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Research Objectives & Approach



Objectives

3.

The primary objective of the research was to measure usage, experience of, and attitudes towards 

communications services and service providers among SMEs across the UK

Within this Ofcom wanted to cover the following topics:

 Communications services and devices currently used, cost of communications services

 Sources of information used for communications services

 Satisfaction with communications services received and providers used

 Reasons for non-adoption of services and devices not currently used

 Engagement with the market (e.g. understanding of and access to communications channels 

available, awareness of supplier choice, incidence of supplier switching – actual and planned, 

barriers to switching etc.)

 The nature and extent of any problems with services received

 Gauge awareness and usage of Ofcom’s Help Portal 

Ofcom needed to be able to analyse this by nation, company size and sector



4.

Overview of Approach

1,501 x 45 minute CATI interviews with SMEs (0-249 employees)

Minimum quotas set on employee size, nation, English region, industry sector and urbanity

Sample sourced from Dunn & Bradstreet

Survey data weighted to be representative of SME universe on company size



Quota groups and sample sizes

Sample Group 1 – Business size Approximate proportion of ALL businesses Interviews achieved

Single self employed / SOHO Usually included as part of the 90.4% below 250

Micro 2 (2-4 employees) 90.4% 341

Micro 2 (5-9 employees) 4.9% 304

Small (10-49 employees) 4.0% 355

Medium (50-249 employees) 0.7% 251

Sample structure

5.

Sample Group 3 – Industry sector Interviews achieved

Primary (Agriculture, manufacturing, 

construction)
333

Retail/Wholesale 408

Services 461

Government (incl. central, local, 

education and health)
124

Third sector organisations

(Charities etc)
175

Sample Group 2 – Nation/region Interviews achieved

Scotland 302

Northern Ireland 322

Wales 327

North East 58

North West 67

Yorks/Humber 55

East Mids 53

West Mids 56

East 71

London 55

South East 59

South West 76



Points of definition

6.

Category Description Population

A Large City 500,000+ Very 

Urban

B Smaller city or large town 100,000 –

500,000

Urban

C Medium town 15,000 –

100,000

Urban

D Small town (within 10 miles of 

A,B or C)

2,000 – 15,000 Urban

E Small town (more than 10 miles 

from A,B or C)

2,000 – 15,000 Urban

F Rural area (within 10 miles of 

A,B or C)

0 – 2,000
Town fringe, 

Villages, Hamlets 

Open countryside 

Rural

G Rural area (more than 10 miles 

from A, B or C)

0 – 2,000
Villages, Hamlets 

Open countryside 

Very rural

URBAN

RURAL

REMOTE RURAL

URBANITY 

An urban/rural flag was appended to the sample by UK Geographics. The 7 definitions of urbanity and 
rurality are shown below.   



7.

Icons used to show significant differences during the presentation

= Mobile Phone
(smartphones/standard mobile phones)

0-4

0-9

10-49

50-249

= Fixed Landline 
(standard PSTN)

= Fixed Internet
(including fixed broadband (via ADSL, 

Cable and Fibre), dedicated internet (such 

as Ethernet), mobile broadband (via by a 

cellular network), dial-up or satellite 

broadband)

= 58% of SMEs who work in sparsely 

populated parts of the country and/or work 

while travelling in the UK

= SMEs with 0-4 employees

= SMEs with 0-9 employees (MICRO)

= SMEs with 10-49 employees (SMALL)

= SMEs with 50-249 employees (MEDIUM)

REMOTE

RURAL

RURAL

= SMEs in Rural area (within 10 miles of 

large/small city, large/medium town

= SMEs in Remote Rural area (more than 

10 miles from large/small city, 

large/medium town

= less than

= more than



Summary of Key Findings



Catering to the needs of SMEs

SMEs are spending on average £1.4K per year on communications services, with spend 
increasing as they grow in size.   These services are seen to be fundamental to more 
than four fifths of businesses surveyed. 

The vast majority of SMEs (82%) feel their business needs are well catered for by the 
communications market.  

9.

Internet can be problematic for some SMEs.  Those with an internet connection are 
very reliant on it.  Whist the proportions are reducing, the majority still have ADSL 
and satisfaction with this service is lower than all other forms of fixed broadband. 
Speed and reliability remain the two key issues.

SMEs who feel their growth has been hampered by a lack of services express higher 
than average levels of dissatisfaction with their internet service.

SMEs who feel there are services not available to them that their business could 
benefit from are most likely to cite  a need for faster/fibre broadband.

Larger SMEs and those in remote rural locations seem more affected than other SMEs

SMEs who regularly work in sparsely populated areas and/or while travelling in the UK 
and who are more reliant on mobile phones continue to be more frustrated with the 
coverage and reliability of those services



Satisfaction with Services Used

Overall satisfaction is generally good across all three services.  Highest levels of 
dissatisfaction are with the fixed line broadband services, especially ADSL - where a 
quarter (26%) of users are dissatisfied

10.

Upon prompting the following emerged as the key areas where SMEs are dissatisfied 
with each service:

Fixed landline = quality of customer service staff, clear and understandable terms, 
VFM

Fixed internet = access speed paid for, connection speed, availability of 
symmetrical services, geographic availability 

Mobile phone = geographic coverage, signal reliability

Ease of contacting the customer service department is a key source of frustration 
across all three services

The main drivers of satisfaction are:

Fixed landline =  geographic coverage, reliability and value for money

Fixed internet = being able to send & receive emails/access the internet, geographic 
coverage, reliability

Mobile phone = being able to send & receive emails/access the internet 
(Smartphone users), reliability of signal, geographic coverage



Switching Provider

Within each market, around half of all SMES have ever switched to another provider 
for one or more of their communications services and 1 in 6 have switched in the last 
two years

When looking at all three markets together, more than a quarter have switched at 
least one of their landline internet or mobile services in the last 2 years

11.

Experiencing problems with the existing provider seems to be the main prompt for a 
SME to consider switching, as well as a perception that cheaper deals may be 
available elsewhere and poor customer service.

SMEs feel they have plenty of choice of suppliers, products and services.  However it 
can be hard to compare across suppliers (especially in relation to network quality, 
customer service, tariffs and price) in order to reach a decision on what 
provider/package to switch to

The majority of switching SMEs find the process of switching to be largely 
straightforward, although a fairly high proportion do experience some problems along 
the way – most commonly their existing provider trying to ‘save’ them, receiving bills 
for the cancelled service, the process taking longer than expected and/or temporary 
interruption to their service

The key reason for actually switching is to get a better deal.  Better coverage is also 
important for those switching mobile phone provider. 

SMEs can be dissuaded from switching if they cannot source a cheaper deal or if they 
are persuaded by their existing provider to stay



Issues/problems encountered during the last 12 months

A quarter of SMEs experienced issues with their landline service, a third had issues with 
their mobile and half their internet. 

12.

Problems were largely around service delivery areas that are key to satisfaction:

Landline Reliability (loss of service)
Internet Reliability (loss of service), slow download & upload speeds
Mobile Mobile coverage, call dropping, mobile internet coverage

Problems with landlines were more likely to result in a complete loss of service:

Landline 59% complete loss
Internet 24% complete loss
Mobile 36% complete loss

Landline problems also had a greater impact on the running of the business:

Landline 42% = high impact
Internet 39% = high impact
Mobile 35% = high impact

Length of disruption:

Landline <1 hr = 5%; 1hr-24hrs = 23%; 1-3 days = 28%; 4-7 days = 18%; 8+ days = 22%
Internet <1 hr = 25%; 1hr-24hrs = 35%; 1-3 days = 20%; 4-7 days = 7%; 8+ days = 12%
Mobile <1 hr = 45%; 1hr-24hrs = 17%; 1-3 days = 6%; 4-7 days = 15% 



Contracts

The majority of SMEs have a contract and most of these are business specific 
contracts, although these are less prevalent for mobile phones.  

Amongst those who do not have a business contract, there is a belief that they don’t 
offer any advantages over a personal contract and/or that these are more expensive

13.

Most SMEs are aware of the key contract Ts&Cs and the majority feel these are 
presented in a ‘plain and intelligible’ way.  

However, when asked, almost all feel it would be helpful to have the key terms 
presented ‘bold and upfront’

More than 1 in  10 have experienced problems as a result of something not specified 
within their T&Cs

More could be done to make SMEs aware of ETCs; only half are aware of whether their 
contract includes these or not (most of the rest are unsure)

Four fifths of SMEs are satisfied that their provider fulfils the agreed level of service 
in relation to their business contract



Are SMEs in Remote Rural locations less well served by communications 

providers than other SMEs?

SMEs in Remote Rural locations are less likely than other SMEs to feel the needs of 
their business are well catered for in the communications market (66% vs 82%)

14.

SMEs in Remote Rural (as well as other Rural) locations are less satisfied with several 
aspects of their internet service, especially the availability, speed of connection, 
speed paid for and reliability of the service

Remote Rural SMEs are also more likely to have experienced problems with their 
internet service over the last 12 months than other SMEs.  

SMEs in Remote Rural (as well as other Rural) locations are less likely to have 
fibre/superfast broadband, cable or dedicated internet compared to Urban.  They are 
more likely to say they do not have access to services they feel their business could 
benefit from and a faster internet service is the one most commonly mentioned.

The problem does extend to mobile phones where SMEs in Remote Rural locations are 
less satisfied with reliability and coverage, and more likely to say they have 
experienced problems in the last 12 months.  However the differences seem less 
marked than with the internet service.



Proportion of SMEs switching provider over the last 12 months was slightly lower 
across all three services during 2016

15.

Overall usage and importance of fixed landline, internet and mobile have remained 
largely the same.

