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Foreword
The COVID-19 pandemic has accelerated
structural challenges and trends that
have long faced the telecommunications
industry. As we move further towards
2022, YouGov expects telecommunications
companies (telcos) will continue to
provide the bedrock for other industries
to recover and thrive.
Telcos have an opportunity to shape a
new future for consumers on the strength
of advanced wireless technologies such as
5G. This promises to deliver huge benefits
to consumers, through higher data speeds,
more reliability, increased availability and
a more uniform user experience.
The move to next-generation networking
has the potential to transform how
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businesses operate too —connecting
new industries and empowering user
experiences though higher performance
and improved efficiencies.

Telcos need to help their customers
visualize what is possible through new
5G enabled use cases. Shifting the
conversation from technical capabilities
to specific outcomes that customers can
understand and see themselves using will
likely lead to higher adoption rates. This
report includes YouGov Custom Research
as well as data from YouGov Profiles,
providing a global consumer overview
of who these engaged early 5G adopters
are and how companies and brands can
effectively target them.

Duncan Stark
Global Sector Head,
Telecoms, YouGov
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Harnessing advanced
wireless network
technologies such as 5G
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The era of 5G is well underway, with the technology
live in numerous cities around the world. Many
providers who have already flipped the switch on
5G technology have done so by building atop
existing 4G or LTE networks, trading hyper-speed
connectivity for wide coverage areas, while
infrastructure catches up.
YouGov data from November 2020 showed that
despite 5G being in its infancy, there was still a
healthy willingness to pay extra to benefit from it
in some key consumer markets. For example, in the
US, 21% of adults said they were willing to pay more
money to access 5G (this was marginally higher
among iOS users at 23% and a little lower among
Android users at 19%).
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Apple’s iPhone 12 release that fall marked an important
stage in 5G rollout, since many of its devotees were
holding out for a 5G version. The release was of
particular significance in the US and in Great Britain,
where iPhone has 35% and 37% market share
respectively. It’s also important because iOS users are
more likely to be willing to spend extra to access 5G.
Looking at the US, Germany, France and Great Britain
together, 19% of iOS users say they’re willing to spend
extra, compared to 14% of Android users.
This schism was particularly apparent in France, where
only 10% of Android consumers were willing to spend
extra. While iOS commands healthy market share in the
US and Great Britain, Android remains king in France
and Germany — where 64% of each population has an
Android-powered mobile phone.

Worldwide consumers that are willing to pay more to access 5G - % by country
Do you agree or disagree with the follow statement: "I am willing to pay more money to access 5G technology." (%)
Agree
United States
Germany

France
Great Britain

Neither agree nor disagree

21
18

23

Germany

23

10

63

20
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65

21

16

Great Britain

65

23

19

10

54

12

15

France

68

24

14

Germany

67

20

United States

United States

69

22

12

Great Britain

56

13

11

France

Disagree

23

12
21
19

60
72
69
71

COVID-19 highlighted just how heavily reliant
consumers have become on the services provided
by telcos.
For many people – especially families - suddenly
stuck at home all day during the height of lockdown,
it was of great concern whether infrastructure could
cope with the increased demand placed on services
such as home broadband & mobile data. This itself
highlights another opportunity to espouse the
benefits 5G can bring.
With network outages receiving coverage in many
media outlets, YouGov looked how satisfied UK
consumers were with their broadband connection
during the heart of lockdown in April 2020, and then
measured how usage and satisfaction of these
changed once restrictions started to lift in July 2020.
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YouGov data revealed that consumers are generally
happy with their internet. Home broadband, mobile
data, and 5G and all scored between 7 and 8 across a
number of key metrics using a 10 point scale (10 being
excellent, 1 being very poor). But over the course of
lockdown, broadband performance deteriorated
somewhat: taking those rating 8,9,or 10 on that
satisfaction scale, reliability went from 71% to 65%,
the percentage of those who said they had no difficulty
staying connected went from 71% to 67%, and the
number experiencing good download speeds dropped
from 60% to 57%.
Overall, about a third (36%) of consumers said they
were experiencing buffering issues and that their
download speeds (33%) were worse than before
lockdown, while about a quarter (26%) said their
connection was worse in general.

