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Background to the mobile switching quantitative
research

Ofcom's statutory duties under
the Communications Act 2003
are:

A to further the interests of
citizens in relation to
communications matters;

A and to further the interests of
consumers in relevant
markets, where appropriate
by promoting competition

OFcom

In order for consumers to benefit from competition, they must be
able to switch between products and services without undue
effort, disruption and anxiety

Evidence from Ofcombs switchin
retrospect most switchers spontaneously state it is easy to switch.
However, when prompted, around half in each market say they
have experienced difficulties.

This quantitative research has been undertaken in order to
specifically assess the consumer experience when switching
mobile network provider

Data was collected and analysed by BDRC-Continental, an independent research agency




Research method

Data collection Sample :&% Analysis |.|| Q'
[ ]
A The survey was conducted among A The overall sample profile A Evenwhen quotas are imposed to
an online panel sample achieved was nationally ensure a nationally representative
A Online research allowed a cost representative of mobile decision spread, online samples can
effective and efficient means to makers in terms of both sometimes be biased towards
reach the audience Ofcom wished demographic and key attitudinal particular types of individuals
to consult measures (see 6alnalA Thesurveywas therefore
A Fieldwork took place from 20t detall) calibrated using data collected
August to 1st September 2015 A The sample was divided into from a nationally representative
A The overall sample size is 6,762 different groups in terms of their face to face omnibus survey
interviews mobile switching behaviour for the A This weighting has also ensured
purposes of analysis. (More on the correct incidence of the
the composition of these groups different sample groups within the
can be found on the following overall sample, |adj
slide) samplingd6 of sonle g
A Quotas were set in order to ensure out to ensure that a robust number
that a minimum number of of interviews was achieved for the
interviews per cell was achieved purposes of analysis
for the purposes of analysis
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Approach to asking about experience of switching/remaining with
existing provider

A

Switchers were presented with a series of potential difficulties that they may have faced when
switching and Considerers with potential factors that may have played a role in their decision to
stay with their current provider

Some difficulties/factors would only have been relevant to respondents that had undertaken

specific activities. Therefore prior to being asked about the difficulties/factors, Switchers and
Considerers were asked about specific experiences they may have had and their responses
were used to route them through to the relevant statements

For each (that they had experienced, either as reported by the respondent, or as a necessary
step in the journey) switchers/considerers were asked to say whether it was a major or minor
difficulty/factor or not a difficulty/factor at all. If they indicated they had more than one major
difficulty/factor, then they were asked to say which was the main one. If only one major
difficulty/factor was selected, then this was automatically codedas 6 mai n 6

Non-switcher/non-considerers were asked about a similar series of factors in the same manner
as Switchers and Considerers, however as they had neither switched nor gone through the
process of considering, they were not routed based on having undertaken specific activities




Detailed sample breakdown (1 of 2)

Name of
group in report

Group and size in overall sample:

Description of group

Switched in last 18 months

OSwitche
9|

There are several different groups within the overall
O0switchedd sample depending
were using (i.e. PAYG/ Contract/ SIM) and switched to,
and whether they kept their number (PAC) or changed it
(C&R). This is detailed on the following slide.

(0]

Considered and actively started 6Consi de rlTherearetwomaingroupswi t hin the overa

looking but decided not to change 3%
provider in the last 12 months

Currently considering switching oCurrent

C

sample depending on whether they intended on keeping
their number or were unsure/ wanted something else

0 N eswitcher/non-
Considered but did not start

looking and decided not to 16%
change provider

0 N eswitcher/non-
Not considered changing mobile consi

Views of this group are not explored in this research. They
are in the process of switching so cannot comment on the
entire procedure. They have also not decided not to

switch and are therefore not

non-switcher/non-considerer groups.

der 0
network provider in the last 12 oFTr:is g;'r,oup did not consider switching or switch provider

months

consider rifis é?oup did not proceed far enough down the route of

swi tcchamsgi dder ati ond




Detailed sample breakdown (2 of 2)

Group and size in overall sample: Composition of sample group:

Switchers within pre-pay (PAC)

Switchers to/within full contract (total)

Switchers to/within SIM only (total)

Switchers via PAC Key groups
Switched in last 18 months Switchers via car  |for analysis

Switchers to/within full contract (PAC)
Switchers to/within full contract (C&R)

Switchers to/within SIM only (PAC)

Switchers to/within SIM only (C&R)

Considerers (wanted to keep humber)

Considered and actively ; .
started looking but decided 3% Considerers (intended to not keep number)

not to change provider Considerers (undecided)

Considerers (unaware could keep number)

7%
85%
8%
67%
33%
54%
31%
5%

2%

75%
4%
21%

0%

Split by package

type

[ J

* : :
Split by switch
method

[ J

®

Split by switch
method and
package type

Split by wanted to
keep number or
other/undecided
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Incidence of switching mobile phone network provider

Three in five claim to have switched provider, one in seven in the last 18 months

Headline

Last 18
months,
15%

Never,
40%

More
than 18
months

ago,

45%

Detall

No - never changed
provider

Yes - more than 3 years
ago
Yes - 2-3 years ago
Yes - 19-24 months ago
(i.e. 1.5-2 years ago)
Yes - 13-18 months ago
(i.e. 1-1.5 years ago)

Yes - 7-12 months ago

Yes - in the last 6
months

o

I 7%
B 0%
B s»

B 4% [ |sample group:

A. Switched
5%

F6%
[ J

QA7 Have you ever changed your mobile phone network provider? If yes, when did you most recently change mobile phone
network?
Base: All respondents: 6762
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Summary: switched providers in the past 18 months

Who they are

A A switch of mobile provider was made by three in five of the sample, although those making a switch in

A
A

the past 18 months accounted for 15%

I This was split by: 6% in the past 6 months, 5% in the last 7-12 months and 4% in 13 or more months
Switching via PAC was more prevalent than via C&R (10% vs. 5%), and the single largest group
comprised PAC switches to/ within those with full contracts (8%)

Compared to the overall consumer sample, those switching mobile provider in the past 18 months were
more confident with technology, e.g. 52% agreed
guestions about technologydé, compared to 34% for
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Summary: switched providers in the past 18 months
Their journey

A A majority of consumers that switched made a comparison between providers (80%); a similar

proportion found out what they needed to do in order to switch

A For three in five (57%), once they had decided to switch (i.e. they had selected an alternative mobile

provider), the first point of contact was their new provider, more than double the proportion that
contacted their previous provider first (24%)

A Notice was most commonly given at the end of, or after the end of the minimum contract, but a

guarter (27%) gave their notice before the end of this period

A Afifth said they experienced a temporary loss of service. This was more common for those switching

via PAC (22%) than C&R (14%)
I A quarter (26%) of those switching via PAC were given a temporary number; and 8% said they
experienced both a temporary number and a loss of service

A Early termination charges were paid by 37% of those who had given notice before the end of their

minimum period
I In around half of cases these charges were less than £50, and for a fifth they were less than £20
I In afifth of cases these charges were paid by those with less than a week left on their contract

