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• Key market developments

• The telecoms industry

• The telecoms user

UK Communications Market 2011: telecoms charts





Rollout of super-fast broadband services
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Figure 5.2 UK super-fast broadband rollout timeline

Source: Ofcom



Figure 5.3

Virgin 
Media ‘up 

to’ 
10Mbit/s 

cable

BT ‘up to’ 
20Mbit/s 

ADSL

Virgin 
Media ‘up 

to’ 
30Mbit/s 

cable

BT ‘up to’ 
40Mbit/s 

FTTC

Virgin 
Media ‘up 

to’ 
50Mbit/s 

cable

Virgin 
Media ‘up 

to’ 
100Mbit/s 

cable
‘Up to’ upload speed 1Mbit/s 1Mbit/s 3Mbit/s 2Mbit/s 5Mbit/s 10Mbit/s

Data cap Unlimited 10GB Unlimited 40GB Unlimited Unlimited

Standalone monthly cost £21.00 n/a £28.50 n/a £35.00 £45.00

Monthly cost when 
bundled with landline 
(excluding line rental)

£13.50 £13.00 £18.50 £18.00 £25.00 £35.00

Average download 
speed, May 2011

9.5Mbit/s 8.2Mbit/s 31.0Mbit/s 33.8Mbit/s 48.4Mbit/s No data

5

Comparison of broadband costs

Source: Ofcom / PurePricing Broadband Pricing Factbook, June 2011
Note: BT also offer a more expensive FTTC service with upload speeds of ‘up to’ 10Mbit/s and 
unlimited monthly usage which is available on a standalone basis



The purchasing and usage patterns among super-fast broadband users
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29% 33%

13%

100%

52% 60%

6% 6%

0%

20%

40%

60%

80%

100%

Total BT Virgin Media

'Up to' 100Mbit/s

'Up to' 50Mbit/s

'Up to' 40Mbit/s

'Up to' 30Mbit/s

Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with super-fast broadband (1008; Virgin Media 874, BT Infinity 134)
Note: Only respondents citing available suppliers and speeds were included in the survey

Figure 5.4
Headline download speed, by provider
Q1 – What is the maximum download speed you have been told you would get from your home broadband 
service?
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27%

93%

17%

65%

5%

74%

1%
1%

1%5% 5%2% 2%

0%

20%

40%

60%

80%

100%

Total BT Virgin Media

Don’t know

No broadband

Mobile broadband 

Cable broadband 

ADSL Broadband 

Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with super-fast broadband (1008; Virgin Media 874, BT Infinity 134) 

Figure 5.5
Previous broadband package, by current provider
Q6 – What type of broadband package did your household have before subscribing to the (current) 
broadband service? 
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66%

5% 6% 2% 7% 5% 8%
0%

8%

75%

4% 3% 3% 1% 4% 3%
0%

20%

40%

60%

80%

BT Virgin 
Media

TalkTalk/ 
AOL

Sky O2/Be Orange Other Don't know

BT

Virgin 
Media

Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with broadband before (943; Virgin Media 809, BT Infinity 134) 

Figure 5.6
Previous Internet Service Provider, by current provider
Q6a – And which Internet Service Provider did your household use before you subscribed to your (current) 
service? 
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2%

2%
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10%

2%

2%

5%

8%

16%

22%

26%

0%

4%

14%

15%

24%

24%

25%

30%

38%

47%

47%

52%

0% 10% 20% 30% 40% 50%

Don’t know

Other

Capacity limits or traffic management policy

For my work or business needs

Previous service slow so  wanted to get faster speeds

So that I can quickly upload or send large files

I want the fastest possible upload speeds

So that I can quickly download large files, such as films

Connect to online services  without experiencing delays

I want the fastest possible download speeds

Good simultaneous performance on different devices 

The deal I was offered provided good value for money

All reasons Main reason
Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with super-fast broadband (1008; Virgin Media 874, BT Infinity 134)

Figure 5.7
Reasons for choosing current broadband service
Q3/4 – Why did you choose a <xMbit/s> broadband service? And which of these was the single most 
important reason? 
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0%
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8%

