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CCS Insight’s survey into people’s attitudes 
and perceptions toward consumer 5G mobile 
services revealed fascinating findings.

We completed our research in August 2019, after surveying more 
than 2,000 mobile phone users, split evenly between the UK and 
US. The sample was nationally representative of the population 
across age, gender and region.

In this report, we summarize some of the top-level findings, 
covering themes such as awareness of 5G, understanding of 
the principal benefits, propensity to purchase and barriers to 
adoption.

The full report, which includes a comprehensive analysis of all 
the results and the drivers behind them, can be purchased 
from CCS Insight.

The Migration to 5G Is an Evolution

Overall, our survey revealed strong awareness and encouraging 
interest in 5G. However, customers have limited appetite to 
upgrade, switch provider or pay more to have 5G connectivity. 
We do not see the technology as a major lever to attain new 
customers or deliver significantly higher average spending in its 
formative years.

Although there are clear challenges to 5G adoption, 
they are not insurmountable. Good positioning, better 
communication and more-innovative service plans could aid 
differentiation and boost early uptake.

In the near term, we expect adoption of 5G to largely mirror 
that of 4G. The US and UK are among the industry’s 
pioneering markets, with all major providers offering 
commercial services before the end of October 2019. This 
good availability should help offset slowing device upgrade 
cycles and the late availability of a 5G-enabled iPhone.

It is likely that 5G will form an important factor in many people’s 
decision to buy their next mobile phone. This is encouraging 
news for a device market that has struggled to generate 
enthusiasm in recent years. However, it will be just one of a wide 
range of considerations; in our view 5G will be a benefit, rather 
than a reason to replace or upgrade. In this sense, the migration 
from 4G to 5G is clearly one of evolution.



Awareness of 5G Is Strong

Although 5G remains a fledgling technology, with network 
coverage and device availability still limited, awareness 
among consumers is impressive.

In the UK, only 5% of respondents told us they had “never 
heard of 5G”, down sharply from 30% in 2018. This reflects 
recent commercial launches — notably by EE and Vodafone 
— that have been accompanied by strong marketing 
campaigns. Awareness peaked among people aged between 
45 and 64.

The US has long been hailed as a pioneering market for 5G, 
and Verizon launched the world’s first commercial service in 
October 2018. However, awareness is not as high as in the UK. 
We believe this is because communication about 5G in the 
US is more understated than in Europe, with less fanfare and 
promotion. Instead, unlimited data tariffs and iPhone plans have 
higher profiles in stores and online.

Awareness of 5G scored well in our survey compared with 
other technologies, several of which have been around for 
longer. It was roughly level with virtual reality but well ahead of 
blockchain, the Internet of things and machine learning.

Consumers Are Disinclined to Pay More for 5G

Less than 20% of respondents in both the UK and US would be 
prepared to pay more to access 5G (see Figure 1). Although this 
low number is disappointing for an industry that has built high 
hopes on the technology stimulating new growth, CCS Insight 
believes it partly reflects a lack of understanding of its benefits. 
Furthermore, only one in six people said they would change 
their mobile operator to receive a 5G service more quickly.

Encouragingly, 36% of people across both markets indicated 
that they might be interested in paying more to receive 5G. 
This suggests that better and more targeted communication, 
alongside the right combination of device, airtime and 
value-added services could motivate people to upgrade. This 
is particularly relevant as few operators are expected to 
impose a like-for-like premium compared with 4G.

Openness to pay more for 5G was higher in the US. This possibly 
reflects the higher tariffs for telecom services than in the UK.

Interestingly, our survey revealed that people’s satisfaction 
with their mobile service is already high. More than half of all 
respondents said they were “very satisfied”. Although this should 
be cheered, it paradoxically raises the question why they would 
consider upgrading to a new technology. It is a stark contrast 
with the advent of 4G, which was badly needed to cater for 
accelerating data usage as existing 3G networks buckled under 
heavy demand.
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Figure 1.

