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1 Executive summary 

Ofcom is concerned that SMEs may not be achieving the same kind of outcomes that large 

businesses are getting from the UK communications market. In particular, Ofcom wants to ensure 

that SMEs: 

 have access to a wide range of communications services to meet their needs 

 receive quality and choice in communications services  

 are protected from harm wherever necessary. 

To address this issue, Ofcom has commissioned this study from Analysys Mason, to investigate 

the current and future needs of SMEs and how these needs are met by the telecoms products 

offered to SMEs. 

This study has two main objectives: 

 to test whether there is a ‘product gap’, or a lack of suitable product options available to SMEs 

between broadband services and dedicated connectivity  

 to understand the extent to which SMEs need superfast broadband.  

1.1 Summary of the methodological approach 

There are three main parts to the study:  

 assessment of the current connectivity needs of SMEs 

 assessment of the current retail products available to SMEs 

— selection of fixed and mobile operators, and review of their product offerings 

— assessment of how products are likely to evolve to the end of the decade  

 comparison of SMEs’ connectivity needs against their current service packages  

— assessment of how SMEs’ connectivity needs are changing  

— review of general market trends in communications services to the end of the decade 

— review of key features that are likely to become increasingly important to SMEs and an 

assessment of barriers to availability and take-up of products with the predicted key 

features. 

In order to provide an evidence base for analysing SMEs’ current and future needs in greater 

detail, we have prepared eight exemplars, based on interviews conducted with a selection of 

SMEs. The exemplars identify SMEs’ current and future needs for voice and Internet services and 

illustrate how well those needs are met by the exemplar SMEs’ current service plans.  

 

The eight companies used as exemplars vary by sector and size, as summarised in Figure 1.1.  
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Figure 1.1: Overview of exemplars [Source: Analysys Mason, 2015] 

Exemplar Size (employees) Sector Activities 

1 50–249 Professional services Provides consulting services in the UK 

and internationally. It operates 12 offices, 

of which 3 are in the UK  

2 10–49 Retail Provides food services and has two 

stores 

3 10–49 Information and 

communication 

Provides IT consulting and software 

development services from its office 

4 0–9 Business 

administration and 

support services 

Provides staff recruitment services, and 

has one office 

5 0–9 Information and 

communication 

(creative) 

Provides digital design services, and has 

one office 

6 0–9 Professional services  Provides marketing services to hedge 

funds. It has one office in the UK and 

another in the USA 

7 0–9 Finance Provides asset management service and 

has two offices 

8 50–249 Transport Provides taxi services and has one office 

 

Given the small number of SMEs considered for this study, it is not possible to say whether the 

exemplars are representative of the wider base of SMEs in the UK. However, we have devised a 

methodology which allows us to provide some ‘broad-brush’ estimates of the number of 

businesses that might be represented by the exemplars. To do this, we have used data from the 

Office for National Statistics (ONS), taking account of industry sector (SIC) and size (by 

employee numbers). 

1.2 Results 

1.2.1 SMEs’ connectivity needs  

Email communication, mobile telephony, uploading of content onto the company’s website, file 

storage, Internet browsing and payment transactions are business-critical needs for most of the 

SMEs interviewed, as shown in Figure 1.2. 

Figure 1.2: Comparison of business-critical needs across the eight exemplars [Source: Analysys Mason, 2015]  

Services Number of exemplar SMEs 

that considered the services 

to be critical to their business 

Email 7 

File storage 7 

Browsing the Internet  7 
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Mobile telephony 6 

Downloading content from the Internet 6 

Executing payment transactions 6 

Landline telephony 5 

Uploading content onto own website 5 

Document sharing 4 

Sending/receiving e-invoices 4 

Internet voice/video conference 3 

Accessing CRM system (e.g. Salesforce.com) 3 

Connecting to company intranet via VPN 2 

Instant messaging 1 

Using laptop/tablet while outside the office (using mobile Internet) 1 

Using social media 1 

 

1.2.2 Current connectivity needs and how they compare to the existing service plans 

Comparing the connectivity needs of the exemplar SMEs against their current service packages 

shows that some of the exemplars’ business-critical needs are currently not met by their respective 

service plans (see Figure 1.3).  

Figure 1.3: Number of exemplar SMEs (out of eight) which consider that their business needs are not met by 

their current service plan [Source: Analysys Mason, 2015] 

Services Reliability Quality Fault resolution time 

Total Business

-critical 

Total Business

-critical 

Total Business-

critical 

Landline telephony 0 0 2 1 1 1 

Email 1 1 0 0 0 0 

Accessing CRM system 

(e.g. Sales force) 

1 0 0 0 1 0 

Internet voice/video 

conference 

1 1 1 1 1 1 

Note:  The table lists the needs (services and features) that SMEs believe are not well addressed by their current 

service plans. It indicates the number of times SMEs listed any of these services as inadequately addressed 

(column designated as “total”). It also specifies the number of times the need is critical to the SMEs’ business but 

inadequately addressed by their current service plans. 

The needs of the exemplar SMEs are becoming more complex and the increasing usage of new 

connectivity features and applications is resulting in a growing need for higher bandwidth  

DSL-based plans typically do not meet the exemplar SMEs’ bandwidth needs. 

Superfast broadband offerings usually meet the exemplar SMEs’ bandwidth needs but are not 

always available in their respective geographical locations.  
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In some cases, even the fibre-based offerings cannot meet the exemplar SMEs’ uplink bandwidth 

needs. While dedicated (leased) lines
1
 would meet these bandwidth needs, some exemplar SMEs 

consider them unaffordable. This situation implies the existence of a ‘product gap’, i.e. instances 

in which the existing connectivity offerings available in certain locations either do not adequately 

address the connectivity needs of some exemplar SMEs with offices in these locations or are 

unaffordable for some of the exemplar SMEs.
2
   

The gap could potentially be bridged, to a point, by EFM
3
 leased lines in areas where these are 

available. Also, some point-to-point fixed wireless (microwave) products could meet the exemplar 

SMEs’ uplink bandwidth needs too.   

Most of the exemplar SMEs place great value on resilient connectivity, which for some of them 

is as important as the need for adequate bandwidth  

Our analysis suggests that the exemplar SMEs have an increasing need for back-up connectivity to 

provide resilience in the event of the primary link failing. The exemplar SMEs fulfil this need via 

different means: the smaller exemplar SMEs boost the resilience of their connections by 

subscribing to two or more DSL lines or relying on mobile connectivity as a fall-back option. The 

larger exemplar SMEs subscribe to leased lines, some of which offer robust resilience options. The 

very risk-averse exemplar SMEs even subscribe to two leased lines from different service 

providers. 

There is increasing interest in advanced fixed voice telephony features among the exemplar 

SMEs. The currently available service plans meet most of these needs adequately 

Our analysis indicates that there is no evidence of a product gap when it comes to the exemplar 

SMEs’ voice connectivity needs and the available service plans. However, connectivity needs and 

voice telephony will become intertwined in the case of exemplar SMEs that are planning to 

migrate from PSTN-based landline connections to IP PBX;
4
 exemplar SMEs that opt to migrate to 

IP PBX will likely have additional connectivity needs.
5
  

The exemplar SMEs have high expectations regarding technical support for their connectivity 

services, and these expectations are not always met by their connectivity service providers 

Our analysis implies that some of the exemplar SMEs would appreciate a standard or superfast 

broadband service that would include SLAs guaranteeing faster fault resolution times, a need that 

                                                      
1
  Please note that, unless specified otherwise, “leased line” or “dedicated connection” refers to standard fibre-based 

leased-line connectivity.  

2
  As discussed in more detail in Section 5, in addition to being unaffordable for some of the exemplar SMEs, leased-

line plans often offer features which the exemplar SMEs requiring only high symmetrical bandwidth do not really 
need, such as multiple resilience options. 

3
  Ethernet in the first mile. 

4
  Internet Protocol Private Branch Exchange. 

5
  As discussed in more detail in Section 5, these needs will depend on whether the SME decides to keep the 

telephone lines and computer lines separate in the IP PBX context, or whether the two will share the network.  
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is currently addressed only in a few geographical areas and by just a few of the service providers 

included in our analysis.  

Having only one point of contact for all technical and IT support as well as all other 

connectivity needs is highly valued, particularly by the smaller exemplar SMEs 

Finding the exact information on the available service plans in certain geographical locations and 

the features they include can be quite difficult. 

The smaller exemplar SMEs particularly tend to lack both the time and the necessary skills to 

manage their relationships with the current connectivity providers and solve basic connectivity 

problems on their own.  

1.2.3 The future of SME connectivity  

The growing demand for new applications and features and the need to cut costs were identified 

by the eight exemplar SMEs covered in this study as the main factors affecting their future 

connectivity needs 

The new applications and features that the exemplar SMEs will consider using in the future 

include: unified communications, video conferencing, new CRM systems with rich feature sets, 

VPN and cloud-based storage. Investment in some of these services and applications is expected to 

help some of the exemplar SMEs reduce their overall operational costs. For instance, a more 

frequent usage of video conferencing is expected to reduce the costs associated with traveling to 

clients’ sites.  

Increased usage of some of these applications will drive the demand for higher bandwidth 

capacity. 

The exemplar SMEs’ move to new applications and features will call for more proactive 

technical and IT support from connectivity service providers in the future  

As connectivity and applications are converging, most of the exemplar SMEs would like their 

connectivity provider to be their one point of contact for technical support, IT support and act as 

their trusted adviser regarding the connectivity plans and features that their businesses need.  

Most of the exemplar SMEs claim that they are unlikely to switch service providers in the future  

The exemplar SMEs are generally unaware of the products available in the market and their 

characteristics. They find it difficult to navigate the market and fear that a potential switch to 

another operator could disrupt their business greatly, in particular that they could lose the service. 

These are some of the key reasons the exemplar SMEs stated when justifying their reluctance to 

switch providers in the future.  
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Furthermore, the perceived marginal benefit the exemplar SMEs would receive by switching is 

usually not attractive enough to compensate for the risks associated with moving to another 

provider.  

Resilience and continual uptime of both network and services will become even more important 

for the exemplar SMEs in the future 

Given the importance that the exemplar SMEs place on resilient and reliable connectivity at the 

moment, and based on their future plans (particularly those related to the adoption of new services 

and application), we expect that SMEs’ dependence on connectivity will only grow further in the 

next five years. This, in turn, will result in the exemplar SMEs valuing access to a variety of 

resilience options to ensure continual connectivity even more than they do now.  

1.3 Conclusions  

With regard to the study’s first objective, our research suggests that there is some evidence of a 

‘product gap’. This product gap is twofold: 

 it refers to the step change in price and performance, in particular uplink bandwidth, between 

broadband service plans and dedicated connectivity  

 it also refers to the mismatch between the exemplar SMEs’ needs related to technical support 

for standard and superfast broadband products and actual technical support provided by the 

operators offering these products.  

It is important to stress that, in the case of the first component of the product gap, the gap is 

relevant only to specific types of SMEs in specific sectors. In particular, most currently available 

superfast broadband plans for SMEs do not offer symmetrical bandwidth, or high uplink 

bandwidth. The companies that need high uplink bandwidth, such as IT support companies, 

software developers and hedge funds, are left with leased-line products as their only options. 

Meanwhile, these leased-line products can be too expensive and sometimes offer a number of 

other features that SMEs that are demanding high uplink bandwidth do not necessarily need, such 

as dedicated connectivity at all times. 

Regarding the study’s second objective, our assessment of the current connectivity needs of the 

exemplar SMEs and their future plans suggests that many SMEs are beginning to use applications 

and services that require high bandwidth capacity more frequently and this trend is likely to 

continue in the future. The migration to cloud-based storage, VPN connectivity and a more 

frequent use of video conferencing are just some of the applications that will likely drive the 

demand for superfast broadband.   
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2 Introduction 

2.1 Context 

Small and medium-sized enterprises (SMEs) in the UK present a diverse landscape, with varied 

communications needs, whose scale and complexity make it a difficult market to study. 

Ofcom has significantly increased its focus on SMEs recently. In September 2014, it published the 

SME Plan and is concerned that SMEs may not be achieving the same kind of outcomes that large 

businesses are getting from the UK communications market. In particular, Ofcom wants to ensure 

that SMEs: 

 have access to a wide range of communications services to meet their needs 

 receive quality and choice in communications services  

 are protected from harm wherever necessary. 

To address this issue, Ofcom has already undertaken some primary market research into the 

experiences of SMEs in the communications market. Whilst the Communications Market 2014 

report includes some SME-related data (notably on broadband), Ofcom’s recent Communications 

services and SMEs Call for Inputs, published on 6 November 2014, includes more comprehensive 

data from Jigsaw Research’s survey of around 1500 SMEs. 

This research shows that, in general, SMEs have a positive experience of communications 

services. Ofcom is, however, seeking direct input from SMEs on a number of potential areas, 

including: 

 infrastructure availability 

 product availability, technical characteristics and pricing 

 quality of service 

 transparency of information 

 switching without unnecessary barriers 

 other potential sources of consumer harm. 

In addition to the primary research described above, Ofcom commissioned Analysys Mason to 

research in greater detail the first three areas listed above. In particular, this report investigates the 

current and future needs of SMEs and how these needs are met by the existing telecoms products 

offered to SMEs.  

Taken together, the aims of the primary research described above and the findings of this study are 

to help Ofcom develop a richer understanding of SMEs’ requirements in general. 
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2.2 Objectives of this study 

The first key objective of this study is to test whether there is a ‘product gap’, or a lack of suitable 

product options available to SMEs.  

The initial hypothesis is that there are no suitable products:  

 between NGA (superfast) business services (such as BT’s Infinity Premium) and leased-line 

products,
6
 or 

 between standard business broadband (where NGA has not been rolled out) and leased-line 

products. 

If this hypothesis is correct, the current market situation could be damaging in two ways: 

 some businesses may be paying for leased lines, even though leased lines are over-specified 

for their requirements 

 other businesses may be paying for broadband products, which lack the features or support 

that the businesses would like to have (e.g. resulting in downtime when a fault occurs). 

The second key objective of this study is to understand the extent to which SMEs need superfast 

broadband. 

2.3 Methodological approach 

The methodological approach used in this study combines desk research and interviews with a 

selection of SMEs. We conducted interviews in order to gain a better understanding of the 

connectivity needs of certain types of SMEs and, as a secondary consideration, we then 

determined how they fit with a set of exogenous factors (i.e. SME industry/size/type). While the 

findings from the interviews cannot be considered as representative of the wider base of SMEs 

(due to the small number of interviews), we have developed a methodology which allows us to 

relate the findings to the broader SME market.  

Selection of SMEs for interview 

We have completed eight interviews with SMEs.
7
 The selection of SMEs broadly met the 

following criteria:  

 they were selected from a range of industry sectors, including one SME in the creative 

industries 

 they were relatively evenly distributed across sizes 

                                                      
6
  BT’s marketing for leased lines highlights the difference between broadband services and leased lines. Unlike 

broadband products for retail customers, leased lines are offered with resilience options, service level agreements 
(SLAs) and connection availability targets. Please note that while SLAs may be available on wholesale broadband 
products, these SLAs are not always offered to retail customers too.  

7
  We used Analysys Mason’s own database of SMEs and LinkedIn to select and approach the companies to interview 

for this project. 
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 they included a mix of single- and multi-site businesses. 

Finally, in terms of their communication services, the SMEs we interviewed have a range of 

bandwidth needs: some have specific connectivity needs (e.g. resilient connections, low latency, 

jitter, etc.) and focus on fixed usage, while others rely primarily on mobile.  

SME interviews 

Before conducting the interviews, we developed a questionnaire in conjunction with Ofcom.  

The scope of the interviews included voice and data services, both in the office and out of the 

office, and aimed to elicit information on the following points: 

 Technical characteristics of the service– we describe below the five main elements considered 

under this category and used throughout this report: 

— quality: refers to the sound quality over a landline or mobile voice connection as well as 

the quality of broadband connection (for example, how stable the connection is) 

— latency: refers to the level of delay between sending and receiving communication. For 

example, a connection with high latency can cause voice and video communication to be 

unclear. With round-trip latencies above 300msec, VoIP users can experience talk-over 

effects.
8
 Jitter is a related term and refers to how variable latency is in a network. When 

jitter is higher than 50msec, both latency and packet loss can increase.
9
  

— bandwidth: refers to the download and upload speed requirements of companies.
10

  

—  resilience: refers to the ability for a company’s telecoms services to remain unaffected in 

case of a faulty line. For a user, resilient connection is that which has a fall-back option if 

the primary connection is down. For example, companies can increase their connectivity 

resilience by having more than one line coming to the office or by switching to mobile 

connectivity when their fixed connectivity is broken. Similarly, leased-line connectivity 

can offer a variety of resilience options such as back-up, fail-over and load-balancing. 

— reliability: refers to a reliable connection i.e. which is working for a very high proportion 

of the time and delivers consistent quality of service.  

 Service-level characteristics – including provisioning, resilience and fault resolution. 

 Customer-service characteristics – including account management, technical support, contact 

hours and issue resolution. 

 Affordability – an assessment of the ability/willingness to pay for connectivity services. 

Figure 2.1 illustrates how we split bandwidth needs into three categories (low, medium and high) 

                                                      
8
  http://www.dslreports.com/faq/12257 and http://www.testyourvoip.com/faq.html.  

9
  High jitter can cause data packets to arrive at their destination with different timing or in a different order.  

10
  In Figure 2.1, we illustrate how we split bandwidth needs of SMEs into three categories: low, medium and high. 

http://www.dslreports.com/faq/12257
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Bandwidth needs Download Upload Figure 2.1: Illustration 

of the levels of 

bandwidth needs 

[Source: Analysys 

Mason, 2015] 

Low 0–5Mbit/s 0–1Mbit/s 

Medium 5.1–10Mbit/s 1.1–5Mbit/s 

High
11

 Above 10Mbit/s Above 5Mbit/s 

During the interviews, we asked SMEs about both their current and anticipated future connectivity 

needs, with reference to the service packages that they currently subscribe to.  

Developing exemplars using insights from interviews, and our wider experience of the SME 

market 

The report includes eight exemplars that we have developed. The exemplars are heavily dependent 

on the qualitative and quantitative information gathered from the interviews. In the event of 

information gaps, we complemented the interview data with information from specific SME-

related work we have undertaken in the past. 

Relating the exemplars to the broader market 

Given the small number of SMEs considered (eight), it is not possible to say whether the 

exemplars are representative of the wider base of SMEs in the UK. However, we have developed 

some ‘broad-brush’ estimates of the number of businesses that might be represented by the 

interviewed SMEs across the UK as a whole. To do this, we have used data from the Office for 

National Statistics (ONS), taking account of industry sector (SIC) and size (by employee 

numbers). (Please refer to Section 3.3 for more detail on the scaling methodology we used.)  

2.4 Report structure 

The remainder of this document is laid out as follows: 

 Section 3 examines SMEs’ current and future needs for voice and data connectivity, using a 

set of ‘exemplars’, developed from a series of interviews with SMEs 

 Section 4 assesses the retail products that are currently available to SMEs 

 Section 5 compares SMEs’ connectivity needs with the service offerings from telecoms 

providers 

 Section 6 discusses the future of SME connectivity 

 Section 7 provides our conclusions.  

                                                      
11

  Please note that the high bandwidth needs, as defined in Figure 2.1, are not necessarily high for larger SMEs which 

often require 40–50Mbit/s symmetrical bandwidth.  
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3 Exemplar SMEs: current and future needs for voice and data 

connectivity 

3.1 Introduction 

In order to provide an evidence base for analysing SMEs’ current and future needs in greater 

detail, we have prepared eight exemplars, based on a set of interviews conducted with a selection 

of SMEs. The exemplars identify SMEs’ needs for voice and Internet services. For each SME, we 

consider both “business-critical” and “nice-to-have” services and features, and discuss how 

frequently they are used, for which purposes and by which departments.  

The exemplars also review how well SMEs’ current service plans meet these needs, with particular 

reference to:  

 Technical characteristics – including downstream and upstream bandwidth, bandwidth 

guarantees, latency and jitter 

 Service-level characteristics – including provisioning, resilience and fault resolution 

 Customer-service characteristics – including account management, technical support, contact 

hours and issue resolution 

 Affordability – an assessment of the ability/willingness to pay for the connectivity services.  

At the end of each exemplar, we summarise the SMEs’ future connectivity needs.  

3.2 Exemplar types 

Each exemplar has been prepared on the basis of an interview with an SME. The eight companies 

used as exemplars vary by sector and size, as summarised in Figure 3.1.  

Figure 3.1: Overview of exemplars [Source: Analysys Mason, 2015] 

Exemplar Size (employees) Sector Activities 

1 50–249 Professional services Provides consulting services in the UK 

and internationally. It operates 12 offices, 

of which 3 are in the UK (Cambridge, 

London and Manchester) 

2 10–49 Retail Provides food services and has two 

stores 

3 10–49 Information and 

communication 

Provides IT consulting and software 

development services from its office 

4 0–9 Business 

administration and 

support services 

Provides staff recruitment services, and 

has one office 
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Exemplar Size (employees) Sector Activities 

5 0–9 Information and 

communication 

(creative) 

Provides digital design services, and has 

one office 

6 0–9 Professional services  Provides marketing services to hedge 

funds. It has one office in the UK and 

another in the USA 

7 0-9 Finance Provides asset management service and 

has two offices 

8 50–249 Transport Provides taxi services and has one office 

 

These exemplars can be categorised according to whether they have specific connectivity needs 

and what level of bandwidth they require. A company is categorised as having specialist 

connectivity needs if it requires certain connectivity features (e.g. a specific type of service or 

quality of service, resilience, latency, bandwidth, reliability and/or support) that are not offered 

within standard, entry-level service packages. Figure 3.2 shows how the eight exemplars are 

categorised in terms of their specific needs and bandwidth demand.
12

 

 

Figure 3.2: 

Categorisation of 

exemplars by 

bandwidth demand and 

specific connectivity 

needs [Source: 

Analysys Mason, 2015] 

Note: we define low, medium and high bandwidth requirements in Figure 2.1. 