UK consumers rating either 8,9,or 10 on that satisfaction scale
Using a scale of 1 to 10 where 1 is very poor and 10 is excellent, how would you rate your home broadband
connection for each of the following?
Asked in April 2020 then in July 2020.
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Current consumer landscape
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The pandemic underscored the vital role of telcos in
how we work, learn and play. As 5G gains traction
among enterprises and consumers it has the power
to transform how we behave, but just how many
people realize this and intend to pay for it?
Only half (52%) of those surveyed across 17 key
markets say they believe that they will pay for a
5G tariff in the future. Of the remaining half, it is
a relatively even split between those who say they
won’t pay (23%) and those who say they aren’t
sure (25%). Telcos have the opportunity here to
educate this skeptical audience on the benefits
of the technology.
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Looking at those currently paying a 5G tariff
on a country-by-country level, around 30% of
respondents in China and the UAE say they are
currently paying tariffs. That rate is nearly five
times greater than respondents in France, Italy and
the US. In the US, over a third of respondents are
unsure if they are paying for 5G. The reason for
this uncertainty could be an indication of consumer
confusion, with 5G appearing on handset screens
as the network default in some cases, even on
devices that are not in fact 5G-enabled.

Worldwide consumers that are paying a 5G tariff - % by country
Do you currently have a 5G tariff for your MAIN mobile handset (i.e. the one you use the most)?
Yes
China

Don't know
32

8

UAE

29

13

Hong Kong

21

10

Indonesia

18

7

Spain

17

13

India

16

8

Mexico

15

9
14

Poland

15

13

Singapore
Denmark

11

Australia

11

17
21

10

Germany
Sweden

9

Great Britain

9

17
29
13

8

US
Italy

6

France

6
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35
12
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Key challenges to overcome
As 5G access grows, misunderstanding surrounding
the technology has fed into debunked and baseless
conspiracy theories regarding adverse health
effects, which peaked during the early days of the
COVID-19 pandemic. Consumers have relied heavily
on advertisements from telcos to inform them
about 5G, but not only are these failing to reach all
demographic groups, the messaging is often unclear
on the advantages that it provides.
In the US for example, 22% of consumers say their
main source of information about 5G is advertising
from telcos. This suggests carriers have a good
platform to extol the virtues of 5G and perhaps
quell any lingering concerns around the technology.
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Looking at those consumers who are indifferent
to the technology, 28% say they have not heard
anything at all about 5G, indicating current
marketing efforts by the industry have not reached
this cohort (which generally speaking is more likely
to be older). Perhaps unsurprisingly this group is
also notably less likely than average to say they
get 5G information via social media.

As telcos push further into the age of high-speed
connectivity, they should be mindful of where
consumers are getting their information and
remain proactive in shaping the narrative.

Where US consumers get most of their information about 5G - % by group
Which, if any, of the following sources best describe where you have heard most information about 5G technology?
Please select only one option. (%)
US adults
Advertising from mobile
network providers

22

Social media (e.g. Facebook,
Twitter, etc.)

15

The news

14

Word of mouth (e.g. through
family, friends, colleagues, etc.)

4

Other

5

Not applicable – I have not heard any
information about 5G technology
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US adults with privacy concerns with 5G

22

20

9

8

16

22

6

8

Advertising by other companies

Don’t know

US adults not interested in 5G

8

3

4

6

8

9

13

20

10

28
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A key challenge that telcos face in driving consumer
adoption of 5G lies around security and privacy.