A The most popular means of obtaining a PAC was via the phone, and four in five found the process of

obtaining the PAC to be 6beasybd

A In total, 32% of switchers experienced a contract overlap

I For 59% of these, this was unwanted i.e. 19% experienced an unwanted contract overlap

A A third of the sample did not port their number

i C&R switchers said 6didndédt want to keep number
(14%), or owould have I|Iiked to have kept it, b
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Summary: switched providers in the past 18 months

Contact with providers

A A quarter (25%) were contacted by their previous provider during the switching process. In half the
casest hi' s was to

servicesbo
I Calls to

A Contact

wi t h
descriptors

6of fer me a

provi de a
early (21%) were less frequently cited

t he
were Ot

PAC

previous
me consumingdoa

better

(21 %)

deal [/

and o6to

provider

wa S

(28 %)

t

e |

cited
and

t al

Kk

I Those switching via C&R were less likely than PAC switchers to describe contact with previous

provi der

S Ohel pful o

A~

A A third found contacting their previous provider to difficult (11% major/ 23% minor)

I Reasons

to stay

gi ven
wi t h

wer e
t hemo

(24% vs. 36%)
that Othey kept
(40%), and oO0i't

me
wa S

t
d

abo

me

r

a
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Summary: switched providers in the past 18 months

Overall experience

A
A

Al most four in five (78%) found the process of
the different switcher groups

Satisfaction with the decision to switch, stood at 87%. Again, this was consistent between the

different switcher groups

Three in five (62%) did not mention any Omaj or o
average, with mentions ranging from 3% to 11% for the activities measured/prompted

In terms of overall difficulty ( 6 maj or 6 or &émi nor 0)

A~

i 6Cancelling your previous servicebd, O6getting t
provideroé6, 6understanding the relevant steps r
number 6, 6écontacting your old providero6, and 0
as 0 ma joradrmd nddficudties by a third or more

i However, among those that experienced particularas pect s, having 6a provi
you t omwihgcontentfromrone c¢cl oud storage to anothero a
contract earl yod6 wer e domemost nabhof these swwitthersor 6 di f fi ¢

The experience of obtaining a PAC was positive for most of those who requested it.
i However, for those who found the experience difficult, the most mentioned reasons for this related
to the time involved.
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Summary: switched providers in the past 18 months

PAC vs. C&R

A The incidence of experiencing the two types of switching process among switchers was 67% PAC, 33%

C&R

i Half of C&R claimed they did not want to keep their number (although responses suggested in some
Instances this was not motivated through a benefit to them but a perception of difficulty around
keeping their number)

A C&R switchers were more |likely to find O0keepi
PAC switchers (8%)

C&R were more I|ikely to be Overy satisfiedob witdt

more | ikely to find the process O6easyodo (o6veryodo c

C&R switchers were less likely to go to their previous provider as their first point of contact once they

had decided to switch (19% vs. 27%), and when they did this it was more likely to be to cancel than to

obtain a PAC code

C&R switchers were less likely to experience a loss of service (14% vs. 22% PAC), but more likely to

have an overlap of contracts (40% vs. 28%)

i However, for nearly half (48%) of C&R switchers with contract overlap this was a choice to prioritise
getting the handset they wanted as soon as possible (32% of C&R with overlap) or get a deal with a
new provider before it ran out (28% of C&R with overlap), significantly higher than PAC with overlap

A Attitudes towards contact with previous providers was less positive in some respects for C&R switchers,

fewer said it was Ohelpfuldé (24% vs. 36%), and ¢

A Among the C&R sample, thé fmo<tul me yotiripr@meaumbaekim & iPn%)

was more than twice that of t he next mo st menti C
mentions among the PAC sample (3%)
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“Summary: consumers who o6consi der ed:q

Who they are

A
A

It was a minority of the sample (5%) who considered switching providers in the past 12
months but decided not to
More were currently considering switching provider (19%), however the views of these
consumers have not been included because they did not have a complete view of the
consideration or switching journey
Those who considered switching were more likely to be male than those who had
switched provider. They were also slightly more likely to be social grades ABC1
Their attitudes towards technology were similar to those who have switched and were
more confident about technology than the ¢
and keep up with technologydé vs. 61% of tF
However, they were less likely to have switched provider for services in other markets
I just over half had done so for the services asked about, compared to two thirds for

those who had switched mobile provider
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“Summary: consumers who o6consi der ed:q

The journey that those who 6consideredd switchincg

A
A

Almost all (91%) who considered switching had taken some action related to it. For 45%

this involved 0l ooking online at potenti al

Those who considered switching and wanted to keep their number were slightly more

likely to have contacted their provider regarding the switch (73% vs. 66%)

When thinking about switching, in most cases those that contacted their current provider

had looked at alternative providers (53%), and 13% had made a decision but not signed

up (13%)

Experiences of contacting providers: 11% s

providerd was a Omajor 6 factor I n remainin

I Taking too long to get through was the single biggest reason for this difficulty (37%)

I Al most matched by the 32% who said they |
convince me to stay with themo

A quarter (23%) were contacted by their current provider. The largest reason for this

was to be offered a deal (63% of those cor

serviceso (32%).

More than two fifths (46%) of those who called to obtain a PAC were offered a deal/

discount on their existing package
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“Summary: consumers who o6consi der ed:q

Overall experience

A Most consumers who considered but did not switch were satisfied with their decision to
stay with their current provider (85%)

A The main factors contrib
the best deal/ cheapest
current p®%owmiatcasénd) ( 12
i ol prefer to stay with trusted/ Kknown pr

di fference Iin cost to be worth switching:
switching (83% and 78% 6 ma j o r Ofdctoryailthougi féw in comparison mentioned
either as o6maind reasons (5% for each)

A Bad experiences switching in other markets generally (33%) or the mobile market
specifically (29%) wer e factors for a minority and
reason for not switching.

I difficulties obtaining the PAC was a factor for a minority (25%) and did not figure as
the 6maind factor 1 n not switching

uting to the deci s
(20% Omai nd reasao
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Summa rNpn-swacher/non-considererd6 cons ume

Who they are

A Non-switcher/non-considerer consumers accounted for around two-thirds (68%) of mobile phone
users in our sample and most of these had not considered switching provider in any way in the last 12
months (52%). There was also a group of consumers who had considered switching but that had not
started looking (16%) who are classed with this group because they did not go far enough through the
switching process to have truly considered making a provider switch

A ®on-switcher/non-considerer6 consumers were al most as | ikely t
were a handset and monthly contract (44%), with a minority (14%) SIM only

Why they are non-switcher/non-considerers

A 6Prefer to stay with trusted/ known providerd an
the most commonly chosen 6émain factorsd i n remai
a switch (15% and 17% respectively)

A Other relatively hi
net work coverageo6 (
rising to 15% for those with a contract)

A At the other end of the scal e, bad experience wi
were cited by fewer thanone-in-t en as Oémaj or 6 reasons I n remaini.

gh scoring factors were Ocurrtr
9% select as Omaind factor),
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Description of the sample T types of switch