 

                                                      
12

  Please note that Exemplars 4 and 5 are represented twice on the diagram. The blue circle represents the position 

we expected the exemplar to have on the diagram, before we conducted the SME interviews, while the red circle 
indicates each exemplar’s actual position (based on its stated needs and how ‘data light’ or ‘data heavy’ it is). 
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Before conducting the interviews we estimated what position we expected each exemplar to 

occupy in the above diagram. This was done in an attempt to ensure that a diverse range of SMEs 

had been selected. After conducting the interviews, it was apparent that the needs of some SMEs 

are slightly different from what we originally expected. In particular: 

 We expected that a company which provides digital design services would have data-heavy 

bandwidth requirements and specific connectivity needs 

— however, Exemplar 5 contradicted this hypothesis, since most of the large files that the 

company delivers to clients are uploaded onto clients’ accounts in small increments over a 

period of time. 

 We expected that a company which provides recruitment services would have no specific 

connectivity needs 

— however, Exemplar 4 contradicted this hypothesis, since the company is dependent on 

having access to at least an average bandwidth capacity
13

 to run quality Internet 

videoconferencing. 

The change in the anticipated position of the two exemplars illustrates that it can be difficult to 

generalise about SMEs’ connectivity needs; even those connectivity needs that might seem 

obvious are not always borne out in practice.  

Figure 3.3 provides more detail on the categorisation of the exemplars. 

Figure 3.3: Further information on categorisation of exemplars [Source: Analysys Mason, 2015] 

Exemplar Specific connectivity needs Bandwidth demand 

1 Specialist. It has specific needs that 

include managed services and use of a 

VPN
14

  

High. On a per-user basis, the data 

demand requirements are medium but, 

as a whole, the company has high 

bandwidth needs 

2 Non-specialist. Its needs are simple. 

The services used are standard 

Low. Demand is mainly driven by email 

usage and light content upload 

3 Specialist. It needs reliable, low 

latency and high-bandwidth broadband  

High. High bandwidth is required to 

enable efficient software development 

remotely 

4 Specialist. Having reliable and low 

latency broadband is very important 

Medium. Video conferencing is the 

most data-heavy service used and is 

expected to have medium bandwidth 

needs
15

  

5 Non-specialist. It uses standard 

services  

Medium. Content upload has the 

largest bandwidth requirement, but this 

involves files of an average size  

                                                      
13

  Defined as “medium bandwidth need” in Figure 2.1. 

14
  Virtual private network. 

15
  We assume that to conduct high-definition video conferencing, the company would ideally require an upload and 

download speed of 1.5Mbit/s. This assumption is based on Microsoft’s advice on using Skype, available at: 
https://support.skype.com/en/faq/fa1417/how-much-bandwidth-does-skype-need. 
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Exemplar Specific connectivity needs Bandwidth demand 

6 Non-specialist. It uses standard 

services 

Low. Bandwidth demand is mainly 

driven by email usage 

7 Specialist. The Internet connection 

needs to be very resilient 

Medium. The need to access files 

remotely from the company’s servers 

requires a fast enough upload speed at 

the premises 

8 Specialist. It needs high bandwidth, 

low latency and resiliency 

High. High-bandwidth is required to 

support the development and running 

of applications in the cloud 

3.3 Scaling approach to relate exemplars to broader market  

In total, there are around 2.6 million SMEs in the UK,
16

 over 80% of which are micro-businesses 

with fewer than 10 employees.
17

 We have conducted eight interviews with SMEs that fall into 

different categories based on their main business activity and size. While we are aware that our 

sample is not representative of all the companies within their respective categories, we believe that 

there is value in relating the findings to the broader UK market. To this end we have used a 

simplified scaling approach, as described below.  

This scaling is based on the use of SME data from the ONS, which provides a breakdown of SMEs 

by SIC and employee category (see Figure 3.4). By mapping the SME exemplars onto this table, 

we have been able to make some ‘broad-brush’ estimates of the number of SMEs represented by 

the exemplars considered in this study. The distribution of exemplars by number of employees and 

industry is indicated in Figure 3.4 below.
18

 

Figure 3.4: Number of SMEs (in thousands) by industry and size [Source: Office for National Statistics, 2015] 

 No. of employees 

Industry (ranked by total number of SMEs) 0–

9 

10–

49 
50–249 0–249 

Wholesale and retail; repair of motor vehicles 395 80 10 485 

Professional, scientific & technical 354
Ex6

 26 4
Ex1

 384 

Construction 245 18 3 267 

Arts, entertainment, recreation & other services 155 21 3 178 

Business administration and support services 150
Ex4

 21 6 177 

Information & communication 160
Ex5

 11
Ex3

 2 173 

Accommodation & food services 117 45
Ex2

 5 167 

Production 113 30 9 152 

                                                      
16

  The ONS defines an enterprise as the smallest combination of legal units (generally based on VAT and/or PAYE 

records). Businesses that do not need to register for VAT are not captured in our study. Source: 
http://www.ons.gov.uk/ons/taxonomy/index.html?nscl=Businesses+by+Employment+Size#tab-data-tables.  

17
  While we used the ONS SME estimate, we acknowledge that the Department for Business, Innovation & Skills (BIS) 

estimates that there were 5.2 million SMEs in the UK at year-end 2014. The BIS estimates that 2.3 million 
businesses are required to register for VAT.  

18
  The term ‘Exn’ indicates which category of enterprise Exemplar n belongs to (by industry and number of 

employees). 

http://www.ons.gov.uk/ons/taxonomy/index.html?nscl=Businesses+by+Employment+Size#tab-data-tables
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 No. of employees 

Industry (ranked by total number of SMEs) 0–

9 

10–

49 
50–249 0–249 

Health 89 51 10 150 

Agriculture, forestry & fishing 142 4 0 147 

Property 85 7 1 93 

Transport & storage (including postal) 67 13 4
Ex8

 84 

Education 31 23 13 67 

Finance & insurance 53
Ex7

 10 2 65 

Public administration and defence 13 8 4 25 

Total 2170 367 77 2614 

 

The relative size of each SME category by industry and number of employees is illustrated in 

Figure 3.5.
19

 Our analysis of exemplars covers around 30% of SMEs. However, the needs captured 

in our exemplars are expected to overlap with those of other types of SMEs. 

Figure 3.5: Relative number of SMEs (in percentages) by industry and number of employees [Source: Office 

for National Statistics, 2015] 

 No. of employees  

Industry (ranked by total number of SMEs) 0–9 10–49 50–249 0-249 

Wholesale and retail; repair of motor vehicles 15.1% 3.0% 0.4% 18.5% 

Professional, scientific & technical 13.5%
Ex6

 1.0% 0.2%
Ex1 

14.7% 

Construction 9.4% 0.7% 0.1% 10.2% 

Arts, entertainment, recreation & other services 5.9% 0.8% 0.1% 6.8% 

Business administration and support services 5.7%
Ex4

 0.8% 0.2% 6.8% 

Information & communication 6.1%
Ex5

 0.4%
Ex3

 0.1% 6.6% 

Accommodation & food services 4.5% 1.7%
Ex2

 0.2% 6.4% 

Production 4.3% 1.1% 0.3% 5.8% 

Health 3.4% 2.0% 0.4% 5.8% 

Agriculture, forestry & fishing 5.4% 0.2% 0.0% 5.6% 

Property 3.3% 0.3% 0.0% 3.6% 

Transport & storage (including postal) 2.6% 0.5% 0.2%
Ex8

 3.2% 

Education 1.2% 0.9% 0.5% 2.6% 

Finance & insurance 2.0%
Ex7

 0.4% 0.1% 2.5% 

Public administration and defence 0.5% 0.3% 0.1% 0.9% 

Total 83% 14.0% 2.9% 100.0% 

In Sections 3.4 to 3.11 below, we describe the eight SME exemplars developed based on the 

interviews we conducted as a part of this study.  

                                                      
19

  The percentages are calculated by dividing the absolute number of enterprises in each category (industry and 

enterprise size) by the total number of SMEs in the UK. 
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3.4 Exemplar 1 – Medium-sized enterprise providing professional services 

This company provides professional services and has more than 200 employees worldwide, 

including its overseas sites. Using our scaling approach, the needs of this company would be 

similar to those of 4000 other companies across the country.
20

 Figure 3.6 summarises the key 

findings from Exemplar 1. 

Figure 3.6: Key findings from Exemplar 1 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services  The company considers the following nine 

services/applications to be critical to the business: 

landline telephony, mobile telephony, e-mail, 

downloading content from the Internet, uploading 

content to its website, browsing the Internet, files 

storage, connecting to company intranet via VPN, 

executing payment transactions online.  

Current needs  

 Specialist vs. non-specialist needs  The company has a number of specialist 

connectivity needs, with resilient connectivity being 

the most important one. 

 Bandwidth  The bandwidth needs vary across offices and 

depend on the office headcount. While larger 

offices would need symmetrical bandwidth of at 

least 50Mbit/s, some of the smaller ones could 

“survive” on 4Mbit/s. The usage of video 

conferencing and content sharing drives the current 

need for high bandwidth across the company.  

Future needs   

 Specialist vs. non-specialist needs  The company does not expect its current need for 

resilience to change in the future.  

 Bandwidth   In the near term,
21

 the company does not expect its 

bandwidth needs to increase significantly and will 

thus prioritise cost over increased bandwidth in the 

upcoming connectivity contract renewal.   

In the next 5–10 years, the company expects the 

move to cloud services and more frequent usage of 

richer multimedia applications to drive the need for 

a 1Gbit/s connection.  

 Technical support  In the foreseeable future, the company would like to 

reduce the number of connectivity providers it 

works with and receive an end-to-end offer for 

connectivity and managed services from a single 

provider. This will not only allow the company to cut 

costs but also, the company believes that it will 

receive better technical support and a more reliable 

service if working with fewer providers.  

                                                      
20

  This means there are 4000 companies that provide professional services and have between 50 and 249 employees 

in the UK. 

21
  In the next two years. 
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3.4.1 Profile 

Exemplar 1 provides professional services to clients in the UK and internationally. It has premises 

around the world.
22

 The company connects three premises in the UK and nine more abroad. Half 

of the employees worldwide work remotely.
23

 The company uses both landline
24

 and mobile 

telephony, as well as fixed and mobile broadband services. The company’s IT department is 

responsible for managing the relationship with service providers. Figure 3.7 provides a summary 

profile of the company. 

Figure 3.7: Company profile for Exemplar 1 [Source: Analysys Mason, 2015] 

Characteristic Description 

Business sector Professional services 

Number of connected premises in the UK More than 2 

Number of connected premises outside the UK More than 5 

Number of employees 49–250 

Share of employees working remotely on any given 

day 

50% 

 

3.4.2 Connectivity needs  

The exemplar subscribes to fixed broadband plans from Vodafone and Zen. Landline and all 

mobile services are provided by Vodafone.  

Services Description Provider Figure 3.8: Telecoms 

services used by 

Exemplar 1 [Source: 

Analysys Mason, 

2015] 

Landline 185 unique phone numbers Vodafone 

Fixed 

broadband 

Single symmetric 100Mbit/s 

Internet breakout plus 

symmetric 100Mbit/s site-to-site 

leased line in two offices 

Vodafone, Zen 

Mobile voice 

and data 

140 personal mobile numbers Vodafone 

Mobile 

broadband 

85 3G data SIM cards Vodafone 

 

The company currently has specialist connectivity needs that will remain similar in the future. Its 

current bandwidth needs are high, and may increase in the future with the move to cloud services 

and a more frequent use of richer multimedia applications. Figure 3.9 summarises the company’s 

current and future connectivity needs.  

                                                      
22

  In North America, Africa, Middle East, Asia and Europe.  

23
  Around two thirds of the company’s employees are consultants who often travel to client sites, where they may 

spend at least several consecutive days working from clients’ offices. 

24
  PSTN fixed voice service. 
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Figure 3.9: Summary of current and future connectivity needs for Exemplar 1 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  While an average employee typically 

does not require high bandwidth, the 

company needs high bandwidth to 

connect all of its UK-based offices to 

the central office via VPN. Also, 

some employees use rich 

multimedia services (such as video 

conferencing) that drive the need for 

more bandwidth. While the company 

currently receives a symmetrical 

100Mbit/s service, it believes that it 

could perform all its business-critical 

services with 50Mbit/s access.  

If video conferencing is used more in 

the future and if the company moves to 

cloud-based file storage, the company 

will likely need higher bandwidth 

(1Gbit/s access has been mentioned by 

Exemplar 1 as the bandwidth capacity 

the company may need 5–10 years from 

now). 

However, the company expects that the 

evolution of tools and services it uses 

(e.g. Lync) will allow for their use with 

relatively low bandwidth in the future 

too.
25

   

Latency  The company needs low latency 

connectivity particularly for video 

conferencing, upload and download 

of information and VPN connectivity.  

No change   

Quality  The company needs to receive a 

“reasonably” good voice quality in 

the case of landline and mobile 

telephony. 

The company is planning to integrate 

the Lync service with the company’s 

PBX, to replace the current landline 

service. The currently volatile quality of 

voice sound on Lync will have to be 

addressed. 

Reliability  The company needs very reliable 

Internet connectivity. The company’s 

clients access services and make 

payments on the company’s website 

and thus a non-reliable connectivity 

could disrupt its business and create 

a negative image with clients. 

No change  

Resilience  The company needs very resilient 

voice and Internet connectivity.
26

 

This is why it is currently subscribing 

to services from two Internet service 

providers including a 100Mbit/s 

point-to-point leased line with EFM 

back-up.
27

  

No change  

Technical support  The company needs to have faults 

related to Internet connectivity 

resolved as soon as possible, and in 

the case of landline and mobile 

telephony within a couple of hours.  

The company would like to consolidate 

its connectivity, IT support, and 

business applications suppliers. It 

believes that the consolidation of 

suppliers would result in better technical 

support.  

                                                      
25

  Lync, an instant messaging service from Microsoft, for example, constantly monitors bandwidth and adjusts its 

compression codecs accordingly. On a fast connection, it will use available bandwidth for highest quality video and 
audio communications, but it will still work on slower connections only with more compression. 

26
  If the Internet connection fails, there is a risk that this will disrupt the business immediately, as it may prevent the 

transfer of critical communication. This situation will affect the productivity of employees (e.g. by preventing them 
from accessing project files on the server and from sending files by email) and could potentially damage the 
company’s reputation with clients (e.g. if deadlines are missed). 

27
  Ethernet first-mile back-up. 
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Current needs  

While the importance of different services varies from one department to another (e.g. the proper 

functioning of the customer relationship management (CRM) system is essential for sales 

functions), Figure 3.10 indicates which services/tools are critical to the company’s business. It also 

ties particular connectivity needs to each of the services.  

Figure 3.10: Services by level of importance to Exemplar 1 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Landline telephony  Yes Important, but if it fails 

calls are redirected to a 

mobile number 

Reliability and good 

voice quality
28

 and 

resilience 

Mobile telephony  Yes More important than 

landline telephony, as it 

is available to staff 

when on the move
29

 

High quality (clear 

sound) 

Email  Yes Supports most internal 

and external 

communication 

Reliability, resilience 

and low bandwidth 

Uploading content onto 

own website 

Yes Supports sales and 

marketing
30

 

Reliability, resilience 

and typically low 

bandwidth 

Downloading content 

from the Internet  

Yes Supports sales and 

marketing, as well as 

internal work 

Reliability, resilience 

and typically low 

bandwidth  

File storage  Yes Secure storage in the 

cloud for confidential 

data 

Reliability, resilience 

and high bandwidth 

Browsing the Internet  Yes A key tool for everyday 

work 

Reliability and typically 

low bandwidth 

Connecting to company 

intranet via VPN 

Yes A key service to 

support remote work. 

Two of the company’s 

three UK offices are 

continuously connected 

to the Manchester 

office via VPN 

Reliability, resilience, 

high bandwidth and low 

latency  

Executing payment 

transactions 

Yes Supports purchases on 

the website 

Reliability, low 

bandwidth and low 

latency  

Instant messaging  No  Reliability and low 

bandwidth  

                                                      
28

  Good voice quality means a clear sound of voice.  

29
  If the mobile connection fails, a call will only be received if the employee is at his/her desk (or other location where 

the landline phone is positioned). 

30
  The company sells research products to customers directly from its website. 
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Services Business-critical? Description Needs related to each 

service  

Internet 

voice/videoconference  

No Becoming increasingly 

important
31

 

Reliability, medium 

bandwidth and low 

latency 

Document sharing  No  Reliability, high 

bandwidth and low 

latency  

Accessing CRM system 

(e.g. Salesforce) 

No  Reliability and low 

latency  

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

No  Reliability  

Sending/receiving e-

invoices 

No  Reliability and low 

bandwidth 

Using social media No  Reliability and low 

bandwidth 

 

The company uses both landline and mobile telephony, as well as fixed and mobile broadband 

services. While landline, mobile and fixed telephony are used on a daily basis by the vast majority 

of the company’s employees, mobile broadband is used sporadically by around half of employees. 

In the following paragraphs we discuss how these services are used, distinguishing between 

“business-critical” services and “nice-to-have” services. 

The company’s employees use landlines primarily to talk to clients. These calls can be related to 

business development or provision of services. The split between landline and mobile phone use is 

somewhat blurred in the UK, as the company has a converged solution for landline and mobile 

telephony. This solution allows users to receive calls on their mobile phone if their landline 

number is busy or not functional (and vice versa). 

Overall, the company’s bandwidth requirements vary across its offices. While the company 

currently receives a symmetrical 100Mbit/s service, it believes that it could perform all its 

business-critical services with 50Mbit/s access in its largest offices. While an average employee 

typically does not require high bandwidth, the company needs high bandwidth to connect all of its 

UK-based offices to the central office via VPN. Also, some employees use rich multimedia 

services (such as video conferencing) that drive the need for more bandwidth. To assess the 

company’s data requirements we looked specifically at:  

a) the size of files exchanged via email 

b) the frequency of usage of videoconferencing tools 

c) the size of files uploaded onto the company’s website and downloaded from the Internet 

d) how the company stores files  

                                                      
31

  The importance of this service is growing given the international character of the projects the company works on, 

and the need to cut costs. 
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The Internet service is mainly used for email, browsing and to connect to the company’s VPN. 

a) The files exchanged via email are mainly text documents, so generally not very large files. 

b) The main videoconferencing tool used is Microsoft’s Lync. This tool is available to employees 

but it is still a relatively new technology to the company and so is still used relatively rarely 

for voice calls; most employees do use Lync as an instant messaging tool, however. The 

company offers the Blue Jeans videoconferencing tool to its employees, but at the time of the 

interview no employees had used this.
32

 

c) Videos on the company’s corporate website are hosted on YouTube. Uploads and downloads 

represent mainly text documents. Downloading of content and browsing the Internet account 

for the vast majority of the bandwidth used, with upload making up only a small proportion. 

d) The majority of files used by employees are stored on the company’s servers. It is particularly 

important for users to be able to access data remotely when working on confidential projects, 

as this is more secure than having the data stored locally on a laptop. The size of the files can 

vary from small Word or PowerPoint documents to larger Excel files (e.g. 20MB file size). 

This is why the company needs Internet connectivity with high download and upload 

bandwidth.  

The company’s current communications service plans include SLAs. However, for these to be 

activated the problem needs to be very significant and persistent. As a result, SLAs do not have a 

lot of practical value for the company, as it would be very difficult to use them to address issues. 

The company’s representative referred to the SLAs as a “comfort blanket”. 

The company’s current connectivity costs are listed in Figure 3.11. 

Figure 3.11: Current connectivity costs for Exemplar 1 [Source: Analysys Mason, 2015] 

Service  Provider Annual cost 

(GBP thousand) 

Mobile Broadband (UK Only) Vodafone 22 

40Mbit/s Internet Line (with ADSL backup) Zen Internet 12 

100Mbit/s Internet Line (Manchester) Vodafone 14 

100Mbit/s Internet Line (London) Vodafone 12 

100Mbit/s Point to point leased line with EFM Backup 

(Manchester / London) 
Zen Internet 20 

Microsoft Office 365 (Lync / Exchange online) Microsoft 17 

Vodafone OneNet (Mobile / Landline Telephony) Vodafone 220 

The company would be willing to pay 25% more to address the Internet connection latency
33

 and 

the problems related to high Wi-Fi density it is currently experiencing in a few of its offices.
34

 The 

                                                      
32

  As we discuss in the sub-section on future needs in more detail, the company expects the usage of video 

conferencing to become more frequent in the future.  

33
  Please note that most of the problems related to Internet connection latency are particular to the Exemplar’s offices 

outside of the UK. 

34
  The use of Lync for voice/video calls over Wi-Fi is limited in offices where many employees use Wi-Fi at the same 

time (e.g. London) as the quality of service is relatively poor.  
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company would be interested in an offer from its telecoms provider which includes a quality-of-

service assurance to its local area network (LAN). 

Future needs 

Exemplar 1 already has a converged solution for landline and mobile telephony. Tools based on 

data connectivity (such as Lync) are progressively being adopted by the company’s employees for 

voice calls. The next step is to integrate the Lync service with the company’s PBX, to replace the 

landline service. The main driver for this move is the cost savings that it would generate. The 

implication of moving all voice calls from landline to data connectivity is that it would be 

necessary to increase the data bandwidth and quality of service provided by the current plan; 

however, Exemplar 1 is not particularly worried about the additional bandwidth that the migration 

to IP PBX would require. Commenting about this, the company’s representative stated: 

“bandwidth is relatively cheap and compression codecs are good.” What could create additional 

complexity is a situation in which an SME would decide to migrate to IP PBX by allowing the 

telephones and the computers to share the network. In this case, the SME’s IT department would 

need to configure its firewall to allow SIP traffic to pass through to the phones.
35

  

The company believes that it may need a 1Gbit/s access 5–10 years from now. This is based on the 

premise that most of its 230 employees will be using video conferencing on a regular basis and 

that the company would migrate to cloud-based storage.  

