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UKCTA RESPONSE TO ICSTIS PRE-CONSULTATION PAPER ON THE REGULATION 

OF 0871 NUMBERS 
 

 
 
UKCTA welcomes the opportunity to comment on the issue of the Regulation of 0871 
Numbers.  We appreciated the recent opportunity to meet with ICSTIS in advance of our 
formal submission to consider the matter in general and to discuss our proposed response to 
the questions posed in the Consultation. 
 
 
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 beyond. 
 
Ofcom estimates that there are currently 171,000 0871 numbers in use in the UK out of a 
total of about one million 084/087 numbers.  Ofcom also estimates that about 50% of the 
0870 traffic would migrate to a revenue-sharing number when the current revenue-sharing 
arrangement ceases on 0870.  We believe that it is fair to assume that a very large proportion 
of that traffic would move to 0871 because the close association between the number ranges 
in terms of price points and at least to some extent consumer perception.  
 
There are already signs of service providers choosing to migrate to 0871 or choosing a 0871 
number in the first place when setting up business.  In terms of services currently being 
offered behind 0871, these are normally of a customer support nature, including contact 
centres and technical helplines.  ICSTIS will of course also be aware that there is currently a 
limited market for adult services behind 0871. 
 
 
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. 
 
UKCTA’s members are not in the primary business of running call centres for customer 
service and information.  However our members contract either directly with call centre 
businesses or via reseller arrangements for the provision of 0871 numbers.  From speaking 
to our customer base throughout the Ofcom PRS review UKCTA believes we have a quite 
good view of the impact that the change in rules around 0871 will have on this market. 
 
It is important to bear in mind that call centre businesses generally do not have any previous 
experience of dealing with ICSTIS and as such the moving of 0871 regulation under ICSTIS 
will represent an additional layer of red tape to them.  The impact on their business will 
depend on the rules that will eventually be contained in the relevant ICSTIS code of practice.  
Needless to say, if one were to assume that call centres would be subjected to the full set of 
“live operator” service rules as set out in the current ICSTIS code of practice, this would have 
a huge negative impact on call centres.  In particular the existing ICSTIS rules around call 



 

 3 
UK Competitive Telecommunications Association 

waiting times for live operator services would be particularly difficult and costly for call centres 
to implement. 
 
UKCTA believes that there is an argument that Ofcom unfairly targeted call centres in the 
PRS review.  Indeed, Ofcom did not manage to find any support in consumer and other 
research that call centres were artificially prolonging call centre waiting times.  UKCTA 
therefore believes that there are very strong arguments for ICSTIS implementing a very light-
touch 0871 regime when it comes to call centres. 
 
There is very little evidence of consumer harm and hence the need for strong consumer 
protection measures is small.  However annoying consumers may think that call centres are, 
they are de facto part of modern customer service and has enabled companies to increase 
efficiencies in their operations leading to falling consumer prices in competitive markets.  
UKCTA would argue that ICSTIS therefore ought to consider a form of notification 
requirement combined with some form of advertising rules around the display of 0817 call 
pricing.  A set of rules of this nature should be sufficient to alleviate any concerns around 
consumer detriment in this market. 
 
 
Question 3: 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. 
 
Under Ofcom's current proposals for 0870 the number range will quickly become a legacy 
service without a clear identity.  Sitting within the 08 block, but with a pseudo geographic tariff 
it is unlikely to be used by the majority of its existing users in the long term (even for those 
users who welcome the introduction of a geographic tariff on 0870, 03 will provide the only 
guarantee of true geographic pricing for a non-geographic service, as originating CPs are 
obliged to tariff at geographic rates for 03 and do not have the option to make a pre-
announcement to the caller).  UKCTA would therefore not envisage any significant migration 
to the 0870 range from existing 0871 users. 
 
UKCTA believes that majority of existing 0870 users will migrate to other numbers as soon as 
possible in order to continue receiving a revenue-share under 0871.  The speed and direction 
of the migration will very much depend on the alternative options available at the time.  The 
majority of existing 0870 users are expected to move to either 0844, 03 or 0871, depending 
on their individual requirements.  The future regulation of the 0871 range will therefore have a 
significant bearing on the extent of migration and a great number of users will be awaiting the 
outcome of this ICSTIS consultation process before finalising their migration plans. It is 
therefore absolutely essential that ICSTIS clarify as soon as possible the regulatory regime 
that would apply to services operated behind 0871. We would urge ICSTIS to publish its draft 
Code of Practice for 0871 before the end of 2006. 
 
