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Letter from David Scott, CEO of Digital UK

| joined Digital UK as Chief Executive in February, a few months after
the Whitehaven / Copeland switchover, but | have been a member of
the Digital UK Board and have taken a keen interest in the switchover
programme for many years. So |, like many others, watched with
anticipation and interest as the first full UK switchover took place in
Copeland late last year.

Switchover brings free digital television through an aerial to almost every
household for the first time and will free up spectrum for new uses.
Copeland, in common with around a quarter of the UK, did not have
digital terrestrial services before the switchover, but is now enjoying over
20 digital TV, radio and interactive services.

A great deal of planning and preparation went into the Copeland
switchover, under the leadership of Ford Ennals, then Digital UK CEO, and
as is already widely known, Copeland switchover went well. Whitehaven
has secured its place in broadcasting history by becoming the first fully
digital TV town in the UK.

We found that while the vast majority find digital TV switchover
relatively simple, some do need additional support including everything
from further information through to practical help. Digital UK and the
Switchover Help Scheme were on hand with advice and assistance,

but we know that many were helped by charitable organisations and
volunteers, willing electrical retail staff, social services, landlords and,
by friends, family and neighbours.

The success of Copeland switchover depended not only on the efforts of
a dedicated team from Digital UK and the Switchover Help Scheme, and

support from Ofcom and Government, but also a wide range of industry
partners, and the outstanding support of the local community.

| would like to pay a special thanks to all those in the area who worked
hard to make the historic first full digital TV switchover in the UK a
success. A wide range of organisations and individuals including those
from Age Concern Northwest Cumbria, Copeland Council, The Whitehaven
News, Copeland Homes, and local retailers including Currys and Comet
and independent retailers including Brooks provided invaluable advice to
us, and worked tirelessly to ease their community through the switch.

Success in Copeland means switchover is off to a good start, but there

is much work to be done. The next switchover at the Selkirk transmitter
group serving Scottish Borders takes place in November of this year, and
there are then more than 70 regional switchovers through to the end of
the programme in 2012. We have learned a great deal from Copeland that
is already informing our planning for future and larger areas, and now our
job is to ensure those areas follow Copeland’s lead.

We sincerely hope that our national stakeholders including the

charities, consumer groups, digital TV service providers, retailers and
manufacturers, aerial installers, broadcasters and transmission network
operators will continue their exemplary support of the Digital Switchover
Programme through the next four years. We are greatly looking forward
to the journey ahead, and working with you all through many more
successful switchovers to come.
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1 Earlier digital TV switchover trials had been
conducted in Ferryside & Llansteffan on 30
March 2005, and in the Hulton Ward of Bolton
(to test elements of the Digital Switchover Help
Scheme) in late 2005 and early 2006.

2 The three transmitters that were switched
over were the Whitehaven transmitter and its
two relays at Gosforth and Eskdale Green.
The transmitter group served an area roughly
contiguous with the Copeland council area,
although some parts of Copeland, including
St. Bees, Millom, and parts of Parton receive
their signal from another transmitter (Caldbeck)
and so were not affected by the switchover.
The switchover is, however, generally referred
to as the ‘Copeland switchover’.

3 Copeland is a council area covering the town
of Whitehaven and its surround on the coast
of Cumbria in North West England. The area

is home to approximately 60,000 people and
25,000 households, representing 0.1% of the
UK’s population.

On 14th November 2007 the analogue terrestrial TV signal in
Whitehaven / Copeland, Cumbria was switched off and replaced with
digital television. The area became the first in the UK to successfully
complete digital TV switchover.

Digital TV switchover is the Government policy to convert all TV services
in the UK to digital between 2008 and 2012. The switchover is managed
by Digital UK, the independent organisation set up to lead the switchover.
The Digital Switchover Help Scheme has been established to support
those 75 and over and the disabled.

Switchover means that any TV set will need to be converted to digital in
order to continue receiving television programmes. Switchover happens
region by region between 2008 and 2012, but Digital UK, Government
and Ofcom brought forward the switchover of the Whitehaven transmitter
group? serving Copeland, Cumbria3 to 2007 in order to learn more about
the process and how consumers would react prior to other, larger regions
switching.

Following 18 months of communications, information and support
provided by Digital UK and the Help Scheme, BBC Two analogue was
switched off on 17th October, followed by the remaining analogue
channels (BBC One, ITV1 and Channel 4) on 14th November. Their digital
replacements, and an extended selection of 15 additional Freeview (digital
terrestrial) channels were launched in their place. Digital Sky satellite
services were also available.

Technically, the switchover went smoothly at the three TV transmitters in
the area. Analogue services were taken down at 2am on each switchover
day, and digital services were broadcasting less than two hours later.

Our research suggests that almost everyone in the area was aware of
the switchover, and everyone converted to digital TV. Less than 3% of
homes were not ready on the first date (17th October), and a very small
number (less than 1% of homes) converted after the second date (14th
November). These individuals said they had known what was happening,
but had chosen to wait.

The local community, which like around one quarter of the UK had no
digital terrestrial (Freeview) channels before the switchover, welcomed
the transition. The regional newspaper, the Whitehaven News reported

a “Warm reception as area wakes up to digital age”, and the Local
Stakeholders’ Group, chaired by Copeland Council, said in their report
that the switch to digital was a “very positive change, on the whole well
managed and well received, with several benefits for local people and for
the area.”

Just under 200 households were interviewed by an independent research
agency after the switchover, and 95% said that they thought the digital
services were as good or better than the analogue ones, and 94% said
they felt either positive or neutral about the switch.



f\nToh;;;ﬁcﬁgj\iifdd;ig[Xﬁﬁsjﬁ‘n{;‘ﬂ;my Most found the switchover relatively straightforward. Eighty-one per cent
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entitled to help for free. All others pay £40 the SW|tCh.

towards the cost of the help provided.

The Digital Switchover Help Scheme helped 2,616 people who were 75
and over or disabled* and requested assistance with obtaining, installing
and using digital TV equipment. This represented 28% of all those
eligible for the service. Around one third of those eligible were also
entitled to the help for free, whilst two-thirds were asked to pay a £40
contribution to the cost of the help provideds. Take-up was inevitably
greater (50%) amongst those entitled to free help, than amongst those
required to pay a contribution (14%).

A small number of others needed help and support over the two
switchover dates. Some will have sought this from friends and family,
but over 7,000 visited the Help Scheme’s ‘Help Centre’ on the main
street, 747 visited Digital UK’s ‘Help Centres’ and 445 called Digital UK’s
call centre. Many people visited retail, not only to make purchases but
also to ask questions. Around the second switchover Copeland Homes
helped around 170 people re-tune their Freeview equipment, and one
local retailer, Brooks, took over 150 calls from customers. Our partners
at Age Concern Northwest Cumbria provided significant support to small
numbers of individuals. We would estimate that in addition to the 2,616
or 10% of homes helped by the Help Scheme, perhaps 5% of homes
sought some sort of one-to-one help from Digital UK, a further 6% were
assisted by retail, and 5% were supported by family and friends.

Digital UK and the Help Scheme continued to provide support through
until mid-January, beyond which Age Concern continued to help a handful
of individuals needing ongoing assistance.

The Copeland switchover was accompanied by a comprehensive research
programme and a thorough review process to ensure that lessons

were captured and can be implemented for future switchovers. Our key
findings were as follows:

1. Copeland residents were well informed and prepared. Digital UK, and
partner communications were effective. Leaflets mailed to every home,
outdoor posters (including a ‘countdown’ ticker in the harbour), press
advertising and on-screen captions helped to ensure that everyone
interviewed before the two switchover dates was aware of the
switch, and 95% understood what they needed to do. The July leaflet,
delivered 3 months before switchover, and the on-screen captions
proved the two most important pieces of communication. The Digital
Switchover Help Scheme successfully supported 2,616 individuals, and
the one Help Scheme household which lost television on the day of
switchover was visited and the picture restored within a few hours.

2. Most find switchover straightforward. The vast majority concluded that
switching to digital TV was relatively easy. Eighty-one per cent had
no problems with their digital television equipment, and 50% found
installing Freeview equipment easier than they thought. Twenty-eight
per cent found digital television easier to use than they expected (7%



found it more difficult). The biggest usability issue was re-tuning,
which was required for all digital terrestrial TV equipment on both
switchover dates.