YouGov data suggests there is a tension between
security and convenience when looking at which of
these consumers prioritize in their mobile apps, and
there were significant differences across countries.
Consumers in markets like Italy, Sweden and the UAE
tend to place more importance on convenience and
function over any concerns with security, e.g. in Italy
45% express this view while 36% say otherwise.
At the other end of the spectrum, urban consumers
in Indonesia (57%), Mexico (54%) and adults in Poland
(53%) put more emphasis on security rather than
convenience when downloading mobile apps.
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Focusing back on worldwide attitudes towards 5G,
31% of respondents globally say they have concerns
about 5G networks, while almost half (49%) disagree
with the statement "I am worried about 5G
networks”. Breaking this down further reveals
slight differences across age cohorts, with younger
consumers (25-34 year-olds) being slightly more
concerned (and probably better educated on the
subject) than older generations.
At a national level, we see the greatest concern over
5G networks incidentally in many of the places with
the highest current adoption. Respondents in India
stood out as having particularly frequent worries
about 5G (53%), along with the UAE where nearly
half (48%) of respondents say they are concerned,
followed by China (41%) and Mexico (40%).

Worldwide consumer attitudes towards 5G - % by country
To what extent do you agree or disagree with the following statement: “I am worried about 5G networks.”(%)
Agree
12

36

14

37

13

46

12

48

12

50

17

46

13

52

Disagree

19

47

18

49

Don't Know

19

51

23

50

23

52

23

54

15

29

23
35

63
59

48
45

53

India

48

UAE

41

China

40

39

Mexico Indonesia
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37

France

35

Hong
Kong

34

Singapore

33

Spain

30

Italy

26

24

24

Sweden Australia Germany

23

22

20

18

US

Poland

Denmark

Great
Britain

Potential growth
opportunities
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Undoubtedly there are challenges telcos need to overcome while they continue 5G roll out, but on the plus
side there exists an apparently healthy appetite to pay for a 5G plan. This is far more pronounced in emerging
markets, with 76% of respondents here saying they will pay a 5G tariff compared to 41% in developed nations.
With the remaining consumers who are unsure or don’t know, telcos still can convince this audience by clearly
demonstrating benefits and addressing any concerns in their communications.
Worldwide consumers intention to purchase a 5G tariff
Combined figures split by emerging/developed markets
Likely
Developed

41

Emerging

Unlikely

Don't know
28

76

31

14

10

At a national level we see Asian nations and the UAE leading the way, with 86% of Indonesian consumers planning to pay
for a 5G tariff in the future compared to only 22% of US respondents.
business.yougov.com

Worldwide consumers’ intention to purchase a 5G tariff - % by country
You said you don't currently have a 5G tariff. How likely are you to get a 5G tariff in the future?
Likely

Unlikely

Indonesia
China

8

81

India

40

Australia

40

Sweden
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28

24

36

22

40
41

31
22

37
32

33

France

28

21

38

Germany

22

25

42

Great Britain

13

21

47

Denmark

17

26

57

Italy

19

19

61

Singapore

8

13

63

Hong Kong

12

20

68

Spain

10

14

72

Poland

7

14

74

Mexico

6

12

76

UAE

US

Don't know

86

25
51

24

19
54

Raising awareness
and familiarity of 5G
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Telcos must seize the opportunity to raise
awareness of 5G and better educate consumers
on its use and advantages. YouGov data shows
a degree of uncertainty with 18% of global
respondents unsure if their current device is
5G enabled, and 16% who don’t know if they
are paying a 5G tariff. The positive news for
telcos is that current 5G customers see the
benefit and more importantly the value.
While this group are more likely to agree 5G
will change the internet (+11%), they are even
more likely to be willing to pay for 5G (+23%),
signaling it is living up to their expectations.