From an operational perspective, Exemplar 1 would value working with an operator that could 

provide an end-to-end solution, and a single point of contact that would take ownership of fault 

resolution. At present, the company needs to buy services from multiple providers. The ideal 

telecoms provider would also manage the LAN, and provide Lync (currently purchased from 

Microsoft)
36

 and other cloud services bundled with core services. The company’s representative 

commented that: “This service integration could enable us to have access to tools such as 

voicemail sent to email.” 

 

 

 

                                                      
35

  This is how Exemplar 1 migrated to IP PBX in its offices outside of the UK. In the UK, where Exemplar 1 subscribes 

to dedicated connectivity, telephone lines and computer lines are physically separated and the connectivity service 
provider is in charge of their installation and maintenance.  

36
  Interestingly, the company’s current connectivity provider is already offering Lync to its SME customers but the 

Exemplar 1’s IT department was not aware of this. The general lack of awareness of available service plans and 
their specific features is discussed in more detail in Section 5.  
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3.5 Exemplar 2 – Small-sized enterprise providing food services 

Exemplar 2 illustrates companies that provide food services and have more than one store. It 

employs 25 employees. If we assume that this company fits into the industry category 

‘Accommodation & food services’, we can extrapolate that there are 45 000 similar companies in 

the UK.
37

 The key findings for Exemplar 2 are summarised in Figure 3.12. 

Figure 3.12: Key findings from Exemplar 2 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services  The company considers the following four 

services/applications to be critical to the business: 

landline, email, uploading content onto own website 

and executing payment transactions. 

Current needs  

 Specialist vs. non-specialist needs  The company does not have specialist connectivity 

needs. 

 Bandwidth  The bandwidth offered by standard DSL broadband 

plans is sufficient. Uploading content onto own 

website is the service that requires the most 

bandwidth and is estimated to require 1.5Mbit/s 

upload bandwidth.
38

 

Future needs   

 Specialist vs. non-specialist needs  The company would like to receive a very good 

quality of voice (“crystal clear sound”) on its landline 

in the future. The current often crackling sound is 

adversely affecting its ability to take orders over the 

telephone. 

 Bandwidth   The company’s bandwidth needs are not expected 

to change in the future. 

 Technical support  The company is currently dissatisfied with the time 

it takes its connectivity provider to address faults. It 

hopes that this will change in the future. The 

company also hopes that its connectivity provider 

could be its one point of contact for technical 

support, IT support and advisory services.  

3.5.1 Profile 

Exemplar 2 produces cakes and also operates as a café. It has two stores in central London. Each 

premise has an Internet connection and a landline. It is the owner of the company who is 

responsible for managing the relationship with service providers. Out of the company’s 25 

employees only 1 occasionally works remotely (see Figure 3.13). 

 

                                                      
37

  In other words, there are currently 45 000 SMEs with 10–49 employees in the ‘Accommodation & food services’ 

industry vertical in the UK. 

38
  The estimated upload bandwidth assumes that the upload of a 2MB file takes around 10 seconds to complete. 
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Characteristic Description Figure 3.13: 

Company profile for 

Exemplar 2 

[Source: Analysys 

Mason, 2015] 

Business sector Accommodation & food 

services 

Number of connected premises in the UK More than one 

Number of connected premises outside the UK 0 

Number of employees 10–49 

Share of employees working remotely on any 

given day 

4% 

3.5.2 Connectivity needs 

The company has recently moved to a business plan which includes one landline and an Internet 

connection for each store. Both services are provided by BT. Mobile voice services are also used 

but the plans are personal and any usage is expensed to the company. Figure 3.14 describes the 

telecom services used by Exemplar 2.  

Services Description Provider Figure 3.14: 

Telecoms services 

used by Exemplar 2 

[Source: Analysys 

Mason, 2015] 

Landline Two landlines, each with a 

unique phone number 

BT 

Fixed broadband Two DSL lines, both have an 

upload speed of up to 1Mbit/s 

but their download speed 

ranges between 12Mbit/s and 

16Mbit/s 

BT 

Mobile voice and data Three personal mobile 

numbers 

n/a 

Mobile broadband Not used n/a 

 

Among Exemplar 2’s business-critical services, the service that requires highest bandwidth 

capacity is uploading content onto own website. The company uploads pictures of its products 

around twice a week; the size of each file typically does not exceed 1MB. It takes around eight 

seconds to upload each of the files with the current theoretical uplink bandwidth of 1Mbit/s that 

the company’s current connectivity plan offers. 

Exemplar 2’s existing connectivity needs are not expected to change in the future. Figure 3.15 

summarises the company’s current and future connectivity needs. 
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Figure 3.15: Overview of the Exemplar 2’s current and future connectivity needs [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  The company does not need 

high-bandwidth capacity. 

Uploading content onto its own 

website is the service requiring 

the most bandwidth and we 

estimate that this activity would 

require access to approximately 

1.5Mbit/s uplink bandwidth 

capacity.  

No change 

Latency  Even though the company uses 

Internet connectivity to execute 

payment transactions, it does not 

need very low latency to do this.  

No change 

Quality  The company needs a high voice 

quality (very clear sound) over its 

landline because its clients 

provide order, payment and 

delivery details over the landline. 

The company’s current landline 

connection sound is sporadically 

unclear due to crackling. 

The requirement for a clearer 

sound will remain the same in 

the future as it is currently not 

met with the existing plan. The 

company has replaced all its 

handsets to ensure that the 

crackling sound is not is not due 

to old equipment.  

Reliability  The business requires a reliable 

Internet connection to support 

the till system and emails – both 

executing payments and e-mail 

communication
39

 are business-

critical services.  

No change 

Resilience  While it would be a “nice to 

have”, the company does need 

very resilient voice and data 

connectivity. When the landline 

is not working properly, the 

company asks BT to redirect 

calls to personal mobile 

numbers. 

No change 

                                                      
39

  Clients make orders via e-mail too. 
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Characteristic  Current needs  Future needs 

Technical support  The company requires ongoing 

technical support from its 

connectivity service provider and 

is currently dissatisfied with the 

way that faults are addressed. 

The company would also like to 

receive IT support, as it currently 

has neither the time nor the 

expertise to address occasional 

issues with Internet connection.  

Finally, in addition to technical 

and IT support, the company 

would like to receive advice 

regarding the products that 

would address its needs most 

adequately. 

No change 

Current needs 

Exemplar 2 considers only four services to be critical to its business: landline telephony, email, 

uploading content onto its own website and executing payment transactions (see Figure 3.16). 

Figure 3.16: Services by level of importance to Exemplar 2 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Landline telephony  Yes Required to receive 

orders 

High quality (clear 

sound), reliability and 

resilience 

Email  Yes Business is very 

disrupted if email fails 

Reliability and low 

bandwidth 

Uploading content onto 

own website 

Yes Website is used to 

communicate with 

customers and to 

receive orders 

Reliability and typically 

low bandwidth 

Executing payment 

transactions 

Yes Supports payments 

over the website or at 

the till at the store 

Reliability, low 

bandwidth and low 

latency 

Mobile telephony  Not used  n/a 

Instant messaging  Not used  n/a 

Internet 

voice/videoconference  

Not used  n/a 

Document sharing  No  Reliability and high 

bandwidth 

Downloading content 

from the Internet  

No  Reliability, typically low 

bandwidth 

File storage  No  Reliability and high 

bandwidth 

Accessing CRM system No  Reliability and low 
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Services Business-critical? Description Needs related to each 

service  

(e.g. Sales force) latency 

Browsing the Internet  No  Reliability, typically low 

bandwidth 

Connecting to company 

intranet via VPN 

Not used  n/a 

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

Not used  n/a 

Sending/receiving e-

invoices 

No  Reliability and low 

bandwidth 

Using social media No While not considered a 

business-critical 

service, this application 

plays an important role 

in the company’s 

business development 

efforts and is used on a 

daily basis. 

Reliability and low 

bandwidth 

 

The quality of the landline is very important to Exemplar 2. Every time an order is received by 

phone, it is critical to understand the request and delivery and payment details (customers make 

payments by dictating their credit card details over the phone). Clarity of communication is also 

critical when communicating the delivery details to the delivery driver by phone.  

For the Internet connection, what really matters is the reliability of the line. Losing Internet 

connection means losing the till system and emails, both of which are business-critical services for 

this company. In case of fault, the Internet connection needs to be fixed immediately.
40

 

Exemplar 2 does not have heavy data requirements. The files sent and received by email are not 

large. Also the files uploaded onto the company’s website are mainly images of relatively small or 

medium size, of up to 1MB.  

The occasionally poor quality of the landline connection
41

 and somewhat unreliable email service 

are the two key issues that the company hopes to resolve in the future. The poor voice quality on 

the landline could result in avoidable errors that have an impact on the business’s image. In 

relation to the email service, the company uses the free version of Microsoft Outlook, whose email 

server is not sufficiently reliable for the business’s needs.  

The quality and technical support aspects of the current landline telephony service (one of the 

business-critical needs for this SME) do not meet the needs/expectations of the company. Each 

time the crackling sound occurs it takes a considerable length of time for the provider to address it: 

                                                      
40

  Please note that the two Internet connections the company subscribes to are for two offices located in different 

geographical locations. 

41
  With occasional crackling sound.  
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 the process for reporting faults involves spending considerable time in a call queue 

 once the request for repair has been submitted, it still takes about two days for the service 

provider’s engineer to come and fix the problem 

 in the meantime, the business disruption associated with a line fault is minimised by asking the 

provider to redirect landline calls to the personal mobile phones of some employees. 

To have all its needs satisfied, the company would be willing to pay an increment of 10% on what 

it currently pays for its telecoms services including calls (which is between GBP55 and GBP100 

per month). The business cannot afford to pay more. The company’s monthly bills are relatively 

high during the summer season and the company could benefit from a subscription to a plan that 

would include unlimited calls. However, the person in charge of managing relationships with 

communications service providers is unaware of such plans and does not have the time and the 

knowledge needed to navigate the great variety of offerings available in the market.  

Future needs 

The company does not have good visibility on what its future telecoms needs will be. It relates its 

future needs to correction of existing problems rather than supporting business expansion or 

demand for new features. However, we think that a more resilient solution to support the landline 

connection may become more important for this business if it continues growing. We believe that 

the company would benefit from a unified communications solution that would automatically 

divert inbound landline calls to mobile phones. 

Regardless of whether the future needs of this company can be met by the current provider or not, 

the company will not change the current provider. One of the main reasons why this company is 

not considering a change of provider is the fear of business disruption. This fear is associated with 

a recent bad experience when changing power provider. The other reason is that there is a lack of 

time and knowledge needed to assess the products available in the market. 

3.6 Exemplar 3 – Small-sized enterprise providing IT consulting and software 

development services 

This company provides IT consulting and software development services. In our list of industry 

sectors, we have categorised the company under ‘Information & communication’. It has 10 to 49 

employees. Our scaling method indicates that there are 11 000 similar enterprises in the UK.
42

 

Figure 3.17 summarises the key findings from Exemplar 3. 

                                                      
42

  This means that there are 11 000 companies in the UK that operate in the information and communications sector 

and have between 10 and 49 employees.  
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Figure 3.17: Key findings from Exemplar 3 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services The company considers the following ten 

services/applications to be critical to the business: 

mobile telephony, email, Internet voice/video 

conference, uploading content onto own website, 

downloading content from the Internet, file storage, 

accessing CRM system, browsing the Internet, 

executing payment transactions, sending/receiving 

e-invoices. 

Current needs  

 Specialist vs. non-specialist needs  The company has a specialist need for high 

resilience and low latency. The need for resilience 

is met with the current service plan which includes 8 

separate DSL connections. 

 Bandwidth  High bandwidth is critical for this business and it 

has a direct impact on productivity. The company 

currently buys DSL lines to ensure that its 

bandwidth needs are met at least to a certain point.  

Future needs   

 Specialist vs. non-specialist needs  The company may consider implementing a VPN 

service in the future. This service would support 

employees connecting from outside the office to the 

company's managed servers. 

 Bandwidth   The company would like to have an ultra-high-

speed broadband service, which is currently 

unavailable in its area. 

 Technical support  It is possible that, as the company starts using 

cloud services more, it may require more technical 

support from its connectivity service provider (e.g. 

regarding management of servers). 

3.6.1 Profile 

The company operates in the information and communications sector. It has only one office, which 

is located in south-west London. The owner of the company is responsible for managing the 

relationship with service providers. Most of the company’s employees operate remotely from 

home or from client sites on a regular basis (see Figure 3.18). 

Characteristic Description Figure 3.18: Company 

profile for Exemplar 3 

[Source: Analysys 

Mason, 2015] 

Business sector Information and comms 

Number of connected premises in the UK 1 

Number of connected premises outside the UK None 

Number of employees 10 to 49 

Share of employees working remotely on any 

given day 

75% 
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3.6.2 Connectivity needs 

The company subscribes to receive Internet service access and mobile services; it does not have a 

landline connection. Skype and mobile phones are used as a landline substitute for internal and 

external calls.  

The company is subscribed to a business Internet access service plan with BT that provides it with 

eight DSL lines and to a business mobile connectivity plan with Vodafone which provides it with 

mobile voice and data and mobile broadband services. Figure 3.19 describes the telecoms services 

used by Exemplar 3. 

Services Description Provider Figure 3.19: Telecoms 

services used by 

Exemplar 3 [Source: 

Analysys Mason, 2015] 

Landline No landline but has a 0845 landline 

number that redirects calls to mobile 

numbers 

n/a 

Fixed 

broadband 

Eight DSL lines, each with a download 

speed of up to 6Mbit/s and upload speed 

of up to 1Mbit/s 

BT 

Mobile voice 

and data 

~10 mobile numbers Vodafone 

Mobile 

broadband 

~5 dongles Vodafone 

 

With its eight DSL lines, the company receives a cumulative download bandwidth of up to 

48Mbit/s and upload bandwidth of up to 8Mbit/s.
43

 This bandwidth is mainly consumed by 

accessing clients’ servers to develop and maintain software. 

The most important need for this company is to have a fast and resilient broadband connection. We 

estimate that Exemplar 3’s bandwidth needs could be as much as twice the current capacity being 

used. Figure 3.20 summarises the company’s current and future connectivity needs. 

Figure 3.20: Summary of current and future connectivity needs for Exemplar 3 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  The company needs high-

bandwidth capacity to be able to 

maintain software remotely for its 

clients. In particular, in order to 

provide this service without much 

interruption it would need a 

symmetrical bandwidth of at 

least 50Mbit/s.  

No change 

                                                      
43

  Eight times the speed capacity of the line (6Mbit/s download and 1Mbit/s upload). 
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Characteristic  Current needs  Future needs 

Latency  The company needs low latency 

to ensure clear communication 

using mobile voice services and 

fast communication with clients’ 

servers. 

No change 

Quality  The company needs good 

mobile voice quality to support 

communication with clients. The 

company does not have a 

landline connection. 

No change 

Reliability  The company needs very reliable 

Internet connectivity, fixed and 

mobile. 

No change 

Resilience  The company needs very 

resilient Internet connectivity, a 

requirement that is currently met 

by the company’s service plan 

with multiple DSL lines. The 

company also has mobile 

broadband dongles ready to use 

if fixed connectivity fails. 

No change 

Technical support  The company does not have 

specific technical support needs 

that it cannot address on its own. 

No change 

Current needs 

Ten of the sixteen services referred to in Figure 3.21 are considered to be critical to Exemplar 3’s 

business. 

Figure 3.21: Services by level of importance to Exemplar 3 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Mobile telephony  Yes Supports remote work 

and acts as back-up for 

the fixed broadband 

High quality (clear 

sound) and reliability 

Email  Yes Used daily for internal 

and external 

communications 

Reliability, resilience 

and typically low 

bandwidth 

Internet 

voice/videoconference  

Yes Used for employees to 

collaborate remotely 

and to present 

webinars to clients 

Reliability, resilience 

and medium bandwidth 

Uploading content onto 

own website 

Yes Website is used as a 

marketing tool 

Reliability, resilience 

and typically low 

bandwidth 

Downloading content 

from the Internet  

Yes Supports research (e.g. 

on competitors and 

potential clients) 

Reliability and typically 

low bandwidth 
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Services Business-critical? Description Needs related to each 

service  

File storage  Yes Used for data back-up 

and to access to 

systems remotely 

Reliability, resilience 

and high bandwidth 

Accessing CRM system 

(e.g. Salesforce) 

Yes Accessed daily Reliability and low 

latency 

Browsing the Internet  Yes Supports research for 

example on 

competitors and 

potential clients 

Reliability and typically 

low bandwidth 

Executing payment 

transactions 

Yes Uses web-based 

banking to make 

payments 

Reliability, low 

bandwidth and low 

latency 

Sending/receiving e-

invoices 

Yes Several clients require 

e-invoices 

Reliability and low 

bandwidth 

Instant messaging  No  Reliability and low 

bandwidth 

Landline telephony  Not used  n/a 

Document sharing  No  Reliability, high 

bandwidth and low 

latency 

Connecting to company 

intranet via VPN 

Not used  n/a 

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

No  Reliability 

Using social media No  Reliability and low 

bandwidth 

 

The Internet connection is used for email, Skype, web meetings, and to deliver work to clients. 

The mobile phone service is used for voice and mobile broadband. Around 50% of employees 

have a mobile broadband connection to support work at client sites. Mobile broadband is also used 

to increase resilience, as a back-up when the fixed broadband connection fails. Social media is 

used extensively to support the business development effort. 

It is very important for this company to have a fast Internet connection.
44

 Most of its work 

involves delivery of software development remotely. The company’s productivity is directly 

related to the bandwidth of its Internet connection.  

Future needs 

The company does not expect its future needs to be very different from its present ones. The 

company would like to have a faster Internet connection in the future, as this would allow the 

business to be more productive. Ideally the company would like to have superfast broadband, but 

                                                      
44

  Under ideal conditions the company would like to have symmetrical 50Mbit/s bandwidth. 
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this service is currently not available at the office’s location even though the office is in south west 

London. For this service, the company would be willing to pay 50% more than it is currently 

paying for its Internet connections (which is around GBP250 per month). 

In the future, the company may consider using a VPN to support its employees connecting to 

servers when working remotely as well as moving to cloud-based storage. The company may need 

more comprehensive technical and IT support from its current connectivity service provider as it 

starts using VPN and cloud services.  

3.7 Exemplar 4 – Micro-sized enterprise providing recruitment services 

The company selected for Exemplar 4 is a small, three-employee enterprise which provides 

recruitment services to other companies. This activity is represented by the ‘Business 

administration and support services’ industry category. Using our scaling approach, the number of 

UK companies of a similar size in this vertical is 150 000. Figure 3.22 summarises the key 

findings from Exemplar 4. 

Figure 3.22: Key findings from Exemplar 4 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services The company considers the following ten 

services/applications to be critical to the business: 

mobile telephony, email, instant messaging, 

Internet voice/videoconference, document sharing, 

uploading content onto own website, downloading 

content from the Internet, file storage, accessing 

CRM system, browsing the Internet, executing 

payment transactions, sending/receiving e-invoices, 

and using social media. 

Current needs  

 Specialist vs. non-specialist needs  The company has a specialist need for low latency 

to allow it to use high-quality Internet video 

conferencing and have clear international calls. 

 Bandwidth  The company has average bandwidth
45

 needs. 

Video conferencing is the service that requires the 

highest bandwidth amongst all services this 

company uses. 

Future needs   

 Specialist vs. non-specialist needs  The company would like to implement a unified 

communications solution that would allow inbound 

calls to a landline number to be automatically 

redirected to mobile numbers. Instant messaging is 

another service the company expects to use in the 

future to help remote collaboration. 

                                                      
45

  Defined as “medium bandwidth needs” in Figure 2.1. 
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 Description 

 Bandwidth   The company’s bandwidth needs are not expected 

to change in the future. However, the company 

would like to have access to superfast broadband 

connectivity in the future. 

 Technical support  The company would like to receive advice on plans 

that are more adequate to the business’s usage 

from its mobile services’ provider. Having a bill-

shock alert feature would also be useful for this 

company, but it is only available with residential 

plans. 

3.7.1 Profile 

The business has one office. The owner of the company manages the relationship with the service 

providers. All three employees work remotely most of the time (see Figure 3.23).  

Characteristic Description Figure 3.23: Company 

profile for Exemplar 4 

[Source: Analysys 

Mason, 2015] 

Business sector Business administration 

and support services 

Number of connected premises in the UK 1 

Number of connected premises outside the UK None 

Number of employees 0-9 

Share of employees working remotely on any 

given day 

100% 

3.7.2 Connectivity needs 

Exemplar 4 currently does not subscribe to a landline telephony plan, but intends to do so in the 

near future. It uses a DSL line for Internet connectivity, which is provided by BT. Mobile services 

are provided by Vodafone. Figure 3.24 describes the telecoms services used by Exemplar 4. 

Services Description Provider Figure 3.24: Telecoms 

services used by 

Exemplar 4 [Source: 

Analysys Mason, 2015] 

Landline Not used n/a 

Fixed 

broadband 

One DSL line with a download speed 

of up to 7.5Mbit/s and upload speed 

of up to 1Mbit/s 

BT 

Mobile voice 

and data 

Two mobile numbers Vodafone 

Mobile 

broadband 

Not used n/a 

 

Internet video conferencing is the only business-critical service that requires relatively high 

bandwidth. This service requires a bandwidth speed for upload and download of 1.5Mbit/s to 

perform a high-definition video call
15

. Therefore, even if the Internet connection is operating at its 
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maximum capacity, the upload bandwidth currently offered within the plan the company 

subscribes to (1Mbit/s) limits the call quality. 

This company expects to implement a unified communications solution as its business grows. 

Figure 3.26 summarises the company’s current and future connectivity needs. 

Figure 3.25: Summary of current and future connectivity needs for Exemplar 4 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  The company does not need 

very high bandwidth since it is 

still a small business and the 

applications it uses typically do 

not require high bandwidth. The 

only exception is Internet video 

conferencing which the company 

uses to recruit executives or talk 

to clients that operate outside of 

the UK. 

Unless the headcount changes 

dramatically, the company’s 

current bandwidth needs will not 

change in the near future.  

