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Hello again
Welcome to the Summer edition of Purple News!
How is your year progressing so far? We’re now half way through 2016 and I hope you’ve seen
some of the plans you put in place back in January come to fruition. With the months flying
by so quickly, it may be a good time to think about protecting your business over the summer
months. Companies can often experience ‘silly season’ over July and August when a lot of
your customers and staff are away on holiday. This can be the time that fraudsters strike, using
telephone fraud to steal thousands, if not hundreds of thousands of pounds. To ensure you’re
covered, speak to a member of our Exceptional Call Reporting team.
We at Nine are storming ahead with some exciting new areas of growth this year, so look out
for a number of announcements that are just around the corner. We are also coming into party
season with The Comms Business Awards in London, which was on the 16th of June. We
sponsor the awards for the third year running and had a fantastic evening, as always.
This issue of Purple News features our usual witty observations on the industry, current
marketing trends and operations. We also feature a topical piece by our Mobile Product
Manager, Simon Fort, on the EU roaming charges and what the referendum could mean for
the mobile industry.

Nick Webster
Managing Director
nick.webster@ninewholesale.co.uk

As always, we love to receive your feedback and hear about how you’re getting on. If you have
any issues, problems or ideas that you’d like to discuss, my colleagues and I are here to help
– simply get in touch.

CUSTOMER SERVICE SNIPPETS

“Yes, everything’s fine with the food, thanks…”
FACT
Exit strategy note:
A 10% increase
in customer
retention levels
can result in a
30% increase in
the value of your
company.

I do like to read reviews (be it Trip Advisor, Netflix or Amazon) where one person gives five
stars and the next person gives one. This shows us that good service is a personal thing.
There are the obvious expectations that we might all share, but I came across some points
recently that made me look at customer experience from a fresh perspective:
1. Twice as many people prefer a fast but less effective response to a slow but very effective
solution. At first I couldn’t believe this, but the point is that a fast response is crucial, with
or without any solution. Thinking about this more, it’s true that we want to know someone
has acknowledged our problem, and I mean acknowledged personally not via email auto
response, even if they haven’t yet fixed it. Would you prefer a customer service agent taking
instant ownership of your issue to a long, non-communicative waiting period with a very
effective outcome? It’s an interesting point.
2. Another point of interest is that, apparently, it takes 12 positive experiences to overcome
a single negative experience. That’s shocking because let’s face it, companies will rarely get
the opportunity to deliver this many positives, maybe we don’t have the luxury of even one
negative if it is in any way serious?
3. And finally, poor service is 4 times more likely to drive the customer away than competitors
offering cheaper prices or better products. This is certainly true, I bet we all have examples
of cases where we can find no better reason to use a specific service other than we think
they are “really good people”. Let’s not get wrapped up too much in technology and price
and forget what makes us really individual, really worth dealing with.
Mark Johnson - Operations Manager
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NOTES FROM THE
ENGINE ROOM
Barnes Clutterbuck
Group Operations Director

Simplicity is sweeping the channel, not simple people but rather
simple processes, simple buying, simple selling, simple working,
simple commercials models; you name it it is being made easier
and people are yearning for more of it. This desire seems to be
a consequence of an increasingly busy world, distractions are
seemingly infinite. Aren’t there days when you wish you could
uninvent the smartphone for a few hours to allow you to truly
switch off?
As buyers we have an evolutionary cynicism from decades of wily
salesmen overselling and under delivering, that means we’re far
more likely to jump to the conclusion we are being duped than feel
we’re getting a good deal. It’s exhausting sifting through the detail
of complex deals to find the catch that we’re all pretty sure is there
even if it isn’t.

huge growth as a result of simplicity. Longer standing companies
such as First Direct have used simplicity to win them countless
awards in customer experience as well as remarkable customer
loyalty. We shouldn’t be afraid to look to more developed
industries for this leadership, in some cases they’re ahead of the
game. We’re still a complex channel to the layperson whether we
like it or not.
This simplicity starts at home, in our offices, in our cars, in our
laptop bags. If we all make it simple, organized and remove the
unnecessary distractions we’ll have a smooth running engine
and by happy coincidence I believe we’ll have loyal and happy
customers and colleagues. Wouldn’t life be simpler?