An overly burdensome ICSTIS code applied to 0871 will result in reduced take up and 
encourage existing users to migrate away from 0871.  Users deterred by the code may 
migrate to 0844 to avoid ICSTIS regulation altogether or move to 09 and enjoy a larger 
revenue share while complying with ICSTIS regulations for 09.  A number of UK call centres 
currently make extensive use of 0871 (and many more are likely to consider 0871 in the 
future), using the revenue stream to fund the cost of call handling.  Any additional regulation 
relating to 0871 usage is likely to add to call handling costs and ICSTIS must remain mindful 
of this, minimising the cost of any future regulation so as not to encourage UK call centres to 
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move abroad to an even greater extent than is currently the case (in an attempt to reduce 
their operating costs to offset the additional cost of 0871 regulation). 
 
 
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. 
 
Origination communication providers (OCPs) provide a high level of customer service and 
deal with a variety of consumer enquiries that do not necessarily transpire into complaints 
about the service operating on a particular number; many are just requests for additional 
information or clarification on pricing and call charges. 
 
Internet diallers operating on 0871 numbers gave rise to an increased volume of consumer 
queries and complaints a while ago yet many OCPs have seen a significant drop in such to 
the extent that these are now negligible. This is a result of the introduction of regulatory 
controls of prior permission for dialler services operating on 0871 numbers combined with a 
greater consumer awareness of these scams through awareness campaigns by OCPs. It is 
worth noting though that OCPs do still receive queries regarding diallers operating on 
international numbers. 
 
OCPs receive consumer queries in relation to call charges and measures adopted to improve 
pricing transparency can only assist with such. Some fixed line consumers dispute the 
payment of a call charge on the basis that they did not make the call or explicitly provide 
permission (as the bill payer) for the call to be made in multi-occupancy households. UKCTA 
believes this is a challenging issue for OCPs to deal with. It is unclear to what extent 0871 
service providers can prevent such disputes arising.  
 
The attainment of more specific information into PRS numbers is a wider consideration and 
UKCTA does not see the need for additional provisions specific to 0871. Consumers in 
receipt of an itemised bill call to discuss the description provided on the bill and are seeking 
additional information about certain call charges. The occasional user / caller of a particular 
type of number are most likely to seek additional information such as what the actual service 
operating on a particular number is / who it is they called - in a bid to understand why or who 
may have called such a service or organisation within their household. The number checking 
facility that ICSTIS provides does not usually contain sufficient information to answer 
consumer queries. Many OCPs actively call the queried number to try to obtain additional 
information for these consumer enquiries and they are usually satisfied and can recall what 
the call charge relates to.   
 
Limited queries regards services of a sexual nature operating on 0871 numbers are received 
and UKCTA supports the new rule that would require all adult services to be offered behind 
09 numbers.  
 
Furthermore, OCP’s receive limited consumer queries regards 0871 numbers being provided 
as a presentation number CLI which provides an incentive for a consumer to return a call and 
incur call charges they were unaware of. UKCTA expects that the classification of 0871 
numbers as premium rate will address such rather than any specific requirements being 
needed in an ICSTIS code of practice for 0871 numbers. 
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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? 
 
UKCTA does not believe a separate Code of Practice should be developed for the regulation 
of services on 0871 numbers.  We believe a similar approach to that adopted by ICSTIS for 
DQ Services should be taken.  That is, a separate section of the current ICSTIS Code: 

a) dealing with issues specific to 0871 numbers that are not covered in the current 
Code; 

b) identifying where existing Code provisions need to be modified to ensure a 
proportionate and ‘light touch’ approach to the regulation of 0871 number; 

c) identifying where services provided on 0871 numbers are exempt from restrictions 
imposed by the provisions of the current Code. 

 
One of the key areas for network operator customers is around the calling waiting time 
regulation on live services being offered behind 09 numbers and to ensure that it is not 
repeated in the same form on 0871 numbers. 
 
Call centres are examples of commercial activities that are not covered in the current code of 
practice. 
 
 
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. 
 
UKCTA do not believe that ICSTIS has a key role to play in regulating call centre waiting 
times. Many companies now use call centres as an integral part of their service offering, and 
the efficiency of operation here is clearly seen as both a competitive and a reputation issue.  
Thus ICSTIS should let market and consumer forces manage this area. 
 