9%

15%

23%

27%

1%

2%

5%

1%

4%

8%

3%

9%

16%

21%

13%

18%

0% 10% 20% 30%

Don't know

Other

So that I can quickly upload or send large files

Capacity limits or traffic management policy

I want the fastest possible upload speeds

For my work or business needs

So that I can quickly download large files, such as films

Connect to online services  without experiencing delays

Previous service slow so  wanted to get faster speeds

I want the fastest possible download speeds

Good simultaneous performance on different devices 

The deal I was offered provided good value for money

BT Virgin Media
Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with super-fast broadband (1008; Virgin Media 874, BT Infinity 134) 

Figure 5.8
Most important reason for choosing broadband service, by current provider
Q3/4 – Why did you choose a <xMbit/s> broadband service? And which of these was the single most 
important reason? 
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16%

46%

23%

10%

2% 4%

Much more expensive
A little more expensive
About the same price as my previous service
A little less expensive
Much less expensive
Don’t know

Figure 5.9
Price of current broadband service compared to previous service
Q9 – How does the price of your current broadband service compare to the broadband service that you used 
to have? 

Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with broadband before (943) 
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16%

13%

17%

17%

50%

51%

11%

11%

5%

3%

1%

5%

0% 20% 40% 60% 80% 100%

Download 
speed

Upload 
speed

Much faster than expected
A bit faster than expected
As I expected
A bit slower than I expected
Much slower than I expected
Don’t know

Figure 5.10
Speed of broadband service compared to initial expectations
Q10/11 – How does the download/upload speed of your current broadband service compare with what you 
expected when you signed up for it? 

Base: All with super-fast broadband (1008)
Source: Ofcom research, fieldwork carried out by YouGov in April 2011 
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Figure 5.11
Satisfaction with aspects of current broadband service

Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with super-fast broadband (1008), all with broadband before (943)
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Very satisfied Fairly satisfied
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Very dissatisfied Don't know

Upload speeds

Download speeds

Value for money
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connection
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Q7/8 – To what extent are you satisfied or dissatisfied with the following aspects of 
your home broadband service?/Thinking about the broadband service that you used 
to have, to what extent were you satisfied or dissatisfied with the following aspects 
of that service?
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0%
6%

8%
15%

28%
28%
29%

32%
37%
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41%
43%

47%
52%

60%
64%

76%
84%

90%
91%

96%

0% 20% 40% 60% 80% 100%

Don’t know

Other

Non peer-to-peer file sharing (For example, Rapidshare or Megaupload)

Peer-to-peer file sharing (for example BitTorrent or eDonkey)

Uploading large files

Online gaming

Video calling or video communications

Streaming  high-definition TV programmes or full-length films

Downloading large software files

Streaming music

Working from home

Streaming standard-definition TV programmes or full-length films

Downloading large files

Listening to radio/ streamed audio services

Accessing social networking sites (for example Facebook, LinkedIn)

Uploading photographs

Watching short video clips (for example YouTube)

Banking

Web browsing

Purchasing goods/ services/ tickets etc

Sending/ receiving email

Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with super-fast broadband (1008)

Figure 5.12
Services current broadband connection used for
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Figure 5.13
Change in usage compared to previous broadband connection
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40%
40%
40%
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43%
54%

63%

0% 20% 40% 60%

Banking 

Purchasing goods/ services/ tickets etc 

Sending/ receiving email 

Working from home

Accessing social networking sites (for example Facebook, LinkedIn)' 

Web browsing 

Uploading photographs 

Listening to radio/ streamed audio services

Peer-to-peer file sharing (for example BitTorrent or eDonkey) 

Watching short video clips (for example YouTube)

Online gaming 

Downloading large software files

Video calling or video communications

Non peer-to-peer file sharing (For example, Rapidshare or Megaupload)'

Uploading large files 

Streaming music

Downloading large files

Streaming standard-definition TV programmes or full-length films

Streaming  high-definition TV programmes or full-length films 

Much increased use Slightly increased use
Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with broadband before and using specified service (943)

Q13 – How has the amount you use this service(s) changed compared to when 
you had your previous broadband connection? 
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Figure 5.14
Experience of using these services compared to previous broadband connection
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0% 20% 40% 60% 80%

Banking 

Purchasing goods/ services/ tickets etc 

Accessing social networking sites (for example Facebook, LinkedIn)' 

Sending/ receiving email 

Working from home

Listening to radio/ streamed audio services

Streaming music

Web browsing 

Online gaming 

Uploading photographs 

Video calling or video communications

Watching short video clips (for example YouTube)

Peer-to-peer file sharing (for example BitTorrent or eDonkey) 

Non peer-to-peer file sharing (For example, Rapidshare or Megaupload)'

Uploading large files 

Streaming standard-definition TV programmes or full-length films

Downloading large software files

Downloading large files

Streaming  high-definition TV programmes or full-length films 

Much better Slightly better
Source: Ofcom research, fieldwork carried out by YouGov in April 2011
Base: All with broadband before and using specified service (943)

Q14 – And how would you describe your experience of these services using your current 
connection compared to your previous connection? 



