
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.

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

How Do Consumers 
Handle Network Outages?

02 When the outage occurs - initial impact

Initial impact of the outage on the 
consumer

Emotional impactsThe initial impact by outage type or 
causes of the outage

03 Experience during the outage

How does this group 
handle outages? 

What alternatives do they 
utilise? 

What back-up plans do 
they have in place? 

What sources of support 
do they draw upon? 

Impact or experience by 
the length of outage

04 Provider communication during outages

Overall experience with 
provider communication

Differences by provider 
type

Preferred communication 
methods

Planned vs. unplanned 
outages

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.

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.

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.

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.

“Nothing at all, other than me reaching to them to find out what was going on.”

Lost connection with broadband | Rural Household | Wales

05 Post-outage experiences

What have consumers done as a result of the outages 
they have faced? 

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

06 Consumer recommendations from their experiences

Support wanted during the outage Recommendations for improving 
infrastructure and reliability of service

Communication wanted from their 
provider

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?

Select the consumer type to understand 
their network outage journey
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