service which allow users to upload and share videos with 
the public. Since November 2020, VSPs established in the 
UK must comply with new rules around protecting users 
from harmful videos.

In October 2021, we set out detailed expectations of VSP 
providers. We set objectives to raise standards in user 
protections; rapidly identify and address areas of non-
compliance; increase transparency across the industry; 
and prepare both Ofcom and regulated companies for the 
forthcoming, more comprehensive online safety laws.

We have engaged widely with industry and civil society 
groups during the first year of the VSP regime. We are 
also working closely with other regulators through the 
Digital Regulation Cooperation Forum (DRCF). 

Our work is structured around five themes: 

• reducing the risk of child sexual abuse material (CSAM); 
• tackling hate and terror; 
• protecting under-18s; 
• putting in place the foundations for age-verification on 

adult sites; and 
• ensuring appropriate flagging and reporting processes 

are in place.

We have begun work on our first VSP report, which will be 
published later in 2022. 

Preparing to regulate online safety
The Online Safety Bill was introduced into the UK 
Parliament in spring 2022. This was the next step 
towards it becoming law and giving Ofcom powers to help 
people lead a safer life online. 

Government and Parliament will determine the shape of 
the new regime, but Ofcom is providing technical advice 
on how it can work.

We have been making detailed preparations for the 
introduction of new regulation, and promoting 
understanding of how people spend time online. We 
identified important areas where we are developing and 
scaling up our technical and operational capabilities.

We also established a new site in Manchester allowing us 
to tap into an existing highly technically skilled workforce, 
further improve our capabilities and use the research 
strengths of world-class universities and their deep pool 
of graduate talent. 

PREPARING TO REGULATE 
ONLINE SAFETY

Since November 
2020, VSPs 
established in the 
UK must comply 
with new rules.
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Making Sense of Media
Ofcom already has duties to promote people’s 
understanding of the media, and this work also helps to 
inform our policy. This year, as we prepare to regulate 
online safety, we relaunched our online media literacy 
programme with five core areas of work: 

• working with industry; 
• projects that focus on under-served communities 

across the UK; 
• encouraging good practice design principles in the 

design of platforms and services; 
• evaluating what works across a range of media literacy 

interventions; and 
• continuing to broaden and deepen our research 

evidence base. 

In June 2021, we published three reports which shed 
new light on the sector. The first examined how to collect 
and synthesise online datasets. The second considered 
how to understand habits and perceptions about 
misinformation. The third was a literature review of which 
approaches to media literacy are effective in countering 
misinformation. We also continued our Covid tracker 
survey until September 2021, and published our media 
literacy surveys and qualitative reports among adults 
and children in April 2021 and March 2022.

We regularly engage with industry, regulatory bodies 
both in the UK and internationally, as well as third-sector 
organisations and academics. Through engagement with 
Government, we have aligned our work programmes 
and the needs of the online safety regime in relation 
to media literacy. 

Online markets
We supported the Government in its assessment of 
the options for the regulation of competition in digital 
markets. Together with the Competition and Markets 
Authority (CMA), we provided joint advice to the 
Government on how a code of conduct could be used to 
address concerns about the relationship between online 
platforms and content publishers. 

We formed the Digital Regulation Cooperation Forum 
(DRCF) in July 2020 to help us deliver more efficient and 
joined-up approaches to digital services. Alongside 
Ofcom, its members are the Competition and Markets 
Authority, Financial Conduct Authority and Information 
Commissioner’s Office. The DRCF is chaired by Dame 
Melanie Dawes. April 2022 saw the first DRCF annual 
report and the DRCF workplan for 2022/23, which 
explains how we intend to bring these aims and 
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CONSUMER IMPACT

Reflecting the changing markets and our new 
responsibilities, Ofcom is developing innovative 
working practices to maximise our effectiveness 
and efficiency. We continue to strengthen our skills 
and expertise in areas such as data analytics and 
digital technology. We are also developing our 
representation across the UK, to ensure we have 
a diverse workforce that reflects and serves 
everyone in the UK.

With the rapid increase 
in online services, we 
need to ensure that we 
sustain and build our 
capacity to deliver a 
good service to all the 
sectors we regulate. 
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WHAT WE’VE DONE

Transforming Ofcom’s capability in data engineering, 
science and analytics 
We continue to develop our capability in data engineering, 
science and analytics. This includes our Data Innovation 
Hub, which provides central leadership and advice 
to colleagues on the use of data throughout the 
organisation. We have also strengthened our Behavioural 
Hub to better understand consumer behaviour across 
the areas we regulate now and in the future.

Developing our understanding of the technologies 
used to deliver online services 
As we prepare to regulate online safety, it remains  
a priority for us to stay ahead of industry changes. To 
ensure we have the correct skills and structures in 
place, we have invested in learning and development, 
and conducted specialist recruitment. To deepen our 
understanding of the technology industries, we have hired 
colleagues from Meta, Google and bodies such as the 
Internet Watch Foundation and NSPCC. In October 2021 
we welcomed a new Chief Technology Officer, from 
Amazon, with a brief to oversee the growth of our 
technology, data engineering and analytics functions.

We are building a deep understanding of innovation in our 
sectors. For example, we are continuing to develop the 
SmartRAN Open Network Interoperability Centre (known 
as SONIC Labs) in partnership with Digital Catapult. This 
facility allows us to test potential new solutions, from 
existing and emerging suppliers, for future use in the 
UK’s telecoms supply chain. This will make the UK’s 
telecoms infrastructure less reliant on a small number 
of companies, and more resilient to changes in the 
market or problems with a particular supplier.

STRENGTHENING OFCOM  
FOR THE FUTURE

As we prepare to 
regulate online 
safety, it remains 
a priority for us 
to stay ahead of 
industry changes. 
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We will publish a detailed update on performance under 
our diversity and inclusion strategy in the second quarter 
of 2022.

Carbon footprint reduction
Reducing the impact we have on the environment is 
extremely important to Ofcom, and we have implemented 
a number of measures to help us achieve it. We 
established and adopted a new environmental policy, 
including preventing pollution throughout our operations 
and a commitment to continually improve our 
environmental management system, which is now 
ISO14001 certified.

We adopted new environmental objectives and targets to 
help us reduce Ofcom’s own footprint (beyond just carbon 
emissions) and align ourselves to the Government’s Net 
Zero Strategy and Greening Commitments 2021-25.

Sustainability and climate change
Ofcom has a role to play in promoting sustainability and 
helping the communications sector to address the climate 
emergency. We commissioned research to deepen our 
understanding of CO2 emissions from our regulated 
sectors, and worked with industry stakeholders to 
understand what they are doing to support the transition 
to net-zero carbon emissions.

How people use communications devices has a major 
bearing on the relative energy use of technologies.  
We have undertaken consumer research to understand 
how best to estimate energy consumption of these 
devices in UK households. 

We also continue to engage with the UK Regulators 
Network (UKRN) to share best practice on regulatory 
approaches to support the UK’s net zero carbon target. 
See pages 68-70.