Attitudinal differences: Current 5G customers
vs. non-customers
To what extent do you agree or disagree with the
following statements (%)
Currently 5G enabled
72
61
51
40
28

5G will change the
internet
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NOT 5G enabled

Willing to pay 5G tariff

29

Worried about 5G
networks

A large proportion of consumers globally say they
don’t know if they’ll pay for 5G in the future, which
represents a huge challenge for telcos around the
world. YouGov data shows that this is most acute in
the US with consumers here feeling they know far
less about 5G than most other nations. It’s no
surprise that as a result they are far more unsure
of current and future 5G behaviors.
As already noted, over a third (35%) of US
respondents don’t know if they are paying for 5G
today on their current tariff and over half (54%)
are unsure if they will ever pay for 5G in the future.
This is the key segment of the market that US
telcos should be better informing of the consumer
benefits that will be delivered through 5G, rather
than leading advertising communications on the
technology itself and focusing too heavily on speed.
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% of “Don’t Know” Responses
Worldwide vs. US
Worldwide

US

54

35

25
21
18

Currently 5G enabled

16

Currently 5G tariff

Future 5G intent

Telcos have to showcase why consumers should pay
extra to be able to access 5G. This is true across
most countries, but especially apparent in the US
where they are most reluctant to do so. Our data
suggests that most Americans believe that 4G is
“good enough” and that the benefits of 5G, which
are harder to understand without experiencing, are
not worth the additional money.

This uncertainty is likely driving the non-committal
response to future 5G tariffs. If nearly 40% of
Americans ‘don’t know’ if 5G will change the
internet, then it is to be expected that they won’t
pay more for it. Generally speaking it’s younger
consumers around the globe who are most likely to
agree that 5G will be a game-changer, altering the
way that people connect to the internet.

Worldwide consumers attitudes combined to 5G
To what extent do you agree or disagree with the
following statement: “5G will change how people
connect to the internet”(%)
Agree
18-24

Don't know

63

21

16

25-34

61

21

18

35-44

61

20

19

45-54

55+
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Disagree

57

53

19

15

24
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Telcos have to do a better job of explaining the
advantages of 5G to show that it is worth the
additional costs incurred. 42% of respondents
worldwide who have a 5G-enabled handset say
they currently pay a 5G tariff. This figure could
improve dramatically if only telcos were able to
show consumers that the additional cost of 5G is
commensurate to its value.

Worldwide consumers that are 5G enabled and on
a 5G tariff
“Thinking about your current smartphone, is it 5G
enabled? AND Do you currently have a 5G tariff for your
MAIN mobile handset (i.e. the one you use the most)?”
Don't know

No

Yes
13

18

45

“42% of respondents worldwide who
have a 5G-enabled handset say they
currently pay a 5G tariff.”

52

42
26
5G enabled
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5G tariffs today

Advantages of 5G
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Speed upgrades:

• Predicted speeds of up to 10 Gbps represent up
to a 100x increase compared to 4G, meaning
transferring a high-resolution movie at peak
download speeds will go from seven minutes to
just six seconds. After carriers roll out full 5G
features, consumers may begin to consider 5G
networks a strong alternative for fast
broadband connections.

Low latency:

• 5G networks will have lower latency than 4G
LTE meaning round-trip transmission of data
taking less time. Using autonomous vehicles as
an example, 5G latency will mean vehicles will
be able to share and receive information about
driving intentions in almost-real time.

Enhances capacity:

• 5G will deliver up to 1,000x more capacity than 4G,
creating the ability to use more connected devices
concurrently than ever before. Upgrading to 5G
could bring rapid relief to consumers suffering from
capacity constraints in their network. Consumers
expect to be able to stream videos seamlessly
wherever they are, regardless of how many others
are trying to do the same and 5G will enable this.

Incresed bandwidth:

• 5G networks are designed differently from
traditional 4G networks, allowing greater
optimization of network traffic and smooth handling
of usage spikes. 5G will be used to augment the 4G
experience in areas like commuter hot spots,
allowing consumers to shop online easily where they
would have faced challenges in 4G previously.

