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Affordability of Communications Services Essential for Participation: Quantitative Research 

1. Summary of key insights 
1.1. Services seen as essential 

1.1.1. Services seen as personally essential 
At a UK level, the services that are most likely to be personally essential (defined as a necessity in my day to 
day life) are mobile voice calls (46%), mobile texts (45%), fixed internet (40%) and internet via laptop/desktop 
(39%).  Between a third and a quarter of consumers saw the following services as essential: landline voice calls 
(29%), smartphone internet (28%) and terrestrial/Freeview TV (26%), but demographic factors such as age or 
socio-economic group influenced respondents’ views on which services are essential, with some services 
necessary to some groups which are less essential to others. 

As one might expect, services that are personally essential tend to be linked to personal usage, i.e. services 
used were more likely to be rated as essential. 

An important differentiator in what is seen as essential is age: 

• Mobile texts, mobile voice calls, internet via smartphones, fixed internet and internet via a 
laptop/desktop are more essential to the younger age groups (16-44 yrs). 

• Fixed landline voice calls, terrestrial/Freeview TV and radio are more essential to the older age groups 
(65+yrs). 

1.1.2. Services seen as essential to society 
Views on what services are essential personally and from a societal perspective are similar, with the same 
services (listed in section 1.1.1) being seen as essential by over a quarter of respondents.  

Some services are more likely to be rated as essential from a societal perspective: landline voice calls (32% say 
it is essential for society vs. 29% say it is essential personally), terrestrial/Freeview TV (30% vs. 26%), internet 
in a public place (16% vs. 6%) and voice calls from a Payphone (9% vs. 3%). By contrast, fixed internet (40% 
say it is essential personally vs. 33% say it is essential for society), internet via a laptop/desktop (39% vs. 32%) 
and Pay TV (20% vs. 11%) are deemed to be more essential personally than for society.  

Although some of the universal service elements (e.g. directory enquiries via BT phonebook, payphone voice 
calls, directory enquiries via phone and itemised billing) are not rated as essential by many, there is recognition 
that they are still ‘important’.  Over a quarter of the UK population rate each as essential or important to society 
as a whole. The universal services are used as secondary services, compared to voice calls and internet, so it is 
not surprising that fewer consumers see these as essential to them in their day to day life. 

1.1.3. Reasons for being essential 
Communication and social inclusion (in particular, keeping in touch with family and friends and contacting them 
in an emergency) are the key reasons across the vast majority of services. Mobile and fixed landline voice calls 
are more associated with safety (access to emergency services e.g. using 999) than other services, whilst 
internet and terrestrial/Freeview TV and are more closely associated with information, education and 
entertainment. 

The reasons why communication services are seen as essential from a personal and societal perspective are 
similar. However, people recognise a wider range of reasons for the internet to be an essential communication 
service for society as a whole. For example, people are more likely to cite communication and social inclusion 
and economic livelihood as key reasons for the internet to be an essential communication service for society. 
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1.2. Affordability 

1.2.1. Issues paying and debt 
The vast majority of respondents - 86% of those with financial responsibility - have not had difficulties paying for 
their communication services in the past. Respondents also saw essential services as good value for money, 
regardless of their income levels.  

14% of those with financial responsibility claim to have experienced some difficulties paying for their 
communication services in the past, and 2%1 state they’ve gone into communication services debt/have fallen 
behind on their communication service payments when trying to manage their communications service 
payments. 

Among those who have experienced difficulties paying for their communication services, payment issues are 
most likely to relate to mobile phones (75%), followed by fixed internet (42%) and fixed landline (39%) services, 
and 56% had issues with more than one communication service. Those that have experienced payment 
difficulties are more likely to be middle aged, C1C2DE and low income households2. In addition, they are less 
likely to bundle or package their services. Those 14% of respondents who have ever had difficulties paying for 
the services have a variety of strategies to cope with their financial issues; from being careful about what they 
spend (74%), to cutting back on luxuries (45%), to borrowing from family/friends (25%), to cancelling other 
communication services (14%), or to taking out a loan (10%).  

Those that have experienced payment difficulties are more likely to want to control their expenses. Compared to 
the UK population, they are more likely to agree that they prefer to know how much they’ll pay, that the cost of 
their package is the main factor in choosing it and that they are on the cheapest tariff for what they use.  Half 
(51%) have opted for ‘pay as you go‘ (PAYG) as a method of managing their communication spend. 

1.2.2. Barriers to accessing services 
At a UK level, between 10% and 15% of the population say they don’t have but would like to have a fixed 
landline, fixed internet, internet via a smartphone or internet via USB/dongle.  

When asked why they don’t have these services, cost was mentioned as a barrier by more than half for fixed 
landline/fixed internet and around a third for internet via smartphone or USB/dongle.  The profile of this group is 
similar to those that have experienced some difficulties paying for their communication services in the past. 

The most commonly mentioned perceived negative impacts of not having access to communication services 
were a lack of access to emergency services e.g. using 999 (especially noted for voice services – for landline, 
18% of those who would like the service but do not use it, Mobile 17%), missing out on contact with friends and 
family (especially noted for voice services – Mobile 16% landline 15%), preventing access to information, 
cheaper goods, government services and work (especially noted for fixed internet – 19%, 14%, 10% and 10% 
respectively). 

 
1 

91% of the sample reported some financial responsibility for their communications spend, therefore when this finding is reported for all UK adults overall 
(regardless of having financial responsibility) the figure is still 2% 
2 

In this paragraph we refer to low income household as defined as such by the Organisation for Economic Co-operation and Development (OECD). See 
section 2.3.3 for the OECD definition of a low income household 
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2. Background 
The Universal Services Directive (The Directive) requires specific universal services (including fixed line 
telecoms and basic internet access) at an affordable price to all. Of particular interest and regard to The 
Directive and Ofcom are those on low income, with disabilities and those with special social needs. 

The rise in mobile communications and internet usage has changed considerably since the universal services 
were first included in The Directive.  With this in mind, Ofcom has commissioned qualitative and quantitative 
research to help them answer the following key questions: 
• What are ‘essential communication services’ for the UK population currently? 
• What does affordability mean for such services, particularly among those for whom this could be an issue? 

NOTE: This research report only deals with the quantitative research findings.  The qualitative findings 
have been published separately and can be found in the Market Data and Research section of Ofcom’s 
website – http://stakeholders.ofcom.org.uk/market-data-research/market-research/ 

2.1. Research objectives 
The quantitative research objectives were as follows: 

Essential Services: 
• To define which communication services are “essential”, both personally and to society as a whole. 

– To understand how/if views on essential services differ by different groups of people 
– To explore the reasons why these services are considered essential 

Affordability: 
• To explore affordability  among the UK population; overall, as well as amongst consumer groups for whom 

services may be particularly essential, or for whom affordability may more likely be an issue. 
– Implications of spending on communication e.g. what do consumers have to do to pay their monthly 

bills? How do they manage their communication costs? 
– Cost/affordability as a barrier to take-up. Who is not getting communications because of cost and 

what are they doing without? What are the perceived impacts of this? 
– Experiences of debt 

• To explore whether essential communication services may be unaffordable in some situations for some 
consumers, the implications of this, and the extent that affordability is a barrier to participation in the use of 
communication services.  

2.2. Research methodology 
The quantitative stage of this research programme comprised 1,997 computer assisted personal interviews 
(CAPI). This sample size was chosen to be robust at the total sample and key subgroup level. 

The research targeted both users and potential users of landline phones, mobile phones and the internet (either 
fixed and/or mobile).    

2.2.1. Sampling 
A nationally representative sample frame was devised, covering the following key subgroups: 
• Age, gender, SEG and nation (and the English regions) 
• Rurality: Urban and rural populations, including more isolated areas 
• Social and economic exclusion:  Minimum quotas were set on lower socio-economic/income groups  
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• Ofcom’s specific subgroups of interest: Including retirees, younger unemployed (16-34 years), middle-
aged unemployed (35-64 years) and disabled people. 

Random location interviews were conducted, using a stratified sample, to ensure an adequate representation of 
all groups of interest. Sampling points were generated by UK Geographics:  
• Based on Output Areas, the smallest level at which the Census data is collected, containing approximately 

125 addresses in England, Wales and NI and approximately 50 addresses in Scotland.  
• Prior to selection, the OAs were sorted by GOR and within GOR by the UK Geographics urbanity 

indicator. 

Once locations had been drawn up, each interviewer was asked to secure their allocation of interviews (5 
interviews). To avoid under-representing those in full time employment, shifts operated from 2pm-8pm. 

Interviewing took place between 10th March and 9th April 2014. 

Minor weights were subsequently applied to align the sample profile to the UK universe (data was weighted by 
age, gender and SEG within region according to the 2011 census). 

2.2.2. Understanding which services and devices are seen as essential 
– using relative (indirect) and stated (direct) approaches 

Maximum Difference scaling (indirect measurement) 

We used a simple trade-off approach (Maximum Difference Scaling - or MaxDiff)to obtain a relative measure of 
importance for each of the different services and devices. Further details of this methodology have been 
provided in Appendix A.  In summary, rather than getting a direct measure, by presenting all services and 
devices in one question and asking respondents to assign each one a rating to indicate their importance, 
MaxDiff techniques, otherwise known as best/worst scaling, provide an indirect measure of whether 
respondents see some services as relatively more important than others, by asking respondents to evaluate 
different services and devices in 15 different combinations. For each combination, respondents were asked to 
indicate which of the elements in the combination was the most essential and which was the least essential.  An 
example of one of these tasks is illustrated below (Figure 1). This methodology was particularly appropriate due 
to the number of services and devices (17) that were being assessed. 

The resulting item scores are easy to interpret, as they are shown as an index against the average or on a 0 to 
100 scale. 

Figure 1: Example question as shown to respondent 

 
Source: Screenshot from MaxDiff exercise 
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Figure 2 reminds us of the 17 services and devices included in this simple trade-off exercise.   

Figure 2: Items included in MaxDiff exercise 
 
Voice calls from a mobile 

Voice calls from a landline 

Voice calls from a payphone 

Internet from a fixed connection at home (inc. email, social media, Apps) 

Internet from a laptop or desktop (inc. email, social media, Apps) 

Internet from a tablet (inc. email, social media, Apps) 

Internet from a smartphone (inc. email, social media, Apps) 

Internet from a public place (e.g., library, internet café ) 

Sending text messages 

Sending instant messages 

Directory enquiries via BT phonebook 

Directory enquiries via phone 

Directory enquiries via internet 

Itemised billing  

Terrestrial / Freeview TV  

Paid-for TV via cable or satellite (e.g., Virgin Media, Sky) 

Radio (DAB / FM) 

Source: MaxDiff exercise 

Stated (or direct) measurement 

In addition to the MaxDiff exercise, a more traditional form of questioning was used to elicit the respondents’ 
perceptions. They were shown each service and device in turn and asked to evaluate ‘how important they were 
to them in their day to day life’ using the following scale (Figure 3): 

Figure 3: Stated scale – personal perspective 
  
Essential to me A necessity in my life 
Important to me, but not essential  
A nice to have  
Unnecessary It wouldn’t make any difference to my life if I didn’t 

have it 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: Total Sample n=1997 

A similar question was also used to understand the respondents’ perceptions of the same services and devices 
‘to society as a whole’: 
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Figure 4: Stated scale – societal perspective 
  
Essential for people in general/society 
Important for people in general/society, but not essential  
A nice to have 
Unnecessary 

Source: QD1 How important is it for people in general or society as a whole to have access to [insert first service and 
device]? Base: Total Sample n=1997 

Using the same approach/scale for both ‘personal’ and ‘societal’ perspectives allowed us to directly compare 
these two sets of results, which were very similar (see section 3.2). 

2.3. Notes on interpretation, definitions & analysis 

2.3.1. Significant differences 
Sub-group analysis has been conducted for this report, with a particular focus on any differences by age, socio-
economic  group (SEG), household income, disability, minority ethnic group (MEG) and by nation/region.  

Where sub-group differences are reported in the text they are statistically significant to a 95% confidence level.  
The report text highlights significant differences between the total sample and each of these key sub groups 
when they occur, along with any other subgroups differences.   

All data is shown in the tables/charts, even when subgroup differences are not significant.  

2.3.2. Questionnaire routing 
All respondents were asked to give their views on the 17 services and devices, both personally and to society 
as a whole, regardless of their role when it comes to deciding on what services to pay for and use.   

However, it should be noted that the communication spend and affordability questions were only asked of those 
who were responsible for payments (91% of the sample).  In addition, the communication spend has been 
collected in relation to the services that the respondent is financially responsible for/the household use.  
Communication spend is claimed spend, rather than actual recorded spend, and as such, should be seen as an 
approximation. 

2.3.3. Key definitions 
The following have been used to define the key subgroups: 

OECD low income 

OECD low income was defined as those with 70% of the median household income before housing costs, 
adjusted for the size of household using the Organisation for Economic Co-operation and Development (OECD) 
equivalence scales, and coding people who can’t afford to do at least one activity on a list of typical activities.  
Please see Appendix B for more detail. 

Household income groups 

High, Medium and Low household income groups have been defined as follows 

 Low income: <£15,000 HH income 
 Medium income: £15,000 – 30,000 HH income 
 High income: £30,000+ HH income 

NB: We have a relatively even distribution of respondents across these three groups.  

Page 6 



Affordability of Communications Services Essential for Participation: Quantitative Research 

Disability 

Disabled respondents were defined as having “any kind of long standing physical or mental impairment, illness 
or disability.  By ‘long standing‘ we mean anything over a period of at least 12 months or that is likely to affect 
you for a period of at least 12 months” (NB: this definition is taken from the Single equality act). 

2.3.4. Previous qualitative research 
As previously noted, this quantitative research has been supported by a separate phase of qualitative research. 
The key findings from the qualitative stage can be found in a separate report located in the Market Data and 
Research section of Ofcom’s website – http://stakeholders.ofcom.org.uk/market-data-research/market-
research/.  It is important to note that the findings from the qualitative report are not designed to be 
representative of the views of the UK population as a whole.  Instead, qualitative research is designed to be 
illustrative, detailed and exploratory and provides insight into the perceptions, feelings and behaviours of 
people. The qualitative research methods involve discussion within a group and provide highly considered 
opinions, whereas the quantitative research is based on initial personal views without the influence of others. 
Therefore, some differences may be noted between the quantitative and qualitative findings. 
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3. Essential services 
This section provides further detail on the services and devices that are considered to be essential, both 
personally and to society as a whole.  It will look at this from a UK perspective, before focusing on how these 
views differ by different groups of people.  It will go on to explain the reasons why these services are essential. 

3.1.  Services seen as personally essential 

3.1.1. Services seen as essential (using MaxDiff approach) 
Figure 5 shows those services and devices which were above average in the MaxDiff exercise at a UK level3. 
Voice calls from a mobile and sending text messages were seen to be relatively more essential than other 
services, followed by internet access from a laptop/desktop and internet access from a fixed connection at 
home.   

Landline voice calls, Terrestrial TV and internet from a smartphone were the next most essential services and 
devices. 

 

Figure 5: Services and devices seen as essential, personally in day to day life (relative measure) 

 
Source: MaxDiff exercise. QC1 You’ll now see a series of screens.  On each screen, you’ll see 4 communication services 

and devices and I’d like you to select the item that you think is most essential to you in your day to day life, and 
also the item that you think is the least essential. Base: Total Sample, clean data n=1959. 

Figure 6 shows those services and devices which were below average in the MaxDiff exercise at a UK level.  

Figure 6 shows that the services and devices seen as relatively less “essential” included directory enquiries of 
all types and publically accessed voice calls (payphones) and internet access (from a public place).   

 

 
3 

See earlier section and appendix for more detail on the MaxDiff analysis. 
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Figure 6: Services and devices seen as essential, personally in day to day life (relative measure) 

 
Source: MaxDiff exercise. QC1 You’ll now see a series of screens.  On each screen, you’ll see 4 communication services 

and devices and I’d like you to select the item that you think is most essential to you in your day to day life, and 
also the item that you think is the least essential. Base: Total Sample, clean data n=1959. 

3.1.1. Services seen as essential (using stated questioning) 
Figure 7 shows percentage of respondents that said each service was essential to them personally in day-to-
day life based on their response to a scaled question (i.e. rating each service as essential, important to me, nice 
to have or unnecessary), rather than using the MaxDiff exercise. This shows that views on services and devices 
seen as essential was very similar to that observed in the MaxDiff exercise.  

Voice calls from mobile and sending texts from a mobile were seen as essential services by most respondents, 
with three-quarters of respondents rating these essential or important, followed by internet access from a fixed 
connection at home or a laptop/desktop, with around two-thirds rating them as essential or important.  

Almost half of respondents said mobile voice (46%) or texts (45%) were essential to them – a necessity in day 
to day life. This was slightly lower for internet with around two-fifths rating them essential. 

Between a third and a quarter of respondents saw landline voice calls, internet from a smartphone and 
Terrestrial TV as essential, with more than half of respondents rating these as either essential or important. 
Internet from a smartphone showed a higher level of polarised opinion than landline voice calls or Terrestrial TV, 
with one in three (30%) saying it was unnecessary compared to the 28% rating it as essential. 

Around two-fifths rated Instant messages, Pay TV, internet from a tablet and Radio as essential or important. 

Other services and devices were rated essential or important by less than one in three respondents, with 
significant proportions rating these as unnecessary in day to day life. Voice calls from a payphone was the least 
essential service, with more than six in ten (62%) rating this as unnecessary in day to day life. 
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Figure 7: Services and devices seen as essential, personally in day to day life 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: Total Sample n=1997 

Figure 8 shows the percentage of respondents that said one or more of a combination of services were 
essential to them personally in their day-to-day life. Overall, mobile offers the most essential combination of 
services. Two thirds (64%) of respondents rate one or more of mobile voice calls, text messages, mobile 
internet or IM as essential. This is followed by voice calls from a mobile or landline (61%), voice calls or text 
messages from a mobile (59%) and then any personal internet (internet from a fixed connection at home, 
laptop/desktop, tablet or smartphone – 57%).   

Figure 8: Services and devices seen as essential, personally in day to day life 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: Total Sample n=1997 
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3.1.2. Relationship between usage and essential services 
Before looking at the relationship between usage and essential services, it is helpful to look at the overall 
service usage patterns of our respondents.  

Figure 9 shows that nine in ten (91%) households have a mobile phone service, three quarters (76%) have  
fixed landline, two thirds have fixed broadband (68%) and just over half (54%) have a Pay TV service. The vast 
majority of our sample paid for and used the services they had in their household. 

This pattern of usage helps to explain the relative importance of mobile voice calls and texts at an overall level. 

Figure 9: Take up of services within the household 

 

Source: B3a Which of the following services do you have in your household (either you personally or anyone else in the 
household, such as your partner or children)?. Base: All respondents  

Figure 10 shows a detailed usage breakdown by age.  Younger respondents are more likely to use mobile 
phones and the internet (fixed or via a SIM), whereas older respondents are more likely to use a landline 
telephone.  Again, this usage pattern helps to explain the relative importance of the difference devices and 
services by age. 

Figure 10: Correlation of usage with age 

 
 Total 16-24 25-34 35-44 45-54 55-64 65-74 75+ 
 1997 279 345 321 334 298 247 173 

Mobile phone 91% 94% 97% 98% 96% 91% 85% 62% 
Landline/fixed line 76% 59% 69% 74% 82% 82% 88% 85% 
Fixed broadband 68% 64% 76% 75% 80% 71% 59% 31% 
Pay TV service 54% 52% 61% 64% 61% 53% 45% 27% 
Internet via SIM 33% 47% 45% 41% 35% 28% 13% 4% 
Internet via USB 
stick/dongle 8% 9% 7% 11% 8% 7% 4% 3% 

Source: B3a Which of the following services do you have in your household (either you personally or anyone else in the 
household, such as your partner or children)?. Base: All respondents (sample sizes as noted) The arrow identifies 
when the % is significantly higher or lower within the age subgroup compared to the UK total. 
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Figure 11 examines the relationship that exists between usage of services and the extent to which these are 
perceived as essential for people in their day to day life (each column of data shows the proportion of each 
usage group that perceive each service to be essential).   

The green percentage figures show that each subgroup of service users rate each of the relevant 
communication services or devices as more essential than the UK population as a whole.  For example, mobile 
phone users are more likely than average to say that mobile voice calls, texts and internet from smartphone are 
essential. They are less likely to say that voice calls from a landline are essential. However, the landline users 
are more likely to say that voice calls from a landline are essential and less likely to say that mobile voice calls 
and texts are essential. 

Figure 11: Communication services and devices seen as essential, personally in day to day life.  
(% Essential) 

 
 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents (sample sizes as noted) 

3.1.3. Key subgroup differences (using stated questioning) 
Figures 12 – 21 look further into the subgroups of interest, and show the percentage saying the service or 
device is essential to them – a necessity in day to day life. 

When interpreting these sub-group differences it is important to bear in mind the relationship between 
respondent age and a number of other socio-demographic factors.  

Figure 12 examines the relationship between age and the other factors considered in this section; presence of 
children in a household, SEG, household income (including OECD Low income), monthly communication spend 
and presence of disability. 

Age is clearly associated with the presence of children in a household; this being most prevalent where the age 
of respondent is 25-54. 

Higher household income and monthly communication spend are associated with those aged 25-44 (the prime 
working ages). 

The highest proportion of AB (29%) is found amongst 55-64 year olds. 

TOTAL

Services Used

Mobile 
phone

Landline/ 
fixed line

Fixed 
broadband

Internet via 
USB stick/ 

dongle

Internet via 
SIM

Pay TV 
service

1997 1713 1372 1203 111 556 1026

Voice calls from a mobile 46% 50% 43% 50% 54% 58% 48%

Sending text messages 45% 48% 40% 50% 45% 53% 48%

Internet from fixed connection at home 40% 43% 45% 56% 39% 50% 49%

Internet from a laptop or desktop 39% 42% 42% 52% 52% 52% 47%

Voice calls from a landline 29% 27% 37% 29% 23% 19% 29%

Internet from a smartphone 28% 31% 26% 34% 32% 50% 35%

Terrestrial / Freeview TV 26% 24% 23% 18% 21% 17% 15%

Sending instant messages 21% 22% 19% 24% 22% 27% 23%

Paid-for TV via cable or satellite 20% 21% 22% 25% 9% 19% 33%

Internet from a tablet 19% 20% 18% 23% 26% 31% 23%

Radio (DAB/FM) 16% 15% 18% 15% 13% 10% 14%

Internet from a public place 6% 7% 5% 6% 10% 8% 6%

Itemised billing 6% 5% 7% 6% 4% 3% 6%

Directory enquiries via internet 5% 6% 6% 7% 6% 8% 6%

Voice calls from a payphone 3% 3% 3% 2% 6% 2% 3%

Directory enquiries via BT phonebook 3% 3% 4% 2% 3% 2% 2%

Directory enquiries via phone 3% 3% 3% 2% 4% 2% 3%

Page 12 



Affordability of Communications Services Essential for Participation: Quantitative Research 

Older people (55+) are more likely to have some kind of long term impairment or disability. 

Figure 12: Correlation of age with other socio-demographic factors 
 Total 16-24 25-34 35-44 45-54 55-64 65-74 75+ 
 1997 279 345 321 334 298 247 173 

Children in HH 31% 29% 53% 63% 37% 6% 1% 0% 
No children in HH 58% 43% 39% 33% 52% 81% 93% 95% 
Gave HH 
composition as 
“other” 

11% 28% 8% 3% 11% 13% 7% 5% 

         
AB 22% 20% 16% 23% 25% 29% 22% 19% 
C1 29% 32% 35% 27% 28% 22% 30% 28% 
C2 23% 23% 24% 25% 18% 26% 23% 25% 
DE 26% 26% 25% 26% 29% 22% 25% 28% 
         
OECD definition of 
low income HH 41% 58% 42% 37% 32% 34% 42% 65% 

         
<£15k HH income 25% 26% 25% 20% 22% 23% 28% 36% 
£15-30 HH income 20% 15% 22% 25% 19% 20% 20% 11% 
£30+ HH income 13% 6% 17% 19% 17% 16% 5% 2% 
         
Up to £30 monthly 
communication 
spend 

17% 21% 10% 13% 12% 15% 24% 36% 

£31-£100 monthly 
communication 
spend 

25% 24% 26% 24% 21% 27% 30% 26% 

>£100 monthly 
communication 
spend 

24% 19% 34% 35% 30% 23% 10% 3% 

         
Disabled 14% 6% 5% 7% 13% 21% 22% 43% 

Source: Profiling questions. The arrow identifies when the % is significantly higher or lower within the age subgroup 
compared to the UK total. Note: where a column does not add up to exactly 100% this is either due to rounding or 
the fact that not all sub-groups are represented. For example with HH income, only those who gave a figure are 
shown in the table; others didn’t know or refused the question. 

 

In addition to age, it is worth noting that socio-economic group influences service usage and spend.  In 
particular, those in the DE group are more likely to be on low incomes and spending less on communication 
services. 
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Age 

Figure 13 looks at two age segments where large differences were observed; 16-24s and those aged 75 or 
more.  

For younger respondents, the most essential services or devices were sending text messages (70% said text 
was an essential communication service), mobile voice calls (60%) and accessing the internet via smartphones 
(53%). 

