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Page |Table |Title Base Description Base
of1 1 QA1: Gender. Base : All respondents 2009
o2 2 QA1: Gender. Base : All respondents 2009
o3 3 QA2: Age. Base : All respondents 2009
o4 4 QA2: Age. Base : All respondents 2009
o5 5 QAS3: Which of the following best describes your employment status? Base : All respondents 2009
o6 6 QAS3: Which of the following best describes your employment status? Base : All respondents 2009
o7 7 QA4: Which of the following best describes the main income earner in your Base : All respondents 2009
household?

®9 8 QA4: Which of the following best describes the main income earner in your Base : All respondents 2009
household?

®(10 9 QAS5: Whereabouts in the UK do you live? Base : All respondents 2009

®(12 10 QAS5: Whereabouts in the UK do you live? Base : All respondents 2009

o 14 11 QAB6: Which of these best describes the main mobile phone package you Base : All respondents 2009
personally use and pay for?

®15 12 QAB6: Which of these best describes the main mobile phone package you Base : All respondents 2009
personally use and pay for?

®(16 13 QA7: Have you ever changed your mobile phone network provider? Base : All who have mobile phone package they 2009

personally use and pay for
17 14 QA7: Have you ever changed your mobile phone network provider? Base : All who have mobile phone package they 2009
personally use and pay for

®(18 15 QAB8 Before we ask you more about the mobile services you use, please look at Base : All respondents 2009
the different statements people have made about technology services

®(19 16 QA8 Before we ask you more about the mobile services you use, please look at Base : All respondents 2009
the different statements people have made about technology services

® (20 17 QAB8 Before we ask you more about the mobile services you use, please look at Base : All respondents 2009
the different statements people have made about technology services

o221 18 QA8 Before we ask you more about the mobile services you use, please look at Base : All respondents 2009
the different statements people have made about technology services
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®(22 19 QAB8 Before we ask you more about the mobile services you use, please look at Base : All respondents 2009
the different statements people have made about technology services

o (23 20 QA8 Before we ask you more about the mobile services you use, please look at Base : All respondents 2009
the different statements people have made about technology services

®24 21 QA9: When you switched, what type of mobile package did you switch from? Base : All who switched in the last 18 months 2009

® 25 22 QA9: When you switched, what type of mobile package did you switch from? Base : All who switched in the last 18 months 2009

® 26 23 QA10: And when you switched did you..? Base : All who switched in the last 18 months 2009

e27 24 QA10: And when you switched did you..? Base : All who switched in the last 18 months 2009

® 28 25 QAT11: You mentioned earlier that you got a new mobile number when you switched | Base : All C&R switched in the last 18 months 758
provider.

® 29 26 QA11: You mentioned earlier that you got a new mobile number when you switched | Base : All C&R switched in the last 18 months 758
provider.

® 30 27 QA13: And ideally, what do you think you would want to do if you switched again? |Base : All who switched in the last 18 months 2009

o 31 28 QA13: And ideally, what do you think you would want to do if you switched again? |Base : All who switched in the last 18 months 2009

® 32 29 QA14: Which provider do you currently use for the main mobile phone package Base : All who switched in the last 18 months 2009
you personally use and pay for?

® |33 30 QA14: Which provider do you currently use for the main mobile phone package Base : All who switched in the last 18 months 2009
you personally use and pay for?

o34 31 QA15: And which provider did you switch from when you most recently changed Base : All who switched in the last 18 months 2009
mobile phone network?

® 35 32 QA15: And which provider did you switch from when you most recently changed Base : All who switched in the last 18 months 2009
mobile phone network?

® (36 33 QA16: When you switched did you have another handset in working order that you |Base : All who switched in the last 18 months and 1022
could still use to make or receive calls or texts? moved to full contract from full contract, SIM only, or

prepay
37 34 QA16: When you switched did you have another handset in working order that you |Base : All who switched in the last 18 months and 1022
could still use to make or receive calls or texts? moved to full contract from full contract, SIM only, or
prepay
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® (38 35 QB1: Thinking back to when you switched your mobile provider and kept your Base : All PAC switched in the last 18 months 1251
phone number, you would have needed to get a code
® 39 36 QB1: Thinking back to when you switched your mobile provider and kept your Base : All PAC switched in the last 18 months 1251
phone number, you would have needed to get a code
®(40 37 QB2: Thinking back to when you switched your mobile provider, did you at any Base : All C&R switched in the last 18 months 758
point request a code (a PAC)
|41 38 QB2: Thinking back to when you switched your mobile provider, did you at any Base : All C&R switched in the last 18 months 758
point request a code (a PAC)
®(42 39 QB3: And at what point did you request a PAC from your previous mobile provider? | Base : All PAC switched and all C&R that requested | 1355
a PAC
® |43 40 QB3: And at what point did you request a PAC from your previous mobile provider? | Base : All PAC switched and all C&R that requested | 1355
a PAC
® (44 41 QB4A How did you contact your previous provider to request a PAC and cancel Base : All PAC switched and requested PAC and 880
your service? cancelled at the same time or don't recall
® |45 42 QB4A How did you contact your previous provider to request a PAC and cancel Base : All PAC switched and requested PAC and 880
your service? cancelled at the same time or don't recall
® |46 43 QB4B How did you contact your previous provider to request a PAC code? Base : All PAC switched and requested PAC and 475
cancelled at different times, only requested PAC, or
C&R switched and requested a PAC
® (47 44 QB4B How did you contact your previous provider to request a PAC code? Base : All PAC switched and requested PAC and 475
cancelled at different times, only requested PAC, or
C&R switched and requested a PAC
® |48 45 QB4A/B How did you contact your previous provider to request a PAC code? Base : All PAC switched in the last 18 months 1251
® |49 46 QB4A/B How did you contact your previous provider to request a PAC code? Base : All PAC switched in the last 18 months 1251
® (50 47 QB4C And how did you contact your previous provider to cancel? Base : All PAC switched and requested PAC and 948
cancelled at different times, or C&R switched
® |51 48 QB4C And how did you contact your previous provider to cancel? Base : All PAC switched and requested PAC and 948
cancelled at different times, or C&R switched
o (52 49 QB5A: How satisfied were you with [this method][these methods] of requesting a Base : All requested a PAC 1355
PAC?
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® (53 50 QB5A: How satisfied were you with [this method][these methods] of requesting a Base : All requested a PAC 1355
PAC?
® (54 51 QB6A: What, if anything, was there about [this method][these methods] of Base : All requested a PAC 1355
requesting a PAC that you liked?
® (56 52 QB6A: What, if anything, was there about [this method][these methods] of Base : All requested a PAC 1355
requesting a PAC that you liked?
58 53 QB6A: What, if anything, was there about [this method][these methods] of Base : All requested a PAC 1355
requesting a PAC that you liked?
® (60 54 QB6B: What, if anything, was there about [this method][these methods] of Base : All requested a PAC 1355
requesting a PAC that you did not like?
® 62 55 QB6B: What, if anything, was there about [this method][these methods] of Base : All requested a PAC 1355
requesting a PAC that you did not like?
64 56 QB6B: What, if anything, was there about [this method][these methods] of Base : All requested a PAC 1355
requesting a PAC that you did not like?
® |66 57 QB5B: How satisfied were you with [this method][these methods] of cancelling your | Base : All cancelled 1828
service?
® (67 58 QB5B: How satisfied were you with [this method][these methods] of cancelling your | Base : All cancelled 1828
service?
® (68 59 QB6C: What, if anything, was there about [this method][these methods] of Base : All cancelled 1828
cancelling your service that you liked?
®(70 60 QB6C: What, if anything, was there about [this method][these methods] of Base : All cancelled 1828
cancelling your service that you liked?
72 61 QB6C: What, if anything, was there about [this method][these methods] of Base : All cancelled 1828
cancelling your service that you liked?
®(74 62 QB6D: What, if anything, was there about [this method][these methods] of Base : All cancelled 1828
cancelling your service that you did not like?
® 76 63 QB6D: What, if anything, was there about [this method][these methods] of Base : All cancelled 1828
cancelling your service that you did not like?
78 64 QB6D: What, if anything, was there about [this method][these methods] of Base : All cancelled 1828
cancelling your service that you did not like?
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® (80 65 QB?7: Did you have contact with your previous provider more than once [to request |Base : All who switched in the last 18 months 2009
your PAC and cancel your service][to request your PAC][to cancel your service]?

® 81 66 QB?7: Did you have contact with your previous provider more than once [to request |Base : All who switched in the last 18 months 2009
your PAC and cancel your service][to request your PAC][to cancel your service]?

o382 67 QB8: Did you and your previous provider talk about anything else when you Base : All who switched in the last 18 months 2009
[requested your PAC and cancelled your service][requested your PAC][cancelled
your service]?

® |33 68 QB8: Did you and your previous provider talk about anything else when you Base : All who switched in the last 18 months 2009
[requested your PAC and cancelled your service][requested your PAC][cancelled
your service]?

o84 69 QB9 What else did you talk about? Base : All who talked about something else 454

® (85 70 QB9 What else did you talk about? Base : All who talked about something else 454

® 386 71 QB10: How did you contact your new provider to sign up for your new service? If Base : All who switched in the last 18 months 2009
you tried to sign up via more than one method, then please select the final one you
used.

® 87 72 QB10: How did you contact your new provider to sign up for your new service? If Base : All who switched in the last 18 months 2009
you tried to sign up via more than one method, then please select the final one you
used.

® |38 73 QC1: How likely would you be to request your PAC via a free text message rather | Base : All PAC switched in the last 18 months 1251
than the way you requested it last time you switched?

® (89 74 QC1: How likely would you be to request your PAC via a free text message rather | Base : All PAC switched in the last 18 months 1251
than the way you requested it last time you switched?

® (90 75 QCB3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® |91 76 QC3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

®|92 77 QC3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® 93 78 QC3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS
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® 94 79 QCB3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® (95 80 QC3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® |96 81 QCB3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® 97 82 QC3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® (98 83 QCB3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® (99 84 QC3A: You said you [would][might] request your PAC via a free text message if this | Base : All PAC switched in the last 18 months and 1107
method were available. would/might take up Auto-Switch SMS

® (100 85 QC3B: You said you would not take up this option if there was a 50p charge. Why | Base : All PAC would not take up Auto-Switch SMS | 301
do you say this? at all price options

101 86 QC3B: You said you would not take up this option if there was a 50p charge. Why | Base : All PAC would not take up Auto-Switch SMS | 301

do you say this? at all price options

o102 87 QCS3E: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 1164
would also have contacted your previous provider, would/might take up Auto-Switch SMS

®(103 88 QCSE: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 1164
would also have contacted your previous provider, would/might take up Auto-Switch SMS

o104 89 QCS3F: And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, 779
contacted your previous provider? would/might take up Auto-Switch SMS and

would/might have still contacted previous provider

®(106 90 QCS3F: And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, 779

contacted your previous provider? would/might take up Auto-Switch SMS and
would/might have still contacted previous provider

® (108 91 QC3G: How, if at all, do you think this new method of requesting your PAC would Base : All PAC switched in the last 18 months and 1164
have affected the total amount of time you would have spent would/might take up Auto-Switch SMS

