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YouGov helps companies get closer to their customers 

Key facts Consultancy clients 

 

Specialities 

• Founded in 2000 

• Global revenues of >£60M 

• 500+ employees 

• International presence in Europe, US, 

and Middle East 

• Brand tracking 

• U&A studies 

• Niche samples 

• Qualitative 

 

• Customer satisfaction 

• Multi country 

• Syndicated trackers 

• Speed/efficiency 

 



 

 

DongleTrack , a survey of 2,000 mobile broadband users every quarter as well as 2,000 Nat rep. A multi-client, 

satisfaction, usage and attitude study. (since 2008) 

 

The Smartphone, Mobile Internet, eXperience (SMIX) – 2,000 smartphone owners and 2,000 Nat rep, looking at 

handsets, mobile operators, renewal, churn, operating systems, apps and more. (since 2009) 

 

iPhone iTrack , 1,000 iPhone users every 6 months.  Research shows that the Apple brand can over inflate 

satisfaction, usage and attitudinal behaviour with a particular network operator.  iPhone iTrack looks to measure 

and understand behaviour of iPhone owners to ultimately answer the question... Which network operator is better 

and why? (since 2011) 

 

Tablet Track, an in depth quarterly study into the tablet and e-reader market. Set up to capture existing tablets and 

their owners as well as new entrants to the market.  Over 1,300 tablet owners and 2,000 Nat rep. Reporting on 

U&A, satisfaction, take up of 3G devices, operator choice, etc. What will prospects do, who do these devices 

attract? (since 2010) 

 

Mobile wallet, newly launched tracker surveying 2,500 respondents (2,000 Nat rep, as well as specialist  sample 

of users of wave & pay cards and NFC enabled handsets). Reporting on attitudes to mobile wallet, barriers to take 

up.  Who are the most likely consumers to embrace the technology and why? (since 2011) 

 

Smart TV - A syndicated quarterly tracking service, delivering data and insights on the shifting state of the 

Smart/Connected TV market. Starting in Q1 2012 covering UK,US, France and Germany. Coverage to be 

expanded during 2012. 1,000 Smart TV owners and 2,000 Nat Rep.  

 

 

 

 

 

 

Our Tech/Tel syndicated studies 
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Lots of Hype… 



But… 



The UK Market – key facts 

Contactless 
cards 

Awareness? 

55% 

Acknowledge 

Possession? 

16% 

Usage? 

31% 
(Only 8% up to twice/week) 

(Since 2008) 

PayTags 

Awareness? 

3% 

Interest? 

17% 

Likely to Use? 

6% 

(Since 2012) 

Mobile Wallet 

Awareness? 

33% 

Interest in 

Concept? 

18% 

Interest in Using? 

12% 

(Since 2011) 



Consumers may require more proactive education from 

their providers 

Base: All NFC enabled handsets owners (303) Base: All Nat rep respondents that don’t own contactless card (1763) 

      Educating the consumer 

40% 

32% 32% 
30% 

24% 
21% 

2% 

22% 20% 

39% 

30% 
33% 

24% 

15% 

2% 

26% 

From own
research

Mobile phone
manual/card
information

pack

Specifications
online

From advisor
in store

From a call,
text or email
from my card

provider

Advertising Specifications
in brochure

Other Don't know

N/A N/A 

Non-Contactless Card Owners 
NFC Handset Owners 

Most expect the provider 

of contactless cards to 

educate the consumer  



Retail: Universal awareness (or adoption) has yet to hit 

the UK market but owners are more correctly aware. 

11% 

9% 

7% 

6% 

5% 

4% 

5% 

4% 

3% 

4% 4% 

3% 

4% 

5% 

3% 3% 

2% 2% 2% 

1% 1% 1% 1% 1% 1% 1% 1% 1% 

0% 

1% 

0% 0% 0% 

17% 

21% 

14% 

6% 6% 

11% 

7% 

13% 

8% 

3% 

9% 

5% 5% 

3% 3% 

8% 

6% 

4% 

3% 

1% 1% 

6% 

1% 1% 

3% 

1% 

2% 2% 2% 2% 2% 

1% 1% 

Contactless card owners 
Nat rep 

Awareness of retailers offering contactless 

(All Nat rep and contactless card owners) 
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Of those that own an NFC enabled handset, most are undecided if 

they will use their handset to make payments in the future… more 

needs to be done to educate. 

Yes, 34% 

No, 34% 

Don't know, 
32% 

Expect to use NFC on handset in next 12 

months 

(All that have NFC enabled handset) 

Strongly 
agree, 9% 

Agree, 10% 

Neither, 19% 

Disagree, 17% 

Strongly 
disagree, 44% 

Don't know, 1% 

“I made a conscious decision to purchase a phone which 

had NFC or contactless payment capabilities”  

(All that have NFC enabled handset) 

Base: All NFC aware that handset has NFC (139) 

Net Agree 

19% 

Net Disagree 

61% 



Aside from payments, marcoms need to focus on WIIFM.  

 

Base: All Nat rep prospects (249) 

Services expected to be offered by mobile wallet providers 

(All Nat rep prospects) 

77% 

66% 

60% 

53% 53% 51% 49% 

Paying with
handset

Existing loyalty
cards incoporated

Using mobile
wallet to pay for

goods online

Transfering
money from one

account to
another using

handset

Offering
deals/coupons

Having all card
details on handset
so you can select
where payment

comes from

Location based
services e.g.
informing of

special offers in
certain locations



It’s always about speed and convenience but what is 

the other WIIFM? 

71% 

63% 
58% 

36% 
31% 29% 27% 

22% 
18% 

12% 

The
convenience

to pay

Speed of
paying (i.e.
tapping at a

machine)

Easier to pay
with mobile
than taking
cash/cards

with

Loyalty
schemes
offered by
provider

Incentives
offered by
provider

Better for the
environment

(e.g. no
paper

receipts)

No paper
receipts so
less change
of losing any

personal
information

I will be able
to keep track
of how much

I am
spending

more easily
than other
methods

I want to
have the

latest piece
of

technology

Less likely to
have fraud

Base: All qualified Nat rep respondents that will get NFC (249) 

Reasons for getting mobile payment 

(All Nat rep prospects) 



Barriers for rejecters are ‘soft’ and can be overcome 

with the correct messaging 

62% 61% 

49% 48% 
45% 45% 

27% 
24% 24% 

Happy with
how I pay at
the moment

Concerns
about

security/fraud

Concerned 
about 

virus’/malware 
etc that can 
steal details 

from my 
phone 

Concerns with
privacy

I’m not 
interested 

Don’t need 
one 

Concerns with
how the

technology
works

Don't want to
have so much
technology in

one gadget

Don’t want to 
have the 

technology in 
my phone 

Base: All qualified Nat rep respondents that will not get a handset with NFC (1365) 

Reasons for not getting handset with mobile 

payment capabilities 

(All Nat rep rejecters) 



 

In short…Gathering pace but prone to stalling 

 Increased media attention 

 Developments by Barclays, 

Visa, MasterCard, O2 

 London 2012 did not          

increase appetite 

 Slow to filter to average 

consumer 

 Confusion on who is in-charge 

 Drive adoption through 

educating the consumer and 

addressing “WIIFM” 

 

 

? ? 

Carriers? 

Financial 

Institutions? 

Retail? Handsets? 

Regulatory? 



John Gilbert 

Consulting Director, Technology/Telecoms 
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Questions? 