For the over 75s, the most essential services and devices were landline voice calls (61% saw voice calls as 
essential), terrestrial TV (51%) and radio (32%). (NB: The same is true for the over 65s as a whole, but to a 
lesser extent). 

Figure 13: Communication services and devices seen as essential, personally in day to day life.  
(% rating essential). Subgroup comparison - Age 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents, aged 16-24 n=279, aged 45-54 n=334, aged 75+ n=173 
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Figure 14 shows the full range of age groups. In summary, younger groups place more emphasis on mobile and 
internet services than the UK population overall, whereas older groups place more emphasis on LL calls, 
terrestrial TV and Radio. 

Figure 14: Communication services and devices seen as essential, personally in day to day life 
(% rating essential). Subgroup comparison - Age 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents (sample sizes as noted) 

 
  

TOTAL
Age

16-24 25-34 35-44 45-54 55-64 65-74 75+

1997 279 345 321 334 298 247 173

Voice calls from a mobile 46% 60% 60% 52% 50% 38% 25% 17%

Sending text messages 45% 70% 62% 55% 43% 32% 21% 6%

Internet from fixed connection at home 40% 48% 45% 40% 49% 38% 30% 11%

Internet from a laptop or desktop 39% 46% 46% 45% 46% 36% 25% 13%

Voice calls from a landline 29% 12% 17% 21% 31% 34% 47% 61%

Internet from a smartphone 28% 53% 45% 37% 24% 15% 5% 0%

Terrestrial / Freeview TV 26% 17% 22% 18% 20% 33% 37% 51%

Sending instant messages 21% 32% 29% 29% 17% 12% 10% 2%

Paid-for TV via cable or satellite 20% 16% 24% 20% 21% 20% 18% 13%

Internet from a tablet 19% 28% 24% 29% 16% 14% 5% 0%

Radio (DAB/FM) 16% 8% 11% 9% 17% 18% 32% 32%

Internet from a public place 6% 11% 7% 8% 7% 4% 0% 2%

Itemised billing 6% 2% 2% 7% 5% 4% 13% 10%

Directory enquiries via internet 5% 7% 6% 6% 6% 5% 4% 1%

Voice calls from a payphone 3% 2% 2% 4% 3% 3% 4% 2%

Directory enquiries via BT phonebook 3% 2% 1% 4% 2% 4% 6% 9%

Directory enquiries via phone 3% 3% 2% 4% 3% 2% 4% 3%
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Children at home 

There were also differences in the communication services seen as essential by household composition. Figure 
15 compares those respondents with children living at home versus those with no children living at home or 
empty nesters.  

For both groups the services seen as essential by the highest proportion of respondents remain the same as the 
overall UK population; mobile voice and texts, internet from fixed connection, laptop or desktop. 

Where children are part of a household, mobile (calls or texts), internet (notably smartphone) and Pay TV are 
seen as essential by a higher proportion of respondents. 

Where there are no children in a household, landline voice calls and terrestrial TV were rated more essential 
and radio also scored relatively strongly amongst this group. However it is important to remember that 
household composition clearly correlates in several respects with the age of the respondent, and the over 75s 
(for whom these three services or devices were notably more essential) were obviously well represented in the 
no children/empty nest element of the sample. 

 

Figure 15: Communication services and devices seen as essential, personally in day to day life.  
(% rating essential). Subgroup comparison – Children at home 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents, any children n=628, no children n=1142 

 
  

53%
55%

47% 45%

25%

39%

19%

28%
26% 25%

10%

7%

5%

7%

2% 2% 3%

42%
38%

36% 36%
32%

22%

31%

16% 16% 15%

20%

6%

7%

4%

3% 4% 3%

Total sample

Any children

No children/empty nester

Page 16 



Affordability of Communications Services Essential for Participation: Quantitative Research 

Household communication spend 

As expected, some differences were observed by claimed communication spend. Figure 16 looks at three 
bands of total monthly household spend; up to £30, £31-£100 and £100+. 

Generally those at the average spend level (£31-£100 per month) followed the overall trends of the UK 
population. 

Those with a lower monthly communication spend (up to £30), placed more emphasis upon terrestrial TV (at 
46% of this subgroup seeing this service as ‘essential’), then mobile voice calls, texts and landline voice calls. 

Those with a monthly spend of £100 or more placed greater emphasis on mobile, internet (especially 
smartphone or tablet) and Pay TV. 

Figure 16: Communication services and devices seen as essential, personally in day to day life 
(% rating essential). Subgroup comparison – Total monthly household communication spend 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents, monthly communication spend of: Up to £30 n=344, £31-£100 n=508, 
>£100 n=440 
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Socio Economic Group (SEG) 

Figure 17 compares perceptions by socio economic group (SEG) and shows that internet from fixed connection, 
laptop/desktop, smartphone and tablet were more essential to ABC1s versus C2DEs. 

By comparison, terrestrial TV was more essential to C2DEs. 

Voice calls from mobile and Sending mobile texts have a high stated score for all SEGs. 

Figure 17: % Communication services and devices seen as essential, personally in day to day life. 
(% rating essential). Subgroup comparison – Socio Economic Group  

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents, social group: AB n=388, C1 n=565, C2 n=451, DE n=593 
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Household Income 

Figure 18 compares perceptions of whether a service is essential or not by levels of income.  Low income, as 
defined by OECD (as described earlier), and the level of income as defined by respondents giving a figure, 
which was then grouped into low (less than £15,000), medium (£15,001-£30,000) or high (more than £30,000) 
household income4.  

The most essential services and devices amongst low income households are mobile texts or voice calls and 
terrestrial TV. 

Higher income households (>£30,000) differ quite significantly from the total sample, in that they place far 
greater levels of importance to mobile voice calls (64% see this essential versus 46% overall) and internet from 
fixed connection or desktop/laptop (more than half see these essential compared with around two-fifths overall). 
These services along with internet from a smartphone are where we see the greatest difference between the 
highest and lowest household incomes. 

These higher income households are significantly less likely to see terrestrial TV as essential (16% do so 
compared with 26% overall). 

 

Figure 18: Communication services and devices seen as essential, personally in day to day life 
(% rating essential). Subgroup comparison – Household Income 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents: Total sample n=1997, Low HH income OECD n=377, HH income 
<£15,000 n=530, £15,001-£30,000 n=382, >£30,000 n=237 

 

 

 

 

 
4 61% were able/willing to give their approximate annual income from all sources before tax and deductions.  24% refused to answer this question and 15% said 
they didn’t  know.  
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Disability 

Figure 19 compares perceptions of the total sample and those with a disability (defined as “any kind of long 
standing physical or mental impairment, illness or disability”). 

Again it is important to note the relationship between disability and age of respondent (Figure 19). 14% report 
some disability overall but this rises significantly amongst the over 75s (43%) and to a lesser extent 55-74s 
(more than 20%). 

The most essential services and devices amongst this group were landline voice calls and terrestrial TV, 
followed by mobile voice calls. 

 

Figure 19: Communication services and devices seen as essential, personally in day to day life 
(% rating essential). Subgroup comparison – Disabled 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life.  Base: All respondents, Total sample n=1997, Disabled n=309 
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Region/Nation 
 
Compared to the total UK average, those in the North West of England and Scotland are less likely to rate a 
number of services or devices as ‘essential’ to them personally in day to day life.  

Londoners are polarised in some respects compared to the UK average, with fewer saying voice calls from 
mobile or landline or terrestrial TV are essential, but more saying instant messaging, internet from public place 
or directory enquiries (internet or phone) are essential. This is perhaps reflective of a busy, urban lifestyle. 

Those living in Yorkshire/Humber rate more services or devices as essential compared to the UK average, 
notably mobile voice or text, with two-thirds saying they are personally essential. 

The ‘essential’ score for fixed/laptop/desktop internet is more pronounced in South East and South West 
England compared to the UK average. Landline voice calls are more likely to be seen as essential to those 
living in the North East or East Midlands, mobile voice calls to those in the North East or Yorkshire/Humber. 

Figure 20: Communication services and devices seen as essential, personally in day to day life.  
(% rating essential). Subgroup comparison – Region / Nation 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: All respondents (sample sizes as noted) 

 

  

TOTAL

Region / Nation

NE 
England

NW 
England

Yorkshire 
/Humber

East 
Midlands

West 
Midlands

East 
England London SE 

England
SW 

England England Wales Scotland Northern 
Ireland

1997 89 208 146 132 168 167 225 251 137 1523 123 262 89

Voice calls from a mobile 46% 60% 37% 69% 52% 40% 51% 37% 47% 46% 47% 41% 44% 37%

Sending text messages 45% 45% 38% 65% 44% 43% 46% 49% 34% 51% 45% 49% 39% 36%

Internet from fixed connection at home 40% 32% 23% 45% 47% 34% 48% 40% 50% 52% 42% 37% 22% 41%

Internet from a laptop or desktop 39% 37% 23% 51% 39% 37% 44% 43% 47% 48% 41% 33% 22% 38%

Voice calls from a landline 29% 42% 28% 33% 46% 25% 28% 22% 30% 26% 30% 26% 26% 28%

Internet from a smartphone 28% 36% 17% 35% 29% 28% 28% 33% 26% 30% 28% 25% 30% 28%

Terrestrial / Freeview TV 26% 20% 29% 28% 25% 23% 29% 13% 34% 27% 26% 35% 26% 22%

Sending instant messages 21% 13% 8% 19% 21% 22% 15% 39% 24% 16% 21% 28% 16% 19%

Paid-for TV via cable or satellite 20% 22% 8% 36% 21% 21% 19% 16% 18% 15% 19% 22% 25% 24%

Internet from a tablet 19% 22% 16% 22% 19% 22% 13% 21% 19% 20% 19% 20% 13% 17%

Radio (DAB/FM) 16% 12% 8% 24% 17% 14% 19% 15% 24% 23% 18% 21% 3% 9%

Internet from a public place 6% 3% 2% 6% 7% 3% 7% 15% 6% 8% 7% 4% 3% 6%

Itemised billing 6% 2% 1% 12% 9% 6% 7% 5% 7% 7% 6% 3% 1% 4%

Directory enquiries via internet 5% 2% 3% 1% 5% 4% 9% 12% 7% 3% 6% 6% 1% 6%

Voice calls from a payphone 3% 0% 2% 1% 2% 2% 1% 4% 4% 3% 2% 14% 2% 4%

Directory enquiries via BT phonebook 3% 2% 6% 0% 10% 2% 1% 3% 3% 4% 3% 4% 2% 2%

Directory enquiries via phone 3% 1% 3% 1% 3% 3% 1% 9% 3% 1% 3% 1% 1% 3%

Significantly higher 
than the total score

Significantly lower
than the total score
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Urban/Rural 
 
Looking at the data by urbanity, those in large cities tend to be polarised in some respects (the results are 
similar to those seen in London, above). Fewer say voice calls from mobile or landline or terrestrial TV are 
essential, but more saying instant messaging, internet from public place or directory enquiries (internet or 
phone) are essential. This is perhaps reflective of a busy, urban lifestyle. 

Those in Rural areas (close to urbanity) rate more services and devices as essential compared to other areas, 
notably voice calls from a mobile or a landline. 

Figure 21: Communication services and devices seen as essential, personally in day to day life.  
(% rating essential). Subgroup comparison – Urban/Rural 

 

 
 

Ethnicity 

Sample sizes for non-white minority ethnic groups are low so it is difficult to draw many significant inferences 
here. However, Black/Black British respondents do show some differences to the overall when rating services 
and devices as essential. Notably they are more likely to rate the following as essential: 
• Sending text messages (61% versus 45%) 
• Instant messaging (55% versus 21%) 
• Internet from smartphone (45% versus 28%) 
• Internet from laptop/desktop (50% versus 39%) 
• Internet directory enquiries (22% versus 5%) 
• Phone directory enquiries (16% versus 3%) 

It is difficult however to fully determine the relationship between these differences and ethnicity per se. 
Black/Black British respondents in our sample are significantly more likely to be aged 35-44 (41% versus 17% 
overall) and we know from age analysis that younger people are more likely than those overall to find these 
services essential.  

  

TOTAL

Urbanity

Large
city

Smaller city / 
large town Medium town

Small town 
(near 

urbanity)

Small town 
(far urbanity)

Rural area 
(near 

urbanity)

Rural area 
(far urbanity)

1997 297 387 632 389 37* 225 30*

Voice calls from a mobile 46% 37% 49% 46% 46% 32% 54% 50%

Sending text messages 45% 46% 43% 43% 47% 29% 47% 54%

Internet from fixed connection at home 40% 37% 40% 41% 39% 21% 43% 44%

Internet from laptop or desktop 39% 40% 41% 37% 38% 42% 41% 52%

Voice calls from a landline 29% 24% 26% 30% 30% 32% 38% 26%

Internet from a smartphone 28% 31% 33% 24% 28% 16% 29% 41%

Terrestrial / Freeview TV 26% 15% 25% 32% 22% 35% 25% 67%

Sending instant messages 21% 34% 16% 17% 21% 15% 19% 33%

Paid for TV via cable or satellite 20% 17% 19% 21% 18% 27% 19% 20%

Internet from a tablet 19% 19% 21% 14% 20% 12% 22% 25%

Radio (DAB/FM) 16% 16% 15% 18% 13% 14% 19% 24%

Internet from a public place 6% 13% 7% 5% 4% 0% 3% 5%

Itemised billing 6% 5% 5% 7% 6% 4% 4% 7%

Directory enquiries via Internet 5% 10% 5% 4% 5% 0% 6% 4%

Directory enquiries via BT Phonebook 3% 3% 2% 3% 3% 2% 7% 0%

Voice calls from a payphone 3% 3% 2% 2% 4% 2% 3% 21%

Directory enquiries via phone 3% 8% 1% 2% 3% 0% 2% 0%

Significantly higher 
than total sample

Significantly lower 
than total sample
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3.2. Services seen as essential to society 

3.2.1. Which services are essential (using stated questioning) 
The respondents were then asked to consider the same list of services and devices, but to this time think about 
how important the different communication services are to people in general or society as a whole. 

Figure 22 shows the differences in the proportion seeing a service or device as ‘essential’, personally or for 
society as a whole. Services seen as essential by the highest proportion of respondents are largely similar, but 
there are some interesting differences. 

As with the personal results, the services and devices most often seen as ‘essential’ included mobile voice calls 
(45%), text messages (41%) and internet from fixed connection/laptop/desktop (around two fifths). Internet from 
a smartphone falls below terrestrial TV from a societal perspective in the ranking. 

Fixed/laptop/desktop internet and Pay TV show the greatest ‘gap’ - being of higher personal value than that 
supposed for society as a whole. Internet from a public place and the universal services (directory enquiries, 
itemised billing, and payphone) tended to be  more for “others” or for the benefit of ‘everyone’ than for “me”. 

 

Figure 22: Communication services and devices seen as essential, personally in day to day life/ 
for society as a whole. (% rating essential) 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. QD1 I’d now like you to think about how important different communication services are to 
people in general or society as a whole, rather than to you personally in your day to day life. Firstly, how 
important is it for people in general or society as a whole to have access to… Base: Total Sample n=1997 
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Figure 23 examines these differences in further detail. 

Services seen as essential by the highest proportion of respondents are largely similar.  Internet from a fixed 
connection, laptop/desktop and smartphone, and Pay TV are considered to be more personally essential.  

Landline voice calls, Terrestrial TV, internet from a public place and the universal services (directory enquiries, 
payphone, itemised billing) are more important to society as a whole. Large proportions rate the universal 
services as ‘unnecessary’ from a personal point of view (notably payphone 62%) but respondents are more 
likely to rate these ‘nice to have’ where others/society are concerned. 

When looking at ‘essential’ and ‘important’ ratings combined, the societal scores are significantly higher on all 
services and devices with the exception of Pay TV.  More than a quarter of the total sample rate each of the 
universal services as essential or important to society as a whole. 

 

Figure 23: Services & devices seen as essential, personally in day to day life vs. in society 

Personal perspective                                                  Societal perspective 

 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. QD1 I’d now like you to think about how important different communication services are to 
people in general or society as a whole, rather than to you personally in your day to day life. Firstly, how 
important is it for people in general or society as a whole to have access to… Base: Total Sample n=1997 

Figure 24 shows the percentage of respondents that said one or more of a combination of services were 
essential to them personally or to society as a whole. Overall, mobile offers the most essential services (voice 
calls, text messages, internet and IM), both personally and for society as a whole. This is followed by voice calls 
from a mobile or landline, voice calls or text messages from a mobile and then any personal internet (internet 
from a fixed connection at home, laptop/desktop, tablet or smartphone).  With the exception of directory 
enquires, all of the combinations shown are more likely to be personally essential. 
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Figure 24: Services & devices seen as essential, personally in day to day life vs. in society 

                                       Personal perspective                                                  Societal perspective 

 

Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 
your day to day life. QD1 I’d now like you to think about how important different communication services are to 
people in general or society as a whole, rather than to you personally in your day to day life. Firstly, how 
important is it for people in general or society as a whole to have access to… Base: Total Sample n=1997 

 

3.2.2. Key subgroup differences (using stated questioning) 
Figures 25 – 33 look further into the subgroups of interest, and show the percentage saying the service or 
device is essential to people in general or society as a whole. Again it is important to remember that age is 
correlated with a number of other socio-demographic factors (as discussed in detail on page 12). 
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Age 

Figure 25 looks at three age segments where interesting differences were observed; 16-24s, 45-54s and those 
aged 75 or more.  

The same broad trends are observed for society as for personal, but these are less pronounced for society as a 
whole. Amongst those aged 16-24 years, mobile (voice, text) and internet services were thought by respondents 
to be more essential to society than is the case amongst the total sample. Amongst those aged 75 years or 
more, landline voice calls (with half saying ‘essential’ to society), terrestrial TV (41%) and radio (30%) are 
thought to be more essential in this respect. 

 

Figure 25: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating essential): Subgroup comparison - Age 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents: Total Sample n=1997, Aged 16-24 
n=279, Aged 45-54 n=334, Aged 75+ n=173 
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Figure 26 shows the full range of age groups. In summary, and in a similar pattern to personal scores, younger 
groups place more emphasis on mobile and internet services, whereas older groups place more emphasis on 
landline calls, Terrestrial TV and Radio.  

Figure 26: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential): Subgroup comparison - Age 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to…(Bases as shown) 

 

  

TOTAL
Age

16-24 25-34 35-44 45-54 55-64 65-74 75+

1997 279 345 321 334 298 247 173

Voice calls from a mobile 45% 56% 52% 44% 44% 41% 39% 26%

Sending text messages 41% 55% 49% 44% 41% 36% 30% 21%

Internet from fixed connection at home 33% 39% 40% 30% 33% 35% 27% 19%

Internet from a laptop or desktop 32% 35% 39% 29% 34% 37% 25% 19%

Voice calls from a landline 32% 25% 26% 25% 32% 34% 45% 50%

Internet from a smartphone 24% 34% 32% 27% 24% 22% 9% 13%

Terrestrial / Freeview TV 30% 26% 24% 25% 28% 34% 38% 41%

Sending instant messages 22% 30% 27% 25% 23% 17% 14% 10%

Paid-for TV via cable or satellite 11% 10% 11% 13% 13% 14% 6% 11%

Internet from a tablet 18% 24% 22% 19% 20% 15% 10% 8%

Radio (DAB/FM) 14% 11% 10% 8% 11% 17% 24% 30%

Internet from a public place 16% 18% 18% 16% 21% 15% 11% 12%

Itemised billing 8% 7% 3% 8% 9% 8% 14% 13%

Directory enquiries via internet 8% 13% 11% 8% 6% 5% 5% 4%

Voice calls from a payphone 9% 6% 9% 8% 13% 7% 10% 11%

Directory enquiries via BT phonebook 6% 4% 3% 7% 4% 9% 6% 11%

Directory enquiries via phone 7% 6% 6% 6% 7% 7% 8% 9%

Significantly higher 
than the total score

Significantly lower
than the total score
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Children at home 

Again, the same household composition differences are observed as with personal scores, but these are less 
pronounced for society in general. As with personal scores, the services seen as essential for society as a 
whole by the highest proportion of respondents with children at home are mobile calls and texts. 

Figure 27 shows that for those with any children in the household, mobile (voice, text) and internet services 
(with a notable gap for smartphone) are seen as more essential for society.  

Where there are no children in the household, landline voice calls and terrestrial TV are seen as more essential 
for society, although they trail behind mobile voice calls and text messages. Radio also scores relatively strongly 
amongst this group. Again it is important to remember that there is a higher proportion of older respondents in 
the ‘no children’ category, for whom these three services or devices are notably more essential. 

 

Figure 27: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential). Subgroup comparison – Children at home 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents: Total Sample n=1997, Any children 
n=628, No children n=1142 
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Household communication spend 

Differences in the services seen as essential are also observed on claimed communication spend (Figure 28), 
but again they are less pronounced for society as a whole (when compared to personal).  

Those spending up to £30 per month place more emphasis on terrestrial TV, then mobile voice calls, texts & 
landline voice calls.  

Those spending between £31-£100 place similar emphasis on mobile calls and sending texts, then landline 
voice calls and internet from fixed connection/laptop/desktop. 

Those spending upwards of £100 place emphasis on mobile, then internet from fixed connection/laptop/desktop 
as priorities for society as a whole. 

 

Figure 28: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential). Subgroup comparison – Total monthly household 
communication spend 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents: Total Sample n=1997, Monthly 
communication spend of - Up to £30 n=344, £31-£100 n=508, >£100 n=440 
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Socio Economic Group (SEG) 

Figure 29 shows that mobile voice calls and internet services (from fixed BB connection, laptop/desktop, 
smartphone, tablet and a public place) are considered more essential to society by ABC1s.   

DE respondents on the other hand are less likely to see many of the listed services or devices as essential to 
society. Overall, one in five (21%) said that none of the listed service or devices were essential to society, and 
this was significantly higher (26%) amongst DE respondents. 

Figure 29: Communication services and devices, for people in general/society as a whole.  
(% rating as essential). Subgroup comparison – Socio Economic Group  

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to…Base: All respondents: Total Sample n=1997, Social group - 
AB n=388, C1 n=565, C2 n=451, DE n=593 
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Household Income 

Figure 30 compares perceptions of whether a service is essential or not by levels of income.  Low income, as 
defined by OECD (as described earlier), and the level of income as defined by respondents giving a figure, 
which was then grouped into low (less than £15,000), medium (£15,001-£30,000) or high (more than £30,000) 
household income5.  

The most essential services or devices for general society amongst low income households are mobile texts, 
mobile voice calls and terrestrial TV, as they were when considering personal needs. 

However the differences observed between lower and higher income households in the personal context are not 
as apparent when people are thinking about devices and services being essential to society in general. Also 
where there was a difference in opinion between those households with £15,001-£30,000 versus £30,000+ on 
what is seen as personally essential, here these occupy a similar position in opinion. 

High and mid income households (>£15,000) still differ from lower income households, in that they place greater 
emphasis on mobile voice calls and internet from fixed connection or desktop/laptop. These services are where 
we see the greatest differences between the highest and lowest household incomes. 

Figure 30: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential). Subgroup comparison – Household Income 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents, Total sample n=1997, OECD Low HH 
income n=377, <£15,000 n=530, £15-30,000 n=382, >£30,000 n=237 

 

 

 

 

 

 5 
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Disability 

Figure 31 compares the total sample with those respondents with a disability (defined as “any kind of long 
standing physical or mental impairment, illness or disability”). 
 
Again it is important to note the relationship between disability and age of respondent (Figure 31). 14% claim 
some disability overall but this rises significantly amongst the over 75s (43%) and to a lesser extent 55-74s 
(more than 20%). 

The most essential services and devices for society amongst this group were landline voice calls and terrestrial 
TV (both more so than the population overall), followed by mobile voice calls (but at a lower proportion than the 
population overall). Radio is also more likely to be seen as essential to society by people with a disability. 

Figure 31: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential). Subgroup comparison – Disabled 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents, Total sample n=1997, Disabled n=309 
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Region/Nation 

Looking at the data by region of the UK, those in the North West of England and Scotland are less likely to rate 
a number of services or devices as ‘essential’ to society.  

Londoners are polarised in some respects compared to the UK average (as they are with regard to their 
personal views), with fewer saying voice calls from mobile or landline or terrestrial TV are essential, but more 
saying instant messaging, internet from public place or directory enquiries (of any kind) are essential. This is 
perhaps reflective of a busy, urban lifestyle. 

Those living in East Midlands, South West and South East rate more services or devices as essential than other 
regions. 

Landline voice calls are more likely to be seen as essential to those living in the East Midlands or South East, 
mobile voice calls to those in the East Midlands or Yorkshire/Humber. 

