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9th October 2006 
 
Paul Whiteing 
Deputy Director (Policy and External Affairs) 
ICSTIS Ltd 
1st Floor, Clove Building 
4 Maguire Street 
London 
SE1 2NQ 
 
 
 
Dear Paul 
 
ICSTIS regulation of 0871 (NTS) services: A response to th e pre-consultation paper seeking 
input into ICSTIS implementation of Ofcom’s objectives for regulation over 0871 services 
 
This response has been produced by the Numbering Group within the Federation of 
Communication Services, FCS, the communications services industry trade association. A full list 
of FCS members may be found on the website www.fcs.org.uk.  
 
The Numbering Group was set up in April 2006 to provide a collective view from numbering 
providers, their resellers and others associated with the telephony market. Input has also been 
received from FCS members delivering WLR, CPS and VoIP services. The Group objectives are to 
ensure that there is a fair open and competitive environment and to promote best practice and 
standards for number service providers. 
 
The changes proposed by Ofcom will impose a significant burden on communications providers 
both in terms of cost and additional administration to implement. The sector is made up to a 
greater extent than within PRS by a larger number of small players. We also feel that the nature of 
the services offered via 0871 tend to offer less scope for consumer harm and are regarded by 
consumers as less controversial than is often the case within PRS. Consequently, we feel that it is 
crucial that the new regulatory regime reflects this by being “light touch” and affordable for the 
companies involved.  This should include a completely different branding to the regulation of 09. 
 
 
Our responses to the individual consultation questions are given below. 
 
Q1. We would welcome feedback about the distinctive characteristics of the market for 0871 
numbers, including information about the market size, the main types of use for 0871 numbers 
and views on how this is changing, and is likely to change, as we move towards 2008 and 
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beyond. 
 
We are unable to comment on the overall size of the 0871 market but note that it is very different 
from the 09 PRS market. 0871 numbers are used by our members' customers to provide intelligent 
number routing services such as voice to email, fax to email, time of day routing, call hunt groups 
and as a means of pro-actively managing the end destination for the call. 

 
This is particularly valuable for SMEs, charities and other organisations which often lack the 
budgets for expensive hardware telephony solutions which provide similar functionality. 
Enhancements to call routing and improved efficiency in call handling are paid for by a small 
margin in the call cost paid by the calling party. Very little is paid in terms of revenue share to these 
0871 "service providers". Generally, these organisations do not use the numbers for provision of 
content, but simply to facilitate efficient call delivery. 
 
0871 numbers are also used by members to provide access to low cost international telephony (as 
are 0844). For an example, see www.teleswitch.co.uk. 
 
 
Q2. We recognise that a considerable amount of use of 0871 numbers relates to business call 
centres for customer service and information. Again, we would be interested to hear from those 
companies and other affected organisations about how the decision by Ofcom to extend 
regulation of PRS to 0871 may impact on their operations and how any ensuing burden should 
be minimised without losing sight of the need to ensure an appropriate level of consumer 
protection. 
 
Many charities and small businesses currently using 0870 numbers will be forced to migrate to 
0871 in order to continue to use the intelligent call management services described in our 
response to Q1. Such organisations are not always able to respond to calls as quickly as they 
would like and we are very concerned that they will be penalised in the way in which a commercial 
call centre might. 
 
Ofcom's own research found no significant correlation between the cost of calls and caller waiting 
times. Average waiting times were 11 seconds for 0800 numbers, 13 seconds for 0870 numbers 
and 17 seconds for 0845 numbers (which are less expensive to call than 0870). 80% of calls were 
immediately connected to an operator. Ofcom correctly concluded that "call centre waiting times 
are not being artificially extended to take advantage of revenue share". 

 
We believe that simple self-regulation based on an agreed code of practice would operate 
effectively in this area. 
 
 
Q3. We would welcome feedback about the likely consequences of the possible migration to or 
from 0871 numbers flowing from the changes announced by Ofcom to 0870 revenue share and 
as a consequence of extending PRS regulation to all 0871 numbers. 
 
We are unable to give any accurate predictions on traffic migrating from 0870 to 0871. Our 
members and their  customers will need to decide who is going to fund these services as 0870 
moves from a "calling party pays" to "called party pays" regime. There are a range of options 
involving staying with 0870, moving to an 03, 09 0845 or 0800 number.  
 
It is particularly difficult for our members to advise their customers as they do not know how 0871 
PRS regulation will be implemented in practice, e.g. will plumbers need to re-word their Yellow 
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Pages advertising, stationery and vehicle livery with "Calls cost no more than 10p per minute" or 
similar messages? 

 
 
Q4. We would welcome feedback about consumer concerns that arise, particularly with the 
promotion and content of 0871 services, and we would welcome feedback about safeguards 
that stakeholders believe would be necessary and proportionate for the development of an 
effective consumer protection regime for 0871 numbers. 
 