I should reiterate, this is not a concept I claim to be new; indeed, it
has been Operations 101 since the beginning of recorded history.
We’re not just talking about buying here though we are talking However, I do claim it to be a sometimes unattended concept.
about basic human reactions and behaviours and how we
Have a go now, clear your desk of anything unnecessary (That
manage these behaviours can impact, both positively and
includes this issue of purple news when you’ve read it, pass it
negatively, ourselves and others.
on to someone else), walk into your offices and pick a process
How’s this relevant to an Engine room? Well, the buying bit not so and challenge your teams to simplify it or look at the last deal you
much but the broader human elements at play, certainly. It’s not a signed and see how you could have made it clearer, less complex
new concept by any stretch, it’s the basis of operational efficiency. and even more transparent; have that debate as if the customer
Every established process we have here at Nine is constantly is there in the room with you. Don’t take on the world and try and
under review, if we can remove superfluous elements of our day make it perfect as you’re more likely to park the improvement, if
job whilst enhancing or maintaining the customer experience, you make one change a week then your systems, people and
your experience, we do it. This can be as simple as printers being processes will eventually be extraordinary. It’s the inevitability of
optimally positioned and desks tidy to proactive support updates gradualness as my grandfather used to say. I’d be interested to
sent out prior to 9am. We cut down on distractions and wasted hear the results.
efforts to allow our teams to focus on their role, getting you
the information before you need to ask for it. A straightforward
concept that eludes many companies still.
Standardizing processes also cuts down the decisions that need
to be made, increases routine and makes it clear what people
should expect, when and how. It frees up time to continue this
virtuous circle by further reviewing processes.
It’s no surprise that this simplicity is featuring in commercial models
more and more now, even at a wholesale level we are seeing a
demand for bundles. Why? Clarity, assurance, risk management
… knowing what to expect. The channel is latching on to this
more and more especially in the IPT space with deals becoming
simpler. We can perhaps look to other industries for inspiration of
how simplicity breeds success. New companies such as OVO,
an impressive energy provider in the southwest are experiencing
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Mark Johnson - Operations Manager

SERVICE MATTERS
Unless it’s just me (and I may regret saying this) but… have you noticed how few calls seem to come in these days?
Back in the late 1980’s when I was a Salesperson for Anglo Leasing, a
financing company specialising in sales-aid leasing of photocopiers and fax
machines, my Manager told me that my car phone usage had been reviewed
and they were thinking of taking the facility away as I was making too few
calls! This would have been a serious status setback as well as leaving ugly
screw holes in the dashboard of my Ford Escort EX3i. Luckily I was able to
point out that most of the call traffic was from incoming calls and, to my relief,
the Motorola stayed.

HELLO!

Today, it seems to me that for the majority of people, the balance in
communication method seems to have tipped in favour of email, live chat and
text over conventional voice calls. This is certainly the case with two party
calls, although the conference call is certainly alive and well and generating
call revenue.
We must allow customers to contact us in multiple ways, however they wish.
The challenge at the moment is getting the tone right on email, this is a skill
that we all need as more and more casual communication is preserved as
potential evidence in a court of law!

HELLO!

There is an opinion that the single most important factor in retaining
customers is not the best price, which I think we know, it is not even the best
customer service… its actually providing the customer with the easiest life!
This makes sense to me and we will continue to endeavour to provide this.

Smoke alarms
save lives!