 

Figure 32: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential). 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents (sample sizes as noted) 

 
  

TOTAL

Region / Nation

NE 
England

NW 
England

Yorkshire 
/Humber

East 
Midlands

West 
Midlands

East 
England London SE 

England
SW 

England England Wales Scotland Northern 
Ireland

1997 89 208 146 132 168 167 225 251 137 1523 123 262 89

Voice calls from a mobile 45% 50% 37% 60% 58% 37% 51% 35% 41% 50% 45% 40% 43% 51%

Sending text messages 41% 36% 34% 55% 49% 37% 47% 44% 35% 43% 42% 43% 32% 42%

Internet from fixed connection at home 33% 37% 23% 37% 44% 26% 32% 32% 39% 45% 34% 34% 19% 32%

Internet from a laptop or desktop 32% 32% 24% 34% 45% 26% 31% 32% 36% 46% 34% 23% 21% 41%

Voice calls from a landline 32% 37% 27% 35% 52% 22% 31% 26% 38% 37% 33% 30% 23% 34%

Internet from a smartphone 24% 35% 15% 33% 29% 23% 29% 22% 20% 32% 25% 22% 20% 27%

Terrestrial / Freeview TV 30% 11% 36% 21% 39% 29% 24% 19% 38% 37% 29% 35% 30% 28%

Sending instant messages 22% 18% 16% 15% 25% 26% 18% 34% 24% 15% 22% 30% 15% 25%

Paid-for TV via cable or satellite 11% 16% 10% 10% 21% 9% 11% 13% 9% 6% 11% 23% 8% 10%

Internet from a tablet 18% 27% 15% 21% 26% 15% 16% 17% 13% 25% 18% 21% 9% 27%

Radio (DAB/FM) 14% 7% 9% 10% 15% 9% 15% 12% 27% 27% 15% 18% 5% 10%

Internet from a public place 16% 13% 13% 8% 22% 11% 13% 30% 17% 19% 17% 15% 12% 15%

Itemised billing 8% 0% 3% 12% 10% 6% 10% 10% 11% 12% 9% 8% 3% 7%

Directory enquiries via internet 8% 4% 6% 6% 6% 4% 12% 14% 10% 4% 8% 9% 3% 7%

Voice calls from a payphone 9% 3% 6% 4% 9% 6% 10% 12% 14% 11% 9% 23% 3% 4%

Directory enquiries via BT phonebook 6% 2% 11% 1% 4% 3% 7% 10% 8% 3% 6% 2% 3% 6%

Directory enquiries via phone 7% 3% 11% 5% 4% 4% 8% 10% 11% 4% 8% 5% 2% 4%

Significantly higher 
than the total score

Significantly lower
than the total score
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Urban/Rural 
 
Looking at the data by urbanity, those in Large cities tend to be polarised in some respects compared to the UK 
average (as previously noted for London). Fewer say voice calls from mobile or landline or terrestrial TV are 
essential, but more say that instant messaging, internet from public place or directory enquiries (internet or 
phone) are essential. This is perhaps reflective of a busy, urban lifestyle. 

Those in Rural areas (close to urbanity) rate more services or devices as essential compared to other areas, 
notably voice calls from a mobile or a landline, sending text messages, internet from a laptop/desktop and Pay 
TV. 

Figure 33: Communication services and devices seen as essential, for people in general/society as a 
whole. (% rating as essential). Subgroup comparison – Urban/Rural 

 
Source: QD1 I’d now like you to think about how important different communication services are to people in general or 

society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in 
general or society as a whole to have access to… Base: All respondents (sample sizes as noted) 

 

  

TOTAL

Urbanity

Large
city

Smaller city / 
large town Medium town

Small town 
(near 

urbanity)

Small town 
(far urbanity)

Rural area 
(near 

urbanity)

Rural area 
(far urbanity)

1997 297 387 632 389 37* 225 30*

Voice calls from a mobile 45% 34% 46% 46% 42% 42% 56% 51%

Sending text messages 41% 44% 37% 42% 37% 36% 49% 51%

Internet from fixed connection at home 33% 31% 33% 35% 31% 15% 38% 26%

Internet from laptop or desktop 32% 31% 31% 32% 31% 18% 38% 46%

Voice calls from a landline 32% 27% 29% 34% 33% 23% 39% 50%

Terrestrial / Freeview TV 30% 23% 31% 33% 26% 27% 29% 76%

Internet from a smartphone 24% 23% 22% 24% 24% 24% 36% 14%

Sending instant messages 22% 32% 19% 18% 24% 7% 21% 44%

Internet from a tablet 18% 17% 20% 17% 17% 13% 21% 16%

Internet from a public place 16% 27% 14% 15% 13% 6% 16% 25%

Radio (DAB/FM) 14% 12% 18% 15% 12% 7% 14% 23%

Paid for TV via cable or satellite 11% 12% 10% 11% 8% 9% 18% 8%

Voice calls from a payphone 9% 11% 8% 8% 8% 7% 11% 30%

Itemised billing 8% 9% 10% 8% 7% 8% 6% 15%

Directory enquiries via Internet 8% 13% 8% 5% 6% 6% 9% 6%

Directory enquiries via phone 7% 9% 7% 6% 6% 5% 8% 10%

Directory enquiries via BT Phonebook 6% 10% 5% 5% 5% 9% 5% 0%

Significantly higher 
than total sample

Significantly lower 
than total sample
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3.3. Why services and devices are seen as essential 

3.3.1. Essential personally in day to day life 
For each service rated as personally essential in their day to day life, respondents were asked why they felt it 
was essential to them. Twenty possible reasons were presented to respondents. They could choose more than 
one reason and could also include other reasons if required. 

Figure 34 is a summary table, examining all reasons why the service and devices are seen as essential. The top 
5 and bottom 5 reasons for each service or device are indicated in green (top) and pink (bottom). 

Appendix E examines in detail the rationale by service and device category, but looking in general across all 
services and devices, the key elements are keeping in touch with family or friends, contacting family or friends in 
an emergency, service or device being easy to use, service or device gives access to important information, and 
enabling people to be part of society or culture. 

Figure 34: Reasons services & devices are seen as essential – personally in day to day life 

 
Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All 

saying each service is essential (sample sizes as noted) 

These reasons were later categorised into seven ‘nets’; combinations of reasons grouped together into themes 
(Figure 35 details the individual attributes within these themes): 
• Communication and social inclusion 
• Information, education and entertainment 
• Functional & available 
• Finance and administration 
• Economic livelihood 
• Safety 
• Other 
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606 422 37 444 433 185 328 65 565 237 42 36 45 75 411 243 214

Keeping in touch family/friends 89% 92% 64% 71% 70% 74% 77% 57% 97% 93% 21% 24% 18% 7% 8% 4% 2%
Contacting family/friends in 
emergency 74% 73% 54% 35% 38% 48% 54% 39% 60% 64% 29% 23% 13% 3% 2% 2% 0%

It’s easy to use 40% 35% 12% 42% 44% 51% 45% 20% 41% 40% 30% 39% 25% 20% 35% 21% 30%

Access to important information 15% 9% 20% 55% 52% 45% 44% 41% 5% 5% 30% 32% 33% 10% 41% 37% 60%

Being part of society/culture 29% 9% 13% 44% 49% 45% 48% 22% 27% 25% 7% 17% 4% 3% 25% 25% 21%

Access to entertainment 9% 2% 0% 31% 34% 39% 33% 13% 4% 4% 6% 10% 11% 1% 55% 65% 46%

Access to emergency services 54% 60% 30% 15% 16% 14% 29% 14% 13% 17% 25% 34% 35% 2% 1% 1% 0%

Bringing people together 27% 23% 12% 32% 36% 32% 37% 21% 26% 31% 12% 7% 5% 3% 7% 12% 17%

It is always available/switched on 29% 22% 11% 30% 21% 30% 31% 7% 19% 14% 8% 13% 10% 4% 17% 15% 24%

Keeping on top of finances 13% 8% 6% 46% 42% 34% 34% 18% 6% 5% 2% 5% 13% 66% 0% 1% 0%

Carrying out work 28% 10% 3% 32% 37% 32% 35% 18% 14% 10% 1% 20% 24% 3% 0% 0% 0%
Organising commitments & 
necessities 17% 22% 2% 31% 29% 28% 33% 11% 10% 8% 18% 16% 9% 6% 1% 1% 1%

It is reliable or fail-safe 19% 20% 16% 19% 17% 16% 24% 10% 13% 12% 17% 7% 8% 6% 14% 8% 13%
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Access to work opportunities 17% 6% 0% 29% 32% 30% 29% 27% 7% 7% 2% 13% 16% 1% 1% 2% 0%

Access to low cost goods or services 6% 5% 4% 37% 36% 31% 24% 13% 4% 2% 9% 10% 17% 12% 2% 0% 0%

Educational content or for studying 7% 1% 0% 32% 29% 24% 21% 18% 3% 2% 0% 10% 5% 2% 7% 4% 4%

There is no suitable alternative 6% 3% 6% 8% 9% 4% 9% 8% 5% 4% 9% 9% 0% 3% 8% 7% 6%

Supporting special needs 4% 2% 2% 6% 5% 5% 4% 5% 1% 3% 6% 6% 3% 0% 1% 1% 1%

Top 5 reasons for 
each device/service

Bottom 5 reasons for 
each device/service
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Figure 35: Net reasons services & devices are seen as essential 
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Figures 36 and 37 examine the seven most essential services and devices (to the overall UK population); voice 
calls from mobile or landline, internet from a fixed connection, laptop/desktop or smartphone, text messages 
and terrestrial TV.  
Figure 36 looks only at the net categories, with green shading indicating the top two net reasons why services 
and devices are seen as essential for each service and device, and pink shading the bottom two reasons. 
Communication and social inclusion is almost universal as the key reason across the services and devices 
(apart from terrestrial/Freeview TV). Terrestrial/Freeview TV and internet are closely associated with 
information, education and entertainment. Mobile and landline voice calls are more associated with safety 
(access to emergency services e.g. using 999) than other services and devices. 

Figure 36: Reasons services & devices are seen as essential – personally in day to day life 

 
Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All 

saying each service is essential (sample sizes as noted) 

Figure 37 expands the categories to examine the top seven essential services or devices in greater detail. 

Voice calls from a mobile 

Rated as personally essential by 46% of respondents, the key reasons behind this are keeping in touch with 
family or friends (89%) contacting these in an emergency (74%) or providing access to emergency services e.g. 
using 999 (54%). Mobile voice calls are practical, with 40% saying it’s essential because it’s easy to use or can 
be carried anywhere/portable (34%). 

Voice calls from a landline 

Rated as personally essential by 29% of respondents, the key reasons behind this are keeping in touch with 
family or friends (92%), contacting these in an emergency (73%) or providing access to emergency services e.g. 
using 999 (60%). 35% say landline voice services are easy to use, and 23% that they are essential because 
they bring people together. 

Internet from fixed home connection 

Rated as personally essential by 40% of respondents, internet from fixed home connection is essential because 
it allows people to keep in touch with family or friends (71%), and also enables access to important information 
(55%) and keeping on top of finances (46%). A further two fifths say it’s essential because it’s easy to use (42%) 
and it allows them to be part of society or culture (44%), whilst a third (31%) say that it allows them to access 
entertainment, such as watching or listening to online content. 
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Internet from laptop or desktop 

Rated as personally essential by 39% of respondents, internet from laptop or desktop is essential because it 
allows people to keep in touch with family or friends (70%), and also enables access to important information 
(52%) and keeping on top of finances (42%). For 49% Internet from laptop or desktop is essential as it allows 
them to be part of society or culture, 44% note it is easy to use and 34% because it allows them to access 
entertainment (34%), such as watching or listening to online content. 

Internet from smartphone 

Rated as personally essential by 28% of respondents, internet from smartphones is essential because it allows 
people to keep in touch with family or friends (77%), or contacting these in an emergency (54%). Because it is 
mobile, internet from smartphones is practical, with 45% saying it’s essential because it’s easy to use or can be 
carried anywhere/portable (46%).For 48%, smartphone internet is essential as is allows them to be part of 
society or culture. 

Sending text messages 

Rated as personally essential by 45% of respondents, the key reasons behind this are keeping in touch with 
family or friends (97%), or contacting them in an emergency (60%). Text messages are practical, with 41% 
saying they’re essential because they’re easy to use. Around a quarter feel text messages are essential 
because they bring people together (26%) or enable people to be part of society or culture (27%). 

Terrestrial/Freeview TV 

Rated as personally essential by 26% of respondents, terrestrial/Freeview TV is all about information & 
entertainment, with 55% saying it gives access to entertainment and 41% to important information. 35% say it is 
easy to use, 17% that it’s always available. A quarter (25%) feel TV enables them to be part of society or 
culture. 
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Figure 37: Reasons services & devices are seen as essential – personally in day to day life 

 
Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All 

saying each service is essential (sample sizes as noted) 

 

3.3.2. Essential to society 
Again, for each service rated as essential to people in general or society as a whole, respondents were asked 
why they felt this was the case. Twenty possible reasons were presented to respondents. They could choose 
more than one reason and could also include other reasons if required.  

Figure 38 is a summary table, examining the reasons why all of the services & devices are seen as essential to 
society. The top 5 and bottom 5 reasons for each service or device are indicated in green (top) and pink 
(bottom). 

Appendix E will examine in detail the rationale by service or device category, but looking in general across all 
services and devices, the key elements are the same as those seen as essential in the personal context; 
keeping in touch with family or friends, contacting family or friends in an emergency, service or device being 
easy to use, service or device gives access to important information, and enabling people to be part of society 
or culture. 
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Figure 38: Reasons services & devices are seen as essential – people in general/society as a whole 

 
Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 

Base: All saying each service is essential (sample sizes as noted) 

Again, these responses were categorised into the seven ‘nets’ and figures 39 and 40 examine the seven most 
essential services and devices for society (as they are for personal reasons);voice calls from mobile or landline, 
internet from fixed, laptop/desktop or smartphone, text messages and terrestrial TV. 

Figure 39 looks only at the net categories, with green shading indicating the top two net reasons why each 
service or device is essential, and the pink shading indicating the bottom two reasons. 

Communication and social inclusion is almost universal as the key reason for the most essential services or 
devices (apart from terrestrial/Freeview TV). Terrestrial/Freeview TV and internet are closely associated with 
information, education and entertainment. Mobile and Landline voice calls are more associated with safety 
(access to emergency services e.g. using 999) than other services and devices. 
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Figure 39: Reasons services & devices are seen as essential – people in general/society as a whole 

 

 
Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 

Base: All saying each service is essential (sample sizes as noted) 

 

Figure 40 expands the categories to examine the top seven essential services or devices in greater detail. 

Voice calls from a mobile 

Rated as essential to society by 45% of respondents, the key reasons behind this are keeping in touch with 
family or friends (92%) contacting these in an emergency (75%) or providing access to emergency services e.g. 
using 999 (57%). Mobile voice calls are practical, with 36% saying they’re essential because they’re easy to 
use. More than one in three (35%) feel mobile voice calls enable people in general to feel part of society or 
culture.  

Voice calls from a landline 

Rated as essential to society by 32% of respondents, the key reasons behind this are keeping in touch with 
family or friends (91%), contacting these in an emergency (78%) or providing access to emergency services e.g. 
using 999 (62%). 35% say landline voice services are easy to use, and 33% that they’re essential because they 
bring people together. 

Internet from fixed home connection 

Rated as essential to society by 33% of respondents, internet from fixed home connection is essential because 
it allows people to keep in touch with family or friends (78%) or contact these in an emergency (44%). More than 
half feel it enables people in general to access important information (53%) or feel part of society or culture 
(53%). For 42% it is essential for society in that it brings people together. 38% feel it is essential as an 
entertainment channel, as it allows society to watch or listen to content on the internet. 

Internet from laptop or desktop 

Rated as essential to society by 32% of respondents, internet from laptop or desktop is essential because it 
allows people to keep in touch with family or friends (76%) or contact these in an emergency (43%). More than 
half feel it enables people in general to access important information (53%) or feel part of society or culture 
(51%). For 43% it is essential for society in that it brings people together. 42% feel it is essential as an 
entertainment channel, as it allows society to watch or listen to content online. 
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Internet from smartphone 

Rated as essential to society by 24% of respondents, internet from smartphones is essential because it allows 
people to keep in touch with family or friends (81%), or contacting these in an emergency (57%). Around half 
(55%) feel it allows people in general to be part of society or culture. For two in five, this is essential to society 
because it allows access to important information (42%), or is practical in that it is portable/can be carried 
anywhere (43%).  

Sending text messages 

Rated as essential to society by 41% of respondents, the key reasons behind this are keeping in touch with 
family or friends (89%), or contacting these in an emergency (63%). Text messages are practical, with 38% 
saying it’s essential because it’s easy to use. Around a third feel text messages are essential because they 
bring people together (34%) or enable people to be part of society or culture (33%). 

Terrestrial/Freeview TV 

Rated as essential to society by 30% of respondents, terrestrial/Freeview TV is all about information & 
entertainment, with 55% saying it gives access to entertainment and 49% to important information. 42% say it is 
easy to use, 25% that it’s always available. 29% feel TV enables people in general to be part of society or 
culture.  

Figure 40: Reasons services & devices are seen as essential – people in general/society as a whole 
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Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All saying each service is essential (sample sizes as noted) 

Please refer to Appendix E for more information on how the rationale for being essential differs by 
service/device category. 
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4. Affordability, cost and value 
This section provides further detail on the affordability of communication services.  It starts by looking at the 
wider financial context, before focussing on those who’ve experienced difficulties paying for one or more service 
and experiences of debt. This section also looks at the extent to which cost is as a barrier / a driver of non-use, 
before exploring value for money perceptions, and then the awareness and usage of social tariffs. Within the 
questionnaire, questions about the wider financial context, experiences of difficulties paying, debt and value for 
money were asked of those with financial responsibility for their communications services, while questions about  
awareness and usage of social tariffs and cost as a barrier were asked of all respondents. 

4.1. Affordability: Difficulties paying for communication services 

4.1.1. Wider financial context 
To set the scene, respondents with financial responsibility for communications were asked which of a number of 
statements applied to them with regard to the way they manage money. 

These statements can roughly be grouped into three types of attitude; those who like to control their finances, 
those who may experience struggles with money towards the end of the week or month and those who often go 
into debt or fall behind with service providers (of communication services and other household services). 

As Figure 41 shows, the vast majority  like to control their financial affairs, with 87% preferring stable monthly 
costs to variable ones and almost a quarter (22%) preferring to use pre-payment cards. 

Almost eight in ten (78%) say that they can pay for treats for themselves or their families, but fewer than half 
(43%) say they don’t have to worry about what they spend. 

Over a quarter (27%) say they struggle to make ends meet, and others often run out of money and use credit 
(23%) or borrow from family and friends (15%) to see them through in the short term and 6% say they often go 
into debt or fall behind with payments with one or more communication providers6. 

 

 

 

 

 

 

 

 
6 NB: We asked 2 questions about going into debt or falling behind on payments with communication providers 

QE1. Which of the following statements apply to you with regards to the way you manage money?  6% ticked “I often go into debt/fall behind on payments with 
one (or more) of my communication providers” 

QF2. We then asked the following initial question: Have you ever experienced any difficulty paying for your [insert relevant device/services]? 
IF YES, the respondent went on to answer  F3a.Which, if any, of the following have you ever done in order to pay for[this / these] along with your other monthly 
spend? A total of 2% (across all devices/services) ticked “Gone into debt or behind on payments with the communication company”    

We have reported both figures in the report, but have focused mainly on the data from QF2/F3a as this was more specifically focused on communication 
services and difficulties paying. The data from QF2/F3a also contains some useful diagnostics (e.g. other actions related to making communication services 
affordable and which communication services have the debts).  QE1 was broader and had fewer response codes. Without the initial QF2 on whether or not the 
respondent was having difficulty paying for communication services, it is not so clear if respondents were always interpreting QE1 as being about going in debt 
on their communication services (rather than, for example, consumers thinking about delaying paying for PAYG until the next month, or paying in arrears for a 
service).  
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Figure 41: Applies to you regarding the way you manage money 

 
Source: QE1 Which of the following statements apply to you with regards to the way you manage your money?  

Base: all primary/shared decision makers for communication services n=1782 

 
Figure 42 shows that there is a clear link between household income and levels of struggle with money.  

All respondents across income levels are united in their preference for stable monthly costs and a desire to 
control financial affairs, but levels of struggle are much higher amongst lower income households, whilst ability 
to afford treats and not worrying about day to day costs is clearly associated with higher levels of income. 

Low income households are significantly more likely to struggle towards the end of the week/month or have to 
borrow from credit or family/friends. More than a quarter (26%) of OECD low income households say they often 
go into debt or fall behind with payments to with household service providers, compared with one in ten overall. 

Figure 42: Applies to you regarding the way you manage money 
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Source: QE1 Which of the following statements apply to you with regards to the way you manage your money? Base: all 
primary/shared decision makers for communication services n=1773, Low income (<£15k n=498), OECD low 
income (n=354), Mid income (£15-30k n=354), High income (£30k+ n=221) 

4.1.2. Difficulties paying for communication services 
The vast majority of respondents - 86% of those with financial responsibility - have not had difficulties paying for 
their communication services in the past. 14% of primary/shared decision makers have ever experienced 
difficulties paying for any services. Looking specifically at this group of people (Figure 43), three-quarters have 
had difficulties paying for their mobile phone (75%), and two-fifths for fixed broadband (42%) or landline/fixed 
phone (39%).  

 

Figure 43: Amongst all experiencing difficulties paying 

 
Source: QF2 Have you ever experienced any difficulty paying for your (service)?  

Base: all primary/shared decision maker who have experienced any difficulties paying for any services n=292 

Those having experienced difficulties paying for any services are more likely to be: 
• Middle aged vs. older (46% of those every having had difficulties paying for any service are aged 35-54, 

and 17% are aged 55+ versus 34% aged 35-54 and 35% aged 55+ in total sample) 
• C1C2DE vs. AB (89% of those ever having had difficulties paying for any service are among the C1C2DE 

SEG vs. 78% total sample) 
• Less likely to bundle (59% of those ever having had difficulties paying for any service say they bundle 

services vs. 68% saying they bundle services in the total sample) 

The most essential services amongst this group are: Texts (53% of those ever having had difficulties paying see 
texts as essential), Mobile voice calls (51%), then fixed/desktop/laptop internet (39%) smartphone internet 
(33%), IM (30%) 

Attitudinally in relation to how they manage money generally, this group are more likely than the total sample to 
say they “struggle to make ends meet” (62% versus 27%), “run out of money towards the end of the week and 
use credit” (52% versus 23%), “borrow from friends and family” (44% versus 15%) or often go into debt/fall 
behind with telecoms (28% versus 6%) or other service providers (35% versus 9%). 

Of all experiencing difficulties paying for any service, 44% said it was just one service, whilst 56% said it was for 
2 or more (34% mentioned two services, 17% three services and 5% had ever had difficulties paying for four or 
more).  

Most of those experiencing difficulty paying for one service said it was in relation to their mobile phone(70%).  
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Those experiencing difficulties paying for their broadband or landline tended to be users that also experience 
difficulties paying for their mobile phone as well (64% for landline and 61% for broadband). 

It is noteworthy that those experiencing difficulties paying for their landline are not necessarily the users that rely 
on their landline the most.  The older users (55+) are most likely to rate their landline as essential, but (as noted 
above) this demographic are less likely to experience payment difficulties.  

Respondents were asked for their levels of agreement with a number of statements about communication 
services, focussing on elements of their choice of packages/bundles and costs/deals associated with these. 

Figure 44 shows that on the whole people are conscious of their communication costs, with two-thirds (68%) 
preferring an all-inclusive package in order to know what their bills will be and slightly fewer than that (62%) 
claiming the cost of their package was the main factor in choosing it. 

Half of respondents agree that they are on the cheapest tariff or a good bundled deal. However a significant 
proportion put service before cost, with 39% claiming the cost of their package is not so important if they get the 
service they require.  

There is certainly more scope amongst respondents for shopping around or understanding more about the 
value of packages and bundles. Less than a quarter (24%) agree that they change package regularly in pursuit 
of good deals (more than half – 53% - disagree with this). A similar proportion (23%) are not sure if they are on 
a good value service because it is bundled (and presumably therefore difficult to compare). 

Those experiencing difficulties paying are clearly alert to their predicament. They are more likely to agree that 
they prefer to know how much they’ll pay, that the cost of their package is the main factor in choosing it, that 
they are on the cheapest tariff, only pay for what they use (PAYG) or change their package regularly in order to 
get the good deals.  

Figure 44: Agreement with statements about communication services 

 
Source: QF4 I’d now like you to look at a number of different statements that other people have made about their 

communication services?  For each statement please tell me how much you agree or disagree, using the 
following scale… Base: All respondents - Total sample (1821) 

Those ever having had difficulties paying for at least one service or device were asked if they had taken any of a 
number of actions in order to pay for that service or device (Figure 45).  
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Most of those experiencing difficulties paying have been careful about what they buy/spend (74%), just under 
half (45%) have cut back on luxuries and a third have bought cheaper goods (36%), gone without larger items - 
e.g. holidays, building an extension (34%) or smaller items- e.g. making clothes last longer (34%).   

One in seven has “gone into debt or behind on payments with the communication company” 7 or have “decided 
to cancel one of their other communication services” (both 14% which is 2%8 of the total universe of those who 
pay for communication services). 

Almost a third  (31%) of those ever having had difficulties paying for at least one service or device have suffered 
affordability issues (see definition of this net on figure 45 below), representing 5%9 of all of those paying for 
communication services. 