Many of our members (and  their customers) use the ICSTIS website to check numbers simply to 
confirm who is operating a number. It should not be pre-supposed that every number check is an 
indication of detriment. Of the 875 calls regarding 087 numbers, many of these may have related to 
dialler issues (which does not, as we understand fall directly within the scope of this regulation and 
has already been addressed). There is concern that we may be “taking a sledgehammer to crack a 
nut”. It is vital that ICSTIS maintains a "polluter pays" policy to the fore in shaping the regulation. 
 
 
Q5. We would welcome thoughts on what approach we should take to formulating a Code of 
Practice and how far this should be separate from the current ICSTIS Code and, if so, why. Are 
there additional issues relating to 0871 numbers, not covered in the current Code and distinctive 
to 0871, that would to also be addressed? 
 
The most important point to make is that a Code of Practice relating to 0871 must be proportionate. 
The 0871 market is very different to the existing 09 market in terms of the numbers of businesses 
involved, the large number of very small payments which would need to be forecast, potential 
consumer detriment, likelihood of offence, the services operated and the regulation required. It is 
essential that a “light touch” approach is adopted and we would suggest that ICSTIS starts with a 
"blank canvas" rather than attempting to mould its existing code to deal with an entirely different 
set of issues. 
 
 
Q6. We would welcome feedback on how we should regulate call centre waiting time issues, 
recognising that being in a queue for a long time leads to consumer expense as well as 
generally leading to a perception of poor service. We would particularly welcome the views of 
trade bodies whose members are active in call centre provision about how best practice could 
link to our regulatory requirements once agreed. 
 
No comment other than that made in (2) above. 
 
 
Q7. We would welcome views on the potential incentives that we could create in order to 
develop improved performance and consumer service in this area without the need immediately 
to resort to regulatory sanctions. 
 
We are concerned about the implications of “regulation creep” which is inherent in this question. 
 
 
Q8. In respect of pricing transparency, we would welcome views on how we move to a situation 
of compliance in time for early 2008 when we take control of the regulation of 0871 numbers. 
Many companies reported to Ofcom that they face long lead times to amend their promotional 
copy in respect of advertising for 0871 numbers. What action can we take and with whom to 
ensure that service providers and others in the value chain promoting these numbers fully 
understand the need for providing transparency in good time for any regulatory changes which 
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may take place early in 2008? 
 
The difficulty is that many of our members feel they do not have enough information to advise their 
customers as to the most appropriate strategy until they know how "light touch" 0871 regulation will 
be. Whilst we understand that this is still under discussion, until the detail is clear, we are not sure 
how to proceed. 
 
 
Q9 Pricing transparency for 0871 numbers will be affected by the fact that many such numbers, 
especially when used for customer services, are listed in white pages telephone directories 
where space for the listing is restricted to a company name and number. There is no provision 
to provide information relating to the likely cost of the call. How should we consider dealing with 
issues relating to pricing transparency in this context or in other contexts such as advertising 
such numbers or radio or television? 
 
We have no advice to offer on this, but believe it illustrates one of many similar practical difficulties 
which will materialise over the coming twelve months. 
 
 
Q10 Do stakeholders have any views about our preliminary conclusions on governance 
arrangements for regulating 0871 numbers? 
 
PRS is something with which ICSTIS will be irrevocably associated. The negative perception of 
PRS was effectively highlighted in Ofcom's Strategic Numbering Review: "They are a total scam, I 
don't know why they're allowed, all they do is rip unsuspecting people off", etc. On this basis, the 
greater distance which can be put between 0871 and the term premium rate, the better and we 
consequently support the concept of separate and distinct branding for 0871regulation. 
 
 
Q11 We would welcome any thoughts on how far the current funding model, which appears to 
have operated well for many years, could be adapted to incorporate 0871 number or whether 
specific alternatives should be considered. If the latter, with what justification? 
 
We believe that the current funding model would very onerous for what will in many cases be 
insignificant sums. We urge ICSTIS to consider alternatives which more closely reflect the concept 
of "polluter pays". 
 
 
Q12. We would welcome stakeholder comments on branding issues and how far, in the context 
of a re-brand of the core ICSTIS business, stakeholders consider there is a need for public 
perception reasons, for a separate brand for 0871 numbers. 
 
See (10) above 
 
 
Q13 We would welcome any comments on this proposed timetable. 
 
We are very concerned that, if the submission for approval is not taking place until July 2007, our 
members and their customers will have difficulties in taking commercial decisions on which 
direction to take – "calling party pays" or "called party pays". 
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We look forward to working with ICSTIS as the consultation progresses and would be happy to 
discuss any of the above points further. 
 
 
Yours sincerely 
 
 

 
 
Michael Eagle 
Trade Association Manager 