®|109 92 QCB3G: How, if at all, do you think this new method of requesting your PAC would Base : All PAC switched in the last 18 months and 1164
have affected the total amount of time you would have spent would/might take up Auto-Switch SMS
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o110 93 QC4: How likely would you be to request your PAC online rather than [texting a Base : All PAC switched in the last 18 months 1251
free number][the way you requested your PAC last time you switched]?
111 94 QC4: How likely would you be to request your PAC online rather than [texting a Base : All PAC switched in the last 18 months 1251
free number][the way you requested your PAC last time you switched]?
o112 95 QC4: How likely would you be to request your PAC online rather than texting a free | Base : All PAC switched in the last 18 months and 1164
number? would/might take up Auto-Switch SMS
113 96 QC4: How likely would you be to request your PAC online rather than texting a free | Base : All PAC switched in the last 18 months and 1164
number? would/might take up Auto-Switch SMS
114 97 QC4: How likely would you be to request your PAC online rather than the way you |Base : All PAC switched in the last 18 months and 87
requested your PAC last time you switched? wouldn't take up Auto-Switch SMS
115 98 QC4: How likely would you be to request your PAC online rather than the way you |Base : All PAC switched in the last 18 months and 87
requested your PAC last time you switched? wouldn't take up Auto-Switch SMS
o116 99 QC4: How likely would you be to request your PAC online rather than the way you |Base : All PAC switched in the last 18 months and 973
requested your PAC last time you switched? would take up Auto-Switch SMS
117 100 QC4: How likely would you be to request your PAC online rather than the way you |Base : All PAC switched in the last 18 months and 973
requested your PAC last time you switched? would take up Auto-Switch SMS
®118 101 QC1/QC4: How likely would you be to request your PAC via a free text Base : All PAC switched in the last 18 months 1251
message/online rather than the way you requested it last time you switched?
o119 102 QC1/QC4: How likely would you be to request your PAC via a free text Base : All PAC switched in the last 18 months 1251
message/online rather than the way you requested it last time you switched?
®(120 103 QC3A/QCB6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®|121 104 QC3A/QC6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®(122 105 QC3A/QCB6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®(123 106 QC3A/QCB6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
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e|124 107 QC3A/QC6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®(125 108 QC3A/QCB6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®(126 109 QC3A/QCB6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®|127 110 QC3A/QC6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®(128 111 QC3A/QCB6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®|129 112 QC3A/QC6A: You said you [would][might] request your PAC via a free text Base : All PAC switched in the last 18 months and 1149
message / your online account if this method were available. would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
® (130 113 QC3B/QC6B: You said you would not take up this option if there was a 50p charge. | Base : All PAC would not take up Auto-Switch 326
Why do you say this? SMS/online at all price options
131 114 QC3B/QC6B: You said you would not take up this option if there was a 50p charge. | Base : All PAC would not take up Auto-Switch 326
Why do you say this? SMS/online at all price options
®(132 115 QCSE/C7: If you had followed these steps last time you switched do you think you |Base : All PAC switched in the last 18 months and 1209
would also have contacted your previous provider, would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
® (133 116 QCBE/C7: If you had followed these steps last time you switched do you think you |Base : All PAC switched in the last 18 months and 1209
would also have contacted your previous provider, would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®(134 117 QC3F/QC8: And which, if any, of these would be reasons that you would still have |Base : All PAC switched in the last 18 months, 813
contacted your previous provider? would/might take up Auto-Switch SMS or
Auto-Switch Online and would/might have still
contacted previous provider
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®(136 118 QC3F/QC8: And which, if any, of these would be reasons that you would still have |Base : All PAC switched in the last 18 months, 813
contacted your previous provider? would/might take up Auto-Switch SMS or
Auto-Switch Online and would/might have still
contacted previous provider
®| 138 119 QC3G/QC9: How, if at all, do you think this new method of requesting your PAC Base : All PAC switched in the last 18 months and 1209
would have affected the total amount of time you would have spent would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
®|139 120 QC3G/QCI: How, if at all, do you think this new method of requesting your PAC Base : All PAC switched in the last 18 months and 1209
would have affected the total amount of time you would have spent would/might take up Auto-Switch SMS or
would/might take up Auto-Switch Online
® (140 121 QD1: How likely would you be to use this method, rather than the way you Base : All PAC Switched in the last 18 months 1251
switched last time you switched?
o141 122 QD1: How likely would you be to use this method, rather than the way you Base : All PAC Switched in the last 18 months 1251
switched last time you switched?
o142 123 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
® 143 124 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
o144 125 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
® (145 126 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
® 146 127 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
o147 128 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
® (148 129 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
o149 130 QDS3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
® (150 131 QD3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
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o151 132 QDB3A: You said you [would][might] use this method of switching if it was available. |Base : All PAC switched in the last 18 months and 1065
would/might take up GPL
® 152 133 QD3B: You said you would not use this method of switching if there was a 50p Base : All PAC would not take up GPL at all price 254
charge. Why do you say this? options
153 134 QD3B: You said you would not use this method of switching if there was a 50p Base : All PAC would not take up GPL at all price 254
charge. Why do you say this? options
o154 135 QD4: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 1100
would also have contacted your previous provider, would/might take up GPL
o155 136 QD4: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 1100
would also have contacted your previous provider, would/might take up GPL
®| 156 137 QD5 And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, 698
contacted your previous provider? would/might take up GPL and would/might have still
contacted previous provider
®| 158 138 QD5 And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, 698
contacted your previous provider? would/might take up GPL and would/might have still
contacted previous provider
®|160 139 QD6: How, if at all, do you think this new method of switching would have affected |Base : All PAC switched in the last 18 months and 1100
the total amount of time you would have spent speaking would/might take up GPL
o161 140 QD6: How, if at all, do you think this new method of switching would have affected |Base : All PAC switched in the last 18 months and 1100
the total amount of time you would have spent speaking would/might take up GPL
o162 141 QE1 Which of these would you be most likely to use? Base : All PAC switched in the last 18 months and 1077
would/might take up Auto-Switch SMS/Online and
GPL
163 142 QE1 Which of these would you be most likely to use? Base : All PAC switched in the last 18 months and 1077
would/might take up Auto-Switch SMS/Online and
GPL
o164 143 QE1 Total (would/might). Base : All PAC switched in the last 18 months 1251
® (165 144 QE1 Total (would/might). Base : All PAC switched in the last 18 months 1251
® 166 145 QF1: If this code was available either by texting a free number or through your Base : All C&R switched in the last 18 months 758
online account with your current provider,
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o167 146 QF1: If this code was available either by texting a free number or through your Base : All C&R switched in the last 18 months 758
online account with your current provider,
®(168 147 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
®(169 148 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
®(170 149 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
o171 150 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
o172 151 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
173 152 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
o174 153 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
®(175 154 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
®(176 155 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
o177 156 QF3A: You said you [would][might] switch by requesting this code via a free text Base : All C&R switched in the last 18 months and 667
message or through your online account with your current provider, if it was would/might take up Auto-Switch SMS/Online
available.
178 157 QF3B You said you would not take up this option if there was a 50p charge. Why Base : All C&R would not take up Auto-Switch 134
do you say this? SMS/Online at all price options
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179 158 QF3B You said you would not take up this option if there was a 50p charge. Why Base : All C&R would not take up Auto-Switch 134
do you say this? SMS/Online at all price options
o (180 159 QF3E: Would you prefer to request a code by texting a free number or through Base : All C&R switched in the last 18 months and 691
your online account with your current provider? would/might take up Auto-Switch SMS/Online
181 160 QF3E: Would you prefer to request a code by texting a free number or through Base : All C&R switched in the last 18 months and 691
your online account with your current provider? would/might take up Auto-Switch SMS/Online
® (182 161 QF3F If this method was available and you used it to switch do you think you would | Base : All C&R switched in the last 18 months and | 691
change or keep your phone number? would/might take up Auto-Switch SMS/Online
®(183 162 QF3F If this method was available and you used it to switch do you think you would | Base : All C&R switched in the last 18 months and 691
change or keep your phone number? would/might take up Auto-Switch SMS/Online
o184 163 QF4: If you had followed these steps last time you switched do you think you would | Base : All C&R switched in the last 18 months and | 691
also have contacted your previous provider, would/might take up Auto-Switch SMS/Online
o185 164 QF4: If you had followed these steps last time you switched do you think you would | Base : All C&R switched in the last 18 months and 691
also have contacted your previous provider, would/might take up Auto-Switch SMS/Online
®| 186 165 QF5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 449
contacted your previous provider? would/might take up Auto-Switch SMS/Online and
would/might have still contacted previous provider
®|188 166 QF5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 449
contacted your previous provider? would/might take up Auto-Switch SMS/Online and
would/might have still contacted previous provider
®|190 167 QF®6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 691
the total amount of time you would have spent speaking to your would/might take up Auto-Switch SMS/Online
o191 168 QF6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 691
the total amount of time you would have spent speaking to your would/might take up Auto-Switch SMS/Online
® (192 169 QG1: How likely would you be to use this method, rather than the way you Base : All C&R Switched in the last 18 months 758
switched last time you switched?
193 170 QG1: How likely would you be to use this method, rather than the way you Base : All C&R Switched in the last 18 months 758
switched last time you switched?
®(194 171 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
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®(195 172 QGS3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and 648
would/might take up GPL
® (196 173 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
197 174 QG3A: You said you [would][might] use this method of switching if it was available. [Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
® (198 175 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
199 176 QGS3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and 648
would/might take up GPL
® (200 177 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
® 201 178 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
® 202 179 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
® 203 180 QG3A: You said you [would][might] use this method of switching if it was available. |Base : All C&R switched in the last 18 months and | 648
would/might take up GPL
o204 181 QG3B You said you would not use this method of switching if there was a 50p Base : All C&R would not take up GPL at all price 120
charge. Why do you say this? options
205 182 QG3B You said you would not use this method of switching if there was a 50p Base : All C&R would not take up GPL at all price 120
charge. Why do you say this? options
® 206 183 QG3E: If this method was available and you used it to switch, do you think you Base : All C&R switched in the last 18 months and | 665
would change or keep your phone number? would/might take up GPL
o (207 184 QGS3E: If this method was available and you used it to switch, do you think you Base : All C&R switched in the last 18 months and 665
would change or keep your phone number? would/might take up GPL
® (208 185 QG4: If you had followed these steps last time you switched do you think you Base : All C&R switched in the last 18 months and 665
would also have contacted your previous provider, would/might take up GPL
® (209 186 QG4: If you had followed these steps last time you switched do you think you Base : All C&R switched in the last 18 months and 665
would also have contacted your previous provider, would/might take up GPL
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®|210 187 QG5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 371
contacted your previous provider? would/might take up GPL and would/might have still
contacted previous provider
®|212 188 QG5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 371
contacted your previous provider? would/might take up GPL and would/might have still
contacted previous provider
o214 189 QG6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and | 665
the total amount of time you would have spent speaking to your would/might take up GPL
®|215 190 QG6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 665
the total amount of time you would have spent speaking to your would/might take up GPL
o216 191 QH1 Which of these would you be most likely to use? Base : All C&R switched in the last 18 months and | 623
would/might take up Auto-Switch SMS/Online and
GPL
217 192 QH1 Which of these would you be most likely to use? Base : All C&R switched in the last 18 months and | 623
would/might take up Auto-Switch SMS/Online and
GPL
o218 193 QH1 Total (would/might). Base : All C&R switched in the last 18 months 758
219 194 QH1 Total (would/might). Base : All C&R switched in the last 18 months 758
® (220 195 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o221 196 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
e 222 197 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o223 198 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o224 199 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o225 200 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
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o226 201 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o227 202 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o228 203 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
o229 204 QC3A: You said you would request your PAC via a free text message if this method | Base : All PAC switched in the last 18 months and 935
were available. would take up Auto-Switch SMS
® 230 205 QC3B: You said you would not take up this option if there was a 50p charge. Why | Base : All PAC would not take up Auto-Switch SMS | 238
do you say this? at all price options
231 206 QC3B: You said you would not take up this option if there was a 50p charge. Why | Base : All PAC would not take up Auto-Switch SMS | 238
do you say this? at all price options
o232 207 QC3E: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 973
would also have contacted your previous provider, would take up Auto-Switch SMS
® (233 208 QCSE: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 973
would also have contacted your previous provider, would take up Auto-Switch SMS
® (234 209 QC3F: And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, would | 326
contacted your previous provider? take up Auto-Switch SMS and would have still
contacted previous provider
236 210 QC3F: And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, would | 326
contacted your previous provider? take up Auto-Switch SMS and would have still
contacted previous provider
® 238 211 QC3G: How, if at all, do you think this new method of requesting your PAC would Base : All PAC switched in the last 18 months and 973
have affected the total amount of time you would have spent would take up Auto-Switch SMS
®| 239 212 QC3G: How, if at all, do you think this new method of requesting your PAC would Base : All PAC switched in the last 18 months and 973
have affected the total amount of time you would have spent would take up Auto-Switch SMS
® 240 213 QC3B/QC6B: You said you would not take up this option if there was a 50p charge. | Base : All PAC would not take up Auto-Switch 253
Why do you say this? SMS/online at all price options
241 214 QC3B/QC6B: You said you would not take up this option if there was a 50p charge. | Base : All PAC would not take up Auto-Switch 253
Why do you say this? SMS/online at all price options
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o242 215 QC3A/QCB6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
®243 216 QC3A/QC6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
e 244 217 QC3A/QCB6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o245 218 QC3A/QCB6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o246 219 QC3A/QC6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o247 220 QC3A/QCB6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o248 221 QC3A/QCB6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o249 222 QC3A/QC6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
® 250 223 QC3A/QC6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o251 224 QC3A/QCB6A: You said you would request your PAC via a free text message / your |Base : All PAC switched in the last 18 months and 959
online account if this method were available. would take up Auto-Switch SMS or would take up
Auto-Switch Online
o252 225 QC3B/QC6B: You said you would not take up this option if there was a 50p charge. | Base : All PAC would not take up Auto-Switch 253
Why do you say this? SMS/online at all price options
253 226 QC3B/QC6B: You said you would not take up this option if there was a 50p charge. | Base : All PAC would not take up Auto-Switch 253
Why do you say this? SMS/online at all price options
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o254 227 QCSE/C7: If you had followed these steps last time you switched do you think you |Base : All PAC switched in the last 18 months and 1058
would also have contacted your previous provider, would take up Auto-Switch SMS or would take up
Auto-Switch Online
® (255 228 QCSE/C7: If you had followed these steps last time you switched do you think you |Base : All PAC switched in the last 18 months and 1058
would also have contacted your previous provider, would take up Auto-Switch SMS or would take up
Auto-Switch Online
®| 256 229 QC3F/QC8: And which, if any, of these would be reasons that you would still have |[Base : All PAC switched in the last 18 months, would | 355
contacted your previous provider? take up Auto-Switch SMS or Auto-Switch Online and
would have still contacted previous provider
®| 258 230 QC3F/QC8: And which, if any, of these would be reasons that you would still have |Base : All PAC switched in the last 18 months, would | 355
contacted your previous provider? take up Auto-Switch SMS or Auto-Switch Online and
would have still contacted previous provider
® 260 231 QC3G/QCI: How, if at all, do you think this new method of requesting your PAC Base : All PAC switched in the last 18 months and 1058
would have affected the total amount of time you would have spent would take up Auto-Switch SMS or would take up
Auto-Switch Online
o261 232 QC3G/QCI: How, if at all, do you think this new method of requesting your PAC Base : All PAC switched in the last 18 months and 1058
would have affected the total amount of time you would have spent would take up Auto-Switch SMS or would take up
Auto-Switch Online
o262 233 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 263 234 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 264 235 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 265 236 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 266 237 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 267 238 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
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® 268 239 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 269 240 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
® 270 241 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
o271 242 QD3A: You said you would use this method of switching if it was available. Base : All PAC switched in the last 18 months and 807
would take up GPL
®(272 243 QD3B: You said you would not use this method of switching if there was a 50p Base : All PAC would not take up GPL at all price 165
charge. Why do you say this? options
273 244 QD3B: You said you would not use this method of switching if there was a 50p Base : All PAC would not take up GPL at all price 165
charge. Why do you say this? options
o274 245 QD4: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 829
would also have contacted your previous provider, would take up GPL
o275 246 QD4: If you had followed these steps last time you switched do you think you Base : All PAC switched in the last 18 months and 829
would also have contacted your previous provider, would take up GPL
o276 247 QD5 And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, would [ 297
contacted your previous provider? take up GPL and would have still contacted previous
provider
o278 248 QD5 And which, if any, of these would be reasons that you would still have Base : All PAC switched in the last 18 months, would [ 297
contacted your previous provider? take up GPL and would have still contacted previous
provider
® (280 249 QD6: How, if at all, do you think this new method of switching would have affected |Base : All PAC switched in the last 18 months and 829
the total amount of time you would have spent speaking would take up GPL
®| 281 250 QD6: How, if at all, do you think this new method of switching would have affected |Base : All PAC switched in the last 18 months and 829
the total amount of time you would have spent speaking would take up GPL
o282 251 QE1 Which of these would you be most likely to use? Base : All PAC switched in the last 18 months and 762
would take up Auto-Switch SMS/Online and GPL
® 283 252 QE1 Which of these would you be most likely to use? Base : All PAC switched in the last 18 months and 762
would take up Auto-Switch SMS/Online and GPL
o284 253 QE1 Total (would). Base : All PAC switched in the last 18 months 1251
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® 285 254 QE1 Total (would). Base : All PAC switched in the last 18 months 1251
® (286 255 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
o (287 256 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
o (288 257 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
289 258 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
® (290 259 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
® (291 260 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
o (292 261 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
® (293 262 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
o (294 263 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
® (295 264 QF3A: You said you would switch by requesting this code via a free text message |Base : All C&R switched in the last 18 months and 539
or through your online account with your current provider, if it was available. would take up Auto-Switch SMS/Online
® (296 265 QF3B You said you would not take up this option if there was a 50p charge. Why Base : All C&R would not take up Auto-Switch 91
do you say this? SMS/Online at all price options
297 266 QF3B You said you would not take up this option if there was a 50p charge. Why Base : All C&R would not take up Auto-Switch 91
do you say this? SMS/Online at all price options
® (298 267 QF3E: Would you prefer to request a code by texting a free number or through Base : All C&R switched in the last 18 months and [ 557
your online account with your current provider? would take up Auto-Switch SMS/Online
® (299 268 QF3E: Would you prefer to request a code by texting a free number or through Base : All C&R switched in the last 18 months and 557
your online account with your current provider? would take up Auto-Switch SMS/Online
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® (300 269 QF3F If this method was available and you used it to switch do you think you would | Base : All C&R switched in the last 18 months and 557
change or keep your phone number? would take up Auto-Switch SMS/Online
® 301 270 QF3F If this method was available and you used it to switch do you think you would | Base : All C&R switched in the last 18 months and | 557
change or keep your phone number? would take up Auto-Switch SMS/Online
® (302 271 QF4: If you had followed these steps last time you switched do you think you would | Base : All C&R switched in the last 18 months and 557
also have contacted your previous provider, would take up Auto-Switch SMS/Online
® 303 272 QF4: If you had followed these steps last time you switched do you think you would | Base : All C&R switched in the last 18 months and | 557
also have contacted your previous provider, would take up Auto-Switch SMS/Online
® (304 273 QF5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 153
contacted your previous provider? would take up Auto-Switch SMS/Online and would
have still contacted previous provider
® (306 274 QF5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 153
contacted your previous provider? would take up Auto-Switch SMS/Online and would
have still contacted previous provider
® (308 275 QF6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 557
the total amount of time you would have spent speaking to your would take up Auto-Switch SMS/Online
®| 309 276 QF®6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 557
the total amount of time you would have spent speaking to your would take up Auto-Switch SMS/Online
® (310 277 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and 430
would take up GPL
311 278 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and | 430
would take up GPL
®(312 279 QGS3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and 430
would take up GPL
313 280 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and | 430
would take up GPL
o (314 281 QGS3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and 430
would take up GPL
315 282 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and | 430
would take up GPL
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®(316 283 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and 430
would take up GPL
® (317 284 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and | 430
would take up GPL
®(318 285 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and 430
would take up GPL
® (319 286 QG3A: You said you would use this method of switching if it was available. Base : All C&R switched in the last 18 months and | 430
would take up GPL
320 287 QG3B You said you would not use this method of switching if there was a 50p Base : All C&R would not take up GPL at all price 61
charge. Why do you say this? options
321 288 QG3B You said you would not use this method of switching if there was a 50p Base : All C&R would not take up GPL at all price 61
charge. Why do you say this? options
o322 289 QGS3E: If this method was available and you used it to switch, do you think you Base : All C&R switched in the last 18 months and 438
would change or keep your phone number? would take up GPL
® 323 290 QG3E: If this method was available and you used it to switch, do you think you Base : All C&R switched in the last 18 months and | 438
would change or keep your phone number? would take up GPL
o (324 291 QG4: If you had followed these steps last time you switched do you think you Base : All C&R switched in the last 18 months and 438
would also have contacted your previous provider, would take up GPL
® (325 292 QG4: If you had followed these steps last time you switched do you think you Base : All C&R switched in the last 18 months and 438
would also have contacted your previous provider, would take up GPL
® 326 293 QG5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 94
contacted your previous provider? would take up GPL and would have still contacted
previous provider
328 294 QG5 And which, if any, of these would be reasons that you would still have Base : All C&R switched in the last 18 months, 94
contacted your previous provider? would take up GPL and would have still contacted
previous provider
® (330 295 QG6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 438
the total amount of time you would have spent speaking to your would take up GPL
®| 331 296 QG6: How, if at all, do you think this new method of switching would have affected |Base : All C&R switched in the last 18 months and 438
the total amount of time you would have spent speaking to your would take up GPL
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® (332 297 QH1 Which of these would you be most likely to use? Base : All C&R switched in the last 18 months and 376
would take up Auto-Switch SMS/Online and GPL
333 298 QH1 Which of these would you be most likely to use? Base : All C&R switched in the last 18 months and | 376
would take up Auto-Switch SMS/Online and GPL
® (334 299 QH1 Total (would). Base : All C&R switched in the last 18 months 758
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QA1: Gender.

