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About The Number 

Launched in 2002,  118 118  has become the leading Direc tory Assistance 
Service in the UK and is  contacted by more people than any other s imilar  
serv ice in  Br i ta in.  I t  provides instant  access to a courteous, h igh accuracy 
serv ice of fer ing more features and benef i ts  than any other 118 serv ice and 
handles  1 bi l l ion cal ls  a year.  

Addi t ional  serv ices include train t imes, c inema l is t ings,  category inquir ies, 
unl im ited requests,  vo ice cal l  and text  inquir ies  accepted and returned for  
mobi le  customers,  ca l ls  connected and v ir tual ly any answerable quest ion 
handled. 

The Number  and i ts  group companies in Europe (Le Numéro, I l  Numero, Die 
Nummer and Condui t) ,  together  form the largest independent  provider of  
d irec tory ass is tance serv ices in the wor ld. In Europe, the group has entered 
s ix  markets (UK,  France,  I ta ly,  Austr ia ,  Switzer land and I re land)  of fer ing 
new, compet i t ive and h igh qual i t y serv ices to end users .  
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Some important industry background 

Tradit ional ly provided by te lephony incumbents , Direc tory Ass is tance (“DA”) 
serv ices are increas ingly provided in  l ibera l ised markets l ike the UK by 
spec ia l is t  providers  who invest h ighly,  introduce innovat ive technologies , 
improve serv ice qual i t y and create many jobs.  I t  is  est imated that  such 
providers have invested approx imate ly �1 b i l l ion and created approx imate ly 
20,000 d irec t jobs as a resul t  of  l ibera l izat ion in  EU markets over the las t 5  
years  or so.1  

Nevertheless, the tradi t ional DA market  (nat ional services provided 
uniquely by voice communicat ions over f ixed l ines) is  undergoing a radical 
process of  dec l ine due in part  to  the increased use of  the internet and 
f ixed-mobi le  convergence. 2  I t  is  increas ingly impor tant  for  the cont inuing 
development  of  the industry that  new growth oppor tunit ies  be fu l ly exploi ted.  

Growth potential  in  DA comes f rom three key areas  of  consumer demand:  

1.  Access to advanced, h igh qual i t y,  t ransparent information services 
on the move ,  us ing the fu l l  range of  communicat ion technologies .   

2.  The need to access serv ices across borders in roaming .   

3.  Access to comprehensive informat ion and,  in part icular ,  informat ion 
on mobile customers ;  

As is  c lear ,  mobile is the key driver for DA growth .  Indeed, 
in l ibera l ised markets , the major port ion of  DA cal ls  is  a lready generated 
f rom mobi le phones. 

                                                        

1  Prov ide rs  inc lude,  as  we l l  ou r  group,  in te rnat iona l  companies  such as  SEAT Pagine 
Gia le /Te legate ,  Ye l l  and Pages  Jaunes .  The indus t ry  a lso  c reates  a  la rge number  o f  
ind i rec t  jobs  fo r  supp l ie rs  o f  DA operators  (dat abase compi le rs ,  app l i ca t ion  and s ys tem 
prov iders ,  equ ipment  supp l ie rs ,  e tc . )  and p rov iders  o f  outsou rc ing se rv ic es .  

2 Dec l ines  i n  ca l l  vo lumes  i n  l ibera l i sed  markets ,  such as  the UK,  Spa in  and France,  a re  
es t imated to  have been as  h igh as  40-50%.  
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Response to consultation questions 

1.1 What  are the implications of  market change for mobile and wireless 
services? 

The Number  cons iders that  the fo l lowing character is t ics  of  our  market need 
to be borne in  mind by Ofcom as i t  develops i ts  regulatory pol icy for  mobile :  

A.  Fixed-mobile convergence .   

Our exper ience in l ibera l ised markets shows that customers increas ingly 
swi tch f rom f ixed to mobi le for  DA enquir ies.  Demand is  focussed more and 
more on mobi le needs (e.g. emergencies , search for  res taurants, hote ls ,  
etc .)  and internet  increas ingly of fers an a l ternat ive to f ixed-accessed DA 
serv ices. Indeed, in our  major markets mobile calls now represent  a 
higher volume of cal ls than f ixed .  