Within internet, usage of fibre/superfast has increased at the expense of ADSL

Within mobile, usage of Smartphones has increased at the expense of Standard

Satisfaction levels with all three services have tended to decline since 2014, 
especially for those using ADSL. Suggests that SMEs re becoming more demanding

The attitudinal profile of SMEs remains similar to 2014 in respect to:

• Needs of business being well catered for (marginally lower) 

• Communications services being fundamental to their business

• Feeling well informed about communications services 

• Feeling confident that know what products and services would benefit their 
business (marginally lower) 

Where comparisons can be made, findings are similar to 2014 survey

Bundling of services has increased slightly since 2014; landline and fixed internet 
remains the most commonly bundled service (46% of total market using this bundle)



Focus on SME Characteristics



Overview of SME characteristics

In the majority (77%) of SMEs, responsibility for communications purchasing 
decisions rests with the owner/proprietor, MD, Partner or other Director.  1% of 
SMEs have an IT/Telecoms Specialist who has this responsibility (this increases 
to 31% in medium sized SMEs).  The majority (81%) of these decision makers 
describe communications as fundamental to their business.

17.

The majority (91%) of SMEs operate from a single site and most (90%) have 
fewer than 5 employees. Most are largely office based; 54% describe employees 
as being mainly/entirely office based and fewer than a quarter (23%) describe 
employees as working mainly/entirely away from the office

7% of businesses operate from multiple sites within the UK, with most (96%-98%) 
controlling their own communications budget.

Around three fifths (60%) of SMEs are based in an urban locations; around half 

of those in more rural locations are in remote rural locations (21%).



Overview of SME characteristics

The majority (73%) of SMEs are serving customers in their local area or region; 1 
10% are exporting outside the UK. SMEs are serving both businesses and 
consumers, with slightly more weight towards serving consumers

18.

Most SMEs feel the needs of their business are well served by the 
communications market (82%) and that information is widely available about 
communications products and services (76%). 

However, one in seven (14%) feel the growth of their business has been 
impacted by a lack of suitable products or services and one in ten (9%) feel 
there are services their business would benefit from that are not available to 
them

Most SMEs (66%) feel well informed about how communications services can 
help their business survive and grow.

Google/search engine (67%) and word of mouth from friends/colleagues (66%) 
are key sources of information, followed by provider websites (55%) and 
mainstream media/press (48%)

A quarter (28%) claim to be aware of Ofcom’s “Advice for Businesses” web 
service.

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=CDe7BPXliufNMM&tbnid=sIKwX7RkDNO5aM:&ved=0CAUQjRw&url=http://www.casinoessentials.com/top-ten-benefits-of-e-learning/&ei=G9GWU9eODaes7QbN-oCgAg&bvm=bv.68445247,d.ZWU&psig=AFQjCNHoVhIHkLhE3SSCF31Xig66defaYw&ust=1402479173427524


1%

2%

5%

4%

2%

5%

2%

1%

1%

5%

5%

4%

7%

7%

14%

25%

23%

50%

8%

5%

6%

13%

12%

18%

25%

24%

28%

6%

7%

9%

11%

13%

10%

10%

10%

6%

18%

30%

32%

32%

33%

28%

20%

24%

7%

63%

52%

45%

33%

32%

26%

18%

17%

7%

Communications services are fundamental to 
my business 

The needs of my business are well catered for 
in the comms market

Information is widely available about the 
communications products and services 

It is easy to identify which providers my 
business can potentially use

I feel very well informed about how comms 
services can help us survive and grow

I am aware of the regulations that protect my 
business when buying and using 

communications services

I don't have confidence in my ability to 
identify which new communications products 

or services would be valuable for us

I am worried about possible breaches of 
security in our communications services

Our growth has been impacted by the lack of 
suitable  products and services

Don't
know

Disagree strongly Disagree slightly Neither/
nor

Agree slightly Agree strongly

25.

Most SMEs feel the needs of their business are well served by the communications market 
and that information is widely available about communications products and services 
(76%). However one in seven (14%) do feel the growth of their business has been 
impacted by a lack of suitable products or services.

QF1. Next I’m going to read you a number of statements that people have made about their personal attitude towards communications technology and services.  For each 

one please can you tell me how much you agree or disagree with it.  Base: Total Sample (n=1501)

General attitudes to communications technology and services

81%

82%

76%

64%

66%

53%

38%

42%

14%

% NET 
Agree

92% 10-49, 93% 50 
to 249 emp

84% 50 to 249 emp
69% remote rural

77% 50 to 249 emp

76% 50 to 249 emp

21% 50 to 249 emp
28% Remote rural

66% Remote rural

21% 50-249 emp

83%

85%

85%

n/a

67%

56%

34%

35%

15%

2014



2% 7% 12% 13% 33% 32%
I feel very well informed about how comms 

services can help us survive and grow

Don't
know

Disagree strongly Disagree slightly Neither/
nor

Agree slightly Agree strongly

26.

Two thirds feel well informed about how communications services can help their 

business survive and grow. Search engines (67%) and WOM (66%) are the key sources 

of information, followed by provider websites (55%) and mainstream media (48%)

QF2. What sources of information do you use to keep yourself informed about the communications services your organisation uses?

Base: Total sample (n=1501)

Sources of information for communications services (prompted)

67%

66%

55%

48%

36%

36%

22%

18%

18%

17%

12%

6%

Google/a search engine

Friends/Colleagues

Provider websites

Mainstream media/press

Independent review websites

Provider newsletters/emails

Govt. information websites/ publications

Advisory bodies

Trade body website

Specialist Industry magazines

Ofcom website

None of these

50-249 
employees

(251)

77%

69%

70%

55%

52%

49%

33%

37%

25%

31%

23%

4%

Total sample

66%

% NET 
Agree

77% 50-249 empl

Mean 4.2 

sources 

used

Mean 5.5 

sources 

used



27.

A quarter (28%) claim to be aware of Ofcom’s “Advice for Businesses” web service

Awareness of “Advice for Businesses” web service (prompted)

F3. Are you aware of Ofcom’s “Advice for businesses” web pages? 

Aware of Ofcom’s

“Advice for Businesses” web pages?

Yes
28%

No
72%

35% 50 to 249 emp



Focus on Services Used



Overview of Services Used

30.

Spend Average spend on communications services is £1,371.  Spend is strongly linked to size; micro 

SMEs spend £1,105 on average, while medium SMEs spend £11,323 on average

Services used The most commonly used services are fixed landline – 96% of SMEs - and internet – 88% of SMEs.

Mobile phones are used for business purposes by around two thirds (64%) of SMEs.

Faster/dedicated services such as ISDN, fibre/superfast, dedicated internet, managed VoIP etc. 

are very largely the domain of the small and medium SMEs 

Relative Importance of Services The majority of SMEs are still most reliant on fixed landline and fixed internet services. Mobile 

phones important but not as key.

Providers BT continues to dominate across fixed landline and fixed internet services. Other than BT, both 

markets are highly fragmented.

Mobile phone market dominated by O2, then Vodafone and EE. 

Bundling Over half (53%) of all SMEs buy some or all of their communications services as part a bundle. 

The most common bundle is fixed landline and internet (87% of all bundles). BT supplies half of 

all bundles (52%)

Acquiring/upgrading services 11% of SMEs are looking to upgrade existing services or acquire new services in the next 12 

months; this rises to 28% amongst medium SMEs. The mostly commonly mentioned service is 

fibre broadband (6%).

Services not available that would 

benefit business

9% of SMEs feel there are services that would benefit their business that are not available to 

them; this rises to 17% in medium SMEs and 18% in SMEs based in remote rural locations.  The 

mostly commonly mentioned service is fibre broadband (4%).



P1. Which of the following ranges comes closest to your organisation’s total annual spend on landline, mobile and internet services (including email, web access and any 

related data services). QA1a Which of the following does your organisation use for business purposes? Base: Total Sample n=1501 31.

Spend and services used are strongly linked to SME size.  Larger SMEs are more 

likely to use internet and mobile phone services, and have faster/dedicated services 

Communication services 

currently used

96%

91%

10%

5%

3%

2%

88%

80%

49%

5%

3%

1%

0%

64%

49%

22%

12%

9%

3%

3%

LANDLINE

Standard PSTN landline

ISDN 2 / 2e

Advanced voice services

ISDN 30

Leased line/private circuit

INTERNET

Fixed-line broadband

Mobile broadband via cellular network

Dedicated internet access

Fixed-wireless broadband

Satellite broadband service

Dial-up

MOBILES

Smartphones

Standard mobiles

OTHER SERVICES

Other VoIP

Video conferencing

Managed VoIP

£1,371

£1,105

£1,160

£4,776

£11,323

Average annual spend on 

communication services

ALL SMEs

0-4

0-9

10-49

50-249

RURAL

50-249 10-49

10-4950-249

50-249 10-49

10-4950-249

2016



96%

91%

10%

5%

3%

2%

88%

80%

45%

5%

3%

1%

0%

64%

49%

22%

12%

9%

3%

3%

LANDLINE

Standard PSTN landline

ISDN 2 / 2e

Advanced voice services

ISDN 30

Leased line/private circuit

INTERNET

Fixed-line broadband

Mobile broadband via cellular network

Dedicated internet access

Fixed-wireless broadband

Satellite broadband service

Dial-up

MOBILES

Smartphones

Standard mobiles

OTHER SERVICES

Other VoIP

Video conferencing

Managed VoIP

32.