Annual diversity report 
In July 2021, we published our annual Diversity at Ofcom 
2020/21 and Pay Gap 2020/21 report, the first statistical 
report under our new diversity and inclusion strategy. 
Results showed that we met our overall gender balance 
ambition (50%) and exceeded our target for 40% of our 
senior roles to be held by women (44%). While we made 
progress on our senior ethnicity target, we fell short of 
our ambition for 13% of senior roles to be held by people 
from minority ethnic backgrounds, reaching 11%.

How people use 
communications 
devices has a major 
bearing on the 
relative energy use 
of technologies.
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DEVELOPING NEW 
PARTNERSHIPS

We continue to build 
relationships with 
regulators, businesses, 
experts and Governments 
in the UK and around the 
world so that we can 
constantly learn and 
share best practice  
to ensure the best 
outcomes for people 
in the UK.

PRIORITY WORK AREAS

• Digital Regulation Cooperation 
Forum – joint taskforce of 
regulators (Ofcom, CMA, FCA, ICO) 
to create coherent regulation of 
digital services

CONSUMER OUTCOMES

Last year, the DRCF published its first workplan for 2021/22. 
During this first year, its four members built strong relationships 
and worked closely together to better understand the needs of the 
sectors we oversee and the needs of the users we protect. 
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WHAT WE’VE DONE

Digital Regulation Cooperation Forum (DRCF) 
As UK regulators plan for new and changing 
responsibilities in the digital sphere, we need to work 
together even more closely to make sure that companies 
compete fairly, people’s data is used appropriately, and 
online users are protected from harm.

In July 2020, Ofcom, the Competition and Markets 
Authority, Financial Conduct Authority and Information 
Commissioner’s Office formed the Digital Regulation 
Cooperation Forum. Chaired by Dame Melanie Dawes and 
led by CEO Gill Whitehead who joined in November 2021, 
this taskforce is a world-leading example of co-ordinated 
digital regulation. It is helping its members develop 
efficient and joined-up approaches to regulating in a 
digital world, where there are numerous interactions 
between policy objectives such as privacy, competition 
and harmful content.

The DRCF published its first annual report, and second 
annual workplan, in April 2022. In the last year, DRCF 
members have formed powerful links that are changing 
how we approach digital regulation. We now routinely 
share knowledge and skills, pool resources and work 
together to identify important industry trends and 
innovations.

Our work during 2021 to 2022 focused on three priority 
areas:

1  Responding strategically to industry and technology 
developments by establishing joint strategic projects 
where our cooperation helps provide clarity for people 
and businesses. 

2  Joined-up approaches for achieving coherent 
regulatory results, where different regulations 
overlap. 

3  Building skills and capabilities, including practical ways 
to share knowledge, expertise, capabilities and 
resources.

We are already seeing the benefits of that collaboration. 
For example, in April 2022 the four DRCF members came 
together to publish common views on the benefits and 
harms of algorithms across our sectors, and approaches 
to algorithmic auditing. 

DEVELOPING NEW 
PARTNERSHIPS

This new 
taskforce is a  
world-leading 
example of  
co-ordinated  
digital regulation. 
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PRINCIPAL  
RISKS AND 
UNCERTAINTIES
Ofcom’s Strategic Risk Register captures 
risks with the potential to hinder our work 
and aims. During the course of the year, 
the register was refreshed to incorporate 
our new duties and expanding remit.

Ofcom’s risk management policy seeks to:
• support the achievement of Ofcom’s policies, aims 

and objectives by informing decision making;
• explain the principles of risk management at Ofcom;
• safeguard the public funds and departmental assets 

that Ofcom is responsible for;
• promote a culture where accepting appropriate risk 

is encouraged; and
• embed risk management within Ofcom’s other 

business processes as a basis for good corporate 
governance. 

The risk register is organised into eight principal areas. 
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Principal risks Priority Mitigating actions

Regulation is seen to be 
independent, impartial and 
consistent 
Risk that Ofcom’s reputation for 
independence and for making 
sound judgements that are 
trusted by our industries and by 
wider stakeholders, including 
Parliament and consumers, 
is damaged. 

• We put in place effective governance and decision-making 
processes that give robust oversight of Ofcom’s decision making. 
We review these regularly throughout the year.

• We ensure colleagues are reminded of the importance 
of maintaining Ofcom’s independence in their dealings 
with stakeholders, Government, and Parliament.

• We undertake a regular stakeholder feedback exercise and each 
year we openly consult on our Plan of Work. 

Leading Thinking
Risk that Ofcom is not seen as 
a trusted and respected thought 
leader and market shaper of 
the communications sector.

• Ofcom’s internal Research Committee continues to oversee 
cutting-edge research.

• Ofcom participated in conferences and roundtable discussions in 
our regulated areas and with other regulators.

• We have put in place a Data Ethics framework to reduce the risk 
of Ofcom infringing privacy driven by data collection activities.

• Ofcom, the CMA, FCA and ICO have together formed the Digital 
Regulation Cooperation Forum (DRCF) to support regulatory 
coordination in digital services.

• The Department for Digital, Culture, Media & Sport (DCMS) have 
funded Ofcom’s and Digital Catapult’s SONIC Labs. The SONIC 
Labs is enabling newer vendors to test their technology in a 
commercially neutral environment. Our work in the SONIC Labs 
has gathered interest from a range of Governments and 
regulators around the world and we continue to share our 
learnings through invited talks, panel sessions, etc.

Online Safety, Telecoms Security, 
VSPs
Risk that Ofcom fails to prepare 
for actual and potential changes 
to our remit.

Telecoms Security Requirements
• The Telecommunications (Security) Act 2021 received Royal 

Assent in November 2021. 
• DCMS recently consulted on draft Regulations and Code 

of Practice, as did we on our Procedural Guidance, setting out 
how we plan to carry out our monitoring and enforcement role.

Online Safety
• We have established a cross-Ofcom programme to prepare for 

new online safety responsibilities. 
• We are providing ongoing advice to Government and Parliament 

to ensure the statutory framework is workable and effective.
Video Sharing Platforms
• We have published a VSP Plan and Approach communicating 

Ofcom’s aims for the VSP regime and our priorities for the year 
ahead. 

• We are building relationships with industry, NGOs, other 
regulators, and law enforcement, to maintain awareness 
of harms and identify problems early. 

Key to priorities

Investment in strong  
secure networks

Getting everyone  
connected

Preparing to regulate  
online safety

Developing new 
partnerships

Fairness for customers
Supporting and 
developing  
UK broadcasting

Strengthening Ofcom  
for the future
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Strategy, Research and Horizon 
Scanning 
Risk that Ofcom fails to invest 
sufficiently in our strategy, 
research and horizon-scanning 
work in order to understand future 
developments in our sectors, in 
the context of cross-cutting macro 
developments (political, economic, 
social, technology, legal and 
environmental).