FMC has a second impact on our market.  In order for  DA services to meet 
the regulatory and soc ia l interest  goal  of  provid ing access to 
comprehens ive subscr iber informat ion, i t  is  v i ta l  that databases include 
maximum informat ion on mobile customers  whi le  respect ing pr ivacy 
concerns.  There are mechanisms which, i f  u t i l ized,  would permit  a  far  
greater  level  of  mobi le subscr iber  information inclus ion whi le provid ing a 
h igh level  of  pr ivacy protect ion. 

B. The data boom 

Data serv ices increasingly of fer  an a lternat ive and innovat ive form of  
access ing informat ion and our industry is a prime developer of  data 
solutions for delivering services to customers .  So,  for  example, 
informat ion can be provided by SMS to users when the information they 
seek is  not immediate ly avai lab le, information can a lso be requested via 
SMS to our  numbers  (where MNOs open the number)  and we provide our 
informat ion through our W eb porta ls (e.g. www.118.com) .  

C. High search costs 

The problems ident i f ied by Ofcom wi th long- term contracts  and the ef fect  of  
certa in mobi le  customers being t ied are much more re levant wi th regard to 
serv ices such as DA which are provided over  mobi le  p latforms by thi rd 
par ty providers .  As has been recognised by the NAO, 3  relat ive search 
                                                        

3 Nat iona l  Aud i t  Of f i ce  survey on the DA market  (18  March 2005) .  See a lso  “Sabotag ing 
ent ry :  an es t imat ion o f  damages  in  the d i rec to ry  enqu i ry  serv ice  market "  Mart ínez -Granado 
and S io t i s ,  Rev iew of  Law & Econom ics .  
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costs for DA are very high .  Hence, whi ls t  consumers wi l l  compare 
standard mobi le communicat ions of fers  of  MNOs and MVNOs in choosing 
their  mobi le serv ices provider ,  purchases of  DA serv ices wi l l  be made 
thereaf ter  and are not  re levant  in the choice of  network . In fac t,  consumers 
are highly unl ike ly ei ther  to take DA pr ices into cons iderat ion when they 
choose a network  or to change networks on the bas is of  these pr ices.   

Consequent ly,  as  in the case of  mobi le terminat ion,  a user’s choice of  
mobile network confers on the chosen MNO monopoly power  wi th regard 
to the condit ions i t  imposes on th ird party serv ice providers who wish to 
of fer  serv ices to that customer. This has a d irec t impact  on the condit ions 
under which these serv ices can be of fered to the end user .   
 

1.2 How are cit izens and consumers affected by developments in the 
mobile sector? 

A.  Posit ive developments  

The mobi le  communicat ions boom has had many posit ive developments  
for  users  of  our serv ices.   

Firs t ,  al l  our  customers can access our  high quality information services 
on the move  s ince penetrat ion levels  are a lmost tota l  ( they a l l  have access 
to a mobi le communicat ions device) and coverage is a lso almost tota l ( they 
can connect  to our serv ices f rom almost anywhere).   

Fur thermore, the development of  data serv ices, f i rs t  SMS and now mobi le 
internet,  has opened up a whole new world of  service opt ions  which our 
company is  of fer ing to our  users.  Our data information serv ices provide 
par t icu lar  benef i t  for  the disabled ( for  instance,  the hard-of -hear ing).   

Developments in location-based technologies  a lso permit  us  increas ingly 
to provide h ighly spec i f ic  and usefu l local ised informat ion to mobi le users. 

B. Problems facing our industry 

On the other hand,  there are problems facing our industry  and our  abi l i t y 
to  del iver  these exci t ing new serv ices to consumers.   

MNOs, which contro l access to the pr ime segment of  our customers, are 
able to impose unfa ir  access terms or impede access.  W ith regard to our 
vo ice DA services, th is has an impact both on the level of  our reta i l  pr ices 
and on our  abi l i t y to  control  those pr ices ( indeed,  f requent ly the pr ice paid 
by the end user  cannot  be set  by the DA provider) .  This g ives r ise to 
inf lated prices and a real  impediment  to our sett ing coherent and clear 
prices .  Ofcom has ref lected some of  these problems in their  reviews of  the 
DA market.   
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Our companies are a lso increas ingly concerned about  other  access issues:  
namely,  the abi l ity to open up our services over all  communicat ions 
platforms, regardless of  the technology employed .  This inc ludes access 
to our numbers v ia SMS, both nat ional ly and in roaming, and access over  
new IP networks (both for  VoIP communicat ions and for  pure internet  
communicat ions,  whether  i t  be data or  voice) in reasonable,  t ransparent 
and non-discr im inatory terms.  