Figure 45: Ever done in order to pay for… 

 
Source: QF3 Which, if any of the following have you ever done in order to pay for this/these along with your other monthly 

spend? Base: all having difficulties paying for at least one device/service n=292.  
7 

NB: We asked 2 questions about going into debt or falling behind on payments with communication providers 

QE1. Which of the following statements apply to you with regards to the way you manage money?  6% ticked “I often go into debt/fall behind on payments  
 with one (or more) of my communication providers” 

QF2. We then asked the following initial question: Have you ever experienced any difficulty paying for your[insert relevant device/services]? 
IF YES, the respondent went on to answer  F3.Which, if any, of the following have you ever done in order to pay for [this / these] along with your other    
monthly spend? A total of 2% (across all devices/services) ticked “Gone into debt or behind on payments with the communication company”    

We have reported both figures in the report, but have focused mainly on the data from QF2/F3a as this was more specifically focused on communication 
services and difficulties paying. The data from QF2/F3a also contains some useful diagnostics (e.g. other actions related to making communication services 
affordable and which communication services have the debts).  QE1 was broader and had fewer response codes. Without the initial QF2 on whether or not the 
respondent was having difficulty paying for communication services, it is not so clear if respondents were always interpreting QE1 as being about going in debt 
on their communication services (rather than, for example, consumers thinking about delaying paying for PAYG until the next month, or paying in arrears for a 
service). 

8 
91% of the sample reported some financial responsibility for their communications spend, therefore when the 2% of those with financial responsibility  is 

reported for all UK adults overall (regardless of having financial responsibility) the figure is still 2%  

9 
91% of the sample reported some financial responsibility for their communications spend, therefore when the 5% of those with financial responsibility  is 

reported for all UK adults overall (regardless of having financial responsibility) the figure is 4% 

 
 

74%

45%

36%

36%

34%

25%

15%

14%

14%

13%

13%

10%

9%

Be careful what buy/spend

Cutting back on luxuries

Buying cheaper goods/services

Go without larger goods/services

Go without smaller goods/services

Borrowed from family/friends

Asked family/friends to pay

Gone into debt/behind (comms)

Cancel another telecoms service

Gone into debt/behind (other)

Sold items

Take out bank loan

Take out loan elsewhere

Net: Affordability issues– 31%

Net devised from ‘Gone into debt/behind 

on comms’; ‘Gone into debt/behind on 

other’; ‘Sold items’; ‘Took out bank’ or 

‘Another loan’

Page 48 



Affordability of Communications Services Essential for Participation: Quantitative Research 

4.2. Affordability: Cost as a barrier & impact of non-use 
All respondents were asked which services they had and personally used within their households (NB this is not 
only those with financial responsibility for their communications services as reported in the previous section). 
They were also asked if they had used any ‘universal services’ in the past 12 months (payphones, directory 
enquiries via phone or itemised billing that you pay extra for). 

Non-users of each service were asked to consider that if cost was not an issue, which of those services they 
would like to use or have in their household. 

Figure 46 summarises this information in terms of services which people ‘have and use’, ‘have but don’t use’, 
‘don’t have but would like to have’ and ‘don’t have or want to have’. A number of people were not sure or not 
responsible for these purchasing decisions and this is shown in grey in figure 46. 

If cost was not an issue, up to one in five of the total market would be interested in using a service that they do 
not currently pay for.  Mobile phones are almost universal in usage (87%), but 3% don’t have and would like to 
have one. Around one in ten would like to have the use of a landline, fixed broadband, internet via dongle/USB 
or payphone, and 15% internet via a smartphone or tablet. 

With the ‘universal services’, around one in five have not used telephone directory enquiries or itemised billing 
(that you pay extra for) but would like to do so. Around six in ten however are simply not interested in these 
services. This rises to three-quarters (73%) for payphones. 

The purple columns to the right hand side of Figure 46 show the proportion of those who ‘have and use’ each 
service amongst people who say a service is essential or not essential. Those who rate a service as essential 
are significantly more likely to have and use that service than those who rate it as not essential. 

Figure 46: Communication services have/use/used in last 12 months 

 
Source: QB3a/c Which of the following services do you have in your household/do you personally use? QB20 And which, 

if any of the following communication services have you used in the last 12 months? QF5a If cost was not an 
issue, which of the following services would you like to use/have in your household? Base: Total Sample n=1997 
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Figure 47 looks at this distinction in more detail for the ‘universal’ services and shows that the pattern also holds 
when looking at the proportion of people who don’t currently use each service but would like to use it. Those 
who rate that service as essential are significantly more likely to say this than those rating it non-essential. 

Figure 47: Universal services used in last 12 months 

 
Source: QB20 And which, if any of the following communication services have you used in the last 12 months? QF5a If 

cost was not an issue, which of the following services would you like to use/have in your household? Base: All 
stating service is personally essential/not essential (65/1932, 59 CAUTION LOW BASE/1938, 108/1889) 

 

Those who said they would like to use a service they don’t currently use were asked in reality why they don’t 
currently use it. A quarter (24%) of the total sample state that cost is an issue in relation to any service.  

Figure 48 shows that cost is a key driver for non-usage amongst those wanting to use fixed broadband (59% of 
those who said they would like to use but they don’t currently use / 7% of total sample), landline (55% of those 
who said they would like to use but they don’t currently use / 6% of total sample), internet via a Smartphone 
(32% of those who said they would like to use but they don’t currently use / 5% of total sample) and Mobile 
(33% of those who said they would like to use but they don’t currently use /<1% of total sample).  

However, Figure 48 shows that ‘no need’ is also mentioned by a large proportion, especially in relation to 
Payphone (74%), internet USB/Dongle (61%), landline (50%), itemised billing (50%) and SIM internet (48%), 
indicating that their desire to use the service is perhaps ‘nice to have’ rather than a necessity. 

6% of those wanting to use itemised billing cite never having used it before or not having got around to it yet. 
Lack of experience (‘never used before’) is also a barrier for uptake of internet via dongle/USB (7%) or SIM 
(6%). 

Some have been put off mobile phones by perceived inconvenience/being difficult to use or worries about the 
reliability of connection (5% in each case).  

Other reasons are given by very small numbers of respondents (less than 5% in each case). 
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Figure 48: Why don’t currently use (service they would like to use) 

 
Source: QF5b Why don’t you currently use (communication service you would like to use)? Base: all non-users of each 

service who would like to use it 

Looking specifically at the sample of people who mentioned “cost of service” for any of the services, these are 
more likely to be found within the following subgroups: 

• C2DE vs. ABC1 (58% of those who mentioned cost of the service are in the C2DE SEG vs. 49% total 
sample who are C2DE) 

• 1 adult household (46% of those who mentioned cost of the service are in 1 adult households vs. 32% 
total sample) 

• On benefits (45% of those who mentioned cost of the service are on benefits vs. 32% total sample) 
• OECD low income HH (29% of those who mentioned cost of the service are classified as OECD low 

income HH vs. 18% total sample) 
• Less likely to bundle (62% of those who mentioned cost of the service bundle services vs. 68% total 

sample) 
• Lower average total monthly communications spend (26% of those who mentioned cost of the service 

spend <£30/month vs. 16% total sample) 
 

Cost of service as a reason for non-usage was further broken down by a number of related aspects. These are 
shown in Figure 49, along with a reminder of the proportion stating cost (net) as a reason overall. 

As Figure 49 shows, non-users find it difficult to comment on specific details of price, with most simply citing 
‘overall cost’ as the reason. However, committing to a monthly cost is an issue for some would like to use fixed 
broadband (17%), landline (14%) and mobile (12%). 
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Figure 49: COST SPECIFIC Why don’t currently use (service they would like to use) 

 

 
Source: QF5c Which aspect of cost stops you from using (service)? Base: all non-users of each service who would like to 

use it 

 

Those giving more than one reason for not using a service they would like to use were asked to choose a main 
reason, and this was combined with data from those giving just one (main reason). 

Overall, cost is the main barrier to taking up Directory Enquiries via telephone (47%) and fixed broadband 
(48%). Simply not needing the service is the main barrier for the remainder of services, but notably payphone 
(70%). 

As we will see in the next section, existing users of a service are more likely to rate these services as very or 
fairly good value for money, so a perceptual gap clearly exists which may be acting as a barrier to take up. 

Those not using a service but expressing a desire to do so were then asked about any perceived negative 
impact or consequences of not having the service (Figure 50).  
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Figure 50: Perceived impact of not having (communications service) 

 

 
Source: QF6 How does not having (service) affect you? Base: all non-users of each service who would like to use itQF6 

How does not having (service) affect you? Base: all non-users of each service who would like to use it 

 

Figure 50 shows that not having access to fixed broadband, landline or mobile has the greatest perceived 
negative impact on the non-users of those services. However for the majority of services, more than half say it 
doesn’t affect them or that they can just use another service instead (notably payphone where two-thirds are of 
this opinion). 

Fixed broadband is the service with the lowest proportion of non-users (who would like to use it) saying it 
doesn’t affect them (37%). Almost one in five (19%) say that not having fixed broadband prevents access to 
information. 14% say it makes it more difficult to find the cheapest goods or services. One in ten find that lack of 
fixed broadband prevents access to government services or affects their ability to carry out work from home. 

Lack of fixed landline largely affects people in terms of preventing access to emergency services e.g. using 999 
or information that keeps people safer (18%), or missing out on contact with family or friends (15%). These are 
also the key impact areas for mobile (emergency services/information 17%, missed contact 16%), with almost 
one in ten (9%) saying lack of mobile prevents access to information generally or government services.  
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4.3. Perceptions of value for money 

4.3.1. Paid for communication services versus ‘universal’ and utility services 
For each service that they personally pay for (and for some universal communications and utilities services 
regardless of usage), respondents with financial responsibility for communications were asked to think about the 
value for money (VFM) offered by these.  

Figure 51 shows that universal/other services are dominated by the proportion of respondents giving don’t 
know/not applicable (DK/NA) responses (Figure Y shows this data with those responses removed). 

Figure 51 shows that communication services seen as essential by many are seen as relatively good value, with 
a significantly higher proportion giving a “fairly/very good” VFM rating in each instance. 

More than half of those who pay for mobile phones or fixed broadband internet rate these services as very/fairly 
good value for money. This is slightly lower (almost half) for landline phones or internet from a smartphone or 
tablet, and 44% for those rating internet from USB/dongle connection. 

It is worth remembering that views on VFM relate to both the perceived benefits that a service can offer as well 
as the cost. This is likely to underpin the lower ratings given to the universal services – i.e. they are rated less 
essential and are used less often. It should also be noted that some respondents may have found it difficult to 
rate itemised billing, as it doesn’t have a direct cost. 

Amongst the universal services, phone directory enquiries is the least likely to be rated positively.   

 

Figure 51: Rating of Value for Money 

 
Source: QF1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would 

you rate the value for money of…Base: all primary/shared decision maker who pays for: mobile phone n=1555, 
landline n=1263, fixed BB n=1093, USB/dongle internet n=98, phone/tablet internet n=490. Base for 
universal/other/utility = all primary/shared decision makers regardless of whether they use these services n=1821 
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When we strip out those saying ‘don’t know’ or ‘not applicable’, this pattern remains clear, with paid for 
communication services rated much better for value for money than the universal services (notably phone 
directory enquiries) or utilities. 

Figure 52: Rating of Value for Money (excluding ‘don’t know/not applicable’) 

 

 
Source: QF1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would 

you rate the value for money of…Bases = excluding DK/NA. Base: all primary/shared decision maker who pays 
for: mobile phone n=1521, landline n=1232, fixed BB n=1067, USB/dongle internet n=89, phone/tablet internet 
n=444. Base for universal/other/utility = all primary/shared decision makers regardless of whether they use these 
services but excluding DK/NA n=701/979/948/1620/1758/1640 

Further analysis confirms that those who use each service and those who see each service as essential are 
more likely to give a very/fairly good value for money rating. 

Separate to this, it is worth noting that VFM ratings do not differ significantly by claimed household income level. 
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4.4. Awareness and usage of social tariffs 
All respondents were shown a brief description of the social tariffs offered by BT and KC/KCOM. The KC Social 
Access Package element was shown to those within postcodes where KC offers their social tariff, and the BT 
Basic element to other respondents. 

During the questionnaire piloting stage, Jigsaw Research and Ofcom were concerned about the potential for 
over claim in relation to the awareness of these tariffs. Subsequent to the piloting, the tariff descriptions were 
amended to ensure that the first line included a reference to ‘receiving a financial support package, such as 
Income support’ (see Figure 53 for the full description). 

Figure 53: Description shown to respondents 

 

 
 

Respondents were asked if they had been aware of the social tariff before the day of the interview, and figure 54 
compares these responses between the total sample and those towards whom the service is most relevant 
(OECD low income households and those receiving income support). 

As figure 54 shows, the majority of people were unaware of the existence of the BT / KC social tariffs. 28% are 
aware overall (10% are using the service already). 

Slightly higher levels of unawareness (73%) are observed across a key target group of those on income support 
(a benefit that gives eligibility for both BT and KC).   

70% of those on any qualifying benefit (Universal credit, Employment and Support Allowance, Jobseekers 
Allowance, Income Support, Housing Benefit, Disability Living Allowance, and Pensions Credit) are unaware of 
the BT Basic social tariff. 

 

BT Basic is a simple, low-cost telephone service for those receiving a financial support 
package, such as Income Support

If you receive certain means tested benefits, BT Basic lets you make and receive calls –
and helps you manage how much you spend.

o BT Basic line rental £5.10 a month (£15.30 a quarter including a £4.50 call 
allowance)

o UK landline calls 11.3p per minute with a call set up fee of 3.3p
o Calls to 0845 and 0870 numbers free at weekends and BT Basic is exempt from any 

payment processing fees
o Free BT Privacy with Caller Display

A basic line rental package for those receiving a financial support package, such as Income 
Support or Housing Benefit

£5.12 a month
Monthly line rental included
20 inclusive local calls
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Figure 54: Awareness of basic telephone service 

 
Source: You’ll now see a description of a basic telephone service. QB6ai Before today were you aware of this basic 

telephone service? QB6aii Do you currently use or have you ever used this service? Base: Total Sample n=1997, 
OECD low income n=377, on income support n=140. 
 

Figure 55 examines interest in using the service (amongst non-users). Overall just over one in ten say they are 
interested and the vast majority are not. Interest is slightly higher, but still relatively low across the target groups 
(21% of those on income support and 24% amongst OECD low income households). 

 

Figure 55: Interest in using basic telephone service among non-users of the social tariffs 

 
(NB: Not sure/don’t know data has been omitted from Figure 55) 

Source: QB6aiii Would you be interested in using this service? Base: all never used or not aware Base: Total Sample 
n=1695, OECD low income n=324, on income support n=124.  QB6aiii Would you be interested in using this 
service? Base: all never used or not aware Base: Total Sample n=1695, OECD low income n=324, on income 
support n=124.   
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Those who were not interested in the basic telephone service were asked why this was the case. Figure 56 
shows that overall the key reason is that people simply think they are not eligible (i.e. not receiving the relevant 
financial support). This is lower amongst the target groups although a significant minority of those on income 
support don’t feel they are eligible (13%) when in fact they are. 

More than one in three of the target group on income support say that they don’t need a landline telephone. 

 

Figure 56: Why not interested in the basic telephone service 

 
Source: QB6aiv Why are you not interested in this service? Base: all not interested Total Sample n=1210, OECD low 

income n=187, on income support n=65 CAUTION LOW BASE.QB6aiv Why are you not interested in this 
service? Base: all not interested Total Sample n=1210, OECD low income n=187, on income support n=65 
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Appendices 

A. Detailed methodology 
Research design: main quantitative stage 

The quantitative stage of the research programme comprised 1,997 computer assisted personal interviews 
(CAPI). This sample size was chosen to be robust at the total sample level, while also delivering readable bases 
on key variables for a robust subgroup analysis to be undertaken. 

The research targeted both users and potential users of landline phones, mobile phones and the internet (either 
fixed and/or mobile).    

A nationally representative sample frame was devised, covering the following key subgroups: 
• Age, gender, SEG and nation (and the English regions) 
• Rurality: Urban and rural populations, including more isolated areas 
• Social and economic exclusion:  Minimum quotas were set on lower socio-economic/income groups  
• Ofcom’s specific subgroups of interest: Retirees, Younger unemployed (16-34 years), Middle-aged 

unemployed (35-64 years) and the disabled. 

Random location interviews were conducted, using a stratified sample, to ensure an adequate representation of 
all groups of interest. Sampling points were generated by UK Geographics:  
• Based on Output Areas, the smallest level at which the Census data is collected, containing approximately 

125 addresses in England, Wales and NI and approximately 50 addresses in Scotland.  
• Prior to selection, the OAs were sorted by GOR and within GOR by the UK Geographics urbanity indicator  

Once locations had been drawn up, each interviewer was asked to secure their allocation of interviews (5 
interviews). To avoid under-representing those in full time employment, shifts operated from 2pm-8pm. 

Questionnaire 

Interviews lasted between 25 and 35 minutes, depending on the answers given, and consisted mainly of closed-
ended questions, with a limited number of open-ended questions also included (reasons for using essential 
services). The full questionnaire used in this survey can be found in Appendix B.   

Fieldwork took place between 10th March and 9th April 2014, subsequent to a cognitive pilot. 

Weighting and analysis 

Minor weights were subsequently applied to align the sample profile with the UK universe (data was weighted 
by age, gender and SEG within region according to the 2011 census). 

Sub-group analysis has been conducted for this report, with a particular focus on any differences by age, SEG, 
household income, disability, MEG and by nation/region.  

Where sub-group differences are reported they are statistically significant to a 95% confidence level.  The report 
highlights significant differences between the total sample and these key sub groups when they occur.  
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We used a simple trade-off approach (Maximum Difference Scaling - or MaxDiff) to obtain a relative measure of 
importance for each of the different services and devices. Rather than getting a direct measure, by presenting 
all services and devices in one question and asking respondents to assign each one a rating to indicate their 
importance, MaxDiff techniques, otherwise known as best/worst scaling, provide an indirect measure of whether 
respondents see some services as relatively more important than others, by asking respondents to evaluate 
different services and devices in 15 different combinations. For each combination, respondents are asked to 
indicate which of the elements in the combination is the most essential and which is the least essential, as the 
following example illustrates. We used 6 sets of 15 combinations in order to reduce any order effect.   

This methodology was particularly appropriate due to the number of services and devices (17) that were being 
assessed.  

The resulting service and device scores are easy to interpret, as they are shown as an index against the 
average or on a 0 to 100 scale. 

 
 

Stated (or direct) measurement 

In addition to the MaxDiff exercise, a more traditional form of questioning was used to elicit the respondents’ 
perceptions. They were shown each service and device in turn and asked to evaluate ‘how important they were 
to them in their day to day life’ using the following scale: 
  
Essential to me A necessity in my life 
Important to me, but not essential  
A nice to have  
Unnecessary It wouldn’t make any difference to my life if I didn’t 

have it 
Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 

your day to day life. Base: Total Sample n=1997 
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A similar question was also used to understand the respondents’ perceptions of the same services and devices 
‘to society as a whole’: 
  
Essential for people in general/society 
Important for people in general/society, but not essential  
A nice to have 
Unnecessary 

Source: QD1 How important is it for people in general or society as a whole to have access to [insert first service and 
device]? Base: Total Sample n=1997 

Using the same approach/scale for both ‘personal’ and ‘societal’ perspectives allowed us to directly compare 
these two sets of results. 

 

Research partners 

The research was designed, managed and reported by the market research consultancy Jigsaw Research, on 
behalf of Ofcom.  

The survey was administered by Jigsaw’s partner for face to face research, Lake Research.  

Both Jigsaw Research and Lake Research are members of the UK Market Research Society (MRS), All work 
was carried out under the Code of Conduct of the MRS, ensuring that all responses were treated in the strictest 
confidence, and anonymity guaranteed for the companies taking part.   

This report focuses on the main findings from the quantitative research. The key findings from the qualitative 
stage are can be found in a separate report located in the Market Data and Research section of Ofcom’s 
website – http://stakeholders.ofcom.org.uk/market-data-research/market-research/ 
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B. Research documents (the questionnaire) 
 

Ofcom Affordability and Essential Services Research  

101159 

Final questionnaire (6th March, 2014) 

SECTION A: SCREENER 

INTRODUCTION TO RESPONDENT: 

Good morning / evening / afternoon.  My name is ……… and I am from Lake Research, an independent market 
research agency.  We are conducting an important research study about telephone and internet services, on 
behalf of Ofcom which regulates the UK telecommunications industry.   

IF NECESSARY ADD: 
 We would like to reassure you that your answers will be held in the strictest confidence.  Your open and 

honest views are incredibly important in helping Ofcom to understand the challenges that people face when 
making decisions about communications services and the sort of advice, information or support that might 
make this easier. 

 We would like to reassure you that this is a genuine piece of market research.  No-one will try to sell you 
anything as a direct result of this research and the project is not designed to test your knowledge but to 
gauge your opinions and understand how you make decisions. 

 If you would like to check our credentials, you can call the Market Research Society, free of charge, on 0500 
39 69 99. 

 
A1. Would you mind answering a few questions? It should take around 25 minutes of your time in total. 

Don’t mind - willing to answer now ............................ 1 Continue 
Don’t mind - willing to answer later ........................... 2 Schedule appt 
Don’t want to take part .............................................. 3 Seek referral  

 
A2.   Everything you say as part of the research will be entirely confidential.  As a part of the discussion, we 

will be asking you to talk about your spending habits and general attitudes to finance.  Do you feel 
comfortable about this? 

Yes ............................................................................ 1 Continue 
No .............................................................................. 2 Close 

 

YES, CONTINUE WITH SCREENER.  IF REFUSED, THANK AND CLOSE 
 
First I would like you to answer a few background questions so that we can ensure that a mix of people are 
completing the survey… 
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ASK ALL 
A3.  CODE GENDER 
 

Male .......................................................................... 1  
Female ..................................................................... 2  

 
A4. ENTER POST CODE OF SAMPLING POINT 
 
A4a. SCRIPT TO AUTOCODE COUNTRY/REGION 

 
North East England .................................................. 1 
North West England ................................................. 2 
Yorkshire and the Humber ....................................... 3 
East Midlands ........................................................... 4 
West Midlands .......................................................... 5 
East England ............................................................ 6 
London ..................................................................... 7 
South East England ................................................. 8 
South West England ................................................ 9 
Wales ...................................................................... 10 
Scotland .................................................................. 11 
Northern Ireland ...................................................... 12 

 
A4a. SCRIPT TO AUTOCODE URBANITY 

 
Large City ................................................................. 1 
Smaller city or large town ......................................... 2 
Medium town ............................................................ 3 
Small town (within 10 miles of 1, 2 or 3) .................. 4 
Small town (more than 10 miles from 1, 2 or 3) ....... 5 
Rural area (within 10 miles of 1, 2 or 3) ................... 6 
Rural area (more than 10 miles from 1, 2 or 3) ........ 7 

 
ASK ALL 
A5. How old are you?  

CODE ONE ONLY 
 

Under 16.............................................................  CLOSE 
16-24 ........................................................................ 1 
25-34 ........................................................................ 2 
35-44 ........................................................................ 3 
45-54 ........................................................................ 4 
55-64 ........................................................................ 5 
65-74 ........................................................................ 6 
75 plus ...................................................................... 7 

 
ALL RESPONDENTS MUST BE 16 OR OLDER 

NO A6, A7 OR A8  
 

A9.   How would you describe your current working status?  
CODE ONE ONLY 

Self-employed .......................................................... 1  
Work part-time .......................................................... 2  
Work full-time ........................................................... 3  
Unemployed ............................................................. 4  

MONITORING 
QUOTA  
 
 

MONITORING 
QUOTA  

MONITORING 
QUOTA  

MONITORING 
QUOTA - 
RETIRED 
&YOUNG (16-34 
YRS) & MIDDLE 
AGED (35-64 YRS) 
UNEMPLOYED 

   

MONITORING 
QUOTA  
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Student ..................................................................... 5  
Retired ...................................................................... 6  
Housewife/Househusband ....................................... 7  
Refused DO NOT READ OUT ................................. 8  
Don’t know DO NOT READ OUT ............................. 9  

 

NO A10 
 

ASK ALL (LAKE TO SCRIPT STANDARD QUESTION HERE) 
A11. What is the occupation of the chief income earner in your household?  

(If retired – what was the occupation of the chief income earner in your household?)   
WRITE IN - CODE SOCIAL GRADE 

A ............................................................................... 1  
B ............................................................................... 2  
C1 ............................................................................. 3  
C2 ............................................................................. 4  
D ............................................................................... 5  
E ............................................................................... 6  

 
ASK ALL 

G4. Which one of following best applies to you?  
SHOWCARD. CODE ONE ONLY 

1-adult, single, living alone (including unmarried,  
  divorced, separated, widowed, empty nester) ....... 1 
1-adult, single, sharing a house with others  
  (friends, housemates) ............................................ 2 
2-adults, married or co-habiting  
  (with no children, or empty nesters) ....................... 3 
1-parent family with at least one child  
  under 18 at home ................................................... 4 
2 parent / adult family with at least one child  
  under 18 at home  .................................................. 5 
Other ........................................................................ 6 
Refused .................................................................... 7 

 
 

MONITORING 
QUOTA  
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ASK G5 IF 4 OR 5 AT G4 
G5. How many children aged under and over 14 live with you in your household? 
 ENTER NUMBER OF CHILDREN IN BOXES BELOW 

Number of children aged under 14  

Number of children aged over 14 but under 18  

 

 

TABLE 1:  SCRIPTER TO AUTOCODE BELOW BY COMBINING G4 &G5 

C
O

D
E 

FR
O

M
 G

5 

 Code from G4 

 1 adult / 
parent in 
the house 

 2 adults / 
parents in 
the house 

No children / empty nester  1   9 

1 child only – under 14  2   10 

1 child only – over 14  3   11 

2 children under 14  4   12 

2 children – one under 14 and one over 14  5   13 

2 children over 14  6   14 

3+ children all under 14  7   15 

3+ children, not all under 14  8   16 

 

 
SECTION B: OWNERSHIP AND USAGE 

I would now like you to answer some questions about your ownership and usage of different telecoms devices 
and services… 

B1. Which of the following statements best describes your role when it comes to deciding on what 
telephone, (mobile and landline) and internet services to pay for and use? CODE ONE ONLY ADD A 
SHOWCARD 

 
I am the primary decision-maker in my household .. 1 
I share in the responsibility....................................... 2 
Others make the decisions....................................... 3      

 

B2a. Which of the following DEVICES do you have in your household (either you personally or anyone else 
in the household, such as partners or children)? 