Latency  The company needs low latency 

to support Internet-based video 

conferencing calls. This 

requirement is particularly 

important to support international 

calls. 

No change 

Quality  The company needs high quality 

of sound over mobile 

connections as it currently does 

not subscribe to a landline.  

No change 

Reliability  The company needs a reliable 

Internet connection and mobile 

voice, particularly because it 

currently does not subscribe to a 

landline service plan. According 

to the company, both services 

need to be fixed “immediately” in 

the event of a fault.  

No change 

Resilience  The company currently does not 

need very resilient connectivity. It 

is a very small company and 

most of its employees are 

outside of the office during the 

day. If connectivity were to be 

disrupted on any given day and 

for any reason, the employees 

would resort to working from 

home.  

As the company grows, it will 

need landline inbound calls to be 

redirected to selected mobile 

numbers. Instant messaging will 

be integrated with existing 

software applications. 

Technical support  The company needs a basic 

level of IT support, which is 

currently outsourced. 

No change 
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Current needs 

The most data-heavy service the company uses is Internet videoconferencing, for interviewing job 

applicants. Only three of the services listed in Figure 3.26 (landline telephony, mobile broadband 

and VPN connectivity) are considered not to be critical to this company’s business. 

Figure 3.26: Services by level of importance to Exemplar 4 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Mobile telephony  Yes Used for voice, email 

and calendar. Also 

integrated with the 

company’s systems 

(e.g. CRM, e-mail) 

Reliability 

Email  Yes Supports internal and 

external communication 

Reliability, resilience 

and typically low 

bandwidth 

Instant messaging  Yes Supports remote 

collaboration 

Reliability and low 

bandwidth 

Internet 

voice/videoconference  

Yes Clients require 

interviews to be 

conducted by video if a 

face-to-face meeting is 

not possible 

Reliability, resilience 

and medium bandwidth 

Document sharing  Yes Required to access 

files remotely 

Reliability and high 

bandwidth 

Uploading content onto 

own website 

Yes Required to post job 

opportunities 

Reliability and typically 

low bandwidth 

Downloading content 

from the Internet  

Yes Used to download CVs 

and migrate them to a 

database 

Reliability and typically 

low bandwidth 

File storage  Yes Data is stored in the 

cloud 

Reliability and high 

bandwidth 

Accessing CRM system 

(e.g. Salesforce) 

Yes Accessed all day Reliability and low 

latency 

Browsing the Internet  Yes Required to research 

candidates and 

business opportunities 

Reliability and typically 

low bandwidth 

Executing payment 

transactions 

Yes Uses a web-based 

finance system 

Reliability, low 

bandwidth and low 

latency 

Sending/receiving e-

invoices 

Yes Uses a web-based 

finance system 

Reliability and low 

bandwidth 

Using social media Yes Used to help find 

candidates for the job 

roles 

Reliability and low 

bandwidth 

Connecting to company 

intranet via VPN 

Not used  n/a 

Using laptop/tablet 

while outside the office 

No  Reliability 
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Services Business-critical? Description Needs related to each 

service  

(using mobile Internet) 

Landline telephony  Not used  n/a 

 

A landline connection is needed to provide an inbound contact number that is not a mobile. 

Currently, primary inbound calls are going to mobile numbers which at some point may no longer 

be active or may change.
46

 The other reason for installing a landline is so that the company can 

make international calls with high-quality sound: VoIP calls, which are currently used as a 

substitute for a landline, lack the sound quality the company requires. The company, even though 

small in terms of headcount, is not as tolerant to the variable quality of VoIP service provided by 

OTT companies as residential customers might be. An alternative to landline for this company 

could be an end-to-end managed VoIP service.  

The company’s Internet connection is used for internal communication and to support the 

recruitment process. For example, interviews are often conducted using an Internet-based 

videoconference. Social media services, particularly LinkedIn, are critical as they allow the 

company to find applicants and advertise job opportunities. 

Mobile voice and data services are also used and are critical for the business. Employees spend 

much of their time out of the office and use mobile phones to communicate with clients and access 

information from their applications in the cloud. The company also uses mobile phones for 

international calls. 

The company has one provider for its Internet connection and two for mobile services. One of the 

mobile service providers is used only for the provision of international calling. This service is 

delivered using an over-the-top (OTT) application; an app is installed on the company’s 

smartphones and uses the data plan to place calls. This solution is provided by Tesco.
47

 The 

company is happy with the call quality of this service and with the price per minute. Its main 

mobile service provider does not have a plan which addresses this need, as far as the company is 

aware. 

The company would like to have a faster and more reliable Internet service, but was advised by its 

Internet connection provider that there is no superfast broadband plan available in the area and that 

the only alternative is to buy a leased line. However, the company cannot afford this service. 

For its mobile services, the company would appreciate a feature which sent alerts warning of 

unusually high charges, to avoid ‘bill shock’. This service is available on residential plans from its 

mobile provider, but not business plans. For this company, it is very important to control costs, and 

having a bill-shock warning would be very useful. 

                                                      
46

  While mobile numbers can be ported, in a number of cases employees use their personal mobile numbers for work, 

therefore Exemplar 4 stands a risk of losing business when those employees leave.  

47
  See http://tescointernationalcalling.com/callrates.aspx?icid=icc_footer_call-rates. 
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Future needs 

In future, the company would like to implement a virtual landline number. The calls received by 

this number will be redirected to a designated mobile phone during specific times of day. This 

feature will allow the company to accommodate flexible working for its employees by redirecting 

calls to the member of staff who is available at that time of the day. Instant messaging will also be 

implemented. Lync is the company’s preferred choice, as it integrates with the company’s MS 

Office package and will allow document sharing. 

While Exemplar 4’s bandwidth needs are not expected to increase in the future, it would like to 

have access to superfast broadband.  

Finally, the company would like to have access to features that will allow it to cut costs in the 

future. For instance, it would like to receive warning alerts from its mobile service provider when 

its charges are unusually high.  

3.8 Exemplar 5 – Micro-sized enterprise providing digital design services 

This company provides digital design services and has four employees. It operates in the 

‘Information and communication’ sector. Our scaling approach indicates that there are 160 000 

companies of a similar size operating in the Information and communication sector in the UK. 

Figure 3.27 summarises the key findings from Exemplar 5. 

Figure 3.27: Key findings from Exemplar 5 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services The company considers the following four 

services/applications to be critical to the business: 

mobile telephony, email, Internet 

voice/videoconference and document sharing. 

Current needs  

 Specialist vs. non-specialist needs  The company has no specialist connectivity needs. 

 Bandwidth  The company has average bandwidth needs. It 

subscribes to a DSL line with a download speed of 

up to 12Mbit/s, which although sufficient for the 

business is not ideal. There is no other broadband 

plan in the area that would offer a better alternative. 

Future needs   

 Specialist vs. non-specialist needs  The company is considering using a cloud provider, 

which would replace the current Dropbox-based 

storage system.
48

  

 Bandwidth   The company would like to have a fibre-based 

broadband connectivity service, which is currently 

unavailable in its area. High bandwidth would also 

be important to support the company’s migration to 

cloud-based storage. 

                                                      
48

  Dropbox is a file hosting service. 
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 Description 

 Technical support  The current needs for technical support could 

change as the company starts using cloud services 

more i.e. it may require more technical and IT 

support. 

3.8.1 Profile 

The company has one office. Its premises have an Internet connection, landline and mobile 

services. The relationship with service providers is managed by the company’s owner. One of its 

four employees tends to work remotely on any given day (see Figure 3.28). 

Characteristic Description Figure 3.28: 

Company profile for 

Exemplar 5 [Source: 

Analysys Mason, 

2015] 

Business sector Information and 

communication 

Number of connected premises in the UK 1 

Number of connected premises outside the UK None 

Number of employees 0–9 

Share of employees working remotely on any 

given day 

25% 

3.8.2 Connectivity needs 

Exemplar 5 subscribes to a landline and an Internet connection from BT. The company buys both 

mobile voice and mobile broadband from Vodafone, but both services are provided as consumer 

plans and are expensed to the company by the employees who use them. Mobile broadband is 

required to provide a more resilient connectivity i.e. it serves as a primary connection for when the 

fixed Internet connection breaks or when employees need to travel to/work from remote locations. 

Services Description Provider Figure 3.29: 

Descriptions of 

telecom services 

used by Exemplar 5 

[Source: Analysys 

Mason, 2015] 

Landline One landline with a unique phone number BT 

Fixed 

broadband 

One DSL line with a download speed of 

up to 14.5Mbit/s and upload speed up to 

1Mbit/s 

BT 

Mobile voice 

and data 

Three personal mobile numbers Vodafone 

Mobile 

broadband 

One dongle Vodafone 

Internet video conferencing and file uploading (i.e. document sharing, file storage, uploading 

content onto website) are critical to the company’s business and both applications have specific 

upload bandwidth requirements. High-quality video conferencing requires 1.5Mbit/s upload 

bandwidth (in the case of a micro-enterprise without many simultaneous users), which is above 

what the company’s current fixed broadband plan can offer (1Mbit/s). Also once per week, the 
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company uploads about 200MB worth of files, which would take almost 30 minutes at the 

maximum upload speed of 1Mbit/s. 

For Exemplar 5, it is very important to have a reliable landline, mobile voice and Internet 

connection services. Figure 3.30 summarises the company’s current and future connectivity needs. 

Figure 3.30: Summary of current and future connectivity needs for Exemplar 5 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  While it has to upload files of 

around 200MB onto clients’ 

accounts once a week, the 

company is still small. Due to a 

low headcount and relatively 

small portfolio of clients, the 

company’s bandwidth needs can 

be characterised as average. 

Nevertheless, the company 

would like to have access to 

fibre-based Internet connectivity, 

currently lacking in its area. 

As the company grows, it will 

likely turn into a data-heavy SME 

category.  

Latency  Relatively low latency is needed 

to support the execution of 

payment transactions. 

If the company starts working 

with a cloud provider, it will 

require very low latency. 

Quality  The company needs a well-

functioning landline and mobile 

voice connection. The voice 

quality does not need to be 

perfect at all times.  

No change 

Reliability  The company needs a very 

reliable landline, mobile voice 

and Internet connection. If any of 

these services is not working, it 

needs to be fixed “immediately”. 

A faulty landline has a negative 

impact on the business’s image. 

In addition, employees are often 

on the move and need to be 

reachable over their mobile 

phone. 

No change 

Resilience  The company needs to have 

mobile broadband connectivity, 

which is used as a back-up for 

when the fixed Internet 

connection fails. In addition to 

providing a more resilient access 

to the Internet, this service is 

also needed to provide Internet 

connectivity outside the office. 

No change 

Technical support  The company needs a basic 

level of IT support, which is 

currently outsourced. 

No change 
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Current needs 

Ten of the services listed in Figure 3.31 are critical to this company’s business. 

Figure 3.31: Services by level of importance to Exemplar 5 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Mobile telephony  Yes Essential for external 

and internal 

communication 

Reliability 

Email  Yes Essential for external 

and internal 

communication 

Reliability and typically 

low bandwidth 

Internet 

voice/videoconference  

Yes Used to communicate 

with international 

clients 

Reliability and average 

bandwidth 

Document sharing  Yes Used to share 

documents with clients 

Reliability and high 

bandwidth 

Uploading content onto 

own website 

Yes Updates potential 

clients on new products 

and work done 

Reliability and typically 

low bandwidth 

Downloading content 

from the Internet  

Yes Used on a daily basis 

but uploads are done 

more frequently 

Reliability and typically 

low bandwidth 

File storage  Yes Used at least once a 

week with Dropbox 

Reliability and high 

bandwidth 

Browsing the Internet  Yes Used every day Reliability and typically 

low bandwidth 

Executing payment 

transactions 

Yes A web-based system 

for transactions is 

available 

Reliability, low 

bandwidth and low 

latency 

Sending/receiving e-

invoices 

Yes All invoices are 

electronic 

Reliability and low 

bandwidth 

Landline telephony  No  Reliability 

Instant messaging  No  Reliability and low 

bandwidth 

Accessing CRM system 

(e.g. Salesforce) 

Not used  n/a 

Connecting to company 

intranet via VPN 

Not used  n/a 

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

No  Reliability 

Using social media No  Reliability and low 

bandwidth 

 

The company’s landline telephony service is used mostly for incoming calls from clients or 

queries. Having a landline number is seen by the company as important as it is perceived to 
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support the brand image. For outgoing and internal communications, the main tools used are 

mobile phones and Skype, not the landline. A unified communications solution could increase 

Exemplar 5’s productivity.  

Exemplar 5 is not a data-heavy company, though its bandwidth requirements cannot be 

characterised as low either. The company has an Internet connection which is used mainly for 

email, Skype and sending files. Uploading documents onto the company website and onto 

Dropbox are also important business activities for this company, and both are done at least once a 

week. The types of files uploaded are typically Photoshop files and project documentation. 

Although the entire documentation for a project can be a very large file (2GB), this is uploaded in 

stages throughout the project duration, so the activity does not require very high bandwidth. The 

company uses document sharing to support clients remotely, for example via screen sharing using 

TeamViewer. Social media is also used to promote products, and is becoming more and more 

important.  

Future needs 

The company would like to have a faster broadband speed in the future (ideally superfast 

broadband), currently unavailable in its area. It is difficult for the company to understand why it is 

not possible to have a faster Internet connection in such a dense business area of central London. 

To have superfast broadband, the company would be willing to pay 50% more than it is paying for 

all of its telecoms services (landline, fixed broadband and mobile broadband) – which is currently 

around GBP50 per month.  

Exemplar 5 does not expect its needs to change radically in the future. However, it is considering a 

move from Dropbox to a more managed service, in order to have better structured file storage. 

This move to increase its usage of cloud services would require higher bandwidth and low latency 

to facilitate the fast communication with hosted servers. It may also result in an increased need for 

technical support and IT support which the company hopes to receive from its connectivity service 

provider. 

3.9 Exemplar 6 – Micro-sized enterprise providing marketing services to hedge funds 

This company provides marketing services to hedge fund companies. It has four employees. Using 

our scaling approach, we can identify 354 000 companies of a similar size operating in the 

professional services sector in the UK. Figure 3.32 summarises the key findings from Exemplar 6. 

Figure 3.32: Key findings from Exemplar 6 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services The company considers the following six 

services/applications to be critical to the business: 

landline telephony, mobile telephony, email, file 

storage, accessing CRM system and browsing the 

Internet. 
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 Description 

Current needs  

 Specialist vs. non-specialist needs  The company has no specialist connectivity needs. 

 Bandwidth  The company has low bandwidth needs. The 

Internet connection is mainly used for email and 

browsing. 

Future needs   

 Specialist vs. non-specialist needs  If the business could afford it, the company would 

implement Internet video conferencing. If the 

company decides to implement a video 

conferencing service, it will need low latency. 

 Bandwidth   The company does not expect its current bandwidth 

needs to change in the future.   

 Technical support  The current needs for technical support are not 

expected to change in the future. The company fully 

outsources IT support and the relationship with 

connectivity providers to a third party at the 

moment.  

3.9.1 Profile 

The company sells marketing services for hedge funds. It has two offices, one in the UK and the 

other in the USA. This company outsources management of the relationship with telecoms service 

providers to a supplier which also provides its IT support. The total number of employees is four, 

half of whom work from home on any given day (see Figure 3.33). 

Characteristics Description Figure 3.33: Company 

profile for Exemplar 6 

[Source: Analysys 

Mason, 2015] 

Business sector Finance 

Number of connected premises in the UK 1 

Number of connected premises outside the UK 1 

Number of employees 0–9 

Share of employees working remotely on any 

given day 

50% 

3.9.2 Connectivity needs 

The company subscribes to a business plan landline and Internet connection from Zen. It does not 

subscribe to business mobile voice and data services; employees often use their personal mobile 

phones and invoice the company for any usage. Figure 3.34 summarises the telecoms services used 

by Exemplar 6. 
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Services Description Provider Figure 3.34: Telecoms 

services used by 

Exemplar 6 [Source: 

Analysys Mason, 2015] 

Landline One landline with a unique phone number Zen 

Fixed 

broadband 

One superfast broadband connection with 

a download speed of up to 38Mbit/s and 

upload speed of up to 9.5Mbit/s 

Zen 

Mobile voice 

and data 

Four personal mobile numbers n/a 

Mobile 

broadband 

Not used Vodafone 

 

The most bandwidth-demanding service used is the daily upload of files of around 20MB in total 

to servers in the cloud to act as a back-up.
49

  

This company needs comprehensive technical support that includes IT and telecoms. Technical 

support is outsourced to a company that is responsible for the procurement and management of the 

telecoms services. Figure 3.35 summarises the company’s current and future connectivity needs. 

Figure 3.35: Summary of current and future connectivity needs for Exemplar 6 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  The company has low bandwidth 

needs. Email is the service that 

can have the highest bandwidth 

requirement, when large files (of 

around 5MB) are sent or 

received. However, this happens 

only occasionally. 

No change 

Latency  The company does not need to 

have connectivity with very low 

latency. Relatively low latency is 

mainly required to support the 

execution of payment 

transactions. 

If the company implements 

Internet video conferencing, it 

will need low latency for that 

service as well. 

Quality  The company needs a landline 

with good voice quality (clear 

sound) for multi-party conference 

calls. 

No change 

Reliability  The company needs a reliable 

Internet connection as well as 

mobile voice services. Reliability 

is less important when it comes 

to landline.  

No change 

Resilience  The company does not need 

highly resilient connectivity.  

No change 
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  Assumes 10 files with an average size of 2MB each. 
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Characteristic  Current needs  Future needs 

Technical support  The company needs technical 

support to compensate for the 

lack of time and IT skills. It 

outsources IT support and the 

procurement and management 

of telecoms services. 

No change 

Current needs 

Exemplar 6 considers the following six services as critical to its business: landline telephony, 

mobile telephony, email, file storage, access to the CRM system and browsing the Internet (see 

Figure 3.36).  

Figure 3.36: Services by level of importance to Exemplar 6 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Landline telephony  Yes Important to receive 

inbound client calls 

High quality (clear 

sound) and only to a 

certain extent also 

reliability  

Mobile telephony  Yes Use of out-of-hours 

contacts and while 

travelling 

Reliability 

Email  Yes Used for internal 

communication and as 

a marketing tool 

Reliability and typically 

low bandwidth 

File storage  Yes Documents are stored 

in the company servers 

and in the cloud for 

back-up 

Reliability and relatively 

high bandwidth 

Accessing CRM system 

(e.g. Salesforce) 

Yes Used to track clients or 

fund performance and 

commissions 

Reliability and low 

latency 

Browsing the Internet  Yes Research on new fund 

managers and 

investors 

Reliability and typically 

low bandwidth 

Instant messaging  No  Reliability and low 

bandwidth 

Internet 

voice/videoconference  

No  Reliability and medium 

bandwidth 

Document sharing  No  Reliability, high 

bandwidth and low 

latency 

Uploading content onto 

own website 

Not used Due to regulation on 

marketing of financial 

services 

n/a 

Downloading content 

from the Internet  

No  Reliability and typically 

low bandwidth 
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Services Business-critical? Description Needs related to each 

service  

Connecting to company 

intranet via VPN 

No  Reliability and typically 

low bandwidth (given 

the company’s 

headcount) 

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

No  Reliability 

Executing payment 

transactions 

No  Reliability, low 

bandwidth and low 

latency 

Sending/receiving e-

invoices 

No  Reliability and low 

bandwidth 

Using social media No  Reliability and low 

bandwidth 

 

This company uses a landline, Internet connection and mobile services. The landline is very 

important as it is used for communication with clients. Access to mobile services allows 

employees to be reached during out-of-hours periods and while on the move. 

Overall, the company does not have heavy data requirements. The Internet connection is used 

frequently for email communication, online research, ordering office supplies and to make 

payments (e.g. water, electricity, stationery). Documents are uploaded from the company’s server 

to the cloud. The size of the files varies, but the largest file would typically not exceed 15MB. 

Internet voice/videoconferencing are not business-critical services, but play an important role in 

allowing the company to watch client webinars and to obtain remote support from IT. Instant 

messaging is not used. The company feels comfortable using email and texting instead as only two 

employees occasionally work from home.  

Internet connectivity is unreliable and slow, however the company attributes this situation to the 

old hardware it uses and not to poor connectivity.  

Future needs 

The company is unlikely to use new tools or services in future, as this would require it to invest in 

new hardware too, which is seen as unaffordable.  

Were it not for affordability-related issues, the company would be interested in using Internet 

videoconferencing to support multi-party conferencing, particularly with its international clients. 
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3.10 Exemplar 7 – Micro-sized enterprise providing asset management services 

The company provides asset management services and has four employees. Based on our scaling 

approach, 53 000 enterprises of a similar size are operating in the finance sector. Figure 3.37 

summarises the key findings from Exemplar 7. 

Figure 3.37: Key findings from Exemplar 7 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services The company considers the following eight 

services/applications to be critical to the business: 

landline telephony, mobile telephony, file storage, 

browsing the Internet, document sharing, 

downloading content, connecting to the VPN and 

using mobile broadband while outside the office. 

Current needs  

 Specialist vs. non-specialist needs The Internet connection needs to be extremely 

resilient and reliable as employees need to conduct 

and monitor financial transactions in real time. The 

company connects each office to two lines to 

increase the resilience of its Internet connectivity.  

 Bandwidth The company needs average bandwidth capacity. It 

subscribes to two DSL lines per office, each with a 

maximum download speed of 17Mbit/s and upload 

speed of 1Mbit/s. Overall, bandwidth capacity is 

sufficient for the business but not ideal, particularly 

in the uplink. Superfast broadband connection is not 

available at the company’s location.  

Future needs   

 Specialist vs. non-specialist needs The current needs are not expected to change a lot 

in the future. Resilience of the company’s Internet 

connectivity is currently the most important 

connectivity need and the company expects this will 

remain the same in the near future. 

 Bandwidth The company would like to subscribe to an Internet 

service that can offer higher bandwidth. As the 

company grows, the need for more bandwidth 

capacity will become even more pronounced. To 

support its growth, the company plans to implement 

a new CRM system which will be richer in features. 