It is recognized that many consumers can find contacting call centres irritating, but as 
Ofcom’s own research has shown this frustration is primarily to do with the call centre 
environment, and not the fact that centres use NTS numbers.  To quote from Ofcom’s 
Statement on “NTS: A Way Forward” of September ’05: 
 

“5.87 Ofcom's market research with consumers…  found that consumers are 
frustrated by the call centre experience, a view that was echoed in the DTI contact 
centre study…..  From its own market research, Ofcom notes that many of 
consumers’ frustrations with NTS numbers relate to the call centre experience/ 
environment rather than NTS numbers.” 

 
Another myth that has emerged is that companies deliberately extend call handling times to 
generate more revenue.  In responses to Ofcom’s NTS consultations a number of 
organizations clearly stated that this was not the case, and that it is in companies’ direct 
commercial interests to reduce call handling times, to reduce costs through increased 
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efficiency, and to improve image and reputation.  In many cases the resource costs of 
handling a call far exceed the money generated by a share of the NTS revenue. 
 
Again quoting from Ofcom’s Statement: 
 

“Ofcom took the view that SPs have a commercial incentive to minimise the time that 
callers spend speaking to an agent. 

 
5.83 The research found no significant correlation between waiting times and the 
NTS number used.  The overall mean waiting times for each of the number ranges 
tested were very similar and were 11 seconds for 0800 numbers, 17 seconds for 
0845 numbers and 13 seconds for 0870 numbers.  The majority of calls (80%) were 
immediately connected to an operator. For those calls that were not answered 
immediately, the results were perhaps indicative of greater efficiency in call handling, 
rather than any attempt to extend call waiting times, since the more expensive calls 
had shorter waiting times (the mean waiting times were 96 seconds for 0800 calls, 
64 seconds for 0845 calls and 59 seconds for 0870 calls). 

 
5.84 The research has led Ofcom to the opinion that call centre connection 
times are not being artificially extended and that consumers do not therefore 
suffer detriment as a result.”(our emphasis) 

 
In terms of Ofcom taking regulatory action in this area their final comment was: 
 

“6.172 In the light of the above, Ofcom considers that neither Option E2 nor E3 
perform well against Ofcom's objectives principally because they would increase the 
regulatory burden without sufficient evidence to justify the intervention.  Ofcom’s 
preferred approach is therefore the status quo Option E1. 

 
It should, however, be noted that ICSTIS’s Code of Practice includes a clause which 
prohibits undue delay in the provision of services.  If as discussed above, ICSTIS’s 
remit is extended to include 0871 calls, this clause could potentially be used to 
address extreme cases of long waiting times on the 0871 number range.” 

 
The Ofcom position is therefore that regulatory action is not necessary, although leaving the 
door open for possible ICSTIS intervention, but only in “extreme” cases.  UKCTA would argue 
that such intervention is not necessary because of the lack of a proven consumer need. 
UKCTA is also concerned about the practical difficulties involved in gauging what would be 
appropriate action (please see our response to Q7 below). 
 
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. 
 
UKCTA believes that, for the vast majority of situations, there are already sufficient 
commercial and market incentives for any company using call centres as part of their 
customer contact strategy, to provide a satisfactory customer experience.  Organisations that 
do not provide an adequate level of service suffer through lost customers and/or reduced 
reputation.  It is a commercial and competitive decision by the organization on how much 
they decide to invest in this part of their operation, and therefore what level of service they 
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decide they need to offer, at what cost.  This will impact on customer choice on whether to 
keep calling. 
 
It is also useful to consider what specific expertise ICSTIS - or Ofcom – could and would 
bring to such an exercise.  
 
However, in extreme cases, it is possible that an organization may either be so inefficient and 
thus unable to rectify the situation, or may deliberately try to delay call handling, that ICSTIS 
incentives could be required.  In such situations it might be appropriate for ICSTIS to 
consider: 

a) Publicising the fact they are in discussions with the organization – say on their web-
site 

b) Referring the organisation to an appropriate trade body eg Call Centre Association. 
 
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 may take place early in 2008? 
 
UKCTA believes organisations in the value-chain of the supply of 0871 numbers would be 
willing to work with ICSTIS on ways to encourage compliance yet guidance will be required 
for an effective promotion of compliance for 2008. The use and users of 0871 numbers vary 
and many do not offer a content service in the traditional way that many 09 service providers 
currently do. As mentioned above, we would urge ICSTIS to publish a draft code of practice 
for 0871 as soon as possible and in any even before the end of 2006. 
 