• We strengthened and formalised our horizon-scanning process 
throughout the year: using PESTLE analysis.

• We clarified our longer time priorities at our Board Strategy Day 
(October) and have used this to develop Ofcom’s first internal 3 
year plan.

• We invested resource in our horizon-scanning programmes: 
including Insights (Strategy & Research) and Tech Discovery 
(Technology).

• We identified and progressed specific project areas: climate 
change, telecoms and broadcast cloudification and online trust 
and safety tech.

Commercial Understanding 
Risk that Ofcom fails to have a 
sufficient commercial 
understanding of the markets we 
regulate, both the industry 
priorities of businesses driven by 
commercial incentives and 
technological developments, and 
the changing needs and demands 
of consumers.

• We continue to have regular engagement with stakeholders’ 
strategy, technology, product teams and with other subject 
matter experts.

• We have strengthened our research into the needs and demands 
of consumers, particularly online: e.g. behavioural insights, VSP 
Panel, and MSOM (media literacy).

• We have focused our recruitment to ensure we bring in high 
calibre colleagues with strong commercial experience in their 
relevant area for key senior roles.

Regulatory Decisions 
Risk that Ofcom fails to make 
appropriate, evidence-based and 
legally defensible, regulatory 
decisions, in line with our 
statutory duties, which take 
account of evolving market 
developments.

Interventions in the Telecoms Market.
• Having delivered the Wholesale Fixed Telecoms Market Review 

(WFTMR) last year, setting out the regulatory framework to 
support the roll-out of full-fibre networks across the UK, we 
continue to monitor implementation to ensure that consumers 
benefit from competitive markets.

• We published our discussion paper on our future approach to 
mobile markets in February 2022.

Sustainable delivery of Universal Service by Royal Mail.
• We published proposals for our future approach to regulating the 

postal sector, which aim to provide regulatory certainty for 
investors, while giving Royal Mail the maximum opportunity to 
transform its business to support sustainability.

Support UK Broadcasting, including the PSB Sector.
• We are providing advice to Government based on widespread 

audience research and stakeholder engagement, across relevant 
commercial and technological developments and challenges.

Availability of Spectrum
• We published our Spectrum Roadmap, setting out the future of 

how we will manage the spectrum based on the changing needs of 
the organisations, companies and people who use it.

Key to priorities

Investment in strong  
secure networks

Getting everyone  
connected

Preparing to regulate  
online safety

Developing new 
partnerships

Fairness for customers
Supporting and 
developing  
UK broadcasting

Strengthening Ofcom  
for the future
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Principal risks Priority Mitigating actions

People 

Risk that Ofcom fails to have the 
right people strategies, leadership 
and culture to ensure we have the 
right people with the right skills 
and diversity of backgrounds at 
the right time to deliver the Plan 
of Work. Our leadership and 
culture fails to create a 
productive, inclusive and effective 
working environment which 
means delivery is below 
expectation or potential.

• We launched a new performance and career management system 
including a more streamlined management structure,investing in 
leadership and developing existing talent and skills.

• We developed proposals for future working models, reflecting the 
experiences of Covid, to ensure face-to-face working and make 
most efficient use of our offices.

• We are monitoring our performance against our new Diversity 
and Inclusion 5-year target.

• We are reviewing the Online Safety organisational design and 
work to date has put us in a strong position to plan talent and 
recruitment in a timely manner.

Cyber and Information Security

Risk that Ofcom’s approach to 
cyber security proves ineffective 
leading to a cyber-attack on 
critical infrastructure of the 
business 

• We have delivered ongoing mandatory cyber and information 
security training for all colleagues in Ofcom.

• We are working with our partner organisations to continually 
monitor threats and implement security measures.

• We have completed an externally facilitated major 
incident exercise based on a ransomware attack, 
and implemented all lessons learnt.

Key to priorities

Investment in strong  
secure networks

Getting everyone  
connected

Preparing to regulate  
online safety

Developing new 
partnerships

Fairness for customers
Supporting and 
developing  
UK broadcasting

Strengthening Ofcom  
for the future
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STAKEHOLDER 
ENGAGEMENT

In the course of discharging our duties, 
we must consider all the different nations, 
regions, cultures, population densities 
and landscapes that make up the UK.

Our offices in Cardiff, Belfast, Edinburgh, London, 
Warrington and Birmingham and our new Manchester 
office allow us to engage directly with Governments, 
elected representatives and local stakeholders and to 
ensure we consider the views, interests and needs of 
people across the UK. 

In addition, we have statutory Advisory Committees for 
England, Wales, Northern Ireland and Scotland, and Board 
members for Wales, Scotland and Northern Ireland who 
are appointed by the Welsh and Scottish Governments 
and the Northern Ireland Executive respectively, in 
consultation with the UK Secretary of State. Our Content 
Board and Consumer Panels also have members 
representing each part of the UK. 

In February, Ofcom published a report on how Covid was 
reported across the devolved nations.

Although much of our work is relevant across all of the 
UK, we have highlighted some specific work carried out 
relating to each of the UK’s nations over the past year, and 
note that further work needs to be done.

OUR WORK IN THE UK’S  
NATIONS AND REGIONS

We consider 
the views, 
interests and 
needs of 
people across  
the UK

https://www.ofcom.org.uk/research-and-data/tv-radio-and-on-demand/network-news-report
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Northern Ireland

Signed a Memorandum of Understanding with the 
Northern Ireland Executive and DCMS which formalises 
our local accountability.

Facilitated the appointment of a first Ofcom Board 
Member for Northern Ireland, Karen Baxter.

Continued to play a role in the Shared Rural Network 
NI working group and the Northern Ireland Executive’s 
Mobile Action Plan working group, helping to deliver 
improved 4G and 5G coverage across Northern Ireland.

Engaged with consumer bodies and UK Government 
departments in relation to the Northern Ireland Protocol 
and the area of parcel movements between Great Britain 
and Northern Ireland.

Provided data and analysis on Northern Ireland’s 
media and communications sectors through our annual 
Media Nations and Connected Nations reports for 
Northern Ireland.

Invited applications for a small-scale DAB multiplex 
licence in the Belfast and Lisburn area.

Scotland

In line with our Memorandum of Understanding, engaged 
with the Scottish Government, maintaining links between 
senior executive and Board members and Cabinet 
Secretaries in the Scottish Government. 

Maintained our political engagement with Members of 
the Scottish Parliament (MSPs) including through virtual 
meetings, responding to casework, and an annual bulletin 
targeted at new members following the May elections.

Provided technical and regulatory advice to help the 
Scottish Government deliver digital infrastructure 
projects, and increased our engagement with the Scottish 
Government on telecoms network resilience issues 
following recent storms.

Developed partnerships with Police Scotland and other 
members of the Multi-Agency Prevent Online Child Sexual 
Abuse and Exploitation Group on our VSP regulatory duties 
to broaden the understanding of Ofcom’s current role and 
future responsibilities under the Online Safety Bill.