This too may drive the need for more bandwidth.  

 Technical support The company recently switched one of its 

connectivity providers as it was unhappy with the 

technical support it provided. The company does 

not expect that its current needs related to technical 

support will change in the future.  

3.10.1 Profile 

Exemplar 7 has two premises in the UK, both of which have a fixed broadband connection. Only 

one of the premises has a landline connection. The owner of the company manages the relationship 
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with the service providers. On any given day, at least one employee works remotely (see 

Figure 3.38). 

Characteristics Description Figure 3.38: Company 

profile for Exemplar 7 

[Source: Analysys 

Mason, 2015] 

Business sector Finance 

Number of connected premises in the UK 2 

Number of connected premises outside the UK 0 

Number of employees 0–9 

Share of employees working remotely on any 

given day 

25% 

3.10.2 Connectivity needs 

The company rents four Internet lines from two different providers. Two lines are provided by 

Andrews & Arnold and the other two lines by BT. BT also provides the landline service to 

Exemplar 7. Employees often use personal mobile voice and broadband service plans
50

 for 

business and expense it to the company. The company will subscribe to a business mobile 

connectivity plan as the business expands further.  

Figure 3.39 summarises the telecoms services used by Exemplar 7. 

Services Description Provider Figure 3.39: Telecoms 

services used by 

Exemplar 7 [Source: 

Analysys Mason, 2015] 

Landline One landline with a unique phone 

number 

BT 

Fixed 

broadband 

Four DSL lines, all with the same 

bandwidth. Download speed of up to 

17Mbit/s and upload speed of up to 

1Mbit/s 

Andrews & 

Arnold, and 

BT 

Mobile voice 

and data 

Two personal mobile numbers Vodafone 

Mobile 

broadband 

One dongle
51

 Vodafone 

 

Internet connectivity is critical to the business and the most important service feature that the 

company needs is resilience as its main activity is conducting and monitoring financial 

transactions in real time. The company subscribes to four separate Internet lines in order to ensure 

that Internet connectivity is “always on”. Furthermore, two lines per office ensure higher 

bandwidth capacity too. 

Having remote access to documents is another business-critical service for this company and is 

also the service that requires relatively high-bandwidth capacity, particularly in the uplink.
52

 The 

                                                      
50

  From Vodafone.  

51
  The dongle is used by the founder and he is using it mostly for business purposes.  
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company’s documents are stored on four servers, two in each premises, which mirror each other. 

The size of the files the employees access remotely is relatively small, with the largest documents 

typically not exceeding 3MB. Therefore, the currently available theoretical uplink bandwidth 

satisfies the company’s bandwidth needs.
53

  

Figure 3.35 summarises the company’s current and future connectivity needs. 

Figure 3.40: Summary of current and future connectivity needs for Exemplar 7 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  The company does not need 

high bandwidth. Accessing 

documents remotely is the only 

business-critical service that 

requires higher bandwidth 

capacity. 

As the company grows, it may 

need higher bandwidth capacity.  

Latency  The company needs to have a 

low-latency connection to 

conduct financial transactions in 

real time. 

No change 

Quality  While the quality of landline 

matters, the company does not 

require high-definition voice 

sound quality. 

No change 

Reliability  Reliability is important for all 

three connectivity services. Any 

fault with Internet connectivity 

would have to be addressed in a 

few hours.  

No change 

Resilience  Resilience is the most important 

feature of this company’s 

connectivity needs. The 

company subscribes to four fixed 

broadband lines from two 

different providers to ensure 

resilience.  

No change 

Technical support  The company recently switched 

one of its providers because the 

technical support it received from 

the original supplier was 

inadequate. The company’s 

founder stated that any fault 

related to Internet connectivity 

would have to be resolved in just 

a few hours.  

No change 

                                                                                                                                                                
52

  Given the small headcount of Exemplar 7, we characterised the overall bandwidth requirement as average despite 

the fact that the four employees occasionally use applications that require high bandwidth. 

53
  It would take just over 10 seconds to download a 3MB file with an uplink bandwidth of 2Mbit/s. 
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Current needs 

Eight of the services listed in Figure 3.36 are considered to be critical to Exemplar 7’s business.  

Figure 3.41: Services by level of importance to Exemplar 7 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Landline telephony  Yes Supports inbound and 

outbound 

communication 

Reliability 

Mobile telephony  Yes Required to ensure that 

employees are 

reachable. It is 

particularly important 

because employees 

often work remotely 

Reliability 

File storage  Yes Files are stored on the 

company’s servers 

Reliability and average 

bandwidth 

Browsing the Internet  Yes Supports internal 

research 

Reliability and low 

bandwidth 

Document sharing  Yes Remote access to 

documents matters a 

lot  

Reliability and medium 

bandwidth 

Downloading content 

from the Internet  

Yes Supports internal 

research 

Reliability and low 

bandwidth 

Connecting to company 

intranet via VPN 

Yes Supports remote 

access to documents  

Reliability and average 

bandwidth 

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

Yes Mobile broadband is 

used to connect while 

on the move 

Reliability 

Email  No  Reliability and low 

bandwidth 

Accessing CRM system 

(e.g. Salesforce) 

No  Reliability and low 

bandwidth 

Instant messaging  No  Reliability and low 

bandwidth 

Internet 

voice/videoconference  

No The application is 

currently not used very 

often. This may change 

in the future. 

Reliability and high 

bandwidth 

Uploading content onto 

own website 

No  Reliability and low 

bandwidth 

Executing payment 

transactions 

Outsourced  n/a 

Sending/receiving e-

invoices 

Not used  n/a 

Using social media Not used  n/a 
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The landline telephony service is important to support inbound and outbound communication. 

While employees typically use mobile phones to communicate with each other, the landline is used 

to communicate with clients.  

The Internet connection is used across a large range of services. To support communication and 

collaboration, Exemplar 7 uses email, instant messaging, Skype and Join.me. Accessing files 

remotely is very important for this company. Most files are stored on the company’s servers but 

Exemplar 7 also uses Dropbox. To connect to its servers, the company uses a VPN. Internet 

browsing and downloading content are used to conduct research. 

The current service plans the company subscribes to satisfy its connectivity needs. However, it 

would value having a faster fixed broadband service in the future. Access to higher bandwidth 

would allow faster remote access to documents. Currently no such plans are available in the area 

where Exemplar 7’s offices are located. 

Future needs 

Exemplar 7 is expecting a headcount increase in the near future. To support that growth, the 

company will need to invest in a better CRM system with a more extensive feature set than that 

offered by its current CRM system. As the company expands, it will also need access to a higher 

bandwidth connectivity plan.  

In addition, the company is planning to subscribe to a business mobile connectivity plan that 

would include several mobile broadband dongles. This will contribute to the mobility and 

productivity of its employees.  

Resilience is expected to remain Exemplar 7’s most important connectivity need.  

3.11 Exemplar 8 – Medium-sized enterprise providing taxi services 

The company provides taxi services and private vehicles for hire. It has between 50 and 249 

employees. According to our scaling methodology, there are 4000 similar enterprises in the UK. 

Figure 3.32 summarises the key findings from Exemplar 8. 

Figure 3.42: Key findings from Exemplar 8 [Source: Analysys Mason, 2015] 

 Description 

Business-critical services The company considers the following eight services 

to be critical to the business: landline telephony, 

email, file storage, browsing the Internet, document 

sharing, executing payment transactions and 

sending e-invoices. 

Current needs  
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 Description 

 Specialist vs. non-specialist needs The company has specialist needs for high 

bandwidth, low latency and highly resilient 

connectivity. The company develops applications 

for internal use that run in the cloud, which drives 

the need for high bandwidth and low latency. The 

company’s business depends to a great extent on 

uninterrupted functioning of the call centre, which 

calls for a very resilient connectivity.  

 Bandwidth The company has high bandwidth needs, of a 

minimum 40Mbit/s symmetrical bandwidth.  

Future needs   

 Specialist vs. non-specialist needs The company is considering the implementation of 

new services and features that may affect its 

current connectivity needs. It is considering 

implementing a unified communications solution in 

the future and a video conferencing tool.  

 Bandwidth The company has been experiencing explosive 

growth in headcount in the last 15–18 months. 

Bandwidth requirements are expected to increase 

as the company grows further and starts using new 

applications and features.  

 Technical support Faults are currently experienced very rarely and 

technical support received from the current 

providers is satisfactory. This is unlikely to change 

in the future. 

3.11.1 Profile 

Exemplar 8 has one office and uses landline telephony, Internet and mobile services. The IT 

department is responsible for managing the relationship with service providers. Less than 5% of 

the employees are expected to work remotely on any given day (see Figure 3.43). 

Characteristics Description Figure 3.43: Company 

profile for Exemplar 8 

[Source: Analysys 

Mason, 2015] 

Business sector Transport 

Number of connected premises in the UK 1 

Number of connected premises outside the UK 0 

Number of employees 50–249 

Share of employees working remotely on any 

given day 

Less than 5% 

3.11.2 Connectivity needs 

Exemplar 8 subscribes to a leased-line service for its landline telephony and fixed broadband 

connectivity. Both services are purchased from Digitel Europe, a telecoms services reseller. The 

company also uses a wireless leased line as a back-up Internet connection, which is provided by 

Metronet. It receives mobile services from Vodafone via iData, a reseller of telecoms services.   
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Figure 3.44 summarises the telecoms services used by Exemplar 8. 

Services Description Provider Figure 3.44: Telecoms 

services used by 

Exemplar 8 [Source: 

Analysys Mason, 2015] 

Landline Has 30 unique phone numbers Digitel 

Europe 

Fixed 

broadband 

Fixed leased line as the primary 

connection and wireless leased line as the 

backup connection 

Digitel 

Europe, 

Metronet 

Mobile voice 

and data 

27 iData 

Mobile 

broadband 

3 dongles iData 

The company develops applications for internal use that run in the cloud and require a download 

and upload speed of at least 40Mbit/s. This requirement is below the maximum speed of 50Mbit/s 

offered by Exemplar 8’s current plan. 

Having high bandwidth and low latency is very important to this company. Figure 3.35 summarises 

Exemplar 8’s current and future connectivity needs. 

Figure 3.45: Summary of current and future connectivity needs for Exemplar 8 [Source: Analysys Mason, 2015] 

Characteristic  Current needs  Future needs 

Bandwidth  The company needs high 

bandwidth to support the 

development and access to 

applications in the cloud. 

Bandwidth requirements are 

expected to increase as the 

company increases its current 

headcount. While the company’s 

IT specialists expect that the 

planned replatform (Azure 

hosted) may reduce bandwidth 

needs, they expect this will not 

be enough to compensate for the 

increase of bandwidth needs that 

headcount growth will create. 

The likely adoption of a video 

conferencing application in the 

near future will further increase 

the company’s bandwidth needs.  

Latency  The company needs low latency 

to help develop and run 

applications in the cloud. 

No change 

Quality  High voice quality is very 

important when it comes to 

landline telephony as the 

company’s most important 

departments (call centre and 

sales) use the landline to take 

orders and customer information.  

No change 
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Characteristic  Current needs  Future needs 

Reliability  The company needs very reliable 

Internet and landline connectivity 

as it cannot continue to receive 

orders if any of the two stops 

working.  

No change 

Resilience  The company needs a very 

resilient landline and Internet 

connections. It is using leased- 

line services to strengthen the 

service’s resilience.  

No change 

Technical support  The company has its own IT 

department that caters for all of 

the company’s IT needs.  

The company’s current 

connectivity contracts include 

technical support from 

connectivity service providers 

and SLAs.  

No change 

Current needs 

Eight of the services listed in Figure 3.46 are critical to this company’s business. 

Figure 3.46: Services by level of importance to Exemplar 8 [Source: Analysys Mason, 2015] 

Services Business-critical? Description Needs related to each 

service  

Landline telephony  Yes Supports business 

development and call 

centre 

Reliability and high 

quality of sound 

Email  Yes For internal and 

external communication 

Reliability and low 

bandwidth 

File storage  Yes Data is stored on the 

company’s server and 

is backed up regularly 

Reliability and average 

bandwidth 

Browsing the Internet  Yes Supports market 

research and to receive 

information on weather 

conditions  

Reliability and low 

bandwidth 

Document sharing  Yes The business 

development team 

uses this service 

extensively 

Reliability and average 

bandwidth 

Downloading content 

from the Internet  

Yes Most of the systems 

used by the company 

are cloud-based 

Reliability, high 

bandwidth and low 

latency 
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Services Business-critical? Description Needs related to each 

service  

Executing payment 

transactions 

Yes It is an important 

feature as the company 

handles many 

payments on behalf of 

its suppliers 

Reliability, low 

bandwidth and low 

latency 

Sending/receiving e-

invoices 

Yes Most clients require e-

invoices 

Reliability and low 

bandwidth 

Mobile telephony  No Used to communicate 

with clients and 

suppliers, but it is 

secondary in 

importance to landline 

connection. Should 

there be a fault with the 

landline, the company 

would route the calls to 

mobile phones.  

Reliability 

Accessing CRM system 

(e.g. Salesforce) 

Not used  Not used  

Instant messaging  Not used  Not on the roadmap  Reliability and low 

bandwidth 

Internet 

voice/videoconference  

No It is used very rarely Reliability and average 

bandwidth 

Uploading content onto 

own website 

No  Reliability and low 

bandwidth 

Connecting to company 

intranet via VPN 

No  Reliability and average 

bandwidth 

Using laptop/tablet 

while outside the office 

(using mobile Internet) 

No Used primarily for 

exhibitions and sales 

purposes. 

Reliability and average 

bandwidth 

Using social media No Used for marketing 

purposes on a daily 

basis  

Reliability and low 

bandwidth 

Exemplar 8 operates a call centre to conduct business development and to provide customer 

service. The reliable landline connection with high-quality sound is central to support this activity. 

The Internet connection is used mainly for email communications, to access applications in the 

cloud and for document sharing. It also supports the development of internal applications, activity 

which requires high bandwidth and low latency. Other services for which the company needs 

Internet connectivity include browsing the Internet for research purposes and managing payments 

and invoicing. 

Highly resilient, fixed access connectivity is of extreme importance. The company’s resilience 

plan currently stipulates a fall-back from the leased line to Metronet microwave service; mobile 

services (mobile phones and MiFi devices) are the company’s further fall-back options. 
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Overall, Exemplar 8 is satisfied with its current connectivity plans and the technical support it 

receives from connectivity providers. The company currently pays around GBP1200 per month for 

its fixed broadband and landline services and GBP900 for the mobile services. 

Future needs 

Exemplar 8 expects its bandwidth requirements to increase in the future. This growth will be 

driven by the expanding headcount and by the adoption of a video conferencing tool. The 

company is also considering implementing a unified communications solution in the future. The 

company’s IT department already started assessing unified communications offerings from a few 

providers.  
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4 Assessment of current retail products available 

4.1 Introduction 

In this section we describe and compare the retail offerings from fixed and mobile operators that 

are currently available to SMEs in the UK. Our assessment covers the core service offerings for 

SMEs, with a particular focus on the key features discussed in the section on SME exemplars 

(Section 3). The assessment is based on information publicly available on the providers’ websites. 

Where possible we have validated the information by interviewing the providers. 

Please note that this section does not present a comprehensive review of the SME service offerings 

and strategies of all operators in the UK, but a selection of some of the well-established ones.  

4.2 Comparative analysis of current offerings, focusing on key features 

We have assessed the SME service offerings of seven providers: BT, Virgin Media, Vodafone, 

Zen, Colt, KCOM and Gamma.  

 BT. Operates the largest fixed network in the UK and provides mobile services via its 

MVNO
54

 (hosted by EE). Its business offer targets SMEs of all sizes. The part of the 

provider’s website aimed at enterprises is easy to navigate and clear. The available products 

are easy to find and all the information on prices, features (e.g. bandwidth, call features) and 

technical support is transparent. Even for products that require the enterprise to call the 

provider to receive a quote (e.g. leased line), there is an indicative price. 

 Virgin Media. Operates mainly as a fixed telecoms service provider and offers business 

mobile services to large enterprises and government
55

 (through its MNO
56

 partner, EE
57

). 

Virgin Media’s website is simple and easy to navigate. The available products are easy to find 

and all the information on prices, features (e.g. bandwidth, call features) and technical support 

is transparent.  

 Vodafone. Operates mainly as a mobile operator but also provides fixed telecoms services. 

Only mobile can be purchased as a standalone service: Internet and landline services must be 

bought as part of a bundle. Vodafone’s website is not very clear regarding the offers which are 

targeted specifically at SMEs. The plans advertised on the website are mainly bundled 

packages, and in some cases it is unclear whether a particular service is included in the bundle 

or not (e.g. it is not stated whether Internet service is a part of the ‘One Net Enterprise Cloud’ 

                                                      
54

  Mobile virtual network operator. 

55
  While it has separate fixed connectivity offers for SMEs, its mobile service is tailored for large enterprises and 

government bodies only.  

56
  Mobile network operator. 

57
  This partnership already exists for residential mobile plans. 
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plan). Also, prices for SME packages are not available on Vodafone’s website, so SMEs 

would need to call Vodafone to ask for a quote or clarification on the plans. 

 Zen. A fixed telecoms service provider which delivers landline and Internet services. Its 

business offers target all SMEs. Its website is simple, very clear and easy to navigate. 

Enterprises can check pricing and detail on the type of support available, including SLAs if 

applicable. Only custom-made services, such as leased line, lack pricing information. 

 Colt. A fixed telecoms service provider which delivers landline and Internet services. Its SME 

business offer targets the needs of larger SMEs. Colt offers a wide range of managed services 

and support that complement its telecoms services (e.g. support in migrating systems to a new 

solution). The website is fairly descriptive but lacks information on prices. An enterprise 

would need to contact Colt to receive a quote, as prices for its current services are not 

available on the company’s website.  

 KCOM. Operates primarily as a fixed operator, but also offers mobile services in partnership 

with O2. KCOM mostly targets large enterprises and large SMEs. Managed services are a 

strong component of its product offer. Its website describes in some detail the services 

provided but does not disclose pricing information.  

 Gamma.
58

 Relies mainly on the fixed and mobile network of other providers to offer landline, 

Internet and mobile services. Gamma operates an MVNO (hosted by Vodafone) to deliver 

mobile services to businesses. Its fixed network services are offered using the networks of 

various service providers (e.g. BT, Cable & Wireless, TalkTalk). Gamma only has offerings 

for SMEs, as it does not target the consumer or large enterprise segments. Its website is very 

explicit, clear and easy to navigate. However, pricing information is not available on the 

company’s website. 

4.2.1 SME service portfolios 

In Figure 4.1, we compare the services currently available to SMEs from these seven providers 

against the needs discussed in the exemplar SME section (Section 3). 

All of the services covered in Section 3 are offered by at least one of the selected providers,
59

 but 

none of the providers offers the full range of services. BT and Vodafone stand out as having the 

most complete offerings. 

                                                      
58

  In this report we specifically looked at the products Gamma sells directly to SMEs. 

59
  Please note that the availability of the services compared in Figure 4.1 varies by geography across the UK. 
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Landline
60

 

BT and Virgin Media are the only providers which offer all landline service options. Colt and 

KCOM only offer landline services with advanced features such as ‘hunt groups’.
61

 Vodafone, Zen 

and Gamma lack international calling plans. Zen does not offer special features. 

Mobile (voice and data) 

Vodafone’s portfolio is the most complete in this category. No other selected provider offers an 

international calling plan for mobile services.
62

 Zen, Colt and Virgin Media are the only providers 

which offer no mobile services. However, Virgin Media does intend to introduce a mobile service 

offer for businesses soon, as announced on its website.
63

 

Internet 

The seven providers offer all of the Internet services and features we covered in Section 3. BT, 

Vodafone, Virgin Media, Zen, Colt, KCOM and Gamma provide broadband, NGA and leased-line 

services. 

Unified communications 

This service is defined as the ability to integrate inbound and outbound communication across 

multiple devices (e.g. mobile phone, landline phone, desktop) and in different forms (e.g. audio, 

messaging). Zen and Colt are the only of the seven providers that do not have a unified 

communications offer for businesses. 

Cloud 

All selected providers offer cloud services in the form of data hosting and storage. This service is 

offered via co-location or managed by the provider. 

Email server 

This refers to solutions similar to Microsoft Office 365 rather than email server service from the 

telecoms provider. It is provided by BT, Vodafone and KCOM, using Microsoft Office 365. All 

three providers sell this product directly on their websites. Virgin Media advertises Microsoft 

Office 365 on its website, but redirects enterprises to Microsoft’s website to place orders. 

                                                      
60

  Access technology used to provide landline service depends from provider to provider and can include: PSTN, ISDN 

and SIP Trunking services.  

61
  “Hunt groups” refers to an advanced telephony feature which allows multiple telephone lines to act as one group. 

For instance, if the line that has been called is busy, the call is forwarded to the next available line and only if all the 
lines in the hunt group are busy the caller receives a busy signal  

62
  See Vodafone’s business mobile international calling plan at http://www.vodafone.co.uk/business/shop/phones-and-

plans/calling-abroad-from-the-uk/index.htm. 

63
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Telephony-Solutions/Business-Mobile-SIM/. 
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VPN 

Six of the seven providers compared offer a VPN service, the only exception being Gamma. 

Smaller SMEs are unlikely to require a VPN service, so providers that are focused on the needs of 

this segment may not see this as an essential offering. 

Managed WAN 

KCOM is the only selected provider which offers managed wide-area network (WAN) services. 

This is a very specific need that requires the provider to look after enterprises with more than one 

site. These enterprises are likely to be large SMEs that hire a single provider to manage all their 

telecoms needs.  