. Retail readiness was critical. Local multiples (Currys, Comet, Argos),
supermarkets (Tesco) and independent retailers (including Brooks

and McCulloughs) were well prepared for the switchover. They drew

in sufficient stock to meet the additional demand for equipment, and
created switchover displays in-store, prominently featuring the ‘digital
tick’ logo. They also ensured that extra (trained) staff were on hand to
answer switchover questions. They played an essential role supporting
the switchover.

. Local community involvement was important. Early engagement with
local stakeholders (councils, charities, retailers, media) and their active
involvement engendered important support for switchover, which in
turn created positive word-of-mouth and momentum for the project.
The community spirit encouraged residents to help one another, and
was critical to the success of switchover.

. Some need additional assistance, including one-to-one help.
Nonetheless, some individuals did find the process more difficult, and
needed additional support either from the Help Scheme, Digital UK,
family and friends or retailers, or those in the community. Around 10%
of homes were helped by the Help Scheme, and we estimate that at
the point of switchover 5% were supported by Digital UK (through the
contact centre or on-the-ground ‘Help Centres’), 6% sought advice from
retail, and 5% were helped by family and friends.

. Good understanding of second sets and recorders. Digital UK was
determined to ensure that Copeland residents understood that all their
TV sets would need converting and that analogue recorders (VCRs

and analogue DVD-Rs) would not be able to record one channel while
watching another. Good levels of awareness of these issues were
achieved, with 100% of those interviewed before the switchover saying
they knew every set would need converting, and 70% understanding
that their analogue recorder would be affected (rising to 84% after
switchover). We anticipated that many might wait until some time after
switchover to convert second sets and upgrade recorders, but many
took the opportunity of switchover to do this straight away, and 95%
of second sets had been converted by mid-December, and we estimate
that around 50% of homes now have a digital TV recorder (Freeview or
Sky+).

. Some aerials needed replacing. As anticipated, a number of homes
did need to upgrade their aerial for the digital signal (which is less
tolerant of poor quality aerials than the analogue signal). We estimate
that up to 5% of homes needed a new roof-top aerial, and that up to
30% of set-top aerials needed changing or the set connecting to a
roof-top system.



8. Positive reaction to the new channels, and some changes in viewing
behaviour. Ninety-five per cent said that they thought the digital
channels were as good or better than their old analogue services.
Those getting digital TV for the first time at switchover particularly
appreciated the Electronic Programme Guide, programme synopsis, and
interactive features. There were mixed views on digital text services,
with 34% saying they were better, but 25% saying there were worse
(generally because they were slower). We observed some notable
changes in viewing behaviour. Two thirds (67%) of new digital homes
interviewed straight after the switchover had explored the digital
channels, and most liked them. They tended to go to well-known
channels previously not available first (five, E4), but then moved on
to other channels. 12% of homes thought they were watching more TV
(80% the same and 7% less).

9. The Switchover Programme structure worked well. The Switchover
Programme is a joint undertaking of Digital UK, the Digital Switchover
Help Scheme, two Government departments (the Department for
Culture, Media and Sport and the Department for Business Enterprise
and Regulatory Reform), and Ofcom. All parties worked well together
and were co-ordinated both centrally and in the local area.

While the Copeland switchover was successful, there are some areas that
we will review as we move forward to switchover in other regions.

1. The two-stage switchover and ‘transition period’. There were mixed
views on the two-stage switchover in Copeland. While the ‘transition
period’ between the two dates was preferred by some and allowed
them to ensure they were ready for the final switch, for others it
presented some considerable difficulties, including the need to re-
tune Freeview equipment, and the need to ‘toggle’ between the
analogue and digital systems for the intervening four weeks to watch
all channels. 10% said they had found it ‘very helpful’ whilst 17%
said it was ‘very unhelpful’. Nearly half (49%) said that on reflection
they would have preferred a single switch, whilst one quarter (23%)
liked a two-stage process. Older age groups were more likely to prefer
two stages. We are considering whether it might be in the consumer
interest to adopt a shortened transition period or single switchover in
some regions.

2. Explanation of the channel line-up. The Copeland area, in common
with around 10% of the UK, receives only the three ‘public service
multiplexes’ after switchover, delivering around 20 Freeview channels.
Other areas will also receive the ‘commercial multiplexes’ and
receive around 40 channels. Whilst a significant improvement on
the 4 analogue channels (no channel Five was available in analogue
in Copeland) some felt disappointed not to be receiving all digital
terrestrial channels, generating complaints and media coverage.

We recognise that it is important to ensure that all communications
are clear and transparent about the differences in channel line-up
depending on where you live, and are working with industry to make
sure consumers are not misled.



3. Consultation between landlords and tenants. Multiple dwelling units
(MDUs) and social housing presented two issues in Copeland. The
first was in relation to service charge increases, which some landlords
will apply to cover the cost and maintenance of a new communal
TV system (that is required in some cases). One housing association
applied an increase of £24 per annum for a new system, on which
some residents felt they had not been sufficiently consulted. The need
for clear and early consultation between landlords and tenants is very
important, and Digital UK will develop a model consultation for use
by landlords. A second issue was that of access to flats in MDUs. In
one case the communal aerial system had been upgraded, but the
installers then needed to get access to the individual flats in order
to connect the system through to a new wallplate. Despite installing
the system in plenty of time, immediately prior to the switchover
access had still not been gained to a number of flats, and the Housing
Association did not know whether these flats were therefore at risk of
losing television. In the event no complaints were raised, but it again
highlights the needs for consultation and early action.

4. Explaining the value of the Help Scheme. Some of those eligible for
assistance under the Digital Switchover Help Scheme are required
to pay a £40 contribution towards the cost of the help. There was,
however, some misunderstanding of who had to pay and why, and
of the value of this help. Most did not appreciate that the £40 was a
subsidised cost, and provided a choice of services including a highly
specified Freeview box (that was easy-to-use and included accessibility
features such as one-touch subtitles and audio description) as well
as installation, an aerial upgrade and user support if needed. Digital
UK and the Help Scheme are exploring how best to describe these
benefits in future regions.

As well as considering these issues, the Programme is now looking
forward to the next 72 switchovers taking place across the UK over
the next 4 years, starting with Scottish Borders (served by the Selkirk
transmitter group) switching on November 6th 2008. The Digital
Switchover Help Scheme has now appointed a long-term contractor to
provide support to up to 7 million people nationwide, and Digital UK
has recently agreed a contract with a consortium of charities who have
come together to form ‘Digital Outreach Ltd.” to provide help to other
vulnerable people in preparation for switchover.

Success in Copeland has demonstrated how switchover can be achieved
in subsequent regions, and taking the lessons described above Digital UK
is now planning the roll-out of switchover to the rest of the nation.
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6 Whitehaven and the surrounding Copeland
area led the UK’s switch to digital in autumn
2007.

7 Source: Ofcom, Digital Television Update
Q4 2007.

In September 2005, the Government confirmed that the UK would switch
from analogue to fully digital television between 2008 and 2012°, and
that practical support would be provided for those groups of people who
were expected to have the most difficulty in making the switch.

At that time, 66% of UK households were already taking advantage of the
extra channels and services that digital TV brings, a figure that has risen
continuously since, reaching over 86% by the end of 20077.

Figure 3.1: Regional Switchover Map

Source: Digital UK
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*Copeland and the surrounding area in Cumbria switched in October 2007.

Digital switchover will, for the first time, bring digital terrestrial television
to almost every household, free up spectrum for re-use and help
maintain the UK’s position as a world leader in broadcasting.



After switchover digital terrestrial TV (DTT) will reach the same proportion
of households (98.5%) as can currently receive analogue signals. Only
around 73% of households can receive full DTT now, and in one quarter
of the country (including the area of Copeland) there is insufficient
spectrum to broadcast DTT until the analogue signal is switched off.

To continue to receive TV after switchover viewers will need to have
converted or upgraded their TV equipment to receive digital signals,
whether through their aerial, by satellite, cable or broadband.

Delivering switchover to meet the 2008-2012 timetable, in a way that is a
positive experience for viewers, requires joint working by a wide range of
interested parties.

The core partners in the Digital Switchover Programme are:

Government. The Department for Culture, Media and Sport (DCMS) and
the Department for Business Enterprise and Regulatory Reform (BERR)
have joint responsibility for the policy of digital switchover.

Digital UK. An independent, not-for-profit organisation established by the
public service broadcasters and digital terrestrial multiplex operators to
lead the implementation of switchover.