Base : All respondents

Total
Male

Female

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86* 31 1251 758 687 1315 321 925 366 390
943 943 - 344 320 279 621 322 623 320 811 81 33 17 607 336 335 606 169 437 166 169
479% 40%] 48%¢ 56%cd 48% 45% 42% Vred 53] 38% 55% 49% 44%) 49% 46%) 47% 45% 43%
340 217 668 398 626 440 927 7 53 14 644 422 352 709 152 488 200 221
e 44% 52% 55% sovEE 53% 477 R 45% 51% 56% 51% 54% 47% 53% 55% 57%1

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 1

* =Less than .5




Mobile Switching 2017
Fieldwork: 23rd January - 6th February 2017
Table 2
QAT1: Gender.

Base : All respondents

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC| cancelled by
Requested PAC telephone Any telephone telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) () (d) (e) () (@) (A) ()} (h)
Total poos 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Male 943 415 240 397 242 38 104 544 202 345 395 396 435 455 147 501 163
47%) 46% 45%) 50% 48% 34%) A7%e 51%A 42%) 48% 49% 46% 47% 49% 42%) 42%)
Female 1066 480 295 398 258 74 116 531 275 376 409 458 483 475 200 518 222
53%) 54% 55% 50% 52% 66%] 53% 197 I 52% 51% 54% 53%] 51% 58% 51%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




QA2: Age.

Base : All respondents

Total
16-17

18-24
25-34
35-44
45-54

55 - 64

65 +

NET: 16-24
NET: 16-34
NET: 35-54
NET: 55+

Mean age

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
2009 660 496 1289 720 1249 760 1738 152 86* 31* 1251 758 687 1315 321 925 366 390
55 - - 36 19 9 46 48 3 4 - 20 35 23 32 8 12 15 20
3%) - - 3% 3%| 1% 6%h 3% 2% 5% - 2% 5%n| 3% 2%] 2%] 1%| 4%s 5%
305 - - 202 103 154 151 272 17 12 4 167 138 95 209 50 116 45
15%) - - 16% 14%) 12%| 20%h) 16% 11% 14% 13%) 13%| 18%n| 14% 16% 16% 13%) 12%) 24%s]
493 - - 324 169 407 86 427 40 19 7 337 156 156 336 88 248 68 88
25%) - - 25% 23% 25% 26% 22% 23% | 21%| 23% 26% 27% 27%| 19% 23%
361 168 193 - 361 - 224 137 311 33 9 6 235 126 115 246 41 74 52
18%) 18% 18%) - - 17% 19%) 18% IR 10% 19%) 19% 17% 17% 19% 13% 21%u 20% 13%|
299 152 147 - 299 - 182 117 253 24 17 5 186 113 93 206 45 141 48 65
15%) 16% 14% - - 14% 16% 15% 16% 20% 16% 15% 15%] 14% 16%] 14%] 15% 13% 17%
260 129 131 - - 260 159 101 221 13 19 7 162 98 110 147 47 114 63 33
13% 14% 12% - - 2 12% 14% 13% 2 Ak 23 13% 13% 112/ N 8%
236 150 86 - - 236 162 74 206 22 6 2 144 92 139 42 100 53 39
129G 8%| - - 48%cdl 13% 10% 12% 14% 7% 6% 12% 12% 11%] 13%] 11% 14% 10%
360 144 216 360 - - 238 122 320 20 16 4 187 241 58 128 60 113
18%) 15%| 20%a 42%de - - 18% 17%) 18% 13% 19% 13%) 15%| 17% 18% 18% 14%) 16%) 29%s]
853 344 509 3 - - 562 291 747 60 35 11 524 329 274 577 376 128
42% 36%] 48%a 100%de - - 44% 40% 43% 39% 41% 35% 42% 43%) 44%) 35% 52%sf
660 320 340 - 660 - 406 254 564 57 26 11 421 239 452 122 117
33% 34% 32% - - 31% 35% 32% 38% 30% 35% 34% 32%) 34% 33% 30%
496 279 217 - - 6 321 175 427 35 25 9 306 190 286 72
25% 30%b) 20% - - 100%cd| 25% 24% 25% 23% 29% 29% 24% 25% 22% 18%
41.85 B 39.56 25.62 44.03¢ X 41.79 41.98 41.72 42.77 42.51 43.27 42.13 41.40 41.00

Table 3

* =Less than .5




QA2: Age.

Base : All respondents

Total
16-17

18-24
25-34
35- 44
45-54

55 - 64

65 +

NET: 16-24
NET: 16-34
NET: 35-54
NET: 55+

Mean age

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 4

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping| Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) (©) (d) (e) () (@) (A) ((¢)] (h)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
55 13 25 9 12 5 7 23 13 11 13 21 23 15 24 15 24
3% 1% e 1% 2% 4% 3% 2% 3% 2% 2% 2% 3% 2% 7% 1% 6%
305 124 101 111 64 16 42 152 80 94 108 136 143 125 88 128 97
15%j 14%j 14% 13%] 14% 19%] 14% 17%] 13% 13% 16% 16%] 13% 25%| 13%] 25%)
493 260 122 231 128 14 63 258 151 152 187 184 212 238 83 272 96
25% 23% 29% 26% 13%| 29%] 24%] 21% 23% 22% 23% 26% 24% 27% 25%
361 160 89 156 92 25 39 193 87 127 143 151 163 165 55 192 59
18%j 18% 17%] 20% 18%] 22% 18%] 18% 18%] 18% 18% 18% 18%] 18% 16%] 19% 15%]
299 121 76 114 71 19 24 163 67 125 132 137 142 138 36 153 43
15%) 14% 14%| 14% 14%| 17% 11% 15% 14% 17% 16% 16% 15% 15% 10% 15% 11%
260 112 65 90 74 16 30 147 47 109 116 112 120 126 28 133 33
13%j 13% 12%j 1% 15%] 14% 14% - 10%] 15% 14% 13% 13%] 14% 8% 13%h) 9%j
236 105 57 84 59 17 15 139 32 103 105 113 115 123 33 126 33
12%) 12% 11% 11% 129 | 7% o 7% 14% 13% 13% 13% 13% 10%) 12%h 9%|
360 137 126 120 76 21 49 175 93 105 121 157 166 140 112 143 121
18% 15% L 15% 15% 19% 22%| 16% 19%] 15% 15% 18% 18%] 15% 32%) 149 31%g
853 397 248 351 204 35 112 433 244 257 308 341 378 378 195 415 217
42% 44% 46% 44% 41% 31%] 51%] 407 36% 38% 40% 41% 41% 56% 41%] 56%
660 281 165 270 163 44 63 356 154 252 275 288 305 303 91 345 102
33%| 31% 31%)| 34% 33%| 39% 29%| 33% 32%] 35% 34% 34% 33%] 33% 26% 26%)|
496 217 122 174 133 33 45 286 79 212 221 225 235 249 61 259 66
25%) 24% 23%| 22% 27%] 29% 20% 27%A 17% 29% 27% 26% 26% 27% 18%
1.85 41.72 40.29 41.20 42.59 4452 38.61 42:83A 38.36 44.46 43.48 42.76 42.34 42.97 36.85

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - eff - z/A - g/h

j22972

* =Less than .5




QA3: Which of the following best describes your employment status?

Base : All respondents

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
@) (b) © (d) (e) ) ()} (h) (0] (1) (k) (0] (m) (n) (0) P) @ (U] (s) (t) (u)
Total 2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86™ 31 1251 758 687 1315 321 925 366 390
Working full time (30+ 929 524 405 420 406 103 677 252 929 - 809 78 27 14 665 264 259 669 111 153
hours per week) 46% 38% - 479 51%] 31% 5% 35% 38% 51%p 46%t 56%y 30% 2
Working part time (8-29 281 87 - 249 1" 17 4 166 115 102 179 44 122 58 57
hours per week) 14%) 9% - 14%K 7% I 13%) 13% 15%) 15% 14%) 14%) 13%) 16%) 15%
Working part time (under 39 12 - 38 1 - - 19 20 16 23 6 13 10 10
8 hours per week) 2% 1%l 2% 1% - - 2% 3% 2% 2% 2% 1% 3% 3%]
Unemployed 134 68 103 14 13 3 56 78 59 75 16 40 43 35
7%) 7% 6% 9% IIEEL 10%) 4% 6%
Student 194 69 171 13 7 3 91 125
10%j 7%| 10% 9% 8% 10%] 7%| 10%]
Housewife / house 138 8 115 8 11 4 74 75
husband 7%] 7% 5% T 13% 6% 6% 7%
Retired 294 253 27 11 3 180 169 46
15% 18% 13% 10%] 14% 15%] 13%] 12%]
NET: Working 90 44 18 850 399 871
59% 51% 58%) 68%0 53%)
NET: Not working 62 42 13 401 359
41 R 42%) 329

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 5

* =Less than .5




QA3: Which of the following best describes your employment status?

Base : All respondents

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 6

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ |telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QBA4C) | (QB4A/QB4B) QB4C)
(@) (b) (©) (d) (e) () @) (A) ()} (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Working full time (30+ 929 458 191 453 248 39 87 508 255 349 410 404 448 493 141 543 157
hours per week) 416% 36% | 50% 35% 40% 472 48% 51% 47% 49% 53% 41%{ L 41%
Working part time (8-29 281 123 75 89 74 18 33 144 69 92 98 119 122 116 61 133 64
hours per week) 14%) 14% 14%j 11% 15%] 16% 15%] 13% 14%j 13% 12% 14% 13%] 12% 18%] 13% 17%]
Working part time (under 39 12 14 14 7 6 8 18 9 10 1" 13 15 1" 9 14 10
8 hours per week) 2% 1% 3%j 2% 1% 5% 4%j 2% 2% 1% 1% 2% 2% 1% 3% 1% 3%j
Unemployed 134 48 64 40 20 9 30 65 26 37 39 49 53 41 25 45 28
7%] 5% o 5% 4%] 8% 14%j 6% 5%j 5% 5% 6% 6%] 4% 7% 4%j 7%
Student 194 63 75 59 34 14 19 86 54 50 57 75 80 63 56 66 62
10%) 7% ‘o 7% 7% 13% 9% s 7% 7% 9% 9% 7% 16% 6% 16%
Housewife / house 138 61 47 47 32 6 18 80 23 54 56 55 57 55 19 64 26
husband 6% 6%] 5% 8% 7% 5%j 7% 7% 6% 6%] 6% 5%] 6% 7%|
Retired 93 85 20 25 174 41 129 133 139 143 151 36 154 38
12% 18% 11% |G 9% 18% 17% 16% 16% 16% 10% 10%)
NET: Working 556 329 63 128 670 333 451 519 536 585 620 211 690 231
70% 66%] 56% 58%) 62%| 63% 65% 63% 64%] 67% 61% 60%
NET: Not working 239 171 49 92 405 144 270 285 318 333 310 136 329 154
30% 34% 44% 42%) 38%A 30%) 37% 35% 37% 36% 33% 39% 32%) 40%9)

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - eff - z/A - g/h

j22972

* =Less than .5




QA4: Which of the following best describes the main income earner in your household?

Base : All respondents

Total

Very senior management,
top level civil servant
or professional

Senior or middle
management in large
organisation, owner of
small business,
principal officer in

civil service/ local go
Junior management or
professional, or
administrative

Skilled manual worker
Manual worker

Casual worker without
regular income, or
unemployed for 6 months
or longer

Retired and receiving a
state pension only

Housewife/ house
husband/ looking after
family

Student

NET: AB

NET: DE

NET: ABC1

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |[(PAC)(Con L18M: (C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor | (C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched | or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) () ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (0] (s) (t) (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86* 31* 1251 758 687 1315 321 925 366 390
50 63 32 20 115 - 90 25 100 9 5 1 78 37 41 74 25 53 16 21
5% 7%de 5% 4% - 7%} 3% 6% 6% 6% 3% 6% 5% 6% 6% 8% 6% 4% 5%
241 163 176 - 311 187 435 37 20 6 329 169 157 341 73 256 84 85
23%| 19% - 25% 25%) 25% 24% 23% 19% IS 22% 23% 26%| 23% | 23%| 22%
602 271 331 265 195 142 602 - 455 147 527 44 20 11 392 210 204 397 101 290 103 107
30% 29% 31% 31% 30% 29%( L 30% 29% 23% 35% 31% 28% 30% 30%] 31% 31% 28%| 27%
340 159 181 146 120 74 291 27 15 6 213 127 105 233 50 161 55 72
17%) 17% 17%) 17% 18% 15%) 17% 18% 17% 19%) 17% 17%) 15% 18%) 16%) 17%) 15%) 18%)
176 77 99 75 62 39 153 12 9 1 100 76 62 113 27 72 35 41
9% 8% 9% 9% 9% 8% 9% 8% 10% 3% 8% 10%) 9% 9% 8% 8% 10% 11%)
78 41 37 32 36 10 66 6 4 2 37 41 44 34 13 24 31 10
4% 4% 3%| 1%L 2% 4% 4% 5% 6% 3%| 5%n 6% 3%| 4%| 3% 3%|
65 31 34 8 15 42 58 4 2 1 26 36 14 24 12 12
3% 3% 3% 1% 2%c 8%d 3% 3% 2% 3% 4% 3% 4% 3% 3% 3%
61 14 47 30 21 10 46 5 8 2 27 34 9
3% 1% 3% 2% 3% 3% IS 6% 4% 3%| 3%|
74 28 3 - 62 8 3 1 21 53 9
4% 3% * - 4% 5% 3% 3% 3% 4% 3%
613 322 291 226 208 179 535 46 25 7 407 206 198 415 98
31% 27% 26%| 32% 36%c 31% 30% 29% 23% L 27%) 29% 32% 31%
380 163 217 145 134 101 323 27 23 6 204 176 159 217 63
19%) 17% 20%] 17% 20% 20%] 19% 18% 27% 19%) 16%| 23%n 23%) 17%) 20%|
1289 621 668 562 406 321 1124 98 48 19 834 455 423 865 208
64%) 66% 63% 66% 62% 65% 65% 64% 56% 61% 67%0) 60% 62% 66% 65%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 7

* =Less than .5




QA4: Which of the following best describes the main income earner in your household?

Base : All respondents

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
Total 2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86* 31 1251 758 687 1315 321 925 366 390
NET: C2DE 720 322 398 291 254 175 - 720 389 331 614 54 38 12 417 264 450 113 300 150
36%) 34% 37%| 34% 38% 35%] 31% 44%n) 35% 36% 44% 39%) 33% 40%n| 38% 34%] 35%] 32%| A1%s 38%]
NET: C1 676 299 377 336 198 142 459 217 589 52 23 12 427 249 225 450 110 316 115 134
34%) 32% 35%) : 30% 29% 37%) 29% 34% 34% 27% 39%) 34% 33% 33% 34% 34% 34%) 31%) 34%)

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 7

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA4: Which of the following best describes the main income earner in your household?