CODE ALL THAT APPLY 

 

B2b. QUESTION DELETED 

Page 65 



Affordability of Communications Services Essential for Participation: Quantitative Research 

 

SCRIPTER TO SHOW LIST OF ITEMS TICKED AT B2a, THEN GET INTERVIEWER TO DE-SELECT 
ITEMS THEY DON’T PAY FOR 

B2c. And which do you personally use? CODE ALL THAT APPLY 
 
TV set ....................................................................... 1 
A TV set that is connected to the internet e.g. via  
  a set top box or a SmartTV .................................... 2 
Desktop Computer ................................................... 3 
Laptop ...................................................................... 4 
Netbook .................................................................... 5 
Tablet e.g. Apple iPad, Google Nexus,  
  Samsung Galaxy tablets ........................................ 6 
Standard mobile phone ............................................ 7 
Smartphone (a mobile phone on which you can  
  easily access emails, download files and  
  applications, as well as view websites and  
  generally surf the internet.  Popular brands of  
  smartphone include BlackBerry, iPhone and  
  Android phones such as the Samsung Galaxy S4)8 
Landline/fixed line phone ......................................... 9 
None of these .......................................................... 10 

 

ASK ALL 

B3a. Which of the following SERVICES do you have in your household (either you personally or anyone else 
in the household, such as your partner or children)?CODE ALL THAT APPLY 

 

SCRIPTER TO SHOW LIST OF ITEMS TICKED AT B3a 
B3b. Which of these services do you pay for?  You should include other people’s services (e.g. 

family members), as well as your own? CODE ALL THAT APPLY 

 

SCRIPTER TO SHOW LIST OF ITEMS TICKED AT B3a 

B3c. And which do you personally use? CODE ALL THAT APPLY 

 
A mobile phone service used for making and  
receiving calls and texts ........................................... 1 
A landline or fixed line phone service used for  
making and receiving calls  ...................................... 2 
A broadband service through fixed connection  
into the home ........................................................... 3  
An internet service accessed through a  
  USB stick or ‘dongle’  ............................................. 4 
An internet service accessed through a SIM on a 
 Smart mobile phone or a tablet ............................... 6 
Internet applications (apps) that are  
  free of charge or you pay for once (at take up) ...... 7 
Internet applications (apps) that you pay 
  for on a monthly basis ............................................ 8 
A Pay TV service via cable TV, satellite TV or a  
  broadband connection which you pay a monthly  
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subscription to (such as from Virgin Media, Sky,  
  Talk Talk, BT Vision) .............................................. 9 
None of these (SINGLE CODE) .............................. 10 

 

INTERVIEWER INSTRUCTION - IF NECESSARY REPEAT:  
A SMARTPHONE IS A MOBILE PHONE ON WHICH YOU CAN EASILY ACCESS EMAILS, 
DOWNLOAD FILES AND APPLICATIONS, AS WELL AS VIEW WEBSITES AND GENERALLY SURF 
THE INTERNET.  POPULAR BRANDS OF SMARTPHONE INCLUDE BLACKBERRY, IPHONE AND 
ANDROID PHONES SUCH AS THE SAMSUNG GALAXY S4 

 

B4. Which of these SERVICES have you ever had at home in the past? 

SCRIPTER TO SHOW LIST OF ITEMS NOT TICKED AT B3a 

CODE ALL THAT APPLY 

 

B5. Why did you decide to stop using these SERVICES? 

DO NOT SHOW SCREEN TO RESPONDENT. PROBE FULLY.  

CODE ALL THAT APPLY 

INSERT PRECODE LIST FROM F5b  

 
ASK ALL 
 You’ll now see a description of a basic telephone service. 
 ‘BT’ SHOWCARD (SHOW TO THOSE OUTSIDE KC POSTCODES). 

 
BT Basic is a simple, low-cost telephone service for those receiving a financial support 
package, such as Income Support 

 
 If you receive certain means tested benefits, BT Basic lets you make and receive calls – and 

helps you manage how much you spend. 
o BT Basic line rental £5.10 a month (£15.30 a quarter including a £4.50 call 

allowance) 
o UK landline calls 11.3p per minute with a call set up fee of 3.3p 
o Calls to 0845 and 0870 numbers free at weekends and BT Basic is exempt from any 

payment processing fees 
o Free BT Privacy with Caller Display 

 
 
 ‘KC’ SHOWCARD (SHOW TO THOSE WITHIN KC POSTCODES). 

 
A basic line rental package for those receiving a financial support package, such as Income 
Support or Housing Benefit 
 
 

 £5.12 a month 
 Monthly line rental included 
 20 inclusive local calls 

 
 
 
B6ai. Before today, were you aware of this basic telephone service?  
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 SHOWCARD IF NOT IN KC AREA (OFCOM TO CONFIRM POST CODES). 
CODE ONE ONLY 

 
Yes ........................................................................... 1  
No ............................................................................. 2 
Not sure/don’t know ................................................. 3 

 
ASK ALL AWARE(CODE 1 AT B6ai) 
B6aii. Do you currently use, or have you ever used this service?  
 CODE ONE ONLY 
 

Currently using this service  ..................................... 1  
Have used this service in the past ........................... 2 
Have never used this service ................................... 3 
Not sure/don’t know ................................................. 4 

 
ASK IF ‘NEVER USED’ SERVICE (B6aii CODE 3) OR IF ‘NOT AWARE’OF SERVICE  
(B6ai CODE 2) 
B6aiii. Would you be interested in using this service?  
 SHOWCARD IF NOT IN KC AREA (OFCOM TO CONFIRM POST CODES). 

CODE ONE ONLY 
 

Yes ........................................................................... 1  
No ............................................................................. 2 
Not sure/don’t know ................................................. 3 

 
ASK IF NOT INTERESTED (B6aiii CODE 2) 
B6aiv. Why are you not interested in this service?  
 CODE ONE ONLY 
 

Not eligible for service / not receiving financial  
  support package ..................................................... 1  
Do not need a landline telephone ............................ 2 
Insufficient call allowance ......................................... 3 
Want to bundle with other services .......................... 4 
Only need to use the internet ................................... 5 
Other (specify) .......................................................... 6 

 
ASK IF PAY FOR MOBILE PHONE SERVICE (B3b = 1 or 6) 
B6b. How many of the following mobile packages do you pay for? You should include paying for 

other people’s phones and/or devices (e.g. family members), as well as your own phones 
and/or devices? 

 
TYPE IN NUMBER  

Prepay/Pay as you go (which requires top-ups) _____ 
Postpay/Monthly –contract that came with a handset/device_____ 
Postpay/Monthly – SIM only contract _____ 
 

NO B7  

 

IF MORE THAN 1 OF 1, 2, 3, 4, 6OR 9 CODED AT B3a 

B8. Do you receive any of these services [INSERT SERVICES USED] as a bundle or package from the 
SAME supplier? CODE ONE ONLY 
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Yes  .......................................................................... 1  
No ............................................................................. 2 

 

B9. What services do you receive as a bundle or package from the SAME supplier?  If you have more than 
one bundle or package please just tick the services that are in the package you consider to be the main 
one 

 FILTER ON B3a. RESPONDENT TO CODE MINIMUM OF TWO ANSWERS 

CODE ALL THAT APPLY 
  

Mobile phone ............................................................ 1 
Landline or fixed line phone ..................................... 2 
Fixed broadband internet access ............................. 3 
Mobile broadband internet access  
(using a dongle or similar) ........................................ 4 
Pay TV service ......................................................... 5 

 

ASK IF CODE 3 AT B3a 
B10. Which of the following internet packages do you have? ADD A SHOWCARD 

 

CODE ONE ONLY 
Limited usage ........................................................... 1 
Unlimited usage ....................................................... 2 
 

CODE ONE ONLY 
Standard broadband (i.e. with a maximum  
speed of up to 30MB) ............................................... 3 
Superfast broadband (i.e. with a maximum  
speed of 30MB or more – e.g. BT Infinity  
or similar) ................................................................. 4 
Other (specify) .......................................................... 5 
Don’t know................................................................ 6 
 

ASK IF PAY FOR MOBILE PHONE (B3b = 1OR 6)  
ASK ABOUT PERSONAL SPEND IF CODE 2 AT G4 (SHARE HOUSEHOLD) 
B11. Approximately how much does your household spend on [Mobile Phone contracts]/ [topping 

up mobile phones] in a typical month? This includes spend on other people’s phones (e.g. 
family members), as well as your own phone? WRITE IN AMOUNT. USE BAND IF 
NECESSARY  

 
Up to £10 .................................................................. 1 
£11-£20 .................................................................... 2 
£21-£30 .................................................................... 3 
£31-£40 .................................................................... 4 
£41-£50 .................................................................... 5 
£51-£75 .................................................................... 6 
£76-100 .................................................................... 7 
£101-£150 ................................................................ 8 
£151-200 .................................................................. 9 
£201-£250 ............................................................... 10 
£250-300 ................................................................. 11 
More than £300 ....................................................... 12 
Don’t know............................................................... 13 
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ASK IF PAY FOR OTHER TELECOMS SERVICES  (B3b = 2, 3, 4, 9) 
ASK FOR BUNDLE FIRST (IF HAVE BUNDLE AT B9), THEN REPEAT QUESTION  
FOR OTHER ITEMS THEY PAY FOR THAT ARE NOT IN THE BUNDLE 
B12. And approximately how much does your household spend on your [Pay TV, fixed landlineBB, 

mobile broadband, fixed landline telephone – filter from B3b / B9] packages in a typical 
month? WRITE IN AMOUNT. USE BAND IF NECESSARY 

 
Up to £10 .................................................................. 1 
£11-£20 .................................................................... 2 
£21-£30 .................................................................... 3 
£31-£40 .................................................................... 4 
£41-£50 .................................................................... 5 
£51-£75 .................................................................... 6 
£76-100 .................................................................... 7 
£101-£150 ................................................................ 8 
£151-200 .................................................................. 9 
£201-£250 ............................................................... 10 
£250-300 ................................................................. 11 
More than £300 ....................................................... 12 
Don’t know............................................................... 13 

 

REPEAT B12 TO ENSURE WE ASK ABOUT BUNDLE (IF RELEVANT) AND EACH SEPERATE SERVICE 

 
No B13. B14MOVED TO END OF SECTION TO IMPROVE QUESTIONNAIRE FLOW 

 
B15. Do you personally access the internet? CODE ONE ONLY 
 

Yes  .......................................................................... 1 
No ............................................................................. 2 

 

 

ASK IF DO NOT ACCESS THE INTERNET AT B15  
B16. Does somebody else (a member of your family, friend or colleague) access the internet on 

your behalf? CODE ONE ONLY 
 

Yes - regularly .......................................................... 1 
Yes – from time to time ............................................ 2 
Yes – but very rarely ................................................ 3 
No ............................................................................. 4 
 

ASK IF ACCESS THE INTERNET AT B15 - SHOWCARD  

B17. At which, if any, of these places do you access the internet? CODE ALL THAT APPLY 

 
Your home ................................................................ 1 
Your place of work(using their service) .................... 2 
College/school/university(using their service) .......... 3 
Local library(using their service) .............................. 4 
Internet café(using their service) .............................. 5 
A Wi-Fi hotspot (when not at home) ........................ 6 
When out and about generally  ................................ 7 
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Other (specify) .......................................................... 8 
NO B18 

 
B19 How often do you call or send text messages to family, friends or businesses that are 

overseas?  
CODE ONE ONLY 
       

At least once a day ................................................... 1   
Every other day ........................................................ 2 
A couple of times a week ......................................... 3 
Once a week ............................................................ 4 
Once a month ........................................................... 5 
Less often  ................................................................ 6 
I don’t do this ............................................................ 7 

 
ASK ALL 
B14a. Do you ever use any of the following services to watch films/TV/sports programmes? CODE 

ALL THAT APPLY 
 

LOVEFiLM INSTANT/ Amazon’s Prime Instant  
Video Service (where you watch films streamed  
over the internet, rather than DVDs) ........................ 1  
Netflix ....................................................................... 2  
iTunes ....................................................................... 3 
Blinkbox .................................................................... 4  
Now TV ..................................................................... 5  
Other (specify) .......................................................... 6 
None of the above .................................................... 7  
 
 

ASK IF USE PAY TV SERVICE AT B14a 
B14b. How much do you spend on this (these) pay TV service(s) per month?  
WRITE IN AMOUNT. USE BAND IF NECESSARY 
 

Up to £10 .................................................................. 1 
£11-£20 .................................................................... 2 
£21-£30 .................................................................... 3 
£31-£40 .................................................................... 4 
£41-£50 .................................................................... 5 
£51-£75 .................................................................... 6 
£76-100 .................................................................... 7 
£101-£200 ................................................................ 8 
More than £200 ........................................................ 9 
Don’t know............................................................... 10 
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ASK ALL 
B20. And which, if any, of the following telecoms services have you used in the last 12 months? 

CODE ALL THAT APPLY 
 

Payphone ................................................................. 1 
Directory enquiries via BT phonebook ..................... 2 
Directory enquiries via phone .................................. 3 
Directory enquiries via internet ................................ 4 
Itemised billing - that you pay extra for .................... 5 
Not sure/don’t know ................................................. 6 
None of the above .................................................... 7 

 

 
SECTION C: PERSONAL IMPORTANCE OF SERVICES AND DEVICES 

ASK ALL 

 

I’d now like you to think about how important different telecoms services and devices are to you personally in 
your day to day life. 

 

PASS HAND-HELD DEVICE OVER TO THE RESPONDENT 

 

 

C1 You’ll now see a series of [10-15 screens – SCRIPTER TO ADJUST].  On each screen, you’ll see [4 or 5 
– SCRIPTER TO ADJUST] telecoms services and devices and I’d like you to select the item that you 
think is most essential to you in your day to day life, and also the item that you think is the least essential. 

 

WE CAN COMFORTABLY TEST ALL OF THESE ITEMS IN THE MAX DIFF AND ESTIMATE IT WILL TAKE 3-
4 MINUTES TO COMPLETE. 

 

Voice calls from a mobile 

Voice calls from a landline 

Voice calls from a payphone 

Internet from a fixed connection at home (inc. email, social media, Apps) 

Internet from a laptop or desktop (inc. email, social media, Apps) 

Internet from a tablet (inc. email, social media, Apps) 

Internet from a smartphone (inc. email, social media, Apps) 

Internet from a public place (e.g., library, internet café ) 

Sending text messages 

Sending instant messages 

Directory enquiries via BT phonebook 

Directory enquiries via phone 
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Directory enquiries via internet 
Itemised billing  

Terrestrial / Freeview TV  

Paid-for TV via cable or satellite (e.g., Virgin Media, Sky) 

Radio (DAB / FM) 

 

ASK ALL - RESPONDENT TO RATE ‘FULL LIST’ OF SERVICES AND DEVICES 

C2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you 
in your day to day life. 

I’d like you to use the following scale: 

 

SHOWCARD 

Essential to me –A necessity in my life  

Important to me, but not essential 

A nice to have  

Unnecessary - It wouldn’t make any difference to my life if I didn’t have it 

Not sure/Don’t know  

SCRIPTER TO PULL THROUGH THE 17 SERVICES AND DEVICES FROM C1. 

RANDOMISE ORDER 

 

Firstly, how important is [insert service and device] to you in your everyday life? 

 

 INTERVIEWER INSTRUCTION: WE ARE NOT ABLE TO DEFINE ‘ESSENTIAL’ FOR THE 
RESPONDENT. IF THEY ARE HAVING DIFFICULTY ANSWERING, ASK THEM TO THINK ABOUT 
WHAT IS IMPORTANT TO THEM PERSONALLY.   

 

NO C3 

 

ASK FOR MAXIMUM OF THREE SERVICES AND DEVICES THAT ARE RATED ‘ESSENTIAL’ AT C2 
(TO BE SELECTED AT RANDOM) 

OFCOM: WE NEED TO LIMIT THE NUMBER OF OPTIONS HERE, OTHERWISE THE INTERVIEW WILL BE 
TOO LONG 

 

C4 You noted that [insert service and device] was essential.  What makes this essential to you in your day to 
day life?  

SHOWCARD 

MULTI CODE 
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Keeping in touch with family or friends .................... 1 
Contacting family or friends in emergency ............... 2 
Access to emergency services ................................ 3 
Being part of society and today’s culture ................. 4 
Bringing people together .......................................... 5 
Access to important information, e.g. news, health  
information etc .......................................................... 6 
Access to entertainment, sports, celebrity gossip,  
etc ............................................................................. 7 
Access to government services (e.g. benefits, tax, 
school applications, driving licences etc) ................. 8 
Educational content or for studying .......................... 9 
Access to work opportunities .................................. 10 
Carrying out work .................................................... 11 
Access to low cost goods or services ..................... 12 
Keeping on top of finances e.g. banking ................. 13 
Organising commitments and necessities  
e.g. drs appointments, online shopping, etc ........... 14 
Supporting special needs  
(e.g. because of a disability) ................................... 15 
It can be carried anywhere/it is portable ................. 16  
It is reliable or fail-safe ............................................ 17 
It is always available/switched on ........................... 18 
There is no suitable alternative ............................... 19 
It’s easy to use ........................................................ 20 
Other (specify) ......................................................... 21 
 

 
SECTION D: IMPORTANCE OF SERVICESAND DEVICES TO SOCIETY 

 I’d now like you to think about how important different telecoms services are to people in general or 
society as a whole, rather than to you personally in your day to day life. 

 

 INTERVIEWER INSTRUCTION: WE ARE NOT ABLE TO DEFINE ‘SOCIETY’ FOR THE RESPONDENT. 
IF THEY ARE HAVING DIFFICULTY ANSWERING, JUST ASK THEM TO THINK ABOUT SOCIETY AS 
A WHOLE. 

 

D1 Firstly, how important is it for people in general or society as a whole to have access to [insert first service 
and device]?  

 

SHOWCARD 

Essential for people in general/society 

Important for people in general/society, but not essential  

A nice to have  

Unnecessary  

Not sure/ Don’t know  

 

SCRIPTER TO PULL THROUGH THE 17 SERVICES AND DEVICES FROM C1. 
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RANDOMISE ORDER 

 

ASK FOR EACH SERVICE AND DEVICE RATED AS ‘ESSENTIAL’ AT D1 

ASK FOR MAXIMUM OF THREE SERVICES AND DEVICES THAT ARE RATED ‘ESSENTIAL’ AT D1 
(TO BE SELECTED AT RANDOM)   

 

D2 PRECODE LIST TO MATCH C4 PRECODE LIST (THIS IS CURRENTLY UNCHANGED) 

 

D2 You noted that [insert service and device] was essential.  What makes this essential for people in general 
or society?  

SHOWCARD 

MULTI CODE 

 
Keeping in touch with family or friends .................... 1 
Contacting family or friends in emergency ............... 2 
Access to emergency services ................................ 3 
Being part of society and today’s culture ................. 4 
Bringing people together .......................................... 5 
Access to important information, e.g. news, health  
information etc .......................................................... 6 
Access to entertainment, sports, celebrity gossip,  
etc ............................................................................. 7 
Access to government services (e.g. benefits, tax, 
school applications, driving licences etc) ................. 8 
Educational content or for studying .......................... 9 
Access to work opportunities .................................. 10 
Carrying out work .................................................... 11 
Access to low cost goods or services ..................... 12 
Keeping on top of finances e.g. banking ................. 13 
Organising commitments and necessities  
e.g. drs appointments, online shopping, etc ........... 14 
Supporting special needs  
(e.g. because of a disability) ................................... 15 
It can be carried anywhere/it is portable ................. 16  
It is reliable or fail-safe ............................................ 17 
It is always available/switched on ........................... 18 
There is no suitable alternative ............................... 19 
It’s easy to use ........................................................ 20 
Other (specify) ......................................................... 21 
 
 

SECTION E: BACKGROUND TO GENERAL AFFORDABILITY ISSUES 

ASK FOR THOSE CODING 1 OR 2 AT B1.  THOSE CODING 3 SHOULD SKIP TO SECTION G 

I’d now like you to answer some questions about your financial behaviour.   

ADD A SHOWCARD AND ASK THE RESPONDENTS TO ANSWER ‘YES’ / ‘NO’ TO EACH 
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E1 Which of the following statements apply to you with regards to the way you manage money?   

 RANDOMISE ORDER  

CODE ALL THAT APPLY 
I borrow from my family or friends / they pay for  
some things .............................................................. 1 
I often go into debt/fall behind on payments  
with one (or more) of my telecoms providers ........... 2 
I often go into debt/fall behind on payments  
With providers of other household services ............. 3 
I prefer to use pre-payment cards to manage  
  my finances ............................................................ 4 
I struggle to make ends meet ................................... 5 
I prefer stable monthly costs to those that vary  
from month to month ................................................ 6 
I don’t have to worry about what I spend  
from day to day ........................................................ 7 
I can afford treats for myself/my family .................... 8 
I find that I often run out of money towards the  
end of the week/month and find that I have to  
use my credit cards or overdraft to see me  
through ..................................................................... 9 
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SECTION F: TELECOMS AFFORDABILITY  

ASK F1 FOR EACH SERVICE THEY PAY FOR (CODES 1-6 AND 9 AT B3b),PLUS THE  

‘UNIVERSAL’ / OTHER SERVICES(CODES 1, 3, 5 AT B20 - WHETHER USED OR NOT) 

 

REMINDER OF POTENTIAL ‘PAY FOR’ SERVICES (FROM B3b): 
 Mobile phone for making and receiving calls and texts(ASK IF B3B = 1) 
 Landline / fixed line phone for making and receiving calls(ASK IF B3B = 2) 
 Broadband service through a fixed connection into the home(ASK IF B3B = 3) 
 Internet accessed through USB stick or ‘dongle’ (ASK IF B3B = 4)  
 Internet accessed through a SIM on a smart mobile phone or tablet(ASK IF B3B = 6) 

 

REMINDER OF ‘UNIVERSAL’/ OTHER SERVICES: 
 Payphone (ASK ALL) 
 Directory enquiries via phone(ASK ALL) 
 Itemised billing that you pay extra for(ASK ALL) 
 Gas (ASK ALL) 
 Electricity (ASK ALL) 
 Water services (ASK ALL) 

 

 

F1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would 
you rate the value for money of [your... insert telecoms service they pay for / each universal service]?   

 
Very good value for money 
Fairly good value for money 
Average value for money 
Fairly poor value for money 
Very poor value for money 
Not sure/Don’t know 
Not applicable 

 

INTERVIEWER INSTRUCTION: IF RESPONDENT IS IN A BUNDLE THEY MAY FIND IT DIFFICULT 

TO ANSWER THIS QUESTION.  IT IS OK TO ENTER DON’T KNOW IN THIS INSTANCE 

 

REPEAT FOR EACH TELECOMS SERVICE THEY PAY FOR, PLUS THE ‘UNIVERSAL’ SERVICES  

(WHETHER USED OR NOT AT B20) PLUS ‘GAS’,‘ELECTRICTY’ AND ‘WATER’ SERVICES.   
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ASK FOR EACH SERVICE THEY PAY FOR (CODES 1-6 AND 9 AT B3b)PLUS THE ‘UNIVERSAL’ / OTHER 

SERVICES(CODES 1, 3, 5 AT B20 –IF USED) 

F2 Have you ever experienced any difficulty paying for your[insert relevant device/services]? 