Ofcom. The communications regulator, responsible for licensing
broadcasters and spectrum management.

The Digital Switchover Help Scheme. DSHS Ltd. is a BBC subsidiary
established to manage the implementation of the Digital Switchover Help
Scheme. DSHS Ltd reports to the DSHS Project

Board, which is the formal body acting on behalf of the BBC in

operating the scheme.



Successful implementation of switchover also relies on the work of the
transmission network companies (Argiva and National Grid Wireless)
and contributions from a wide range of other interested parties,
including charities and consumer groups, electrical retailer, equipment
manufacturers, the housing sector, broadcasters and digital TV service
providers.

In 2006 the Digital Switchover Programme jointly decided that
switchover in one area should be brought forward, in order to test the
implementation of switchover prior to full national roll-out.



Background to Copeland
Switchover




The Copeland switchover was initiated in July 2006 following approval
by the Digital UK Board, Switchover Programme Group (including
Government and Ofcom) and Ministers.

4.1 Objectives of the Lead Switchover

The concept of a full switchover pilot, testing all elements of the
switchover programme in real terms was first discussed around the 2005
Culture, Media and Sport Select Committee.

At a committee hearing Ed Richards, then COO of Ofcom, said:

“One of the key characteristics about how we have structured the
timetable is to anticipate learning by doing. The more you experiment
and learn through trials the more you do learn. This is one of these
things that has not been done before. Despite people who try to draw
comparisons with Channel Five and all sorts of other things, it is actually
different. It has not been done before. The Ferryside trial and the
Llansteffan trial have taught us a very great deal. The Bolton trial will
teach us a great deal again. | think it is a very interesting idea that we,
Digital UK and others should be considering, whether we should have
more small trials to learn as much as we can before 2008, before the
full roll-out.”

In its final report, the Committee made a number of comments on trials or
pilots, including the following recommendations:

“DTT trials like those at Llansteffan and Ferryside and, more recently
Bolton, are essential for identifying practical challenges that switchover
sets... We recommend that further trials are conducted with the aim
of identifying groups who are potentially left vulnerable by analogue
switch-off... and involve the voluntary sector.”

“We recommend that Ofcom and Digital UK initiate DTT reception trials in
a variety of geographical regions and settings.”

Even prior to the publication of the report in March 2006, Digital UK had
submitted a paper to its Board and the Switchover Programme Group
making the case for an early switchover of a town or region during 2007.



At that stage a number of aims for an early switchover were identified:
Figure 4.1: Switchover Pilot Aims, from Digital UK, February 2006

To monitor effectiveness and quantify the successful delivery of:

¢ digital broadcast infrastructure at switchover, including 4 week
transition period

* public communications programme
* targeted help scheme for the vulnerable

* public assistance to vulnerable people outside the targeted help
scheme, via local voluntary organisations

* public assistance via Digital UK call centre, technical helpline and
website

* availability of necessary digital equipment and assistance via retailers
and aerial installers

e full conversion of social housing, Government property and private
landlord and commercial businesses

* assessment of public timing of conversion of primary sets, secondary
sets and recorders

* identification of consumer issues and concerns re switchover
requirements and equipment usability

* assessment of post switchover contingency planning requirements
* provide a platform for positive programme momentum

At all switchovers we seek to achieve the Programme objective: “...to
switch television in the UK to digital by the end of 2012, in a way that
makes it a simple and positive experience for viewers, and providing
appropriate assistance to those that need it.” [Programme Structure,
October 2007]

In the Project Initiation Document, the additional objective for the lead
switchover was given as follows: “The overall objective of the Project is
to allow Digital UK to implement (and test) its entire planned programme
of activity approximately one year in advance of the main DSO
programme and by so doing demonstrate to stakeholders including the
media and the UK population as a whole that the switchover programme
can be achieved as planned by completing the switchover of the three
relay transmitters in the Whitehaven area.”

The Digital UK Board and Switchover Programme Group approved
the initiation of a feasibility study in February 2006, and a cross-
organisational working party was set up in March led by Digital UK
and involving Ofcom and the Government departments. The group
began drawing up a list of possible sites, and developed the criteria
for selection of a location.



4.2. Selection of Copeland

It was an agreed pre-condition that potential sites should be within the
first two switchover regions, where regional communications had begun
and so residents had some awareness of the switchover.

By April 2006 a short-list of four technically feasible sites, including
Copeland, had been drawn up. These were transmitters which could be
isolated from neighbouring transmissions, and where a switching over
would not impact other transmitters. As such, all were relatively remote
rural or coastal locations.

Secondary factors then considered were:

* Digital TV Options, including: pre-existing digital penetration, platform
availability, and projected post-switchover service line-up. An area with
limited pre-existing DTT was preferred, since switchover would provide a
greater benefit for households;

* Demographics, including: the socio-economic mix, age profile,
occupation distribution;

* Housing Stock, including: building stock profile, prevalence of multiple-
dwelling units and occurrence of renters;

* Retail / Services Infrastructure, including: availability of retail and
installation services, potential information outlets, transport links and
accessibility;

* Media Profile, including: availability of local media outlets for
communications purposes such as newspapers, radio stations and
outdoor advertising sites;

* Political Profile of the areas, where the pre-requisite of central and local
political support favoured a Labour constituency and council; and

* Technical ‘Stretch’, where sites with relays were preferred since they
added a technical challenge beyond the Ferryside trial.

Whilst no one town or area is perfectly representative of the rest of the
UK, Copeland was the best fit against the above criteria. Not only was
its transmitter isolated by the Lakes geography, preventing significant
interference with neighbouring regions but it boasted:

* Good levels of pre-switchover digital take-up (60-70%) via satellite
(despite the lack of DTT) and options for provision of Five, which were
not available at all sites.

* A good demographic mix with over-representation of some potentially
vulnerable groups, including older, disabled and low income
households; households in both town and rural locations; although it
does lack a significant black and minority ethnic population.

* A significant proportion of social housing, and a small representation of
low-rise multiple-dwelling units. Although both MDUs and the numbers
of private renters in the area were acknowledged to be below the
national average, none of the locations on the short-list (by their small /
rural nature) provided a better mix of housing stock and tenure types.



* A variety of electrical retailers, including outlets of the major national
chains (Currys, Comet, Argos) and a number of strong independents
(most notably Brooks); and up to 20 aerial installers based in and
around the locality.

* A local newspaper — the Whitehaven News — whose circulation area was
a very good fit to the transmitter coverage area; a local commercial
radio station that stretches into Cumbria (CFM); and a selection of
outdoor advertising sites.

* A supportive Labour MP in Jamie Reed, and council in Copeland
Borough Council under Elaine Woodburn.

* Two small relays from the main transmitter (Gosforth and Eskdale Green)
as well as a self-help transmitter, providing some technical ‘stretch’.

Copeland, at 25,000 homes, was also somewhat larger than other short-
listed sites, and therefore deemed to be a truer and more challenging
test of other switchovers.

When considering future scalability it should be borne in mind that
Copeland did not allow testing of the following:

* Communication to Black Asian and Minority Ethnic Groups (BAMEs),
which are under-represented in Copeland;

* Urban switchovers, which may not have the social networks seen in
Copeland;

* High proportions of households in multiple dwelling units (MDUs) or
private rented properties, of which there are relatively few in Copeland;

* How best to mitigate against and deal with rogue traders, of which
there were no reports in Copeland;

* An adverse political and media environment;

* Geographical challenges which may be present in other areas,
including larger distances to be covered, multiple local authorities,
and overlapping switchover dates; and

* A full technical stretch including a main transmitter and multiple relays,
existing digital terrestrial signals, and the three commercial digital
terrestrial multiplexes.

The Digital UK Board, Ofcom and Ministers agreed the proposed early
switchover of the Copeland area in June 2006, and the announcement
was made on 2oth July 2006. A letter was sent to all homes in the area
on 7th August, and a series of public meetings held during August and
September to allow residents the opportunity to find out more about the
switchover.



Figure 4.2: Map of Copeland

4.3 About Copeland
The Copeland Area

Copeland is a coastal borough in the county of Cumbria in the far
north-west of England. It is bounded by the Lake District on one side
(two-thirds of the borough is within the Lake District national park), and
the sea on the other. Its nearest larger town is Carlisle, approximately
an hour drive inland.

The Sellafield nuclear site located outside the borough is one of the
largest nuclear engineering sites in the world and by far the biggest
employer in the area (half the local jobs).

