
©Ofcom 0

May 2007

Ofcom Consumer Panel: Consumers 
and the communications market report

Focus on consumers living in rural 
areas



©Ofcom 1

Report outline
• This report looks at how consumers who live in rural areas compare with consumers in the UK overall

• Figures are also shown for three other key ‘vulnerable’ groups of interest to the Consumer Panel: 
consumers living in rural areas, consumers with a disability aged under 65 and consumers on low 
incomes aged under 65

• There is a degree of overlap between the different ‘vulnerable’ groups of interest to the Consumer 
Panel. In particular, the majority of older people aged 65 or over are either in low income households or 
are people with a disability. This means that findings which appear to relate to those with a disability 
and/or those in low income households may actually relate to older people within these groups rather 
than the groups as a whole. We have therefore looked at consumers in low income households who 
are aged under 65 and those with a disability who are aged under 65 

• Rural areas are defined using Business Geographics’ ‘Urban Indicator’, where postcodes were 
classified according to the size of the settlements they contained and the degree of isolation, 
determined by their proximity to larger settlements

• Throughout this report, we only comment on differences between groups which are statistically 
significant

• Unweighted base sizes are shown throughout the report to illustrate the number of respondents 
interviewed. Question wording can be found in the notes pages
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Profile of groups of interest by nation

35984100TOTAL NATION SPLIT

1013141010Low income <65

10111078Disability <65

2923221214Rural

1722162019Older people (aged 65+)

Northern 
Ireland

%
(662)

Wales
%

(651)

Scotland
%

(763)

England
%

(7,058)

All UK 
%

(9,134)

Numbers in bold purple are significantly different to the All UK average
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Consumers living in rural areas more likely to 
be dissatisfied with communications services
• Generally less satisfied with communications services across landline, mobile and 

internet platforms 
• More likely to use mobiles for voice calls only
• Find it less easy to compare suppliers or say it was or would be easy to switch. Less 

likely than consumers in urban areas to have changed landline supplier
• Rise in number of consumers with reason to complain about either their landline, mobile 

or internet service
• More likely than average to have heard of digital switchover and to believe it is unfair
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Landline ownership is higher than average amongst rural 
consumers

Landline ownership

• In the UK as a whole, reported 
quarterly spend on landline services 
has fallen by £1.40 since 2005, 
whereas for consumers living in rural 
areas spend has slightly increased 
(by £0.15) to £24.05, a significantly 
higher amount than the UK average 
(£21.30)
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Mobile phone ownership among rural consumers is in 
line with the UK average

Mobile phone ownership
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• Consumers living in rural areas are less 
likely to live in mobile only households 
(5% vs 10% overall)

• Reported monthly spend has risen 
significantly since 2005 to £18.90 
(+£1.75) among consumers in rural 
areas with mobile phones. In contrast, 
average UK spend has only risen by 
£0.20. Despite this, average UK 
reported spend is still higher (£22.20)
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Access to the internet at home amongst consumers 
living in rural areas is higher than the UK average

Internet access at home

• Access to the internet at home has 
increased since 2005 in line with the 
national average

• Reported monthly spend has increased 
significantly since 2005 to £19.55 
(+£2.65), which is higher than the UK 
average (£18.35) 
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Broadband ownership has increased, but still a gap 
between rural consumers and the rest of the UK

Broadband ownership
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Consumers in rural areas less likely to use the internet 
to download music/movies

3146133518424442Finding/downloading 
info for work

214794432423140Downloading 
music/movies

3654314124495049Banking

5563556046596260Finding/downloading 
info for personal use

5268475541626863Purchasing 
goods/services

6176507359727172Surfing/browsing

8187778272848885Sending/receiving 
email

Narrow
band

%
(596)

Broad
band

%
(1,775)

Older people 
aged 65+

%
(295)

With disability 
under 65

%
(194)

Low Income 
under 65

%
(144)

Urban
%

(2,156)

Rural
%

(334)

All UK
%

(2,490)
Base: All with internet 
at home

NB Figures in bold purple indicate results for ‘vulnerable’ groups that 
are significantly higher or lower than the figure for all UK consumers
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Consumers living in rural areas are more likely to use 
their mobiles for voice calls only

Mobile phone ownership
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• Consumers living in rural areas with a 
mobile phone are less likely to use 
their phone for texting, as a camera 
or for gaming
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Consumers in rural areas are less likely to have ever 
switched landline or multichannel supplier

Switching by ‘vulnerable’ groups - 2006

12191629Older people aged 65+ 

26284346With disability aged under 65

19213231Low income  aged under 65

17263836Urban

12263430Rural

16263835All UK

Multichannel TV 
%

(3,599)