SCRIPTER TO SHOW ALL DEVICES/SERVICES THEY PAY FOR IN A GRID  

CODE ONE ONLY PER DEVICE/SERVICE 
Yes ........................................................................... 1 
No ............................................................................. 2 
Don’t know................................................................ 3 

ASK F3a AND F4 IF ‘YES’ AT F2  
ASK IF THEY HAVE HAD DIFFICULTY PAYING FOR AT LEAST 1 SERVICE (ASK QUESTION ONCE) 

F3a Which, if any, of the following have you ever done in order to pay for[this / these] along with your other 
monthly spend? CODE ALL THAT APPLY 

 
Been careful about what I buy/spend ....................... 1 
Gone without certain larger goods/services –  
  e.g. holidays, building an extension, etc ................ 2 
Gone without certain smaller goods/services –  
  e.g. making clothes last longer .............................. 3 
Cutting back on luxuries  
e.g. going out less .................................................... 4 
Buying cheaper goods/services 
  e.g. ‘branded’ to ‘value’ range of foods .................. 5 
Gone into debt or behind on payments with the  
telecoms company ................................................... 6   
Gone into debt or behind on payments with  
another company or service  .................................... 7 
Borrowed from family/friends ................................... 8 
Asked family/friends to pay the bill/accepted  
gifts from family and friends ..................................... 9 
Take out a loan from a bank ................................... 10 
Take out a loan from another company  
  (e.g. payday loan company) .................................. 11 
Sold items (e.g. through a pawn shop, ebay,etc).... 11 
Decided to cancel one of my other telecoms  
services ................................................................... 12 GO TO F3b 
Done something else (write in) ............................... 13 

ASK F3b IF CODE 12 AT F3a 
F3b Which telecoms service(s) did you decide to go without? 
 CODE ALL THAT APPLY 

Mobile phone for making and receiving  
calls and texts .......................................................... 1 
Landline / fixed line phone for making  
and receiving calls .................................................... 2 
Broadband service into the home ............................ 3 
Internet accessed through USB stick or ‘dongle’  .... 4 
Internet accessed through a smart mobile  
phone or tablet ......................................................... 5 
Pay TV service via cable TV, satellite TV or a  
broadband connection which you pay monthly  
subscription to  ......................................................... 6 
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Payphone ................................................................. 7 
Directory enquiries via phone  ................................. 8 
Directory enquiries via internet ................................ 9 
Terrestrial TV .......................................................... 10 
Other (specify) ......................................................... 11 

ASK F3c FOR EACH SERVICE CODED AT F3b 

F3c What was the consequence of not purchasing the [insert name of telecoms service] service(s)? 
DO NOT SHOW SCREEN TO RESPONDENT. PROBE FULLY.  
CODE ALL THAT APPLY 
USE PRECODE LIST FROM F6 

 

F4 I’d now like you to look at a number of different statements that other people have made about their 
telecoms services?  For each statement please tell me how much you agree or disagree, using the 
following scale: 

 NOTE: WE SUGGEST ASKING ABOUT ALL OF THEIR TELECOMS SERVICES IN ONE GO, 
RATHER THAN SPLITTING THIS OUT BY SERVICE (DUE TO LIMITED QUESTIONNAIRE 
SPACE/TIME) 

CODE ONE ONLY PER STATEMENT 
 Agree 

strongly 
Agree 
slightly 

Neither 
agree or 
disagree 

Disagree 
slightly 

Disagree 
strongly 

Don’t 
know 

Not 
applicable 

I am on the cheapest tariff based on 
what I use 

1 2 3 4 5 6 7 

The cost of my package was the main 
factor in choosing it 

1 2 3 4 5 6 7 

The cost of my package is not so 
important, as long as I get the service 
I want 

1 2 3 4 5 6 7 

I prefer a contract with all inclusive 
minutes/unlimited data so that I know 
how much my bill will be  

1 2 3 4 5 6 7 

I choose packages/ways to pay, 
where I only pay for what I use e.g. 
pay as you go 

1 2 3 4 5 6 7 

I’m on a good deal because I’m on a 
bundle 

1 2 3 4 5 6 7 

I’m not sure if I’m on a cheap/value 
for money service as I have a bundle  

1 2 3 4 5 6 7 

I change my package regularly  
because I always look around for the 
good deals 

1 2 3 4 5 6 7 
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ASK NON-USERS OF EACH SERVICE(NOT USING CODES 1-6 AT B3a) OR IF NOT USING UNIVERSAL 
SERVICES (CODES 1, 3, 5 AT B20) 

F5a If cost was not an issue, which of the following services would you like to use / have in your household? 
CODE ALL THAT APPLY 

ASK F5b-F6 SEPERATELY FOR DEVICES/SERVICES THEY WOULD LIKE TO USE 

F5b Why don’t you currently use [insert name of first telecoms service they would like to use]?CODEALL 
THAT APPLY 

INTERVIEWER INSTRUCTION – COST OF SERVICE WILL BE COVERED IN DETAIL AT THE NEXT 
QUESTION 

 
Cost of service ......................................................... 1 GO TO F5c  
I don’t need this service, as I can use one of my  
other services instead .............................................. 2 
I don’t need this service, as somebody helps me  
  by using their [insert service] service instead ........ 3 
I’ve never used this service before .......................... 4 
I haven’t had time/haven’t got around to  
  getting this service yet ............................................ 5 
It’s inconvenient/difficult to install* ........................... 6 
It’s inconvenient/difficult to use ................................ 7 
It’s not part of my bundle* ........................................ 8 
It has a contract / length of contract* ....................... 9 
Reliability of connection** ........................................ 10 
Quality of customer service* ................................... 11 
Quality of line** ........................................................ 12 
If landline/mobile 
Coverage / black spots ............................................ 13 
If landline/mobile 
Concerned about impact on health ......................... 14 
If broadband/internet 
Security concerns .................................................... 15 
Other (WRITE IN) .................................................... 16 

*Not a pre-code for Universal services 

**Not a pre-code for Directory Enquiries/itemised billing 

ASK F5c IF ‘COST OF SERVICE’ MENTIONED AT F5b 

NOTE TO SCRIPTER RE UNIVERSAL SERVICES: ONLY ASK F5c FOR PAYPHONE.   

PAYPHONE PRECODES TO INCLUDE 1 AND 9-14 (ONLY)  

F5c Which aspect(s) of cost stops you from using [insert name of first telecoms service they would like to 
use]?  CODE ALL THAT APPLY 

Overall cost/price ..................................................... 1 
Needing to commit to a monthly cost ....................... 2 
Cancellation costs (if I don’t want it) ........................ 3 
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Payment method surcharge, if not paying via  
direct debit ................................................................ 4 
Paper billing surcharge ............................................ 5 
Itemised billing surcharge ........................................ 6 
Price of equipment / kit / handsets ........................... 7 
Installation costs ....................................................... 8 
Mobile phone/landline telephone: 
Price of calls (unspecified) ....................................... 9 
Price of calls to landlines ......................................... 10 
Price of calls to mobile phones ............................... 11 
Price of international calls ....................................... 12 
Cost of calling particular numbers e.g. 0800/084.... 13 
Cost of minutes outside allowances ........................ 14 
Mobile phone: 
Cost of inclusive minutes/data ................................ 15 
Price of texts ........................................................... 16 
Mobile phone/mobile internet: 
Price of data ............................................................ 17 
Broadband/internet: 
Cost of data outside allowances ............................. 18 
Other (WRITE IN) .................................................... 19 
Don’t know............................................................... 20 

ASK ALL WANTING TO USE EACH SERVICE 

SCRIPTER TO PULL THOUGH ALL ITEMS CODED AT F5b and F5c 

F5d And what is the main reason for not using [insert name of first telecoms service they would like to use]? 
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F6 How does not having [insert name of first telecoms service they would like to use] affect you? 
DO NOT SHOW SCREEN TO RESPONDENT. PROBE FULLY.  
CODE ALL THAT APPLY 
 

Prevents access to emergency services and  
  information that keeps people safer ....................... 1 
Prevents access to information, e.g. news, health  
  information, educational content etc ...................... 2 
Prevents access to government services (e.g.  
applying for and keeping benefits, tax,  
school applications, driving licences, etc.) ............... 3 
Miss out on contact with family/friends .................... 4 
Less able to look for work ........................................ 5 
Less able to carry out work from home .................... 6 
Makes it more difficult to find the cheapest  
goods/services ......................................................... 7 
Staying organised e.g. banking, drs appointments, 
 online shopping, etc ................................................ 8 
Accessing entertainment .......................................... 9 
Providing companionship ........................................ 10 
Helping to maintain work-life balance ..................... 11 
Supporting special needs ........................................ 12 
Other (Specify) ........................................................ 13 

REPEAT F5b-F6 FOR DEVICES/SERVICES THEY WOULD LIKE TO USE.  
THE RESPONDENT WILL ONLY BE ABLE TO ANSWER THE F5b-F6 ROTATION TWO OR THREE TIMES 
(TBD DURING PILOT) 

NO F7 

ASK IF CODE 6 AT F3a 

F8 Earlier, you mentioned that you’d gone into debt or fallen behind on payments with a telecoms 
company...  Which services have you been in debt/fallen behind on? Please select more than one item 
if you fell behind on a bundle or package ofservices. CODE ALL THE APPLY.   

Mobile phone ............................................................ 1 
Landline or fixed line phone ..................................... 2 
Broadband service through a fixed connection  
  into the home ......................................................... 3 
An internet service accessed through a  
  USB stick or ‘dongle’  ............................................. 4 
An internet service accessed through a SIM on a 
 Standard mobile phone ........................................... 5 
An internet service accessed through a  
Smart mobile phone or a tablet ................................ 6 
A pay TV service ...................................................... 7 
Other (specify) .......................................................... 8 

F9 What was the approximate debt/how far behind did you fall (in total)?  
WRITE IN AMOUNT.USE BAND IF NECESSARY 

£1-£25 ...................................................................... 1 
£26-£50 .................................................................... 2 
£51-£75 .................................................................... 3 
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£76-100 .................................................................... 4 
£101-£200 ................................................................ 5 
£201-£300 ................................................................ 6 
£301-£400 ................................................................ 7 
£401-£500 ................................................................ 8 
£500+ ....................................................................... 9 
Prefer not to say ...................................................... 10 
Can’t remember ...................................................... 11 

F10 Which of the following best matches how you felt/currently feel about this debt? CODE ONE ONLY 

It was manageable ................................................... 1 
It was unmanageable ............................................... 2 
Other (specify) .......................................................... 3 

F11 Were you in debt with any other providers of goods/services at the same time? CODE ONE ONLY 

Yes  .......................................................................... 1 
No ............................................................................. 2 
Can’t remember ....................................................... 3 

 

F12 What goods/services were you in debt with at the same time? CODE ALL THE APPLY  

Energy (Gas/electricity) ............................................ 1 
Car finance ............................................................... 2 
Mortgage .................................................................. 3 
Credit/store cards ..................................................... 4 
Personal loan ........................................................... 5 
Payday loan ............................................................. 6 
Credit union loan ...................................................... 7 
Other (specify) .......................................................... 8 
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F13 What was the approximate debt (in total)?  
WRITE IN AMOUNT. USE BAND IF NECESSARY 

£1-£25 ...................................................................... 1 
£26-£50 .................................................................... 2 
£51-£75 .................................................................... 3 
£76-100 .................................................................... 4 
£101-£200 ................................................................ 5 
£201-£300 ................................................................ 6 
£301-£400 ................................................................ 7 
£401-£500 ................................................................ 8 
£500+ ....................................................................... 9 
Prefer not to say ...................................................... 10 
Can’t remember ...................................................... 11 
 

SECTION G: DEMOGRAPHICS 

You will now be asked to answer some questions about yourself and your household. 
 
ASK ALL 
G1 At what age did you finish your education/expect to finish your education? 

Aged 16 or under ..................................................... 1 
Aged 17-18 ............................................................... 2 
Aged 19-20 ............................................................... 3 
Aged 21 or over ........................................................ 4 
Don’t know................................................................ 5 
Refused .................................................................... 6 
 

G2 Does your household claim any type of government benefits or tax credits? 
Yes  .......................................................................... 1  
No ............................................................................. 2  

 

ASK IF CLAIM BENEFITS OR TAX CREDITS 
G3 Which, if any, of these benefits, or tax credits, are you/your partner currently claiming, or are 

being claimed on your behalf? 
 

Universal credit ........................................................ 1 
Incapacity Benefit ..................................................... 2 
Employment and Support Allowance ....................... 3 
Jobseekers Allowance ............................................. 4 
Income Support ........................................................ 5 
Housing Benefit ........................................................ 6 
Working Tax Credits ................................................. 7 
Child tax Credits ....................................................... 8 
Carer’s Allowance .................................................... 9 
Disability Living Allowance ...................................... 10 
Pensions Credit (Guaranteed Credit) ........................  
Other (specify) ......................................................... 11 
Refused ................................................................... 12 
 
 

G4 & 5 MOVED FORWARD 

 

ASK ALL 
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ASK ABOUT PERSONAL INCOME IF CODE 2 AT G4 (SHARE HOUSEHOLD) 
G6. What would you say is your total household income? Please include any benefits or credits that 

you and your partner receive, including housing benefit, as well as any income from employment.  
CODE ONE ONLY 

Yearly household income Monthly household income Weekly household income  
£0 - £10,000 Up to £833 Up to £190 A 

£10,001 - £11,000 £834 - £917 £190 - £210 B 
£11,001 - £12,000 £918 - £1,000 £211 - £230 C 
£12,001 - £13,000 £1,001 - £1,083 £231 - £250 D 
£13,001 - £14,000 £1,084 - £1,167 £251 - £270 E 
£14,001 - £15,000 £1,168 - £1,250 £271 - £290 F 
£15,001 - £16,000 £1,251 - £1,333 £291 - £310 G 
£16,001 - £17,000 £1,334 - £1,417 £311 - £330 H 
£17,001 - £18,000 £1,418 - £1,500 £331 - £350 I 
£18,001 - £19,000 £1,501 - £1,583 £351 - £370 J 
£19,001 - £20,000 £1,584 - £1,667 £371 - £390 K 
£20,001 - £21,000 £1,668 - £1,750 £391 - £410 L 
£21,001 - £22,000 £1,751 - £1,833 £411 - £430 M 
£22,001 - £23,000 £1,834 - £1,917 £431 - £450 N 
£23,001 - £24,000 £1,918 - £2,000 £451 - £470 O 
£24,001 - £25,000 £2,001 - £2,083 £471 - £490 P 
£25,001 - £26,000 £2,084 - £2,167 £491 - £510 Q 

£26,000 + More than £2,167 More than £510 R 
Don’t know Don’t know Don’t know S 

Refused Refused Refused T 
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TABLE 2:USE THE ROW NUMBER, BASED ON THE CODE (1-16) FROM TABLE 1, AND THE CODES A-
R  FROM ABOVE, THEN READ ACROSS THAT ROW, LEFT TO RIGHT, UNTIL YOU REACH THE DOT 
THAT APPLIES 

 
  TAKE CODE FROM A14 

  A-B C-E F-G H I-J K L M N-0 P Q R 

TA
K

E 
C

O
D

E 
FR

O
M

 T
A

B
LE

1 

1             
2             
3             
4             
5             
6             
7             
8             
9             
10             
11             
12             
13             
14             
15             
16             

 

 

G7. For each of the statements on this card, please choose a number that best describes your current 
situation.   
SHOWCARD.  MULTI-CODE 

 
Can you (and your family / partner) afford to . . .  

Decorate your home? 1 

ALL EXCEPT DISABLED 
MUST CODE RESPONSE 2 

(BELOW) TO AT LEAST ONE 
OF THESE IN ORDER TO 

QUALIFY AS ‘LOW INCOME’ 

Pursue a hobby or take part in regular 
leisure activity? 2 

Take a holiday away from home one 
week a year (not with relatives) 3 

Pay for home contents insurance 4 

Go out with friends for drinks / a meal 
at least once a month 5 

Make savings of £10 a month or 
more? 6 

Replace worn out furniture? 7 

Replace broken electrical goods? 8 

Spend money on yourself each week? 9 

Keep your house warm? 10 
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SHOWCARD – RESPONSES: 

1. I / we can do this (if we wanted to) 

2. I / we would like to do this, but cannot afford it at the 
moment 

3. I / we do not want or need this at the moment 

 
IF CODED IN WHITE AREA AT TABLE 2 AND THEY CODE RESPONSE 2 TO AT LEAST ONE ITEM AT G7 
THEN THEY QUALIFY AS ‘LOW INCOME’ – MONITORING QUOTA 

ASK IF CODED ‘R’ AT G6 
G8 What is the approximate annual household income from all sources before tax and 

deductions? WRITE IN AMOUNT. USE BAND IF NECESSARY  
 
£26,001 - £29,999 .................................................... 1  
£30,000 - £39,999 .................................................... 2  
£40,000 - £49,999 .................................................... 3  
£50,000 - £59,999 .................................................... 4  
£60,000 - £69,999 .................................................... 5  
£70,000 – 79,999 ..................................................... 6  
£80,000 – 89,999 ..................................................... 7 
£90,000 – 99,999 ..................................................... 8 
£100,000+ ................................................................ 9 

 

ASK ALL 

G9a. Do you have any kind of long standing physical or mental impairment, illness or disability?  By ‘long 
standing‘ I mean anything over a period of at least 12 months or that is likely to affect you for a period of 
at least 12 months  
CODE ONE ONLY 

Yes ........................................................................... 1  ASK G9b 
No ............................................................................. 2  ASK G10 
Refused .................................................................... 3  ASK G10 
 

G9b. What kind of physical or mental impairment do you have?  
CODE ALL THAT APPLY 

Breathlessness or chest pains ................................. 1 
Poor vision, partial sight or blindness ...................... 2 
Difficulty in speaking or communicating ................... 3 
Poor hearing, partial hearing or deafness ................ 4 
Cannot walk at all/ use a wheelchair ........................ 5 
Cannot walk very far or manage stairs or can only  
  do so with difficulty ................................................. 6 
Limited ability to reach ............................................. 7 
Mental health problems or difficulties ....................... 8 
Dyslexia .................................................................... 9 
Other illnesses/health problems which limit your  
  daily activities (WRITE IN) .................................... 10 
Refused ................................................................... 11 
 

ASK IF CODE 1-8 AT G9b 

G9c Does it limit your day-to-day activities? 
CODE ONE ONLY 

MONITORING 
QUOTA – 
ACUTELY 
DISABLED  

Page 87 



Affordability of Communications Services Essential for Participation: Quantitative Research 

Yes ........................................................................... 1    
No ............................................................................. 2  
Refused .................................................................... 3  
 

ASK IF CODE 1AT G9c 

G9d Are you unable to leave your house without help, because you are ill or disabled? INTERVIEWER IF 
NEEDED: By this I mean are you housebound? 
CODE ONE ONLY 

Yes ........................................................................... 1   
No ............................................................................. 2  
Refused .................................................................... 3 

 
ASK ALL 

G10. Which one of the ethnic groups shown on this card do you consider yourself to belong to?  

SHOWCARD.  CODE ONE ONLY 

  

WHITE:  
British ....................................................................... 1   
Irish ........................................................................... 2 
Other (not British or Irish) ......................................... 3 

 

MIXED OR MIXED BRITISH:  
White and Black Caribbean...................................... 4 
White and Black African ........................................... 5 
White and Asian ....................................................... 6 
Any other mixed ethnicity ........................................  7 

 

ASIAN OR ASIAN BRITISH:  
Indian ........................................................................ 8 
Pakistani ................................................................... 9 
Bangladeshi ............................................................ 10  
Any other Asian ethnicity ......................................... 11 

 

BLACK OR BLACK BRITISH:  
Caribbean ................................................................ 12  
African ..................................................................... 13 
Any other Black ethnicity  

 

CHINESE AND OTHER ASIAN:  
Chinese ................................................................... 14  
Any other Asian ethnicity ......................................... 15  
Not stated / Refused ............................................... 16   

 
 
THANK AND CLOSE 
  

MONITORING 
QUOTA – 
ACUTELY 
HOUSEBOUND. 
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C. Pen portraits 
The following section provides summaries/pen portraits for some of the key subgroups: 

‘Youngest’ age group (16-24): 

 
  

 

14% of all respondents are aged 16-24

These individuals are different to the average in that:

Not working (60% vs. 48% in total sample)
Less likely have any disability or impairment (6% vs. 14%)

Less likely to be the primary decision maker (30% vs. 45%)
Less likely bundle or package (amongst those with 1+ service or device) (62% vs. 68% total sample)
More likely to agree they “struggle to make ends meet” (44%% vs. 27%)

More likely personally access the Internet (94% vs. 80%) or Internet access at home (87% vs. 77%) 

Find the following more essential personally (same pattern for societal essentialness):
Mobile voice calls (60% vs. 46%) or texts (70% vs. 45%), instant messaging (32% vs. 21%)
Fixed broadband Internet (48% vs. 40%), Internet from laptop/desktop (46% vs. 39%)
Internet from tablet (28% vs. 19%), Internet from smartphone (53% vs. 28%)

Find the following less essential personally (same pattern for societal essential ness):
Landline voice calls (12% vs. 29%), terrestrial/Freeview TV (17% vs. 26%), radio (8% vs. 
15%)

More likely to have the following in household:
Laptop (73% vs. 64%), Tablet (50% vs. 42%), smartphone (77% vs. 59%)

Less likely to have the following in household:
Landline (57% vs. 76%)
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‘Oldest’ age group (75+): ‘Oldest’ age group (75+): 

 
 

 

  

9% of all respondents are aged 75+

These individuals are different to the average in that:

Not working (98% vs. 48% in total sample)
Children in household (0% vs. 31%)
Less likely living in large city (9% vs. 15%)
Lower HH income (36% <£15,000 vs. 25%)
Have any disability or impairment (43% vs. 14%)

More likely to be the primary decision maker (64% vs. 45%)
Less likely bundle or package (amongst those with 1+ service or device) (39% vs. 68% total 
sample)
Less likely experienced any difficulty paying for any services or devices (3% vs. 14%)
Less likely see cost of (any) services as a barrier (16% vs. 24%)
Less likely to agree they “struggle to make ends meet” (17%% vs. 27%)

Less likely personally access the Internet (30% vs. 80%) or have Internet access at home (30% 
vs. 77%) or have superfast broadband (5% vs. 24%)
Lower total telecoms spend (36% <£30/month vs. 16%)

Find the following less essential personally (same pattern for societal essentialness):
Mobile voice calls (17% vs. 46%) or texts (6% vs. 45%), instant messaging (2% vs. 21%)
Fixed broadband Internet (11% vs. 40%), Internet from laptop/desktop (13% vs. 39%)
Internet from tablet (0% vs. 19%), Internet from smartphone (0% vs. 28%)

Find the following more essential personally (same pattern for societal essential ness):
Landline voice calls (61% vs. 29%), terrestrial/Freeview TV (51% vs. 26%), radio (32% 

vs. 15%), BT phonebook directory enquiries (9% vs. 3%), itemised billing (10% vs. 6%)
Less likely to have the following in household:

Mobile phone (62% vs. 91%), Smart TV (8% vs. 33%), Pay TV (27% vs. 54%)
Desktop (20% vs. 32%), laptop (17% vs. 64%), netbook (0% vs. 11%)
Tablet (12% vs. 42%), smartphone (5% vs. 59%), Fixed broadband (51% vs. 68%)

More likely to have the following in household:
TV (86% vs. 68%), standard mobile phone (58% vs. 46%), landline (88% vs. 76%)
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DE social group: 

 
 

 

 

  

26% of all respondents are in the DE social grade

These individuals are different to the average in that:

Not working (73% vs. 48% in total sample)
Children in household (37% vs. 31%)
Lower HH income (49% <£15,000 vs. 25%), classified as OECD HH income (25% vs. 18%)
Receiving any  government benefits (70% vs. 32%), income support (18% vs. 6%), housing benefit
(34% vs. 11%)
Have any disability or impairment (25% vs. 14%)

More likely to be the primary decision maker (60% vs. 45%)
Have experienced any difficulty paying for any services or devices (21% vs. 14%)
See cost of (any) services as a barrier (35% vs. 24%)
More likely to agree they “struggle to make ends meet” (49%% vs. 27%) 
More likely to go in to debt with communications services while managing their payments (5% 
vs 2%)

Less likely personally access the Internet (67% vs. 80%) or have Internet access at home (61% 
vs. 77%) or have superfast broadband (12% vs. 24%)
Lower total telecoms spend (31% <£30/month vs. 16%)

Find the following less essential personally (same pattern for societal essentialness):
Mobile voice calls (39% vs. 46%)
Fixed broadband Internet (26% vs. 40%)
Internet from laptop/desktop (24% vs. 39%)
Internet from tablet (11% vs. 19%)
Internet from smartphone (19% vs. 28%)

Less likely to have the following in household:
Smart TV (26% vs. 33%), Pay TV (42% vs. 54%)
Desktop (22% vs. 32%), laptop (46% vs. 64%), netbook (6% vs. 11%)
Tablet (27% vs. 42%), smartphone (43% vs. 59%)
Landline (63% vs. 76%)
Fixed broadband (51% vs. 68%)
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OECD low income households: 

OECD low income was defined as those with 70% of the median household income before housing costs, 
adjusted for the size of household using the Organisation for Economic Co-operation and Development 
(OECD) equivalence scales, and coding people who can’t afford to do at least one activity on a list of typical 
activities.  Please see Appendix B for more detail. 