The four largest towns in the area are Whitehaven, Egremont, and Cleator
Moor (in the north) and Millom (in the south). Millom, however, falls
outside of the switchover coverage area.

The switchover area served by the Whitehaven (Bigrigg) transmitter

and its two relays approximately corresponds to the Copeland Council
borough, stretching from the town of Whitehaven at the north end of the
region, down to Bootle at the far southern end. The relay transmitter in
the dip at Bleach Green is fed directly from Caldbeck, and so was not
switched over, and created a small enclave within the switchover region.

Figure 4.3: The Copeland Switchover Area

Courtesy of Copeland Borough Council Source: Digital UK
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Figure 4.4: Map of Whitehaven Town
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Whitehaven is the largest town in Copeland, the site of the Council offices
and the largest retailers in the switchover area. It is centred around a
recently re-developed harbour front. The Georgian town was once a major
port, second only to London, and has a strong maritime history.

Figure 4.5: View of Whitehaven Harbour




The People of Copeland

The switchover area is home to approximately 25,000 households and
60,000 people.

The population of the area is relatively older than the national average:

- 22% of the population is aged over 60, compared with the national
average of 21%

« 20% of the population was of retirement age in 2003

* The mean average age is 40 years old compared to an average age of
39 for England and Wales

The area is heavily dependent on Sellafield for jobs:
* The unemployment rate in Copeland is 5°/o (2001 Census)
. 41% of the population was working in 2001

- Of the 28,618 jobs in Copeland Borough, around 50°/o of those
depend on Sellafield

* There has been a decline of around 3,500 manufacturing jobs in
recent years

* 34% of the 16-74 year old population have no educational
qualifications. This compares to a national average of 29%

The Borough has approximately 30,000 dwellings:

67% are owner occupied, 23% are social rented, and 6% are private
rented. Copeland’s stock of 3,787 homes was transferred to Copeland
Homes (a subsidiary of Home Housing Group) in June 2004.

Digital Television in Copeland

Sky was the only locally available digital TV option before the switchover,
although a number of homes in the north of the area were able to take a
Freeview signal from the Caldbeck transmitter.

Digital TV conversion at the time of the announcement in late 2006 was
70% (66% Sky, 4% Freeview).

At switchover Freeview became available for the first time at the local
transmitters. Only the three public service multiplexes are available in
the area, providing a selection of 18 or 19 TV channels plus radio and
interactive services.



Figure 4.6: Copeland’s Digital TV Options Before and After Switchover
Source: Digital UK
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4.4 Management and Resources

It was decided early in Project Copeland that the switchover should be
managed within the normal governance and regulatory frameworks,
without the establishment of a separate management team. As soon as
the recommendation to switch Copeland early had been approved the
working party disbanded.

A dedicated Project Manager and Local Liaison Manager were appointed,
but the remainder of the project was led by Digital UK, and responsibility
distributed between Digital UK, Ofcom, the DCMS, the DTI (now BERR)
and the BBC in the normal way. Digital UK was the primary organisation
with responsibility for implementing switchover in Copeland, Ofcom
provided regulatory and research support, and the Government
departments assisted with the establishment of the Digital Switchover
Help Scheme prior to the BBC taking ownership of it after the 2007
Licence Fee settlement.

As the first switchover area, project management and monitoring was
more intensive than will be deployed for the remaining Regional Projects.
Copeland Progress Reports were issued to the Programme members each
month, and project review meetings held every fortnight.

4.5 Critical Success Factors
Setting the Success Factors

Five Critical Success Factors (CSFs) were agreed at the launch of the
project in October 2006:

1. The project collects and reports switchover learnings, and makes
recommendations for the development of the main switchover
programme.



8 Awareness measured on the Whitehaven
Switchover Tracker. The Switchover Market
Planning Model requires 100% awareness of
switchover 12 months prior to switchover.
Compressed timescales in Whitehaven
meant that the awareness target coud only
reasonably be attained 6 months prior to
switchover. The Planning Model tolerates a
5% deviation from the targets to allow for the
limitations of the survey methodology (which
is unlikely to return 100% awareness).

*A proportion of households estimated at
c.4% may not convert by the end of the
switchover transition period but should
convert within 1 month of that date.

2. Transmitter engineering work is completed on time enabling the
analogue terrestrial signal to be switched off on the agreed switchover
date (to be determined).

3. All® Whitehaven residents have heard of the digital TV switchover 6
months prior to the agreed start of the switchover transition period
unless their circumstances prevent this; for example if they have been
away, in hospital, have just moved into the area etc.

4. All of those eligible for and claiming assistance under the Digital
Switchover Help Scheme receive their preferred digital television
equipment by the end of the switchover transition period.

5. All of households who wish to continue receiving TV receive digital
television at the end of the switchover transition period (date to be
determined) unless their circumstances prevent this (see above).

The final CSF relating to conversion was amended in June 2007 by the
Switchover Programme Group in recognition of the fact that some people
may not be able, or may choose not to convert in time for switchover.
The amended CSF read as follows:

“All of households (who wish to continue receiving TV) receive digital
television at the end of the switchover transition period (when the
analogue BBC1, ITV1, Channel 4 and Five services are switched off)”
unless their circumstances prevent this (cf. for example if they have been
away, in hospital, just moved into the area etc.).”

4.6 Funding

Excluding broadcast infrastructure costs, approximately £1.7 million was
spent on Project Copeland across Ofcom, DSHS and Digital UK:

* Ofcom spent a total of approximately £283k on Project Copeland.
It funded the Copeland Switchover Tracker, amounting to £93k, and
sponsored a technical research project and an independent evaluation
of the project conducted by external consultants, at a cost of £190k.

* The Digital Switchover Help Scheme service provider spent
approximately £1 million on the Copeland Help Scheme.

* Digital UK spent a total of £270k to cover the costs of the team
responsible for the overall management of the project, and £158k
communications and assistance, totalling £428k.

Beyond the project costs noted above, costs were also incurred by the
broadcasters in the upgrade of the Whitehaven transmitter and its two
relays.

Further, channel five incurred costs in devising a technical solution to
provide the channel five digital signal early, and in the absence of the
multiplex re-arrangement that will make five available in future 3 mux
areas.
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5.1 Timetable of Events

The Copeland switchover was announced on 2oth July 2006. Digital UK
then wrote to residents informing them of the early switchover, and a
programme of local engagement, communications and assistance was
launched.

The chart below summarises the timeline from announcement to
switchover. Milestone dates included -1 year, when the first information
leaflets were delivered, supported by local media; -6 months when
captions commenced; the launch of digital Five in late August; and the
launch of the Help Scheme also at the end of August.

Figure 5.1: Copeland Timeline of Events
Source: Digital UK

May 2006 Border region launched (leaflet, TV, radio)
july 2006 Whitehaven ‘pilot’ agreed by Digital UK board
August 2006 Letter to Whitehaven residents

November 2006 Letter to all homes & outdoor/press advertising

April 2007 On-screen captions start
July 2007 Booklet to all homes
August 2007 Digital Five launch; Help Scheme launch

BBC2 analogue switched off

BBC1, ITV1, Channel 4 analogue switched off

Help Scheme closes

- 17th Oct 2007
- 14th Nov 2007
~ December 2007

v

5.2 Local Engagement and Support

At the outset of Copeland switchover Digital UK Border Region Manager
John Askew worked to established good local stakeholder relations. In
August 2006 he and Copeland Borough Council developed the scope
and composition of a local stakeholders’ group to include representative
from: Copeland Borough Council, Cumbria County Council, Age Concern,
Copeland Homes, Copeland Disability Forum and the Whitehaven News.

The first ‘Copeland Digital Group’ met on 16th October 2006, and met
every 6 weeks in the year before switchover, meeting more frequently
around the two switchover dates. The group will continue to meet in
2008 to pursue other digital inclusion projects.

Sarah-Jane Gray was appointed as Local Liaison Manager in November
2006, and worked closely with Age Concern, the local stakeholders
group, and the local trade sector throughout switchover. She also
co-ordinated and supported the programme of ‘Digital Clinics’ (see
section 5.5 for further detail).
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Figure 5.2: Copeland Direct
Communications

Top to bottom:
October 2006 Leaflet
July 2007 Leaflet
September 2007 Letter

[see Appendix 1 for full
copies of leaflets]

5.3 Communications

The main elements of the communications programme were (i) direct
communications, (ii) local media advertising, (iii) on-screen captions, and
(iv) consumer support via the website and call centre.

i. Direct Communications

All homes received two Copeland leaflets (one in October 2006 one
year before switchover, and another in July 2007 three months before
switchover) and a letter from Digital UK one month before the switchover.

