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KEY QUESTIONS ANSWERED IN THIS REPORT WHO SHOULD READ THIS REPORT

GEOGRAPHICAL COVERAGEThis report focuses on aspects of Analysys Mason’s Connected 

Consumer Survey that relate to the behaviour, preferences and 

plans of smartphone users in Europe and the USA. In particular, it 

focuses on respondents’ usage of over-the-top (OTT) 

communication and social media services. 

The survey was conducted in association with Dynata between 

August and September 2020. The survey groups were chosen to 

be representative of the mobile-internet-using population in 

Europe and the USA. We set quotas on age, gender and 

geographical spread to that effect. There were a minimum of 

1000 respondents per country.
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About this report

▪ Which OTT communication apps are used the most in Europe and the 

USA?

▪ Is there still potential for growth in the OTT communication space?

▪ Which OTT communication app features are most-frequently used?

▪ How do consumers in Europe and the USA balance their use of OTT 

communication services with that of traditional services?

▪ Which channels do consumers prefer to use to interact with brands?

▪ Operator-based strategy executives and marketing managers who are 

interested in understanding consumer market trends and the changing 

role of operators as communications and digital service providers.

▪ Market intelligence and research executives in service providers that are 

responsible for understanding end-user trends and supporting business 

units in identifying and addressing new opportunities in mobile 

communications services.

▪ Equipment/device manufacturers and software providers that want to 

identify end-user trends in service and device usage and help their 

operator customers to better address market opportunities in mobile 

services related to communications. 

Western Europe (WE):

▪ France

▪ Germany

▪ Italy 

▪ Spain

▪ Sweden

▪ UK

Central and Eastern Europe (CEE):

▪ Poland

▪ Turkey

North America (NA):

▪ USA
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Executive summary

The Facebook family of apps has consolidated its leadership in 

the OTT communication and social media services market.1

92% of respondents in Europe and the USA use at least one OTT 

communication/social media app. Virtually all of those in the 18–

34 age group use at least one app, and the older cohorts are 

catching up: 95% of respondents aged 35–54 use at least one 

OTT communication/social media app, as do more than 80% of 

respondents aged over 55. 

More than 87% of respondents use an app from the Facebook 

family. As such, the Facebook family has retained its market 

leader position, which has previously limited the growth potential 

of other services. However, several apps experienced record 

growth in adoption in 2020 due to the effects of the COVID-19 

pandemic.

Video calling has become a central element of the consumer 

communication experience.

Video calling had the greatest growth in adoption out of all OTT 

communication/social media app features in 2020. This in turn 

led to the increased adoption of apps with a specialised and 

innovative video proposition, such as Discord, FaceTime, TikTok 

and Zoom. OTT VoIP penetration did not increase in 2020, despite 

the unprecedented spike in demand for real-time communication 

caused by social distancing, because consumers that did not 

previously use an OTT calling service preferred video calling to

Figure 1: OTT communication and social media app 

penetration, Europe and the USA, 20202
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1 Facebook refers to the combined ecosystem of Facebook, Facebook Messenger, Instagram and WhatsApp as the ‘Facebook 

family’ in its investor relations material.
2 Please refer to the methodology and panel information section for the sample size and relevant survey questions.

OTT VoIP. Furthermore, some of the increase in traffic is likely to 

have been captured by operators’ mobile voice services thanks to 

the generous extra voice allowances that operators offered for 

free throughout lockdown periods.

Younger users like to use messaging to learn about products 

and promotions.

Most consumers prefer to interact with a live human agent in 

store or on the phone when they contact a brand’s customer 

service, but there is a niche of younger consumers that prefer to 

use messaging on OTT apps and via SMS to learn about products 

and promotions.