 
 

 
 

 

 
 

  

18% of all respondents are classified as OECD low household income

These individuals are different to the average in that:

Not working (69% vs. 48% in total sample)
More likely female (57% vs. 51%)
Children in household (47% vs. 31%)
Living in a large city (20% vs. 15%)
DE (61% vs. 26%)
Receiving any  government benefits (76% vs. 32%), income support (18% vs. 6%), housing benefit (35% vs. 
11%)
Have any disability or impairment (22% vs. 14%)

More likely to be the primary decision maker (60% vs. 45%)
Less likely bundle or package (amongst those with 1+ service or device) (61% vs. 68% total sample)
Have experienced any difficulty paying for any services or devices (29% vs. 14%)
See cost of (any) services as a barrier (40% vs. 24%)
More likely to agree they “struggle to make ends meet” (59%% vs. 27%) 
More likely to go in to debt with communications services while managing their payments (5% vs 2%)

Less likely personally access the Internet (68% vs. 80%) or have Internet access at home (64% vs. 77%) or 
have superfast broadband (11% vs. 24%)
Lower total telecoms spend (29% <£30/month vs. 16%)

Find the following less essential personally (same pattern for societal essentialness):
Mobile voice calls (39% vs. 46%)
Fixed broadband Internet (28% vs. 40%)
Internet from laptop/desktop (26% vs. 39%), Internet from tablet (14% vs. 19%), 
Internet from smartphone (19% vs. 28%)
Pay TV (15% vs. 20%)

Less likely to have the following in household:
Smart TV (25% vs. 33%), Pay TV (38% vs. 54%)
Desktop (20% vs. 32%), laptop (45% vs. 64%), netbook (5% vs. 11%)
Tablet (24% vs. 42%), smartphone (46% vs. 59%)
Landline (58% vs. 76%)
Fixed broadband (48% vs. 68%)
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Those with a disability: 

Disabled respondents were defined as having “any kind of long standing physical or mental impairment, illness 
or disability (by ‘long standing‘ we mean anything over a period of at least 12 months or that is likely to affect 
you for a period of at least 12 months)” 

 

 
 

  

14% of all respondents have any long standing impairment, illness or disability

These individuals are different to the average in that:

Not working (84% vs. 48% in total sample)
Older (65% aged 55+ vs. 35%)
Lower HH income (41% <£15,000 vs. 25%), classified as OECD HH income (27% vs. 18%)
Less likely children in household (16% vs. 31%), more likely one adult living alone (47% vs. 33%)
Living in a rural location (20% vs. 15%)
C2DE Social Grade (69% vs. 49%), E Social Grade (31% vs. 14%)
Receiving any  government benefits (59% vs. 32%), income support (9% vs. 6%), housing benefit (23% vs. 11%)

More likely to be the primary decision maker (57% vs. 45%)
No different to the average in terms of experiencing difficulty paying  for services (13% vs. 14%) or finding cost a barrier 
for broadband (6% vs. 7%)
More likely to agree they “struggle to make ends meet” (35%% vs. 27%) or “can’t afford treats” (71% vs. 78%) or prefer 
pre-payment to manage their money (31% vs. 22%)

Less likely personally access the Internet (59% vs. 80%) or have Internet access at home (57% vs. 77%) or have superfast 
broadband (12% vs. 24%)
Lower total telecoms spend (24% <£30/month vs. 16%)

Find the following less essential personally (same pattern for societal essentialness):
Mobile voice calls (33% vs. 46%), or texts (26% vs. 45%) or Instant messaging (13% vs. 21%)
Fixed broadband Internet (27% vs. 40%), Internet from laptop/desktop (26% vs. 39%), Internet from tablet (9% 
vs. 19%), Internet from smartphone (12% vs. 28%)

Find the following more essential personally (same pattern for societal essentialness):
Landline voice calls (42% vs. 29%), terrestrial/Freeview TV (38% vs. 26%), Radio (20% vs. 16%)

Less likely to have the following in household:
Smart TV (28% vs. 33%), Pay TV (45% vs. 54%)
Laptop (48% vs. 64%), netbook (5% vs. 11%)
Tablet (26% vs. 42%), smartphone (34% vs. 59%)
Fixed broadband (54% vs. 68%)
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MEG (NB: Black/Black British were the only group that showed significant differences): 

 

 

 

Decision makers that have experienced any difficulty paying for their telecoms: 

 
 

 

 

  

Black/Black British people are more likely to say the following are essential to them personally:

Texts (61% vs 45%)
Instant messaging (55% vs. 21%)
Internet from laptop/desktop (50% vs. 39%) or smartphone (45% vs. 28%)
Internet from public place (12% vs. 6%)
Internet directory enquiries (22% vs. 5%)
Phone directory enquiries (16% vs. 3%)

They are less likely to say the following are essential to them personally:
Terrestrial/Freeview TV (9% vs. 26%)
Radio (5% vs. 16%)

More likely to say they have experienced any difficulties paying for any services (29% versus total 
sample 14%)

90%

4%

3%

3%

1%

White

Black/Black
British

Mixed/Mixed
British

Asian/Asian
British

Chinese/Oth
er Asian

14% of all primary or shared decision makers have ever experienced any 
difficulty paying for at least one service or device

These individuals are more likely than the average to be:

Middle aged vs. older (46% aged 35-54, 17% aged 55+ vs. 34% aged 35-54, 35% aged 55+ in total sample)
C1C2DE vs. AB (89% C1C2DE vs. 78% total sample)
Lower HH income (38% <£15,000 vs. 25% total sample), OECD Low income HH (37% vs. 18% total sample)
On benefits (54% vs. 32% total sample)
Less likely bundle or package (amongst those with 1+ service or device) (59% vs. 68% total sample)
Have children in HH (45% vs. 31%)
Find the following more essential personally (same pattern for societal essentialness):

Text messaging (53% vs. 45%), instant messaging (30% vs. 21%)
More likely to agree they “struggle to make ends meet” (62%% vs. 27%)
More likely to go in to debt with communications services while managing their payments (14% vs 2%)
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Those that mention “Cost of service” as a reason for not using a telecoms service 

 
 

 

  

24% of all respondents mention Cost of service as a reason why they 
don’t currently use a telecoms service that they would like to use

These individuals are more likely than the average to be:

Not working (54% vs. 48% in total sample)
C2DE vs. ABC1 (58% C2DE vs. 49% total sample)
1 adult household (46% vs. 32% total sample)
On benefits (45% vs. 32% total sample)
OECD Low income HH (29% vs. 18% total sample)
Less likely bundle or package (amongst those with 1+ service or device) (62% vs. 68% total sample)
More likely to agree they “struggle to make ends meet” (44%% vs. 27%) 
More likely to go in to debt with communications services while managing their payments (4% vs 2%)
Have experienced difficulties paying for a telecoms service (21% vs. 14% total sample) 
Lower average total monthly telecoms spend (26% spend <£30/month vs. 16% total sample)
Lower rating of Fixed internet (31% vs. 40%), laptop/desktop Internet (33% vs. 39%) and Paid-for TV (12% vs. 
20%) as being personally essential 
Higher rating of Terrestrial / Freeview TV (35% vs. 26%) as being personally essential 
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D. Nation and urbanity  
 

The following section provides summaries on some of the key measures for each of the nations and by urbanity: 

 

Key results for England 

 

  

People in Scotland are more likely to say the following are essential to them personally:

Pay TV (25% vs. 21%)

People in Scotland are less likely to say the following are essential to them personally:

Fixed Internet (22% vs. 40%)
Internet from laptop/desktop (22% vs. 39%)
Internet from tablet (13% vs. 19%)
Radio (3% vs. 16%)

People in Wales are more likely to say the following are essential to them personally:

Terrestrial/Freeview TV (35% vs. 26%)
Instant messaging (28% vs. 21%)
Payphone (14% vs. 3%)

People in Scotland (36%) are more likely to give cost of service as a reason why they don’t 
currently use a telecoms service they would like to (versus 24% total sample)

People in Scotland (18%) and Northern Ireland (22%) are more likely to say they have experienced 
any difficulties paying for any services (versus total sample 14%)

84%

5%

8%

3%

England

Scotland

Wales

Northern
Ireland

Essentialness of telecoms services and devices, personally in day to day life/for society as a whole

Subgroup comparison (% rating essential)
47

45
42 41

30
28

26

21
19

19 18

7
6 6

2
3 3

45
42

34 34

33

25

29

22

11

18
15

17

9 8
9

6 8

Personally

Society as whole

Significantly higher than average

Significantly lower than average
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Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 
your day to day life. QD1  I’d now like you to think about how important different telecoms services are to people 
in general or society as a whole, rather than to you personally in your day to day life. Firstly, how important is it 
for people in general or society as a whole to have access to… Base: England n=1523 

 

Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 
ENGLAND saying each service is essential (sample sizes as noted) 

 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(464) (331) (371) (350) (243) (421) (304)

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 95% 96% 80% 80% 86% 98% 35%

Keeping in touch with family/friends 88% 91% 71% 68% 75% 97% 8%

Contacting family/friends in emergency 73% 72% 35% 37% 53% 57% 3%

Being part of society/culture 31% 10% 44% 48% 45% 27% 26%

Bringing people together 30% 25% 32% 37% 37% 27% 7%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 21% 17% 66% 62% 56% 7% 68%

Access to important information 16% 10% 56% 52% 43% 4% 40%

Access to entertainment 9% 2% 29% 32% 32% 3% 56%

Access to government services 9% 10% 35% 35% 20% 1% 3%

Educational content or for studying 7% 1% 31% 29% 21% 2% 8%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 56% 46% 50% 53% 62% 50% 41%

It’s easy to use 41% 36% 41% 41% 44% 41% 34%

It is always available/switched on 30% 24% 29% 21% 30% 20% 15%

It is reliable or fail-safe 20% 21% 19% 17% 24% 13% 14%

Can be carried anywhere/portable 36% 5% 10% 22% 45% 22% 0%

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #2

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(464) (331) (371) (350) (243) (421) (304)

Fi
na

nc
e 

an
d 

ad
m

in

NET 26% 29% 60% 54% 46% 16% 2%

Keeping on top of finances 14% 8% 45% 41% 32% 6%

Organising commitments & necessities 18% 22% 30% 29% 32% 10% 1%

Access to low cost goods or services 7% 6% 37% 36% 23% 4% 2%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 35% 13% 39% 47% 43% 17% 1%

Carrying out work 30% 11% 30% 36% 36% 14% 0%

Access to work opportunities 18% 6% 27% 31% 27% 7% 1%

Sa
fe

ty NET 56% 61% 15% 17% 29% 12% 1%

Access to emergency services 56% 61% 15% 17% 29% 12% 1%

O
th

er

NET 10% 5% 15% 13% 12% 6% 14%

There is no suitable alternative 7% 3% 9% 9% 9% 5% 9%

Supporting special needs 4% 2% 6% 4% 4% 1% 1%

Significantly higher than average

Significantly lower than average
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Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 
ENGLAND saying each service is essential (sample sizes as noted) 

 

 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All in ENGLAND saying each service is essential (sample sizes as noted) 

 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All in ENGLAND saying each service is essential (sample sizes as noted) 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(431) (318)* (286) (268) (182) (363) (289)

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 98% 96% 89% 89% 94% 98% 45%

Keeping in touch with family/friends 91% 90% 77% 76% 81% 94% 5%

Contacting family/friends in emergency 76% 77% 45% 43% 59% 63% 3%

Being part of society/culture 37% 21% 52% 49% 54% 34% 33%

Bringing people together 34% 37% 42% 43% 38% 37% 14%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 17% 19% 63% 65% 48% 9% 70%

Access to important information 13% 10% 53% 52% 40% 5% 47%

Access to entertainment 8% 4% 37% 39% 34% 3% 55%

Access to government services 8% 10% 37% 38% 27% 2% 5%

Educational content or for studying 7% 1% 38% 41% 23% 3% 11%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 50% 47% 42% 46% 55% 46% 52%

It’s easy to use 36% 36% 38% 36% 40% 37% 42%

It is always available/switched on 20% 22% 20% 21% 30% 17% 23%

It is reliable or fail-safe 15% 23% 18% 18% 19% 15% 16%

Can be carried anywhere/portable 31% 3% 10% 21% 42% 22% 0%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(431) (318)* (286) (268) (182) (363) (289)

Fi
na

nc
e 

an
d 

ad
m

in

NET 22% 33% 49% 47% 45% 13% 6%

Keeping on top of finances 12% 12% 37% 35% 32% 3% 1%

Organising commitments & necessities 17% 28% 34% 32% 33% 11% 1%

Access to low cost goods or services 8% 7% 40% 32% 27% 5% 6%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 28% 20% 48% 50% 41% 17% 2%

Carrying out work 24% 16% 39% 41% 36% 15% 0%

Access to work opportunities 18% 13% 39% 39% 29% 7% 1%

Sa
fe

ty NET 58% 63% 20% 19% 31% 17% 2%

Access to emergency services 58% 63% 20% 19% 31% 17% 2%

O
th

er

NET 12% 15% 24% 24% 15% 8% 17%

There is no suitable alternative 6% 6% 13% 14% 11% 5% 10%

Supporting special needs 8% 10% 18% 18% 8% 4% 4%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #2

Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

 

Source: QF1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would you 
rate the value for money of…Base: all primary/shared decision maker in ENGLAND who pays for: mobile phone 
n=1183, landline n=975, fixed BB n=856, USB/dongle Internet n=75, phone/tablet Internet n=352 Base for 
universal/other/utility = all primary/shared decision makers regardless of whether they use these services n=1376 

Key results for Scotland 

 

Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 
your day to day life. QD1  I’d now like you to think about how important different telecoms services are to people 
in general or society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for 
people in general or society as a whole to have access to… Base: Scotland n=262 

61%

44% 46%

9% 4% 6%

8%

20% 14%

22%
23% 15%

9% 14%
14%

24%
24%

16%

13% 14%
17%

30%
32%

39%
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13% 14%

20%

2% 1% 2% 2% 3% 4%

Payphone Directory
Enquiries
via phone

Itemised
billing you

pay for

Gas Electricity Water

Very good

Fairly good
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Fairly poor

Very poor

DK/NA

Rating value for money of services

3% 3% 2%
8% 11%3% 3% 3%
4% 2%8% 11% 9%

12% 9%

31%
35%

30%

35%
27%

35%
35%

40%

35%

34%

21%
14% 16%

6%
16%

Mobile phone Landline phone Fixed
Broadband

Internet
(USB/dongle)

Internet
(phone/tablet)

Pay for services Universal/other services Utility services

Essentialness of telecoms services and devices, personally in day to day life/for society as a whole

Subgroup comparison (% rating essential)
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8 9
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Personally

Society as whole

Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

 

 

Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 
SCOTLAND saying each service is essential (sample sizes as noted). *CAUTION LOW BASE 

 

Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 
SCOTLAND saying each service is essential (sample sizes as noted). *CAUTION LOW BASE 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(95) (56) (33)* (40)* (56) (75) (62)

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 99% 99% 86% 97% 95% 100% 16%

Keeping in touch with family/friends 97% 97% 77% 83% 82% 100% 1%

Contacting family/friends in emergency 91% 87% 39% 50% 58% 84% 0%

Being part of society/culture 21% 2% 52% 56% 62% 27% 13%

Bringing people together 16% 13% 30% 23% 37% 16% 5%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 13% 19% 69% 65% 71% 7% 74%

Access to important information 6% 4% 51% 50% 56% 4% 56%

Access to entertainment 3% 0% 56% 30% 38% 2% 59%

Access to government services 5% 16% 48% 44% 43% 3% 0%

Educational content or for studying 4% 1% 43% 25% 24% 1% 2%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 45% 15% 56% 60% 71% 46% 44%

It’s easy to use 33% 15% 52% 57% 56% 40% 32%

It is always available/switched on 25% 5% 28% 12% 27% 12% 31%

It is reliable or fail-safe 9% 6% 14% 8% 19% 6% 6%

Can be carried anywhere/portable 24% 0% 8% 15% 42% 9% 0%

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #2

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(95%) (56) (33)* (40)* (56) (75) (62)

Fi
na

nc
e 

an
d 

ad
m

in

NET 21% 32% 67% 51% 63% 8% 0%

Keeping on top of finances 8% 7% 58% 41% 44% 3% 0%

Organising commitments & necessities 14% 29% 34% 28% 40% 5% 0%

Access to low cost goods or services 2% 0% 37% 32% 37% 0% 0%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 37% 16% 75% 62% 50% 17% 3%

Carrying out work 27% 12% 53% 46% 26% 13%

Access to work opportunities 21% 11% 65% 43% 40% 8% 3%

Sa
fe

ty NET 51% 65% 14% 13% 32% 19% 0%

Access to emergency services 51% 65% 14% 13% 32% 19% 0%

O
th

er

NET 9% 1% 3% 2% 8% 4% 4%

There is no suitable alternative 7% 0% 3% 2% 8% 3% 3%

Supporting special needs 2% 1% 0% 0% 2% 0% 0%

Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or 
society? Base: All in SCOTLAND saying each service is essential (sample sizes as noted) *CAUTION LOW 
BASE 

 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All in SCOTLAND saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(88) (44)* (28)* (33)* (36)* (60) (70)

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 100% 99% 90% 92% 97% 100% 17%

Keeping in touch with family/friends 98% 99% 82% 75% 83% 100% 2%

Contacting family/friends in emergency 87% 99% 31% 50% 51% 78% 2%

Being part of society/culture 23% 4% 62% 75% 69% 40% 13%

Bringing people together 14% 12% 34% 40% 50% 28% 2%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 13% 22% 81% 79% 75% 3% 72%

Access to important information 6% 7% 67% 69% 64% 0% 59%

Access to entertainment 0% 0% 54% 60% 56% 0% 43%

Access to government services 5% 18% 51% 57% 46% 1% 0%

Educational content or for studying 1% 0% 53% 58% 33% 2% 1%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 54% 20% 38% 51% 68% 38% 52%

It’s easy to use 32% 18% 28% 37% 47% 30% 34%

It is always available/switched on 24% 4% 12% 28% 48% 22% 30%

It is reliable or fail-safe 8% 1% 15% 20% 19% 7% 11%

Can be carried anywhere/portable 32% 2% 2% 9% 48% 6% 0%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(88) (44)* (28)* (33)* (36)* (60) (70)

Fi
na

nc
e 

an
d 

ad
m

in

NET 25% 35% 65% 70% 63% 10% 0%

Keeping on top of finances 10% 7% 49% 42% 48% 0% 0%

Organising commitments & necessities 23% 33% 39% 44% 53% 10% 0%

Access to low cost goods or services 3% 0% 33% 51% 40% 0% 0%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 29% 17% 59% 67% 67% 16% 0%

Carrying out work 21% 14% 50% 62% 49% 12% 0%

Access to work opportunities 20% 13% 51% 63% 59% 7% 0%

Sa
fe

ty NET 57% 67% 11% 23% 26% 18% 2%

Access to emergency services 57% 67% 11% 23% 26% 18% 2%

O
th

er

NET 10% 5% 13% 11% 15% 3% 1%

There is no suitable alternative 7% 0% 3% 3% 15% 1% 1%

Supporting special needs 1% 4% 6% 8% 9% 0% 0%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #2

Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

 

Source: QF1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would you 
rate the value for money of… Base: all primary/shared decision maker in SCOTLAND who pays for: mobile phone 
n=214, landline n=165, fixed BB n=135, USB/dongle Internet n=9* CAUTION LOW BASE, phone/tablet Internet 
n=91 Base for universal/other/utility = all primary/shared decision makers regardless of whether they use these 
services n=256 

Key results for Wales 

 

Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 
your day to day life. QD1  I’d now like you to think about how important different telecoms services are to people 

72%
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41%
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39%
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14%
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12%
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7%

Mobile phone Landline phone Fixed
Broadband

Internet
(USB/dongle)

Internet
(phone/tablet)

Pay for services Universal/other services Utility services

Essentialness of telecoms services and devices, personally in day to day life/for society as a whole

Subgroup comparison (% rating essential)
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Personally
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Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

in general or society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for 
people in general or society as a whole to have access to… Base: Wales n=123 

Source: QC4 You noted that (service/device) was essential. What makes this essential for you 
personally? Base: All in WALES saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

 

Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 
WALES saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(30)* (16)* (19)* (21)* (17)* (50) (26)*

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 100% 100% 77% 83% 100% 100% 47%

Keeping in touch with family/friends 93% 100% 67% 83% 95% 97% 23%

Contacting family/friends in emergency 54% 69% 37% 40% 63% 60% 0%

Being part of society/culture 10% 0% 32% 46% 49% 24% 24%

Bringing people together 10% 8% 20% 49% 39% 27% 11%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 10% 17% 66% 68% 67% 16% 41%

Access to important information 7% 17% 38% 52% 40% 11% 29%

Access to entertainment 7% 0% 25% 45% 36% 12% 33%

Access to government services 4% 0% 35% 50% 39% 5% 6%

Educational content or for studying 0% 0% 38% 39% 17% 11% 6%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 40% 16% 54% 68% 64% 46% 46%

It’s easy to use 25% 16% 43% 56% 44% 42% 36%

It is always available/switched on 12% 4% 39% 19% 42% 17% 10%

It is reliable or fail-safe 17% 12% 29% 22% 31% 17% 14%

Can be carried anywhere/portable 23% 0% 11% 22% 49% 19% 0%

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #2

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(30*) (16*) (19)* (21)* (17)* (50) (26)*

Fi
na

nc
e 

an
d 

ad
m

in

NET 22% 33% 65% 67% 72% 13% 7%

Keeping on top of finances 11% 6% 52% 60% 49% 13% 2%

Organising commitments & necessities 14% 31% 30% 40% 46% 2% 5%

Access to low cost goods or services 5% 0% 44% 50% 25% 6% 4%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 14% 0% 52% 55% 36% 17% 0%

Carrying out work 11% 0% 46% 48% 36% 12% 0%

Access to work opportunities 4% 0% 29% 38% 24% 17% 0%

Sa
fe

ty NET 27% 34% 9% 2% 18% 13% 0%

Access to emergency services 27% 34% 9% 2% 18% 13% 0%

O
th

er

NET 0% 0% 13% 28% 22% 15% 20%

There is no suitable alternative 0% 0% 9% 26% 17% 15% 6%

Supporting special needs 0% 0% 9% 24% 17% 7% 2%

Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or 
society? Base: All in WALES saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All in WALES saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(27)* (20)* (27)* (17)* (12)* (34)* (24)*

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 100% 100% 97% 83% 93% 100% 24%

Keeping in touch with family/friends 100% 98% 83% 76% 85% 100% 14%

Contacting family/friends in emergency 44% 60% 33% 41% 34% 58% 0%

Being part of society/culture 15% 4% 42% 39% 32% 7% 6%

Bringing people together 18% 4% 39% 36% 26% 21% 5%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 5% 31% 57% 61% 38% 9% 69%

Access to important information 0% 20% 43% 54% 28% 9% 63%

Access to entertainment 0% 3% 38% 56% 23% 0% 65%

Access to government services 3% 13% 41% 47% 16% 0% 0%

Educational content or for studying 2% 0% 42% 26% 7% 2% 2%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 18% 18% 45% 64% 50% 54% 46%

It’s easy to use 15% 18% 36% 56% 32% 48% 44%

It is always available/switched on 3% 6% 28% 37% 41% 12% 28%

It is reliable or fail-safe 6% 10% 25% 44% 21% 20% 31%

Can be carried anywhere/portable 6% 0% 17% 38% 40% 18% 0%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(27)* (20)* (27)* (17)* (12)* (34)* (24)*

Fi
na

nc
e 

an
d 

ad
m

in

NET 6% 15% 60% 49% 43% 15% 12%

Keeping on top of finances 3% 9% 52% 36% 31% 4% 0%

Organising commitments & necessities 6% 10% 37% 49% 18% 5% 8%

Access to low cost goods or services 0% 3% 50% 43% 31% 6% 12%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 6% 7% 47% 49% 22% 2% 0%

Carrying out work 6% 7% 25% 44% 22% 2% 0%

Access to work opportunities 6% 7% 47% 41% 22% 0% 0%

Sa
fe

ty NET 36% 50% 11% 19% 11% 23% 4%

Access to emergency services 36% 50% 11% 19% 11% 23% 4%

O
th

er

NET 5% 13% 25% 29% 21% 17% 7%

There is no suitable alternative 7% 3% 3% 14% 21% 11% 7%

Supporting special needs 0% 10% 25% 20% 7% 6% 0%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #2

Significantly higher than average

Significantly lower than average
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Affordability of Communications Services Essential for Participation: Quantitative Research 

 

Source: QF1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would you 
rate the value for money of…Base: all primary/shared decision maker in WALES who pays for: mobile phone 
n=94, landline n=67, fixed BB n=58, USB/dongle Internet n=11* CAUTION LOW BASE, phone/tablet Internet 
n=29* CAUTION LOW BASE Base for universal/other/utility = all primary/shared decision makers regardless of 
whether they use these services n=113 

Key results for Northern Ireland 

 

Source: QC2 I’d now like you to look at this ‘full list’ of services and devices and tell me how important they are to you in 
your day to day life. QD1  I’d now like you to think about how important different telecoms services are to people 
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Internet
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Essentialness of telecoms services and devices, personally in day to day life/for society as a whole

Subgroup comparison (% rating essential)
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Affordability of Communications Services Essential for Participation: Quantitative Research 

in general or society as a whole, rather than to you personally in your day to day life. Firstly, how important is it for 
people in general or society as a whole to have access to… Base: Northern Ireland n=89 

 

 

Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 
NORTHERN IRELAND saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

 
Source: QC4 You noted that (service/device) was essential. What makes this essential for you personally? Base: All in 

NORTHERN IRELAND saying each service is essential (sample sizes as noted) *CAUTION LOW BASE 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(17)* (19)* (21)* (22)* (12)* (19)* (19)*

Co
m

m
un

ic
at

io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 100% 100% 85% 81% 92% 94% 22%

Keeping in touch with family/friends 98% 100% 61% 58% 92% 81% 0%

Contacting family/friends in emergency 67% 66% 25% 37% 51% 58% 0%

Being part of society/culture 24% 10% 60% 60% 81% 44% 22%

Bringing people together 4% 11% 31% 38% 48% 42% 14%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 21% 16% 75% 81% 52% 26% 94%