Homes had already received the original Border leaflet in May 2005,
and the letter informing residents of the early switchover of Copeland in
August 2006.

All homes received a Help Scheme letter in March 2007 (prior to the
release of the Department of Work and Pensions data enabling eligible
households to be targeted). Help Scheme homes received a number of
further direct communications.

ii. Local Media

Outdoor Advertising — Outdoor advertising sites were used from one year
out. Digital UK also commissioned the construction of a new billboard
with ‘countdown ticker’ in the harbour area, which initially generated
some controversy but later became an iconic symbol of switchover.

Copeland. Leading Lhe

J, UK's switch to digital TV

';

Figure 5.3: Examples of Outdoor Advertising
Top row:
Harbour countdown billboard, May, July and October 2007

Bottom row:
Town centre billboard, September, November 2007
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Figure 5.4: Examples
of Press Advertising

Top to bottom:
August 2007
September 2007
November 2007
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Press Advertising — The circulation area of ‘The Whitehaven News’
matched well to the coverage area, and 45 press adverts on a range of
topics from Help Scheme to VCR and aerial advice were placed from one

year out.

iii. On-Screen Captions

On-screen captions launched 6 months prior to switchover, increasing
from 10% to 15% to 25% screen size, and increasing in frequency.

Figure 5.5: Captions Schedule

Source: Digital UK

Analogue Channels

BBC Two
(switch-off
17 October)

BBC One
ITVa
Channel 4

-6 Months
8-21 May

-3 Months
28 July-10 Aug

-1 Month
18 Sept-1 Oct

-2 Weeks
2-16 Oct

Transition Period
(First Half)
17-29 Oct

Transition Period
(Second Half)
30 Oct-14 Nov

B o e ok i oy b T
o g o B

10% of screen
Black text on white

(switch-off 14 November)

1 Minute for 2 weeks, 4-5 times a day

10% of screen
Black text on white

1 Minute for 2 weeks, 6-7 times a day

15% of screen

Black text on white

1 Minute for 2 weeks,
4-5 times a day

15% of screen

White text on black

2 Minutes for 2 weeks,
every hour

BBC Two switch-off

Figure 5.6: Examples of Captions
Source: Digital UK
Left to right:

10%, 15% and 25% of screen

15% of screen

Black text on white
background

1 Minute for 4 weeks,
4-5 times a day

15% of screen

Black text on white

1 Minute for 2 weeks,
4-5 times a day

25% of screen

White text on black

2 Minutes for 2 weeks,
every hour




iv. Consumer Support

Switchover . .
Help Scheme Website — a special Copeland page was set up at

FORTIEHITEHAVENARER . digitaluk.co.uk/Copeland

Helpline — a separate number routed directly to an operative was
established at the contact centre for Copeland residents, and promoted
in Digital UK literature and advertising. Contact centre staff were trained
to handle technical enquiries, including advice on installing and re-tuning
equipment.

5.4 The Help Scheme in Copeland

Digital UK supported the launch of the Help Scheme in Copeland
whilst the BBC was finalising the Scheme Agreement with Government.
Process and contact centre systems were put in place, and the first
communications materials developed.

Following the formation of Digital Switchover Help Scheme Ltd. and
appointment of the Copeland contractor (Capita) Digital UK handed
processes over to Capita, but continued to provide communications
support.

Eligible for help from Help Scheme communications in Copeland included the following:
the Switchover

Help Scheme? P& - Digital UK issued the first Help Scheme letter and leaflet to all homes
in March (in advance of the Bill allowing sharing of Department of Work
and Pensions data being available), supported by outdoor and press

oo # de helping you g‘o dgitl advertiSing'

* Press adverts reminding eligible homes to respond to the letter were
Figure 5.7: Help Scheme run in the Whitehaven News in May.
?gg‘g“g:)‘tatg;"s in Copeland * With the Digital Switchover Help Scheme established and the DWP data
Copeland first Help Scheme available, the first targeted communication was the delivery of the letter
mailing March 2007 and ‘Options Packs’ to eligible households from August 25th. Again,
Copeland first Help Scheme press and PR activity was used to raise awareness of the Scheme.
advertising March 2007 . , . .
Press advertising reminding * The ‘Help Scheme Help Centre’ was opened on King Street, in
eligible homes to respond Whitehaven town centre, in late August.
May 2007

* Reminder press advertising was run on 13th October.

* The first switchover reminder letters were sent to non-responders
during the transition period (late October).

The ‘Help Scheme Help Centre’ saw over 7,000 visitors over the 3

months it was open. Some 68% of people eligible responded to the Help
Scheme, and 2,808 applications for help were received (30% of the 9,449
eligible), of which 2,616 took it up. The Scheme closed on 13th December,
but aftercare continued until 13th April.



5.5 Community Outreach
Community outreach covered a range of activity including:

Events — A Digital UK roadshow trailer was set up for the 3 days of

the Whitehaven Maritime Festival on 15-17th June 2007. Two days of
smaller events then took place 11-14th June at Tesco and Morrisons in
Whitehaven. All events used specially trained Headcount agency field
staff. During the 7 days of events the advisors spoke to 8,781 people in
total, mostly female (70%) and older (55+).

Digital Clinics — The local team and Age Concern organised over 100
small-scale drop-in sessions at a variety of community locations (church
halls, the Age Concern centre) around the borough from 15th March 2007
in the 6 months leading up to the switchover. These continued until after
14th November, when a small number of ‘Re-tuning Clinics’ were held to
address post-switchover user issues.

Help Centres — ‘Help Centres’ were held at 4 locations across the borough
for 3 days over the 2 switchover dates. Staffed by a mix of technical
experts from Digital UK and Intellect, Digital UK staff, Help Scheme
‘TechGuys’ and volunteers, they provided advice, factsheets, postcode
checking and equipment demonstrations to 747 visitors. 20% of visitors
Below: were under 55, 50% were 5574, and 29% were 75+ (and therefore eligible
Digit Al at Jericho Primary School  for the Help Scheme). In total 24% of visitors had taken up the Help
assembly on October 17th R .

- , Scheme, but were seeking further advice and support. 36% had problems
installing and connecting equipment (many brought their equipment
to the Help Centres for re-tuning), and 49% needed user support. 14%
asked if someone could visit them at home. The most common issues
related to installation and re-tuning.

Schools Programme — The schools programme was piloted in Copeland
with 31 of the 34 primary schools in the area participating. The children
were set homework assignments to speak to their families about
switchover, and 120 pupils at Jericho School each spoke to 4 people
about the switchover (6oo community contacts) and conducted a whole
school assembly on switchover, spreading the message to an additional
300 people. Seven out of eight schools said the programme met learning
objectives.

Community ‘Helping Hand’ Pack — The ‘Helping Hand’ pack was
developed in conjunction with Ofcom Advisory Committee on Older
and Disabled People and Age Concern Northwest Cumbria. Packs with
helpful and accessible materials on switchover were distributed to 20
organisations, charities and groups including Citizens’ Advice Bureaux,
Copeland Homes, Copeland Borough Council and Age Concern.



Could you be a Digital
Switchover Volunteer?

el 0 b iy b g
o et new B e e B e i

= __ (e

| S0 mpeconies e 0.8

Top:
Mary Bradley, Director
Age Concern NW Cumbria

Digital UK established a relationship with Age Concern Northwest
Cumbria, based in Whitehaven, which helped test working arrangements
with charities prior to the development of the Digital Outreach contract.

Age Concern is the lead charity in the area, and whilst other charities
were invited to support, few played an active part in the programme,
citing resource and remit constraints.

Digital UK funded a Volunteer Co-ordinator for 10 months (March ‘o7

to January ’08), one further volunteer support head for 3 months over
switchover (September to November ’07), and half a day per week of
Mary Bradley’s time, Director of Age Concern Northwest Cumbria. This
enabled Age Concern to support digital clinics, integrate switchover into
their normal support programme including home visits, and assist in the
recruitment and training of eight volunteers located in Help Centres over
the switchover period.