Led a range of engagement on broadcasting, including 
meetings with STV on Channel 3 relicensing, and  
MG ALBA on appointments to their Board.

SECTION A   |   PERFORMANCE REPORT   |   STAKEHOLDER ENGAGEMENT
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Wales

Completed our review of the Memorandum of 
Understanding (MoU) between Ofcom, the UK Government, 
Welsh Government and Senedd Cymru. In line with the 
MoU we have maintained our relationship with the Welsh 
Government.

 Provided technical and regulatory advice to the Welsh 
Government, including its Barrier Busting Taskforce, 
established to help reduce obstacles to further roll-out 
and enhancement of communications networks. 

Worked with stakeholders to make sure the upgrade to 
the telephone network and its implications across all 
sectors are widely understood. Engaged with a number of 
technology start-up businesses in Wales in addition to the 
Welsh Government’s Global Centre for Rail Excellence.

Continued to engage with the creative industries about 
the future of public service broadcasting. Following the 
publication of Small Screen: Big Debate, we gave evidence 
to Senedd Cymru on its recommendations and met with 
the Deputy Minister for Arts and Sport and the Deputy 
Minister for Climate Change.

Maintained the effective implementation of our Welsh 
Language Standards and outlined our progress in Ofcom’s 
Annual Report, submitted to the Welsh Language 
Commissioner’s Office.

England

Continued to work closely with the UK Government, local 
MPs and local authorities, providing regulatory and 
technical advice.

Published our annual Connected Nations and Media 
Nations reports specifically for England.

We formally opened our new hub in Manchester, to serve 
as a base for our work on online safety and to enable us 
to tap in to a highly skilled local workforce.

We continued to engage with diversity issues and focused 
on the vulnerable, particularly in the switch to voice over 
IP, and on rural communities.
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Engaging internationally helps make 
communications work for everyone in the 
UK. Our international work harnesses 
Ofcom’s expertise to influence the 
development of international regulatory 
policy and practices. Our International 
team also seeks to deliver knowledge, 
insights and challenge to Ofcom’s work, 
helping Ofcom make an impact both 
internationally and at home. 

We regularly work with international regulators, industry, 
and academia to exchange views on topics such as online 
safety, emerging technology and digital markets, 
alongside our broader programme of work which reflects 
the sectors Ofcom is responsible for regulating. We also 
participate in formal and informal regulators’ working 
groups. This kind of regulatory cooperation can help 
to deliver benefits such as avoiding unnecessary 
divergences between comparable regulatory regimes 
in the UK and abroad.

Europe

We still face similar market and regulatory challenges to 
our European counterparts, both in traditional industries 
and the online sector with which they are converging. In 
some cases, EU law will remain relevant to the UK. Given 
this, and the borderless nature of the digital markets, 
there is merit in working to ensure compatibility between 
emerging regulatory frameworks. So the need for 
international engagement with European counterparts 
(bilaterally and as a group) continues. 

We continue to follow regulatory developments in the EU, 
including the Digital Services Act and the Digital Markets 
Act, and we responded to the European Commission’s 
public consultation on the upcoming EU Media Freedom 
Act. We continued our engagement with EU regulators, 
including on the implementation of new rules applicable 
to video-sharing platforms deriving from EU law (which 
will be applied by the UK as well as by EU regulators).

We remain active participants in wider regulatory 
dialogues at European level, including through our ongoing 
membership of the Independent Regulators Group (IRG), 
a group of 37 European telecommunications regulatory 
authorities where we sit on the Board. We also hold a 
Vice-Presidency position at the European Platform of 
Regulatory Authorities (EPRA), a network of 54 European 
broadcast regulators where we have led on the activities 
of a media literacy network.

Beyond the EU

As legislative proposals are made and regulatory regimes 
develop across the world beyond Europe, particularly in 
the online space, we have continued to invest in our global 
relationships. We have participated in global multi-
stakeholder dialogues on online regulation and 
governance, including the Internet Governance Forum 
(IGF), European Dialogue on Internet Governance 
(EuroDIG) and the Internet & Jurisdiction Policy Network. 

We have worked with Governments and regulators 
around the world on issues such as network 
diversification (including sharing our experience of the 
SONIC Lab Open RAN test bed) and enduring telecoms 
policy challenges, such as the move to digital phone calls 
and wider consumer protection. 

OUR INTERNATIONAL  
ENGAGEMENT
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InterGovernmental Organisations

Ofcom is vice-chair of the European Conference of Postal 
and Telecommunications Administrations (CEPT) 
Conference Preparatory Group (CPG), which will be 
responsible for developing European positions for the 
next International Telecommunication Union (ITU) World 
Radio Conference (WRC) scheduled to take place in 2023.

We have also been active in the ITU development sector, 
including preparing for participation in the UK delegation 
to the World Telecommunication Development 
Conference, focusing on supporting better infrastructure 
in developing countries.

Ofcom chairs several other project teams and study 
groups in different international bodies. In spectrum, 
Ofcom chairs the European Electronic Communications 
Committee (ECC), the most senior spectrum group within 
the European Conference of Postal and 
Telecommunications Administrations (CEPT). We work 
across a wide range of issues related to spectrum use 
– including mobile broadband and 5G, improving 
consumer and business connectivity with increased Wi-Fi, 
satellite communications and navigation, broadcasting 
and transport (including road, rail and aeronautical).

We support the UK Government at the Universal Postal 
Union (UPU), the inter-Governmental body which governs 
the price of international mail between Universal Postal 
Service Providers. This has included changes to the 
international terminal dues arrangements, and the 
proposed opening of the UPU to wider sector operators. 

We remain active in European and international postal 
bodies, where we work closely with fellow international 
postal ministries and regulators, including in the 
Committee on European Postal Regulation (CERP). 

Ofcom also continues to participate in the policy 
development work of the Organisation for Economic 
Co-operation and Development (OECD), sitting on the 
Communication Infrastructures and Services Policy 
Committee (CISP) and following the work of the Network 
of Economic Regulators (NER). 

 

We regularly work 
with international 
regulators, industry 
and academia to 
exchange views on 
topics such as online 
safety, emerging 
technology and 
digital markets.
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Consumers and citizens

Understanding consumers’ and citizens’ interests and 
behaviour is vital to our work. Ofcom makes extensive use 
of market research to understand trends in the take-up 
and use of communications services and the behaviour 
and concerns of consumers.

In particular, our annual reports Online Nation, Media 
Nations, Connected Nations, Adults’ Media Use and 
Attitudes and Children’s Media Use and Attitudes all 
highlight and analyse these trends.

Ofcom’s Consumer Contact Team received 76,135 calls, 
web forms, emails and letters directly from members 
of the public in 2021/22. The information that people 
provide helps us target our policymaking and enforcement 
work. Consumers also contact us through our website. 
While we cannot resolve individual complaints about 
telecommunications services, we provide advice to 
complainants and refer them to the alternative dispute 
resolution (ADR) schemes that we have approved. We 
do, however, handle complaints about TV and radio 
programmes.