All respondents

1
1
1
1
1
1
1
1
1
i
1
- L 12% 10%
1% . 4% 1% 0% ! 1% 5%
Switchers within Switchers Switchers Switchers Switchers 1 Switchers Switchers Switchers via Switchers via
pre-pay (PAC) to/within full to/within full  to/within SIM only to/within SIM only;  to/within full  to/within SIM only, PAC C&R
contract (PAC)  contract (C&R) (PAC) (C&R) | contract (total) (total) .
i |
1 1
1 1
1 1
1 1
All who have switched in the last 18 months N 550 5
i |
1 1
54% : :
1 1
1 1
0
0 1 1
, || , , , — , ! , . , ,
Switchers within Switchers Switchers Switchers Switchers | Switchers Switchers |  Switchers via Switchers via
pre-pay (PAC) to/within full to/within full to/within SIM only to/within SIM only: to/within full to/within SIM only: PAC C&R
contract (PAC)  contract (C&R) (PAC) (C&R) ! contract (total) (total) !
i i
& &

QA12 When you switched, what type of mobile package did you switch from?/ QA6 Which of these best describes the main mobile phone package you personally
use and pay for? / QA13 And when you switched did you..?
Base: All respondents (6762) / All switched last 18M (1319)




Consideration of switching mobile phone network provider in the

last 12 months

More are currently considering than have considered but dismissed switching in last 12m

Headline

Currently
considering,
15%

Considered
L12m, 3%

Switched
L12m, 11%
Non- Switched in
switcher/ 13 to 18M,

non- 4%
considerer,

67%

Detall

Switched in last 18 months
1. See note below

Considered and actively
started looking but decided
not to change provider

Considered but did not start
looking and decided not to
change provider

Currently considering
switching

2. See note below

No, not considered changing
mobile network provider in the
last 12 months

2Fcorn

Sample
group
m Switched
3% Considered

Non-switcher/non-
considerer

Current considerer

Non-switcher/
non-

considerer

Notes on sample. 1. There will be some overlap between those who switched up to 18 months ago and the other categories. However for the purposes of this

research
switched

they are in the
sampl e groups.

dsevs @ crhed@o ,scaenptl = tga wel pn otn | o @p | et ed
H o wansvétcher/ndm-eonsidererd egrad s not i n

their éjourneyd

the o

QA8 Which of the following best describes whether you have considered changing mobile network provider in the last 12 months?
Base: All respondents: 6762

t hey



Type of consideration summary
Most who had made a decision were intending on switching via PAC

All respondents

3% 0%

1%

0%

Considerers (wanted to keep number) Considerers (intended to not keep number)

All considered switching in the last 12 months

4%

Considerers (undecided)

Considerers (wanted to keep number) Considerers (intended to not keep
number)

: )
Considerers (unaware could keep number)

0%

Considerers (undecided)

Considerers (unaware could keep
number)

QA11 Which of the following best describes how likely you would have been to keep your phone number if you had switched mobile network?

Base: All respondents (6762), All considered (500)




Notes for the reporté

A Slides frequently showing results for different sample groups:
I In order that that these are easily distinguishable the following symbol has been
used to indicate which group is the focus of each slide.

U

Non-switcher/non- Considered Switched
considerer

This can be found in the top left hand side of the slide.
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Summary: switched providers in the past 18 months

Who they are

A A switch of mobile provider was made by three in five of the sample, although those making a switch in

A
A

the past 18 months accounted for 15%

I This was split by: 6% in the past 6 months, 5% in the last 7-12 months and 4% in 13 or more months
Switching via PAC was more prevalent than via C&R (10% vs. 5%), and the single largest group
comprised PAC switches to/ within those with full contracts (8%)

Compared to the overall consumer sample, those switching mobile provider in the past 18 months were
more confident with technology, e.g. 52% agreed
guestions about technologydé, compared to 34% for
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Summary: switched providers in the past 18 months
Their journey

A A majority of consumers that switched made a comparison between providers (80%); a similar

proportion found out what they needed to do in order to switch

A For three in five (57%), once they had decided to switch (i.e. they had selected an alternative mobile

provider), the first point of contact was their new provider, more than double the proportion that
contacted their previous provider first (24%)

A Notice was most commonly given at the end of, or after the end of the minimum contract, but a

guarter (27%) gave their notice before the end of this period

A Afifth said they experienced a temporary loss of service. This was more common for those switching

via PAC (22%) than C&R (14%)
I A quarter (26%) of those switching via PAC were given a temporary number; and 8% said they
experienced both a temporary number and a loss of service

A Early termination charges were paid by 37% of those who had given notice before the end of their

minimum period
I In around half of cases these charges were less than £50, and for a fifth they were less than £20
I In afifth of cases these charges were paid by those with less than a week left on their contract

A The most popular means of obtaining a PAC was via the phone, and four in five found the process of

obtaining the PAC to be 6beasybd

A In total, 32% of switchers experienced a contract overlap

I For 59% of these, this was unwanted i.e. 19% experienced an unwanted contract overlap

A A third of the sample did not port their number

i C&R switchers said 6didndédt want to keep number
(14%), or owould have I|Iiked to have kept it, b
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Summary: switched providers in the past 18 months

Contact with providers

A A quarter (25%) were contacted by their previous provider during the switching process. In half the
casest hi' s was to

servicesbo
I Calls to

A Contact

wi t h
descriptors

6of fer me a

provi de a
early (21%) were less frequently cited

t he
were Ot

PAC

previous
me consumingdoa

better

(21 %)

deal [/

and o6to

provider
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(28 %)

t
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I Those switching via C&R were less likely than PAC switchers to describe contact with previous

provi der

S Ohel pful o

A~

A A third found contacting their previous provider to difficult (11% major/ 23% minor)

I Reasons

to stay

gi ven
wi t h

wer e
t hemo

(24% vs. 36%)
that Othey kept
(40%), and oO0i't
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Summary: switched providers in the past 18 months

Overall experience

A
A

Al most four in five (78%) found the process of
the different switcher groups

Satisfaction with the decision to switch, stood at 87%. Again, this was consistent between the

different switcher groups

Three in five (62%) did not mention any Omaj or o
average, with mentions ranging from 3% to 11% for the activities measured/prompted

In terms of overall difficulty ( 6 maj or 6 or &émi nor 0)

A~

i 6Cancelling your previous servicebd, O6getting t
provideroé6, 6understanding the relevant steps r
number 6, 6écontacting your old providero6, and 0
as 0 ma joradrmd nddficudties by a third or more

i However, among those that experienced particularas pect s, having 6a provi
you t omwihgcontentfromrone c¢cl oud storage to anothero a
contract earl yod6 wer e domemost nabhof these swwitthersor 6 di f fi ¢

The experience of obtaining a PAC was positive for most of those who requested it.
i However, for those who found the experience difficult, the most mentioned reasons for this related
to the time involved.
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Summary: switched providers in the past 18 months

PAC vs. C&R

A The incidence of experiencing the two types of switching process among switchers was 67% PAC, 33%

C&R

i Half of C&R claimed they did not want to keep their number (although responses suggested in some
Instances this was not motivated through a benefit to them but a perception of difficulty around
keeping their number)

A C&R switchers were more |likely to find O0keepi
PAC switchers (8%)

