
Title: 

Dr 

Forename: 

Duncan 

Surname: 

Murray 

Representing: 

Self 

Organisation (if applicable): 

Email: 

duncan.mostest@gmail.com 

What do you want Ofcom to keep confidential?: 

Keep nothing confidential 

If you want part of your response kept confidential, which parts?: 

Ofcom may publish a response summary: 

Yes 

I confirm that I have read the declaration: 

Yes 

Ofcom should only publish this response after the consultation has ended: 

You may publish my response on receipt 

Additional comments: 

Question 1: Do you think hassle is a key issue we should tackle in this review? 
Please provide an explanation for your answer and any supporting evidence.: 

Yes 

mailto:duncan.mostest@gmail.com�


Question 2: Do you agree there is a lack of clarity about the switching 
processes that consumers need to go through to switch and this may create a 
barrier to switching? Please provide an explanation for your answer and any 
supporting evidence.: 

Yes, I recently moved into a virgin broadband area, and wished to receive virgin fibre-optic 
broad band services. I was a long-standing 3 year customer of BT, but signed up to a Virgin 
phone and broadband deal. I then attempted to end the contract with BT, but was informed 
that I had been automatically signed up to a 12 month contract the month prior, as I had been 
sent a letter from them which had in the small print that my contract would be renewed if I 
did not reply. They now want &pound;81 to end their contract. 

Question 3: Do you think clarity is a key issue we should tackle in this review? 
Please provide an explanation for your answer and any supporting evidence.: 

Well clarity of contracts - most of us simply do not have the time to read the 10-page terms 
and conditions that we are meant to sign, let alone pick up on the particular details or even to 
understand it. 

Question 4: Do you think continuity of service (including unwanted breaks 
and double billing) is a key issue we should tackle in this review? Please 
provide an explanation for your answer and any supporting evidence.: 

I have not had a particular problem with thi.s 

Question 5: Do you think the ability of providers to frustrate the switching 
process is a key issue we should tackle in this review? Please provide an 
explanation for your answer and any supporting evidence.: 

Absolutely - please see above. Clearly, BT's policy of automatic extension of the contract is 
only their to make switching difficult. 

Question 6: Do you think consumers? experience of save activity is a key issue 
we should tackle in this review? Please provide an explanation for your 
answer and any supporting evidence.: 

I don't know what this means. 

Question 7: Are there issues specific to either residential or business 
consumers? experiences of the switching processes that you think we should 
tackle in this review? Please provide any evidence you have to support your 
views.: 

Question 8: Do you agree with our analysis of switching costs? Please provide 
any evidence you have to support your views.: 



Question 9: Do you agree with our analysis of save activity? Please provide 
any evidence you have to support your views.: 

Question 10: Do you agree with our analysis around the multiplicity of 
switching processes? Please provide any evidence you have to support your 
views.: 

Question 11: Do you agree with the general switching principles we have 
identified? Please provide an explanation for your answer.: 

Question 12: Do you agree with our proposed tier structure for the general 
switching principles? Please provide an explanation for your answer.: 

Question 13: Do you agree with our proposal that the preferred switching 
approach assuming a ?greenfield? basis is GPL?: 

Question 14: Which of the identified GPL switching options do you support? 
Please provide an explanation for your answer.: 

Question 15: Do you have any information or views on the costs of the 
switching options outlined above? Please provide any supporting evidence.: 

Question 16: Do you agree with our proposals and implementation priorities 
for taking forward our work in relation to existing switching processes?: 
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