Please think about how much you spend currently on mobile.  
Would you be prepared to spend more to have 5G?

Sample: 2,051 (UK: 1,029; US: 1,022)
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People Do Not Yet Understand 5G That Well
When we asked respondents who have heard of 5G if they 
thought it could improve different aspects of their mobile service, 
we received mixed responses.

On the one hand, 68% of respondents knew that it enables faster 
download speeds. This has been a lead focus in early positioning 
strategies and suggests that initial communication is working. 
About 60% of people were aware that it could improve a data-
hungry application such as video calling.

On the other hand, some misconceptions appear to be springing 
up. Among people who said they had an understanding of 
5G, more than four in 10 thought it would boost the battery 
life of mobile phones. And 30% believed 5G would result in 
cheaper bills.

Consumers rightly associate technology advancement with a 
better service, but this is not necessarily true for every aspect. The 
mobile industry has had its fingers burned in the past by setting 
unrealistic expectations; it needs to be clear and concise in 
portraying the benefits.

“I Don’t Need 5G”: a Leading Barrier to Early 
Adoption
Our survey revealed three clear barriers to signing up to a 5G 
service. Notably, in the UK, about about 30% of respondents 
told us they “don’t need 5G” now (see Figure 2). This reinforces 
the importance of effectively articulating the benefits, and 
suggests new applications and more-innovative service 
bundles may be needed to stimulate early consumer demand. 
It is also interesting that seven in 10 respondents said they 
prefer to wait until a mobile technology like 5G is proven 
before getting it.

Unsurprisingly, “my mobile phone is not due for an upgrade” 
was also a top response. This suggests that operators and 
phone-makers could still do more to enable customers 
who are halfway through their contract to take a new device 
whenever they wish.
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Figure 2.

Which (if any) of the following is preventing you from signing up to a 5G service 
sooner? Selected responses shown.

Respondents in the UK only. Sample: 1,029

Also cited as a leading hurdle was “5G is too expensive”. This is 
understandable considering the steep price of early supporting 
devices, some of which cost about £1,000 or $1,000. However, 
we expect 5G smartphones to rapidly move down the price 
curve over the next six to 12 months, as new models targeting 
a broader demographic hit the shelves. This trend will be 
supported by many mobile networks pricing 5G tariffs on a par 
with 4G, to stimulate demand.
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Modest Interest in New 5G Applications
When we showed respondents a list of potential 5G features 
— including faster speeds to download content, higher-quality 
video calling and 4K content on the go — almost 50% said none 
of the benefits would convince them to take out a 5G service.

However, CCS Insight noted a small but clear niche of people 
interested in services such as virtual reality and gaming (see 
Figure 3). The low latency and higher throughput of 5G can 
significantly enhance these applications. Gaming in particular, 
has formed an important part of some operators’ early 5G 
service offerings. Our survey shows above-average interest in 
5G gaming within the 16-24 and 25-34 age brackets.

Opportunity for 5G Fixed Wireless Access
Our research revealed greater than expected interest from 
consumers in 5G fixed wireless access for home broadband. 
Respondents listed price, performance and quick installation 
as the leading factors that could encourage them to sign up, 
should a service become available in their area.

This finding suggests that the technology should be well 
received, particularly by students and people living in rental 
accommodation, a segment often cited by operators as an 
initial target of their strategies for 5G fixed wireless access.

The result is positive news for providers such as Three in 
the UK and T-Mobile in the US, both of which intend to use 
5G to bring disruption to the market for home broadband 
services. However, their biggest challenge may be to create an 
association between current mobile-centric brands and home 
broadband services. Our survey shows that in the UK a much 
higher proportion of people would consider taking 5G fixed 
wireless access from suppliers with an existing presence in 
the broadband market, notably BT and Sky.

Figure 3.

Would any of the following prompt you to sign up to a 5G service?

Respondents in the UK and US. Question asked only to respondents indicating that 
they expect to use 5G in the future.