Figure 5.15

Respondents % of sample % of population
Total 1008

Age
18 to 24 72 7 14
25 to 34 146 14 18
35 to 44 181 18 19
45 to 54 228 23 15
55+ 381 38 33

Gender
Male 728 72 48
Female 280 28 52

Social group
ABC1 631 63 55
C2DE 377 37 45

Children at home
No 756 75 60
Yes 236 23 40

18

Super-fast broadband research sample profile

Source: Ofcom



Mobile customers flock to pay-monthly contracts
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Figure 5.16
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Figure 5.17
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Figure 5.19
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Figure 5.20
UK smartphone sales
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Figure 5.21
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Figure 5.22
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Overview of recent trends in residential fixed telecoms pricing
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Figure 5.23
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Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; excludes non-geographic 
voice calls; adjusted for RPI; includes VAT

Cost of a basket of residential fixed voice services

£ per month (2010 prices)
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Figure 5.24
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Rental cost of a basic residential line by supplier

Source: Ofcom / PurePricing
Notes: Figures include VAT and are adjusted for RPI



Figure 5.25

Monthly line 
rental (£)

UK call set-up 
charge 
(pence)

UK fixed 
daytime call 

cost per 
minute 
(pence)

Average 
international 
daytime call 

cost per 
minute 
(pence)

Average 
mobile 

daytime call 
cost per 

minute 
(pence)

BT
2008 11.75 6.0 4.0 20.1 12.5
2009 12.50 8.0 4.5 19.6 12.2
2010 12.79 9.9 5.9 20.0 12.5

Virgin Media 
2008 12.00 7.0 4.0 24.8 15.0
2009 12.25 8.8 5.4 32.9 15.7
2010 13.24 11.0 8.5 38.8 19.0

TalkTalk 
2008 11.75 6.0 3.9 14.7 12.0
2009 12.50 8.0 4.5 14.7 11.7
2010 14.44 9.9 5.8 14.7 12.0

30

Estimated average service call costs for basic fixed line services

Source: Ofcom / Teligen
Notes: Figures include VAT, data as at July of each year; TalkTalk tariff changed in 2010 and included 
bundled evening calls in addition to weekend calls
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31

Average residential fixed voice call costs, 2005 to 2010

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; calculation of total and UK 
geographic calls costs include line rental revenues; excludes non-geographic voice calls; adjusted for 
RPI; includes VAT
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Real cost of a bundled basic landline and broadband service by supplier

Source: Ofcom / PurePricing
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• Key market developments

• The telecoms industry

• The telecoms user

UK Communications Market 2011: telecoms charts



Industry overview
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Figure 5 30Figure 5.30
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Figure 5.31
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Figure 5.32
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Total telecoms connections

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; broadband excludes 
corporate connections; fixed-line connections includes PSTN lines and ISDN channels along with lines 
reported as ‘other’ which were previously excluded from the analysis
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Fixed and mobile telecoms connections

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; broadband excludes 
corporate connections
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Source: Ofcom / operators
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Fully and partially unbundled lines

Source: Ofcom / operators
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Share of retail fixed voice call volumes

Source: Ofcom / operators
Note: Excludes NTS calls
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Average monthly revenue per mobile subscriber, by connection type
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Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators
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Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators
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Source: Ofcom / operators 
Note: 3G includes connections made via laptops/dongles as well as mobile handsets

3G connections, by network operator
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Source: Ofcom / operators
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Source: Ofcom / operators
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Source: Ofcom / operators
Note: SME broadband includes some connections over leased lines
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Source: Ofcom / operators
Note: Excludes connections made over cellular networks
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Source: Ofcom / operators
Note: Where providers have merged historic data is included under the ISP it was part of at the end of 
2010; excludes connections made over cellular networks
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Source: Ofcom / operators / IDC
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Source: Ofcom / operators
Note: Excludes revenues from non-geographic voice calls
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• Key market developments

• The telecoms industry

• The telecoms user

UK Communications Market 2011: telecoms charts
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Figure 5.67
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Figure 5.69
Household penetration of key telecom technologies
QE1: Does your household have a PC or laptop computer? / QE2: Do you or does anyone in your household have access to 
the Internet/Worldwide Web at HOME (via any device, e.g. PC, mobile phone etc)? / QE6: Which of these methods does your 
household use to connect to the Internet at home?