• Speed upgrades: Predicted speeds of up to
10 Gbps represent up to a 100x increase
compared to 4G, meaning transferring a
high-resolution movie at peak download
speeds will go from seven minutes to just
six seconds. After carriers roll out full 5G
features, consumers may begin to consider
5G networks a strong alternative for fast
broadband connections.
• Low latency: 5G networks will have lower
latency than 4G LTE meaning round-trip
transmission of data taking less time.
Using autonomous vehicles as an example,
5G latency will mean vehicles will be able to
share and receive information about driving
intentions in almost-real time.
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• Enhanced capacity: 5G will deliver up to
1,000x more capacity than 4G, creating the
ability to use more connected devices
concurrently than ever before. Upgrading to
5G could bring rapid relief to consumers
suffering from capacity constraints in their
network. Consumers expect to be able to stream
videos seamlessly wherever they are, regardless
of how many others are trying to do the same
and 5G will enable this.
• Increased bandwidth: 5G networks are designed
differently from traditional 4G networks,
allowing greater optimization of network traffic
and smooth handling of usage spikes. 5G will be
used to augment the 4G experience in areas like
commuter hot spots, allowing consumers to shop
online easily where they would have faced
challenges in 4G previously.

Actions telcos should take now
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Telcos’ role in keeping
people connected has never
been more vital than during
the pandemic. They now
have a unique opportunity
to capitalize on positive
consumer sentiment by
taking the following actions:

Demonstrate the consumer benefits (immediate
gratification, access to innovations, customization
and convenience) that will be delivered through
5G adoption clearly in both internal and external
communications to consumers.
Communicate the value propositions to consumers
through specific use cases – moving beyond ‘speed’
to what 5G can do for them so they understand
benefits – to help increase adoption rates.
Develop a better understanding of customers’ usage
patterns. 5G offers the potential for the first time
to impact every aspect of the user’s buying journey
while ‘on the go’.

Want to know more?
Request your preview copy of YouGov’s
global study on the telco industry,
launching later this year.

This global study will analyze consumer
perception towards the telco industry, with
a deep dive into 5G adopters and purchase
intent across 17 key markets.

REGISTER INTEREST
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DISCOVER MORE

Read our white paper:
FIRST IN LINE:
EARLYTECHNOLOGY
ADOPTERS AROUND
THE GLOBE

DOWNLOAD NOW
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Methodology
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The core of this content draws on YouGov Custom
Research from 17 markets around the world,
based on inputs from our panel of over 15 million
consumers worldwide – ranging from Italy to India.
It takes in the views of the public from key markets
including the UAE, China, Hong Kong, Indonesia,
Spain, India, Mexico, Poland, Singapore, Denmark,
Australia, Germany, Sweden, Great Britain, US,
Italy and France. Data from each market uses a
nationally representative sample apart from Mexico
and India, which use urban representative samples,
and Indonesia and Hong Kong, which use online
representative samples.
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YouGov Profiles is based on continuously collected data
and rolling surveys, rather than from a single limited
questionnaire. Profiles data referenced is based on a
sample size of 101,752. Online interviews were
conducted between November 2019 and November
2020. Profiles data is nationally representative and
weighted by age, gender, education, region, and race.

About YouGov
YouGov is an international research data and analytics group headquartered in London.
Our data-led offering supports and improves a wide spectrum of marketing activities
for our customer base that includes media owners, brands and media agencies.
We work with some of the world’s most recognised brands.

Our line of products and services includes YouGov BrandIndex, YouGov Profiles,
YouGov RealTime, YouGov Custom Research, YouGov Crunch and YouGov Direct.
With over 15 million registered panellists in more than 55 countries, YouGov’s
market research covers in GB, the Americas, Mainland Europe, the Middle East,
and Asia-Pacific. Our panellists come from all ages, socio-economic groups,
and other demographic types – allowing us to create representative samples of
whole populations and different sections of society.

For more information, visit yougov.com/telco
Subscribe here to our Telco newsletter
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