Hopefully, none of us will ever experience a smoke alarm going off for
reasons more serious than accidentally cremated toast; certainly we’d all
rather avoid being woken in the middle of the night so that we can crawl to
safety beneath clouds of deadly smoke.
Less dramatic than the scenario above, but potentially equally damaging,
is the impact on businesses that suffer a loss of connectivity for any period,
even just a couple of days. I know of desperate calls for help from Resellers
and their end users where, for example, Hotels or Restaurants have been
unable to take bookings or on-line payments over busy bank holiday
weekends – if only they’d had 24/7 care on their line or a second backup
broadband.
It really is staggering how many businesses are based around a single
50-year-old piece of copper. How many managers in the SME sector would
be held to account if business owners actually considered things fully and
realised how vulnerable they are?
I’ve heard it said that you only truly suffer regrets when you know that
you didn’t do everything that you could have done to prevent a problem,
especially if the safeguard is so easy and cheap to set up. Just as lives
can be saved by the installation of a smoke machine, end users will avoid
a traumatic episode if you advise them correctly and supply them with a
reliable connectivity back up solution.
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Telecommunications and the EU
As we approach the EU Referendum on the 23rd of June, the ‘should we stay or should we go’ debate
is noticeably hotting up. As a marketer, I’ve been watching with interest how the opposing sides have
set out their store, trying to sway opinion via horror story headlines, mud-slinging, political alliances
and budget-blowing direct mail campaigns. From a marketing perspective it makes an interesting
case study, but as a voter I feel ill-informed and unsure. With both sides issuing ‘facts’ which are then
explosively shot down by their opponents as being utter tosh, it’s difficult to know what to believe and,
ultimately, which box to cross on the 23rd.
What we all want to know is the truth about how our lives will be affected as a result of either outcome.
Will households really be thousands of pounds poorer if we leave the EU? Or will we become a
wealthier nation overnight with the savings we’ll make? Who knows? A sensible approach is to look
into the way that either outcome will affect our industry. Here’s a collection of (genuinely unbiased)
findings that will hopefully give you a clearer picture of how the referendum could affect the world of
Telecoms.
Telecoms – pros and cons
The strongest argument for leaving the EU in the world of telecoms resale is that most reseller
businesses fit into the small to medium sized business category which hardly benefits at all from the
EU trade agreements. Indeed, Eurosceptics argue that the vast majority of small and medium sized
firms do not trade with the EU but are restricted by a huge regulatory drain imposed from abroad. EU
laws tend to present a burden to the small to medium sized business owner, enforcing (for example)
staff pay, working hours and taxation laws that can stifle growth and expansion.
However this needs to be weighed against the effect that EU membership has on the industry as a
whole; pricing, reach, merger and acquisition laws, technology, infrastructure and so on.
In recent years, the European Union has had increasing regulatory control over the telecommunication
sector, with an intention of streamlining rules across the 28 member states, including regulations
capping mobile phone roaming charges (see opposite page
). This brings benefits for British
consumers. Outside the European Union, it would be difficult for the UK Government to replicate this.
Future consolidation in the UK telecoms market could be affected by a vote to leave the European
Union. The gigantic collaboration that was proposed between Three and O2 was viewed as being
‘seriously risky’ by OfCom (because it would have effectively reduced the number of mobile providers
in the UK to three) but whether it went ahead wasn’t the regulator’s decision to make. Margrethe
Vestager eventually agreed and denied the merger, however if the UK stay in the EU then these major
decisions will remain out of our hands.

Helen Lennard

Channel Marketing Manager

QUICK STATS
• The UK’s mobile market
is the largest in Europe,
with a value of £14billion
annually
• In the UK alone there are
8,000 communications
companies
• 270,000 people work
for UK communications
companies
SOURCES:
The Week: EU Referendum: Pros and cons
of Britain voting to leave Europe
Freshbusinessthinking.com: How might business
telecoms be affected by a Brexit?
CBI: Telecommunications and the EU

Infrastructure investment is of critical importance to the telecommunications industry, and the
European Union has recently released an Investment Plan for Europe, with a package of measures to
unlock investment of €315billion between 2015 and 2017. This is intended to have a strong focus on
digital infrastructure – particularly broadband. Outside of the European Union, UK firms may not be
able to access this and other programmes aimed at helping roll out high-speed broadband.
However the pro-leave campaigners argue that it would be unconstructive and therefore highly
unlikely for the EU to turn their back on the UK when it comes to network development.
Many economic experts have predicted a serious shock to the UK economy in the event of a vote
to leave. A weaker UK economy could result in reduced demand for telecommunications products,
as was the case following the 2008 economic crisis. However the counter argument states that the
savings that the UK could make from membership costs and the freedom to define trading regulations
could point the country, in the words of Boris Johnson, in the direction of a ‘very, very bright future’.
Where do you stand on the debate? Go to the Nine Wholesale LinkedIn
page to have your say.
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Are the reductions in EU roaming
charges good for business customers?
What are businesses saying?
Equinox - Telecoms reseller based in SW London
“As a country we import far more telecoms equipment than we
export. Not many mobile phones or phone systems are made here
– most of them are imported. EU Trade agreements will stay in place
for two years if we do vote to leave, [but] Brexit campaigners say that
if we do leave we can negotiate our own deals with the countries
that do manufacturer the equipment.”
BT - Global telecomms company with 70,900 employees in the UK
“BT earns around a quarter of its revenue from assisting companies
and large organisations outside the UK. Membership of a reformed
EU is important for us, because it opens important European
markets and means we’re represented by the heft of the whole
Union in world trade talks.”
James Caudwell - Founder of Phones4U (sold in 2006)
“You hear three million jobs will be threatened as a result of leaving
Europe. That is complete rubbish. Being a free country to trade with
every country in the world and not to be seen to be a partisan part of
Europe that is a good thing.”
Vodafone - the world’s second-largest mobile phone company
“For our business, if you think about it, we are a digital business. We
have more than 50% of our revenues and profits in Europe. We want
a single digital market, and we want to be part of that single digital
market… So, in that sense, yes, it is better if we remain in Europe.