Base : All respondents

Total

Very senior management,
top level civil servant
or professional

Senior or middle
management in large
organisation, owner of
small business,
principal officer in

civil service/ local go
Junior management or
professional, or
administrative

Skilled manual worker

Manual worker

Casual worker without
regular income, or
unemployed for 6 months
or longer

Retired and receiving a
state pension only

Housewife/ house
husband/ looking after
family

Student

NET: AB

NET: DE

NET: ABC1

NET: C2DE

NET: C1

Table 8

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) (©) (d) (e) (f) @) (A) ((¢)] (h)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
115 62 31 57 33 9 12 63 35 24 36 35 45 51 23 58 25
6% 7% 6% 7% 7% 8% 5% 6% 7% 3% 4% 4% 5%j 5% 7% 6% 6%
498 230 114 212 139 30 53 270 127 207 230 237 252 262 77 274 87
25% 26% 21%| 27% 28%| 27% 24% 25% 27% 29% 29% 28% 27%] 28% 22%| 27% 23%
602 281 134 239 158 34 51 325 137 229 256 264 283 291 96 325 105
30T 25% 30% 32%| 30% 23% 30% 29% 32% 32% 31% 31% 31% 28%| 32% 27%
340 147 94 134 84 13 39 177 79 115 124 143 153 155 65 173 69
17% 16% 18% 17% 17% 12% 18% 16% 17% 16% 15% 17% 17%) 17% 19%) 17% 18%
176 69 55 57 40 9 20 96 36 56 62 73 77 70 39 80 43
9% 8% 10%j 7% 8%j 8% 9% 9% 8% 8% 8% 9% 8%j 8% 11%j 8% 11%
78 27 37 25 13 8 14 42 13 21 24 22 24 26 11 29 12
4% 3% 3% 3%| 7% 6%| 4% 3%| 3% 3% 3% 3%| 3% 3%| 3% 3%|
65 29 16 26 10 2 9 33 11 25 25 27 27 25 7 27 11
3% 3% 3% 3% 2% 2% 4%] 3% 2% 3% 3% 3% 3% 3% 2% 3% 3%]
61 26 26 20 11 1 13 32 15 19 21 22 25 22 12 24 15
3% 3% 5%j 3% 2% 1% 6%¢] 3% 3% 3% 3% 3% 3%j 2% 3%j 2% 4%
74 24 28 25 12 6 9 37 24 25 26 31 32 28 17 29 18
4% 3 3% 2%| 5% 4% 3% 5% 3% 3% 4% 3% 3% 5% 3% 5%
613 292 145 269 172 39 65 333 162 231 266 272 297 313 100 332 112
317 27% 34% 34% 35% 30%] 31% 34%) 32% 33% 32% 32% 34% 29% 33% 29%|
380 151 134 128 74 20 56 203 75 121 132 144 153 143 69 160 81
19% 179 16% 15% 18% 25%) 19% 16% 17% 16% 17% 17%) 15% 20%) 16% IR
1289 597 307 533 342 79 125 695 323 485 548 567 612 632 213 686 235
64| 57% 67% 68% | 57% 65% 68% 67% 68% 66% 67%) 68% 61% L 61%
720 298 228 262 158 33 95 380 154 236 256 287 306 298 134 333 150
36%] 33%] o 33% 32%| 29%| o 35% 32%] 33% 32% 34% 33%| 32% 39%) 33%| 39%g|
676 305 162 264 170 40 60 362 161 254 282 295 315 319 113 354 123
34% 34% 30%) 33% 34%) 36% 27% 34% 34% 35% 35% 35% 34%) 34% 33%) 35% 32%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - eff - z/A - g/h

j22972

* =Less than .5




QAS5: Whereabouts in the UK do you live?

Base : All respondents

Total
North East England

North West England
Yorkshire and the Humber
East Midlands

West Midlands

East England
London

South East England
South West England
Wales

Scotland

Northern Ireland
NET: North

NET: Midlands

NET: South

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: [(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG| only from PAYG only from PAYG only
(@) (b) © (d) (e) () ((¢)] (h) (0] [0)] (k) (0] (m) (n) (0) P) @ (0] (s) (t) (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31 1251 758 687 1315 321 925 366 390
108 57 51 45 35 28 62 46 65 43 108 - - - 72 36 39 69 24 48 15 21
5% 6% 5% 5% 5% 6%] 5% 6%] 5% A - - - 6% 5%] 6% 5%j 7% 5%] 4%j 5%j
247 124 123 95 79 73 157 90 136 - - - 144 103 84 163 39 105 45 58
12%) 13% 12%| 11% 12% 15% 12% 13% 11%| - - - 12% 14% 12% 12%| 12% 11% 12%| 15%]
175 76 99 59 66 106 69 110 - - - 102 73 60 113 25 76 35 37
9%) 8% 9%| 7%l 10% 10%} 8% 10%] 9% - - - 8% 10%] 9% 9%| 8%) 8%) 10%] 9%|
176 77 99 86 49 41 108 68 113 - - - 103 73 63 113 23 80 40 33
9% 8% 9%j 10% 7% 8% 8% 9% 9% - - - 8% 10% 9% 9%j 7% 9% 11%j 8%j
178 82 96 88 49 41 105 73 117 - - - 113 65 55 123 26 87 29 36
9% 9% 9% 10% 7% 8%] 8% 10%] 9% - - - 9% 9%] 8% 9% 8%] 9%] 8%j 9%
123 56 67 52 80 - - - 78 45 36 86 13 64 23 22
6% 6% 6% 7% 6% - - - 6% 6% 5% 7% 4% 7% 6% 6%
275 129 146 70 204 - - - 197 78 80 195 34 44
14% 14% 14% 10%| GG - - - 10%] 12%] 15%p 4% 16%1 9%| 11%
272 134 138 89 155 - - - 164 108 95 176 45 118 50 58
14%) 14% 13%| 12% 12% - - - 13% 14% 14% 13%| 14% 13% 14% 15%
184 76 108 57 116 - - - 102 64 118 27 74 37 44
9%) 8% 10%] 8%) 9% - - - 8% 1% 9% 9%| 8%) 8%) 10%] 11%]
86 33 53 38 44 - 86 - 50 36 34 52 15 35 19 17
4% 3% 5%| 5% 4%| - - 4% 5% 5% 4%| 5% 4% 5%| 4%|
152 81 71 54 90 152 - - 103 49 66 85 68 32 17
8%) 9% 7%) 8%| 7% - - - 8% 6% 6% 1%u 79 9% 4%|
31 17 14 12 18 - - 31 22 9 10 21 4 18 6 3
2% 2% 1% 1% 2% 2% 1% 2% 1% - - 100%k) 2% 1% 1% 2% 1% 2% 2% 1%
530 257 273 199 180 151 325 205 311 - - - 318 212 183 345 88 229 95 116
26%) 27% 26% 23% 27% I 25% 28%| 25% - - - 25% 28%| 27% 26% 27%| 25%) 26% 30%
477 215 262 210 150 117 284 193 310 - - - 294 183 154 322 62 231 92 91
24%) 23% 25% 25% 23% 24% 22%| 25% - - - 24% 24% 22% 24%) 19% : 25% 23%|
731 339 392 338 234 159 15 216 475 - - - 463 268 239 489 118 343 121 146
36%) 36% 37%| A40%e 35% 32% 40%g| 30%, - - - 37% 35%] 35% 37%| 37% 37% 33%) 37%|

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 9

* =Less than .5




QAS5: Whereabouts in the UK do you live?

Base : All respondents

Total

NET: England

NET: Scotland, Wales and
Northern Ireland

Don't know

Refused

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |[(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : | Switched L18M : |(PAC)(PAY| tractor | (C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched | or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG| only from PAYG only from PAYG only
(@) (b) © (d) (e) () ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (0] (s) (t) (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31 1251 758 687 1315 321 925 366 390
1738 811 927 747 564 427 1124 614 1096 642 1738 - 1075 663 576 1156 268 803 308 353
87% 86% 87%) 88% 85% 86% 87% 85% R 84%) 100%kimj - - 86% 87% 84%] 8% 83% 87%) 84% 1%
269 131 138 106 94 69 165 104 152 117 - 152 86 31 175 94 110 158 53 121 57 37
13% 14% 13% 12% 14% 14% 13% 14% 12%] 15%H - 100% 100% 100%] 14% 12% | 12% 17% 13%) 16% 9%|
2 1 1 - 2 - - 2 1 1 - - - - 1 1 1 1 - 1 1 -

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 9

* =Less than .5




QAS5: Whereabouts in the UK do you live?

Base : All respondents

Total
North East England

North West England
Yorkshire and the Humber
East Midlands

West Midlands

East England
London

South East England
South West England
Wales

Scotland

Northern Ireland
NET: North

NET: Midlands

NET: South

NET: England

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 10

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel
PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QBA4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) (©) (d) (e) (U] @) (A) @) (h)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
108 57 28 44 28 6 9 56 28 36 41 43 45 54 13 57 16
5%j 6% 5% 6% 6% 5% 4%j 5% 6% 5% 5% 5% 5% 6% 4% 6% 4%j
247 98 71 87 64 14 27 138 53 79 87 103 109 103 46 116 50
12%j 11% 13%] 11% 13%] 13% 12%j 13% 11%] 1% 1% 12% 12%] 11% 13%] 11% 13%]
175 80 51 69 44 14 24 88 42 70 72 82 85 81 33 88 40
9% 9% 10% 9% 9% 13% 11%j 8% 9%j 10% 9% 10% 9% 9% 10% 9% 10%j
176 77 57 63 39 15 21 89 40 67 72 83 86 77 37 81 41
9% 9% 11%] 8% 8%] 13% 10%] 8% 8% 9% 9% 10% 9%] 8% 11%] 8% 11%]
178 81 45 78 43 12 20 90 50 66 73 70 77 79 29 87 31
9% 9% 8% 10% 9% 11% 9%j 8% 10%j 9% 9% 8% 8% 8% 8% 9% 8%j
123 59 31 48 33 3 13 72 26 55 58 66 70 61 19 65 21
6%j 7% 6%] 6% 7% 3% 6% 7% 5%j 8% 7% 8% 8%] 7% 5%] 6% 5%j
275 144 59 134 76 10 29 134 90 100 128 114 135 152 46 164 47
14% 11% 17% 15% 9% 13% 129 14% 16% 13% 15% 16% 13% 16% 12%
272 114 75 96 70 15 28 146 61 98 106 119 126 121 51 134 53
14%j 13% 14%] 12% 14%] 13% 13%] 14% 13%] 14% 13% 14% 14%] 13% 15%] 13% 14%j
184 63 50 58 43 9 26 99 35 53 63 68 72 75 36 82 41
9% 7% 9% 7% 9% 8% 12%j 9% 7%| 7% 8% 8% 8% 8% 10% 8% 11%j
86 39 27 31 18 5 9 49 20 31 33 39 42 41 17 44 19
4% 4% 5%] 4% 4%] 4% 4%j 5% 4%j 4% 4% 5% 5%] 4% 5%] 4% 5%j
152 65 32 70 35 7 13 94 28 51 56 54 58 68 18 82 23
8% 7% 6% 9% 7% 6% 6% 9% 6% 7% 7% 6% 6% 7% 5% 8% 6%
31 17 8 16 7 2 1 20 4 15 15 13 13 18 2 19 3
2% 2% 1%] 2% 1%| 2% * 2% 1% 2% 2% 2% 1%] 2% 1%] 2% 1%
530 235 150 200 136 34 60 282 123 185 200 228 239 238 92 261 106
26%j 26% 28% 25% 27% 30% 27%] 26% 26%| 26% 25% 27% 26% 26% 27% 26% 28%|
477 217 133 189 115 30 54 251 116 188 203 219 233 217 85 233 93
24%) 24% 25%| 24% 23%| 27% 25%| 23% 24%) 26% 25% 26% 25%| 23% 24%| 23% 24%)
731 321 184 288 189 34 83 379 186 251 297 301 333 348 133 380 141
36%) 36% 34% 36% 38% 30% 38%) 35% 39%) 35% 37% 35% 36% 37% 38% 37% 37%)|
1738 773 467 677 440 98 197 912 425 624 700 748 805 803 310 874 340
87%| 86% 87%] 85% 88%] 88% 90%)| 85%| 89% 87% 87% 88% 88%] 86% 89%] 86% 88%)

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




QAS5: Whereabouts in the UK do you live?

Base : All respondents

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 10

Point of contact with Whether preferred keeping | Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QBA4C) | (QB4A/QB4B) | (QB4A/QBAC) | (QB4A/QB4B) QB4C)
(@) (b) (©) (d) (e) () @) (A) ((¢)] (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
NET: Scotland, Wales and 269 121 67 117 60 14 23 163 52 97 104 106 113 127 37 145 45
Northern Ireland 13% 14% 13% 15% 12% 13% 10%| L 11% 13% 13% 12% 12% 14% 11% 14% 12%
Don't know - - - - - - - - - - - - - - - - -
Refused 2 1 1 1 - - - - - - - - - - - - -

Telephone/any in-store
contact with previous

Telephone/any in-store/web-
chat contact with previous

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h

j22972

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QAB: Which of these best describes the main mobile phone package you personally use and pay for?

Base : All respondents

Total

Pay as you go (which
requires top-ups)
Monthly contract (i.e.
12-24 months, including
new handset)

SIM only (i.e. did not

get a handset or no
longer paying for one).
This may be on a 30 day
rolling contract or have
alo

Someone else pays for my
mobile

I don't have a mobile

NET: Contract

Don't know

Switched Switched
Switched L18M : Switched L18M :
L18M: [(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : | Switched L18M: |(PAC)(PAY| tractor |(C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG| only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ((¢)] (h) (0] (1) (k) (0] (m) (n) (0) ()] @ (U] (s) ® (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31 1251 758 687 1315 321 925 366 390
438 215 223 194 126 118 255 183 240 198 367 35 26 9 189 249 319 117 131 57 60
22% 23% 21% 23% 19% 24% 20%] 25% 19%| 26%4 21% 23% I 29% 15%] 33%n 46%| 9% -
1027 448 579 490 336 201 671 356 695 332 892 80 40 15 690 337 224 798
51%] 48%) S4%a 57%de 51%¢] 41%) 52% 49% 56% 44%) 51% 53% 47% 48%) 44% 33%]
544 280 264 169 198 177 363 181 314 230 479 37 20 7 172 144
27% S 25%) IR 0% 36%d] 28% 25% 25%| 30%H 28% 24% 23% 23%) 23% 21%|
1571 728 843 659 534 378 103, 537 1009 562 1371 117 60 22 509 368
78% 77% 79%| 77% 81% 76%| 80%g 757 74%ﬂ 77% 70% 71%| 67%) 54%|

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 11

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QAB: Which of these best describes the main mobile phone package you personally use and pay for?

Base : All respondents

Total

Pay as you go (which
requires top-ups)
Monthly contract (i.e.
12-24 months, including
new handset)

SIMonly (i.e. did not

get a handset or no
longer paying for one).
This may be on a 30 day
rolling contract or have
alo

Someone else pays for my
mobile

| don't have a mobile

NET: Contract

Don't know

Table 12

Telephone/any in-store | Telephone/any in-store/web-

contact with previous chat contact with previous

Point of contact with Whether preferred keeping | Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/

Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel

PAC switchers | C&R switchers

Used Used PAC switchers | C&R switchers | requested PAC | cancelled by

Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any

before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-

signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/

Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QBA4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) (©) (d) (e) (U] (@) (A) ((¢)] (h)

2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385

438 137 189 135 73 40 72 223 77 91 107 109 122 123 75 135 82
22%) 15% 17% 15% 36% 33%| L 16% 13% 13% 13% 13% 13% 22%) 13% R

225 427 271 47 100 520 278 377 425 466 501 513 196 562 218

42% 54% 54%) 42% 45%) PR 58 52% 53% 55% 55%) 55% 56% 55% 57%

121 233 156 25 48 332 122 253 272 279 295 294 76 322 85

23% 29% 31% 22% 22%( I 26% 35% 34% 33% 32%) 32% 229 | 22%

1571 758 346 660 427 72 148 852 400 630 697 745 796 807 272 884 303
78%?@ 65%] 83% 85% 64% 67% 79%) 84%] 87% 87% 87% 87% 87% 78%| 7% 79%|

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h

j22972

* =Less than .5




QA7: Have you ever changed your mobile phone network provider?
If yes, when did you most recently change mobile phone network?

