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We provided research that covered the following topics:

*  What would help people switch / find the best deal
1. ISPsissue renewal reminders at contract expiry
2. ISPs only use a single price point (no "exc line rental")
3. ISPs use standardised definitions across the sector

4. Extend switching execution so winning provider manages
everything (bb, phone, but also TV and Virgin)

5. Extend allowance of switching mid-contract (due to MGALS
breach) to include TV / bundled packages

6. ISPs give fibre, MGALS, average and up-to broadband
speeds at an address level to comparison sites

e Fairness of pricing
1. Wholesale v customer price
e Accuracy of availability

1. Timeliness and accuracy to address level



Consumers have given clear indication they like the proposed initiatives discussed with Ofcom

“We are interested in ways to improve the switching process. How would you rate the
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Consumers scored every suggestion discussed with Ofcom greater than 4.2 out of 5 in terms of
importance for improving the switching process — as important as the recent requirement for
winning providers to manage the switch

Source: broadbandchoices survey Jul-Sep 2015 (base 378)



Furthermore, the proportion of consumers who may likely switch as a result is very compelling

“We are interested in ways to improve the switching process. How would you rate the
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74% to 83% of consumers positively scored every suggestion discussed with Ofcom as
important for improving the switching process — again, as important as the recent requirement
for winning providers to manage the switch

Source: broadbandchoices survey Jul-Sep 2015 (base 378)



Consumers also said they need more accuracy and availability of data relating to ISPs

“We're always looking for new ways to help you find the right deal. If the following
suggestions were available and specific to your address, how would you rate them?”
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Over 77% of consumers, scoring over 4 out 5, said that better availability and accuracy of
broadband speeds to their address level is important for improving the switching process

Source: broadbandchoices survey Jul-Sep 2015 (base 378)

But, as discussed before, getting access to the data consumers want is difficult - we need Ofcom’s
help

Consumer problem Problem we face How Ofcom can help

Inaccurate postcode availability
data means consumers are
missing out on saving money or
packages more suited to them

Open Reach have this data but do Direct Open Reach to make data
not communicate it openly available to comparison sites
A postcode is not always accurate
enough to understand availability
— full address level (including that
of blocks of flats) is accurate
(" Direct Open Reach to make A
appropriate data available to
comparison sites through an
Availability changes as fibre rolls Open Reach have not made this S always-on data feed Y
out and housing stock is created, data available to price
so consumers might not have the comparison sites (although the
. . & P . .( & ¥ " Direct Open Reach to publish A
live data to inform a purchase do provide it to ISPs) . .
wholesale prices / or require ISPs
NB — 60% of customers choose broadband based on speed, and a similar to have a single all-inclusive price

amount are principally interested in superfast / fibre N for consumers J

Source: BT Group ; broadbandchoices survey Jul-Sep 2015 (base 378) ; broadbandchoices site analytics