Age Concern are seeking to continue the ‘Copeland Digital Group’ and
Digital Volunteer Co-ordinator for a further year to provide ongoing digital
TV user support, and capitalise on the positive momentum generated by
switchover to launch other digital inclusion projects in the area. Digital
UK has agreed to provide £15,000 of funding for this, which will be
matched by Copeland Borough Council.

5.7 Housing & Property

The eleven social housing providers in the area were mapped in early
2007, and their progress monitored throughout the run-up to switchover
by Digital UK. Further support was then provided to housing providers
requiring advice through the switchover period; in particular Copeland
Homes who were experiencing problems accessing flats.

Tourism properties (hotels, B&Bs, guest houses and caravan parks) were
identified and received a letter from Digital UK in May, followed by a
further letter and phone call in September.

Care homes received a letter in May followed by a phone call in August
and in some instances a visit from the Local Liaison Manager. The Local
Liaison Manager also contacted the hospitals in the area.

5.8 Retailer & Service Provider Activity

Digital UK supported local retailers, providing them with information,
training and materials. And retailers themselves took action to ensure
that they had sufficient staff and stock to support the switchover, and
took initiatives including special promotions to drive sales.

The digital TV service providers available in the area, including Sky,
Freeview and BT Vision, all undertook significant marketing and
promotional activity in the weeks leading up to switchover.
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5.8.1 Digital UK Retailer Support

Meetings were held with local retailers and aerial installers at the
announcement of Whitehaven switchover (November 2006) and again at
an event on 15th February. The Local Liaison Manager visited all retailers
each month to relay information, collect sales data, check on levels of
merchandising materials and leaflets, discuss plans for the switchover
and answer any questions. Digital UK’s sales forecasts were shared with
retailers to assist with stock purchasing.

In April 2007 all retailers were provided with Ask Digital training and
store merchandising. Shortly before switchover, technical factsheets were
also distributed to retailers.

5.8.2 Retailer Initiatives

All significant retailers in the area took action to prepare for switchover,
including Currys in Whitehaven and Workington, Brooks in Whitehaven,
Comet in Workington, and Argos in Whitehaven.

Some of the specific initiatives taken by local retailers included the
following.

Re-badging the Whitehaven store as ‘Switchover is Easy with
Currys.digital’

Trialling a mobile retail unit in the area, dispensing advice and
selling digital TV equipment

A Freeview box promotional giveaway on the Saturday before the
second switchover date, where 100 digital boxes were given out at
the Whitehaven store and 200 at the Workington store

A Currys / Freeview joint mailing to 32,000 households in the area in
the week of 8 October, promoting special reduced prices on digital TV
equipment for Whitehaven area customers (including a Techwood box
for £17.99 rather than £19.99; and a Humax DTR for £179.99 rather than
£199.99)

Ran a colouring competition for under 11s (to colour in a picture of
Digit Al in front of a house), where two winners received a Philips
digital TV recorder

Additional staff training
Elimination of all analogue TVs from sale

Increasing stock levels to over 18,000 pieces of digital TV equipment
to meet possible surges in demand
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Brooks (an independent retailer):

Recruitment of additional staff to answer questions and meet peak
demand, including to man helplines from the shop

Additional staff training

Elimination of all analogue TVs from sale

Development of a digital switchover survey to assess customers’ needs
Provision of installation services to customers

A joint initiative with Freeview to swap old VCRs for new digital TV
recorders at the Comet Workington store

Additional staff training
Elimination of all analogue TVs from sale

In-store displays of Freeview digital boxes in front and behind the
service counter

Additional staff training



5.8.3 Digital TV Service Provider Initiatives

Digital TV services available in the area were Sky, Freeview and BT
Vision. All undertook marketing activity in the weeks leading up to
switchover.

Sky:
Sky mailed both existing and prospective customers in the area,
and a sales team visited homes to explain the Sky service to them.

Sky stands were erected in the Whitehaven market square and
Morrisons car park for several days over switchover.

A number of special offers were run, including an installed Sky+
recorder for £49.

Freeview:

As noted above, Freeview and Currys jointly mailed 32,000 homes in
the area with a digital TV promotion for local residents.

A joint promotion with Comet in Workington allowed a limited number
of customers to swap their old VCRs for a new Freeview Playback
digital TV recorder.

Freeview also ran press advertising (featuring local personalities) in the
‘Whitehaven News’.

BT Vision ‘ad vans’ displaying BT Vision billboard posters toured the
area over the days of switchover.

5.9 Aerial Installer Support

Newsletters were sent to retailers and to aerial installers every month in
the 4 months before switchover.

An inbound email address was set up for aerial installers. Key local
installers were contacted 2-3 times in the 6 months before switchover to
discuss trade levels and address any questions.

Two Registered Digital Installers qualified in August 2007, although they
are based in Barrow-in-Furness, outside the switchover area.



5.10 Media and Stakeholder Management

Good relations were established with the Whitehaven News at the
announcement, and a pre-existing relationship with ITV Border further
contributed to good local media support.

A national media press conference on the Whitehaven switchover was
held in London on 15th March 2007. Further press releases were issued:

* As captions started — 1st May

* When the harbour billboard and clock was unveiled — 8th May
* At the ‘100 days’ mark — 8th July

 With one month to go — 17th September

* The day before switchover — 16th October

* And on the two switchover days

A media management operation was run in Whitehaven over the two
switchover days, co-ordinating 5o interviews and responding to over
200 media enquiries. Digital UK negotiated pooled television access
to the transmitter site so the media could capture the moment of
switchover on October 17. Stakeholders were kept well informed with
CEO letters delivered at the national announcement and at each of the
switchover dates.

Over the two dates 94% of media coverage was positive or neutral.

5.11 Research & Monitoring

A thorough research programme was critical to learning the most from
the Copeland switchover.

A Copeland Switchover Tracker was launched in October 2006, and ran
through to the end of 2007. Operated by GfK NOP 1,617 households
were interviewed over the course of 15 months on their awareness,
understanding and readiness for the switchover, as well as their views
and attitudes.

The Copeland Panel launched in July 2007 to provide a qualitative
accompaniment to the Tracker. The Panel was operated by Q Media.
Twenty-five homes, representing a mix of analogue, digital, Help Scheme
and flats, were interviewed a total of 5 times through the switchover
(July, August, September, in the transition period, and after switchover
in December). They were also provided with an online forum and
viewing diaries.

Additional research included mystery shopping (with two Copeland-
specific rounds conducted in August and September to validate in-store
advice), use of retail observers from the field agency Headcount over the
two switchover dates, and three rounds of communications focus groups
by Blinc to test the -3 month leaflet and other communications.

Post-switchover questionnaires were distributed to retailers and aerial
installers, seeking their feedback on the switchover.



5.12 The Review Process

Digital UK launched the Copeland Review Process on 19th October to
ensure that all lessons were captured, recorded and actioned for future
switchovers.

The Review Process consisted of three sequential stages:

STAGE 1 - Operational Lessons Review (19th-3o0th October). The Digital UK
Programme Office led a series of workstream workshops to review each
workstreams’ performance against the Critical Success Factors and assess
what worked well and what did not. The Digital Switchover Help Scheme
held its own review session.

STAGE 2 - Strategic Lessons Review (November-December). Operational
lessons from the first stage of the review were carried forward and
developed in a second stage. The Digital UK management team held an
internal workshop (conducted by an external facilitator) where operational
lessons were reviewed, themes identified, and larger scale structural
questions (e.g. the transition period) discussed. This was followed by a
second facilitated workshop incorporating the Digital Switchover Help
Scheme, Government and Ofcom partners.

STAGE 3 - Implementation & Scalability (January 2008). Finally, results
from the strategic review workshops were fed into the Ofcom-sponsored
Ernst & Young ‘Accelerated Solutions Centre’ session which focused on
taking the lessons already identified and considering how they might be
implemented and scaled for the remainder of the programme.

The outcomes of these review sessions have informed and directed the
contents of this report.
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That everyone in the area knew about the switchover and converted

to digital TV, the provision of help and assistance, and the positive
reaction of the local community and media all suggest that the Copeland
switchover was a success.

Each of these factors are described in more detail below, but in project
management terms the success of Copeland switchover was measured
by five ‘Critical Success Factors’ identified at the outset of the project
(see Chapter 4, section 5 for further details). In the final review we have
concluded that all five were met.

Figure 6.1: Post-Switchover Analysis of Critical Success Factors

To capture learning from the Copeland A thorough review process, described in Achieved
switchover Chapter 5, section 12 above has ensured that

all learning from the Copeland experience has

been absorbed and will inform future planning.