Base : All who have mobile phone package they personally use and pay for

Total

Yes - in the last 6
months

Yes - 7-12 months ago

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

Yes - more than 3 years
ago

No - never changed
provider

NET: last 12 months

NET: last 18 months
NET: last 24 months
NET: more than 12 months

ago
NET: all who changed

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched | L18M: | Switched | L18M:
L18M: [(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor | (C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SiM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (b) © () (©) () © (h) [0] () (k) (0] (m) (n) ©) () @ (0] s) 0] (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31* 1251 758 687 1315 321 925 366 390
727 334 393 335 222 170 473 254 434 293 639 45 30 12 451 276 248 476 113 336 135 140
36% 35% 37| L 34% 34% 37% 35%) 35% 39%] 37% 30% 35% 39% 36% 36%) 36% 36%) 35% 36%) 37% 36%
703 321 382 310 224 169 431 272 439 264 601 52 36 13 444 259 237 464 113 329 124 135
35% 34% 36% 36% 34% 34% 33% 38% 35% 35% 35% 34% 42% 42% 35% 34% 34% 35% 35% 36% 34% 35%
579 288 291 208 214 157 385 194 376 203 498 55 20 6 356 223 202 375 95 260 107 115
29% 31% 27%| 24 it 30% 27%| 30% 27%| 297 ESE 23% 19% 28% 29%| 29% 29%| 30% 28%| 29% 29%
1430 655 775 645 446 339 904 526 873 557 1240 97 66 25 895 535 485 940 226 665 259 275
71% 69% 73%| IS 68% 68%| 70% 73%| 70% 73%| 71% 647 IRGE 81% 72% 71%| 71% 71%| 70%| 72%| 71%| 71%|
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86 31 1251 758 687 1315 321 925 366 390
100%) 100% 100% 100% 100% 100%) 100% 100% 100% 100% 100% 100% 100% 100%) 100% 100% 100% 100% 100%) 100% 100%) 100%)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86 31 1251 758 687 1315 321 925 366 390
100%) 100% 100%) 100% 100% 100%) 100% 100%) 100% 100%) 100% 100% 100% 100%) 100% 100%) 100% 100%) 100%) 100%) 100%) 100%)
579 288 291 208 214 157 385 194 376 203 498 55 20 6 356 223 202 375 95 260 107 115
29% 31% 27% 24%| <} 30% 27% 30% 27% 297 23% 19% 28% 29% 29% 29% 30% 28% 29%) 29%)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86 31 1251 758 687 1315 321 925 366 390
100%) 100% 100%) 100% 100% 100%) 100% 100%) 100% 100%) 100% 100% 100% 100%) 100% 100%) 100% 100%) 100%) 100%) 100%) 100%)

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 13

* =Less than .5




QA7: Have you ever changed your mobile phone network provider?
If yes, when did you most recently change mobile phone network?

Base : All who have mobile phone package they personally use and pay for

Total

Yes - in the last 6
months

Yes - 7-12 months ago

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

Yes - more than 3 years
ago

No - never changed
provider

NET: last 12 months
NET: last 18 months
NET: last 24 months
NET: more than 12 months

ago
NET: all who changed

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 14

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/| to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QBA4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
@) (b) © (d) (e) 0 4] (A) ()} (h)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
727 451 276 283 185 38 86 387 182 262 292 305 330 334 117 368 134
36% 50% 52%) 36% 37%] 34% 39%] 36% 38%) 36% 36% 36% 36%] 36% 34%) 36% 35%|
703 444 259 292 174 40 83 384 165 258 286 302 322 329 129 362 143
35% 50% 48%) 37% 35% 36% 38% 36% 35%) 36% 36% 35% 35% 35% 37%)| 36% 37%|
579 - - 220 141 34 51 304 130 201 226 247 266 267 101 289 108
29%] - - 28% 28%| 30% 23%| 28% 27%| 28% 28% 29% 29%| 29% 29%) 28% 28%)
1430 895 535 575 359 78 169 771 347 520 578 607 652 663 246 730 277
71%] 100% 100%) 72% 72% 70% 77% 72% 73%j 72% 72% 71% 71% 71% 71%j 72% 72%)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
100%] 100% 100%) 100% 100%] 100% 100%] 100% 100%) 100% 100% 100% 100%] 100% 100%) 100% 100%)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
100% 100% 100%) 100% 100% 100% 100% 100% 100%) 100% 100% 100% 100% 100% 100%) 100% 100%)
579 - - 220 141 34 51 304 130 201 226 247 266 267 101 289 108
29%] - - 28% 28%| 30% 23%| 28% 27%| 28% 28% 29% 29%| 29% 29%) 28% 28%)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
100%] 100% 100%) 100% 100% 100% 100% 100% 100%) 100% 100% 100% 100% 100% 100%) 100% 100%)

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h

j22972

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA8 Before we ask you more about the mobile services you use, please look at the different statements people have made about technology services
such as mobile phones, landline phones, broadband or TV services. For each statement please indicate how much you agree or disagree.
| try to keep up with technology.

Base : All respondents

Total
Agree strongly

Agree slightly
Neither agree nor
disagree
Disagree slightly
Disagree strongly

NET: Agree

NET: Disagree

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86™ 31 1251 758 687 1315 321 925 366 390
711 387 324 417 214 80 493 218 516 195 626 46 23 15 475 236 218 492 122 52 96 140
35 T 309 T 169 I 309 I 26% 36% 30% 279 I T 31% 32%) T = &5 269 [
833 379 454 331 287 215 525 308 498 335 707 75 40 11 518 315 281 551 134 383 147 168
41% 40% 43% 39% 43% 43%] 41% 43% 40% 44% 412 L 47% 35% 41% 42%) 41% 42%) 42%) 41% 40% 43%
265 109 156 73 96 96 153 112 159 106 231 19 11 3 157 108 90 173 34 122 56 51
12% 13% 14%) 13% 13% 13% 10%) 13% 14% 13% 13% 11% 13%| 15%) 13%|
52 56 76 112 8 10 2 70 62 66 65 24 45 42 20
7%| 4% 10%h 6% 5% 12% 6% 6%l 8%n 10%| 5%] 7% 5%j 5%j
30 20 48 62 4 2 - 31 37 32 34 7 23 11
4%j 2% 6%h 4% 3% 2% - 2% 5%n 5% 3%
526 1014 530 1333 121 63 26 993 551 499
73%| 81%] 70%| 77% 80% 73% 84%) 79%) 73%) 73%|
82 76 124 174 12 12 2 101 99 98
v R voe  an e e o G

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 15

* =Less than .5




Mobile Switching 2017
Fieldwork: 23rd January - 6th February 2017

QA8 Before we ask you more about the mobile services you use, please look at the different statements people have made about technology services
such as mobile phones, landline phones, broadband or TV services. For each statement please indicate how much you agree or disagree.
| try to keep up with technology.

Base : All respondents

Table 16

Telephone/any in-store Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone Any telephone telephone requested PAC | cancelled by by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QBA4C)
(a) (b) © (d) (©] () @) (A) © (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Agree strongly 711 355 172 343 180 31 81 386 208 232 285 280 313 342 131 385 146
35% 32 36% 28% 37%) 36%] 44%] 32% 35% 33% 34%] 37% 38%) 38% 38%
Agree slightly 833 364 217 304 212 52 89 463 182 321 344 380 404 392 140 429 160
41%) 41% 41% 38% 42%) 46% 40% 43% 38%) 45% 43% 44% 44% 42% 40% 42% 42%)
Neither agree nor 265 110 79 90 66 16 29 127 56 102 109 120 125 121 49 126 50
disagree 13%j 12% 15%] 11% 13%] 14% 13%] 12% 12%] 14% 14% 14% 14%] 13% 14%] 12% 13%]
Disagree slightly 132 46 44 40 29 8 10 66 19 39 39 44 45 47 16 51 18
7% 5%j 8% 5% 6% 7% 5% 6% 4%j 5% 5% 5% 5% 5% 5% 5% 5%j
Disagree strongly 68 20 23 18 13 5 11 33 12 27 27 30 31 28 11 28 1
2% 3%j 4% 5% 3% 3%j 4% 3% 4% 3% 3% 3% 3% 3%j
NET: Agree 647 392 83 170 849 390 553 629 660 77 734 271 814 306
81% 78%| 74% 77%)| 79% 82%)| 77% 78% 77% 78%) 79% 78%) 80% 79%|
NET: Disagree 58 42 13 21 99 31 66 66 74 76 75 27 79 29
7% 8% 12% 10% 9% 6% 9% 8% 9% 8% 8% 8% 8% 8%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




QA8 Before we ask you more about the mobile services you use, please look at the different statements people have made about technology services

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

such as mobile phones, landline phones, broadband or TV services. For each statement please indicate how much you agree or disagree.
My friends tend to come to me if they have questions about technology.

Base : All respondents

Total
Agree strongly

Agree slightly
Neither agree nor
disagree
Disagree slightly
Disagree strongly

NET: Agree

NET: Disagree

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31* 1251 758 687 1315 321 925 366 390
384 242 142 220 134 30 253 131 291 93 336 25 13 9 269 115 123 261 75 194 48 67
19% 26%] 13%j 26%de 20%] 6% 20% 18%j 23% 12%j 19% 16% 15% 29%| 22%0] 15% 18% 20% 23%u 219 13%j 17%j
595 301 294 316 191 88 410 185 425 170 531 41 15 8 391 204 183 410 91 92 112
30% 329%b) 28% 37%de 29%) 18% 26% 34%] 22% | 27% 17% 26% 31%0 27%| 27% 31%p) 28% 25% 29%
439 198 241 178 150 111 265 174 263 176 363 42 25 8 273 166 138 300 65 207 73 93
22%) 21% 23%) 21% 23% 22% 21% 24%| 21% 23%| 21% 28% 29% 26%| 22% 22% 20% 23% 20% 22%| 20%| 24%|
327 100 227 107 112 108 21 116 180 147 283 26 17 1 186 141 124 201 52 133 72 68
16%j 11%] 13%| 3% 15%] 19%n| 18% 15%] 16%] 14%j G 17%]
264 102 162 5 132 132 119 143 38 93 50
13%) 11%] 19% 16%j 11%] 17%n 17%q 11% 12% 10%j 13%j
979 543 66 28 17 660 319 306 671 166 492 179
49% 58%b] 43% 33% 55% 53%) 42%] 45%| 38%)
591 202 44 33 6 318 273 243 344 153
29% 219 29% 38% 19% 25 L 26% 42%su 30%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 17

* =Less than .5




Mobile Switching 2017
Fieldwork: 23rd January - 6th February 2017

QA8 Before we ask you more about the mobile services you use, please look at the different statements people have made about technology services
such as mobile phones, landline phones, broadband or TV services. For each statement please indicate how much you agree or disagree.
My friends tend to come to me if they have questions about technology.

Base : All respondents

Table 18

Telephone/any in-store Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone Any telephone telephone requested PAC | cancelled by by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) © (d) (©] () @) (A) © (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Agree strongly 384 199 87 214 90 15 44 223 112 134 166 152 172 196 64 220 73
19% 16%| L 18% 13% 20%| 21% 23% 19% 21% 18% 19%] 21% 18%] 22% 19%
Agree slightly 595 275 148 242 162 32 65 297 174 197 232 238 266 277 107 315 123
30% 31% 28% 30% 32% 29% 30% 28% 27% 29% 28% 29% 30% 31% 31% 32%
Neither agree nor 439 198 113 160 111 21 47 234 90 163 174 198 210 201 69 217 77
disagree 22%) 22% 21%| 20% 22%| 19% 21%| 22% 19%] 23% 22% 23% 23%| 22% 20%| 21% 20%)
Disagree slightly 327 134 92 108 77 24 34 180 68 131 135 155 157 148 65 156 67
16%) 15% 17% 14% 15%j 21% 15% 17% 14%j 18% 17% 18% 17% 16% 19% 15% 17%j
Disagree strongly 264 89 95 7 60 20 30 141 33 96 97 111 113 108 42 111 45
13%) 10%) 9% 12%) 18% 14%|{ 7%) 13% 12% 13% 12% 12% 12% 11% 12%)
NET: Agree 456 47 109 520 286 331 398 390 438 473 171 535 196
42% 50%] 48%] 60% 46% 50% 46% 48%] 51% 49%] 53% 51%|
NET: Disagree 44 64 321 101 227 232 266 270 256 107 267 112
39% 29% = 21% 31% 29% 31% 29% 28% 31% 26% 29%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA8 Before we ask you more about the mobile services you use, please look at the different statements people have made about technology services

such as mobile phones, landline phones, broadband or TV services. For each statement please indicate how much you agree or disagree.

I'm as knowledgeable about these technologies as the next person.

Base : All respondents

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
Total 496 1289 720 1249 760 1738 152 86™ 31 1251 758 687 1315 321 925 366 390
Agree strongly 51 323 145 353 115 412 30 14 11 315 153 155 313 89 226 66 87
10%| L 20%) 28%] 15% 24% 20% 16% I 20% 23% 24% 2% 24%| 18% 22%)
Agree slightly 169 505 277 507 275 670 68 35 9 503 279 234 546 120 159
34%] 39% 38%) 1% 36%)| 39% 45% 41% 29%) 40% 37%] 34%| A2%p) 33%|
Neither agree nor 287 173 264 196 398 31 22 8 278 182 167 291 93 88
disagree 21%| 23% 20% 26% 26%| 22% 24% 24% 22% 25% 23%|
Disagree slightly 167 18 9 1 112 83 78 116
10% 12% 10% 3% 9% 11%] 11%
Disagree strongly 91 5 6 2 43 61 53
5% 3% 7% 6% 3%l 8%n 8%
NET: Agree 1082 98 49 20 818 432 389
62% 64% 57% 65%) 65%) 57%] 57%|
NET: Disagree 258 23 15 3 155 144 131 165
15% 15% 17% 10%) 2o L 13%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base

j22972

Table 19

* =Less than .5




Mobile Switching 2017
Fieldwork: 23rd January - 6th February 2017

QA8 Before we ask you more about the mobile services you use, please look at the different statements people have made about technology services
such as mobile phones, landline phones, broadband or TV services. For each statement please indicate how much you agree or disagree.
I'm as knowledgeable about these technologies as the next person.

Base : All respondents

Table 20

Telephone/any in-store Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone Any telephone telephone requested PAC | cancelled by by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) © (d) (©] () @) (A) © (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Agree strongly 468 237 112 222 122 23 56 273 127 162 193 193 212 236 83 257 89
pRd 6% 21%| 28% 24% 21% 25%) 25% 27% 22% 24% 23% 23%| 25% 24%) 25% 23%
Agree slightly 782 347 203 302 203 42 89 407 203 284 325 342 376 371 132 413 151
39%] 39% 38% 38% 41%) 38% 40% 38% 43%) 39% 40% 40% 41% 40% 38% 41% 39%)
Neither agree nor 460 198 118 178 116 26 34 239 97 170 180 197 207 209 78 225 89
disagree 23%] 22% 22%| 22% 23%| 23% 15%] 22% 20%) 24% 22% 23% 23%| 22% 22%| 22% 23%|
Disagree slightly 195 80 55 71 41 12 24 108 37 77 78 86 87 82 36 91 38
10%) 9% 10% 9% 8%j 11% 11% 10% 8%j 11% 10% 10% 9% 9% 10% 9% 10%j
Disagree strongly 104 33 47 22 18 9 17 48 13 28 28 36 36 32 18 33 18
3% 4%j 8% 8% 4% 3%j 4% 3% 4% 4% 3% 5% 3% 5%j
NET: Agree 524 325 65 145 680 330 446 518 535 588 607 215 670 240
66% 65%) 58% 66%] 63%] 69% 62% 64% 63% 64%] 65% 62%] 66% 62%)
NET: Disagree 93 59 21 41 156 50 105 106 122 123 114 54 124 56
12% 12%) 19% 192 10%) 15% 13% 14% 13% 12% 16% 12% 15%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




QA9: When you switched, what type of mobile package did you switch from?