C&R were more I|ikely to be Overy satisfiedob witdt

more | ikely to find the process O6easyodo (o6veryodo c

C&R switchers were less likely to go to their previous provider as their first point of contact once they

had decided to switch (19% vs. 27%), and when they did this it was more likely to be to cancel than to

obtain a PAC code

C&R switchers were less likely to experience a loss of service (14% vs. 22% PAC), but more likely to

have an overlap of contracts (40% vs. 28%)

i However, for nearly half (48%) of C&R switchers with contract overlap this was a choice to prioritise
getting the handset they wanted as soon as possible (32% of C&R with overlap) or get a deal with a
new provider before it ran out (28% of C&R with overlap), significantly higher than PAC with overlap

A Attitudes towards contact with previous providers was less positive in some respects for C&R switchers,

fewer said it was Ohelpfuldé (24% vs. 36%), and ¢

A Among the C&R sample, thé fmo<tul me yotiripr@meaumbaekim & iPn%)

was more than twice that of t he next mo st menti C
mentions among the PAC sample (3%)
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Activities undertaken by those that have switched

Eight in ten made a comparison | ®  Switched via ®  Switched via
Switched PAC C&R

Compare what different providers were offering I c0 80% | [ 79%
Find out what you needed to do in order to switch I 83% | I 5%

Choose the date you wanted to start using your new _ 0
mobile provider 61% 64% B s6%
Need to set up a new online account B 0 58% B 63%
Experience your old provider trying to persuade _ 1%
you to stay 51% 56% N 42%
Need to pay upfront charges for your new handset  |[Jl] 33% 36% B 2%
Unlock your handset to take it with you/unlock your
old handset N 30% 35% B 20%
Move content from one cloud storage to another
(i.e. to or from a Cloud service provided by a mobile [ 28% 33% B 20%
provider e.g. O2 cloud to provider to iCloud)
Leave your contract garly/ before the end of your B 22 26% B 0%
minimum contract period

® ®

QA14 When you last changed mobile provider, did youé ?
Tables ordered on switched
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)

The approachtoas ki ng about experience of switching/remaining with e:
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Those reporting ANY difficulty (Major/ Minor) with each activity (1 of 2)
Almost two in five found cancelling their previous service to be a difficulty

) Switched via Switched via

Switched ® PAC ° C&R
Cancelling your previous service - 37% 38% - 36%
Getting the information you needed from your 0 0 0
previous provider - 36% 37% - 34%
Understanding the relevant steps required to 0 0 0
switch provider B s 37% B 31%
Keeping your phone number - 34% 34% - 34%
Contacting your old provider - 33% 34% - 31%
Finding time to research the market - 32% 34% - 29%
Unlocking your current/your previous handset - 29% 30% - 26%
Getting the switch to happen on the date you - 2806 31% - 24%
wanted
QA15A And which, i f any, of these did you experiemgce difficulty wi@hé?

Tables ordered on switched
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)

The approachtoas ki ng about experience of switching/remaining with e:
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Those reporting ANY difficulty (Major/ Minor) with each activity (2 of 2)
Half of those who moved c¢cloud content found

Figure in box indicates % among those who Switched ? Switched via ? Switched via
had experience of this activity PAC C&R
Your previous provider trying to persuade you to 0 5 0 ;A 0 5
iy B 2% | 54% 29% | 51% B 27% | 64%
Comparing what different providers are offering B 22 [30% 26% | 32% B 20% [26%
Contacting your new provider - 24% 27% - 18%
Setting up a new online account Bl 5% |30% 19% |32% B 6% | 25%
Moving content from one cloud storage to . 14% 50% 16% 48% . 10% 51%
another
Paying the upfront cost of the new handset . 13% 39% 15% 41% l 9% 33%
Paying the charge to exit your contract early . 13% 49% 14% 50% . 10% 47%
o o
QA15A And which, i f any, of these did you experience difficulty withé?

Tables ordered on switched
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)

The approachtoas ki ng about experience of switching/remaining with e:
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Those reporting a MAJOR difficulty with each activity (1 of 2)

Keeping phone number was a 6émajoro difficul

Figure in box indicates % among those who Switched SW”;Z\? via ® Swﬂgt;eRd via
had experience of this activity

Contacting your old provider . 11% 10% . 11%
Cancelling your previous service . 10% 9% . 13%
Keeping your phone number . 10% 8% . 14%
Gett_lng the mf_ormatlon you needed from your . 9% 9% l 8%
previous provider
Unlocking your current/your previous handset l 8% 7% . 10%
Getting the switch to happen on the date you l 8% 8% I 2%
wanted
S\:;J;r previous provider trying to persuade you to I 204 14% 206 [13% l 8% 18%
Ur_lderstanQ|ng the relevant steps required to I 7% 8% I 7%
switch provider
QA15A And which, i f any, of these did you experl.ence difficulty. witheé?

Tables ordered on switched
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)

The approachtoas ki ng about experience of switching/remaining with e:
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Those reporting a MAJOR difficulty with each activity (2 of 2)

Setting up a new online account was not a major difficulty for most of those who

experienced it

Figure in box indicates % among those who
had experience of this activity

Finding time to research the market

Contacting your new provider

Comparing what different providers are offering

Paying the charge to exit your contract early

Moving content from one cloud storage to
another (i.e. to or from a Cloud service provided
by a mobile provider e.g. O2)

Paying the upfront cost of the new handset

Setting up a new online account

QA15A And whi ch, i f any, of

Tables ordered on switched

these did

Switched
J 6%
| 5%
| 5%
| 2%
| 3%
| 3%

| 3%

you

6%

17%

12%

9%

5%

exper

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)

The approachtoas ki ng

about

experience of

Switched via Switched via
PAC C&R

6% | 5%

6% | 4%

5% 7% | 2% 5%

5% 14% | 3% 23%

4% 13% | 2% 9%

4% 10% | 2% 7%

4% 6% | 2% 3%
ence difficulty]Jlwithé?»

(]
switching/remaining with e:




Those reporting a MAIN difficulty (1 of 2)

There were a variety of different 6maind difficul

ultimately not doing so) was the main difficulty experienced
®

®
: : - Switched via
Figure in box indicates % among those who Switched Switched via C&R
. . . PAC
had experience of this activity
Keeping your phone number I 5% 3% . 9%
S\::;r previous provider trying to persuade you to I 3% [ 6% 3% | 6% I 3% 2%
Getting the switch to happen on the date you I 306 3% | 204
wanted
Cancelling your previous service l 3% 2% l 3%
Contacting your old provider l 3% 2% l 3%
Unlocking your current/your previous handset I 2% 2% I 4%
Gett_lng the mf_ormatlon you needed from your | 204 204 | 204
previous provider
Finding time to research the market I 2% 2% | 2%
® ®
NB: 62% of those who had switched had no MAJOR difficulties and hence no MAIN difficulty
QA15A And which, i f any, of these did you experience difficulty witheé?. o o
Tables ordered on switched The approach to asking about experience of switching/remaining
with existing provider is discu

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)
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Those reporting a MAIN difficulty (2 of 2)

)
Figure in box indicates % among those who Switched Switched via Switched via
had experience of this activity PAC C&R