It is widely reported that the cost of using your mobile phone within
EU countries has reduced significantly over the past few years,
with operators having to reduce rates and cap charges to meet EU
legislation.
We’ve just had a massive price reduction and, on the face of it, this
appears to be great for business customers. However, the opposing
argument is that operators are subtly increasing their prices
elsewhere to protect revenues, thus penalising all customers, not
just those that use the mobile abroad.
Since the 30th April 2016, operators in the UK may not charge more
that €0.05 for calls (per minute) and data (per MB), and €0.02 for a
text message.
Roaming charges are to be scrapped altogether on the 15th of June
2017. Meaning you won’t pay anything extra to make calls, send
texts or use the internet in any of the EU member states. Presuming
of course that we’re still in the EU come June 2017.
For those of you with a feeling of déjà vu, you’re right to be confused.
There were plans to scrap EU roaming charges by June of this year,
however, the move was delayed amid concerns about the impact on
the overall telecoms market and speculation that mobile operators
would increase domestic tariffs to make up for an estimated 2%
shortfall in overall revenues.
Given that the majority of domestic usage is within a bundle
allowance for most business customers, is it a coincidence that
the networks have increased one of the few things they can charge
for, namely Non-Geographic Call Services (NGCS), or the operator
Access Charge to be more specific. O2 have increase theirs from
25ppm to 37ppm, and Vodafone from 19.17ppm on Red tariffs and
10ppm on Sharer tariffs to a rather similar 37.5ppm for both.
Whether this is a coincidence or not, operators will need to recover
revenues from somewhere, and it won’t be just those travelling in
the EU that will be penalised.

IN
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If Britain were to leave the EU, we would no longer be covered by the
regulation. The government has said that the loss of the safeguard
of this legislation would result in a rise in customer bills. However,
once the new prices come into place, it doesn’t seem likely that
operators would go back on the changes and hike the prices back
up, given a competitive market like the UK.
The charges for using a mobile abroad in the EU have reduced
significantly over the last few years and may disappear altogether
next summer. This is significant for the average mobile user who
wants to use their mobile whilst on holiday, but for
business users, the impact
on their overall bills
may not be as great.
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Mark Saunders
Group Marketing Director

What’s Rita’s phone number?
With the topic of customer data being on every marketing
director’s hit list, then I believe it is a good time to share a
story based on my mother’s favourite question (see above)
and how far we have advanced since, “I was a lad.”

In extreme circumstances, reference could be made to
the automated index’s predecessor, a big green exercise
book of foolscap dimensions, with the word “Addresses”
lazily displayed front, but not centre, courtesy of a blue
“dymo” embossed label - a fashion of the period. Now
historians may quibble over whether this tome dated from
pre or post war, but every Christmas the task of addressing
cards to relatives and even friends could not be completed
without a family meeting to decipher the current record
from the numerous crossings out and somewhat random
categorisation of names and addresses within - the recent
addition of phone numbers to the mix had not helped with
legibility or accuracy of the content.