Base : All who switched in the last 18 months

Total

Handset and monthly
contract (i.e. 12-24
months, including new
handset)

Pay as you go (which
requires top-ups)
SIMonly (i.e. did not
get a handset or was no
longer paying for one)
this may have been on a
30 day rolling contract
or

Other (please type in)

NET: Contract

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) () ()} (h) (0] [0)] (k) (0] (m) (n) (0) ()] @ (0] (s) (t) (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31 1251 758 687 1315 321 925 366 390
933 394 539 435 313 185 615 318 628 305 814 62 41 16 648 285 - - 648 - 285
46% 42%| 51%a 51% 47% 37% 48% PPLA 50%] 40% 47% 41% 48% 52% 38%) - 71%p) - -
687 335 352 274 208 205 423 264 377 310 576 66 34 10 321 366
34% 36% 33%] 32% 329 s 33% 37%) 30% 4194 339 L 40% 32% 26%] 48%n
382 212 170 142 139 101 250 132 243 139 342 23 11 5 277 105
19% 16% 179G 20%) 19% 18% 19% 18% 20% 15% 13% 16% L 14%
7 2 - 1 - - 5 2 - - - - - -
N , 1% R R - B R B R R R R
1315 606 85 52 21 925 390 - 1315 - 925 - 390
65% 64% 56% 60% 68%) 74%0 51% - - 100% - 100%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 21

* =Less than .5




Mobile Switching 2017
Fieldwork: 23rd January - 6th February 2017

Table 22
QA9: When you switched, what type of mobile package did you switch from?

Base : All who switched in the last 18 months

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) (©) (d) (e) (f) (@) (A) ()} (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Handset and monthly 933 463 201 412 243 45 92 506 269 377 420 471 502 492 185 533 207
contract (i.e. 12-24 167 38% 52% 49% 40% 42% 47% 52% 52% 55% 55% 53% 53% 52% 54%
months, including new
handset)
Pay as you go (which 687 226 259 192 151 52 94 340 106 172 195 192 214 232 102 250 112
requires top-ups) 34% 25% 24% 46% 13%( L 22%) 24% 24% 22% 23% 25% 29% 25% 29%)
SIMonly (i.e. did not 382 202 74 189 103 15 32 227 100 171 188 190 201 205 59 235 65
get a handset or was no 19% I 14% 24% 21%| 13% 15%] 21% 21% 24% 23% 22% 22%| 22% 17| L 17%
longer paying for one)
this may have been on a
30 day rolling contract
or
Other (please type in) 7 4 1 2 3 - 2 2 2 1 1 1 1 1 1 1 1
B N . N 1% R 1% N . B . N B . B B .
NET: Contract 1315 665 275 601 346 60 124 733 369 548 608 661 703 697 244 768 272
65% 74% 51% 76% 69%] 54% 56%] 657 76% 76% 77% 77% 75% 70% 75% 71%

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h

j22972

* =Less than .5




QA10: And when you switched did you..?

Base : All who switched in the last 18 months

Total

Keep the same phone
number

Change phone number

Fieldwork: 23rd January - 6th February 2017

Mobile Switching 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |[(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R  |from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ((¢)] (h) (0] [0)] (k) (0] (m) (n) () (9] @ (0] (s) ® (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86* 31 1251 758 687 1315 321 925 366 390
1251 607 644 524 421 306 834 417 850 401 1075 103 50 22 1251 - 321 925 - -
62%) 64% 60%] 61% 64% 62% 65%) 62% 68% 58% 71%| 100%0] - 47%| -
758 336 422 329 239 190 455 663 49 36 9 - 758 366 390
38% 36% 40% 39% 36% 38% 35% 38% 32% 42% 29%| - 100%]

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 23

* =Less than .5




QA10: And when you switched did you..?

Base : All who switched in the last 18 months

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 24

Point of contact with

Whether preferred keeping

Number of times contacted

Telephone contact with previous provider to request

Telephone/any in-store
contact with previous
provider to request PAC/

Telephone/any in-store/web-
chat contact with previous
provider to request PAC/

Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel

PAC switchers [ C&R switchers

Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any

before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-

signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/

Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) (©) (d) (e) () @) (A) ((¢)] (h)
Total 2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
Keep the same phone 1251 895 - 728 467 - - 735 348 678 757 618 666 930 - 1019 -
number 62% 4 - 92% 93% - - 68% 73% 94% 94% 72% 73%| 100% - 100%hy -
Change phone number 758 - 535 67 33 112 220 340 129 43 47 236 252 - 347 - 385
38% - I 8% 7% 100% 100% 32% 27% 6% 6% 28% 27% - 100% -

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




QA11: You mentioned earlier that you got a new mobile number when you switched provider.

Which of the following best describes your original preference for keeping your previous number when you switched?

Base : All C&R switched in the last 18 months

Total

Really wanted to change
number

Mild preference for
changing number

Not bothered either way

Mild preference for
keeping number

Really wanted to keep
number

NET: Wanted to keep
number

NET: Wanted to change
number

Don't know/don't recall

Fieldwork: 23rd January - 6th February 2017

Mobile Switching 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SiM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total| Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(a) (b) © (d) (©) () Q) (h) () () (k) () (m) (n) () (2] () (1) s) 0] (u)
758 336 422 329 239 190 455 303 399 359 663 49* 36" 9** ** 758 366 390 - ** 366 390
135 63 72 61 47 27 73 62 70 65 117 9 8 1 - 135 61 72 - - 61 72
18%j 19% 17%] 19% 20% 14%] 16% 20%| 18% 18%] 18% 18% 22% 11%] - 18%] 17% 18%] - - 17%] 18%]
85 41 44 51 16 18 52 33 58 27 80 4 1 - - 85 33 52 - - 33 52
11%) 12% 10% | 7% 9% 11% 11%{ S 8% 12% 8% 3% - - 11%) 9% 13%) - - 9% 13%)
408 185 223 176 128 104 239 169 201 207 352 28 22 5 - 408 214 194 - - 214 194
54% 55% 53% 53% 54% 55%) 53% 56%) 50 53% 57% 61% 56% - 54% S 50% - - 50%
56 18 38 14 33 23 50 2 3 1 - 56 26 30 - - 26 30
7% 5% 9%j 5% 8% 6% 8% 4% 8% 11%j - 7%| 7% 8%j - - 7% 8%j
56 20 19 30 26 48 5 2 1 - 56 26 30 - - 26 30
7% 6% 6% 8% 7% 7% 10% 6% 11%j - 7% 7% 8%j - - 7% 8%j
112 38 33 63 49 98 7 5 2 - 112 52 60 - - 52 60
15%j 11%] 11%] 16% 14%] 15% 14% 14% 22%| - 15%] 14% 15%j - - 14%j 15%]
220 104 95 128 92 197 13 9 1 - 220 94 124 - - 94 124
29%) 31% 31% 32% 26% 30% 27% 25% 11%j - 29%| 26% 32%) - - 26%| 32%)|
18 9 6 7 1 16 1 - 1 - 18 6 12 - - 6 12
2% 3% 2% 2% 3%] 2% 2% - 11%] - 2% 2% 3% - - 2% 3%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base; ** very small base (under 30) ineligible for sig testing

j22972

Table 25

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA11: You mentioned earlier that you got a new mobile number when you switched provider.
Which of the following best describes your original preference for keeping your previous number when you switched?

Base : All C&R switched in the last 18 months

Total

Really wanted to change
number

Mild preference for
changing number

Not bothered either way

Mild preference for
keeping number

Really wanted to keep
number

NET: Wanted to keep
number

NET: Wanted to change
number

Don't know/don't recall

Table 26

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/| to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
@) (b) © (d) (e) 0 4] (A) ()} (h)
758 . 535 67" 33" 112 220 340 129 43* 47" 236 252 - 347 385
135 - 105 15 6 - 135 69 23 7 8 44 50 - 60 - 73
18%j - 20%) 22% 18%] - 61% 20% 18%] 16% 17% 19% 20%) - 17%] - 19%]
85 - 64 10 4 - 85 45 16 7 8 37 37 - 51 - 55
11%j - 12%j 15% 12%j - 39%e] 13% 12%j 16% 17% 16% 15%j - 15%j - 14%j
408 - 277 19 15 - - 182 56 15 15 118 126 - 179 - 197
54%) - 52%) 28% 45%) - - 54% 43%| 35% 32% 50% 50%) - 52%| - 51%|
56 - 40 8 - 21 14 2 3 16 17 - 27 - 29
7% - 7% 12% - 6% 11%j 5% 6% 7% 7% - 8%j - 8%j
56 - 38 12 - 18 17 11 11 18 18 - 26 - 26
7%| - 7%| 18% - 5% 13%2] 26% 23% 8% 7%| - 7%| - 7%|
112 - 78 20 - 39 31 13 14 34 35 - 53 - 55
15%j - 15%j 30% - 11%j 24% 30% 30% 14% 14%j - 15%j - 14%j
220 - 169 25 10 - 220 114 39 14 16 81 87 - 111 - 128
29%) - 32%| 37% 30%) - 34% 30%) 33% 34% 34% 35%| - 32%| - 33%|
18 - 1 3 - - - 5 3 1 2 3 4 - 4 - 5
2% - 2%) 4% - - - 1% 2%) 2% 4% 1% 2%) - 1% - 1%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - eff - z/A - g/h
* small base; ** very small base (under 30) ineligible for sig testing

j22972

* =Less than .5




QA13: And ideally, what do you think you would want to do if you switched again?

Base : All who switched in the last 18 months

Total

Would definitely want to
change my number

Would probably want to
change my number

Would not be bothered
either way

Would probably want to
keep my number

Would definitely want to
keep my number

NET: Would keep number
NET: Would change number

Don't know/don't recall

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched | L18M: Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : | Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched | or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG| only from PAYG only from PAYG only
(@) (b) © (d) (e) () ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (0] (s) (t) (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86™ 31 1251 758 687 1315 321 925 366 390
121 58 13 86 35 95 26 106 8 4 2 80 41 49
6% 6% 3% 7% 5% 8% 3% 6% 5% 5% 6% 6% 5%] 7%
173 90 19 110 63 41 154 12 6 1 96 77 63
9% 10% 4%j 9% 9% 5%j 9% 8% 7% 3%j 8% 10% 9%
349 180 169 147 126 76 195 212 137 299 27 15 7 105 244
17%) 19% 16%] 17% 19% 15%] 15%j 17% 18%] 17% 18% 17% 23%| 8% 32%n 22%|
455 207 248 208 134 113 298 157 271 184 399 26 25 5 222 233 172
23% 22% 23% 24% 20% 23% 23% 22% 22% 24% 23% 17% I 16%) 18%| 31%n) 25%
888 395 493 315 305 296 527 361 759 77 36 16 742 146 240
44%) 42%| 37%| 46%c 54%cd 46%) 41 42%| 48%N) 44% 51% 42% 52%| <0 19%] 35%]
1343 602 523 439 381 890 453 798 545 1158 103 61 21 964 379 412
67%] 64%] 61%] 67%c 77%cd 69%9) 63% 64%| 72%hy 67% 68% 71% 68%) <0 50% 60%]
294 148 146 174 32 196 227 67 260 20 10 3 176 118 112
15%j 16% 14% 6% 15% al 9% 15% 13% 12% 10%] 14% 16%] 16%
23 13 10 7 8 1 21 2 - - 6 17 12
1% 1% 1% 1% 1% 1% 1% 1% - - - 2%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 27

* =Less than .5




QA13: And ideally, what do you think you would want to do if you switched again?

Base : All who switched in the last 18 months

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Table 28

Total

Would definitely want to
change my number

Would probably want to
change my number

Would not be bothered
either way

Would probably want to
keep my number

Would definitely want to
keep my number

NET: Would keep number
NET: Would change number

Don't know/don't recall

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping |Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QBA4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(©) (d) (e) () (@) (A) ()} (h)
795 500 112 220 1075 477 721 804 854 918 930 347 1019
63 37 7 28 58 41 26 37 34 40 60 23 62
8% 7% 6% 13%j 5%j 9%2] 4% 5% 4% 4% 6% 7% 6%
76 41 5 42 78 66 31 54 47 59 67 37 75
10% 8%] 4% 19%8 7% 14%2] 4% 7% 6% 6%] 7% 11%] 7%l
79 36 10 43 144 72 34 44 97 106 59 99 69
10% 7% 9%l 20% 13% 15%j 5% 5% 11% 12% 6% 29% 7%|
138 89 34 68 226 103 132 142 173 184 159 104 176
17% 18%] 30% 31%)| 21% 22%| 18% 18% 20% 20%| 17% 30%] 17%l
435 296 56 33 559 194 496 524 500 524 583 80 635
55% 59% 50% £ 41%) 69% 65% 59% 57% 63% 23% 62%hy
573 385 90 297 628 666 673 708 742 184 811
72%)| T7%C 80% 62%) 87% 83% 79% 77%| 80% 53% 80%h)
139 78 12 107 57 91 81 99 127 60 137
17% 16% 11%] 8% 11% 9% 11% 14% 17% 13%j
4 1 - 1 2 3 3 5 2 4 2
1% N B B h M M 1% , 1% h

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

j22972

* =Less than .5




Fieldwork: 23rd January - 6th February 2017

Mobile Switching 2017

QA14: Which provider do you currently use for the main mobile phone package you personally use and pay for?

Base : All who switched in the last 18 months

Total
02

EE

Vodafone

'3' Mobile/Three
Tesco

Giffgaff

Virgin Media/ Any Virgin
TalkTalk

Talk Mobile
Orange

Sky Mobile
T-Mobile
Lebara

Lycatel

Other provider (please
type in)

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (e) (f) () (h) (0] [i)] (] [0] (m) (n) (©) () @ (1) (s) () (u)
2009 943 496 1289 720 1249 760 1738 152 86" 31* 1251 758 687 1315 321 925 366 390
300 137 48 204 96 212 88 262 22 10 6 188 112 91 209 47 141 44 68
15% 15% 10%] 16% 13%| L 12%] 15% 14% 12% 19% 15% 15%] 13% 16%] 15%] 15%] 12% 7%
293 143 43 193 100 195 98 259 16 14 3 175 118 86 205 37 136 49 m
15% 15% 9% 15% 14% 16% 13% 15% 11% 16% 10% 14% 16% 13% 16% 12% 15% 13% 18%
246 120 38 164 82 179 67 216 19 7 4 162 84 70 174 28 133 42 41
129% 13% 8%| 13% 11%| L 9%| 12% 13% 8% 13% 13% 11%] 10% L 9% 14% 11%] 11%]
242 111 43 158 84 149 93 210 20 9 3 144 98 81 161 34 110 47 51
129 12% 9% 12% 12% 12% 12% 12% 13% 10% 10%] 12% 13% 12% 12% 1% 12% 13% 13%
182 88 103 103 79 147 17 14 4 101 81 79 102 29 71 50 31
9% 9% 13%d 8%l 119 8% 10%] 8% 119 IREE 13% 8%l 11%n 1% 8% 9%] 8% 14%s1] 8%
180 73 35 104 76 101 79 144 18 12 6 94 86 82 98 39 55 43
9% 8% 7% 8% 11% 8% 10% 8% 12% 14% L 8%| 11%n 129% 7| 6% 12%s 1%
139 65 5 80 59 80 59 122 11 4 2 88 51 44 95 21 67 23 28
7% 7% 11%cd 6% 8% 6% 8% 7% 7% 5% 6%| 7% 7% 6% 7% 7% 7% 6% 7%
69 34 21 46 23 43 26 55 8 6 - 53 16 25 43 15 37 10 6
3% 4% 4% 4% 3% 3% 3% 3% 5% 7% - 4%0) 2% 4% k2 sw 4y 3% 2%
54 22 18 40 14 29 25 50 3 1 - 33 21 16 38 7 26 9 12
3% 2% 4%] 3% 2% 2% 3% 3% 2% 1% - 3% 3% 2% 3% 2% 3% 2% 3%
23 13 5 15 8 20 3 20 1 1 1 14 9 12 11 7 7 5 4
1% 1% 1% 1% 1%L * 1% 1% 1% 3%| 1% 1% 2% 1% 1% 1% 1%
14 3 3 8 6 9 5 12 - 2 - 12 2 6 8 5 7 1 1
1% * 1%] 1% 1%] 1% 1%] 1% - 2% - 1% * 1% 1%] 2% 1%] * *
11 2 9 4 - 9 2 10 1 11 - - - 9 2 3 8 1 8 2 -
1% * 1%| 1% - 1% * 1%] * 1% - - - 1% * * 1% * 1% 1% -
10 4 6 3 - 7 3 4 6 9 - - - 4 6 5 5 2 2 3 3
* * 1%] * - 1% * * 1%] 1% - - - * 1%] 1% * 1%] * 1%] 1%]
8 3 5 1 - 3 5 5 3 8 - - - 7 1 6 1 -
. v p . ) v 19% v v . ) ) ) 1% . . )
238 125 113 69 121 155 83 110 128 213 17 6 2 167 71 81 37 33
12% 13% 11% 10% 24%cd 12% 12% 9% 179 12% 11% 7% 6%) 13% 9% 12% 10% 8%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 29

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA14: Which provider do you currently use for the main mobile phone package you personally use and pay for?