Standard PSTN landline, fixed-line broadband and mobile phones (standard and 

smartphones) are the most commonly used services. Use of faster and more dedicated 

services more common in small and medium SMEs

QA1a. Including yourself, which of the following communications services does your organisation use?  QA1b Which of the following methods does your company 

use to connect to the internet?  Base: Total Sample (n=1501, subgroup sample sizes as indicated)

Communication services currently used

1-4 c-9 10-49 50-249 Urban Rural Remote

(591) (895) (355) (251) (988) (273) (240)

96% 96% 97% 96% 94% 98% 98%

92% 91% 78% 60% 88% 95% 94%

7% 8% 35% 40% 10% 12% 7%

5% 5% 12% 16% 5% 6% 7%

1% 1% 24% 43% 4% 1% 0%

2% 2% 9% 22% 3% 2% 1%

87% 87% 99% 99% 86% 89% 92%

80% 80% 81% 65% 78% 83% 81%

45% 44% 57% 70% 46% 48% 41%

3% 4% 19% 44% 5% 4% 5%

3% 3% 5% 7% 2% 3% 5%

1% 1% 3% 1% 0% 2% 3%

0% 0% 1% 1% 0% 0% 1%

64% 64% 72% 80% 62% 72% 64%

49% 49% 58% 69% 49% 51% 47%

21% 22% 36% 38% 19% 31% 22%

12% 12% 24% 45% 12% 19% 8%

8% 8% 13% 22% 7% 14% 8%

3% 3% 8% 18% 2% 7% 1%

2% 2% 11% 24% 4% 2% 0%

Total sample

Mean no. of services: 3.3 3.2 3.2 4.5 5.4 3.2 3.6 3.2

Number of employees Urbanity

66% 2014

96% 2014

36% 2014

44% 2014



33.

67%

23%

5%

7%

Copper/standard 
(ADSL/SDSL)

Fibre/Superfast

Cable

Don't know

33%

16%

13%

11%

7%

22%

Fibre Ethernet 
leased line

Ethernet over 
copper (EFM)

Dedicated 
Ethernet

Ethernet over 
fibre to cabinet 

(GEA)

Link direct from 
IP VPN

Don't know

95%

28%

21%

12%

5%

1%

Smartphone

Enabled device e.g. 
tablet with mobile SIM

Tethering smartphone 
to PC

Mobile broadband 
dongle to PC

Cellular router such as 
MIFI unit

Don't know

ADSL/SDSL connections are more common amongst smaller SMEs. 

Larger SMEs are more likely to have fibre/superfast broadband, dedicated 

internet, internet enabled devices and mobile broadband dongles 

QA2a Which of the following fixed broadband do you receive? Base: All with fixed-line broadband n=1168

QA2b Which of the following dedicated Internet access do you use? Base: All with dedicated Internet access n=232

QA2c Which of the following ways do you access mobile broadband? Base: All with mobile Internet access n=768

80% have 

fixed-line 

broadband

5% have 

dedicated 

Internet

49% have 

mobile 

Internet

NET 

Ethernet

78%
50-249

10-49 50-249

10-49 50-249

REMOTE

RURAL
RURAL

0-4 0-9

10-49 50-249



34.

Around half of SMEs have bundled services; most commonly fixed landline and 

internet services, from BT

Bundling of services

Yes
53%No 

36%

N/a*
11%

*Only one 
service used

Any services bundled together 
from the same supplier?

95%

87%

9%

5%

4%

3%

2%

Fixed landline

Broadband internet

Mobile phone

Mobile broadband

Dedicated internet

Leased lines

Fixed wireless

Almost all those 

bundling have 

one bundle with 

one supplier 

(98%).  Only 2% 

have more than 

one bundle.

Services bundled (all bundles)

46% of all SMEs

+ only

+ + mobile

Bundle supplier (all bundles)

52%

7%

5%

4%

4%

3%

BT

Unicom / Universal

Virgin Media

Talk Talk

XLN telecom

Plusnet

A3a. Are any of your services bundled together with the same provider? EXPLAIN IF NECESSARY: BY “BUNDLED” I MEAN ON THE SAME CONTRACT, RATHER THAN ON 

SEPARATE CONTRACTS BUT PROVDED BY THE SAME PROVIDER. Total sample (n=1499) QA3b. How many different providers do you have bundled services with? QA3ac 

QA3c. And which of these services are supplied as a bundle package? QA3d What is the name of the company that provides this bundle? (Base: all bundles combined 819)

41% 50-249 empl

3% of all SMEs

24% 50-249 empl



35.

BT dominates landline and internet services, with the exception of Satellite 

broadband, where the market is fragmented.  O2 is the main mobile phone 

service provider, followed by Vodafone, then EE

Main providers of each service

n= Provider 1 Provider 2 Provider 3

LANDLINE

Standard PSTN landline calls 1215 BT 51% Unicom/Universal 9% XLN Telecom 5%

Standard PSTN landline rental 1215 BT 54% Unicom/Universal 8% XLN Telecom 4%

ISDN 2/2e calls 346 BT 59% Daisy 4% Unicom/Universal 4%

ISDN 2/2e rental 346 BT 61% Unicom/Universal 5% Daisy 4%

ISDN 30 calls 222 BT 49% Orange 6% Unicom/Universal 6%

ISDN 30 rental 222 BT 49% Orange 6% Unicom/Universal 6%

Leased lines rental 
(not dedicated Internet)

110 BT 55% One Bill 7% Two Circles 7%

INTERNET

Broadband 1168 BT 52% Talk Talk 6% Virgin Media 6%

Dedicated Internet access 232 BT 59% One Bill 3% Orange 3%

Satellite broadband service 23* Tooway 3% BT 2% Eclipse 1%

MOBILES

Mobile phone service 1014 O2 30% Vodafone 24% EE 20%

QA2d What is the name of the company that is the main provider of your [coded at QA1] service? Base: Total Sample n=1501. *Caution: Low base



1%5% 13% 6% 81% 63%
Communications services are fundamental

to my business

Don't
know

Strongly
disagree

Disagree Neither/
nor

Agree Strongly
agree

38.

SMEs are most reliant on fixed landline and fixed internet services; mobile phones are in 

common use but not quite as central for SMEs

QA1a/b Which of the following communications services does your organisation use for business purposes? Base: Total Sample (n=1501). QF1. Next I’m going to read you a 

number of statements that people have made about their personal attitude towards communications technology and services.  For each one please can you tell me how 

much you agree or disagree with it, using the following scale. QF6. Thinking about each of the communication services your organisation uses, how important is each of 

these to your organisation?  Please use a scale of 1 to 10 where 1 is not at all important, it would be inconvenient but you could live without them and 10 is absolutely 

vital - your business could not carry on without them.  Base: All users of each service

Importance of communication services currently used

64% 60%
52%

18% 21%
23%

15% 16%
20%

3% 3% 4%

Fixed phone Fixed internet Mobile phones

Not important
(1-3)

Somewhat important
(4-7)

Very important
(8-9)

Absolutely vital
(10)

% of total using each service 96%

81%

% NET 
Agree

92% 10-49, 93% 50 
to 249 emp

85% 64%

69% 2014 60% 2014 51% 2014
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QA2a. Including yourself, which of the following communications services does your organisation use? Base: Total Sample (n=1501)

QF6. Thinking about each of the communication services your organisation uses, how important is each of these to your organisation?  Please use a scale of 1 to 10 where:

1 is not at all important, it would be inconvenient but you could live without them and 10 is absolutely vital - your business could not carry on without them.  

Base: All users of each service (bases as shown)

60% 59% 58%
51%

69%

21% 21% 21%

22%

17%

16% 16% 18%
24%

12%
3% 3% 3% 4% 1%

Use ANY fixed
Internet (n=1367)

Use fixed Broadband
(n=1168)

Use ADSL/SDSL
(n=721)

Use Cable (n=65) Use Fibre/superfast
(n=357)

Not important
(1-3)

Somewhat important
(4-7)

Very important
(8-9)

Absolutely vital
(10)

% of total 
using 

each service
88% 80% 53% 4% 18%

SMEs using fibre/super fast are most reliant on their fixed internet service

Importance of fixed internet service - by type of broadband service used
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…. say there are services 

not currently available to 

them that their business 

would benefit from

50-249 10-49

…. of SMEs feel their 

growth has been impacted 

by a lack of suitable 

products and services 

REMOTE

RURAL

REMOTE

RURAL

Fibre/faster broadband 

most commonly 

mentioned ….

Small and Medium SMEs, and those in remote rural areas are more likely to feel there are 

services their business would benefit from that are not available to them.  Most would 

like access to a fibre/superfast internet connection.  One in seven feel their growth has 

been impacted by a lack of suitable services

Internet is the key issue…those who agree 

growth has been hampered are…

Less satisfied with internet overall (66% vs 

79% total)

More likely to have experienced problems in 

last 12 months (72% vs 47%)

More likely to have switched internet 

provider in last 2 years (24% vs 18%)

QF4 Are there any communications services that are not currently available to your organisation that you feel your business would benefit from being able to use?  What are these? 

QF1. Next I’m going to read you a number of statements that people have made about their personal attitude towards communications technology and services.  For each one please can you 

tell me how much you agree or disagree with it, using the following scale…READ OUT SCALE. (F1g) The ability of my business to grow has been impacted by the lack of suitable communications 

products and services available to me

50-249 10-49

17% 15%

28%

21% 17%

18%
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72%

65%

78%

20%

27%

16%

Fixed Landline

Fixed Internet

Mobile Phone

Fixed Landline

Fixed Internet

Mobile Phone

In particular, those in remote rural areas are less positive about the choice of 

products/services and available suppliers in their area

Attitudes to choices of suppliers/products/services available - by urbanity
% Agreeing…

QB13/B30/B46. Next I’m going to read you a series of statements that businesses have made about switching landline/internet/mobile phone service providers.  For each 

one please can you tell me how much you agree or disagree with it.   Base: All landline/internet/mobile users – Total (n=1014/979/1399)

There’s a good choice of products/services available

Less positive about 
choices available

There’s not enough choice of suppliers available

Rem. Rural 56%

Rem. Rural 65%

50-249 empl. 17%

Rem. Rural 38%

Rem. Rural 30%

74% 2014

74% 2014

83% 2014

17% 2014

18% 2014

15% 2014



11%

6%

1%

1%

1%

1%

7%

Looking to acquire/
upgrade any service

Fibre Broadband

4G Mobile service

Standard PSTN landline
telephones

Voice over Internet
Protocol or VoIP

ADSL Broadband
(internet via fixed line)

Any fixed broadband

42.