Paying the charge to exit your contract early I 2% 8% 2% 8% I 2% 8%
Comparing what different providers are offering I 2% 2% 2% 2% I 2% 2%
Contacting your new provider I 2% 2% I 1%
Understanding the relevant steps required to switch .
provider I 2% 2% | 1%
Paying the upfront cost of the new handset | 1% 3% 1% 3% I 1% 2%
Setting up a new online account I 1% 2% 1% 2% I 1% 1%
Moving content from one cloud storage to another
(i.e. to or from a Cloud service provided by a mobile | 1% 3% 1% 204 I 1% 3%
provider e.g. O2)

NB: 62% of those who had switched had no MAJOR difficulties and hence no MAIN difficulty

QA15A And which, i f any, of these did you experience difficulty withé&?
Tables ordered on switched The approach to asking about experience of switching/remaining
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601) with existing provider is discu
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Ease of switching
Four in five found t hwvithnoisignefieantsdifferencebbg tymeemfa sy 6

itch Switchers Switchers Switchers
Switc L " e
_ Switched via  Switched via within pre- to/ within to/ within full
Switched PAC C&R pay (PAC) SIM only contract
All Tinding O &gy 78% 80% 82% 78% 78%
Very easy 31% 29% 34% e 31% 30%

® Fairly easy

Fairly difficult

m Very difficult

® Don't know 15% 16% 13% 14% 15%
3% 0 4% 3% a
- 3% - 304

QE®6 How would you rate your overall switching experience, i.e. from the point at which you decided you wanted to switch tothepoi nt you were using y®B8ur neuv
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All within Pre-pay (101), All to/ within SIM only (201), All to/ within
full contract (1004)
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Ease of switching, and experience of difficulties
Stated ease of switching was lower among those who experienced difficulties

All switched Experienced 1+ Experienced Experienced
(18M) - major difficulty only minor no difficulties
recalled difficulties
38% 36% 26% l % of switchers
6Veryd or |O6f ail7800y 0 easy 61% 87% 92%
13%
Very easy 31% 27%
B Fairly easy 61%
Fairly difficult
48% 60%
m Very difficult
28%
® Don't know 15%
0, 0,
[ 3% | o
3% 3% 2%

QE6 How would you rate your overall switching experience, i.e. from the point at which you decided you wanted to switch to the pointy ou wer e using your new provi
Base: All switched in last 18m (1306), Switched and experienced at least 1 major difficulty (487), switched and experienced a minor but no major difficulty (466), switched and did not

report a major or a minor difficulty (353)

Base: All switched in the last 24 months (428)
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Satisfaction with decision to switch to a new provider
Nine in ten are satisfied with their decision to switch

Switchers Switchers Switchers
_ Switched via ~ Switched via |  Within pre- to/ within to/ within full
Switched PAC C&R pay (PAC) SIM only contract
Al 0satisflie 87<V 84% 9204 91% 9204 86%
49% 44% e
’ 58% 60% 58%

m Fairly satisfied

Fairly dissatisfied

B Very dissatisfied 38%

32% 34%

® Don't know

Very satisfied .

8% 10% 9%
[ 3% [ 3% | ; AL e 1% [ 3% |
2% 204 1% 204 2% 204

&

QE7 Overall, how satisfied are you with your decision to switch to a new provider>?
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705), All switched via C&R in last 18m (601)/ All within Pre-pay (101), All to/ within SIM only (201), All to/within
full contract (1004)
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How found out what needed to do to switch

Looking online or speaking directly to a new provider were the most common means
of finding out how to switch provider
m Switched Switched via PAC  m Switched via C&R

Looked online at new provider's website
Spoke to new provider

Asked friends/family

Looked online at previous provider's website

Knew from previous experience switching mobile provider

Spoke to previous provider

Knew from previous experience switching other communication
services

Knew from previous experience switching other non-
communication services

Other

Don't know

QB6 How did you find out what you needed to do in order to switch?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)
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Contact process and reasons for contact
Top reasons for contacting previous provider were to give notice or obtain PAC

First point of contact on deciding to switch

B Don't know = Your new provider B Your previous provider

When made contact with previous provider

After | had made a decision on an

alternative mobile provider, but before | _ 38%

had signed up

After | had signed up with an alternative - 0
provider 25%

After | had looked at alternatives but

before | had made a final decision on an - 23%

alternative mobile provider

Don't know/don't recall F 18%

Reasons for contacting previous mobile provider All
before switched switched

28%

To cancel my service/give notice
To obtain a code to give to my new provider (PAC)
To check how much my final bill would be

To find out when my contract ended

To arrange the
providers at the same time

6stop datebd

To find out if | needed to give them a notice period to leave

To arrange the dat ed

service

6stop

To find out what | needed to do to change provider
To negotiate a better deal with my current provider

To find out about any charges for ending my contract early

To talk about their products and services

To obtain information about my contract e.g. my usage
patterns/spend

Other

Don't know/don't recall

27%
18%
17%

17%

15%

15%

15%

12%

11%

9%

7%

3%
15%

QD1 Once you had decided to switch i.e. you had selected an alternative mobile network provider, who did you contact first? QD3 And at what point did you contact your previous
mobile provider?/ QD4 And which, if any, of these were reasons you contacted your previous provider before you switched?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)

Italics=not process related
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Contact process and reasons for contact (Switched via PAC)
The most common reason for contacting previous provider was to obtain PAC

First point of contact on deciding to switch

B Don't know = Your new provider B Your previous provider

When made contact with previous provider

After | had made a decision on an
alternative mobile provider, but before | 42%

had signed up

After | had signed up with an alternative - 0
provider 27%

After | had looked at alternatives but

before | had made a final decision on an - 22%

alternative mobile provider

Don't know/don't recall F 15%

Reasons for contacting previous mobile provider Switched
before switched via PAC

27%
35%
19%
18%

To cancel my service/give notice
To obtain a code to give to my new provider (PAC)
To check how much my final bill would be

To find out when my contract ended

To arrange the
providers at the same time

6stop datebd

To find out if | needed to give them a notice period to leave

To arrange the dat ed

service

6stop

To find out what | needed to do to change provider
To negotiate a better deal with my current provider

To find out about any charges for ending my contract early

To talk about their products and services

To obtain information about my contract e.g. my usage
patterns/spend

Other

Don't know/don't recall

17%
16%
16%
17%
13%

12%
11%

8%
1%
11%

QD1 Once you had decided to switch i.e. you had selected an alternative mobile network provider, who did you contact first? QD3 And at what point did you contact your previous
mobile provider?/ QD4 And which, if any, of these were reasons you contacted your previous provider before you switched?

Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)

Italics=not process related
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Contact process and reasons for contact (Switched via C&R)

For C&R it was to cancel service

First point of contact on deciding to switch

B Don't know = Your new provider B Your previous provider

When made contact with previous provider

After | had made a decision on an

alternative mobile provider, but before | _ 31%

had signed up

After | had signed up with an alternative - 0
provider 22%

After | had looked at alternatives but

before | had made a final decision on an - 24%

alternative mobile provider

Don't know/don't recall F 26%

Reasons for contacting previous mobile provider Switched
before switched via C&R

To cancel my service/give notice
To obtain a code to give to my new provider (PAC)
To check how much my final bill would be

To find out when my contract ended

To arrange the
providers at the same time

6stop datebd

To find out if | needed to give them a notice period to leave

To arrange the dat ed

service

6stop

To find out what | needed to do to change provider
To negotiate a better deal with my current provider

To find out about any charges for ending my contract early

To talk about their products and services

To obtain information about my contract e.g. my usage
patterns/spend

Other

Don't know/don't recall

31%
13%
16%
17%
16%
14%
13%
10%
8%
10%
7%
6%
6%
24%

QD1 Once you had decided to switch i.e. you had selected an alternative mobile network provider, who did you contact first? QD3 And at what point did you contact your previous
mobile provider?/ QD4 And which, if any, of these were reasons you contacted your previous provider before you switched?

Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)

Italics=not process related




See if they could
match the deal
Male, 44

To see if they
could get me a
better deal
before | switch
Female, 26

Ask what deals
they had
Male, 50

To check for a
better deal

Just to make
sure they
couldn't beat the
new offer before
going ahead
Female, 32

To see what sort
of deal they
would offer me
Female, 56

To end one
before | started
to pay for
another
Female, 17

Poor service

To tell them how
disappointed |
was with the
customer care |
was getting
Male, 41

/ To cancel the
contract as soon
as possible
Female, 34

| wasn't happy
with the
reception
Female, 64

| wanted to
discontinue my
service € as
quickly as
possible
Female, 43

To see how to
stop the contract
Female, 16

Poor customer
service, forcing me
to maintain an
expensive contract
when my
circumstances had
changed
Male, 70

-~

Extremely poor
customer service
Female, 58

To end
contract

To get out of the
contract
Female, 16

QD2 What was your main reason for contacting your previous provider first, instead of your new mobile provider?

Ofcom

Reasons for contacting previous provider first (unprompted)

To get my PAC
code which |
knew the new
provider would

To get PAC

need
Female, 35
Needed porting
code
Male, 60
To obtain a PAC
Male, 50
Wanted to get the

porting number from
them so that | could
supply this to my
new provider
Female, 59

Needed code to
transfer the
phone number
Male, 37
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When gave notice to previous provider
Over one in four gave notice to their previous provider before the end of their
minimum contract period

m Switched Switched via PAC m Switched via C&R
35%
28% 31%
0 0 0 0
27% 27% 2504 . 26%
0 0
19% 21% g0,
Before the end of your minimum contract At the end of your minimum contract After your minimum contract period had Don't know/can't remember
period (i.e. before you had completed the period (i.e. on or around the final day of ended
full 12, 18 or 24 months of your original your original contract)
contract)

QD13 Before you left your previous mobile network provider, you would have been required to give them notice. This tends to be a period of 30 days.
At what point did you give notice to your provider that you wanted to leave?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)




Proportion who gave notice at the end of
their contract or outside of their minimum
contract:

Switched via PAC

Switched via C&R

2F-'corn

When began using the new provider if at end/ out of contract
One third of those who gave notice at the end of contract/outside minimum contract,
started using their new provider before the end of their notice period

Point began using their new mobile network provider (of
those who gave notice at end of contract/ outside
minimum contract):

m Switched
57% 57% 8%

AC
= C&R
32% 33% 3104
] I 11% 119% 11%

Before the end of your notice At the end of your notice perlod Don't know/can't remember
period (i.e. less than 30 days
after you had given notice)

QD17 You said you gave notice to your previous provider <IF CODE 2 AT QD13 at the end of your minimum contract period><FOR CODE 3 AT QD13 after your minimum contract
period had ended>. At what point did you start using your new mobile network provider?

Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)/ All giving notice at end of minimum/ after minimum: Switched
(662), All via PAC (377), All via C&R (285)




Whether experienced loss of service/ temporary number

Ofcom

Two in five that switched via PAC experienced some loss of service

loss of service:

Proportion who experienced a temporary

Loss of service (PAC only)

Loss and temporary number 8%

Temporary number only

QD22 When you switched, did you experience <[C&R] any period of time without your mobile service i.e. you were unable to make or receive callsimessages<[PAC] any period of time
where you had no service i.e. you were unable to make or receive calls/messages or only had a temporary number and not the number you had taken with you>? QD23B How long

were you without a service

Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)/ All experienced a loss of service: Switched (229), Switched via

PAC (146), Switched via C&R (83)

Any loss for
PAC =22%

Any temporary

number for
PAC = 26%

T
L th of | f . Temporary
ength of loss of service number
oorary number Loee | 1 [z ]
m Afew (400 ] '
minutes : :
19% 22% 10% : 18%
About an :
hour :
! 20%
- i 31% | :
- 33% .
hours ( |
About a 25% 22%
day :
28% :
® More than 29% !
a day
® Don't |
know/don't : ,
recall Switched Switched via PAC Switched via C&R Switched via PAC




,;ZIT;HING I\/IQBILE PROVIDER




Ofcom

Incidence/ amount of ETC and time left on contract
Almost two in five of those who gave notice before the end of their contract period

paid an ETC
All who gave notice before the end Proportion paying an Early How soon before the contract ended did
of their minimum contract period Termination Charge (ETC) they switch (those paying ETC)
(of those who gave notice before
end of contract) m Within a week m 2-3 weeks
= A month 2-3 months
Less than £207 20% ® 4-6 months More than 6 months
£211t0 £307 16% m Don't know/ can't recall

Al ewiehed - £31t0 £501 26% ) . o,
’ 37% £51t0 £1007 18% 21% 23% AL 8YlZ

More than £10071 12%

Switched
: 28% 0 0 0 0
viapAC 38% -10 e ‘MI

Less than £2071 15%

All Switched £21t0 £307 4%
via C&R - 27% 34% £31t0 £5071 33% 11% 16% 33% E 16% I
£51to £10071 15%

More than £1007 18%

QD13 Before you left your previous mobile network provider, you would have been required to give them notice. This tends to be a period of 30 days.
At what point did you give notice to your provider that you wanted to leave? QD14 When you switched, did you pay a charge for ending your previous contract early? This is called an
6early termination charged and may need to be paid i f yaQ@D1b Havmech gidoyaurhave to payd QDé6rHovbsedno r e
before the end of your previous contract did you switch?