Such as businesses that use 0871 numbers as contact numbers for staff, similar to DDIs. The 
provision of their contact numbers may vary in terms of spoken over the phone, business 
cards, letter-headed paper, signage on company vehicles, catalogues, company branded 
literature / items, promotional advertisements etc. ICSTIS needs to offer specific guidance on 
what it considers to be compliant marketing material and stationery. . UKCTA does not 
consider it unreasonable that business to consumer communications of 0871 number pricing 
information should be treated differently to business to business. 
 
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? 
 
In relation to white page directories, the campaigns and production of 2007 books that will be 
relevant for part of 2008 are already underway and it may be too late to make changes to 
individual entries yet the prefaces of the books to carry generic price guidance information 
may still be available. Discussion with the producers of directories would be useful to 
establish practical policies around 0871 number entries.  
In our response to question 8, UKCTA believes guidance regards the promotion of 0871 
numbers via various mechanisms should be considered, including radio and television.   
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Q10 Do stakeholders have any views about our preliminary conclusions on governance 
arrangements for regulating 0871 numbers? 
 
We agree with ICSTIS’ preliminary conclusions on governance arrangements.  With regard to 
how ICSTIS incorporate the work of regulating 0871 into the existing Secretariat, the 
proposed full assessment to be carried out by ICSTIS should be made available to industry 
for comment before it is finalised. 
 
 
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? 
 
The existing ICSTIS funding rules operate on the premise that the Network Operator acts as 
a ‘taxman’ for ICSTIS by collecting the levy from outpayments made to the Service Provider.  
The existing process can be summarised as follows. 
 

i) all network operators being required to give an estimate of the revenue that they will 
pay to service providers; 

ii) monthly fees are paid on the basis of the estimate; 
iii) there is a truing up exercise at the end of the year; and  
iv) networks are required to deduct form payments to service providers at the specified 

rate. 
 
Providing this information and making all the financial and administrative arrangements for 
the collection and retention of the funding sums involves a cost for the Network Operators 
which we would argue could be lessened by a simplified approach. 
 
UKCTA believes that the model of a modest annual fee say £1000 for the right to operate 
services behind 0871 numbers with additional costs being recovered from infringements in a 
“polluter pays” approach is worthy of consideration.  In fact, the adoption of this method 
should not be restricted to 0871 and we believe it needs to be explored in the wider context 
of ICSTIS regulation and as part of the Ofcom review of PRS.   
 
The revenue share payments in respect of 0871 will be at a much lower level than those for 
PRS and UKCTA does not anticipate that much of the 0871 activity will require regulatory 
intervention.  Although UKCTA believes it may be considered an entirely disproportionate 
response to impose the same burdens on 0871 funding as for PRS, we favour a clear and 
simple approach and conclude that at this stage a continuation of the current established 
funding arrangements is the best way to achieve this; albeit with a levy at a much lower level. 
 
We urge ICSTIS and Ofcom to consider funding arrangements as a part of the PRS review, 
in particular with the principle of polluter pays.  There is a much more prominent role that 
should be played be the service provider in such a model rather than a continued reliance on 
the Network Operator acting as a ‘taxman’.  The fact that for traditional premium rate number 
the sums involved are significant and precisely because of that fact, the temptations to 
misbehaviour are greater should mean that it is this area that drives the funding method. 
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UKCTA urge a clear, simple and easy to administer scheme which underpins a simple 
polluting party pays system.  However we believe that the approach should be the same, 
albeit at different levels for both PRS and 0871. 
 
 
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. 
 
UKCTA would like ICSTIS to provide the evidence it has to justify a re-branding of the whole 
of ICSTIS.  In the absence of such evidence, UKCTA believes that the re-branding of the 
whole of ICSTIS to be unnecessary with the exception of perhaps the addition of a ‘strap line’ 
to the ICSTIS logo that conveys the scope of ICSTIS’ regulatory responsibilities. 
 
Similarly to the recent additional responsibility assumed by ICSTIS for the regulation of DQ 
services under the main ICSTIS brand, UKCTA does not believe there should be a separate 
brand for 0871 numbers.  However, UKCTA does see the need for a consumer education 
programme to explain what the regulation of 0871 numbers by ICSTIS means to them and in 
doing so to differentiate between the requirements for services on 0871 numbers and those 
on 09 numbers. 
 
However, should a re-branding of ICSTIS be agreed, then we strongly believe this should be 
completed before ICSTIS becomes responsible for the regulation of 0871 numbers especially 
if 0871 is to be included in the current code and not subject to a separate code. 
 
 
Q13 We would welcome any comments on this proposed timetable. 
 
As mentioned, we would urge ICSTIS to publish a draft code of practice for 0871 as soon as 
possible and before the end of 2006.  
 
 
 