Sample: 1,773 If you would like to purchase the full report,  
please contact info@ccsinsight.com

People’s Next Smartphone Will Be Partly 
Decided by 5G
Less than one-third of respondents agreed with the 
statement, “getting 5G is a reason to upgrade my mobile 
phone”. This could mean that 5G alone will not be sufficient 
to bring people into stores seeking to upgrade their device.

Encouragingly, however, 5G is likely to be an important 
consideration in people’s choice of phone when they decide 
to take a new model. More than half of respondents told 
us that 5G support will play an important role in their next 
choice. Only 8% said that it would be “not important at all”.

Although support for 5G trailed other considerations such 
as price (89%), battery life (88%), operating system (78%), look 
and feel (70%) and branding (66%), we believe this is a positive 
story.

Another interesting finding of our study is that iPhone 
customers expect to assign greater than average 
importance to support for 5G in their next mobile phone 
purchase. This could be a concern for Apple, which is 
unlikely to offer an iPhone with 5G capability before 
September 2020. 

Nearly 40% of iPhone users in the UK told us they expect to 
start using 5G on a mobile phone within the next 12 months. 
This is perhaps a sign that these customers are unaware that 
Apple will be later than most other device makers to include 
support for 5G, or that they may be willing to switch brand.



5G Networks
 � Market Forecast This forecast considers 5G mobile 
connections to 2025, covering mobile broadband, fixed 
wireless access, the Internet of things and mission-critical 
connectivity.

 � Quarterly Market Analysis: 5G Networks A current estimation  
and five-year projection of mobile subscriptions by businesses  
in five key European markets.

 � Instant Insight Our Instant Insight service lets clients stay 
abreast of developments in 5G networks. Focussing on news, 
company results and planned events, the service provides 
readers with a brief summary of the event and concise analysis 
from our global team of experts.

 � Hotline Deep analysis of current and future trends and events.  
It provides forward-looking thought-leadership on a regular 
basis, with 5G regularly covered from different angles.

 � Presentations Presentations allow clients to focus on areas of 
greatest interest to their plans and to receive more-detailed 
analysis of trends and events. They are specific to your business 
and can be delivered on site or online.

 � Enquiry Time In addition to the standard publications and 
reports available as part of a research service, clients can ask 
our analysts specific questions about 5G.

Our Services
CCS Insight provides clients with timely, accurate and practical understanding of industry complexity that helps inform their strategic decisions.

Our comprehensive range of research services offers instant analysis of breaking news and extensive coverage of major industry developments. Our services 
include 5G Networks, Artificial Intelligence, Agenda Setters, Business IoT, Digital Workplace, Enterprise AI Market Strategies, Mobile Phones, Semiconductors, 
Smart Home, Software Development, Telecom Operators, Virtual and Augmented Reality, and Wearables.

Our Mobile Operators and Mobile Phones service suites offer instant analysis of breaking news and comprehensive coverage of major industry developments.

Telecom Operators
 � Market Landscape and Forecast A holistic review of hot topics 
in the UK telecom operator market, focussing on drivers of 
change. Qualitative analysis is supported by a detailed five-year 
forecast of the market.

 � Quarterly Market Analysis This service consolidates 
information provided by European network operators into a 
consistent and clear format. Published within 10 days of each 
quarter’s results being announced, the report offers insights 
into complex telecom markets.

 � User Survey: Mobile Phone Buying Annual survey uncovering 
consumer attitudes and approaches to buying a mobile phone. 
From initial research to final purchase, it looks at how and why 
people choose their next phone.

 � Instant Insight Pithy analysis of developments in telecom 
operator markets. Focussing on news, company results and 
planned events, the service provides readers with timely insight 
and opinion.

 � Hotline Deep analysis of current and future trends and events. 
It provides forward-looking thought-leadership on a regular 
basis, with 5G regularly covered from different angles.

 � Presentations Presentations allow clients to focus on areas of 
greatest interest to their plans, and to receive more-detailed 
analysis of trends and events. Presentations are tailored to you, 
and can be delivered on site or online.
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