Our separate offices in each of the nations of the UK 
provide Ofcom with detailed and expert insights into the 
challenges faced by citizens and consumers in different 
parts of the UK. Our advisory committees for each nation 
of the UK offer information and advice to Ofcom on 
aspects of its work, and communications in general, 
which are of importance specifically to each nation. 
National interests are also represented by members 
of Ofcom’s Content Board and by the Communications 
Consumer Panel. The Consumer Forum for 
Communications, with more than 50 members from 
consumer bodies, meets every quarter with Ofcom to 
discuss consumer policy topics. 

We carry out regular research into consumer needs and 
behaviours, helping to inform our work and providing us 
with insight into how it affects the users of the products 
and services we regulate.

We also hold regular bilateral meetings with consumer 
stakeholder organisations as well as consultation 
meetings on specific topics.

Industry and Government

Ofcom engages with a wide range of stakeholders, 
including companies and industry bodies in the sectors 
we regulate, consumers and consumer groups, the UK 
Government and devolved institutions, co-regulators and 
other regulators. We are members of the UK Regulators 
Network and the UK Competition Network, and we work 
with various international organisations and regulatory 
bodies.

ENGAGEMENT WITH  
OTHER STAKEHOLDERS
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Co-regulators and other bodies

Ofcom has a co-regulatory partnership with the 
Advertising Standards Authority (ASA), which was formed 
in 2004. This covers broadcasters and advertising on 
video-on-demand services. Broadcasters are obliged to 
comply with the advertising codes under their broadcast 
licences issued by Ofcom. When the ASA adjudicates on 
an advertisement, broadcasters comply with rulings 
immediately under the conditions of their licences. 
Where necessary, the ASA can refer licensees to Ofcom. 

Ofcom has responsibility for the regulation of premium-
rate services (PRS) which enable consumers to purchase 
goods and services by charging the cost to their phone 
bills and pre-pay accounts. The day-to-day regulation of 
PRS is carried out on Ofcom’s behalf by the Phone-paid 
Services Authority (PSA) through its enforcement of a 
code of practice approved by Ofcom. We are working with 
the PSA to potentially transfer its duties to Ofcom. This is 
dependent on further approval from DCMS.

The Competition and Markets Authority (CMA) has 
concurrent powers under specific consumer protection 
legislation, and within the framework of competition law 
for the communications sector. We work with the CMA to 
ensure that a consistent and co-ordinated approach is 
taken in relation to issues where we have concurrent 
powers, and we discuss which body is best placed to 
lead in each case.

We worked with the CMA to advise Government how a 
code of conduct could be used to address concerns about 
the relationship between online platforms and content 
publishers.

When we regulate

The Communications Act 2003 requires us to have regard 
to the principles of better regulation: that regulation 
should be transparent, proportionate, consistent, 
accountable, and targeted only at cases where action is 
needed. When Ofcom was established, we built on these 
principles by developing a more specific set of regulatory 
principles to inform our day-to-day work. The speed with 
which the communications sector is changing makes it 
especially important for us to have clear guiding principles. 
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OFCOM’S  
REGULATORY 
PRINCIPLES

WHEN WE  
REGULATE 

HOW WE  
REGULATE 

HOW WE SUPPORT 
REGULATION

Ofcom will research 
markets constantly 
and aim to remain 
at the forefront 
of technological 
understanding.

Ofcom will always seek 
the least intrusive 
regulatory methods of 
achieving its objectives. 

Ofcom will operate 
with a bias against 
intervention, but 
with a willingness to 
intervene promptly 
and effectively 
where required.

Ofcom will intervene 
where there is a specific 
statutory duty to work 
towards a goal that 
markets alone cannot 
achieve.

Ofcom will strive 
to ensure that 
interventions are 
evidence-based, 
proportionate, 
consistent, accountable 
and transparent in both 
deliberation and 
outcome. 

Ofcom will regulate with 
a clearly-articulated 
and publicly-reviewed 
annual plan, with stated 
objectives.

Ofcom will consult 
widely with all relevant 
stakeholders and 
assess the impact 
of regulatory action 
before imposing 
regulation on a market.
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Better regulation

We believe ‘better regulation’ means ensuring rules are 
properly targeted; do not impose undue burdens on 
businesses; or cause unnecessary barriers to innovation, 
investment and the development of choice and 
competition in the market.

During the past year we have made a number of 
significant regulatory decisions, but the volume of 
documents we publish has stayed broadly the same. 
Figure 1 below provides an overview of how the 
regulatory burden on stakeholders changed as a result of 
Ofcom’s regulatory decisions and statements in 2020/21. 
Two of these decisions related to our new duties for 
video-sharing platforms.

Figure 1: Impact of our statements on the regulatory 
burden to stakeholders: 2021/22

Of the 69 Major Statements  
delivered in the year: Number Percent

Increased/new regulation 9 13%

Mixed/no change/ongoing 55 80%

Reduced regulation 4 6%

Streamlined/co-regulatory 1 1%

An overview of the main decisions and statements that 
we have made during the year can be found in Annex 2. 

Consultations

Public consultations allow stakeholders to comment on, 
and respond to, our proposals before any final decisions 
are made.

If the period for consultation is too short, some of those 
with important views to share may not have enough time 
to prepare their responses. If it is too long, the market 
concerned may have changed dramatically. When we 
decide how long a consultation should last, we need 
to strike the right balance between these two 
considerations. There are generally three categories 
of consultation:

• Category 1: consultations which contain major policy 
initiatives and/or are of interest to a wide range of 
stakeholders (especially those who may need a longer 
time to respond); in these cases, we will normally 
consult for ten weeks. 

• Category 2: consultations which, while containing 
important policy proposals, will be of interest to 
a limited number of stakeholders who will have 
awareness of the issues; in these cases, we will 
normally consult for six weeks.

• Category 3: consultations which fall within one or more 
of the following categories, where the normal time 
period for consultations is one month: 

• technical issues; 
• where there is a need to complete the project 

in a specified timetable because of market 
developments or other factors which require the 
project to be concluded within a short period; 

• where the issue has already been the subject of 
a consultation; 

• where the proposal will have a limited effect on 
a market; or 

• where the proposal is a limited amendment to an 
existing policy or regulation. 
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Included in Figure 2 is an analysis of the length of our 
consultations by sector as determined by our categories 
of consultation. 

Figure 2: Analysis of consultation duration: 2021/22

Consultation
 period at least 

ten weeks

Consultation
 period less 

than ten weeks 
(inc cat 2 
and cat 3

 consultations)

Telecoms 2 14

Broadcasting 0 15

Spectrum 4 5

Post 1 1

ECC 0 45

Other 0 3

Total 7 83

% Total 8% 92%

% Total (20/21) 11% 89%

Timeliness of decision making

We analyse how long it takes us to publish a decision 
following the close of a consultation (see Figure 2). In 
2021/22, 92% of our decisions were announced within 
twenty weeks of closing a consultation.