To switch the transmitter successfully The technical switchover went smoothly at all Achieved
and on time three transmitter sites in the area. See section
6.1 below for further detail.

To achieve full awareness of switchover at Universal awareness, with 95% of Copeland Achieved
least 6 months in advance residents having heard of the switchover,

was achieved from the start of monitoring in

Q4 (Oct/Nov/Dec) 2006, one year before the

switchover.
To ensure that all those applying for assistance At 14th November all those who had applied Achieved
from the Switchover Help Scheme were helped in full had their digital TV equipment delivered
by the second switchover on 14th November and, where necessary, installed.
That all those choosing to convert, and not Independent research showed that less than Achieved
inhibited by other factors, were able to do so 3% of homes were not ready for switchover
by 14th November on the first date (17th October). A very small

number (less than 1%) had not converted on
the second date, generally because they had
chosen to wait. See section 6.3 below.
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6.1 The Transmitter Switchover

The three transmitters serving the area, the Whitehaven (Bigrigg)
transmitter and its two relays at Eskdale Green and Gosforth, were
successfully switched with no technical problems.

6.1.1 Transmitter Switchover

None of the transmitters were broadcasting digital terrestrial television
(DTT) before the switchover. Copeland was an area that did not have
spectrum capacity for DTT until the analogue signal was switched

off. Since switchover the digital terrestrial television signal has been
broadcasting for the first time.



Figure 6.2: Switchover at the
Whitehaven (Bigrigg) Transmitter
Monitors

Top to bottom:

Channel 4 Analogue at 1:58am,
14th Nov 2007

Channel 4 Analogue at 2:02am,
14th Nov 2007

A digital channel five service was launched at the Whitehaven (Bigrigg)
transmitter for the first time on 25th August. Five undertook special
engineering work to facilitate this, which will not be possible in other
areas.

On 17th October BBC Two analogue was switched off at Whitehaven at
2:00am, thus also switching it off at the relay sites at Eskdale Green and
Gosforth. One bundle of digital channels (a BBC ‘multiplex’) was launched
in the vacated channel frequency by 2:00am, 37 minutes later.

Four weeks later, on 14th November the remaining analogue channels
(BBC One, ITV1 and Channel 4) were switched off at 2:00am. At the
same time the BBC multiplex of digital channels also had to be switched
off, and for a short period of time there were no terrestrial TV services
available. Following engineering work at the transmitter site conducted
by the transmission network operators, all digital services were launched
and started broadcasting at 3:27am.

6.1.2 The Channel Swap

Switchover in some areas will require a ‘channel swap’, and this was the
case in Copeland. The frequency channel used by BBC Two analogue was
one of the channels earmarked as spectrum to be returned for alternative
uses after switchover (part of the ‘digital dividend’). This channel was
therefore not suitable for use at and after switchover, and another
service, in this case ITV1, was swapped with BBC Two at the switchover,
enabling the BBC multiplex of digital channels to be launched in the
frequency channel vacated by ITV1, a space that could be used through
and after switchover.

Between the two switchover dates ITV1 analogue was therefore found on
button ‘2’ on remote controls.

While this was noted by viewers, they appeared to quickly adapt, and did
not cause any significant issues during the four week transition period
between the two switchover dates.

The channel swap had some implications for the BARB system, as the
meter used in some households attributes analogue viewing based on
the frequency that a television set is tuned to. The channel swap meant
that ITV1 analogue was transmitted in the frequency previously occupied
by BBC Two analogue for the four weeks of the transition period, and
the meters therefore interpreted this as BBC Two viewing. The Copeland
BARB panel homes were therefore withheld from BARB reporting until
they could be technically proven to be correctly measuring viewing,
preventing misattribution in the reported viewing figures. We understand
that through its contractor, AGB Nielsen Media Research, BARB is
introducing new procedures to allow continued reporting across the
whole area during the upcoming Scottish Borders switchover.



6.1.3 Coverage and Reception

Ofcom have taken measurements across the coverage area, and

have concluded that there are no coverage deficiencies, or coverage
anomalies. As far as is known coverage matches the UK Planning Model
predictions. There were no reported interference issues with neighbouring
areas (including those predicted as a possibility in North Wales).

There have been issues with reception of the Digital 3&4 multiplex,
attributed to it being transmitted in a different mode to the two BBC
multiplexes (64-QAM as opposed to 16-QAM). These have been resolved
by adjustments to the domestic aerials. In all other switchovers all
multiplexes will be broadcast at 64-QAM, and so there should not be the
same discrepancies in reception.

6.1.4 Self-Help Transmitters

The one operating community-run self-help transmitter in the area was
not able to receive the Digital 3&4 multiplex, but in the event this did not
cause any issues since the users were well informed. This does, however,
suggest the need for local communication with self-help operators and
communities in subsequent regions, which Ofcom and the Digital UK
regional management team should collaborate to achieve.

6.2 Sources of Help

Leading up to and during the switchover residents sought help from a
number of sources including formal advice from switchover bodies (Digital
UK and the Digital Switchover Help Scheme), electrical retailers, and
informal help from the community or from friends and family.

We know that the Help Scheme helped 2,616, or around 10%, of homes.
The Digital UK contact centre and Help Centres spoke to 5% of homes at
the point of switchover (over three day periods across each switchover
date). It is difficult to precisely gauge the numbers of people calling

on other sources of help, but estimates suggest that whilst around 6%
sought advice from retail, and 5% from family and friends. Some will
have visited more than one source of help, and so these estimates
cannot simply be added up, but they do suggest that a significant
proportion - if not most - of the 28% of analogue homes needed some
sort of one-to-one assistance through the switchover.

Figure 6.3: Sources of Help at Copeland Switchover
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey

I Help Scheme
5% Digital UK
Retail
Friends & Family
No Help Needed

74%

6%
5%

Chart represents estimated proportions of those helped by
the Help Scheme, Digital UK’s contact centre or Help Centres,
retail, or friends and family at the point of switchover. Note
that some may have visited more than one source of help, so
these figures may not be additive. The chart is an approximate
representation only.
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6.3 Everyone Converted

The most important indicator of success was that all homes in the area
converted to digital television as a result of switchover. We estimate that
around 3% of homes had not converted by the first date (17th October)
and a handful, less than 1%, had not converted at the second date

(14th November) but did convert very shortly thereafter. 40% of main
set conversions were via Sky satellite, and 60% via Freeview digital
terrestrial.

6.3.1 Digital TV Take-up

Despite the lack of Freeview at the local transmitters before the
switchover, 70% of households had digital television from Sky (66%) or
by taking Freeview from the Caldbeck transmitter (4%).

The majority of conversions took place in the 10 to 14 days before
the first switchover date on 17th October - see section 7.3 for further
information on retail patterns. We estimate that only around 3% of
homes had not converted by the first switchover date.

A very small number of homes (3 in a sample of 189) converted after
the second switchover date on 14th November. All 3 homes planned to
convert: one had a box and was waiting to install it, one was planning
to convert before the end of 2007, and one intended to convert but did
not know when. As far as we know no home chose not to convert after
switchover, and no one lost access to television as a result of switchover.

Figure 6.4: Copeland Digital TV Conversion: September 2006 -
December 2007
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey
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6.3.2 Platform Choice

Of the 30% of homes that were analogue before the switchover, 38%
converted with Sky and 62% with Freeview. The Sky conversions took
place at or around the switchover date, despite satellite being available
prior to switchover.

Post-switchover Sky had increased its share of primary sets to 77%
(+11pp) and Freeview had taken the remaining 22% of main sets.

More homes ultimately opted for Sky than they originally indicated.

The post-switchover survey showed that 38% of previously analogue
homes had opted for Sky, but at the beginning of the year o7 only

4% of analogue homes said that they would choose Sky (70% said
Freeview, and 25% did not know which platform they would choose).
Sky conducted significant marketing activity in the area before the
switchover, and Panel interviews indicate that some may have regarded
Sky as a ‘safe’ option in case anything “went wrong” with the terrestrial
switchover.

Only 5% of Sky conversions were via Freesat from Sky.

Only 2% of Sky homes indicated after switchover that they are likely to
replace Sky with Freeview now that it is available (84% said they were
unlikely to consider changing).