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who gave notice before end of minimum contract period:
Switched (349), Switched via PAC (194), Switched via C&R (155)/ All paid ETC: Switched (125), Switched via PAC (72), Switched via C&R (50)
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Contract overlap incidence and length

Ofcom

A third recalled a contract overlap, higher among C&R switchers than among PAC

All with contract overlap

Length of overlap

1 day

2-3 days

4-6 days

A week

2-3 weeks

A month

More than a month

Don't know/ can't recall

Switched

\32%

Mean days: 13.2

M 6%
I 15%

56%

N 15%
7%
I 19%
4%
M 7%

B 2%

Switched
via PAC

28%

Mean days: 9.6

8%

70%

22%

20%

21%

Switched
via C&R

40%

Mean days: 19

B 4%

12%
33%
6%

15%

6%

4%

4%

B 12%
N 26%
B 26%
Bl 11%

B 1%

QD18 Did the contracts for your old and new mobile service overlap at all? In other words were you paying for both of them at the same time for any period? QD19 How long did the
contracts overlap for? In other words how long were you paying for both of them at the same time?
Base: All switched in last 18m which did not switch from PAYG (882), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who had contracts which
overlapped: Switched (284), Switched via PAC (140), Switched via C&R (144)
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Contract overlap attitude
Overall one in five had an unwanted contract overlap, rising to over one quarter for

C&R

Switched Switched
Switched via PAC via C&R
All with contract overlap 3206 . 28% 40%

Whether wanted
contracts to overlap

8% 8%

Yes No DK Yes No DK Yes No DK

¥

Switched (ot Pave) Switched via PAC Switched via C&R

\].9% 15% Y7%

All with contract overlap
and did not want overlap

QD18 Did the contracts for your old and new mobile service overlap at all? In other words were you paying for both of them at the same time for any period? QD20 Did you want the

contracts to overlap?
Base: All switched in last 18m which did not switch from PAYG (882), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who had contracts which
overlapped: Switched (284), Switched via PAC (140), Switched via C&R (144)




Ofcom

Contract overlap reason BT

C&R sample indicate stronger desire to take up a new service more quickly than PAC
i.e. more likely to want new handset immediately or to take up a deal before it ran out

Switched Switched
Switched via PAC via C&R
All with contract overlap 3206 . 28% 40%
Reason why contracts overlapped:
To ensure | had a continuous service/always had access to 28%% 31% 2504

a mobile service while the switch happened
To get the handset | wanted as soon as possible 23% 18% 32%
I had already signed up wit!/

aware of the notice period with my previous provider 20% 22% 18%
To sign up with my new provider before a deal ran out 20% 15% 28%
To switch to a better service immediately 19% 19% 19%
;Sigimﬁgogéﬁrra%?ve me a date that was before the end of 18% 20% 14%
To switch before the switching code (PAC) ran out 13% 20% 3%
To switch on a particular date, that | wanted 12% 14% 9%
Other 6% 5% 9%
Don't know/can't recall 3% 2% 4%

QD18 Did the contracts for your old and new mobile service overlap at all? In other words were you paying for both of them at the same time for any period? QD21 Why did the
contracts overlap?

Base: All switched in last 18m which did not switch from PAYG (882), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who had contracts which
overlapped: Switched (284), Switched via PAC (140), Switched via C&R (144)




Contract overlap in order to ensure continuity
Overlap shorter among those who did so to ensure continuity (but twin-peaked)

Switched with

Length of overlap

Weighted average:
1 day

2-3 days

4-6 days

A week

2-3 weeks

A month

More than a month

Don't know/ can't recall

overlap

13.2 days

M 6%
I 18%
N 15%
7%
I 19%
4%
M 7%

B 2%

Switched with overlap;

citing nt

(0]

Ofcom

Switched with overlap; not
e n scuirte ecguneiitononuityi t y

of serviceo asofr esaesrovni ce o as

11.6 days*

5%

24%

14%

14%

10%

3%

2%

29%

14.0 days
M 7%
B 15%
B 15%
B 18%
B 15%
BN 16%
B 8%

B 5%

QD18 Did the contracts for your old and new mobile service overlap at all? In other words were you paying for both of them at the same time for any period? QD19 How long did the
contracts overlap for? In other words how long were you paying for both of them at the same time?
Base: All who had contracts which overlapped ( 22 0) , Al l who had
contracts which overlapped and did notciteit o ensur e
* Low base

continuity

contracts which
of I%7prviceo as

ove

rl apped and ciAlwhdhait o ensu

reason for overl ap




Loss of service vs. contract overlap duration _— —

Duration of contract overlap (switchers who experienced contract overlap)

1 day 2-3 days 4-6 days A week 2-3 weeks A month  More thana Don't know/
month can't recall

Duration of contract overlap (switchers who experienced contract overlap AND loss of service)

Note: bases too small
to distinguish between
PAC/C&R or duration of
loss of service

1 day 2-3 days 4-6 days A week 2-3 weeks A month  More thana Don't know/
month can't recall

QD22 When you switched, did you experience any period of time without your mobile service i.e. you were unable to make or receive calls/messages /
QD18 Did the contracts for your old and new mobile service overlap at all? In other words were you paying for both of them at the same time for any period?
Base: Experienced contract overlap (220), Experienced both loss of service and contract overlap (57)
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Experience of contacting previous provider to leave
Among those who found it difficult to contact their previous provider, being kept on
the phone for too long, getting through and save attempts were all contributing factors

_ Switched Switched
Switched via PAC via C&R
Proportion finding » \ » \
(;ontacFing proyider a | 11% ?3f% 10% 24% 11% 20%
6majordo6 or 4gmir~rr d cul ty
— Major Minor Major Minor Major Minor
Reason for experiencing
difficulty
They kept me too long on the I 2 44% B 24%
phone
They 'Frled to convince me to B 0% 40% B 20%
stay with them
It was dlfﬁpult getting through B 20 39% B 2%
to my provider to cancel
0, 0 0
—— B 7% 5% B 12%
Don't know/don't recall W 6% 6% W 6%
QA15A And which, if any, of these did you experience di fduspovidet?y witheé? / QAl6c What w

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who found it difficult: Switched (414), Switched via PAC (234),
Switched via C&R (180)




Ofcom

Whether told about any provider specific benefits when called

previous provider to switch
3in 10 were told about benefits such as friends and family discounts that they may
lose if switched

29% 30%

26%

All switched Switched via PAC Switched via C&R

QB7 When you contacted your provider to switch, did they tell you about any provider-specific benefits (such as friends and family discounts, 2 for 1 cinema tickets) that you might lose
by switching away from them?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)
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Words used to describe contact with previous provider (spontaneous)
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Ig
= C O
O E QJ -@ professional E
C ] QO C useless —_
st m il . -, EXDEHSNE ffICIEHt
Cé 5t E - persuaswe fine CNEap
[ : plleasant : 8 nice gk, =

sud
Eﬁi
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snort DEICI
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awkward
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understanding
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QD7 Thinking about the conversations that you had with your previous provider when switching, what THREE words would you use to describe this contact with them?
Base: All switched (1306)




Ofcom

Words used to describe contact with previous provider (prompted)
OHel pful 6 was the most commonly wused word

provider although via C&R this was | ower t|
All switched Switched via PAC Switched via C&R
Helpful
Time-consuming

Frustrating

Informative
Unhelpful
Essential

Reassuring

Unnecessary

Dondt know

QD8 And still thinking about the conversations you had with your previous provider when switching, which of the following words would you use to describe this contact?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)




Contact from previous provider
A quarter were contacted by their previous provider. For half this was after they

called to cancel

Proportion contacted by previous
provider:

When this contact occurred:

After | had called to cancel my service
After | had requested my code (PAC)