Impact assessments

Impact assessments are an important part of 
the decision-making process. Section 7 of the 
Communications Act 2003 requires us to carry out 
an impact assessment when we are proposing to do 
anything for the purposes of, or in connection with, 
the carrying out of our functions, and we consider the 
proposal to be important. Impact assessments ensure, 
among other things, that in relation to our decisions:

• a wide range of options are considered, including the 
option of not regulating; 

• these options are clearly presented; 

• the potential effects that would flow from each option 
are analysed carefully; and 

• the costs associated with the chosen option are 
outweighed by the benefits. 

In July 2005, we published guidelines – Better 
policymaking: Ofcom’s approach to impact assessment 
– which emphasised Ofcom’s commitment to conducting 
assessments as an integral part of the policy-making 
process, and stated that we expected to carry out impact 
assessments in the majority of our policy decisions. 

We publish a list of the impact assessments we carry out 
during the year; this is in Annex 2. 

Figure 3: Analysis of impact assessments (IA) carried out

Number of consultation documents Total

IA explicit in 
published 
document)

Telecoms 16 12

Broadcasting 15 6

Spectrum 9 7

Post 2 2

ECC 45 45

Other 3 0

Total 90 72 

Figure 3 highlights that, in 2021/22, 80% of consultations 
had conducted an impact assessment, explicitly 
referenced in a specific section or annex of the 
consultation document. In some circumstances, it may 
not be necessary or appropriate to conduct an impact 
assessment, or it may be implicit within the consultation. 
We will continue to ensure that impact assessments are 
carried out and properly presented in all relevant cases.
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While Ofcom is directly accountable to Parliament, our 
funding comes from fees charged out to the sectors we 
regulate (see Figure 4 on page 63).

We always aim to be a cost-conscious, value-for-money 
organisation. Over the past decade, the cost of regulation 
has fallen significantly in real terms.

We are also a net contributor to HM Treasury. Ofcom 
collected £421m of fees and penalties in 2021/22, of 
which we retained £84.5m to fund our spectrum 
management and other relevant duties. The balance was 
passed to HM Treasury and the Consolidated Funds. In 
addition, in April 2021 we completed the auction and 
award of the 80 MHz of spectrum in the 700 MHz band 
and 120 MHz of spectrum in the 3.6-3.8 GHz band, raising 
£1,379m of licence receipts which were transferred to the 
Consolidated Fund in April 2021.

Our responsibilities include the collection and transfer of 
licence fees collected under the Wireless Telegraphy Act 
2006 (WTA), geographic telephone numbers, additional 
payments from broadcasting licensees and the levying of 
fines and penalties on stakeholders.

Financial performance

In 2021/22, our cash outturn of £146.9m was 5.7% lower 
than our budget of £155.7m, largely due to recruitment of 
staff later than planned during the year, together with 
reduced travel and stakeholder meeting costs driven by 
the pandemic restrictions.

£m Budget Outturn Variance

2021/22 155.7 146.9 8.8

2020/21 135.0 129.8 5.2

Variance 20.7 17.1 3.6

The increase in 2021/22 budget of £20.7m relates to 
incremental spend on new duties including preparing for 
Online Harms (£16.1m) and the Telecoms Security Bill 
(£4.6m). 

63% of our total cost base relates to staff costs, with a 
significant part (21%) of the remaining cost base fixed in 
relation to property and systems costs. 

Ofcom presents the costs relating to Spectrum Clearance 
and awards separately to differentiate from Ofcom’s core 
activities. Further detail on this is set out on page 119.

Operating income

The £149.7m (2020/21: £132.5m) of income received in 
2021/22 covers Ofcom’s core responsibilities (excluding 
Spectrum clearance and awards).

Operating expenditure

Excluding staff costs, expenditure relating to Ofcom’s core 
responsibilities in 2021/22 increased by £5.4m to £55.8m 
(2020/21 £50.4m). The main operating variances from the 
prior year are due to:

• Temporary staff and recruitment costs increased by 
£2.4m due to a higher number of inward secondees 
from external organisations and use of temporary 
staff to cover delays in filling permanent vacancies. 
Recruitment costs were driven by our new duties 
in Online Safety and Telecoms Security as well as 
recruitment campaigns for Senior Management and 
Specialist roles; 

• Professional Services increased by £1.8m, driven 
by new Online Safety duties and organisational 
change costs; 

• Information and Technology costs increased by 
£0.9m driven by licences for our new people and 
finance system;

• Outsourced Services costs increased by £0.6m as we 
invest in our finance and people system and our new 
Online Safety and Telecoms Security duties;

• Travel and subsistence costs increased by £0.3m 
(compared to minimal costs in 2020/21 due to 
Covid-19).

FINANCIAL 
REVIEW
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An accounting deficit occurs where depreciation, 
amortisation and other non-cash transactions are greater 
than the income received to cover the cash costs of 
capital items and the defined benefit pension plans. 

The accounting surplus for the financial year after tax, 
recorded in the Statement of Comprehensive Net Income for 
the year under review, was £3.3m (2020/21: £1.5m deficit).

Spectrum clearance

All costs relating to Spectrum clearance and awards are 
reported separately from Ofcom’s core responsibilities in 
the financial statements.

The 700 MHz clearance programme cleared this band of 
spectrum to meet the growing demand for mobile data. 
An auction of the released spectrum was carried out in 
2021, and the spectrum is available for the successful 
bidders to use. 

The spectrum clearance and awards grant-in-aid funding 
supports changes required e.g. to the Digital Terrestrial 
Television (DTT( infrastructure, which are necessary to 
clear the spectrum band. Government has made funding 
available for a grant scheme to disburse grants to facilitate 
the clearance. 

Spectrum clearance and awards expenditure amounted 
to £8.7m in 2021/22 (2020/21: £22.7m), the reduction 
reflecting the programme closure phase coming into effect 
from September 2021. 

We received income totalling £10m (2020/21: £26.5m). The 
surplus of £1.3m has been deferred for use in 2022/23. 
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This is offset by

• £0.7m of lower Technology Research costs as 2020/21 
included some non-repeating projects and set up work 
for Online Safety.

Staff costs increased by £7.0m to £90.0m (2020/21 
£83.0m). The average staff numbers were 1,102 full 
time equivalents (FTE) (2020/21 992 FTE). The increase 
in costs year on year relates to growth in our teams 
supporting the new duties outlined above.

Surplus/deficit for financial year

Funding surplus or deficit 
The operating revenue required by Ofcom to fulfil our 
duties and deliver our programme of work for any financial 
year is calculated based on Ofcom’s statement of charging 
principles. This approach specifies the actual funds that 
need to be collected to discharge cash liabilities during the 
year. Any surplus funds arising as a consequence of 
budgetary savings achieved during the financial year are 
returned to stakeholders through a reduction in the annual 
tariffs raised in the two following financial years.