Figure 4.1 below summarises the SME product portfolios of the seven selected providers. 
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Figure 4.1: Operators’ SME product portfolios [Source: Telecoms providers’ websites, 2015] 

Services  BT Virgin Media Vodafone Zen Colt KCOM Gamma 

Landline Basic        
 Advanced (includes call features such 

as hunt groups)        
 UK calling plan        
 International calling plan        
Mobile 

(voice and 

data) 

Basic
64

         
Shared plan (e.g. minutes)        

International calling plan        

Internet Broadband 

(basic) 

 
   

 
   

 NGA  

(superfast) 

 

   
 

   

 Leased line Low bandwidth        

  High bandwidth        

Unified communications (e.g. mobile, landline, desktop)        
Cloud (e.g. data hosting, storage)        
Email server (e.g. MS Office 365)        
Instant messaging (e.g. Lync)        
VPN          
Managed WAN          

                                                      
64

  For example, mobile plans where each user pays a monthly fee based on data, minutes or text allowance. 
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4.2.2 Technical support 

This section assesses the type of support that providers deliver to SMEs across the most relevant 

services. Figure 4.2 shows whether any kind of support is included by the selected providers for 

each of the key services. 

Figure 4.2: Services supported by provider [Source: Telecoms providers’ websites, 2015] 

Services BT Virgin 

Media 

Vodafone Zen Colt KCOM Gamma 

Landline        
Mobile (voice and 

data)  
n.a 

 n.a n.a   
Internet        

IT  n.a n.a n.a  n.a n.a 

 

Below we assess in more detail the type of support (e.g. targets for fault resolution) that SMEs 

receive. Our assessment is limited to the publicly available information from the selected 

providers. 

Landline 

BT offers three levels of customer support to businesses for its basic landline service. The more 

expensive the plan, the shorter the fault resolution time target offered (see Figure 4.3). 

Level of care Resolution time target Line rental price 

range
65

 (GBP) 

Figure 4.3: BT’s 

landline fault 

resolution time 

target for 

businesses
66

 

[Source: BT, 2015] 

Standard Two working days 13 to 15  

Prompt By the end of the next working day 19 to 19.99 

Critical Within six hours 23 to 24 

 

Virgin Media advertises on its website that it offers a ‘business grade’ SLA
67

 for its business 

fixed-line service, which includes a guaranteed 24-hour fault resolution time. 

Zen does not offer guaranteed resolution times. Faults are raised with BT and it takes 24 hours for 

the problem to be looked at by BT for customers subscribing to a ‘business’ plan. 

Colt offers SLAs to assure the delivery of high voice quality at any time. However, the provider 

does not provide more information on its website on the terms of the SLAs. 

                                                      
65

  These are monthly prices and exclude VAT. 

66
  See http://business.bt.com/phone-services/business-phone-lines/. 

67
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Telephony-Solutions/Business-Phone-Lines/. 
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KCOM provides two types of landline service: ‘Indirect voice’ and ‘Direct voice’. The ‘Indirect 

voice’ service uses BT’s lines and has a target fault resolution time of up to six hours. The ‘Direct 

voice’ service uses KCOM’s network and aims to fix faults within four hours. 

Mobile (voice and data) 

BT’s mobile subscribers can request support over the phone (line open 24/7) and on the support 

fora on the company’s website. Customers who subscribe to a ‘One Plan’ service can also submit 

their enquiries by e-mail. 

Vodafone offers support over a range of channels. Business subscribers can reach the provider 

24/7 at a dedicated telephone number. The provider’s website allows business customers to use 

‘live chat’ to submit their question to an agent (available 24/7) or to post their enquiry on a forum. 

The option to submit an enquiry by email or electronic form was not found on the website. 

Vodafone can also provide support at its stores. 

KCOM receives support enquiries over the phone and on its website, using an electronic form. It is 

unclear from the website if the support phone line is open 24/7. 

Gamma offers 24/7 support over the phone. Customers can also submit enquiries via electronic 

form or email. These two channels are not dedicated to customer support as they are also used for 

sales enquiries. 

Internet 

BT offers two levels of customer support for its non-dedicated broadband services: ‘Standard’ and 

‘Prompt’ (for which the definitions are the same as those in Figure 4.4). ‘BTnet’
68

 is a leased-line 

service from BT that offers an Internet availability target of 100% and aims to resolve issues 

within five hours. With its EFM leased line, BTnet also offers SLAs: 99.95% target service 

availability with a money-back SLA, and SLA latency target of under 20 milliseconds.
69

 With the 

EFM leased line, BTnet guarantees a 7-hour fault resolution time.  

Virgin Media aims to address faults with its cable business broadband within 24 hours of receiving 

a request from the customer.
70

 Its leased-line service offers a 100% availability target that is 

covered under an SLA.
71

 

Zen offers an ‘Enhanced care’ service at a monthly price of GBP12 (excl. VAT). This service 

includes an SLA that can be activated in case of fault. Under this SLA, Zen will resolve the fault 

                                                      
68

  See http://business.bt.com/broadband-and-Internet/leased-lines/. 

69
  For more information see: http://business.bt.com/assets/pdf/broadband-and-

internet/BTnet_LeasedLine_Ethernet_FirstMile_EFM_Customer_Brochure.pdf. 

70
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Broadband-and-Internet-Services/Business-

Broadband/. 

71
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Broadband-and-Internet-Services/Managed-

Internet-Access/. 
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within 20 working hours. If that time is exceeded, the provider credits the client with GBP15 (excl. 

VAT). For its ‘Unlimited Fibre Office’ plan, Zen already offers an SLA that states faults will be 

resolved within 12 hours, otherwise the client will be credited with GBP15. For the leased-line 

service, Zen commits to a 100% uptime availability SLA. Also in the event of a fault, an engineer 

is dispatched to address the issue within four hours.
72

 

Colt only offers leased-line services, whose provision is covered by an SLA.
73

 

KCOM only discloses fault resolution targets for its leased-line service. This service offers a 100% 

availability target and no more than four hours to fix a fault.
74

 

Gamma aims to resolve an issue across its broadband plans (Broadband ADSL2+, FTTC Broadband 

and Converged Broadband) within 22 hours, if the customer subscribes to a ‘Business care’ service. 

For the FTTC Ethernet and EFM (copper) plans, the target time to fix faults is eight hours. The 

Ethernet (fibre) plan has a target time of six hours to fix faults. All plans are covered by SLAs.
75

 

IT support 

BT provides two levels of IT support to SMEs. The lighter service is called ‘BT Tech Heads’
76

 and 

is supplied with BT’s standard business broadband services. Enterprises can use it to obtain help 

and advice on broadband and IT-related questions or issues. For example, a business can receive 

assistance remotely on its computers. To benefit from a more advanced level of IT support, 

enterprises have to subscribe to the ‘IT Support Manager’
77

 service (see Figure 4.4). 

Devices For every 30 minutes Annual 

subscription
65

  

Figure 4.4: BT’s IT 

Support Manager 

service
78

 [Source: 

Analysys Mason 

and BT, 2015] 

PC, Mac, 

tablet and 

smartphone 

One-off fee of GBP25 The monthly fee varies 

depending on the 

number of devices 

covered under the 

plan. For instance, the 

plan costs from GBP11 

for up to five devices  

 

No public information on the level of IT support was found for the remaining providers compared.  

Figure 4.5 below summarises the type of technical support that the six providers offer for the core 

SME products. 

                                                      
72

  See http://www.zen.co.uk/enterprise/leased-lines-and-ipvpn/leased-lines.aspx#features-and-benefits. 

73
  See http://www.colt.net/uk/en/products-services/internet-service/ip-access-en.htm. 

74
  See http://www.kcom.com/products/internet-networks/business-internet#tab=tab-1. 

75
  See http://www.gamma.co.uk/media/2086/data-services.pdf. 

76
  See http://btbusiness.custhelp.com/app/answers/detail/a_id/15279. 

77
  See http://business.bt.com/it-support-and-security/it-support-manager/. 

78
  There are two different levels of support: for PCs and for servers.  
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Figure 4.5: Technical support for core SME products by provider
79

 [Source: Telecoms providers’ websites, 2015] 

Services  BT Virgin Media Vodafone Zen Colt KCOM Gamma 

Landline Basic     n/a n/a  
 Advanced    n/a    
Mobile (voice and data)  n/a  n/a n/a   
Internet Broadband 

(basic) 

 
 n/a   

n/a   
 NGA (superfast)      n/a   
 Leased line Low bandwidth  n/a      
  High bandwidth        
Cloud (e.g. data hosting, storage)        
Email server (e.g. MS Office 365)  n/a  n/a n/a  n/a 
Instant messaging (e.g. MS Lync)    n/a n/a  n/a 
VPN         n/a 
Managed WAN   n/a n/a n/a n/a n/a  n/a 

                                                      
79

  The data in this table is based on whether any type of technical support is provided for the services included. 
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5 Comparison of exemplar SME connectivity needs with 

service offerings from telecoms providers  

5.1 Introduction 

In this section we compare the connectivity needs of the exemplar SMEs identified in Section 3 

with the retail service offerings available in the geographical areas covered by our analysis of 

exemplar SMEs.
80

 While, in our discussions, we take into account leased-line options, this section 

focuses on comparing the needs of the exemplar SMEs to the available broadband and superfast 

broadband plans. Very precise comparison of leased-line products in terms of their technical 

characteristics and price is not possible due to the bespoke nature of leased-line offerings.   

The exemplar SMEs identified a number of connectivity needs, some critical to their business, 

which are currently not met by the service plans they subscribe to (see Figure 5.1).  

Figure 5.1: Number of times interviewed SMEs suggested that their business needs are not met by their 

current service plans [Source: Analysys Mason, 2015]  

Services Reliability Quality Fault resolution time 

Total Business

-critical 

Total Business

-critical 

Total Business-

critical 

Landline telephony 0 0 2 1 1 1 

Email 1 1 0 0 0 0 

Accessing CRM system 

(e.g. Sales force) 

1 0 0 0 1 0 

Internet voice/video 

conference 

1 1 1 1 1 1 

Note:  The table lists the needs (services and features) that the exemplar SMEs believe are not well 

addressed by their current service plans. It indicates the number of times SMEs listed any of these 

services as inadequately addressed (column designated as “total”). It also specifies the number of 

times the need is critical to the SMEs’ needs but inadequately addressed by their current service 

plans. 

Most of the concerns expressed by the exemplar SMEs relate to bandwidth (particularly in the 

uplink), lack of certain features in the available voice plans or issues related to the quality of voice 

service provided and technical support provided by the supplier. We have therefore chosen to 

provide a separate comparative analysis of the exemplar SMEs’ needs and service offerings as 

they relate to: Internet bandwidth, voice communication, and technical and IT support. 

                                                      
80

  Please note that while in the previous section we cover all the SME offerings of the service providers included in this 

analysis, in this section we only take into account the SME service plans available in the geographical location 
covered by the exemplar SMEs profiled in Section 3.  
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5.2 Summary of findings  

The key findings presented in this section are as follows:  

 The needs of the exemplar SMEs are becoming increasingly more complex and the growing 

usage of new connectivity features and applications is resulting in a growing need for more 

bandwidth and lower latency.  

— DSL-based plans typically do not meet the exemplar SMEs’ bandwidth needs. 

— Superfast broadband offerings usually meet the exemplar SMEs’ bandwidth needs but are 

not always available in their respective geographical locations.  

— In some cases, even the superfast broadband offerings cannot meet the exemplar SMEs’ 

uplink bandwidth needs. This situation implies the existence of a ‘product gap’, i.e. 

instances in which the existing connectivity offerings available in certain locations do not 

adequately address the connectivity needs of some SMEs with offices in these locations. 

For some of the exemplar SMEs, different leased-line options could potentially bridge the 

gap.  

 There is an increasing interest in advanced fixed voice telephony features among exemplar 

SMEs that currently subscribe to a landline telephony plan. The currently available service 

plans address most of these needs adequately.  

— Our analysis indicates that there is no evidence of a product gap when it comes to the 

select SMEs’ voice connectivity needs and the available service plans.  

 We found that the exemplar SMEs have high expectations regarding technical support for their 

connectivity services, particularly when it comes to Internet connectivity. In some cases, these 

expectations are not met by their connectivity service providers.  

— Our analysis suggests that some of the exemplar SMEs would appreciate standard or 

superfast broadband service that would include SLAs guaranteeing shorter fault resolution 

times, a need that is currently addressed only in a few geographical areas and by only a 

few of the service providers included in our analysis.  

 Having only one point of contact for all technical and IT support as well as all other 

connectivity needs is highly valued, particularly by the smaller exemplar SMEs. 

— The smaller exemplar SMEs tend to lack both time and the necessary skills to manage 

their relationships with the current connectivity providers and solve basic connectivity 

problems on their own.  

 Finally, our analysis suggests that due to general unawareness of the available service plans 

and their features and the exemplar SMEs’ fear of business disruption, most of the exemplar 
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SMEs are unlikely to switch service providers even if they could cut costs or receive higher 

value for the same price they are paying for their current plans.  

— The perceived marginal benefit that the exemplar SMEs would receive by switching is 

usually not attractive enough to compensate for the risks associated with moving to 

another provider.  

— In some cases, the exemplar SMEs are not considering switching because they are 

unaware that better or less expensive alternatives are available. 

5.3 Exemplar SMEs’ bandwidth needs vs. available service plans 

Most SMEs, including the ‘data-light’ ones, rely heavily on connectivity. However, the majority of 

the exemplar SMEs covered in our analysis subscribe to DSL-based services. While the SMEs we 

analysed were not always fully aware of their need for more bandwidth, this need becomes more 

obvious from the services and applications (e.g. video conferencing, CRM systems etc.) that are 

becoming critical to the exemplar SMEs’ business and are reportedly seeing increased usage 

among the exemplar SMEs. Figure 5.2 summarises the business-critical services/applications used 

by each exemplar SME and the bandwidth requirements for each of the services. Please note that 

the bandwidth requirements have been estimated by Analysys Mason based on the type of 

applications the exemplar SMEs used, the frequency of their usage and the size of the exemplar 

SMEs.  

Figure 5.2: Bandwidth needs related to the exemplar SMEs’ business-critical services
81

 [Source: Analysys Mason, 

2015] 

Exemplar Services 
Bandwidth needed Description of bandwidth 

requirements Download Upload 

1 Internet video 

conferencing, VPN 

and file upload  

50Mbit/s 50Mbit/s This large company (of above 2000 

employees) needs symmetrical 

15Mbit/s bandwidth only for Internet 

video conferencing (the calculation 

is based on Microsoft’s 

recommended bandwidth for using 

Skype on high-quality video calls 

and a maximum of 10 simultaneous 

users). In addition, the company 

also needs high bandwidth to 

connect all of its UK-based offices to 

the central office via a VPN. 

2 Content upload onto 

own website 

n/a 1.5Mbit/s Based on a twice-per-week upload 

of 1MB files and upload waiting time 

of five seconds per file. 

3 Remote access to 50Mbit/s 50Mbit/s The company would need a 

                                                      
81

  Please note that the IT departments of Exemplars 1 and 8 were able to estimate the bandwidth needs of their 

companies when asked about it during the interviews. In the case of other exemplar SMEs, Analysys Mason made 
an estimate of their’ bandwidth needs based on the types of services they use and the frequency of usage, and the 
size of the exemplar SME.  
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Exemplar Services 
Bandwidth needed Description of bandwidth 

requirements Download Upload 

clients’ servers symmetrical and high-bandwidth line 

connecting the office to develop 

software remotely.  

4 Internet video 

conferencing 

1.5Mbit/s 1.5Mbit/s As explained above for Exemplar 1 

but for only one user. 

5 Upload documents to 

Dropbox 

n/a ~10Mbit/s Based on a once-per-week upload 

of 200MB of files and waiting time of 

three minutes.
82

 

6 Upload documents to 

the cloud 

n/a ~5Mbit/s Based on a once-per-day upload of 

20MB of files and waiting time of 

30 seconds. 

7 Document sharing n/a 2Mbit/s Based on one user remotely 

accessing a 3MB file from the 

company’s server and waiting time 

of 12 seconds. 

8 Develop and run 

applications in the 

cloud 

40Mbit/s 40Mbit/s This large SME needs symmetrical 

and high bandwidth to develop 

internal applications that run in the 

cloud. 

 

A comparison between the exemplar SMEs’ bandwidth needs and the bandwidth provided within 

standard and superfast broadband service plans available in their respective locations implies that 

SMEs’ demand for bandwidth, particularly in the uplink, is not always met by supply.  

Figure 5.3 shows the bandwidth provided within the business fixed broadband plans offered by 

five providers in the geographical areas covered by our analysis of exemplar SMEs. The plans the 

exemplar SMEs
83

 currently subscribe to are highlighted in green; it can be seen that in most cases, 

the plans are not sufficient to meet the SMEs’ uplink bandwidth needs. In addition, we identify 

plans available from other providers in the same area that could deliver adequate, or at least 

higher, bandwidth
84

 (framed in red).  

                                                      
82

  We made an assumption that Exemplar 5 would find the three-minute waiting time for the upload of 200MB 

acceptable. 

83
  This refers to the SMEs we interviewed to build the exemplars in Section 3. 

84
  Please note that we used the ISP postcode checker to collect this information. For Vodafone, Zen and KCOM, the 

information was collected with the assistance of the provider’s staff.  
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Figure 5.3: Fixed broadband plans
85

 available to each exemplar
86

 compared to the business-critical service with the highest bandwidth requirements [Source: Analysys Mason, 

2015]  
87

 

Exemplar Link 
Bandwidth 

needed 

BT Virgin Media Zen Vodafone KCOM 

DSL Fibre DSL Cable
88

 DSL Fibre DSL Fibre DSL Fibre 

1 – Site 1 
Download 50Mbit/s 17Mbit/s n/a n/a n/a 17Mbit/s n/a 17Mbit/s n/a 17Mbit/s n/a 

Upload 50Mbit/s 1Mbit/s n/a n/a n/a n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

1 – Site 2 
Download 50Mbit/s 17Mbit/s n/a n/a 152Mbit/s 17Mbit/s n/a 17Mbit/s n/a 17Mbit/s n/a 

Upload 50Mbit/s 1Mbit/s n/a n/a 12Mbit/s n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

1 – Site 3 
Download 50Mbit/s 17Mbit/s n/a 16Mbit/s n/a 17Mbit/s n/a 17Mbit/s n/a 17Mbit/s n/a 

Upload 50Mbit/s 1Mbit/s n/a n/d
89

 n/a n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

2 – Site 1 
Download n/a 13Mbit/s n/a n/a 152Mbit/s 15Mbit/s n/a 15Mbit/s n/a 15Mbit/s n/a 

Upload 1.5Mbit/s 1Mbit/s n/a n/a 12Mbit/s n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

2 – Site 2 Download n/a 17Mbit/s n/a 16Mbit/s n/a 16.5Mbit/s n/a 16.5Mbit/s n/a 16.5Mbit/s 80Mbit/s
90

 

                                                      
85

  The comparison covers the fixed broadband plans (basic and superfast) of five providers: BT, Virgin Media, Zen, Vodafone and KCOM. BT, Virgin Media and Zen allow enterprises to check 

the availability of plans at their office addresses online. Vodafone and KCOM do not offer the online postcode checker service so SMEs need to call the operators’ customer service to receive 
any information on fixed broadband availability in their respective areas. This comparison excludes leased-line plans.  

86
  The bandwidth information is per line and is based on maximum theoretical speeds. The exception is the data from Zen, which reflects average bandwidth speed. 

87
  While the advertised DSL bandwidth varies slightly across the providers included in our analysis, the actual bandwidth delivered will be the same for all providers as it will be delivered using 

the same Openreach product. 

88
  Virgin Media has a cable modem offer. The network is hybrid fibre-coaxial. 

89
  n/d means that the data is not displayed on the provider’s website. 



Understanding the demand for communications services by SMEs  |  71 

Ref: 2002312-176 .        

Exemplar Link 
Bandwidth 

needed 

BT Virgin Media Zen Vodafone KCOM 

DSL Fibre DSL Cable
88

 DSL Fibre DSL Fibre DSL Fibre 

Upload 1.5Mbit/s 1Mbit/s n/a n/d n/a n/d n/a 1Mbit/s n/a 1Mbit/s 20Mbit/s 

3 
Download 50Mbit/s 6Mbit/s 38Mbit/s  n/a 152Mbit/s 6Mbit/s 38Mbit/s 6Mbit/s  n/a 6Mbit/s n/a 

Upload 50Mbit/s 1Mbit/s 9.5Mbit/s n/a 12Mbit/s n/d 9.5Mbit/s 1Mbit/s n/a 1Mbit/s n/a 

4 
Download 1.5Mbit/s 7.5Mbit/s n/a 16Mbit/s

91
 n/a 7.5Mbit/s n/a 7.5Mbit/s n/a 7Mbit/s n/a 

Upload 1.5Mbit/s 1Mbit/s n/a n/d n/a n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

5 
Download n/a 17Mbit/s n/a 16Mbit/s n/a 14.5Mbit/s n/a 14.5Mbit/s  n/a 11.5Mbit/s n/a 

Upload 10Mbit/s 1Mbit/s n/a n/a n/a n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

6 
Download n/a 17Mbit/s n/a 16Mbit/s n/a 17Mbit/s n/a 17Mbit/s n/a 17Mbit/s n/a 

Upload 5Mbit/s 1Mbit/s n/a n/d n/a n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

7 
Download n/a 17Mbit/s n/a 16Mbit/s n/a 15Mbit/s n/a 15Mbit/s n/a 17Mbit/s n/a 

Upload 2Mbit/s 1Mbit/s n/a n/d n/a n/d n/a 1Mbit/s n/a 1Mbit/s n/a 

8 Download 40Mbit/s 17Mbit/s 38Mbit/s  n/a 152Mbit/s 17Mbit/s 38Mbit/s  17Mbit/s n/a 17Mbit/s n/a 

                                                                                                                                                                                                                                                               
90

  We find it to be counter-intuitive that KCOM offers superfast broadband on Openreach’s infrastructure, and yet BT does not offer superfast broadband at the same address. One possible 

explanation is that superfast broadband may become available shortly and KCOM is advertising it whereas others are not yet. (Please note that KCOM informed Analysys Mason that it offers 
superfast broadband at the address of Exemplar 2’s Site 2.)  