Base : All who switched in the last 18 months

Total
02

EE

Vodafone

'3' Mobile/Three
Tesco

Giffgaff

Virgin Media/ Any Virgin
TalkTalk

Talk Mobile
Orange

Sky Mobile
T-Mobile
Lebara

Lycatel

Other provider (please
type in)

Table 30

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel
PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone| telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) (©) (d) (e) (f) @) (A) ((¢)] (h)
2009 895 535 795 500 112 220 1075 721 804 854 918 930 347 1019 385
300 128 82 127 72 20 38 154 92 107 121 133 139 60 152 68
15%) 14% 15%j 16% 14%j 18% 17% 14% 13% 13% 14% 14% 15% 17%j 15% 18%j
293 126 89 102 79 17 23 156 101 108 123 128 127 55 137 64
15%) 14% 17%] 13% 16%] 15% 10%] 15% 14% 13% 14% 14%] 14% 16%] 13% 17%]
246 114 53 113 56 9 31 138 84 102 100 112 122 49 135 53
12%) 13% 10%j 14% 11%j 8% 14% 13% 12% 13% 12% 12% 13% 14%) 13% 14%)
242 107 73 98 52 7 32 133 86 93 100 109 104 43 119 51
12%) 12% 14%j 12% 10%] 6%l o 12% 12% 12% 12% 12%] 11% 12%] 12% 13%]
182 64 53 59 42 5 95 54 56 70 71 70 24 78 27
9% 7% 10%j 7% 8%j 13% 7% 7% 7% 8% 8% 8% 7% 8% 7%
180 63 63 70 29 14 27 98 64 74 83 87 73 40 74 40
9% 7%| 12%a 9% 6% 13% 12%] 9% 9% 9% 10% 9%] 8% 12%] 7% 10%]
139 68 35 49 37 7 18 76 59 63 67 68 72 22 76 22
7% 8% 7% 6% 7% 6% 8% 7% 8% 8% 8% 7% 8% 6% 7% 6%
69 33 10 35 22 5 2 34 21 29 24 28 34 7 41 8
3% 4% 2%| 4% pra e 1%| 3% 3% 4% 3% 3%| 4% 2%| 4% 2%|
54 24 17 27 13 6 6 27 29 31 29 31 30 12 30 14
3% 3% 3%j 3% 3%j 5% 3% 3% 4% 4% 3% 3% 3% 3%j 3% 4%j
23 11 6 7 8 2 5 8 3 5 6 10 9 6 12 6
1% 1% 1% 1% 2% 2% 2% 1% * 1% 1% 1%| 1% 2% 1% 2%
14 10 1 8 5 1 - 4 3 4 3 4 7 - 8 -
1% 1% * 1% 1% 1% - * * * * * 1% - 1% -
1 3 2 7 3 - - 2 - 1 - 1 6 - 6 -
19 M . 1% 19| R R * - * - * 1% - 1% -
10 3 5 3 1 - 2 2 - 1 - - 1 2 1 2
. . 1% . . - 1% . - . - - . 1% . 1%
8 6 - 5 2 - - 2 2 2 1 1 4 - 5 -
* 1% R 1% h B B h , h N N N R . R
238 135 46 85 79 9 21 146 123 128 127 135 132 27 30
12 B 2 112 8% 107 17% r6% 15% 15%4 14% 2 824

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h

j22972

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA15: And which provider did you switch from when you most recently changed mobile phone network?

Base : All who switched in the last 18 months

Total
02

EE

Vodafone

'3' Mobile/Three
Orange

Tesco

T-Mobile

Virgin Media/ Any Virgin
Giffgaff
TalkTalk

Talk Mobile
Lebara

Lycatel

Sky Mobile

Other provider (please
type in)

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) (f) () (h) (0] [i)] (] [0] (m) (n) (©) () @ (1) (s) () (u)
2009 943 1066 853 660 496 1289 720 1249 760 1738 152 86" 31* 1251 758 687 1315 321 925 366 390
363 172 191 165 119 79 238 125 228 135 305 34 14 10 233 130 131 229 70 161 61 68
18% 18% 18% 19% 18% 16%] 18% 17%) 18% 18%] 18% 22% 16% L 19% 17%) 19% 17%) 22%| 17%) 17%) 17%)
311 126 185 147 94 70 217 94 191 120 267 24 16 4 196 115 82 229 30 166 52 63
15%) 13% I 17% 14% 14%| L 13% 15% 16% 15% 16% 19% 13%) 16% 15% 12%) 17%) 9%/ I 14%|
293 131 162 108 107 78 180 113 181 112 254 20 16 2 175 118 106 186 52 123 54 63
15% 14% 15% 13% 16% 16%) 14% 16%) 14% 15%) 15% 13% 19% 6%| 14% 16%) 15% 14%) 16%) 13%) 15%) 16%)
158 79 79 76 55 27 99 59 103 55 138 9 8 3 95 63 45 112 18 76 27 36
8% 8% 7% 8% 5% 8% 8% 8% 7% 8% 6% 9% 10%) 8% 8% 7% 9% 6% 8% 7% 9%
145 61 84 49 47 101 44 99 46 127 12 6 - 94 51 47 98 20 74 27 24
7% 6% 8% 6% 7% 10%] 8% 6% 8% 6% 7% 8% 7% - 8% 7% 7% 7% 6% 8% 7% 6%
132 67 65 55 40 37 75 57 81 51 104 16 8 4 84 48 47 84 22 61 25 23
7% 7% 6% 6% 6% 7% 6% 8% 6% 7% Ly 11 9% 13% 7% 6% 7% 6% 7% 7% 7% 6%
111 45 66 58 33 20 66 45 67 44 104 6 1 - 59 52 41 70 12 47 29 23
6% 5% 6% |EE 5% 4%) 5% 6%| 5% 6%| 6% 4% 1% - 5%| 79| 6% 5%| 4%| 5% 6%|
106 63 43 35 27 44 67 39 54 52 96 7 3 - 61 45 36 70 17 44 19 26
5%{EE 4%| 4% 4% 9%d 5% 5% 4% 79| 6% 5% 3% - 5% 6% 5% 5% 5% 5% 5% 7%
82 4 4 47 29 6 59 23 60 22 73 5 2 2 52 30 45 37 25 27 20 10
4% 4% 4%| 6% 4% 1%| 5% 3% L 3%| 4% 3% 2% 6% 4% 4% 7% 3% 8%suf 3% 3%|
68 34 34 21 30 17 41 27 44 24 59 5 3 1 47 21 19 48 9 37 10 11
3% 4% 3% 2% 3% 3% 4% 4% 3% 3% 3% 3% 3% 4% 3% 3% 4% 3% 4% 3% 3%
37 16 21 17 9 11 23 14 22 15 34 - 2 29 8 4 33 3 26 1 7
2% 2% 2% 2% 1% 2% 2% 2% 2% 2% 2% - 2% 3%k 2% 1%] 1%] 3% 1% 3% * [T
29 19 10 20 7 2 17 12 21 8 23 2 3 1 19 10 16 13 9 10 7 3
19 1% 5 1% * 1% 2% 2% 1% 1% 1% 3% 3% 2% 1% 1% 3%sul 1% 2% 1%
18 9 9 11 6 1 10 8 14 4 17 - - - 9 9 8 10 3 6 5 4
1% 1% 1%] 1% * 1% 1%] 1% 1%] 1% - - - 1% 1%] 1% 1%] 1%] 1%] 1%] 1%]
16 11 5 9 6 1 10 6 15 1 15 1 - - 15 1 6 10 6 9 - 1
19 1% * 1% 1% * 1% 1% * 1% 1% - - * 1% 1% 1% - *
140 69 71 35 51 86 54 69 71 122 11 4 3 83 57 54 86 25 58 29 28
7% 7% 7% 4% 8% 11%] 7% 8% 6%l 9% 7% 7% 5% 10% 7% 8% 8% 7% 8% 6% 8% 7%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u

* small base

j22972

Table 31

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QA15: And which provider did you switch from when you most recently changed mobile phone network?

Base : All who switched in the last 18 months

Total
02

EE

Vodafone

'3' Mobile/Three
Orange

Tesco

T-Mobile

Virgin Media/ Any Virgin
Giffgaff
TalkTalk

Talk Mobile
Lebara

Lycatel

Sky Mobile

Other provider (please
type in)

Table 32

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone| telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) (©) (d) (e) (f) @) (A) ((¢)] (h)
2009 895 535 795 500 112 220 1075 477 721 804 854 918 930 347 1019 385
363 160 88 150 89 21 30 202 83 126 138 147 156 163 54 191 63
18%) 18% 16%j 19% 18%j 19% 14% 19% 17% 17% 17% 17% 17% 18% 16%j 19% 16%j
311 154 81 123 86 12 40 175 73 136 149 167 173 168 60 176 64
15%) 17% 15%] 15% 17%] 11% 18%] 16% 15%] 19% 19% 20% 19%] 18% 17%] 17% 17%]
293 118 84 102 78 20 35 158 58 113 119 127 134 142 45 152 58
15%) 13% 16%j 13% 16%j 18% 16% 15% 12% 16% 15% 15% 15% 15% 13%j 15% 15%j
158 68 48 67 34 6 20 88 40 56 67 72 81 71 34 80 35
8% 8% 9% 8% 7%| 5% 9%] 8% 8%] 8% 8% 8% 9%] 8% 10%] 8% 9%j
145 59 29 55 40 8 12 83 27 52 58 62 65 74 24 78 24
7% 7% 5%j 7% 8%j 7% 5% 8% 6% 7% 7% 7% 7% 8% 7% 8% 6%
132 57 33 44 39 8 12 64 34 51 58 60 69 65 25 68 25
7%] 6% 6% 6% 8% 7% 5%] 6% 7% 7% 7% 7% 8%] 7% 7%| 7% 6%
111 40 37 47 18 6 18 60 26 35 41 44 48 47 26 51 29
6% 1L 6% 4% 5% 8% 6% 5% 5% 5% 5% 5% 5% 7%) 5% 8%
106 44 35 37 27 6 14 64 17 44 47 55 57 53 24 53 25
5% 5% 7%| 5% 5%j 5% 6%] 6% 4%] 6% 6% 6% 6%] 6% 7%| 5% 6%
82 43 24 28 30 3 8 44 20 13 17 14 19 20 9 28 1
4% 5% 4% 1% 3% 4% 4% 4% 2% 2% 2% 2% 2% 3% 3% 3%
68 37 18 34 15 2 9 36 22 21 28 21 27 29 10 33 12
3% 4% 3% 4% 3%j 2% 4%] 3% 5%] 3% 3% 2% 3%] 3% 3%j 3% 3%
37 23 5 17 11 1 2 16 16 12 15 16 18 20 6 23 7
2% 1%| 2% 2%] 1% 1% 1% 2% 2% 2% 2% 2% 2%] 2% 2%]
29 14 7 14 5 3 2 13 1" 4 6 4 5 9 4 1" 4
1% 2% 1% 2% 1% 3% 1%| 1% 2% 1% 1% * 1%] 1% 1% 1% 1%
18 7 7 10 1 1 5 9 5 3 4 6 6 3 6 3 6
1% 1% 1% 1% * 1% 2% 1% 1% * * 1% 1% * 2% *
16 13 1 13 3 1 - 4 10 4 5 3 3 10 1 1" 1
1% o * 2% 1% 1% - * 1% 1% * * 1% * 1% *
140 58 38 54 24 14 13 59 35 51 52 56 57 56 19 61 21
7% 6% 7%) 7% 5%l 13% 6% 5% 7% 7% 6% 7% 6% 6% 5%l 6% 5%l

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h

j22972

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017
QA16: When you switched did you have another handset in working order that you could still use to make or receive calls or texts?

Base : All who switched in the last 18 months and moved to full contract from full contract, SIM only, or prepay

Total
Yes

No

Don't know

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABCH1 C2DE Working | working | England | Scotland [ Wales NI PAC C&R from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) (0] (m) (n) (0) (9] @ (U] (s) ® (u)
1022 446 576 488 336 198 670 352 694 328 888 79* 40" 15** 686 336 224 798 113 573 111 225
723 336 387 316 257 150 469 254 510 213 633 57 24 9 488 235 157 566 76 412 81 154
719 67%) 65%] 76% 76%] 70% 72% | 65%) 71% 72% 60% 60%) 71% 70%| 70% 71%| 67%) 72%| 73%| 68%|
274 103 171 156 72 46 184 90 168 106 233 21 14 6 180 94 61 213 35 145 26 68
27%) 23%| 30%a 32%dey 21% 23% 27% 26%| 24%| 26% 27% 35% 40%) 26% 28% 27% 27% 31% 25% 23%| 30%)
25 7 18 16 7 2 17 8 16 9 22 1 2 - 18 7 6 19 2 16 4 3
2% 2% 3% 3% 2% 1%| 3% 2% 2% 3% 2% 1% 5% - 3% 2% 3% 2% 2% 3% 4% 1%)

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - /g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base; ** very small base (under 30) ineligible for sig testing

j22972

Table 33

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017
QA16: When you switched did you have another handset in working order that you could still use to make or receive calls or texts?

Base : All who switched in the last 18 months and moved to full contract from full contract, SIM only, or prepay

Total
Yes

No

Don't know

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel
PAC switchers | C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC| cancelled by
Requested PAC telephone Any telephone telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) () (d) (e) () (@) ()} (h)
1022 488 224 425 268 47* 99* 519 276 376 424 465 500 512 196 561 218
723 350 159 304 202 33 76 366 202 276 316 342 368 376 130 407 145
71%) 72% 71%) 72% 75% 70% 77% 71% 73%| 73% 75% 74% 74% 73% 66%) 73% 67%)
274 124 58 111 62 14 22 146 69 92 99 114 122 125 61 143 68
27%] 25% 26%)| 26% 23%| 30% 22%| 28% 25%| 24% 23% 25% 24%| 24% 31%| 25% 31%)|
25 14 7 10 4 - 1 7 5 8 9 9 10 11 5 11 5
2% 3% 3% 2% 1% - 1% 1% 2%) 2% 2% 2% 2% 2% 3%l 2% 2%)

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - e/f - z/A - g/h

* small base

j22972

* =Less than .5

Table 34




Fieldwork: 23rd January - 6th February 2017

Mobile Switching 2017

QB1: Thinking back to when you switched your mobile provider and kept your phone number, you would have needed to get a code
(a Port Authorisation Code or .PAC.) from your previous provider to give to your new provider,

and may have told your previous provider that you wanted to end your contract/cancel your service.

Did you do both of these, and if so did you do them at the same time, or at different times?

Base : All PAC switched in the last 18 months

Total

Requested a PAC and told
them | wanted to cancel
at the same time

Requested a PAC and told
them | wanted to cancel
on separate occasions
Only requested a PAC, |
didn't tell them |

wanted to end my
contract/cancel my

service

Don't know/can't recall

Switched Switched
Switched | L18M: Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY | tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SiM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract | PAC and contract C&R and contract
Not Switched | or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ((¢)] (h) (0] (1) (k) (0] (m) (n) (0) ()] @ (U] (s) ® (u)
1251 607 644 524 421 306 834 417 850 401 1075 103 50* 22 1251 ** 321 925 321 925 B *
789 393 396 267 284 238 535 254 508 281 675 69 28 17 789 201 586 201 586 - -
63% 65% 61%] 519 64% 61%) 607G 63% 67% 56% 77%| 63% 63% 63%) 63%| 63%| - -
190 80 110 107 57 26 124 66 147 43 172 12 5 1 190 32 157 32 157 - -
15%) 13% 8%j 15% 11%j 16% 12% 10% 5%j 15% 10%| - -
181 102 29 126 43 153 13 10 4 181 64 - -
14%{ S 9% 15% 11%) 14% 13% 20% 18%) 14% - -
91 32 13 49 34 75 9 7 - 91 24 - -
7% 5% 4% 6% 8% 7% 9% 14% - 7% 7% - -

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base; ** very small base (under 30) ineligible for sig testing

j22972

Table 35

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QB1: Thinking back to when you switched your mobile provider and kept your phone number, you would have needed to get a code
(a Port Authorisation Code or .PAC.) from your previous provider to give to your new provider,

and may have told your previous provider that you wanted to end your contract/cancel your service.
Did you do both of these, and if so did you do them at the same time, or at different times?

