How Do Consumers
Handle Network Outages?

Communications services are critical to our daily lives, with many
consumers and business owners being fully reliant on them.

How resilient are consumers when network outages occur?

GENERAL
CONSUMER

BUSINESS

OWNER

RURAL
RESIDENT

Communications
Consumer Panel

and Advisory Committee for Older
and Disabled people

Sha Select the consumer type to understand
their network outage journey

R

URBAN
RESIDENT

HOUSEHOLD WITH
SPECIFIC NEEDS

connectivity highlights the critical nature of these services in modern daily life.
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Initial impact of the outage on the

consumer

When a network outage occurs, consumers
experience immediate disruptions in both personal
and professional activities. They often face
inconveniences that disturb their daily routines,
such as difficulties in accessing online services,
disruption of communication channels, and
challenges in completing online tasks.
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How does this group
handle outages?

Consumers generally handle
outages by employing basic
troubleshooting techniques,
such as rebooting routers

or devices. Many resort to
patience, waiting for service
restoration while attempting
minor fixes, without substantial
guidance from providers.

O O Post-outage experiences

What alternatives do they
utilise?

During outages, alternatives
such as mobile data, public
Wi-Fi, or seeking connectivity
at nearby friends’ or relatives’
homes are explored. These,
however, are contingent on
accessibility and might not be
viable for all consumers.

Overall experience with
provider communication

Provider communication during
outages is often criticised

for lacking transparency and
timely updates. The focus

can sometimes shift towards
up-selling or commercial
aspects rather than addressing
consumer concerns and
resolving service issues.

“Nothing at all, other than me reaching to them to find out what was going on.”
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When the outage occurs - initial impact

The initial impact by outage type or

causes of the outage

Broadband outages are the most disruptive for
consumers, significantly affecting work and
recreational activities at home. Mobile outages,
while impactful, can often be mitigated through
broadband connectivity, enabling continued use of
apps like WhatsApp. Landline and Pay-TV outages
have minimal impact, as these services are not

central to connectivity needs.

Weather-related outages, though widespread,
are met with consumer patience due to their
uncontrollable nature, similar to power cuts which
also affect essential utilities. Technical issues

can frustrate consumers, especially when lacking
detailed explanations, while provider-induced
outages provoke the most dissatisfaction, seen as
avoidable disruptions requiring better management.

Experience during the outage

What back-up plans do
they have in place?

The lack of formal back-up plans
often exacerbates the stress of
outages for most consumers.
Typically, reliance is placed on
ad-hoc solutions like accessing
different networks or temporarily
relocating to areas with
connectivity.

Differences by provider
type

Experiences vary by provider,
with some companies offering
more comprehensive support
and clearer communications
than others. Consumers note
disparities in how different
providers manage outages and
inform their customers about
ongoing issues.

Lost connection with broadband | Rural Household | Wales

What have consumers done as a result of the outages

they have faced?

As a result of frequent outages, consumers may seek compensation,
consider changing providers, or purchase additional backups

like mobile data packages. They might also develop informal
arrangements, such as occasional reliance on other internet sources.

Support wanted during the outage

What sources of support
do they draw upon?

Support tends to be informal,
sourced from community
networks or social media
platforms, which may offer
updates and anecdotal
solutions. The official support
from providers, when existent, is
frequently seen as inadequate.

Preferred communication
methods

Consumers prefer receiving SMS
or app notifications directly from
providers as these methods
provide immediate and direct
updates on outages, repair
timings, and affected areas. This
helps manage expectations and
facilitates alternative planning.

What communication or support do they receive from
their provider after the outage?

Post-outage communication varies, with some providers offering

explanations and preventive measures, while others may fail to
offer substantial insights or reparative support. Consumers expect
assurances and proactive measures to prevent recurrence.

Communication wanted from their

provider

Consumer recommendations from their experiences

General usage of communication services and reliance on them

Consumers heavily rely on communication services such as mobile and broadband for
various activities ranging from professional tasks to personal connections. These services
are integral to daily routines, enabling everything from social media engagement to

online banking and streaming entertainment. The dependency on consistent and reliable

“I think it is very essential. | mean, at the end of the
day, our lives are organised by our devices. As | say,
banking, | book my Sainsbury’s shop every week, you
know, | haven't been to a bank branch-, my local one,
I think, I'm Ulster Bank, the local one is still available,
but now in our town, a lot of the branches have

_/

Mobile and Broadband | Urban Consumer | Nothern Ireland

Emotional impacts

Outages evoke a range of emotional responses,
including frustration, anxiety, and helplessness.
Consumers may feel stressed due to the
unpredictability and lack of control over the
situation, particularly if the outage disrupts crucial
activities like work, communication with loved ones,
or access to information.

“When that is not there, you're trying to figure out,
‘What do | do? Where do | go?”

Broadband outage | Urban Consumer | England

Impact or experience by
the length of outage

The longer the outage persists,
the more pronounced the
inconvenience, leading to
compounded frustration. Short-
term outages are often handled
with temporary measures, while
prolonged outages necessitate
more strategic alternatives

and often result in a greater
emotional toll.

Planned vs. unplanned
outages

Planned outages generally
receive better communication
with advance notifications,
allowing consumers to

prepare or plan accordingly.

In contrast, unplanned
outages are characterised by
insufficient notice and reactive
communication.

Recommendations for improving

infrastructure and reliability of service

During outages, consumers desire immediate
technical support, clear explanations of the cause,

Consumers want honest, transparent, and frequent
communication from their providers during outages,

Consumers recommend proactive maintenance of
network infrastructure, enhancements to signal

and expected resolution timelines. Assistance
should be practical and timely to reduce
inconvenience and address concerns effectively.

including details about the causes and steps being
taken to resolve the issue. Prompt updates can
ease the emotional impact and enable informed
decision-making.

reliability, especially in rural areas, and improved
communication channels. Providers should focus on
strengthening infrastructure resilience to prevent
outages and ensure consistent service delivery.

“It was totally frustrating because it was just a waste
of my time calling, really. Because, to say they didn't
know it was going to be fixed, well, | could tell them
that and I'm not doing the work. The person on the
end of the phone was very polite, very helpful but,
obviously, restricted in what the information they
could glean.”

Remote micro-business with broadband outages | England
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The Communications Consumer Panel (CCP) commissioned Savanta to undertake 45 in-depth interviews with members of the UK public who have experienced outages of their communication services to understand
their experience during the outages and what impact they had on them and their families. Savanta worked with CCP to develop a robust recruitment screener to capture a sample with a range of relevant characteristics
and a variety of experiences on network outages. These included sampling by age, country, gender, digital exclusion, caring responsibilities, disabilities and health conditions. The interviews took place over 6 weeks
from the 10th of February to 21st March 2025.
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Savanta

For more information visit communicationsconsumerpanel.org.uk and savanta.com


http://communicationsconsumerpanel.org.uk
http://communicationsconsumerpanel.org.uk
http://communicationsconsumerpanel.org.uk
http://savanta.com
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