Majority (82%) of SMEs feel their business is well served by the communications market.

However, one in ten of SMEs (and more than a quarter of medium sized SMEs) state they’ll be 

looking to acquire new services or upgrade existing services in the next 12 months. 

QF1. Next I’m going to read you a number of statements that people have made about their personal attitude towards communications technology and services.  For each 

one please can you tell me how much you agree or disagree with it, using the following scale. QF5. And are there any communications services that you are actively 

looking at acquiring or upgrading in the next 12 months? QF4 (OPEN ENDED). Are there any communications services that are not currently available to your organisation 

that you feel your business would benefit from being able to use?  Base: Total Sample (n=1501)

Future communication service improvements

1-4 emp 10%

1-9 emp 11%

10-49 emp 18%

50-249 emp 28%

Rural 13%

Remote Rural 15%

Services actively looking to acquire/upgrade 
to in next 12 mths

2%5% 5% 7% 30% 52%
The needs of my business are well catered for

in the comms market

Don't
know

Disagree strongly Disagree slightly Neither/
nor

Agree slightly Agree strongly

82%

% NET 
Agree

66% Remote rural

12% 2014



51.

9 in 10 (88%) businesses are now connected to the internet 

Larger SMEs are more likely to use Mobile BB and have dedicated access

Little difference in usage is noted by urbanity

QA1b. Which of the following methods does your company use to connect to the internet?

Base: Total Sample (n=1501 / 591/895/355/251 / 988/273/240)

88%

80%

45%

5%

3%

1%

0%

Any Internet

Fixed-line
broadband

Mobile
broadband

Dedicated
internet access

Fixed-wireless
broadband

Satellite
broadband

service

Dial-up

Total sample

INTERNET: Overall Internet usage

87%

80%

45%

3%

3%

1%

0%

87%

80%

44%

4%

3%

1%

0%

99%

81%

57%

19%

5%

3%

1%

99%

65%

70%

44%

7%

1%

1%

1-4 employees

1-9 employees

10-49 employees

50-249 employees

By number of employees

86%

78%

46%

5%

2%

0%

0%

89%

83%

48%

4%

3%

2%

0%

92%

81%

41%

5%

5%

3%

1%

Urban

Rural

Remote Rural

By urbanity
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Micro SMEs and Rural/Remote Rural businesses are more likely to be 

using ASDL/SDSL connections

QA2a. Which of the following fixed broadband do you receive?

Base: Total Sample (n= / 1501/591/895/355/251, 988/273/513)

80%

53%

18%

4%

Any fixed line
broadband

Copper (ADSL
or SDSL)

Fibre/superfast

Cable

Total sample

INTERNET: Overall fixed-line broadband internet usage

80%

54%

17%

4%

80%

54%

17%

4%

81%

44%

29%

4%

65%

38%

32%

4%

1-4 employees

1-9 employees

10-49 employees

50-249 employees

By number of employees

78%

49%

20%

6%

83%

60%

15%

3%

81%

58%

16%

1%

Urban

Rural

Remote Rural

By urbanity

66% 2014

65% 2014

66% 2014

75% 2014

14% 2014

11% 2014

9% 2014

13% 2014

83% 2014

78% 2014

41% 2014



53.

No need for (any) internet (57%) and no need for fixed line internet 

(21%) are the main reasons for none use

QA8. Why does your organisation not use a fixed internet service?  

Base: All not using fixed internet (n=147)

FIXED INTERNET (*Broadband or Dedicated): Reasons for not using

57%

21%

7%

3%

2%

13%

Organisation has no need to access
the internet

No need - organisation has access to
internet via mobile devices / dongle

Infrastructure is not available

Too expensive to have lines installed

Tariff too expensive

Other

16% of businesses 

do not currently use 

fixed internet*

Because…



Focus on SATISFACTION
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Overview of Satisfaction

All fixed Landline 
(including standard PSTN, ISDN 

2/2e and 30, Ethernet, leased 

lines)

All fixed Internet
(including fixed line, dedicated, 

mobile, fixed wireless, dial up and 

satellite broadband)

All mobile Phone
(smartphones/standard mobile 

phones)

Overall Satisfaction Satisfied = 84%

Dissatisfied = 9%

Satisfied = 72%

Dissatisfied = 17%

Satisfied = 90%

Dissatisfied = 7%

Reasons for being dissatisfied at 

overall level (spontaneous) 

Reliability (55%)

Poor general enquiries CS (25%)

Poor complaints handling (25%)

Connection issues (23%)

Connection/speed issues (70%)

Reliability (44%)

Coverage (16%)

Coverage issues (50%)

Reliability (46%)

Connection/speed issues (20%)

Key areas of satisfaction with 

service (across all services)

PSTN: Geographic availability 

(89%)

Connection reliability (88%)

Reliability (81%)

Geographic availability (74%)

Connection reliability 73%

Reliability (80%)

VFM (78%)

Reliability of connection (75%)

Geographic coverage (73%)

Key areas of dissatisfaction with 

service (across all services)

PSTN: Ease of contacting the 

customer service department 

(19%)

Clear and understandable 

contract (15%)
Value for money (14%)

Connection speed (29%)

Ability to access speed paid for

(28%)

Ease of contacting the customer 

service department (26%)

Geographic coverage (18%)

Signal/connection reliability 

(16%)



2%

1%

4%

6%

6%

4%

2%

12%

16%

3%

4%

7%

5%

32%

4%

3%

3%

3%

3%

7%

6%

7%

8%

10%

7%

11%

0%

7%

5%

4%

2%

9%

12%

8%

6%

10%

11%

12%

8%

9%

6%

7%

3%

10%

4%

5%

39%

37%

39%

50%

50%

35%

37%

31%

29%

33%

35%

28%

48%

88%

41%

54%

44%

41%

38%

35%

32%

33%

25%

51%

58%

52%

43%

37%

28%

7%

48%

35%

Have standard PSTN (1215)

Have advanced voice services (131)

Have leased line (110)

Have IDSN 2/2e (346)

Have ISDN30 (222)

Have fixed-line broadband (1168)

Have ADSL (721)

Have Fibre/superfast (357)

Have Cable (65)

Have dedicated Internet access (232)

Have fixed-wireless broadband (60)

Have satellite broadband (23)*

Have mobile broadband (768)

Have dial-up (8)*

Have smartphones (810)

Have standard mobile phone (427)

DK/
NA

Very
dissatisfied

Fairly
dissatisfied

Neither/
nor

Fairly
satisfied

Very
satisfied

56.
QB1a.   Thinking about the (INSERT SERVICE) services your organisation uses, please can you tell me how satisfied or dissatisfied you are with your overall experience, 

using the following scale. Base: All using Landline, Internet, Mobile (n=1439//1399/ 1014) (Individual product bases as shown in chart).

83%

79%

78%

85%

81%

69%

62%

81%

87%

85%

77%

65%

76%

95%

89%

89%

NET

Satisfaction with fixed landline and mobile is generally good, despite a drop in scores 

since 2014.  Highest levels of dissatisfaction are with fixed line broadband service, 

especially ADSL; this reflects a desire amongst SMEs for faster internet services 

Satisfaction with services used

88%

n/a

91%

96%

98%

n/a

78%

93%

87%

n/a

n/a

n/a

81%

77%

90%

85%

2014



58.

PSTN
STANDARD 

MOBILE
SMARTPHONE FIXED BB (net) ADSL BB CABLE FIBRE/SF BB MOBILE BB

% Dissatisfied of all users 8% 6% 6% 20% 26% 4% 10% 11%

Reasons for dissatisfaction

Service quality/reliability/faults 4% 3% 3% 9% 12% 4% 5% 3%

Coverage issues - 5% 2% 0% 1% 0% 0% 6%

Customer service – general 

enquiries
2%

0%
2% 1% 2% 4% 1% 1%

Customer service  - complaints 2% 0% 1% 2% 2% 0% 0% 1%

Connection/speed issues 1% 1% 1% 15% 20% 1% 6% 5%

Billing issues 1% 1% 1% 1% 0% 2% 0%

Cost / value for money 1% 1% 0% 1% 1% 0% 1% 0%

Mis-selling/contract issues 1% - 0% 0% 0% 0% 0% 0%

Installation time 0% - - 0% 0% 0% 0% -

Other 2% 0% 0% 1% 2% 0% 0% 0%

% NOT dissatisfied of all users 92% 94% 94% 80% 74% 96% 90% 89%

Drivers of overall dissatisfaction reflect the differing priorities of SMEs for each service. 

In particular, ADSL dissatisfaction is caused by connection/speed and reliability issues.