6.3.3 Connecting Freeview Equipment

Very few homes bought Freeview equipment well in advance of the
switch-on of the Freeview signal at switchover Three per cent reported
having bought Freeview equipment 3-6 months ahead of switchover (April
to June). From 3 months out (July and August) this rose to 8%.

From the end of August and the launch of the channel five digital signal,
Copeland residents began to connect their equipment to receive five

for the first time. In September those watching Freeview rose from 7%
(probably watching the Caldbeck transmitter) to 16% of homes, with a
further 4% who had brought a Freeview box but could not yet use it.

An unanticipated effect of the transition period was that some who

had bought Freeview equipment for 17th October still did not bother
connecting it until 14th November. The Tracker suggests that a third
(32%) of those who had bought Freeview equipment for their main set
had not connected it in the first two weeks of the transition period. This
fell to 17% in the last two weeks of the transition period.



6.4 Local Response

The smooth transition and provision of help and support was welcomed
by the local community, who both recognised the benefits of switchover
for the local area and praised the work of all those involved:

* Copeland Borough Council issued a statement on 13th November saying
“On the eve of the switchover to digital only television in parts of the
borough, Copeland Borough Council today gave a cautious welcome to
the new era, whilst urging its residents to look out for those around
them who may not be ready for the switchover”

* On 15th November the Whitehaven News proclaimed a “Warm reception
as area wakes up to digital age”;

* Jamie Reed MP for Copeland said it was “So far, so good”; and

* The Local Stakeholders’ Group in their final report stated that “The
switch to digital has been recognised by the Copeland Digital Group as
a very positive change, on the whole well managed and well received,
with several benefits for local people and for the area.”

The full independent report from the local stakeholders is attached at
Appendix 2.

Figure 6.5: Local Response

i i 11, e R0 s 7T MEWS »

Warm reception as area -
wakes up to digital age -

THE il sy ot i e Y S L s DA = g

!
i
:
!

”{:H'
|
i

i
L
|

i
i
i
1
il

Helpscheme

[ o ey
| i i et

- MP concerned for digital drop-outs
| SrpE i DTSSR SmiIroees RomImss Sgmnd e

I = -
- Ly ik B g Sl e e e segmmtalaned, Baeest |
e Rt o T el Al e o e T e e | potyeattier b |
M mm miin v Copmbnd driel S b\ piies Sl i || TH psii, e g oy e
e r— s i s e ot | e et vl 1 e e et e ot e
T T e ey el
(UM iy Mook e iy i Wl e et e el e vhrem S o i T et i s £ ek
it P et e i e — frmmngl e R e e e sy L Ll
[ "l ke e e ey i e i gl P [ Pty e
e P T e e i i 1n

i
i
2
LH b
l
1

fei
i
{
1
1
H
I
|
i
I
ir

e
e e e e
i vy e

T
iy
i
i

i ap i
=T == T

T rif
|
e
L

i

[

i




6.5 Media Coverage

As was anticipated there was significant national and local media interest
in the Copeland switchover. Attention was focused on the first date (17th
October), when two press conferences and numerous interviews were
held. The main drivers of media coverage were questions about how
many homes remained unconverted and how people were coping with
the change. The resulting press coverage was overwhelmingly positive or
factual (94%), and excerpts are included at Appendix 3.

Media interest in the second stage of switchover on 14th November
was significantly reduced and mostly confined to noting the successful
completion of the process.



Key Findings




There were nine key findings from the switchover, which will inform
planning for future switchovers:

. Copeland residents were well informed and prepared

. Most find switchover straightforward

. Retail readiness was critical

. Local community involvement was important

. Some need additional assistance, including one-to-one help

. Good understanding of second sets and recorders

. Some aerials needed replacing

. Positive reaction to the new channels, and some changes in
viewing behaviour

. The Switchover Programme structure worked well

coONONVTDWN PR
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7.1 Copeland residents were well informed
and prepared

Digital UK and partner communications were effective. Leaflets mailed
to every home, outdoor posters (including a ‘countdown’ ticker in the
harbour), press advertising and on-screen captions helped to ensure
that everyone interviewed before the two switchover dates was aware
of the switch, and 95% understood what they needed to do. The Digital
Switchover Help Scheme successfully supported 2,616 individuals, and
the one customer who lost television on the day of switchover was
visited and the picture restored within a few hours.

7.1.1 Communications and Advice

There was a positive response to the information and advice provided by
Digital UK and the Help Scheme. Immediately before the switchover (Q3
2007) the majority (72%) felt that they had received sufficient information
to help them. Different people have different information needs, and
perhaps inevitably closer to the switchover some felt they had too much
information, whilst others felt they had too little.

Figure 7.1: ‘Do you think you have received adequate information and
advice to assist you in your preparations for the switchover?’
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey
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The leaflet delivered 3 months before the switchover in July 2007 proved
to be critical in raising awareness and understanding, and was recalled
by 70% of those interviewed, although for analogue households the
on-screen captions had the highest recall rates (60% of analogue homes).

Figure 7.2: ‘Which of the following types of switchover information do you
recall seeing?’
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey. N = 198,

17/10/07-13/11/07

80% —
o 77 60%
o, 070
60% — 56% 53% 53% 51% 4%
41%
40% —
24%
o/ —
20% 10% »
(]
0% —- : . . . i
Digital UK - Adverts Switchover The Help On-screen None
3 month on radio/ supplement Centres Captions of these
leaflet newspapers/ in Whitehaven  and digital
street news clinics
l All Copeland residents Analogue main set residents

Of all the communications received, Copeland residents found the
switchover supplement produced by the Whitehaven News and Digital
UK’s - 3 month July leaflet, delivered to all households, the most useful.

Figure 7.3: ‘How would you rate the usefulness of the communications
you received?’

Source: Ofcom / Digital UK Copeland Switchover Tracker Survey.
17/10/07-12/07
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The importance of local communications (including partner
communications such as the newspaper supplement) is a key lesson, and
one that we will seek to replicate in other areas. The -3 month leaflet
also proved critical, and will play an important role in future switchovers,
although the letter delivered one month before switchover appeared

to have less impact and will not be repeated. On-screen captions were
clearly very important in driving awareness in analogue homes, and
should continue to be used elsewhere.

7.1.2 Awareness and Understanding

By the weekend before the first switchover date everyone interviewed on
the Ofcom / Digital UK Tracker survey was aware of the switchover, and
95% said that they understood what they needed to do.

Figure 7.4: Awareness and Understanding of Switchover
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey
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7.2 Most find switchover straightforward

The vast majority concluded that switching to digital TV was relatively
easy. Eight-one per cent had no problems with their digital television
equipment, and 50% found installing Freeview equipment easier than
they thought. Twenty-eight per cent found digital television easier to use
than they expected (7% found it more difficult). The biggest usability
issue was re-tuning, which was required for all digital terrestrial TV
equipment on both switchover dates.
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7.2.1 Getting Digital Television

The Ofcom / Digital UK Copeland Tracker monitored any concerns about
the switchover. The number who had any sort of concern fell from 50% in
Q4 2006, 10 months before the switchover, to 26% after the switchover.
The most common concerns about digital television were the cost

(8%, although this represented a fall from 24% 10 months prior to the
switchover) and the range of channels available (5%).

Figure 7.5: ‘Which of the following, if any, concern you about the Copeland
area switching to digital?’
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey
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As many people said they had spent less than they expected converting
their main set (27%) as said they had spent more (25%). Many appeared
to take the opportunity of switchover to buy a new digital television.

Figure 7.6: ‘Did you spend more or less than you expected converting
to digital?’
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey

o, Don’t know
10% o,
o, 14/0
19% 3% % I Much less
% A little less
5 24% 10% }11
27% as expected
16% I A little more
I Much more
%
- 53% 66%
25%
13% 9%

Main Set Second Set Third Set



7.2.2 Installing Digital Television

Almost everyone found installing their digital television easy. More than

9 out of 10 (92%) of those who installed their digital television equipment
themselves thought it was easier (45%) or as easy (47%) as they
expected. Note that Sky installations are carried out by a professional,

so these are all Freeview installations.

Figure 7.7: ‘How did you find installing your digital television?’
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey
[Note: N = 69]
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7.2.3 Using Digital Television

Twenty-eight per cent found digital television easier to use than they
expected, and only 7% found it more difficult.

Figure 7.8: ‘How do you find using your digital television after
switchover?’
Source: Ofcom / Digital UK Copeland Switchover Tracker Survey
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