Note 2 of the accounts within Section C reconciles the 
total operating expenditure by regulated sector, as 
presented in the Statement of Comprehensive Net 
Income to Ofcom’s actual operating outturn

The funding surplus for the financial year is set 
out in Note 2 to the accounts and totals £7.7m 
(2020/21 £7.6m surplus).

Accounting surplus or deficit 
An accounting surplus is required to cover expenditure not 
reflected in the Statement of Comprehensive Income, 
including capital expenditure and deficit recovery 
payments necessary in respect of the two defined benefit 
pension plans.
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Ofcom prepares a separate set of Financial Statements 
for the purposes of Section 400 of the Communications 
Act 2003. These transactions are not included in the 
Financial Statements. The fees, payments and penalties 
are reported, with further details provided, within these 
Financial Statements in Note 23 to the accounts, with 
further information in Annex 1 on page 157.

During the 2021/22 financial year Ofcom collected 
£1,800.5m (2020/21: £415.5m) on behalf of HM Treasury. 
This includes £1,379.4m from the spectrum auction 
concluded in April 2021. Further details can be found in 
the S400 Accounts. 

Ofcom retained £84.5m (2020/21: £68.3m) to fund some 
of Ofcom’s core responsibilities, including Spectrum 
Management and preparatory work for our Online Safety 
duties. 

A total of £1,710.7m which includes spectrum auction 
receipts, was transferred to Government accounts in the 
financial year.

 

Wireless  
Telegraphy  
Act Payments

£1,698m

Government  
Fees 

£100m

Financial  
Penalties  

£0.6m
Additional  
Payments 

£0.6m

Geographical  
Numbering 
 

£1.7m
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Pensions

Ofcom provides pension benefits through a defined 
contribution pension allowance that is available to all 
colleagues. Ofcom colleagues are employed on terms with 
access to a stakeholder pension plan. The allowance may 
be used to contribute to the Ofcom defined contribution 
stakeholder pension plan. 

Colleagues who joined Ofcom from legacy regulators 
were entitled to retain membership of one of two defined 
benefit (DB) pension plans. Both plans are closed to new 
entrants and benefits accruals ceased on 31 May 2011. 
From this time, all existing members were provided with 
access to the Ofcom stakeholder plan. Notes 1(k) and 20 
to the accounts provide further detail. 

The actuarial valuations for both schemes as at the last 
formal valuation date of 31 March 2018 highlighted a 
combined funding surplus of £0.4m. The Ofcom Defined 
Benefit Pension Plan actuarial valuation shows a surplus 
of £0.4m. The Ofcom (Former ITC) pension plan valuation 
liabilities have all been bought in and therefore there is no 
surplus or deficit. The formal valuation dated 31 March 
2021 is due to be completed by the end of June 2022.

However, the 2021/22 financial statements show a 
surplus of £19.7m, in part because the pension liabilities 
under the financial statements are prepared on the basis 
that the liabilities are discounted in line with the yields 
on high-quality bonds which, under current market 
conditions, differ significantly from the approach used for 
determining Ofcom’s contributions. This also reflects the 
significant movements in financial markets since the date 
of the actuarial valuations. 

Ofcom makes cash payments to the Ofcom Defined 
Benefit Plan and the Ofcom (Former ITC) pension plan 
on the basis of the actuarial valuations. Cash payments, 
rather than the amount charged to operating surplus 
as calculated under IAS19, are included in operating 
expenditure outturn used to calculate the tariffs 
charged to stakeholders each year. 

As a consequence of the risk mitigation work between 
Ofcom and the Trustees and Actuaries of both pension 
plans, approximately 80% of the plans’ liabilities are 
now backed by annuities. As part of the ongoing activity 
to manage and mitigate risks of the plans, further 
insurance-backed benefit buy-ins in respect of 
pensioner members will be considered in the future.
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Tariffs

Ofcom published the 2021/22 Tariff Tables on 26 March 
2021. Ofcom’s core budget remains at the same level as 
the previous financial year, £131.9m. The overall spending 
cap was increased further by £23.8m to incorporate 
preparatory work for our new regulatory duties i.e. Online 
Safety and enhanced Telecommunications (Security) Bill. 

These activities were funded by the retention of Wireless 
Telegraphy Act (WTA) receipts and not stakeholder income. 
Further details can be found in the 2021/22 Tariff Tables on 
our website.

As shown in Figure 4 below, except for costs associated 
with our new responsibilities, the overall tariffs for each 
regulatory sector are broadly in line with the 5-year average. 
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FIGURE 4: FIVE-YEAR SECTOR VIEW OF FUNDING
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The difference between the tariffs and budget each financial year represent prior year cost adjustments which we have to incorporate into tariffs.

Key

Spectrum BBC Regulation Non-sector specific Online safety

Telecoms Post Video Sharing Platforms 

TV Radio Telecommunications (Security) 
Act
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CORPORATE 
RESPONSIBILITY

As a responsible employer, we focus 
on our environmental impact and on 
supporting the communities where 
we work, particularly young people. 

To achieve this, we:

• continually work to reduce our carbon 
footprint, ensuring that our practices 
are environmentally sustainable 
(see Sustainability section on  
pages 68-71)

• build closer links with local communities 
in London, Manchester, Edinburgh, 
Cardiff and Belfast

OFCOM’S COMMITMENT TO  
CORPORATE RESPONSIBILTY

We encourage 
colleagues to take 
an active part in 
community 
activities.
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Volunteering and community across 
the UK

‘We are connected to communities’ is one of the six 
foundations in our diversity and inclusion strategy. 
Volunteering and community work also form an 
important part of our organisation-wide ‘Thrive@Ofcom’ 
wellbeing programme.

We encourage colleagues to take an active part in 
community initiatives and volunteering opportunities 
across the UK. We support them volunteering for any 
registered charity by offering three days’ paid volunteer 
leave each year. To help the country’s response to the 
pandemic, since 2020 we have offered an extra five days, 
bringing the total to eight paid volunteering days. We saw 
takeup of volunteering leave increase from a total 217 
hours in 2020/21 to 301 hours in 2021/22. 

Image caption goes here

8
DAYS PAID 
VOLUNTEERING
DURING THE YEAR

Volunteering leave take up

217 hours

301 hours

2020/21

2021/22
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Schools and institutions

We continued our extensive school outreach work, 
reaching children from 100 schools. We provided support 
to schools and institutions online, hosting large virtual 
work experience sessions and internships. 

We have partnered with Speakers for Schools since 2018, 
offering students from state schools, academies and 
colleges a week’s work placement during school holidays. 
This year we hosted three Digital Work Experience weeks 
with Speakers for Schools and provided career experience 
to over 50 students. The virtual format meant we were 
able to offer experiences to students around the country 
who otherwise might not be able to travel to our offices. 
The programme provided:

• a volunteer mentor line manager to work with every 
student who applied 

• presentation opportunities for students on our 
regulated sectors

• specialist insight into our Economics, Technology and 
Policy groups

In addition, we offered virtual work experience for 16 
A-level students from a business education charity, 
Career Ready, during the summer months. This links 
employers with schools and colleges whose students 
have little family background of higher education or 
professional careers, to give young people support, 
experiences and insights to kick-start their futures. 