Given the nature of  our serv ices,  we a lso depend on access operators to 
carry out  bil l ing and col lect ion services  on our behalf .  I t  is  vi tal  that  such 
serv ices cont inue to be made avai lab le, and that  they be of fered under 
reasonable terms, in a l l  new technology environments . 

Final ly,  i t  is  v i ta l ,  in order to ensure the h igh level of  qual i t y of  our serv ices 
and, above al l ,  their  comprehens iveness ( th is being the fundamental dr iver 
of  demand for  our  serv ices),  that  mobile communicat ions user data  be 
included in our databases. In th is regard, we invite Ofcom to cons ider  some 
of  the mechanisms which are now avai lab le for  a l lowing information to be 
included in DA databases wi thout that  information being d isc losed to users 
of  the DA serv ices.  Examples inc lude the connect ion of  DA customers to 
mobi le  subscr ibers,  who have so consented,  wi thout  provid ing that 
subscr iber ’s te lephone number  to the DA user.  
 

1.3 What  are the purposes of  mobile regulat ion,  and where should its 
focus l ie? 

The Number  cons iders that Ofcom should focus on the fo l lowing regulatory 
goals in  re lat ion to our bus iness as  i t  moves forward wi th the country’s 
mobi le  communicat ions pol icy:   

A.  Open access and net  neutrality  

Mobi le  customers must  be guaranteed open access to informat ion 
services under  fair,  reasonable, t ransparent and non-discriminatory 
terms, regardless of  the transmission technology employed or the type of  
serv ice provided (whether  i t  be voice or  data).   

This inc ludes address ing the current problem of  mobi le vo ice or iginat ion 
terms to ensure DA providers can purchase reasonably priced wholesale 
interconnect  products  meeting requirements  of  cost-or ientat ion, 
object iveness and non-discr im inat ion, so as to permit  DA providers to set 
t ransparent ,  compet i t ive pr ices to their  users.4  

                                                        

4 The EU Commiss ion has  drawn a t tent i on  to  th is  i ssue in  the E xp lanat ory  Not e  to  the new 
Markets  Recommendat ion (page 41) .  The French NCA,  Consei l  de  la  Concurrence ,  i ssued 
an Opin ion in  March 2008  back ing ex  ante  regu la t i on .  ANACOM publ i shed a  dec is ion in  
Augus t  2008  announc ing measures  to  cont ro l  MNO or i g inat ion  te rms  i f  p r i ces  were not  
reduced.  CMT has  th is  yea r  pub l i shed a  pub l i c  consu l ta t ion  on Market  2  on f i xed  
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Given the nature of  our bus iness,  MNOs also need to provide bill ing and 
col lect ion serv ices  under  cost-or iented,  transparent and non-
discr im inatory terms.  

I t  is  a lso v i ta l  that  mobile  users  are granted fa ir  and open access to new 
services  and that MNOs are not  permit ted to exploi t  the ir  contro l  of  end 
users ’  network  connect ion to impede or  res tr ic t  access to cer tain th ird-party 
serv ices (“wal led garden”  approach),  for  instance by downgrading the 
qual i t y of  data transmission connect ion,  b lock ing serv ices ent ire ly or  
impos ing unfa ir  terms. Access issues inc lude,  for  ins tance, IP 
communicat ions,  SMS and roaming. 

B. Comprehensive data inclusion  

DA users need to be able to access comprehens ive information,  which in 
today’s  wor ld means maximum inclusion of mobile customer informat ion  
in order  to make the serv ice usefu l .   

This  requires  Ofcom to focus on ensur ing:  ( i )  that  MNOs effect ively col lect 
subscriber data ;  and ( i i )  that  MNOs of fer  appropriate privacy choices  to 
mobi le  subscr ibers inc luding the poss ib i l i t y for  them to have their  
informat ion inc luded in the DA database but  not  disc losed to DA customers. 

                                                                                                                                                             
or ig inat i on  which equates  or ig i nat ion  for  non-geograph ic  numbers  wi t h  te rm inat ion ,  
requ i r ing  there fo re  ex  ante  regu la t i on .   