Dissatisfaction with services used; based on total sample who use each service

QB1a.   Thinking about the (INSERT SERVICE) services your organisation uses, please can you tell me how satisfied or dissatisfied you are with your overall experience, 

using the following scale. Base: All using Landline, Internet, Mobile (n=1439//1399/ 1014)

QB1b.   You said you were dissatisfied with your (service) why is this? Base: All dissatisfied with Landline, Internet, Mobile n=114/274/64, Standard PSTN landline n=1215, 

Smartphone n=810, Standard mobile (427) Mobile Broadband n=768, Fixed line Broadband 1168, all with ADSL n=721, Cable n=65, Fibre/superfast n=357



2%

8%

8%

5%

32%

4%

3%

2%

8%

9%

6%

6%

7%

3%

4%

1%

11%

5%

9%

8%

6%

9%

5%

4%

7%

7%

14%

14%

7%

39%

32%

38%

34%

39%

35%

41%

24%

44%

55%

52%

33%

33%

32%

31%

24%

PSTN landline

Reliability of signal/connection

Geographic coverage

Ease of contacting CS dept

Quality of CS staff

How clear and understandable 
your contract terms are

Value for money

The repair time for faults with 
the connection

Don't know/
Not applicable

Very
dissatisfied

Fairly
dissatisfied

Neither/
nor

Fairly
satisfied

Very
satisfied

59.

Key areas of dissatisfaction include ease of contacting CS dept, quality of CS staff and 

clear and understandable contact terms

QB1a.   Thinking about the (INSERT SERVICE) services your organisation uses, please can you tell me how satisfied or dissatisfied you are with your overall experience, 

using the following scale. Base: All users of Standard PSTN landlines (n=1215)

QB19. I am now going to read out some different aspects of the service experience.  For each one, please can you tell me how satisfied or dissatisfied you are with this 

area of your organisation’s landline service.  Base: Landline users – all/answering on this service (n=979/374)

LANDLINES: Satisfaction with standard PSTN landline service

83%

88%

89%

67%

71%

67%

72%

48%

%
Satisfied

Urban 
91% vs. 

Rural 83%

88%

90%

92%

65%

n/a

Q diff

78%

57%

2014



0%

0%

9%

5%

12%

2%

13%

35%

8%

7%

12%

11%

15%

14%

16%

8%

10%

13%

6%

8%

7%

9%

10%

14%

11%

12%

8%

10%

11%

7%

8%

5%

4%

6%

5%

9%

9%

9%

12%

10%

10%

12%

44%

40%

39%

36%

30%

32%

38%

43%

34%

26%

49%

37%

34%

34%

28%

27%

26%

26%

22%

19%

16%

15%

Reliability to send & receive emails

The geographic availability of the 
service 

The reliability of the service in terms of 
the quality of the connection

Speed of connection

Ease of contacting Customer Services

Ability to access speed that has been 
paid for

Quality of service provided by Customer 
Services

Value for money

The geographic availability of 
symmetrical services 

Repair time for faults with connection

Clear and understandable T&C's of 
contract 

Don't know/
Not applicable

Very
dissatisfied

Fairly
dissatisfied

Neither/
nor

Fairly
satisfied

Very
satisfied

62.

Key areas of dissatisfaction include ability to access speed paid for, connection speed and 

ease of contacting CS dept

QB1a.   Thinking about the (INSERT SERVICE) services your organisation uses, please can you tell me how satisfied or dissatisfied you are with your overall experience, 

using the following scale. Base: all with Internet services n=1399 

QB34. Now thinking about your Internet service, I am now going to read out some different aspects of the service experience. For each one, please can you tell me how 

satisfied or dissatisfied you are with this area of your Internet service. Base: all with Internet services/all answering on this service n=1399/502

INTERNET: Satisfaction with internet services

%
Satisfied

81%

74%

73%

65%

57%

58%

63%

66%

53%

42%

65%

2014

Q DIFF

80%

80%

71%

65%

66%

N/A

75%

57%

53%

Q DIFF



63.

Users of fibre/superfast generally happier with their service than ADSL users. 

Repair time best for those with dedicated internet services

INTERNET: Satisfaction with fixed internet service - % Satisfied by type of Internet used (excluding DK/NAs)

QB34. Now thinking about your Internet service, I am now going to read out some different aspects of the service experience. For each one, please can you tell me how 

satisfied or dissatisfied you are with this area of your Internet service. Base: all with Internet services/all answering on this service (bases vary per statement)

87%

78%
82%

69% 69%

77%

68%

84%

58%

64% 64%
75%

68% 67%
70% 70%

58% 56%

63% 61%

53% 51%

91% 89% 87%

77% 76%

84% 85%

65%
62%

77% 79%

Reliability of 
service for 

emailing/internet 
access

Geographic 
availability of 

service

Quality of 
connection

Quality of customer 
service

Clear & 
understandable 

terms and 
conditions

Value for money Connection speed Repair time for 
connection faults

Ease of contacting 
CS dept

Ability to access 
speed paid for

Geographic 
availability of 
symmetrical 

services

Fixed line BB

Dedicated Internet

ADSL BB

Fibre/superfast BB



88%
85%

82%

73% 71%
73% 75%

66% 64%
69% 70%

70%

61%

67%

58%

49% 47%

65%

54%
50%

53%

72%

62%
66%

73%

79%

65%

55%

64% 64%

51%

46%

Reliability of 
service for 

emailing/internet 
access

Geographic 
availability of 

service

Quality of 
connection

Quality of customer 
service

Clear & 
understandable 

terms and 
conditions

Value for money Connection speed Repair time for 
connection faults

Ease of contacting 
CS dept

Ability to access 
speed paid for

Geographic 
availability of 
symmetrical 

services

Total sample

Urban

Rural

Remote Rural

64.

SMEs in rural areas are generally less satisfied, especially with the 

availability, connection speed, speed paid for and reliability of the service

INTERNET: Satisfaction with fixed internet service - % Satisfied by urbanity (excluding DK/NAs)

QB34. Now thinking about your Internet service, I am now going to read out some different aspects of the service experience. For each one, please can you tell me how 

satisfied or dissatisfied you are with this area of your Internet service. Base: all with Internet services/all answering on this service (bases vary per statement)



1%

0%

15%

1%

16%

8%

1%

48%

4%

7%

3%

4%

2%

3%

9%

5%

7%

9%

7%

6%

5%

12%

9%

3%

8%

10%

11%

12%

9%

12%

8%

11%

44%

42%

32%

46%

39%

35%

45%

19%

36%

33%

32%

31%

29%

29%

29%

14%

Reliability of service for emailing/ 
internet access

(Smartphone users only)

Reliability of signal/connection

Ease of contacting Customer 
Services

Value for money

Quality of Customer Services

Clear & understandable terms and 
conditions of contract

Geographic coverage

Repair time for connection faults

Don't know/
Not applicable

Very
dissatisfied

Fairly
dissatisfied

Neither/
nor

Fairly
satisfied

Very
satisfied

66.

Key areas of dissatisfaction are geographic coverage and signal/ 

connection reliability

QB1a. Thinking about the services your organisation uses, please can you tell me how satisfied or dissatisfied you are with your overall experience of each, using the 

following scale.   Base: All users of smartphones/standard mobiles n=1014

QB2. I am now going to read out some different aspects of the service experience.  For each one, please can you tell me how satisfied or dissatisfied you are with this 

area of your organisation’s mobile phone service.  Base: Mobile users – all/answering on this service n=1014/471

MOBILES: Satisfaction with mobile phone service

80%

75%

64%

78%

68%

64%

73%

33%

%
Satisfied

78%

73%

66%

81%

N/A

Q DIFF

75%

49%

2014



89%

80% 80%
82% 81% 82%

65%
68%78%

85%

79%

71% 68%
66%

73%

59%

60%

78%
74%

60% 67%

61%

81%

58%

Reliability of service 
for emailing/ 

internet access
(Smartphone users 

only)

Quality of customer 
service

Value for money Reliability of 
signal/connection

Ease of contacting 
CS dept

Geographic 
coverage

Clear & 
understandable 

terms and 
conditions of 

contract

Repair time for 
connection faults

Total sample

Urban

Rural

Remote Rural

68.

Urban SMEs are typically more satisfied with the reliability and coverage of 

their mobile phone service than those based in rural and remote rural locations 

QB2. I am now going to read out some different aspects of the service experience.  For each one, please can you tell me how satisfied or dissatisfied you are with this 

area of your organisation’s mobile phone service.  Base: Mobile users – all/answering on this service (bases vary per statement)

MOBILES: Satisfaction with mobile phone service - % Satisfied by urbanity (excluding DK/NAs)



Fixed Landline Fixed Internet Mobile phone

70.

Satisfaction with specific aspects of service
(% Satisfied)

90%

85%

65%

74%

72%

68%

76%

93%

91%

75%

71%

71%

75%

80%

70%

68%

72%

69%

61%

67%

71%

75%

61%

56%

55%

83%

82%

67%

64%

64%

63%

73%

90%

72%

69%

71%

70%

70%

71%

78%

68%

61%

77%

78%

83%

86%

69%

78%

89%

71%

88%

88%

Remote/On the move

Others

Geographic coverage/availability

Reliability of signal/connection

Terms and conditions

Value for money

Ease of contacting CS dept

Repair time for connection faults

Quality of CS provided

Reliability for emailing/internet

Connection speed

Ability to access speed paid for

Geographic availability of 

symmetrical services

SMEs in the Remote/On the move group tend to be less satisfied with services 

generally and with internet and mobile services in particular

QB19/QB34/QB2. I am now going to read out some different aspects of the service experience.  For each one, please can you tell me how satisfied or dissatisfied you are 

with this area of your organisation’s landline/internet/mobile phone service.  Base: Landline/internet/mobile users who disagree/agree that ‘I don't have confidence in 

my ability to identify which new communications products or services would be valuable for the organisation’



Focus on SWITCHING



72.