Access to important information 21% 5% 48% 39% 35% 19% 74%

Access to entertainment 15% 6% 55% 64% 42% 13% 76%

Access to government services 6% 5% 30% 28% 23% 7% 8%

Educational content or for studying 7% 0% 50% 26% 24% 20% 14%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 57% 88% 69% 63% 79% 68% 71%

It’s easy to use 54% 77% 58% 63% 59% 62% 65%

It is always available/switched on 30% 46% 51% 33% 58% 14% 46%

It is reliable or fail-safe 15% 34% 23% 21% 44% 8% 20%

Can be carried anywhere/portable 31% 0% 28% 15% 77% 39% 6%

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Reasons for essentialness of services & devices – personally in day to day life

Reasons for Personal ‘essentialness’ #2

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(17)* (19)* (21)* (22)* (12)* (19)* (19)*

Fi
na

nc
e 

an
d 

ad
m

in

NET 21% 16% 68% 69% 57% 32% 6%

Keeping on top of finances 13% 11% 40% 46% 55% 13% 0%

Organising commitments & necessities 7% 6% 34% 24% 23% 20% 6%

Access to low cost goods or services 8% 5% 35% 45% 14% 13% 0%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 21% 0% 50% 64% 46% 26% 8%

Carrying out work 21% 0% 28% 30% 46% 13% 0%

Access to work opportunities 15% 0% 42% 50% 32% 19% 8%

Sa
fe

ty NET 36% 67% 19% 17% 37% 21% 0%

Access to emergency services 36% 67% 19% 17% 37% 21% 0%

O
th

er

NET 6% 17% 11% 11% 12% 6% 0%

There is no suitable alternative 0% 12% 0% 0% 12% 0% 0%

Supporting special needs 6% 5% 11% 11% 12% 6% 0%

Significantly higher than average

Significantly lower than average
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Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All in NORTHERN IRELAND saying each service is essential (sample sizes as noted) *CAUTION LOW 
BASE 

 

Source: QD2 You noted that (service/device) was essential. What makes this essential for people in general or society? 
Base: All in NORTHERN IRELAND saying each service is essential (sample sizes as noted) *CAUTION LOW 
BASE 

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(29)* (16)* (13)* (21)* (14)* (24)* (19)*

Co
m
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io
n 

&
 

so
ci

al
 in

cl
us

io
n NET 97% 100% 82% 89% 92% 96% 15%

Keeping in touch with family/friends 97% 93% 72% 67% 80% 90% 8%

Contacting family/friends in emergency 72% 65% 45% 42% 49% 36% 8%

Being part of society/culture 29% 17% 69% 64% 83% 42% 15%

Bringing people together 19% 9% 33% 51% 40% 18% 15%

In
fo

rm
at

io
n,

 
ed

uc
at

io
n 

an
d 

en
te

rt
ai

nm
en

t NET 21% 17% 80% 58% 83% 3% 79%

Access to important information 13% 17% 37% 50% 55% 0% 38%

Access to entertainment 18% 9% 52% 53% 70% 3% 79%

Access to government services 4% 0% 50% 32% 11% 0% 14%

Educational content or for studying 12% 0% 61% 46% 37% 0% 5%

Fu
nc

ti
on

al
&

 
A

va
ila

bl
e

NET 60% 64% 74% 63% 83% 70% 77%

It’s easy to use 60% 64% 66% 63% 83% 60% 61%

It is always available/switched on 29% 36% 45% 26% 59% 24% 69%

It is reliable or fail-safe 26% 43% 26% 34% 21% 25% 15%

Can be carried anywhere/portable 42% 0% 27% 32% 48% 38% 0%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #1

Significantly higher than average

Significantly lower than average

Voice calls 
from a mobile

Voice calls 
from a 

landline

Internet from 
fixed home 
connection

Internet from 
laptop or 
desktop 

Internet from 
a smart phone 

Sending text 
messages

Terrestrial / 
Freeview TV 

(29)* (16)* (13)* (21)* (14)* (24)* (19)*

Fi
na

nc
e 

an
d 

ad
m

in

NET 24% 15% 63% 67% 45% 25% 11%

Keeping on top of finances 16% 9% 47% 39% 36% 4% 8%

Organising commitments & necessities 13% 15% 30% 40% 28% 6% 0%

Access to low cost goods or services 9% 0% 53% 36% 11% 15% 11%

Ec
on

om
ic

 
liv

el
ih

oo
d NET 30% 6% 77% 49% 26% 14% 8%

Carrying out work 23% 6% 70% 43% 21% 7% 0%

Access to work opportunities 23% 6% 53% 37% 18% 12% 8%

Sa
fe

ty NET 52% 55% 29% 27% 21% 6% 8%

Access to emergency services 52% 55% 29% 27% 21% 6% 8%

O
th

er

NET 5% 7% 20% 38% 19% 11% 24%

There is no suitable alternative 4% 7% 0% 6% 0% 7% 15%

Supporting special needs 5% 0% 20% 32% 19% 4% 9%

Reasons for essentialness of services & devices – for people in general/society as a whole

Reasons for Societal ‘essentialness’ #2

Significantly higher than average

Significantly lower than average

Page 107 



Affordability of Communications Services Essential for Participation: Quantitative Research 

 

Source: QF1 I’d like you to think about the value for money of a number of different utility services.  Firstly, how would you 
rate the value for money of… Base: all primary/shared decision maker in NORTHERN IRELAND who pays for: 
mobile phone n=64, landline n=56, fixed BB n=44 CAUTION LOW BASE, USB/dongle Internet n=3* CAUTION 
LOW BASE, phone/tablet Internet n=18* CAUTION LOW BASE Base for universal/other/utility = all 
primary/shared decision makers regardless of whether they use these services n=76 

All nations 

Proportion saying ‘cost of service’ is a reason why they don’t use a service they would like to use 

 

Source: QF5b Why don’t you currently use (telecoms service you would like to use)? Base: all non-users of each service 
who would like to use it *CAUTION LOW BASE 
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2%

84%
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Payphone Directory
Enquiries
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Gas Electricity Water
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Rating value for money of services
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0%36%

28%
34%
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43%

44%

45% 34%
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19%

17%
7% 10%

0%

20%

Mobile phone Landline phone Fixed
Broadband

Internet
(USB/dongle)

Internet
(phone/tablet)

Pay for services Universal/other services Utility services

Why don’t currently use (service they would like to use)

INCIDENCE 
(SAYING 

COST FOR 
ANY SERVICE

(1523)

Mobile
(40)

Landline
(160)

Fixed 
Broadband

(164)

Internet 
(USB or 
dongle)
(132)

Internet 
(SIM)
(236)

Payphone
(135)

Directory 
Enquiries
(phone)
(310)

Itemised
billing
(293)

Cost of service (NET) ENGLAND 23% 30% 52% 57% 30% 29% 13% 45% 35%

INCIDENCE 
(SAYING 

COST FOR 
ANY SERVICE

(262)

Mobile
(12*)

Landline
(35*)

Fixed 
Broadband

(45*)

Internet 
(USB or 
dongle)
(29%)

Internet 
(SIM)
(36*)

Payphone
(12*)

Directory 
Enquiries
(phone)

(70)

Itemised
billing
(46*)

Cost of service (NET) SCOTLAND 36% 35% 79% 75% 53% 52% 56% 84% 67%

INCIDENCE 
(SAYING 

COST FOR 
ANY SERVICE

(123)

Mobile
(5*)

Landline
(18*)

Fixed 
Broadband

(26*)

Internet 
(USB or 
dongle)
(15*)

Internet 
(SIM)
(23*)

Payphone
(15*)

Directory 
Enquiries
(phone)

(16*)

Itemised
billing
(21*)

Cost of service (NET) WALES 29% 69% 42% 50% 38% 36% 32% 69% 62%

INCIDENCE 
(SAYING 

COST FOR 
ANY SERVICE

(89)

Mobile
(5*)

Landline
(6*)

Fixed 
Broadband

(6*)

Internet 
(USB or 
dongle)
(16*)

Internet 
(SIM)
(17*)

Payphone
(8*)

Directory 
Enquiries
(phone)

(22*)

Itemised
billing
(23*)

Cost of service (NET) NORTHERN IRELAND 26% 25* 70% 83% 29% 48% 15% 62% 18%

Significantly higher than average

Significantly lower than average
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Key results by Urbanity 

 

Source: QC2 You’ll now see a series of screens.  On each screen, you’ll see 4 telecoms services and devices and I’d like 
you to select the item that you think is most essential to you in your day to day life, and also the item that you 
think is the least essential. Base: All respondents (sample sizes as noted) *CAUTION LOW BASE 

TOTAL

Urbanity

Large
city

Smaller city / 
large town Medium town

Small town 
(near 

urbanity)

Small town 
(far urbanity)

Rural area 
(near 

urbanity)

Rural area 
(far urbanity)

1997 297 387 632 389 37* 225 30*

Voice calls from a mobile 46% 37% 49% 46% 46% 32% 54% 50%

Sending text messages 45% 46% 43% 43% 47% 29% 47% 54%

Internet from fixed connection at home 40% 37% 40% 41% 39% 21% 43% 44%

Internet from laptop or desktop 39% 40% 41% 37% 38% 42% 41% 52%

Voice calls from a landline 29% 24% 26% 30% 30% 32% 38% 26%

Internet from a smartphone 28% 31% 33% 24% 28% 16% 29% 41%

Terrestrial / Freeview TV 26% 15% 25% 32% 22% 35% 25% 67%

Sending instant messages 21% 34% 16% 17% 21% 15% 19% 33%

Paid for TV via cable or satellite 20% 17% 19% 21% 18% 27% 19% 20%

Internet from a tablet 19% 19% 21% 14% 20% 12% 22% 25%

Radio (DAB/FM) 16% 16% 15% 18% 13% 14% 19% 24%

Internet from a public place 6% 13% 7% 5% 4% 0% 3% 5%

Itemised billing 6% 5% 5% 7% 6% 4% 4% 7%

Directory enquiries via Internet 5% 10% 5% 4% 5% 0% 6% 4%

Directory enquiries via BT Phonebook 3% 3% 2% 3% 3% 2% 7% 0%

Voice calls from a payphone 3% 3% 2% 2% 4% 2% 3% 21%

Directory enquiries via phone 3% 8% 1% 2% 3% 0% 2% 0%

Personal Essentialness - Urbanity

Relative essentialness of telecoms services and devices, personally in day to day life
Key subgroups

Significantly higher 
than total sample

Significantly lower 
than total sample
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Source: QD1  I’d now like you to think about how important different telecoms services are to people in general or society 
as a whole, rather than to you personally in your day to day life. Firstly, how important is it for people in general or 
society as a whole to have access to Base: All respondents (sample sizes as noted) *CAUTION LOW BASE 

 

  

TOTAL

Urbanity

Large
city

Smaller city / 
large town Medium town

Small town 
(near 

urbanity)

Small town 
(far urbanity)

Rural area 
(near 

urbanity)

Rural area 
(far urbanity)

1997 297 387 632 389 37* 225 30*

Voice calls from a mobile 45% 34% 46% 46% 42% 42% 56% 51%

Sending text messages 41% 44% 37% 42% 37% 36% 49% 51%

Internet from fixed connection at home 33% 31% 33% 35% 31% 15% 38% 26%

Internet from laptop or desktop 32% 31% 31% 32% 31% 18% 38% 46%

Voice calls from a landline 32% 27% 29% 34% 33% 23% 39% 50%

Terrestrial / Freeview TV 30% 23% 31% 33% 26% 27% 29% 76%

Internet from a smartphone 24% 23% 22% 24% 24% 24% 36% 14%

Sending instant messages 22% 32% 19% 18% 24% 7% 21% 44%

Internet from a tablet 18% 17% 20% 17% 17% 13% 21% 16%

Internet from a public place 16% 27% 14% 15% 13% 6% 16% 25%

Radio (DAB/FM) 14% 12% 18% 15% 12% 7% 14% 23%

Paid for TV via cable or satellite 11% 12% 10% 11% 8% 9% 18% 8%

Voice calls from a payphone 9% 11% 8% 8% 8% 7% 11% 30%

Itemised billing 8% 9% 10% 8% 7% 8% 6% 15%

Directory enquiries via Internet 8% 13% 8% 5% 6% 6% 9% 6%

Directory enquiries via phone 7% 9% 7% 6% 6% 5% 8% 10%

Directory enquiries via BT Phonebook 6% 10% 5% 5% 5% 9% 5% 0%

Societal Essentialness - Urbanity

Relative essentialness of telecoms services and devices, for society or people in general
Key subgroups

Significantly higher 
than total sample

Significantly lower 
than total sample
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E. Why services and devices are seen as essential – 
additional analysis by service/device category 

The next section looks at categories of services or devices; voice calls, fixed internet, mobile internet, 
texting/messaging and TV/radio. Amongst those saying each service or device within a category is essential we 
can compare the reasons behind this perception both personally and in terms of society in general. 

Overall Summary 

Reasons related to communication and social inclusion dominate why voice calls (mobile, landline, and 
payphone), internet and texting/instant messaging are essential.  

Voice calls are secondarily associated with ‘safety’ (i.e. contacting the emergency services), internet with 
information, education and entertainment. Finance and admin are also important reasons why 
home/laptop/desktop based internet access are essential. Being functional and available is more associated 
with smartphone/tablet internet than fixed (driven by the portability of this). 

TV and radio have quite a different profile, with those rating them essential most likely citing information, 
education and entertainment.  

Voice calls: Mobile, Landline, Payphone 

Figure 57 looks at why voice calls are considered essential either personally or for society in general.  

Universally, voice calls from any device are primarily considered essential for reasons for communication and 
social inclusion. Almost all of those rating mobile or landline voice as essential either personally or for society 
give reasons which fall into this category, as do almost nine in ten of those who feel payphones are essential. 

Safety (i.e. contacting the emergency services) is a secondary rationale for more than half of those rating mobile 
voice as essential, and six in ten of those who rate landline voice as essential. Payphones are polarised in this 
respect, with safety in mind more for society than personally; presumably for those without access to mobile or 
landline services in mind. Being functional and available is given more as a reason for mobiles (around half), 
then landlines (two fifths), then payphones (around one in three); this is driven by reasons of portability. 

Beyond these top three reasons there are some interesting differences amongst voice devices and services. 
Economic livelihood is fourth in importance, with more people saying mobiles are essential for carrying out work 
than say this for landlines or payphones (and more saying it personally than for society in general). 

Finance and administration is the fourth reason for landline voice calls, this being driven by the ability to 
organise commitments and necessities; we can perhaps hypothesis that if this involves calling companies, 
banks and so on that these calls and associated holding times are generally cheaper from landlines than 
mobiles or payphones. 
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Figure 57: Reasons (NET) services & devices are seen to be essential – personally vs. for people in 
general/society as a whole 

 

 
Source: QC4/D2 You noted that (service/device) was essential. What makes this essential for you personally/people in 

general or society? Base: All saying (voice calls from mobiles) is essential personally/for society n=606/575, all 
saying (Voice calls from landline) is essential personally/for society n=422/398, all saying (voice calls from a 
payphone) is essential personally/for society n=37*CAUTION LOW BASE/98 
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Internet: Fixed from home, laptop/desktop, in a public place 

Communication and social inclusion is also the main reason why internet services are essential; more 
vehemently so for home or laptop/desktop than in a public place, and even more so from a general people in 
society perspective than personally. Eight in ten give reasons within this category as a reason for themselves 
and nine in ten for people in general. 

Reasons related to information, education and entertainment come next, with more than six in ten mentioning 
such reasons for internet at home/desktop/laptop and around half for internet in public places. 

Economic livelihood (notably access to work opportunities) is given as a reason by a smaller proportion in 
relation to internet in a public place, yet looking at the rankings this is the third main category for public internet 
(more strongly associated with being essential than being functional & available or finance and admin). 

Being functional & available is less likely to be given as a reason for internet in a public place than 
home/desktop/laptop access. 

Finance and admin activities may be seen as more suitable for home/laptop/desktop internet; possibly related to 
personal information and security concerns about public computers. 

Safety, lack of suitable alternative and supporting special needs (the main other reasons) are more prevalent in 
in relation to society, understandably as people must bear in mind others who may face different challenges to 
their own. 

Figure 58: Reasons (NET) services & devices are seen to be essential – personally vs. for people in 
general/society as a whole 

 

 
Source: QC4/D2 You noted that (service/device) was essential. What makes this essential for you personally/people in 

general or society? Base: All saying (internet from fixed connection at home) is essential personally/for society 
n=444/354,, all saying (internet from laptop or desktop) is essential personally/for society n=433/339, all saying 
(internet in public place) is essential personally/for society n=65/173 
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Internet: From smartphone or tablet 

Internet on smartphones or tablets show a very similar distribution of reasons, both personally and for society in 
general.  

As with voice calls and fixed internet, reasons associated with communication and social inclusion dominate; 
with just under nine in ten giving these reasons personally and slightly more than nine in ten for people in 
general.  

Being functional & available is less likely to be given as a reason why internet from a tablet is essential for 
society (41% say this versus 68% giving it as a personal reason); perhaps in anticipation that tablets may take 
more getting used to for those who don’t have them (a smartphone may simply be considered a more advanced 
version of a mobile phone). Being functional & available is given as a reason in higher proportions for internet 
from smartphones than fixed/laptop/desktop internet (driven by a rationale of portability). 

 

Figure 59: Reasons (NET) services & devices are seen to be essential – personally vs. for people in 
general/society as a whole 

 
Source: QC4/D2 You noted that (service/device) was essential. What makes this essential for you personally/people in 

general or society? Base: All saying (internet from smartphone) is essential personally/for society n=328/244, all 
saying (internet from tablet) is essential personally/for society n=185/160 
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Text messages, Instant messaging 

Texting and Instant Messaging are predominantly social tools; almost universal proportions give reasons of 
communication and social inclusion when considering why these are essential personally and for people in 
general. 

Just under half say they are essential because of their being functional & available. Other reasons account for 
fewer than one in five apiece. 

Figure 60: Reasons (NET) services & devices are seen to be essential – personally vs. for people in 
general/society as a whole 

 

 
Source: QC4/D2 You noted that (service/device) was essential. What makes this essential for you personally/people in 

general or society? Base: All saying (text messages from mobile) is essential personally/for society n=565/481, 
all saying (sending instant messages) is essential personally/for society n=237/205 
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Terrestrial TV, Pay TV, Radio 

TV and Radio have quite a different profile to other communication services and devices considered in the 
research. Those rating them essential primarily cite reasons related to information, education and entertainment 
(around seven in ten for terrestrial TV and radio). 

Pay TV divides opinion somewhat in that information, education and entertainment are more likely to be cited as 
key personal (75%) than societal reasons (56%). Almost twice as many people see this as essential to society 
(11%) than personally (20%) so it is a likely hypothesis that Pay TV is a ‘nice to have’ (if you can afford it). 

Being functional & available appears higher up the ranking for terrestrial TV and radio; there are perhaps some 
operational elements that mean Pay TV is less ‘easy’ in some respects. 

For around one in three people, issues related to communication and social inclusion also play a role when 
evaluating why TV and Radio are essential. 

 

Figure 61: Reasons (NET) services & devices are seen to be essential – personally vs. for people in 
general/society as a whole 

 

 

 
Source: QC4/D2 You noted that (service/device) was essential. What makes this essential for you personally/people in 

general or society? Base: All saying (terrestrial TV) is essential personally/for society n=411/402, all saying (Pay 
TV) is essential personally/for society n=242/116, all saying (radio) is essential personally/for society n=214/144 
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F. Service and device ownership & behaviour 
Subsequent to the initial screening phase, respondents were asked about their service and device usage and 
behaviour.  They were first asked whether they had any of a list of devices in their household, and which of 
them they personally made use of.  

Figure 62 shows that the most prevalent telecoms devices were the landline phone and standard TV set  
which were personally used by two thirds (68% and 65% respectively) of our sample. 

More than half personally used a laptop or a smartphone; the latter being more prevalent than a standard 
mobile. One in three (30%) personally used a TV set connected to the Internet. 

The greatest gap between household presence and personal usage was for laptops, with 64% saying they had 
one in the household, but only 55% using it personally. TV showed the smallest gap in this respect, with most 
using it if it was in the household.  

As one might expect, devices that are personally essential have a higher prevalence. 

Figure 62: Devices in household 

 
Source: QB2a/c Which of the following devices do you have in your household/do you personally use? Base: Total 

Sample n=1997 
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Figure 63 considers the presence and usage of services (as opposed to devices) in the household.  

Figure 63 shows that nine in ten (91%) households had a mobile phone service, three quarters (76%) had  
fixed landline and two thirds had fixed broadband services (68%).  

The vast majority of respondents used and paid for the services in their households. 

Again, prevalence of a particular service is higher amongst those rating it as being personally essential. 

 

Figure 63: Services in household 

 
Source: QB3a/b/c Which of the following services do you have in your household/do you pay for/do you personally use? 

Base: Total Sample n=1997 
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The next few figures delve deeper into the usage and ownership profiles of research respondents. Figure 64 
gives a snapshot of key findings: 

Figure 64: Usage and ownership overview 

 
 
Figure 65 shows that more than nine in ten (91%) had some involvement in the decision as to what telephone 
(mobile and landline) and internet services to pay for and use. 

Figure 65: Role when deciding on telephone (mobile and landline) and internet services 

 
Source: QB1 Which of the following statements best describes your role when it comes to deciding on what telephone, 

(mobile and landline) and internet services to pay for and use? Base: Total Sample n=1997 
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Figure 66 shows that two-thirds (68%) of research respondents had a bundled package.  

Amongst these respondents, the bundle or package was most likely to be a combination of fixed broadband, 
landline phone and pay TV (triple play) or fixed broadband and landline phone. 

 

Figure 66: Bundling and most common bundles/packages 

 
Source: QB8 Do you receive any of these services as a bundle or package from the same supplier? Base: all using more 

than 1 service at B3a n=1618. QB9 What services do you receive as a bundle or package from the same 
supplier? Base: all receiving any services as a bundle n=1102 
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Figure 67 examines the approximate monthly household spend on communications services or packages and 
shows that on average this mean spend (including OTT services) was £82, with more than half spending £76 or 
more overall. Please note that this is claimed spend, which should be seen as an approximate level of spend 
due to the nature of respondent memory/knowledge of their spend across their telecoms services. 

Significant proportions were unable to remember their monthly spend for these services; notably Pay TV and 
mobile broadband. 

 

Figure 67: Approximate monthly spend on communications services/packages 

 
Source: QB11 Approximately how much does your household spend on (mobile phones) in a typical month? QB12 And 

approximately how much does your household spend on your (service/bundle) in a typical month? Bases: All 
giving an amount to mobile/telecoms or TV spend or all paying for certain service/bundle or OTT services (as 
shown) 

Figure 68 examines the approximate monthly spend on mobile phone contracts / topping up by age, whether or 
not there are children in the household and socio economic group.  It shows that younger and middle aged 
respondents (16-54 yrs), those with children and the ABC1 social groups typically spend more.  
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Figure 68: Approximate monthly spend on mobile phone contracts / topping up  

 

Source: QB11 Approximately how much does your household spend on (mobile phones) in a typical month?  
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Figures 69 and 70 show that four fifths personally access the internet. Almost all (96%) of these do so from  
home and two fifths (41%) when out and about.  

One in twenty (6%) are proxy users – i.e. somebody else accesses the internet on their behalf.  

These proxy users display significant differences in their demographic profile versus the total sample. Notably 
they are older (66% aged 55+ versus 35% overall) with a higher proportion of retired (43% vs. 23%). 

They are more likely to be disabled (21% vs. 14%), DE social class (37% vs. 26%) and OECD low income (57% 
vs. 41%). Their household telecoms monthly spend is significantly lower than the average (mean £42 versus 
£82). 

Figure 69: Internet access Figure 70: Location of internet access 

 

 
Source: QB15/16 Do you personally access the internet? 

(If no) does somebody else access the internet on 
your behalf? Base: Total Sample n=1997 

Source: QB17 At which, if any, of these places do you 
access the internet? Base: all who access the 
internet personally n=1567 
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Figures 71 and 72 show that most broadband internet packages offer unlimited usage (84%).  

Half claim they have standard broadband and one in three (35%) superfast broadband. 

Figure 71: Fixed Broadband internet package 
details 

Figure 72: Broadband type/speed 

 
 

Source: QB10 Which of the following internet packages do 
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Source: QB10 Which of the following internet packages do 
you have? Base: all using a fixed broadband 
service n=1326 

 

  

16

84

Internet package

Limited usage

Unlimited
usage

%

13

35

52

Don't know

Superfast Broadband (max
speed of 30MB or more)

Standard Broadband (max
speed up to 30MB)

Internet package
%

Page 124 



Affordability of Communications Services Essential for Participation: Quantitative Research 

Respondents were asked if they ever used OTT services to watch films, TV or sports programmes. Figure 73 
shows that one in five (22%) claimed to use such services, with Netflix and iTunes the most popular with 12% 
and 9% using respectively. 

Average claimed monthly spend (mean) on these OTT services was £8.30. 

Figure 73: Use of other telecoms services 

 
Source: QB14a Do you ever use any of the following services to watch films/TV/sports programmes? Base: Total Sample 

n=1997 QB14b How much do you spend on these services per month? Base: all using services n=423 
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