91
  Counter-intuitively, Virgin Media’s DSL offer, reported on the operator’s website, includes higher bandwidth than that offered by other DSL providers in the areas where the exemplar SMEs 

are located. This is likely to be due to an error as Virgin Media provides DSL services using the same Openreach product used by the other DSL providers. 
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Exemplar Link 
Bandwidth 

needed 

BT Virgin Media Zen Vodafone KCOM 

DSL Fibre DSL Cable
88

 DSL Fibre DSL Fibre DSL Fibre 

Upload 40Mbit/s 1Mbit/s 9.5Mbit/s n/a 12Mbit/s n/d 9.5Mbit/s 1Mbit/s n/a 1Mbit/s n/a 
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Only the SMEs profiled in Exemplars 1 and 8 currently subscribe to fixed broadband plans that 

address their bandwidth needs adequately. Both exemplars subscribe to leased-line connections.  

The remaining exemplars are lacking sufficient uplink bandwidth to meet the requirements of their 

most bandwidth-demanding, business-critical services/applications.  

Exemplar 2 (Site 1) currently has the option of switching to other, higher-bandwidth service plans 

available in its geographical location that could address its needs, while this is not the case with 

Exemplars 3, 4, 5, 6 and 7.  

 The company profiled in Exemplar 2 (Site 1) could receive the needed bandwidth by 

subscribing to the Virgin Media superfast broadband plan.  

 Exemplar 3 does not have access to a plan that would offer a 50Mbit/s symmetrical bandwidth, 

however, it could still subscribe to plans that would offer greater bandwidth than that provided 

by its current service plan; it could subscribe to receive three lines from BT or Zen, with a 

cumulative downlink bandwidth of up to 114Mbit/s and uplink of up to 28.5Mbit/s. Another 

alternative for Exemplar 3 would be to subscribe to a connectivity plan from Virgin Media and 

have bandwidth capacity that could deliver 152Mbit/s downlink and 12Mbit/s uplink.
92

 

Ideally, Exemplar 3 would subscribe to a leased line to receive both the high symmetrical 

bandwidth it needs as well as a highly resilient connectivity.  

 Exemplars 4, 5, 6 and 7 currently do not have access to any service plan that would provide 

adequate (or even slightly higher bandwidth) uplink connectivity bandwidth.  

The comparative analysis of the existing service plans and exemplar SMEs’ bandwidth needs 

suggests the following:  

 Overall, DSL-based plans typically do not meet the exemplar SMEs’ bandwidth needs, while 

superfast broadband offerings do, but are not always available at the exemplar SMEs’ 

geographical locations.  

 Some of the exemplar SMEs addressed the lack of superfast broadband offerings in their areas 

by subscribing to multiple DSL lines to boost bandwidth capacity. This configuration also 

brings the additional benefit of increased resilience of their Internet connections.  

 In the case of a few exemplar SMEs, even superfast broadband offerings do not meet the need 

for high uplink bandwidth capacity, and these companies are left with leased line as their only 

option, which the exemplar SMEs often cannot afford.
93

 This suggests the existence of a 

product gap as some SMEs’ uplink bandwidth needs are inadequately addressed by both their 

current service providers and other service providers in the SMEs’ geographical locations 

analysed in this report.   

                                                      
92

     However, if it were to replace its current connectivity plans from various providers with a connectivity plan from only 

one provider, this could have a negative impact on the resilience of its connection. 

93
  The average monthly cost for a Btnet leased-line product is slightly below GBP300. However, this product offers 

symmetrical bandwidth of only 10Mbit/s.  
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 Not all SMEs are choosing services that would meet their stated needs, even when those 

services are available in their geographical location (e.g. Exemplar 2’s Site 1, as demonstrated 

in Figure 5.3); this might suggest a lack of awareness, or reluctance to switch providers, as we 

discuss in the following section.  

— Collecting the information on the available plans and the bandwidth capacity they offer 

proved to be difficult. Some of the information is available online, while other can be 

received only by calling the providers’ customer service. In some cases, the information 

we collected was counter-intuitive. This could explain the exemplar SMEs’ reluctance to 

switch operators or look for better options.  

Price of service plans vs. budget of the exemplar SMEs 

Previously we concluded that some exemplar SMEs do not always subscribe to the service plans 

that would adequately address their bandwidth needs, even when such plans are available in their 

geographical locations. In this section, we look at whether the SMEs’ decisions to subscribe to less 

attractive plans, in terms of the bandwidth offered, were driven by their budget constraints.  

We found that some SMEs may not be making the most cost-effective decisions when selecting 

their connectivity providers. In fact, in some cases SMEs subscribe to services that offer lower 

bandwidth at higher prices. In some cases, this is due to the exemplar SMEs’ unawareness and 

inability to navigate the market supply and assess all available offers. In other cases, the decision 

is related to the exemplar SMEs’ fear of switching providers i.e. the cost of switching providers is 

often too high and the benefits the exemplars could gain from switching are often marginal (e.g. a 

bit of extra uplink bandwidth or a marginally lower price).  

Figure 5.4 illustrates the monthly prices of the Internet service plans presented in Figure 5.3. 
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Figure 5.4: Monthly price per line
94

 of Internet connectivity plans available in the geographical area covered in the analysis of exemplar SMEs [Source: Analysys Mason, 2015] 
95

 

Exemplar 
Contract 

period 

BT Virgin Media Zen Vodafone KCOM 

DSL Fibre DSL Cable DSL Fibre DSL Fibre DSL Fibre 

1 – Site 

1 
12 months GBP22 

n/a n/a n/a GBP79
96

 n/a GBP23 n/a GBP30 n/a 

 24 months GBP15 n/a n/a n/a GBP79 n/a GBP17 n/a n/a n/a 

1 – Site 

2 
12 months GBP22 

n/a n/a GBP45 GBP79 n/a GBP23 n/a GBP30 n/a 

 24 months GBP15 n/a n/a GBP40 GBP79 n/a GBP17 n/a n/a n/a 

1 – Site 

3 
12 months GBP22 

n/a GBP40 n/a GBP79 n/a GBP23 n/a GBP30 n/a 

 24 months GBP15 n/a GBP40 n/a GBP79 n/a GBP17 n/a n/a n/a 

2 – Site 

1 

12 months GBP22 n/a n/a GBP45 GBP79 n/a GBP23 n/a GBP30 n/a 

24 months GBP15 n/a n/a GBP40 GBP79 n/a GBP17 n/a n/a n/a 

2 – Site 

2 

12 months GBP22 GBP37 GBP40 n/a GBP79 n/a GBP23 n/a GBP30 GBP45 

24 months GBP15 GBP29 GBP40 n/a GBP79 n/a GBP17 n/a n/a n/a 

                                                      
94

  Excludes VAT, activation charge and line rental. All prices correspond to the most affordable plan with unlimited usage. 

95
  As stated at the beginning of this section, the analysis presented here does not include a comparison of the prices and technical capabilities of the available leased lines plans. Generally, the 

average monthly costs associated with leased lines can vary from around GBP300 for a fibre-based product, to about 45% less for a copper-based product (EFM leased line). 

96
  Please note that Zen offers five different business plans on DSL with the same bandwidth capacity. The prices vary from GBP15.31/month to GBP79/month depending on the download 

allowance. The cheapest plan allows 50GB download usage, while the most expensive plan, presented in this table, assumes unlimited usage.  
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Exemplar 
Contract 

period 

BT Virgin Media Zen Vodafone KCOM 

DSL Fibre DSL Cable DSL Fibre DSL Fibre DSL Fibre 

3 
12 months GBP22 GBP37 n/a GBP45 GBP79 GBP22.50 GBP23 n/a GBP30 n/a 

24 months GBP15 GBP29 n/a GBP40 GBP79 GBP22.50 GBP17 n/a n/a n/a 

4 
12 months GBP25 n/a GBP40 n/a GBP79 n/a GBP23 n/a GBP30 n/a 

24 months GBP18 n/a GBP40 n/a GBP79 n/a GBP17 n/a n/a n/a 

5 
12 months GBP22 n/a n/a n/a GBP79 n/a GBP23 n/a GBP30 n/a 

24 months GBP15 n/a n/a n/a GBP79 n/a GBP17 n/a n/a n/a 

6 
12 months GBP22 n/a GBP40 n/a GBP79 n/a GBP23 n/a GBP30 n/a 

24 months GBP15 n/a GBP40 n/a GBP79 n/a GBP17 n/a n/a n/a 

7 
12 months GBP22 n/a GBP40 n/a GBP79 n/a GBP23 n/a GBP30 n/a 

24 months GBP15 n/a GBP40 n/a GBP79 n/a GBP17 n/a n/a n/a 

8 12 months GBP22 GBP37 n/a GBP45 GBP79 GBP22.50 GBP23 n/a GBP30 n/a 

24 months GBP15 GBP29 n/a GBP40 GBP79 GBP22.50 GBP17 n/a n/a n/a 
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Exemplar 2 (Site 1) has the option to have a connection from Virgin Media that would fully 

address its bandwidth needs. However, the corresponding price would be more than twice what the 

company currently pays on that site. 

Exemplar 3 does not have a plan available which would offer adequate uplink bandwidth, however 

it could gain more bandwidth at a lower monthly price should it consider switching providers. It is 

currently paying GBP176
97

 per month for eight DSL lines from BT, to receive cumulative 

downlink and uplink speeds of up to 48Mbit/s and 8Mbit/s respectively. If the company subscribed 

to receive three superfast broadband lines from Zen’s plan, it would be paying GBP67.50 for all 

three lines. Alternatively, Exemplar 3 could subscribe to receive only one superfast broadband 

plan from Virgin Media at a monthly price of GBP40 or GBP45 (depending on contract length). 

The above analysis demonstrates that some of the exemplar SMEs may not be making the most 

cost-effective decisions when selecting their connectivity providers: 

 SMEs are sometimes unaware of the existing service plans in their geographical locations that 

would meet their bandwidth requirements better;
98

 furthermore, while most SMEs would like 

to cut costs, many are unaware of the existence of cheaper service plans available from other 

fixed access service providers in their geographical areas.  

 Even when SMEs are aware of the availability of better alternatives, most are not considering 

switching providers. The cost of switching
99

 seems to be particularly high for smaller SMEs, 

as some of them cannot even consider alternative offerings without this disrupting their 

business.
100

 Most small SMEs do not have enough time to continuously monitor the available 

service plans and compare their various features across different providers.  

While the lack of awareness and the high perceived cost of switching present a barrier for some 

SMEs to adopt more suitable and often lower cost Internet plans, this is not the case with all 

SMEs. In some cases, basic and superfast broadband plans available in the exemplar SMEs’ 

geographical areas do not meet the SMEs’ needs and the companies cannot afford the only 

available option that would do so, i.e. a leased-line connection.
101

 BT’s own marketing for leased 

line products clearly shows the benefits of a leased line, with resilience options (including: back-

                                                      
97

  Or GBP22 per line per month. 

98
  One of the companies we interviewed explicitly stated that it would prefer to subscribe to a fibre-based plan if it were 

available in its area, not being aware that such a plan already exists where its offices are located.  

99
  Ofcom published a ‘Consumer switching consultation’ in 2012. Analysis in that consultation focused on switching 

involving residential consumers and small business consumers (with up to 10 employees), and it looked at switching 
providers on the Openreach copper network and services provided using an FTTC network. In the consultation, 
Ofcom announced a decision to harmonise switching procedures in order to overcome some of the previous issues 
related to switching (e.g. lack of consumer awareness associated with the implications of switching and lack of 
clarity regarding the processes, which may have deterred consumers and small businesses from switching). 
Available at: http://stakeholders.ofcom.org.uk/binaries/consultations/consumer-switching-
review/summary/Consumer_Switching.pdf. 

100
  One SME we interviewed mentioned that it receives calls from other potential providers at work during office hours 

which is inconvenient. It would much prefer to get offers via e-mail, which it could then review when there are no 
customers in the store. 

101
  Such is the case of Exemplar 3. 
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up, fail-over, load-balancing), service level agreements (with guaranteed five-hour fault resolution 

time), and connection availability targets which are not offered for superfast broadband products. 

However, a typical BTnet leased-line customer pays GBP272 per month for a midrange product of 

10Mbit/s symmetrical bandwidth, a price which is unaffordable for many of our exemplars.  

That being said, there are less expensive leased-line options, such as the EFM service plans, which 

could potentially bridge the product gap for some exemplar SMEs.
102

 EFM uses existing copper 

lines to connect SMEs to the provider’s local exchange and it is typically easier to install than a 

standard leased line. However, given its technical characteristics, and in particular the fact that it is 

a service that provides copper-based connectivity and thus offers lower speeds,
103

 it would not 

address the needs of all the exemplar SME covered in our study. Furthermore, the service is 

currently not available in all geographical locations either.  

Other leased-line equivalent services may also be available, for example, point-to-point microwave 

link (currently used by Exemplar 8). In certain locations, however, there can be complications with 

this technology, including line-of-sight issues, which can serve to increase costs. 

5.4 Exemplar SMEs’ voice connectivity needs vs. available service plans 

In this section we compare the exemplar SMEs’ needs regarding voice connectivity services and 

applications against the voice service plans available in the geographical area covered by our 

analysis of exemplar SMEs.
104

 

Figure 5.5 illustrates the voice connectivity needs of the exemplar SMEs (as identified in our 

exemplar analysis) and the voice connectivity service plans available from seven service providers.  

 We classify the exemplar SMEs’ needs as either ‘business-critical’, ‘nice to have’, or not 

required. 

 Regarding the available service plans, we specifically look at whether the following elements 

are included in the voice connectivity plan: basic telephony, advanced telephony (which 

includes features such as hunt groups),
105

 UK calling plan and international calling plan.  

 

                                                      
102

  BT claims that its EFM leased-line options are up to 45% cheaper than the standard BTnet leased line. More 

information is available at: http://business.bt.com/broadband-and-internet/leased-lines/efm/. 

103
  For instance BTnet’s EFM leased line offers speeds between 2Mbit/s and 35Mbit/s. More information is available at: 

http://business.bt.com/broadband-and-internet/leased-lines/efm/. 

104
  The comparison is restricted to seven providers in the geographical area covered by our analysis of exemplar 

SMEs. 

105
  For more information on other features included in this type of service, please see Section 4. 
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Figure 5.5: Landline services required by exemplars compared with availability of offers from providers [Source: Analysys Mason, 2015] 
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Advanced (includes call features such as hunt groups) 
        

UK calling plan 
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 Providers  

 BT VM VOD Zen Colt KCOM Gamma  

Basic         
Advanced (includes call features such as hunt groups)         
UK calling plan         
International calling plan         
Note:  Harvey balls are used to indicate service features that are: business-critical - , ‘nice-to-have’ - , or not required -  for each of the exemplar SMEs; the features 

currently included in the exemplar’s service plan are highlighted in green. 

                                                      
106

  Digitel Europe resells BT lines. 
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Our analysis indicates that there is no evidence of a product gap when it comes to the exemplar 

SMEs’ voice connectivity needs and the available service plans. As BT offers its landline service 

in all geographical areas covered in our exemplar analysis, we know that the exemplar SMEs can 

access any of the voice connectivity features from BT. In addition, Virgin Media also offers the 

same features in a few of the geographical areas we looked at. 

That being said, in some cases, a product gap may be implicit in the case of voice service plans 

and is tied to SMEs’ other connectivity needs (such as mobile telephony or Internet connectivity) 

or budget constraints. Examples of this are Exemplars 1 and 5. These two companies currently 

subscribe to voice plans that address their business-critical needs well. However, both Exemplars 1 

and 5 could benefit from having access to other features/elements of voice service plans 

(designated as ‘nice to have’ in Figure 5.5). These features are either not currently offered by their 

service provider or are not included in the service plan they subscribe to.  

 Exemplar 1 would prefer to have a voice connectivity service that includes a plan for 

international calls. This exemplar represents larger SMEs with a number of offices located 

internationally and a diverse client base around the world: having an international calling plan 

would allow it to cut costs significantly. Its current provider does not offer such a plan but 

there are four other providers that offer this feature in its geographical location: BT, 

Virgin Media, Colt and KCOM. However, the SMEs similar to Exemplar 1 are unlikely to 

change supplier in order to receive this feature, as their existing arrangement provides them 

with a comprehensive fixed and mobile communications service plan. The product gap is 

therefore implicit as the desired product/feature is available on a standalone basis, but not in a 

bundled package that would satisfy other SMEs’ connectivity needs. 

 Exemplar 5 would like to receive a voice connectivity service that would allow it to have its 

incoming landline calls redirected to selected mobile handsets. This feature could be accessed 

under the ‘Standard Feature line’
107

 plan from its current provider, BT. This plan would come 

with a monthly line rental charge of GBP27.16 (on a 12-month contract), while the lowest-cost 

plan is currently GBP15 (on a 12-month contract). It is possible that the budget constraints will 

not allow SMEs similar to Exemplar 5 access to such advanced features.   

In the case of Exemplar 4, we found that a consumer mobile voice plan was a more suitable option 

than the plan specifically tailored for SMEs. For its mobile services, the company would 

appreciate a feature which sent alerts warning of unusually high charges, to avoid ‘bill shock’. 

This service is available on residential plans from its mobile provider, but not business plans.  

Finally, in line with the findings presented in the previous section, some SMEs are unaware of 

lower-cost (or more appropriate) voice connectivity plans that are available in their areas. For 

instance, Exemplars 2 and 6 are currently using landline service plans that do not include a UK 

calling plan and an international calling plan, both business-critical features for the two companies. 

Both companies are unaware of the existence of plans that could offer such features.  

                                                      
107

  See http://business.bt.com/phone-services/business-phone-lines/featureline/. 
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 Exemplar 2 could subscribe to its current provider’s ‘Business Complete Call’ plan, which 

includes an allowance of 5000 minutes to UK or international numbers and 500 minutes to 

mobile numbers in the UK. This plan costs GBP20.50 per month.
108

 The number of calls that 

this type of company would place fluctuates significantly, with particularly high spikes during 

the summer months (when the company’s telephone bill doubles). Having a UK calling plan 

would allow it to cut its costs significantly.  

 Exemplar 6 needs to place calls to international destination as most of its clients are located 

abroad. The business would benefit from having access to an international calling plan, 

currently not offered by its existing provider, Zen. To access such a plan the company would 

have to switch its current provider, which might increase the costs associated with Internet 

connectivity. However, the driver for remaining with the existing supplier is not a budgetary 

consideration but simply a lack of awareness of the available service plans.  

Generally, the importance of fixed telephony varies a lot across our exemplar SMEs. While 

landline telephony is a business-critical need for five out of the eight exemplar SMEs, two 

exemplar SMEs currently do not use landline telephony at all. Mobile telephony is usually the 

exemplar SMEs’ fall-back option, which is used to provide resilience to the SMEs’ voice 

communication plans. 

There is increasing interest in advanced fixed voice telephony features among the exemplar SMEs 

that currently subscribe to a landline telephony plan. Some of the (typically larger) exemplar 

SMEs are aware of the benefits these features can add to their businesses and are subscribing to 

landline plans with options that go beyond basic telephony. Others (often the smaller exemplar 

SMEs with specialist needs) are interested in certain elements of unified communications service 

plans, but this interest is still nascent.
109

  

Some of the exemplar SMEs are planning a migration from PSTN landline service to IP PBX as 

they believe that this migration will help them to generate cost savings in the future. However, it is 

important to note that the implication of moving all voice calls from landline to data connectivity 

will likely result in other, new connectivity needs.  

 More specifically, if the migration is conducted in such a way that the telephones and the 

computers share the same network the SME would need to configure its firewall to allow SIP 

traffic to pass through to the telephones. The benefit of sharing the network is that the SME 

can save on floor ports as both phones and computers use the same office LAN. 

 The alternative solution would be to keep a physical separation between the telephone and the 

computer lines by having a separate switch and Internet line for the telephones. This option is 

typical for SMEs that subscribe to dedicated connectivity, whereby the leased line is connected 

                                                      
108

  See http://business.bt.com/phone-services/business-phone-

lines/?msgtype=01&s_cid=btb_ppc_maxus_google_g_bt_business_phrase_sitelink_exact_business_phone_line&gc
lid=CKuSw4_qw8MCFUTnwgod9qIAuA&gclsrc=aw.ds. 

109
  For instance, the comments stated in Exemplar 4 related to the potential benefits of call forwarding between fixed 

and mobile devices imply the company’s interest in unified communications service plans.  
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to a PoE (Power over Ethernet) switch into which the telephone lines are patched. Typically, 

the supplier would install this system and maintain it and the SME would then cancel any 

legacy ISDN lines.   

5.5 Exemplar SMEs’ needs for technical and IT support vs. the technical and IT support 

offered by service providers 

Finally, we analyse SMEs’ needs in terms of the quality of service, reliability and the related 

technical support against that offered by the suppliers covered in our analysis. First we analyse 

SMEs’ needs for reliable and high-quality service as well as their expectations regarding technical 

support (the expected fault resolution time in particular). We then compare these needs and 

expectations against the quality of service and technical support providers are committing to 

provide. Our analysis suggests that some SMEs would appreciate standard or superfast broadband 

service that would include SLAs with shorter, guaranteed fault resolution times a need that is 

currently addressed only in a few geographical areas and by only a few of the service providers 

included in our analysis.  

Reliability and quality of service  

A reliable service, particularly when it comes to Internet connectivity, is one of the key needs of 

SMEs covered in our analysis. Most of the exemplar SMEs cited reliability as more important than 

speed for Internet connectivity (see Figure 5.6).  

Figure 5.6: Summary of exemplar SMEs’ answers regarding their preferred attribute per connection type 

[Source: Analysys Mason, 2015] 

Connection Quality Reliability Reliability and quality 

Landline 3 2 2 

Mobile 1 4 2 

Internet 0 5 3 

 

Meanwhile, most operators do not offer SLAs with their retail products, particularly for the 

standard broadband plans that most SMEs subscribe to. This indicates that there could be an 

opportunity for operators to develop specific SLAs
110

 for certain SMEs to address their demand for 

more reliable service.
111

  

Quality of service is particularly important when it comes to the exemplar SMEs’ landline 

telephony service. High-quality landline telephony is expected by companies that have not moved 

to Skype or other lower-cost (or free) alternatives, where a lower quality of service is more 

prevalent and largely accepted as part of the compromise. Most of the exemplar SMEs relate the 

                                                      
110

  For instance, those that would involve a faster, guaranteed uptime and fault resolution time.  