About every third Tuesday, the phone did actually make a
disarmingly loud noise, thereby upsetting the dog, but it
was only after the second ring that the most adjacent of
the family braved the Woodbine fog emanating from the
parlour, grabbed the receiver and in best TV announcer
voice, solemnly intone, “21480.” Note should be made
that a solitary ring would signify only disappointment, for in
those halcyon days of inbound communications this meant
it was our invisible copper sharing twin who was required
on the line.
The point of these ramblings is that the self same lessons
What about indulging in the ludicrous extravagance (father’s which may have excluded poor old Frank Wood from a
words) of an outbound call? Well that would mean you quick call regarding a secret trip to the Dog and Gun, or the
needed to know a number to dial. Now, in reality, the six receipt of a festive greeting card, still need to be learned.
other people we knew who owned a phone had five digit Nothing is more important than customer data, other than
numbers that could easily be committed to memory, but the process by which you record it, maintain it and manage
my mother had seen the rather fetching automated flip up it. The advantage we have now is the modern database,
phone number index which Auntie Dorothy had gracing or CRM system has replaced the pop up index, presenting
her Habitat telephone table and sibling rivalry demanded numerous opportunities to engage with our customers
satisfaction. Despite my father’s complaints that this was in person, by phone and digitally. A wealth of automated
a total waste of money and all the numbers we needed systems and segmentation awaits us as modern marketing
could be safely jotted on the back of a convenient used people, but only if everyone in the business understands
copy of The Sporting Life (a racing paper of the time), my that entering a postcode in the phone number field is a
mother won the day - this was the inevitable outcome of all crime so heinous that no punishment has yet been invented
such discussions, the only variable being the time taken to to match it.
extract a concession and cue a hasty retreat of the defeated
So, my sincere apologies if this newsletter came to you
male party to the turf accountants in high dudgeon.
addressed to Mr Customer Person at Address Line 3, in
Problems at Saunders Towers were only just beginning which case, please feel free to send me ironic feedback
though - no system had been agreed upon for data entry, and/or rotten tomatoes. You’ll find my details in your
so our closest friend, Frank Wood, was duly and variously database.
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In the late sixties, a transformational event occurred in the
Saunders household. No, this was not colour television,
that would have to await Princess Anne’s (first) marriage,
four years later in 1973. The new arrival was something far
more important - my parents had their very own telephone
installed. Well I say very own, but it wasn’t really, because
they had to rent it from an earlier, customer hostile version
of BT, known as the General Post Office and our house
also had something called a party line, shared with some
anonymous person in the same town.

filed under W, F and B (the latter for his curious nickname
of Beano - don’t ask) and also under A for his wife’s name,
Audrey. With the proliferation of phone ownership and a
modest expansion of our social circle, some of whom now
lived out of town and so had lengthy extra digits to record,
then you can guess that, by the time of Prince Charles’ (first)
marriage in 1981, our telephone index was a complete
mess. By this time, Rita had sadly passed on, but it may
have been easier to reach her, “beyond the veil,” rather than
find a reliable phone number for any surviving acquaintance.
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Guest column

Daniel Billington
MCL Telecom Group

What do find most enjoyable about your job?
Every day is a different day and demands new challenges from
our customers, I love the challenges and overcoming them.

How do you keep your team motivated?
Seeing hardworking management, praise, coffee and pizzas for
lunch!

What is the biggest change you have seen in our industry
over the last five years?
The perception on VoIP from an end user’s point of view.

What is the most valuable piece of advice that you would
give to a start-up reseller?
During the day, sell, leave everything else to the evening and
weekend.

Would you like to appear in our guest column
and offer some advice?
Simply email hello@ninewholesale.co.uk
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Ben’s boutique
We don’t give you a number,
we give you an answer...
Transactions are made in the blink of an eye in today’s
automated world, but sometimes these ‘cleverly structured
systems’ can lead you down a digital cul-de-sac that doesn’t
provide the solution you’re searching for, or provide the depth
of response when you need a specific answer, rather than a
generic outcome.
At Nine we believe that quotations for data services need to go
beyond a simple number, so one of our connectivity experts
is always on hand to offer additional detail and well-informed
advice. A perfect example is Ben Knights, our connectivity
guru. Ben may think in the connectivity language of acronyms
and bandwidth, but he can clearly describe the best
connectivity options for you and your customers every time. It is
this personal touch and his unbeatable level of knowledge that
sets us apart from our competitors.
COPPER

FIBRE

If you value having someone available to tell you what you
need to know, to provide extra detail and not confine you to
automated pricing information, then contact us on 0800 068
5939 to discuss your connectivity requirements today.

Regulation and Compliance - a (very) necessary EVIL
Staying on top of regulation and compliance is a necessary evil is £295 and for Nine Purple Partners who are also members of
in the telecoms industry, but it can leave you feeling like you’re FCS, the cost is only £100!
jumping through hoops.
On top of this Purple Partners and your staff have free access to
FCS membership is vital for keeping ahead of regulatory FCS Regulatory and Compliance workshops that take place in
changes. Purple Partners benefit from an exclusive Purple various locations around the UK throughout the year.
Partner Programme membership price which is a minimum of Take a leap of faith and contact us today to find out more about
50% discount, as well as free membership to an Alternative the amazing savings that you’ll make by becoming a Purple
Dispute Resolution (ADR) scheme worth £100 a year.
Partner. Email purplepartner@ninewholesale.co.uk or speak to
You may be aware of the requirement under the General your CDM.
Conditions of Entitlement for providers of communication
services to have a consumer code of practice. FCS codes of
practice cost non-members £950, for FCS members the cost
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Become a Purple Partner and save
hundreds of pounds ensuring your
business’s safety.
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