Base : All PAC switched in the last 18 months

Total

Requested a PAC and told
them | wanted to cancel

at the same time
Requested a PAC and told
them | wanted to cancel
on separate occasions

Only requested a PAC, |
didn't tell them |

wanted to end my
contract/cancel my
service

Don't know/can't recall

Table 36

Telephone/any in-store | Telephone/any in-store/web-

contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted| Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider PAC/cancel cancel cancel

PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by

Requested PAC telephone | Any telephone | telephone requested PAC| cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/

Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QBA4C) (QB4A/QBA4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(@) (b) © (d) (e) 0 4] (A) (¢)] (h)

1251 895 * 728 467 Bl ** 735 348 678 757 618 666 930 -+ 1019 *
789 558 - 464 326 - - 585 119 507 540 507 540 638 - 695 -
63% 62% - 64%] 70%] - - 34% 75% 71% 82% 81% 69% - 68% -
190 134 - 127 67 - - - 190 89 113 93 105 147 - 160 -
15% 15% - 17% 14%] - - - I 13% 15% 15% 16%] 16% - 16% -
181 139 - 122 61 - - 124 31 64 83 - - 110 - 125 -
14% 16% - 17% 13%] - - 9%| 9% 11% - - 12% - 12% -
91 64 - 15 13 - - 26 8 18 21 18 21 35 - 39 -
7% 7% - 2% 3%] - - 4% 2% 3% 3% 3% 3%] 4% - 4% -

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - eff - z/A - g/h
* small base; ** very small base (under 30) ineligible for sig testing

j22972

* =Less than .5




Base : All C&R switched in the last 18 months

Total
Yes

No

Don't know/don't recall

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QB2: Thinking back to when you switched your mobile provider, did you at any point request a code (a PAC)
from your previous provider to give to your new provider that would have allowed you to keep your old number?

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG] Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SiM)
PAC and C&R and
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(a) (b) © (d) (©) () Q) (h) () ) k) (0] (m) (n) (©) (2] @ U] ) ) (u)
758 336 422 329 239 190 455 303 399 359 663 49* 36 9** - 758 366 390 -
104 46 58 50 31 23 64 40 57 47 93 5 5 1 - 104 31 73 -
14% 14% 14%] 15% 13% 12% 14% 13% 14% 13% 14% 10% 14% 11%] - 14%] 8% -
582 257 325 238 192 152 344 238 305 277 507 39 29 7 - 582 300 281 -
77% 76% 77% 72% S 80% 76% 79%| 76% 77%| 76% 80% 81% 78% - 77% 82% 72%| -
72 33 39 41 16 15 47 25 37 35 63 5 2 1 - 72 35 36 -
9% 10% 9% 12%| 7% 8% 10% 8% 9% 10%] 10% 10% 6% 11%] - 9% 10% 9%l -

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base; ** very small base (under 30) ineligible for sig testing

j22972

Table 37

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QB2: Thinking back to when you switched your mobile provider, did you at any point request a code (a PAC)
from your previous provider to give to your new provider that would have allowed you to keep your old number?

Base : All C&R switched in the last 18 months

Total
Yes

No

Don't know/don't recall

Table 38

Telephone/any in-store Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ | cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QBA4C)
(@) (b) © (d) (e) 0 @ (A) ()} (h)
758 * 535 67 33" 112 220 340 129 43* 47 236 252 -+ 347 B 385
104 - 75 67 33 27 35 52 35 43 47 45 50 - 65 - 75
14% - 14%] 100% 100%| 24% 16% 159 100% 100% 19% 20% - 19%] - 19%
582 - 415 - - 73 170 265 82 - - 172 181 - 250 - 277
77%) - 78% - - 65%] 77%e 78%A 64% - - 73% 72%) - 72% - 72%)
72 - 45 - - 12 15 23 12 - - 19 21 - 32 - 33
9% - 8% - - 11% 7%| 7% 9%] - - 8% 8% - 9%] - 9%l

Proportions/Means: Columns Tested (5% risk level) - a/b - ¢/d - e/f - z/A - g/h
* small base; ** very small base (under 30) ineligible for sig testing

j22972

* =Less than .5




QB3: And at what point did you request a PAC from your previous mobile provider?
Base : All PAC switched and all C&R that requested a PAC

Total

After | had signed up
with my new provider

After | had decided to
switch to my new
provider, but before |
had signed up

After | had looked at
alternatives but before
I had made a final
decision on an
alternative mobile
provider

Before | had looked at
alternatives

Don't know/don't recall

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base; ** very small base (under 30) ineligible for sig testing

j22972

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : | (PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG| Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R [from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] [0)] (k) 0] (m) (n) () ()] @ (] (s) (t) (u)
1355 653 702 574 452 329 898 457 907 448 1168 108 55* 23" 1251 104 352 998 321 925 31 73*
500 242 258 204 163 133 342 158 329 171 440 35 18 7 467 33 151 346 142 322 9 24
37% 37% 37%) 36% 36% 40% 38% 35% 36% 38%) 38% 32% 33% 30% 37% 32% L 35% | I 35%) 29% 33%
460 213 247 186 154 120 304 156 302 158 393 38 20 9 425 35 108 352 98 327 10 25
34% 33% 35% 32% 34% 36%) 34% 34%) 33% 35% 34% 35% 36% 39%) 34% 34%) 31% 35% 31% 35% 32%) 34%)
230 120 110 126 69 35 160 70 173 57 191 22 11 6 213 17 58 171 53 159 5 12
17%) 18% 16%| IS 15% 11%) 18% 15% | 13% 16% 20% 20% 26% 17% 16%) 16% 17% 17% 17% 16%) 16%)
21 102 51 124 29 135 13 3 1 134 19 38 114 31 102 7 12
6% 6%] 12% 12% 5% 4%j 11%] 18%0 11% 11%] 10%] 11% 16%]
23 42 89 6 6 1 94 8 20 81 19 74 1 7
7%) 9% 8% 6% 11% 4% 8% 8% 6% 8% 6% 8% 3% 10%]

Table 39

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QB3: And at what point did you request a PAC from your previous mobile provider?

Base : All PAC switched and all C&R that requested a PAC

Total

After | had signed up
with my new provider
After | had decided to
switch to my new
provider, but before |
had signed up

After | had looked at
alternatives but before
I had made a final
decision on an
alternative mobile
provider

Before | had looked at
alternatives

Don't know/don't recall

Table 40

Telephone/any in-store | Telephone/any in-store/web-
contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel
PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by
Requested PAC telephone | Any telephone | telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/| to cancel any in-store in-store web-chat chat (QB4A/
Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) (©) (d) (e) (f) (@) (A) @) (h)
1355 895 75* 795 500 27** 35* 787 383 721 804 663 716 930 65* 1019 75*
500 334 25 42 500 8 10 320 139 298 330 273 291 366 22 398 24
37% 37% 33% 5% 30% 29%) 41% 36% 41% 41% 41% 41% 39% 34% 39% 32%
460 301 22 460 24 13 10 287 129 263 297 240 262 343 21 371 26
34% 34% 29% | 5%| 48% 29% 36% 34% 36% 37% 36% 37%) 37% 32% 36% 35%
230 162 15 230 18 3 8 118 83 97 124 96 110 156 8 175 13
17% 18% 20% | 4%| 1% 23% 15% T 13% 15% 14% 15%] 17% 12% 17% 17%
153 91 14 153 16 4 11 65 73 53 78 47 62 96 12 108 12
11%) 10%j 19%a 19%d| 3%j 15% 31%) 8%l 7% 10% 7% 9% 10% 18%j 11% 16%j
102 65 6 - - - 2 30 10 29 31 27 29 41 5 46 5
8% 7% 8% - - - 6% 4% 3% 4% 4% 4% 4% 4% 8% 5% 7%

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d - eff - z/A - g/h
* small base; ** very small base (under 30) ineligible for sig testing

j22972

* =Less than .5




QB4A How did you contact your previous provider to request a PAC and cancel your service?

Base : All PAC switched and requested PAC and cancelled at the same time or don't recall

Total
Telephone

Web-chat
Email
Via web-form

In-store sales agent -
new provider

In-store sales agent -
previous provider

In-store sales agent -
third party, e.g.
Carphone Warehouse

Post

Provider contacted me
Other (please type in)
Don't know/can't recall
NET: Telephone/in-store
NET: Telephone/in-store/

email/post

NET: Telephone/in-store/
web-chat

Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

Switched Switched
Switched L18M : Switched L18M :
L18M: |(PAC)(Con| L18M: |(C&R)(Con
Switched L18M : Switched L18M : Switched L18M : Switched L18M : |(PAC)(PAY| tractor |(C&R)(PAY| tractor
Gender Switched L18M : Age Switched L18M : SEG | Working status Switched L18M : Nations PAC/C&R PAYG/Post-pay G) SIM) G) SIM)
PAC and C&Rand
Switched Switched Switched
from from from
Handset Handset Handset
and and and
mobile mobile mobile
contract PAC and contract C&R and contract
Not Switched or SIM Switched or SIM Switched or SIM
Total| Male Female 16-34 35-54 55+ ABC1 C2DE Working | working | England | Scotland | Wales NI PAC C&R |from PAYG only from PAYG only from PAYG only
(@) (b) © (d) (e) ) ()} (h) (0] (1) (k) (0] (m) (n) () (9] @ (0] (s) ® (u)
880 425 455 316 313 251 584 296 565 315 750 78* 35* 17 880 B 225 651 225 651 B B
561 278 283 186 203 172 378 183 350 211 486 38 25 12 561 127 433 127 433 -
64% 65% 62%) 59% 65%] 69%] 65% 62%) 62% 67% | ISR 497 IEEEL 71%| 64% 56%IGEL; 56| GRS - -
78 39 39 35 33 10 51 27 61 17 63 10 4 1 78 18 60 18 60 - -
9% 9% 9% | I 4% 9% 9%\ I 5% 8% 13% 11% 6% 9% 8% 9% 8% 9% - -
65 36 29 27 20 18 41 24 44 21 55 8 1 1 65 38 38 - -
7% 8% 6%] 9% 6% 7% 7% 8%] 8% 7% 7% 10% 3% 6%] 7% 6%] - -
52 31 21 21 17 14 35 17 35 17 44 5 3 - 52 35 - -
6% 7% 5% 7% 5% 6% 6% 6% 6% 5% 6% 6% 9% - 6% 5% - -
51 25 26 24 10 17 35 16 36 15 43 6 2 - 51 28 - -
6%) 6% 6% 3%| 7% 6% 5%| 6% 5%| 6% 8% 6% - 6% 4%| - -
43 25 18 17 15 11 34 9 32 11 36 6 1 - 43 25 - -
5%j 6% 4% 5% 5% 4% 6% 3% 6% 3% 5% 8% 3% - 5% 4% - -
38 19 19 16 13 9 27 11 29 9 33 2 1 2 38 27 - -
4% 4% 4%] 5% 4% 4%] 5% 4%] 5% 3%] 4% 3% 3% 12%] 4% 4%] - -
22 1 11 16 6 16 6 18 4 18 3 - 1 22 9 13 9 13 - -
3% 3% POA S%de 2% - 3% 2% 3% 1%| 2% 4% - 6%| 3% 4% 2% 4%| 2% - -
5 2 3 - 4 1 3 2 3 2 4 - 1 - 5 1 4 1 4 - -
1% * 1% - 1%] * 1% 1% 1% 1% 1% - 3% - 1% * 1% * 1% - -
2 1 1 - - 2 1 1 1 1 2 - - - 2 1 1 1 1 - -
50 15 35 28 15 7 28 22 28 22 44 6 - - 50 15 33 15 33 - -
6% 4%i 8%a 9%de] 5% 3% 5% 7% 5% 7% 6% 8% - - 6% 7% 5% 7% 5% - -
673 334 339 230 235 208 458 215 428 245 51 29 14 673 167 505 167 505 - -
76%) 79% 75%) 73% 75%| 73%) 76% 78% 65% 83% 82%] 76% 74% 78%) 74%) 78%) - -
730 361 369 255 254 234 470 260 58 29 16 730 188 540 188 540 - -
83%] 85% 81% 81% 81%) 79% 83% 83% 74% 83% 94% 83% 84% 83% 84% 83% - -
734 364 370 254 264 239 474 260 61 32 15 734 179 554 179 554 - -
83%| 86% 81%] 80% 84% 81%] 84% 83% 78% 91% 88%] 83% 80% 85%] 80%] 85%] - -

Proportions/Means: Columns Tested (5% risk level) - a/b - c/d/e - f/g - h/i - j/k/l/m - n/o - p/q - r/s/t/u
* small base; ** very small base (under 30) ineligible for sig testing

j22972

Table 41

* =Less than .5




Mobile Switching 2017

Fieldwork: 23rd January - 6th February 2017

QB4A How did you contact your previous provider to request a PAC and cancel your service?

Base : All PAC switched and requested PAC and cancelled at the same time or don't recall

Total
Telephone

Web-chat
Email
Via web-form

In-store sales agent -
new provider

In-store sales agent -
previous provider

In-store sales agent -
third party, e.g.
Carphone Warehouse

Post

Provider contacted me
Other (please type in)
Don't know/can't recall
NET: Telephone/in-store
NET: Telephone/in-store/

email/post

NET: Telephone/in-store/
web-chat

Table 42

Telephone/any in-store | Telephone/any in-store/web-

contact with previous chat contact with previous
Point of contact with Whether preferred keeping | Number of times contacted | Telephone contact with previous provider to request | provider to request PAC/ provider to request PAC/
Switched L12M : PAC/C&R previous provider number previous provider AC/cancel cancel cancel

PAC switchers [ C&R switchers
Used Used PAC switchers | C&R switchers | requested PAC | cancelled by

Requested PAC telephone | Any telephone| telephone requested PAC | cancelled by | by telephone/ | telephone/any
before Requested PAC Didn't want only to to request only to Any telephone | by telephone/ | telephone/any | any in-store/ in-store/web-
signing with after signing Wanted to to keep More than request PAC | PAC (QB4A/ |cancel (QB4A/ to cancel any in-store in-store web-chat chat (QB4A/

Total PAC C&R GP with GP keep number number Once once (QB4A/QB4B) QB4B) QB4C) (QB4A/QB4C) | (QB4A/QB4B) | (QB4A/QB4C) | (QB4A/QB4B) QB4C)
(a) (b) (©) (d) (e) (U] (@) (A) ((¢)] (h)

880 622 ** 479 339 - - 611 127 525 561 525 561 673 - 734 -
561 398 311 238 - - 418 84 525 561 525 561 561 - 561 -
64%) 64% 65% 70% - - 68% 66% 100% 100% 100% 100%) 83% - 76% -
78 58 54 28 - - 52 17 - 12 - 12 17 - 78 -
9% 9% 1% 8%] - - 9% 13%] - 2% - 2% 3% - 11% -
65 42 42 21 - - 37 18 18 - 18 19 - 21 -
7%] 7% 9% 6% - - By 14 - 3% - 3%| 3% - 3% -
52 38 29 24 - - 38 6 - 8 - 8 13 - 14 -
6%j 6% 6% 7% - - 6% 5%] - 1% - 1% 2% - 2% -
51 40 31 20 - - 37 8 - 4 - 4 51 - 51 -
6% 6% 6% 6% - - 6% 6% - 1% - 1% 8% - 7% -
43 34 29 19 - - 26 13 - 3 - 3 43 - 43 -
5% 5% 6% 6%] - - 4%j 10% - 1% - 1% 6% - 6% -
38 23 26 11 - - 17 10 - 5 - 5 38 - 38 -
4%j 4% 5% 3% - - 3% 8% - 1% - 1% 6% - 5% -
22 14 16 10 - - 13 6 - 3 - 3 7 - 8 -
3% 2% 3% 3%] - - 2% 5%] - 1% - 1% 1% - 1% -
5 3 3 - - - 5 - - - - - - - - -
1%] * 1% - - - 1% - - - - - - - - -
2 2 2 - - - 2 - - - - - - - - -
50 36 8 9 -