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WHO SHOULD READ THIS REPORTKEY QUESTIONS ANSWERED IN THIS REPORT

GEOGRAPHICAL COVERAGEThis report uses the results of Analysys Mason’s consumer survey 

to assess the behaviour, preferences and plans of fixed 

broadband users in Europe and the USA. 

The survey was conducted in association with Dynata between 

August and September 2021. The survey groups were chosen to 

be representative of the broader online consumer population in 

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

geographical spread to that effect. There were at least 1000 

respondents per country.

2

About this report

This document is for Analysys Mason’s subscription service customers only. Usage is subject to the terms and conditions in our 

copyright notice.

▪ How are metrics such as the Net Promoter Score (NPS), customer 

satisfaction and intention to churn affected by the type of fixed 

broadband technology that customers subscribe to?

▪ What are the key drivers of churn among fixed broadband subscribers 

and how do these differ by technology?

▪ What services do fibre subscribers take as part of a bundle and is this 

different to those of other technologies?

▪ Are fibre subscribers more likely to use digital customer service 

channels than non-fibre subscribers and can more be done to 

encourage the use of such channels?

▪ Product managers and strategy teams working for fixed operators that 

are launching new broadband products aimed at the retail market, or 

operators designing their response to those of their competitors.

▪ Marketing executives and product managers for operators that are 

making decisions about service design and its impact on customer 

retention.

▪ Regulatory authorities and associated bodies tasked with overseeing 

competition in the fixed broadband market.

Western Europe:

▪ France

▪ Germany

▪ Italy

▪ Ireland

▪ Spain

▪ Sweden

▪ UK

Central and Eastern Europe:

▪ Poland

▪ Turkey

North America:

▪ USA
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Fibre scores more highly than other fixed broadband 

technologies in terms of Net Promoter Score (NPS) and 

customer satisfaction, and is associated with lower churn. 

The customer satisfaction of fibre subscribers increased much 

more between 2020 and 2021 than that of cable subscribers. 

This highlights the benefits of fibre such as its high reliability and 

fast speeds. The weaknesses of cable have also probably been 

reinforced by the COVID-19 pandemic. 

More generally, faster speeds are associated with improved NPS 

and customer satisfaction, and lower churn. Price satisfaction 

remains the highest for consumers on the fastest speed tiers, 

even though these customers generally pay more than those with 

lower speeds. Our analysis also shows how that the difference in 

the prices of various speed tiers shrinks as fibre becomes more 

available. Spain is a key exception: operators have been able to 

preserve significant variations in prices by bundling other services 

(such as mobile and premium pay TV) with their fibre plans.

Fibre subscribers in most markets are less likely to bundle 

services (both core and non-core telecoms services) than 

customers on legacy technologies. Operators that are marketing 

fibre increasingly focus on highlighting the speed and reliability of 

the service. The growth in the popularity of OTT streaming 

services and the falling demand for services such as fixed voice 

means that traditional telecoms triple-play bundles are becoming 

less appealing to customers. 

Figure 1: NPS by fixed access technology, Europe and the USA, 

2020 and 20211,2
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Executive summary 

1 Please refer to the methodology and panel information section for the sample size and relevant survey questions. 
2 Data from Ireland is not included in this chart because Ireland was not part of the survey in 2020.
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We are experts in the telecoms, media and technology sector
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Our research programmes
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