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Methodology 

Overview
– The survey focusses on households' habits and opinions about bundled services.
– Which service do users value the most and least?
– Have those surveyed already signed up to a bundle of three or more services?
– How and why did they subscribe to a bundle of three or more services?
– Do users have any regrets about their bundle?
– Are those surveyed interested in buying all of their services from one provider?
– What are the main reasons why consumers would consider one provider for all of their services?

New areas to the 2016 survey
– More focus on mobile, broadband and video services.
– What additional services would households like to take as part of a bundle?

Methodology
– Interviews with 1,000 consumers in the UK.
– Sample consisted of household decision-makers.
– Conducted on a range of devices.
– Nationally representative sample.
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Key Findings 

Our survey shows that fixed-line broadband remains the most valuable form of connectivity to users.
– This was consistent across all user segments and beyond other forms of connectivity, including mobile data and Wi-Fi 

outside the home.

Most respondents, at least 82%, currently have an unlimited fixed-line broadband service.
– Slightly higher among male users and customers with a pay-TV service.

There is scope for operators to upsell users to fibre with the lure of higher speeds.
– 53% of customers have fibre included in their broadband package.

Highest among users of games consoles, connected TVs and media-streaming devices.
Higher among customers owning five or more devices and Netflix subscribers.
Notably higher among Virgin customers; lower among Sky and TalkTalk.

– A fifth of respondents that changed broadband provider in the last 12 months cited higher speed as the reason for the 
switch; but cost was the main driver for switching. 

Our survey confirms strong existing uptake and pent-up demand for multiplay bundles.
– About four in 10 households have subscribed to a bundle of three or more services.
– A further 30% would consider signing up to such a bundle.

Those indifferent to bundles cited "no need" as a reason.
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Most consumers make decisions individually rather 
than as a group.
Unlike our 2015 survey, this is a more representative 
sample of older age groups, in line with the market.
On average, slightly more than half of the total 
households surveyed consist of two people or fewer.

Overview — Household
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Overview — Household Income and Spending

More than 60% of respondents earn less than £35,000 per year.
Strong correlation between a high level of connected device ownership and household income and spending.
Almost 60% of households spend more than £50 per month on media and telecom services.
– Most of this spending is on connectivity, such as fixed-line broadband.
CCS Insight believes that consumers underestimate their total monthly spend — it is likely to be much higher than 
they expect.
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Overview: Ownership of Connected Devices

The average number of connected devices per household is slightly fewer than four.
– It is difficult to draw comparisons with previous results as this survey was skewed toward smartphone users and 

consisted of a different panel.
– It is important to note that we have added more devices, such as smart fitness trackers and wearables.
Ownership of devices such as PCs is higher among older age groups; lower for games consoles, smart and video 
streaming devices.
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Leading Multiplay Providers 

Almost four in 10 respondents have signed up to Sky TV; the company's dominance of pay-TV is evident.
– In line with the market, BT leads in fixed line with 27% of respondents having signed up, and EE in mobile services with 

23% (when combining EE with Orange and T-Mobile).
The pay-TV market still has significant room to grow, but consumer interest appears unproven.
– Both BT and EE have struggled to make headway.
CCS Insight believes that pure-play mobile is a risky strategy in a converging UK market.
– The UK is primed for more mergers and acquisitions.
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….But Enthusiasm to Add More Services Appears Limited

We are somewhat surprised by the lack of interest in many new services.
– This could cast doubt over consumers' appetite for bigger multiplay bundles in the UK.
– Disinterest could be attributed to insufficient knowledge and awareness of what other services are available.
– This poses a major challenge for providers articulating the benefits of taking a bundle.
We reaffirm our belief that Web providers will likely drive awareness and, subsequently, uptake of connected home 
services.
Customers that own more devices have a greater appetite for new services.
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Over Half of UK Subscribers Have Signed Up to a Fibre Package

Multiplay providers have a small opportunity to upsell users to unlimited broadband.
We expect providers to focus on offering a frenzy of fibre deals.
– Slightly more than half of respondents have signed up to a fibre broadband service.
– Results confirm users' insatiable appetite to sign up to all-you-can-eat packages and for faster speeds.

We believe that these trends will continue as we see providers compete to subscribe households to fibre-broadband 
connections.
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Clear Demand for Bundles among Customers Yet to Take Multiplay Services

More than 60% of customers who have not taken a multiplay bundle would consider subscribing.
– This validates supply-side moves by UK providers.
Significant appetite among the 25-to-34 age group and those that own a high number of devices.
– Reaffirms findings from CCS Insight's 2015 survey.
There are no notable differences between genders.
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Most Sought-After Video Features 

Ultimately, cost is the main driver of subscriptions and services must offer value for money.
Content features more prominently than features and functions.
Interest in 4K remains limited. This is expected given a lack of available and widespread 4K content.
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Rise of the SIM-Free and Second-Hand Markets

About a third of respondents bought their phone independently from a mobile plan or contract.
– Financing schemes like Apple's and Samsung's instalment plans could raise this proportion in the coming years.
– The SIM-only trend will encourage SIM-free behaviour.
6% of respondents bought their device second-hand and about 4% received it as a hand-me-down.
– CCS Insight sees strong growth in the second-hand market, potentially reaching about 10% in the next few years.

Initiatives such as O2's Like New and Vodafone's Outlet, as well as instalment plans, could provide a further boost.
– The hand-me-down market may be understated given that our survey does not include people under the age of 16.

It represents about 40% of all used phones in the UK market.
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