83

Source: Ofcom technology tracker, Q1 2011.
Base: All adults aged 16+ (n=3474)
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Fixed line services
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Figure 5.73

88

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; excludes non-geographic 
voice calls; adjusted for RPI; includes VAT
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Source: Ofcom research, Quarter 1 2011
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34s, 680 35-54s, 312 55-64s, 381 65+)

Socio economic group Age group

Figure 5.74

Use of landline for voice communications services within the home
QC2A. Do you ever use this landline phone at home yourself to make and/or receive calls, for internet 
access or both? 

Proportion of respondents



Figure 5.75
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Source: Ofcom research Q1 2011
Base = All respondent s: 3474; 16-24s = 460; 25-34s = 540; 35-54s = 1204; 55-64 = 535; 65+ = 735
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Figure 5.77

Fixed voice options tariffs 2010 and 2011

Source: Pure Pricing UK Broadband Pricing Factbook, March 2010 and March 2011
Notes: All tariffs exclude activation charges and promotional discounts and include VAT; all tariffs are 
the lowest price available, contract lengths vary. ¹Off-peak only applies to weekends  ²Also includes 
600 minutes to selected international destinations, + 600 minutes to 0845/0870 numbers (O2 only). ³ 
includes calls to Talktalk/Virgin mobile numbers. 4 Set to increase by £1.00 on 1 August 2011.

Provider

2010 2011

Fixed phone 
only

with fixed  
calls off-

peak

with fixed 
calls 

anytime

Fixed phone 
only

with fixed  
calls off-

peak

with fixed 
calls 

anytime
BT - £11.54* £16.54 - £13.60¹ £18.60
O2 - - - £7.66 £9.70 £12.77²
Orange £10.25 - - £11.50 - -
Sky - £11.00 £16.00 - £11.25 £16.25
TalkTalk £11.49 £14.44 £16.98 £12.30 £15.91 £18.51³
Virgin Media £11.99 £15.44 £19.94 £12.994 £16.994 £20.993,4
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Figure 5.78

Residential consumer satisfaction with overall fixed line service

Source: Ofcom research
Base: All adults aged 15+ with a fixed line phone
Note: Includes only those who expressed an opinion
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Figure 5.80

Lowest cost fixed broadband options from major suppliers, June 2011

Source: Pure Pricing UK Broadband Pricing Factbook, June 2011
Notes: All tariffs exclude activation charges and promotional discounts and include VAT; all tariffs are 
the lowest price available, contract lengths vary; allowances for fixed-line and mobile calls, plus 
availability of TV channels included within packages may differ by operator and option; 1Also requires 
BT fixed line rental at £13.90 a month; 2plus cost of mobile tariff

Provider
Broadband 

only

Broadband 
and fixed 

calls

Broadband 
and fixed 

line
Broadband 
and mobile

Broadband 
and pay-TV

Broadband, 
fixed line 

and mobile

Broadband, 
fixed line 

and pay-TV

AOL £15.31 1 £10.20 1 £19.09 - - - -

BSkyB £15.00 1 £15.00 1 £21.25 - - - £30.75

BT £25.60 £25.60 £26.90 - - - £31.90
O2 £13.50 1 - £21.00 £8.501,2 - £16.002 -

Orange Home £15.00 1 - £24.00 £10.00 2 - £19.00 2 -

Plusnet £6.49 1 - £18.48 - - - -

TalkTalk £6.50 1 - £22.70 £16.50- -- £29.10 -

Virgin Media £21.00 £26.49 £26.00 £45.99 £31.49 £32.99
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Source: Ofcom research, data as at Q1 of each year
Base: All adults aged 16+

Take-up of fixed and mobile broadband services by age
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Figure 5.82
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Figure 5.83
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Figure 5.84