111
  None of the SMEs interviewed that opted for reliability over speed currently subscribes to plans that include SLAs. 
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quality of landline service to their company image; that is, a poor-quality landline connection 

could damage their reputation with their clients.  

Expectations related to technical and IT support  

In our conversations with the exemplar SMEs, we found that some of them have high expectations 

regarding resilience and technical support for their Internet connectivity services. Faults related to 

Internet connectivity need to be resolved ‘immediately’,
112

 while most SMEs are able to tolerate a 

delay of a few hours to have landline or mobile connection faults resolved (see Figure 5.7). This 

finding is in part related to the growing importance of email communications and web-based 

payment systems for exemplar SMEs’ businesses. In addition, mobile broadband services may still 

not be a sufficiently good substitute for fixed broadband for most of the exemplar SMEs, whereas 

a number of alternatives can temporarily replace the primary link for a voice service (e.g. a 

landline can be temporarily replaced by mobile telephony or VoIP over a broadband link). 

Figure 5.7: Summary of exemplar SMEs’ answers regarding desired fault resolution time [Source: Analysys 

Mason, 2015] 

Connection Immediately Within a few hours Same day 

Landline 1 5 0 

Mobile 2 2 3 

Internet 7 1 0 

  

Apart from the exemplar SMEs that subscribe to a leased line, others do not consider that the 

current resolution time is sufficiently short to address their business needs. Most would be willing 

to subscribe to a plan that was approximately 10–20% more expensive if it provided a higher 

quality of service
113

 and shorter fault resolution times.  

Only two of the eight exemplar SMEs interviewed have SLAs explicitly stated as part of their 

contracts with connectivity service providers (Exemplars 1 and 8). Not surprisingly, the two 

exemplar SMEs are both large SMEs with more than 200 employees and both subscribe to leased-

line connectivity plans. In the case of Exemplar 1, both of its service providers, Vodafone and Zen, 

provide SLAs as part of the leased-line package the company subscribes to. Exemplar 1’s 

impression is that SLAs do not have a lot of practical value, as it would be very difficult to use 

them to address issues i.e. for SLAs to be activated the problem needs to be very significant and 

persistent. Exemplar 8 ensures resilient connectivity and high-quality technical support by 

subscribing to a fixed leased line which serves as its main connection as well as a wireless leased 

line as back-up. Its wireless leased-line provider guarantees 99.95% uptime as well as a four-hour 

fault resolution time in the SLA.  

                                                      
112

  ‘Immediate’ resolution of a fault is impossible, but the fact that a number of SMEs selected this option in the case of 

Internet connectivity indicates the importance of Internet to their business. 

113
  Quality of service refers to the way SMEs’ complaints are handled by service providers’ customer service 

departments. Some of the exemplar SMEs complained that they had to wait in queues for a long time to reach 
customer support representatives.  
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Most small exemplar SMEs outsource IT support functions. Similarly to the previous analysis, 

some of these exemplar SMEs are unaware of the type of support they are entitled to, particularly 

when it comes to IT support from their connectivity service provider. For instance, a few of the 

exemplar SMEs that currently subscribe to BT’s business broadband plans mentioned a need for 

basic IT support. This support could be something as simple as providing advice regarding the 

most suitable telecoms or IT services, or conducting a remote diagnosis and remotely resolving 

small issues. Both services are actually offered as part of BT’s business broadband plans, but the 

exemplar SMEs were unaware of this.  

Having only one point of contact for all technical and IT support as well as all other connectivity 

needs is highly valued by most of the exemplar SMEs. This is particularly important for the 

smaller exemplar SMEs. Given their small headcount and busy workdays, they tend to lack both 

the time and the necessary skills to manage their relationships with the current connectivity 

providers and solve basic connectivity problems.  

As mentioned above, most operators do not offer SLAs with short fault resolution times with their 

retail broadband products, particularly for the standard broadband plans that most SMEs subscribe 

to. This indicates that there could be an opportunity for operators to develop specific SLAs for 

certain SMEs to address their demand for better technical support. We recognise that offering 

significantly faster fault resolution times to all SMEs across the board may not be feasible for 

service providers: SMEs are a very diverse and dispersed customer group and decreasing fault 

resolution times for all SMEs could be too costly for service providers. At the same time, while 

our exemplar SMEs claimed that they would be willing to pay more to have better technical 

support, our understanding is that, in reality, most SMEs are not prepared to make even a modest 

additional investment (i.e. just a few pounds extra per month) to purchase a service that would 

guarantee very fast fault resolution.  

5.5.2 Technical support offered by the service providers  

Figure 5.8 shows whether any kind of support is included by the selected providers for each of the 

key services. 

Figure 5.8: Services supported by providers [Source: Telecoms providers’ websites, 2015] 

Services BT Virgin 

Media 

Vodafone Zen Colt KCOM Gamma 

Landline        
Mobile (voice and 

data)  n/a  n/a n/a   

Internet        

IT  n/a n/a n/a  n/a n/a 
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Below we assess in more detail the type of support (e.g. targets for fault resolution) that SMEs 

receive. Our assessment is limited to the publicly available information from the selected 

providers. 

Landline 

BT provides three levels of customer support for its basic landline service offered to businesses. 

The more expensive the plan, the shorter the fault resolution time target offered (see Figure 5.9). 

Level of care Resolution time target Line rental price 

range
114

 (GBP) 

Figure 5.9: BT’s 

landline fault 

resolution time 

target for 

businesses
115

 

[Source: BT, 2015] 

Standard Two working days 13 to 15  

Prompt By the end of the next working day 19 to 19.99 

Critical Within six hours 23 to 24 

 

Virgin Media advertises on its website that it offers a ‘business-grade’ SLA
116

 for its business 

fixed-line service, with a guaranteed fault resolution time of 24 hours. 

Zen does not offer guaranteed resolution times. Faults are raised with BT and it takes 24 hours for 

the problem to be looked at by BT for customers subscribing to a ‘business’ plan. 

Colt offers SLAs to assure the delivery of high-quality sound at any time. However, the provider 

does not provide more information on its website on the terms of the SLA. 

KCOM provides two types of landline service: ‘Indirect voice’ and ‘Direct voice’. The ‘Indirect 

voice’ service uses BT’s lines and has a target fault resolution time of up to six hours. The ‘Direct 

voice’ service uses KCOM’s network and aims to fix faults within four hours. 

No public information was found for the remaining providers on the level of support offered. 

Mobile (voice and data) 

BT’s mobile subscribers can request support over the phone (line open 24/7) and on the support 

forums on the company’s website. Customers who subscribe to a ‘One Plan’ service can also 

submit their enquiries by e-mail. 

Vodafone offers support over a range of channels. Business subscribers can reach the provider 

24/7 at a dedicated telephone number. The provider’s website allows business customers to use 

‘live chat’ to submit their question to an agent (available 24/7) or to post their enquiry on a forum. 

                                                      
114

  These are monthly prices and exclude VAT. 

115
  See http://business.bt.com/phone-services/business-phone-lines/. 

116
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Telephony-Solutions/Business-Phone-Lines/. 
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The option to submit an enquiry by email or electronic form was not found on the website. 

Vodafone can also provide support at its stores. 

KCOM receives support enquiries over the phone and on its website, using an electronic form. It is 

unclear from the website if the support phone line is open 24/7. 

Gamma offers support over the phone 24/7. Customers can also submit enquiries via electronic 

form or email. These two channels are not dedicated to customer support as they are also used for 

sales enquiries. 

Internet 

BT offers two levels of SLAs
117

 for its non-dedicated broadband services: ‘Standard’ and ‘Prompt’ 

(for which the definitions are the same as those in Figure 4.4). ‘BTnet’
118

 is a leased-line service 

from BT that offers an Internet availability target of 100% and aims to resolve issues within five 

hours.  

Virgin Media aims to address faults with its cable business broadband within 24 hours of receiving 

a request from the customer.
119

 Its leased-line service offers a 100% availability target that is 

covered under an SLA.
120

 

Zen offers an ‘Enhanced care’ service at a monthly price of GBP12 (excl. VAT). This service 

includes an SLA that can be activated in case of fault. Under this SLA, Zen will resolve the fault 

within 20 working hours. If that time is exceeded, the provider credits the client with GBP15 (excl. 

VAT). For its ‘Unlimited Fibre Office’ plan, Zen already offers an SLA that states faults will be 

resolved within 12 hours, otherwise the client will be credited with GBP15. For the leased-line 

service, Zen commits to a 100% uptime availability SLA. Also in the event of a fault, an engineer 

is dispatched to address the issue within four hours.
121

 

Colt only offers leased-line services, whose provision is covered by an SLA.
122

 

KCOM only discloses fault resolution target for its leased-line service. This service offers a 100% 

availability target and no more than four hours to fix a fault.
123

 

                                                      
117

  BT refers to this as “customer service compensation scheme,” If BT is late in repairing a service failure, the 

customer can claim a one-off service level credit of GBP25. See more information here: 
http://www2.bt.com/static/i/btretail/panretail/terms/pdfs/bt1185_annex.pdf. 

118
  See http://business.bt.com/broadband-and-internet/leased-lines/. 

119
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Broadband-and-Internet-Services/Business-

Broadband/. 

120
  See http://www.virginmediabusiness.co.uk/Products-and-solutions/Broadband-and-Internet-Services/Managed-

Internet-Access/. 

121
  See http://www.zen.co.uk/enterprise/leased-lines-and-ipvpn/leased-lines.aspx#features-and-benefits. 

122
  See http://www.colt.net/uk/en/products-services/internet-service/ip-access-en.htm. 

123
  See http://www.kcom.com/products/internet-networks/business-internet#tab=tab-1. 
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Gamma aims to resolve an issue across its broadband plans (Broadband ADSL2+, FTTC 

Broadband and Converged Broadband) within 22 hours, if the customer subscribes to a ‘Business 

care’ service. For the plans FTTC Ethernet and EFM (copper), the target time to fix faults is eight 

hours. The Ethernet (fibre) plan has a target time of six hours to fix faults. All plans are covered by 

SLAs.
124

 

No public information was found for the remaining providers on the level of support offered.  

IT support 

BT provides two levels of IT support to SMEs. The lighter service is called ‘BT Tech Heads’
125

 

and is supplied with BT’s business broadband services. Enterprises can use it to obtain help and 

advice on broadband and IT-related questions or issues. For example, a business can receive 

assistance remotely on its computers. To benefit from a more advanced level of IT support, 

enterprises have to subscribe to the ‘IT Support Manager’
126

 service. 

No public information on the level of support was found for the remaining providers compared.  

                                                      
124

  See http://www.gamma.co.uk/media/2086/data-services.pdf. 

125
  See http://btbusiness.custhelp.com/app/answers/detail/a_id/15279. 

126
  See http://business.bt.com/it-support-and-security/it-support-manager/. 
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6 Future connectivity needs of exemplar SMEs  

Over the next ten years, the SMEs that currently require a lot of bandwidth capacity will increase 

both their usage of, and dependency on, connectivity. This will develop from growing 

virtualisation and use of OTT cloud services: some companies will make a concerted effort to 

implement cloud services across their entire business, starting with unified communication 

services, and extending to include business-critical systems at the extreme.  

The growing demand for new applications and features and the need to cut costs
127

 were identified 

by the eight exemplar SMEs covered in this study as the main factors affecting their future 

connectivity needs (see Figure 6.1).  

Figure 6.1: Main factors affecting the eight exemplars’ future connectivity needs [Source: Analysys Mason, 2015] 

 Need to cut 

costs / 

efficiency 

gains 

Growing 

headcount  

Demand for 

new 

applications 

Lack of 

awareness  

Fear of 

switching  

Exemplar 1      

Exemplar 2      

Exemplar 3      

Exemplar 4      

Exemplar 5      

Exemplar 6      

Exemplar 7      

Exemplar 8      

The growing demand for new applications and features will drive the demand for more bandwidth 

and lower latency 

Six of the eight exemplar SMEs mentioned that they are planning to use new applications and 

features in the future that may change their current connectivity needs. These new applications and 

features include: unified communications, video conferencing, new CRM systems with rich feature 

sets, VPN and cloud-based storage. Most of these features will be driving the need for more 

bandwidth capacity and lower latency.  

 Four of the eight exemplar SMEs (Exemplars 1, 3 and 5) are planning to move to cloud-based 

storage in the near future.  

                                                      
127

  “The need to cut costs” refers to both the need to cut costs for telecoms services and the need to cut the overall 

costs by using new communications services and applications (for example, cutting costs for travel to clients’ sites 
by using video conferencing). 
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The need to cut costs will also affect the exemplar SMEs’ future connectivity requirements 

Several exemplars expect to be able to cut connectivity related costs and achieve operational 

efficiencies. This will be the key driver behind their connectivity strategy in the near future.  

 Due to a lack of resources, Exemplar 6 will not be able to change anything about its current 

connectivity plans.  

 Cost is one of the key drivers for Exemplar 4 too, another micro-enterprise. However, this 

exemplar has plans to adopt new features in the future, which it believes will result in 

efficiency gains.  

 Finally, Exemplar 1 mentioned that that cost will matter more than additional bandwidth gain 

in the upcoming renewal of its current connectivity plan. This is no surprise given the fact that 

the exemplar already subscribes to a leased line with symmetrical 100Mbit/s.  

We also expect current trends in personal and business device usage convergence to continue as 

SMEs are looking to cut costs. This will be especially prevalent among small and micro-

enterprises, with the number of companies moving to ‘bring your own device’ (BYOD) policies 

bringing the UK in line with international peers. 

Increasing headcount of some exemplar SMEs will result in demand for more bandwidth capacity 

Two of the eight exemplars (Exemplars 7 and 8) expect significant growth in headcount in the 

next couple of years. This will be the key driver behind their future connectivity needs. In both 

cases, growth in headcount will result in the need for more bandwidth capacity. Both companies 

also expect to use new applications and services as their businesses expand.  

The exemplar SMEs’ move to new applications and features will call for more proactive technical 

and IT support from connectivity service providers in the future 

Most of the exemplar SMEs would like their connectivity provider to become their one point of 

contact for technical support, IT support and act as their trusted adviser regarding the connectivity 

plans and features that their businesses need.  

 As the feature set of the companies becomes more complex (with the move to VPN, cloud-

based storage, etc.), the exemplar SMEs will see the need for a more comprehensive technical 

and IT support from their current connectivity providers. In fact, most exemplar SMEs 

mentioned that they would prefer to have one point of contact for both technical and IT 

support.  

 Most of the exemplar SMEs are unaware of all or some connectivity service plans available in 

their respective areas and some exemplar SMEs are not even aware of the features available in 

the plans they currently subscribe to. Conscious of their own lack of awareness, two exemplar 

SMEs (Exemplars 2 and 3) mentioned that they would like their connectivity service provider 

to proactively provide advice on the type of connectivity plans and features that would be the 

most appropriate for their businesses.  
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Most of the smaller exemplar SMEs claim that they are not planning to change their current 

connectivity service provider even if other providers offered more value for a lower price  

While two of the eight exemplar SMEs mentioned that they changed their connectivity service 

providers in the last couple of years, most are very reluctant to switch providers, particularly 

micro-sized businesses. Looking for another plan or considering a different provider would be too 

disruptive for these companies’ everyday business, particularly given the fact that the exemplar 

SMEs are generally unaware of the products available in the market and their respective features. 

The perceived marginal gain they could achieve by switching (e.g. slightly lower costs or slightly 

higher uplink bandwidth) does not look attractive enough for these exemplar SMEs to consider 

moving to another provider.  

Finally, we expect that resilience and continual uptime of both network and services will continue 

to grow in importance for the exemplar SMEs  

While this has not been specifically pointed out by the exemplar SMEs during the interviews, 

given the importance that they place on resilient and reliable connectivity at the moment, and 

based on their future plans (particularly those related to the adoption of new services and 

application), we expect that the exemplar SMEs’ dependence on connectivity will only grow 

further. This, in turn, will result in the exemplar SMEs valuing access to a variety of resilience 

options to ensure continual connectivity even more in the future.  
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7 Conclusions 

7.1 Current connectivity needs and how they compare to the existing service plans 

The needs of the exemplar SMEs are becoming more complex and the increasing usage 

of new connectivity features and applications is resulting in a growing need for higher 

bandwidth and lower latency.  

DSL-based plans typically do not meet the exemplar SMEs’ bandwidth needs. 

Superfast broadband offerings usually meet the exemplar SMEs’ bandwidth needs but are not 

always available in their respective geographical locations.  

In some cases, even the fibre-based offerings cannot meet the exemplar SMEs’ uplink bandwidth 

needs. This situation implies the existence of a product ‘gap’, i.e. instances in which the existing 

connectivity offerings available in certain locations do not adequately address the connectivity 

needs of some SMEs with offices in these locations. In most cases, this gap is the step change in 

price and performance between broadband packages and standard fibre-based leased lines. We 

acknowledge that there are less expensive dedicated connectivity options (like EFM leased lines) 

available in the market that could potentially address the product gap for some SMEs. However, in 

some cases, these options do not provide the bandwidth that the exemplar SMEs might need
128

 and 

are not available in all geographic locations.  

 

Most of the exemplar SMEs attach great importance to resilience, which is, in some 

cases, as important as the exemplar SMEs’ growing bandwidth needs.  

Our analysis suggests that the exemplar SMEs have an increasing need for back-up connectivity to 

provide resilience. The exemplar SMEs fulfil this need via different means: some subscribe to 

additional DSL lines or rely on mobile broadband for back-up; others receive resilience options 

within their leased-line plans such as back-up, fail-over and load-balancing. Resilience is so 

important for some of the exemplar SMEs that they subscribe to two separate leased lines.  

 

 

                                                      
128

  Given their technical characteristics i.e. the fact that they are copper-based.  
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There is increasing interest in advanced fixed voice telephony features among the 

exemplar SMEs. The currently available service plans meet most of these needs 

adequately.  

Our analysis indicates that there is no evidence of a product gap when it comes to the exemplar 

SMEs’ voice connectivity needs and the available service plans. However, connectivity needs and 

voice telephony will become intertwined in the case of exemplar SMEs planning a migration from 

PSTN to IP PBX in the future as the migration to PBX will likely result in other, new connectivity 

requirements.  

 

The exemplar SMEs have high expectations regarding technical support for their 

connectivity services, and these expectations are not always met by their connectivity 

service providers.  

Our analysis implies that some of the exemplar SMEs would appreciate a standard or superfast 

broadband service that would include SLAs, a need that is currently addressed only in a few 

geographical areas and by only one of the service providers included in our analysis.  

 

Having only one point of contact for all technical and IT support as well as all other 

connectivity needs is highly valued, particularly by the smaller exemplar SMEs. 

Finding the exact information on the available service plans in certain geographical locations and 

the features they include can be quite difficult. 

The smaller exemplar SMEs particularly tend to lack both the time and the necessary skills to 

manage their relationships with the current connectivity providers and solve basic connectivity 

problems on their own.  

 

7.2 The future of SME connectivity  

The growing demand for new applications and features and the need to cut costs were 

identified by the eight exemplar SMEs covered in this study as the main factors 

affecting their future connectivity needs.  

The new applications and features that the exemplar SMEs will consider using in the future 

include: unified communications, video conferencing, new CRM systems with rich feature sets, 

VPN and cloud-based storage. 
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Increased usage of some of these applications will drive the demand for higher bandwidth 

capacity.  

 

The needs related to connectivity and applications are converging with the migration 

to IP and cloud-based services. The exemplar SMEs’ move to new applications and 

features will call for more proactive technical and IT support from connectivity service 

providers in the future. 

Most of the exemplar SMEs would like their connectivity provider to be their one point of contact 

for technical support, IT support and act as their trusted adviser regarding the connectivity plans 

and features that their businesses need.  

 

Most of the exemplar SMEs claim that they are unlikely to switch service providers in 

the future. 

The exemplar SMEs are generally unaware of the products available in the market and their 

characteristics. They find it difficult to navigate the market and fear that a potential switch to 

another operator could disrupt their business greatly, in particular that they could lose the service. 

These are some of the key reasons the exemplar SMEs stated when justifying their reluctance to 

switch providers in the future.  

Furthermore, the perceived marginal benefit the exemplar SMEs would receive by switching is 

usually not attractive enough to compensate for the risks associated with moving to another 

provider.  

 

Resilience and continual uptime will become more important for most of the exemplar 

SMEs.  

Given the importance that the exemplar SMEs place on resilient and reliable connectivity at the 

moment, and based on their future plans (particularly those related to the adoption of new services 

and application), we expect that the exemplar SMEs’ dependence on connectivity will only grow 

further in the future. This, in turn, will result in the exemplar SMEs placing more value on having 

access to a variety of resilience options to ensure continual connectivity.  

7.3 Synthesis  

There is some evidence of a ‘product gap’ when it comes to the exemplar SMEs’ broadband 

connectivity needs, though the gap is relevant to specific types of SMEs in specific sectors. In 
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particular, most currently available superfast broadband plans for SMEs do not offer symmetrical 

bandwidth, or high uplink bandwidth. The companies that need high uplink bandwidth, such as 

those that provide IT support, develop their own software or conduct financial transactions in real-

time, are left with leased-line products as their only options. Meanwhile, these leased-line products 

can be too expensive and sometimes offer a number of other features that SMEs that are 

demanding high uplink bandwidth do not necessarily need. It is important to note though that the 

product gap is the step change in price and service quality between broadband and leased-line 

product. The gap could potentially be bridged by EFM and point-to-point microwave links in areas 

where these are available.  

Our second objective was to look at the need for and benefits of superfast broadband to SMEs. Our 

assessment of the current connectivity needs of the exemplar SMEs and their future plans suggests 

that many SMEs are beginning to use more frequently applications and services that require high-

bandwidth capacity and this trend is likely to continue in the future. The migration to cloud-based 

storage, VPN connectivity and a more frequent use of video conferencing are just some of the 

applications that will likely drive the demand for superfast broadband.   

 