In 2021 we formed a new partnership with EY Foundation 
Smart Futures in our Manchester location. This 
independent charity gives young people the skills, 
experiences and support to help them secure the roles 
they really want, and connects employers to talented 
young people across the UK. As part of the programme, 
we supported 20 young people (16+) from low-income 
backgrounds in Manchester to gain a variety of 
transferable skills that will give them a head start in their 
career in our industry. All the young people will achieve an 
accredited qualification.
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We have an ongoing programme to increase gender 
and ethnic diversity in our Science, Technology, 
Engineering and Maths (STEM) roles, and hosted 
a virtual panel event in October 2021 on supporting 
women in broadcast technology. We also sponsored the 
Institution of Engineering and Technology’s (IET) Young 
Woman Engineer of the Year Award 2021, supporting 
women in engineering.

Apprenticeships and internships 

Apprenticeships
In January 2022, we established a strategic partnership 
with Visionpath. This focuses on Ofcom careers targeted 
at socially disadvantaged young people, targeting schools 
in the geographical areas we are looking to grow, and 
encouraging school leavers to take up our apprentice 
opportunities.

We currently employ 23 apprentices in various 
professional areas. We are set to grow this towards 
the end of 2022, with a further 15 apprentices 
working towards policy, digital and customer service 
apprenticeship standards. As well as this, we currently 
have 18 colleagues using the Apprenticeship Levy to gain 
additional skills such as professional qualifications from 
CIMA (accountancy), CIPD (People Profession or HR) to 
BEng (engineering).

Interns
In summer 2021, we partnered with Bright Networks to 
take part in its three-week virtual internship for 16-24 
year olds. We got involved in the public sector, policy and 
charity streams, and our graduates hosted a virtual 
networking session with Bright Networks.

Our Legal team partnered with the Sutton Trust’s 
‘Pathways to Law’ programme to host six students for 
paid work experience in September 2021. This ongoing 
programme aims to widen access to the legal profession, 
raise students’ aspirations, and allow them to make 
informed decisions about their future career. It is open 
to students who attend non-fee-paying schools, with 
many students often being the first in their family to 
attend university. 

In 2021, we were proud to support the 10,000 Black 
Interns programme, a new initiative in the UK seeking 
to offer 10,000 internships to young black people over 
five years, across 24 sectors, involving more than 
700 companies.

In 2022, we are taking part in the six-week internship 
programme, having offered 13 (five more than planned, 
because the calibre of people was so high) young black 
African, black Caribbean and black British students paid 
work experience. 
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SUSTAINABILITY 
REPORT

Ofcom has achieved the Greening 
Government Commitments targets1 
(GGC Target: 58% reduction) and cut 
overall greenhouse gas (GHG) emissions 
by 80% from a 2017/18 baseline. 

This reduction can be explained by a 
reduction of electricity consumption and 
business travel due to the pandemic. As 
people gradually return to pre-pandemic 
levels of travel and building occupancy, 
we expect to see further increase as all 
our operations return to normal in the 
coming months. 

REPORTING ON OUR EMISSIONS 
FOR 2021/22

Ofcom has 
achieved the 
Greening 
Government 
Commitments 
targets1
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PERFORMANCE AGAINST 
GREENING GOVERNMENT 
COMMITMENTS
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0%
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ULTRA-LOW EMISSION 
VEHICLES (ULEV) 

REDUCTION IN  
DOMESTIC FLIGHTS

ACTUAL LANDFILL 
WASTE

ACTUAL PAPER 
REDUCTION 

GHG emissions (Scope 1,2 & 3)

Vehicle fleet

Business travel

Waste reduction (Scope 3)

Target 1 – Landfill waste

Greenhouse gas emissions (GHG)  
includes scope 1,2 (direct) and 3 (indirect) emissions
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Reporting on sustainability going forward

Since 2007, Ofcom has continually reduced the carbon 
footprint of the activities with the most significant 
impact on the environment. We are now working to put 
in place a formal accreditation framework, including an 
environmental policy, enhancing our reporting across our 
seven sites, and raising the visibility of the sustainability 
work across the organisation.

As a public organisation, we want to lead by example. 
In April 2021, the Board and Senior Management agreed 
to work towards the ISO14001 industry standard 
(Environmental Management System) to help us adopt 
a more systematic approach to calculating our 
environmental footprint and look for opportunities 
to improve.

In the past 12 months we have:

• agreed Ofcom’s first Environmental Policy1, 
demonstrating our commitment to improving Ofcom’s 
environmental performance; 

• we followed the Plan-Do-Check-Act cycle, which is at 
the heart of all ISO management system standards, 
to review all our systems, procedures and processes 
and compare them with the IO14001 requirements; 

• we identified the environmental aspects2 of our 
activities which we can control and influence and 
their potential impacts on the environment; 

• we determined how all relevant legislation and 
requirements relate to these aspects. By working 
within this framework, we assessed the things that 
worked well, while refining the ones that we need to 
improve on; 

• we established measurable objectives and targets 
consistent with the objectives of our new policy; and,

• we determined clear planning actions to meet our 
objectives3 and ensure that we are compliant with all 
our obligations. 

Colleague engagement is vital to the success of the EMS. 
We are working towards creating a Green Champions 
programme, to ensure that colleagues feel empowered 
to contribute to Ofcom’s progress on carbon impact and 
hold the organisation to account, as well as suggesting 
creative ideas to help ensure that we are continually 
improving.

1 https://www.ofcom.org.uk/about-ofcom/policies-and-guidelines/environmental-policy. 
2 Aspects are defined in the standard as the organisation’s activities interacting with the environment. 
3  Some of these planning actions include, for example: undertaking a waste audit across all our estate to better understand the waste we generate and 

measure it more accurately; establish a waste reduction strategy (including eliminating single use plastic from our operations); undertaking a 
biodiversity audit of our site in Baldock followed by a biodiversity improvement plan. 
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5-year Sustainability performance overview

2017/18 2018/19 2019/20 2020/21 2021/22

Oil, Gas & Fuel  
(Scopes 1)

tCO2e 400 327 185 108 115

Expenditure £118,905 £117,133 £96,121 £54,969 £61,817

Electricity  
(Scope 2)

tCO2e 809 528 308 189 172

Expenditure £340,333 £287,074 £158,351 £127,929 £146,021

Business travel  
(Scope 3)

tCO2e 519 555 594 7 57

Expenditure £705,602 £742,876 £837,982 £5,458 £139,275

Total Greenhouse  
gas emissions

tCO2e 1,728 1,410 1,087 304 344

Expenditure £1,164,840 £1,147,082 £1,092,454 £188,356 £347,112

Dame Melanie Dawes DCB
Chief Executive and Accounting Officer

15 July 2022  
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