Near the end of my contract period

After | had requested details about my
end of contract date

After | had discussed alternative deals
with them

After | had asked about an upgrade to
my existing contract

After | had contacted them to discuss my
current usage

Other

Switched

25%

I /500
I 319
I 2%

I 19%

Hl 13%

Bl 12%

o

| 1%

Switched
via PAC

1%

28%

20%

21%

13%

13%

10%

40%

37%

Ofcom

Switched
via C&R

\

21%

I 58%
B 14%

N 26%

B 16%

B 14%

B 9%

M 8%

I 2%

QD9 Did your previous mobile provider contact you at any point just before or after you had decided to change provider ? (e.g. via text, phone call or a letter etc.)/ QD10 At what point
did your previous mobile provider contact you?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)/ All contacted: Switched (313), Switched via PAC (193), Switched
via C&R (120)




Reason for contact from previous provider
Half were contacted to be offered a better deal, more than for PAC/ info about charges

Switched

Proportion contacted by previous . ‘

provider: 25%

Reason contact occurred:
To offer me a better deal/ talk about

I -0
renewal offers
To tell me about their services _ 28%
To give me my PAC - 21%
40%

To tell me about charges | needed to pay 0
for ending my contract early - AL
Other B 5%
Don't know/don't recall B 5%

QD11 Do you recall why your previous mobile provider contacted you?

Base: All contacted: Switched in last 18M (313), Switched via PAC (193), Switched via C&R (120)

Switched
via PAC
28%
48%
29%
24%
45%

23%

6%
3%

Ofcom

Switched
via C&R

\

21%

N 55
B 6%

B 13%
B 15%
B 7%
B 9%

26%




Methods used to contact new provider
A third contacted their new provider on the phone, a fifth in store

On the phone (mobile
provider)

In-store (mobile
provider)

Online via email (mobile
provider)

In-store (through a third
party, e.g. CPW)

Online via web-chat
(mobile provider)

Online (through a third
party, e.g. CPW)

On the phone (through a
third party, e.g. CPW)

Other

All switched

32%

22%

13%

12%

12%

11%

9%

W3

QD12A How did you contact your new provider when switching your service?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)

Switched via PAC

2%

Switched via C&R

29%

23%

12%

10%

12%

1

3

S
5
EX

a
O




Main method used to contact new provider

The main method of contact for the new provider was via phone

All switched Switched via PAC Switched via C&R
On the phone (mobile 26%

provider)

In-store (mobile
provider) 21% 22%

Online via email (mobile

provider) 10%

In-store (through a third
party, e.g. CPW) 9%

Online (through a third
party, e.g. CPW) %

Online via web-chat
(mobile provider) 9%

o

>
[EEN
W

On the phone (through a 8‘V
third party, e.g. CPW) -

Other .3% 2%

an
~

QD12a/b How did you contact your new provider when switching your service?/ And which was the main method?
Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)







2F-'corn

At what point was the contact to request the PAC / cancel service
Almost half asked for either, most did not ask for both

Asked for PAC or
cancelled service
when contacted
previous provider
before they switched:

49% PAC

38% C&R

45%

Reasons for contacting previous provider

before switch:

Of those doing both ..

Asked for PAC only 17%
Cancelled/ gave naotice only 18%
Both 11%

QD5 Did you ask for PAC and cancel your service/give notice at the same time/ QD6 And whic

8% did at the same time

1% cancelled first
(Remainder did not know)

h one did you do first?

Base: All switched in last 18m (1306) / All switched via PAC in last 18m (705)/ All switched via C&R in last 18m (601)




Method of contact used to request PAC
Telephone was the most common contact method used to request PAC

All who contacted
previous provider before
switch to request PAC

Contact method used to
request PAC

Telephone
Email

Web-chat

Sales agent obtained it
for me in-store

SMS/text
Other

Don't know/can't recall

Switched

\

27%

I /00
l 12%

B 8%

M 3%

H o%

I 2%

I 3%

Switched
via PAC

35%

12%
8%
7%

10%
2%

3%

75%

Ofcom

Switched
via C&R

N

13%

I 72%
Bl 13%

M 8%

Bl 13%

I 2%

| 1%

B 5%

QD4 And which, if any, of these were reasons you contacted your previous provider before you switched? / QE1 You said earlier that you requested a code (a PAC) from your previous
provider, how did you contact your provider to request the code?

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who made contact to receive a PAC: Switched (330), Switched
via PAC (256), Switched via C&R (74)




Ofcom

Means of receiving PAC (those contacted to request it)
SMS was the most recalled means of receiving PAC, although telephone and email

also figure Switched Switched
Switched via PAC via C&R
~
All who contacted
previous provider before 27% 35% 13%
switch to request PAC
Method of receiving PAC:
SMS/text I /1% 46% B 17%
Telephone I 300 34% S 23%
Email I 1% 21% B 25%
Sales agent obtained it for me in-store W 5% 4% B 9%
Web-chat B 5% 6% 0%
Other | 1% 1% | 1%
Did not receive code from provider B 2% 0% BN 23%
Don't know/can't recall B 6% 6% B 6%

QD4 And which, if any, of these were reasons you contacted your previous provider before you switched? / QE2 And how did you actually receive the code?
Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who made contact to receive a PAC: Switched (330), Switched
via PAC (256), Switched via C&R (74)




What discussed when contacted previous provider for PAC

2F-'corn

Around half discussed something other than the PAC when they contacted their

previous provider for it

All who contacted previous
provider before switch to
request PAC

What else was talked about:

No, they just gave me the PAC

Yes, they offered me another
deal/discount on existing package

Yes, they talked about their products and

services

Yes, they talked about aspects of my
service that | would lose if | left them

Yes they told me about aspects of my
current contract (e.g. termination charges)

Yes, they talked about my new provider's

service

Yes, other (please type in)

Don't know/can't recall

Switched

\

27%

I 0%
I 23
I 22
I 15%

E 15%

Bl 10%

I 2%

Il 5%

Switched
via PAC

35%

42%
26%
21%
17%
15%
10%
2%

6%

Switched
via C&R

N

13%

B 27%
N 38%
N 28%
I 20%

B 14%

B 11%

B 3%

B 14%

QD4 And which, if any, of these were reasons you contacted your previous provider before you switched? / QE3 Did your <SWITCHER previous provider talk to you about anything else
when you contacted them to obtain the code?

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who made contact to receive a PAC: Switched (330), Switched
via PAC (256), Switched via C&R (74)




Ofcom

Experience of obtaining PAC

Four in five found obtainjng t he PAC code 6
Switche Switched
Switched via PAC via C&R
- »
All who contacted previous
provider before switch to 27% 35% 13%
request PAC
Experience of obtaining PAC:
Easy (net): 81% 82% 75%
Very easy 26%
39% 41%

m Fairly easy

Fairly difficult
42%
m Very difficult
® Don't know 14% 14% 16%
1% 1% 0%

QD4 And which, if any, of these were reasons you contacted your previous provider before you switched? / QE4 How easy, or difficult, did you find it to obtain your PAC?

Base: All switched in last 18m (1306), All switched via PAC in last 18m (705) , All switched via C&R in last 18m (601)/ All who made contact to receive a PAC: Switched (309), Switched
via PAC (256), Switched via C&R (53)
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Reason for negative exp