Switching Definitions

Switchers Switched provider in last 2 years

Current Considerers Currently actively considering switching provider (not switched in last 2 years)

Non-switchers Never switched or considered switching 

Non–recent switchers Switched longer than 2 years ago and not currently actively considering switching 

Past considerers Considered switching in past 2 years but decided not to 

The following categories of SME are referred to in this section of the presentation



73.

Overview of Switching

Fixed Landline 
(Standard PSTN)

Fixed Internet
(including fixed broadband, dedicated 

internet, mobile broadband, fixed 

wireless broadband, dial-up and satellite 

broadband)

Mobile Phone
(including standard and smart phones)

Switching behaviour 15% of SMEs have switched in past 2 

years.  

41% have never switched.  

18% of SMEs have switched in past 2 

years

46% have never switched

17% have switched in past 2 years.

47% have never switched

Switching mindset 7% are Current Considers 6% are Current Considers 3% are Current Considers

Context to switching Those considering switching are less

satisfied with various aspects of their 

landline service. Also more likely to 

have experienced problems over the 

last 12 months

Those considering switching are less

satisfied with various aspects of their 

internet service. Also more likely to 

have experienced problems over the 

last 12 months

Those considering switching are less

satisfied with various aspects of their 

mobile service. Also more likely to 

have experienced problems over the 

last 12 months

Reasons to 

considering switching 
(Considers –

7%/6%/3%)

Poor customer service (39%)

Current provider too expensive (26%)

Poor service reliability (23%)

Slow connection speed (45%)

Poor customer service (31%)

Poor service reliability (41%)

Current provider too expensive (29%)

Cheaper deals elsewhere (25%)

Poor mobile coverage (47%)

Currently too expensive (26%)

Cheaper deal available (24%)

Key barriers to 

switching

Difficulty comparing network quality 

(57%)

Difficulty comparing customer service 

(55%)

Difficulty comparing prices (49%)

Difficulty comparing network quality 

(68%)

Difficulty comparing customer service 

(62%)

Difficulty comparing prices (52%)

Difficulty comparing network quality 

(62%)

Difficulty comparing customer service 

(56%)

Lack of differentiation (54%)

Reasons to actually 

switch (Switchers -

15%/18%/17%)

Cheaper deal (60%) Cheaper deal (35%) Cheaper deal (48%)

Better mobile coverage (33%)
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Overview of Switching

Fixed Landline Fixed Internet Mobile Phone

Reasons not to 

actually switch once 

considered it 
(Considerers who 

didn’t switch –

5%/6%/7%)

Just decided not to bother (35%)

Provider persuaded me to stay (24%)

No cost benefit (16%)

Just decided not to bother (21%)

Provider persuaded me to stay (20%)

Provider persuaded me to stay (22%)

No cost benefit (19%)

Service availability (18%)

Just decided not to bother (16%)

Reasons not to 

considering switching 
(Non Switchers -

41%/46%/47%

Non recent Switchers -

32%/24%/26%)

Happy with current provider 

(79%/69%)

Higher levels of satisfaction with 

aspects of landline service

Less likely to have experienced 

problems in last 12 months

Happy with current provider 

(67%/57%)

Higher levels of satisfaction with 

aspects of internet service

Less likely to have experienced 

problems in last 12 months

Happy with current provider 

(72%/73%)

Higher levels of satisfaction with all 

aspects of mobile service

Less likely to have experienced 

problems in last 12 months

Ease of switching 85% easy/very easy 85% easy/very easy 93% easy/very easy

Incidence of 

problems when 

switching

40% 48% 30%

Problems

experienced when 

switching

Existing provider tried to persuade 

them to stay (23%)

Paying for two services during the 

switching process (19%)

Previous provider sending bills for 

cancelled service (17%)

Process took longer than expected

(16%)

Provider sending bills for cancelled 

service (15%)

Process took longer than expected

(14%)

Temporary loss of service (13%)

Process took longer than expected

(13%)

Existing provider persuasion to stay; 

Temporary loss of service; Previous 

provider sending bills for cancelled 

service; obtaining information on 

switching from previous provider 

(all10%)

Cancellation charges 10 people (6 paid, 2 did not pay) 15% (26% paid/71% did not pay) 16% (44% paid, 53% did not pay)
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Switchers
15%

Current 
Considerers

7%

Non-recent 
switchers

32%
Past 

considerers
5%

Non-
switchers

41%

Switchers
18%

Current 
Considerers

6%

Non-recent 
switchers

24%

Past 
considerers

6%

Non-
switchers

46%

Switchers
17%

Current 
Considerers

3%

Non-recent 
switchers

26%

Past 
considerers

7%

Non-
switchers

47%

When looking at each market in isolation, around 1 in 6 SMEs have switched provider in 

the last 2 years.  Nearly half have never switched.  Only a very small proportion are 

currently considering switching provider.

QB5/22/38. Have you ever switched your mobile/internet/landline service provider? If so, when was this? QB6/23/39. What is your current thinking regarding changing 

the company that provides your mobile/internet/landline service? Base: all with/answering about mobile/internet/landline n=984/1356/949

QB7/24/40. At any time in the last two years have you considered switching your mobile/internet/landline service provider? Base: all who have never switched and are 

not interested in switching n=984/1356/949

Behaviour within each market

19% 

2014

20% 

2014

21% 

2014
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When looking at all markets together, more than a quarter have switched at least one of 

their landline, mobile or internet providers in the last 2 years.  20% have switched one 

service, 7% have switched two services and 2% have switched all three.   

Overall switching incidence across all markets (total sample)

All based on Total Sample for this chart n=1501 (but questions asked by services used; mobile, internet, landline). QB5/22/38. Have you ever switched your 

mobile/internet/landline service provider? If so, when was this? QC1 You told me earlier that you had switched your (services switched) in the last two years. Did you 

switch both/all three services at the same time? QC2 And did you switch your (services switched) to the same provider or to different providers?

28%

11%

13%

15%

10%

8%

11%

4%

72%

Switched any service past 2
years

Switched mobile

Switched landline

Switched internet

Switched mobile separately

Switched landline separately

Switched Internet separately

Switched landline and
internet together

Not switched in past 2 years

28%

20%

7%

2%

6%

5%

1%

72%

Switched any service past 2
years

Switched one service only

Switched two services

Switched all three services

Switched multiple services
at same time

Switched multiple services
to same provider

Switched multiple services
to different providers

Not switched in past 2 years

NB: The results on the previous chart were focussed on each individual market

17% of Mobile market

15% of landline phone market

18% of internet market
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Have highest levels of 

satisfaction with 

current service

Give being happy with 

current provider as a 

main reason not to 

switch

Have experienced 

fewer problems with 

services over last 12 

months

High levels of satisfaction and a low incidence of problems with their existing service is 

driving inertia amongst the Non-switchers

Although lack of time, 

perceptions of risk  

and lack of choice are 

also barriers to 

switching

= 72%

= 89%

vs 59% for Considerers

= 88%

vs 58% for Considerers

= 91

vs 73%* for Considerers

= 25%

vs 32% for all SMEs

= 67%= 79%

= 36%

vs 47% for all SMEs

= 17%

vs 24% for all SMEs

*smartphone/standard
B1,Please can you tell me how satisfied or dissatisfied you are with your …QB9/26/42 What, if any, issues or problems has your organisation encountered with your 

…service in the last 12 months? QB14/31/47 Why have you never switched your …provider? / Why have you not switched your …provider in the last two years?

Non-switchers…

Lack of choice = 5%

No real difference 

between providers = 5%

Too risky = 7%

Don't have time = 5%

No other available = 5%

Don’t have time = 4%
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Lowest levels of 

satisfaction with 

current service

Poor customer 

service completes 

the picture

Higher incidence of 

problems with 

services over last 12 

months

Belief that cheaper 

deals available also a 

factor

The Considerers demonstrate that having problems with your existing service is a key 

prompt to switch, as well as a belief that cheaper deals are available and poor customer 

service

Problem areas 

driving switching

= 59%

vs 84% for all SMEs 

= 61%

vs 79% for all SMEs 

= 73%

vs 90% for all SMEs 

= 59%

vs 32% for all SMEs

= 75%

vs 42% for all SMEs

= 61%

vs 24% for all SMEs

Poor reliability = 26%

Poor customer service = 24%

Poor reliability = 55%

Slow upload speeds = 41%

Slow downloads speeds = 38%

Coverage = 47%

= 39% = 31% = 18%

= 12%£ = 25%£ = 24%£

B1,Please can you tell me how satisfied or dissatisfied you are with your …QB9/26/42 What, if any, issues or problems has your organisation encountered with your 

…service in the last 12 months? 15/32/48 What are/were your reasons for considering switching … (53/91/43)

Current Considerers…
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There is a good choice of suppliers, products and services, but it is hard to make comparisons across 

these. The tariffs and contract wording are a troublesome areas, especially for the landline and 

internet.  Some persevere (around 15%-17% have switched within each market in the last 2 years), but 

5%-7% don’t switch in the end…

Not enough 
choice of 
providers

Good choice 
of products 

and/or 
services

Difficult to 
make 

comparison 
on price

Difficult to 
make 

comparison 
on network 

quality 

Difficult to 
make 

comparison 
on customer 

service

Not much 
difference 
between 
providers

Difficult to 
compare the 

different 
tariffs

Prices are 
clear and 

transparent

Able to 
negotiate 
effectively 
on tariffs 

and services

The wording 
in my 

contract 
relating to 
ETC is clear 

and 
transparent

Fully 
understand 
wording of 

contract 
relating to 

ETC

Aware I am 
able to 

transfer my 
existing 

number/s

Difficult to 
make 

comparison 
because my 

service 
needs are 
complex

20% 72% 49% 57% 55% 46% 50% 42% 51% 53% - - -

27% 65% 52% 68% 62% 47% 55% 39% 47% 52% - - -

16% 78% 43% 62% 56% 54% - 65% - - 66% 90% 18%

5%-7% have considered 

switching but decided not to = 5% = 7%= 6%

B13/B30/B46  Please can you tell me how much you agree or disagree about switching …providers. Landline/internet/mobile (979/374, ,1399/502,1014/471)

% agree
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SMEs who have actively considered switching note that it can be difficult to compare 

customer service, network quality tariffs and prices across suppliers.  Persuasion from a 

current supplier and being unable to get a better deal both drive inertia.