Internet 
%
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Mobile phone
%

(3,203)
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%
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Base: All with landline/use 
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NB Figures in bold purple indicate results for ‘vulnerable’ groups that 
are significantly higher or lower than the figure for all UK consumers
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Consumers in rural areas are less likely to think it was or 
would be easy to switch landline, mobile or multichannel 
TV
Proportion agreeing it would be easy to switch - 2006

61596061Older people aged 65+ 

70668377With disability aged under 65

73698780Low income  aged under 65
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%
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Internet 
%
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Mobile phone
%

(3,203)
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%
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Base: All with landline/ multichannel TV/ 
use mobile/ have internet at home

NB Figures in bold purple indicate results for ‘vulnerable’ groups that 
are significantly higher or lower than the figure for all UK consumers
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Consumers living in rural areas are less likely to find it easy 
to make cost comparisons between different suppliers

Proportion agreeing it would be easy/difficult to make 
cost comparisons - 2006

NB Figures in bold purple indicate results for ‘vulnerable’ groups that 
are significantly higher or lower than the figure for all UK consumers
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1859235819632754With disability aged 
under 65

1568196718662360Low income  aged under 
65
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% difficult

Multichannel 
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% easy
Internet 

% difficult
Internet 
% easy

Mobile 
phone

% difficult

Mobile 
phone
% easy

Landline 
% difficult

Landline 
% easy

Base: 
All with landline/ 
multichannel TV /use 
mobile/have internet at 
home
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They are also less likely to find it easy to make service 
quality comparisons between different suppliers

Proportion agreeing it would be easy/difficult to make 
service quality comparisons - 2006

NB Figures in bold purple indicate results for ‘vulnerable’ groups that 
are significantly higher or lower than the figure for all UK consumers

2540313929322831Older people aged 65+ 

2353384328563246With disability aged under 
65

2358305623583051Low income  aged under 
65

2555335131543345Urban

3237334134423533Rural

2652334931523443All UK
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% diff-
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Multichannel 
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% easy
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% difficult
Internet 
% easy

Mobile 
phone

% difficult

Mobile 
phone
% easy

Land
line 

% difficult

Land
line 

% easy

Base: All with landline/ 
multichannel TV /use 
mobile/ have internet at 
home
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Rural consumers are less likely to turn to the internet as a 
trusted source of information on internet and landline 
suppliers
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%
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105Would not look for 
information/advice

96Magazines/newspapers

1612Supplier already using

217Visit shop/store selling 
technology/device

1419Internet in general

2320Friends

2827Family members

Rural
%

(182)

UK TOTAL
%

(1,505)

NB Figures in bold purple indicate results that are significantly higher 
or lower than the figure for all UK consumers
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Consumers from rural areas are less likely to be 
satisfied with the cost of calls to the same network or to 
other networks
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• Satisfaction on both measures has fallen significantly among consumers living in rural areas

Satisfaction with cost of calls to 
different networks

Satisfaction with cost of calls to 
the same network
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Consumers living in rural areas are less likely to be 
satisfied that their mobile supplier is making sure they are 
on the best deal

% change 
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Older people 65+ (295)

Any disability <65 (194)

Low income <65 (144)

Urban (2,156)

Rural (334)

Northern Ireland (175)

Wales (170)

Scotland (177)

England (1,968)

All UK (2,490)

% Satisfied

Rural consumers are less likely to be satisfied with ease 
of understanding internet bills

Satisfaction with understanding 
internet bills % change 

since 2005
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Proportion of rural consumers with reason to complain 
about their landline, mobile or internet service has 
increased since 2005
Reason to complain about service
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% change 
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Ownership of digital TV has increased in line with the UK 
overall

Ownership of digital TV

• Reported monthly spend has dropped 
by £1.55 to £28.95 since 2005. This 
figure is significantly lower than the 
rest of the UK where spend has risen 
by £3.95 to £36.90
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Low income <65 (959)

Urban (7,860)

Rural (1,274)

Northern Ireland (662)

Wales (651)

Scotland (763)

England (7,058)

All UK (9,134)
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Consumers living in rural areas are more likely to be 
aware of the digital switchover

Awareness of digital TV switchover
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Older people 65+ (443)
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Rural (388)

Northern Ireland (N/A)

Wales (328)

Scotland (187)

England (1,417)

UK (1,964)

Whether heard of "digital switchover" or not  %
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• Consumers living in rural areas are 
more likely to believe that the 
switchover is unfair (34% vs 26% 
overall)

Awareness and understanding of digital switchover also 
significantly higher amongst rural consumers

Understanding of digital switchover
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Consumers in rural areas less likely to think that the 
principal reason for switchover is to give viewers more 
choice

197111091115810Don’t know

594984499Will free up airwaves

13141281216799Retailers can make 
money

816201398171212Give viewers more 
choice

223024232227192323Govt. can make money

262126343428353434Update broad-
casting network
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%

(286)

Urban
%

(1,576)

Rural
%
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(328)
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land

%
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%
(1,147)
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%
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