App name France Germany Italy Poland Spain Sweden Turkey UK USA

Facebook 59% 49% 70% 82% 66% 70% 73% 60% 61%

WhatsApp 46% 80% 89% 51% 94% 33% 95% 65% 19%

Facebook 

Messenger
42% 35% 50% 73% 35% 57% 52% 48% 40%

Instagram 32% 30% 51% 47% 51% 53% 85% 32% 37%

Twitter 17% 13% 19% 21% 35% 13% 62% 27% 23%

Skype 13% 13% 23% 27% 20% 14% 27% 12% 10%

Snapchat 23% 11% 5% 21% 10% 25% 33% 14% 17%

FaceTime 13% 10% 9% 6% 9% 22% 23% 21% 23%

TikTok 11% 9% 11% 15% 15% 12% 27% 10% 14%

Telegram 3% 8% 23% 5% 21% 3% 24% 4% 4%

Zoom 4% 5% 9% 9% 10% 6% 19% 13% 14%
Source: Analysys Mason
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The penetration of TikTok and Zoom grew the most in 2020; the OTT 

communication market in each country has a unique mix of services and trends

The biggest increase in video app penetration was among 

younger consumers.

The penetration of Telegram and TikTok grew the most out of all 

non-Facebook OTT apps (+4pp and +9pp, respectively, overall), 

and this increase was driven by respondents aged 18–24 (+7pp 

and +18pp, respectively). The  penetration of the other video 

communication apps, FaceTime, Duo and Discord, also increased 

the most among 18–24 year olds (+8pp, +4pp and +5pp, 

respectively; about twice the growth seen for other cohorts). The 

penetration of Zoom grew rapidly from almost 0% in 2019 to 15% 

in 2020; it was rarely used by consumers prior to the COVID-19 

outbreak. 

Smartphone owners in Europe and the USA use an average of 2.3 

OTT communication apps each and 1.4 social media services.1

WhatsApp and Facebook Messenger are the most popular apps in 

most countries, but respondents’ communication habits and the 

mix of apps used varies by location.

Smartphone owners in the USA use an average of 1.8 OTT 

communication apps each (typically FaceTime due to the high 

share of iOS devices and Facebook Messenger) and 1.0 social 

media service (usually Facebook). There is a dramatic difference 

in engagement among the various age groups: users aged 18–24, 

25–34, 35–44 and 45 and above use an average of 4.5, 3.8, 3.9 

and 2.0 OTT communication/social media apps each, 

respectively.

Figure 4: OTT communication and social media app 

penetration, Europe and the USA, 20202

Figure 5: Proportion of respondents using various combinations 

of OTT communication apps, USA, 20202
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1 We categorise all the services in Figure 4 as OTT communication apps, except for Facebook, Instagram, TikTok and Twitter; these

are social media services. 
2 Please refer to the methodology and panel information section for the sample size and relevant survey questions.

App name France Germany Italy Poland Spain Sweden Turkey UK USA

Facebook 59% 49% 70% 82% 66% 70% 73% 60% 61%

WhatsApp 46% 80% 89% 51% 94% 33% 95% 65% 19%

Facebook 

Messenger
42% 35% 50% 73% 35% 57% 52% 48% 40%

Instagram 32% 30% 51% 47% 51% 53% 85% 32% 37%

Twitter 17% 13% 19% 21% 35% 13% 62% 27% 23%

Skype 13% 13% 23% 27% 20% 14% 27% 12% 10%

Snapchat 23% 11% 5% 21% 10% 25% 33% 14% 17%

FaceTime 13% 10% 9% 6% 9% 22% 23% 21% 23%

TikTok 11% 9% 11% 15% 15% 12% 27% 10% 14%
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Consulting

We deliver tangible benefits to clients across the telecoms 

industry: 

▪ communications and digital service providers, vendors, 

financial and strategic investors, private equity and 

infrastructure funds, governments, regulators, broadcasters 

and service and content providers

Our sector specialists understand the distinct local challenges 

facing clients, in addition to the wider effects of global forces.

We are future-focused and help clients understand the challenges 

and opportunities new technology brings.

Research

Our dedicated team of analysts track and forecast the different 

services accessed by consumers and enterprises.

We offer detailed insight into the software, infrastructure and 

technology delivering those services.

Clients benefit from regular and timely intelligence, and direct 

access to analysts.
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Analysys Mason’s consulting and research are uniquely positioned

Analysys Mason’s consulting services and research portfolio
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Research from Analysys Mason
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Consulting from Analysys Mason
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