Current Considerers are 

more likely to feel …

Difficult to compare suppliers on 

their different tariffs and prices

Not enough choice of suppliers

Difficult to make comparisons on  

customer service and network 

quality

Not much difference between 

providers

Not enough choice of providers

That difficult to compare 

suppliers on customer service and 

network quality

Past Considerers are 

more likely to feel …

That difficult to compare on 

customer service

Difficult to compare different 

supplier tariffs

Prices are clear and transparent

Fully understand the wording of 

my contract in relation to ETC

Past Considerers have 

been dissuaded from 

switching because …..

Just decided not to bother

Existing provider persuaded me to 

stay

No cost benefit

Decided not to bother

Existing provider persuaded me to 

stay

Existing provider persuaded me to 

stay

No cost benefit

Service availability

Just decided not to bother

B13/B30/B46  Please can you tell me how much you agree or disagree about switching …providers. Landline/internet/mobile (979/374, ,1399/502,1014/471) 

QB16/B33/B48 Why did you decide not to switch your mobile service provider after considering it? Landline/internet/mobile  47/68/52

Difficult to make comparisons on  

customer service and network 

quality
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Switching provider is primarily deal led, although coverage also plays a key role in 

mobile phone market and all the factors that drove consideration to switch also have a 

role to play

QC3&C17/QC3&C23/ QC3&C12/What were your reasons for switching your (service) provider? Base: all switching service in past 2 years n=146/273/225)

15% 

48%

33%

11%

9%

8%

6%

5%

5%

5%

4%

Cheaper deal

Better mobile coverage 

Package fitted my needs better

Poor mobile coverage 
previously

Better mobile internet access

Too expensive previously

Poor customer service 
previously

Offered a better range of 
services

Better mobile call quality

Poor call quality previously

% Switchers

60%

12%

11%

10%

8%

7%

6%

5%

3%

3%

Cheaper deal

Package fitted my needs 
better

Poor customer service 
previously

Better customer service 

Better service reliability 

Poor service reliability 
previously

Wanted to bundle services

Too expensive previously

Better range of services

Offered a good deal 

18% 

35%

15%

14%

12%

11%

10%

10%

8%

8%

7%

4%

Cheaper deal 

Poor customer service 
previously

Faster connection speed

Package that fitted my 
needs 

Better customer service

Wanted to bundle my 
services

Better range of services

Poor service reliability 
previously

Slow connection speed 
previously

Better service reliability

Too expensive previously

17% 
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Those who have switched typically found the process easy, although up to half experienced 

some problem along the way; their existing provider trying to persuade them to stay, 

receiving bills for their cancelled service, paying for two services, temporary loss of service 

and the process taking longer than expected were all common

QC4&C13/QC4&C20/QC4&C26 Which if any of the following did you experience any difficulties with when switching your (service)? Base: all switching service in past 2 

years n=146/273/225. QC11/QC16, C11/22, C11/28,  Overall, once you had decided which provider to use, how easy did you find it to switch your ….(146,273/225)

13%
10%

10%

10%

10%

9%

9%

8%

7%

7%

7%

6%

6%

5%

Took longer than expected

Existing provider persuaded to stay

Temporary loss of service

Bills for cancelled service

Obtaining info on switching 

Charges for early termination

Difficulty contacting provider

Difficulty porting telephone number(s)

Arranging start/stop dates

Difficulty getting a PAC

Technical issues

Difficulty transferring email 

Paying for two services

Charged wrong amount by new 

15%
14%
13%

12%
12%
11%

10%
10%
9%
9%
8%

6%
6%
5%
5%
4%

Bills for cancelled service

Took longer than expected

Temporary loss of service

Cost/billing issue

Provider persuasion to stay

Paying for two services

Difficulty contacting provider

Technical issues

Charges for early termination

Obtaining info on switching

Arranging start/stop dates

Knowing how to switch

Getting MAC from existing provider

Existing provider cancelled switch

Delay receiving equipment

Difficulty porting numbers

23%

19%

17%

16%

13%

13%

12%

9%

8%

7%

7%

6%

5%

4%

Existing provider persuasing to stay

Paying for two services during switching 

Received bills for cancelled service

Process took longer than expected

Charges for early termination of contract

Difficulty contacting provider to cancel …

Technical issues

Charged wrong amount by new supplier

Temporary loss of service

Existing provider cancelled process

Arranging start/stop dates

Obtaining info on switching

Difficulty porting numbers

Knowing how to switch

85% = EASY

60% = NO PROBLEMS

85% = EASY

52% = NO PROBLEMS

93% = EASY

70% = NO PROBLEMS
All Switchers….

14% = DIFFICULT

40% = SOME PROBLEMS

13% = DIFFICULT

48% = SOME PROBLEMS

7% = DIFFICULT

30% = SOME PROBLEMS

CANCELLATION 

CHARGES = 13%

CANCELLATION 

CHARGES = 9%

CANCELLATION 

CHARGES = 9%
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Summary of additional switching questions

QC5/C15 When you switched providers, did you keep your mobile telephone number(s) or did you get a new number? 

C6/C18/C24 Thinking back to when you switched your [landline and/or internet] provider, did your new provider arrange everything for you or did you have to contact 

your old provider too? Base: All who switched LL and/or Internet as part of bundle/LL separately/Internet separately 

QC7/ Did you cancel your contract with your old provider and start a new contract with your new provider separately or did you do both as part of one switching process?

96% of those who switched mobile separately and 100% who switched it as 

part of a bundle KEPT their number

75

69

70

21

25

30

Switched LL separately

Switched Internet separately

Switched LL or Internet as bundle

How arrangements made/providers were contacted

New provider Both old and new Can't remember

50

67

55

50

33

45

Switched LL separately

Switched Internet separately

Switched LL or Internet as bundle

Cancellation process, if contacted both old and new 
providers

Cancelled old, started new One process Can't remember



Focus on ISSUES/PROBLEMS
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Overview of issues/problems

Experienced problem in last 

12 months
24% 47% 32%

Problem experiences Poor reliability - 14%

Poor reliability - 31%

Slow download speeds - 19%

Slow upload speeds - 17%

Poor mobile coverage - 20%

Calls dropped - 6%

Poor internet coverage - 5%

Result of problem

Complete loss - 59%

Intermittent loss - 22%

Poor service generally - 19%

Complete loss - 34%

Intermittent loss - 35%

Poor service generally - 31%

Complete loss - 26%

Intermittent loss - 37%

Poor service generally - 36%

Impact on running of business

High impact - 42%

Medium impact - 44%

Low impact - 13%

High impact - 39%

Medium impact - 45%

Low impact - 16%

High impact - 35%

Medium impact - 42%

Low impact - 22%

Length of disruption

<1 hr = 5%; 1hr-24hrs = 23%; 

1-3 days = 28%; 4-7 days = 

18%; 8+ days = 22%

<1 hr = 25%; 1hr-24hrs = 35%; 

1-3 days = 20%; 4-7 days = 7%; 

8+ days = 12%

<1 hr = 45%; 1hr-24hrs = 17%; 

1-3 days = 6%; 4-7 days = 15% 

50-249

REMOTE

RURALRURAL
REMOTE

RURAL
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Overview of Contracts

Fixed Landline Fixed Internet Mobile Phone

Contract details 69% of SMEs have a contract; half of 

these are for up to 2 years in length

70% of SMEs have a contract, just over 

half of these are up to 2 years duration

76% of SMEs have a contract, two thirds 

of these are up to 2 years duration

Business Specific 

Contracts

70% have a business-specific contract;

rises to 95% in medium SMEs

19% who do not have one think business 

contracts are more expensive

67% have a business-specific contract;

rises to 94% in medium SMEs

30% who do not have one think 

business contracts are more expensive

53% have a business contract; this rises 

to 92% in medium SMEs.

24% who do not have one think business 

contracts are more expensive

Terms & 

Conditions

76% are aware of the T&Cs of their 

contract. 62% agree these are plain and 

intelligible (but only 45% that they are 

easy to understand and free of jargon). 

96% feel it would be helpful to have all 

key terms presented “bold and 

upfront”. This would make 85% more 

likely to read their contract.

16% have had problems because things 

have not been specified in their 

contract. 

73% are aware of the T&Cs of their 

contract. 57% agree these are plain and 

intelligible (but only 42% that they are 

easy to understand and free of jargon). 

94% feel it would be helpful to have all 

key terms presented “bold and 

upfront”. This would make 91% more 

likely to read their contract.

15% have had problems because things 

have not been specified in their 

contract. 

80% are aware of the T&Cs of their 

contract. 61% agree these are plain and 

intelligible (but only 43% that they are 

easy to understand and free of jargon). 

92% feel it would be helpful to have all 

key terms presented “bold and 

upfront”. This would make 84% more 

likely to read their contract.

11% have had problems because things 

have not been specified in their 

contract. 

Termination

Charges and SLA

53% are aware contracts have details of 

ETCs and how these are calculated 

(rising to 86% of medium SMEs). 

77% of those on a business contract are 

satisfied the provider fulfils their SLA

53% are aware contracts have details 

of ETCs and how these are calculated 

(rising to 69% of medium SMEs). 