Location of internet access

Source: Ofcom research
Base: All internet users aged 16+
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Figure 5.85

Average PC / internet time online at home, per person
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Note: Ofcom estimate of fixed internet use per person is based on Nielsen’s data on the average monthly 
time spent online at home including the use of applications across the online population only; data are for 
May of each year.
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Figure 5.86

Residential consumer satisfaction with aspects of fixed broadband service

Source: Ofcom research
Base: All adults aged 16+ with a fixed broadband connection
Note: Includes only those who expressed an opinion
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Mobile services (including mobile broadband)
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Cost of a basket of mobile services

Figure 5.87

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; excludes non-geographic 
voice calls; adjusted for RPI; includes VAT

£ per month (2010 prices)
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Average mobile cost per voice minute, by customer type

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; contract calculation 
includes rental element which will often includes a number of inclusive messages and data allowance; 
calculations use actual minutes of usage

Pence per minute





Figure 5.90
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Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; excludes 3UK; 
calculation excludes mobile broadband connections
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Average monthly outbound mobile call minutes, by subscription type

Call minutes

Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators; excludes 3UK; 
calculation excludes mobile broadband connections



Average monthly messaging volumes per subscription type
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Source: Ofcom / operators
Note: Includes estimates where Ofcom does not receive data from operators.

Figure 5.93
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Figure 5.94

Residential consumer satisfaction with aspects of mobile service

Source: Ofcom research
Base: All adults aged 16+ with a mobile phone
Note: Includes only those who expressed an opinion
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Figure 5.95
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Figure 5.96

Location of those using mobile broadband to access the internet

Source: Ofcom 
Base: 750 UK adults
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Figure 5.97
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QD28A: Which if any, of the following activities, other than making and receiving voice calls, do you use your mobile for?
Source: Ofcom technology tracker, Q1 2011
Base: All adults 16+ (n = 3474 UK, 460 16-24, 540 25-34, 1204 35-54, 535 55-64, 735 65+, 784 AB, 1014 C1, 701 C2, 
975 DE, 1679 male, 1795 female)
Note: Web/data access includes accessing the internet, downloading and streaming content, connecting using Wi-Fi and 
using VoIP. 
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Figure 5.98

Location of internet access using a mobile device

Source: Ofcom 
Base: 471 UK adults
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Source: PurePricing
Note: Data as at March of each year  Exlcudes Orange’s Racoon pay as you go tariff (5 1 pence per 

Mobile broadband tariffs
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Provider
Monthly 
charge

Data 
allowance

Minimum 
contract 

length

Charges 
above 

allowance
WiFi hotspot 

use
Vodafone 2009 £14.68 1GB 1 month £7.50 / 500MB Not included

2010 £15.00 3GB 1 month £15.00 / GB Not included
2011 £7.50 500MB 1 month £15.00 / GB 1GB

O2 2009 £14.69 3GB 1 month 19.6p / MB Unlimited
2010 £10.00 1GB 1 month 2.4p / MB Unlimited

2011 £5.11 500MB 1 month
Bundles available 

e.g. £5.11 / 500MB Unlimited
T-Mobile 2009 £14.68 3GB fair use 18 months n/a Unlimited

2010 £15.00 3GB fair use 18 months n/a Unlimited
2011 £10.00 1GB fair use 18 months n/a Not included

Orange 2009 £9.79 1GB 18 months 1.43p / MB Not included
2010 £10.00 1.5GB 18 months 2p / MB Not included

2011
£10.00 500MB 1 month Bundles available 

e.g. £5.00 / 500MB Not included
3UK 2009 £9.79 1GB 12 months 10p / MB Not included

2010 £7.50 1GB 18 months 10p / MB Not included
2011 £7.89 1GB 18 months 10p / MB Not included

Virgin Mobile 2009 £14.68 3GB 18 months £14.68 / GB Not included
2010 £10.00 1GB 2 months £15 / GB Not included

    

Lowest cost standalone mobile broadband contracts by provider

Figure 5.99
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Figure 5.100

Proportion of all adults with service (per cent)

Source: Ofcom research
Base: All adults aged 16+ with a mobile broadband connection
Note: Includes only those who expressed an opinion

Residential consumer satisfaction with aspects of mobile broadband service

Overall Speed of service