81% of those on a business contract are 

satisfied the provider fulfils their SLA

57% are aware contracts have details of 

ETCs and how these are calculated 

(rising to 73% of medium SMEs). 

79% of those on a business contract are 

satisfied the provider fulfils their SLA
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19%

35%

15%

1%

15%

1%

15%

Up to 1 year

>1 to 2 years

>2 to 5 years

>5 to 10 years

Rolling monthly 
contract

Contract period has 
ended

Don't know

17%

39%

13%

2%

14%

1%

14%

Up to 1 year

>1 to 2 years

>2 to 5 years

>5 to 10 years

Rolling monthly 
contract

Contract period 
has ended

Don't know

The majority of SMEs have a contract; half or more of these are for up to 2 years in 

length

QB4/21/37 How long is your current contract for your mobile/landline/Internet service? Base: All mobile/landline/Internet subsamples n=471/374/502

14%

50%

12%

7%

9%

1%

7%

Up to 1 year

>1 to 2 years

>2 to 5 years

No contract -
PAYG

Rolling monthly 
contract

Contract period 
has ended

Don't know

69% of users are on a contract 70% of users are on a contract 76% of users are on a contract
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Incidence of business-

specific contracts
(amongst all with service) 

70%

Reasons for not having a business-specific contract

67%

Personal contract 

is fine for my 

business
47% 54%

Never thought 

about it/ 

considered it

Business contracts 

more expensive

53%

53%

37% 15% 18%

19% 30% 24%

Fewer SMEs have a business contract for their mobile phones.  

Strong evidence that SMEs may not understand the benefits of a business contract. 

Perceived cost of is a barrier, especially for business internet. 

Aware some business 

contracts provide 

enhanced service?
(amongst those on a 

personal/residential contract or 

PAYG for mobile) 

57% 56% 52%

QB3/20/36 Does your organisation have a specific business contract for your mobile (n=1014)/PSTN landline (n=979)/Internet (n=1399) service or do you just use an 

ordinary personal/residential service? QE6 Why have you chosen not to have a business service for your (service)? Base: all mobile/landline (PSTN)/Internet sub-samples 

with personal/residential contract for (service) n=111/43/55. QE7 Are you aware that some business contracts provide enhanced service provision, better levels of 

customer service and faster response rates to problems than a personal or residential service? Base: all mobile/landline/Internet users with personal/residential contract 

for (service) n=285/200/234. 

(PSTN)



Yes
57%

No
8%

Not 
sure
35%

Extremely 
satisfied

32%

Satisfied
47%

Neither
14%

Dissatisfied
4%

DK
3%

129.

Yes
53%

No
13%

Not 
sure
34% Yes

53%

No
13%

Not 
sure
34%

Whether contract 

include details of 

charges due on 

termination and 

how these are 

calculated
(amongst those on a 

contract)  

Just over half of SMEs are aware that their contract includes charges due on termination.  

The majority of SMEs are satisfied that their provider fulfils the agreed level of service in 

relation to their business contract

73% among 50-249 
employee

QE4 Does the contract include details on charges due on termination of service and how these are calculated? Base: All mobile/landline/Internet subsample on a contract 

(including rolling monthly for mobile) n=407/260/357. QE5 Thinking of your service level agreement, also known as an SLA, how satisfied are you that your provider fulfils 

the agreed levels of service? Base: All mobile/landline/Internet subsample on a business contract for this service n=293/214/294

Extremely 
satisfied

31%

Satisfied
46%

Neither
9%

Dissatisfied
8%

Extremely 
dissatisfied

5%

Dk
1%

Satisfaction that 

provider fulfils 

agreed levels of 

service (in SLA)
(amongst those on a 

business contract) 

Extremely 
satisfied

27%

Satisfied
54%

Neither
10%

Dissatisfied
3%

Extremely 
dissatisfied

4%

DK
2%

69% among 50-249 
employee

86% among 50-249 
employee

77% 
satisfied

81% 
satisfied

79% 
satisfied



Focus on INTERNET USAGE



Overview of Internet Usage

144.

Usage of the internet The majority of SMEs are using the internet for web access, email and ordering goods/services. 

Online banking, hosting company websites and using HMRC services are also common; around 7 

in 10 SMEs do this. 

Transacting with customers online is less common; around 2 in 5 of SMEs do this.  

The use of more sophisticated services as such VPN, FTP sites and VoIP is more common in the 

medium SMEs.

Online marketing 45% of SMEs undertake marketing online, most commonly using social media (77%). Medium 

SMEs are more likely to market themselves online (69%).

Use of Cloud services Just under a third (23%) of SMEs with fixed internet use Cloud services; this rises to 46% in 

medium SMEs. 

Replacing leased lines with fibre 

broadband

19% of SMEs already have or may switch from leased lines to fibre broadband; this rises to 39% 

in medium SMEs



97%

95%

83%

70%

64%

64%

63%

56%

53%

38%

36%

36%

32%

29%

28%

27%

19%

19%

18%

16%

9%

0%

88%

84%

87%

77%

67%

65%

57%

43%

51%

42%

35%

37%

44%

28%

19%

45%

12%

0%

99%

98%

71%

97%

73%

72%

77%

61%

65%

41%

46%

36%

41%

55%

44%

37%

61%

26%

44%

1-4 employees

1-9 employees

10-49 employees

50-249 employees

145.

The majority of SMEs are using the internet for web access, email and ordering 

goods/services. Online banking, hosting company websites, HMRC services and looking for 

advice on regulation are also common. Small and medium SMEs are undertaking more online.

QA6 Which, if any, of the following internet applications does your organisation use for business purposes?

Base: All with fixed or mobile Internet n=1389

97%

95%

84%

71%

65%

65%

63%

57%

54%

39%

37%

36%

33%

29%

28%

28%

20%

19%

18%

18%

9%

0%

0%

Accessing internet

Email

Ordering goods and services

Online banking

Company website

Using HMRC services

Looking for advice on regulation

Paying for goods and services via BACS

Looking for general business advice

Using bespoke software or applications

Other Online marketing

Taking orders for goods and services online

Online data storage or back-up

Cloud services

Taking payment for goods and services online

Online advertising

Remote log-in to your work PC or laptop

File Transfer Protocol or FTP

VoIP

VPN

Online video conferencing

Company intranet

Company extranet

Total sample

INTERNET: Internet application usage

By number of employees



146.

Four fifths of those using their smartphones to send and receive email (82%), for web 

browsing (80%) and when working out of office hours (80%). Small and medium SMEs are 

undertaking more activities on their smartphone.

QA5 Thinking now about the smartphone(s) your organisation uses, which of the following do you or your staff ever use a smartphone for business purposes?

Base: All with Smartphones n=810

97%

96%

82%

80%

80%

48%

48%

7%

3%

Making and receiving voice calls

Sending and receiving texts

Sending and receiving emails

Web browsing

Working out of office hours

Accessing business documents, systems and
appls while out

Sending/receiving messages using instant
messaging services

Taking any payments from customers

Taking credit/debit card payments at POS via
a card reader

Total sample

SMARTPHONES: Used for business purposes

97%

96%

81%

79%

80%

48%

47%

7%

3%

93%

92%

86%

60%

4%

99%

99%

97%

88%

62%

57%

6%

5%

1-4 employees

1-9 employees

10-49 employees

50-249 employees

By number of employees



45% of fixed or 
mobile internet users 
use online marketing

147.

Marketing their business online more common in larger SMEs.  Social media 

websites/apps are the most commonly used services

INTERNET: Use of online marketing

45%

44%

44%

63%

69%

46%

40%

50%

Total sample

1-4 employees

1-9 employees

10-49 employees

50-249 employees

Urban

Rural

Remote Rural

QA6 Which, if any, of the following internet applications does your organisation use for business purposes? Base: All with fixed or mobile Internet n=1389

QA7. You said you use the internet for online marketing.  Which, if any, of the following websites and tools does you organization engage with or use on a regular basis –

that is at least once a month?  Base: Online marketing users (n=764)

77%

38%

30%

27%

23%

23%

15%

Social media websites /
apps

Advertise / market on a
'vertical' service

Advertise on website /
app of local media

Email newsletter

Your own blog or forum

Advertise with Google

Sell / advertise on an
online market place

such as eBay / Amazon…

Services/tools engaged with in past month
(among online marketing users)

90% among 50-249 
employee

50-249



148.

One in five SMEs either have fibre broadband or may switch from leased lines to fibre in 
the next 12 months

QA1a. Including yourself, which of the following communications services does your organisation use? Base: Total sample (n=1501)

QA4a. Thinking about your leased lines, are you considering switching from using leased lines to using a fibre broadband service instead in the next 12 months?  Base: All 

with leased lines and not fibre bb (n=229) *NOTE: SMALL SAMPLE SIZE   QA4b. Thinking about your fibre/superfast broadband service, did this service replace a leased line 

service? If yes, was this in the last 12 months or longer ago?  Base: All with fibre bb and not leased lines (n=308)

INTERNET: Incidence of replacing leased lines with fibre broadband

6% of total sample use leased lines, 
and do not have fibre broadband

(increases to 39% among 50-249 empl companies)

Whether these users are considering 
switching from leased lines to fibre

broadband in next 12 mths*

17% of total sample use fibre broadband
and do not have leased lines

(increases to 25% among 10-49 and 22% of 50-249 empl
companies)

19%

21%
No

46%

DK
14%

Yes, 
longer ago

Yes, within 
last 12 mths

Yes
19%

No
72%

DK
9%

Whether fibre broadband 
replaced leased lines

19% of total sample already 
have, or may, switch from 

leased lines to fibre broadband
(increases to 39% among 50-249 empl

companies)


