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Digital Voice is the name of our new 
home phone service. 

Digital calls are made over our 
broadband network, rather than 
the old analogue network, which has 
been around for more than 40 years. 

¿ÍÊ À¶èØ ÑÆÓÉÑÎÓÊØ
are going digital



It's increasingly unreliable, energy 

hungry and ÈÆÓèÙ ÌÎÛÊ ÔÚ× ÈÚØÙÔÒÊ×Ø ÙÍÊ 

world - class service we want to provide. 

Switching to Digital Voice will give them 

clearer call quality, and help prevent the 

vast majority of scam calls.

The analogue 
network is fast 
becoming obsolete



Step 3

Step 2

Step 1

´ÙèØ ÏÚØÙ ÇÊÎÓÌ ÚÕÌ×ÆÉÊÉ! ±Ô× ÒÔØÙ 
customers, the upgrade will be as 
simple as connecting your home 
phone handset to a router rather 
than the phone socket on the wall.

The good news is, 
ÙÍÊ ÑÆÓÉÑÎÓÊ ÎØÓèÙ 
going away.



Customers still get Call Protect features, 

such as a BT blocklist and personal blocklist.

Flags or blocks most fraudulent calls and 

ØÙÔÕØ ÒÔØÙ ÒÔÇÎÑÊ ÓÚÒÇÊ× çØÕÔÔËÎÓÌè

Scam calls are diverted to a junk mailbox, 

while nuisance calls are flagged.

Most notably our new Scam Protect 

feature which blocks most scam calls, 

protecting customers from fraud .

Digital Voice has 
extra benefits, too.



Why is the switch 
happening?



The switch from analogue to digital phone 

lines, alongside the upgrade to a new Full Fibre 

network, will change the way we watch TV, 

connect our homes and businesses, and help 

the UK maintain its position as one of the most 

advanced digital economies in the world.

ÂÊè×Ê ÚÕÌ×ÆÉÎÓÌ ÙÍÊ
À¶èØ ÙÊÑÊÈÔÒÒÚÓÎÈÆÙÎÔÓØ 
infrastructure



´ÙèÑÑ ÈÔÓÓÊÈÙ ÊÛÊ×ÞÔÓÊ ÓÔÜ ÆÓÉ 
into the future with a more resilient, 
sustainable and energy - efficient 
digital phone service.

This is a once- in- a-
generation upgrade



Analogue landline technology will be 
switched off in December 2025.

The whole of our 
industry znot just 
BT zis upgrading to 
digital phone lines



How will the
switchover happen?



We paused the rollout of our digital phone
service in 2022 to address some of our 
ÈÚØÙÔÒÊ×Øè ÈÔÓÈÊ×ÓØ!

ÂÊèÛÊ ÑÎØÙÊÓÊÉ ÙÔ ÙÍÊÎ× ØÕÊÈÎËÎÈ ÓÊÊÉØ# 
to make sure we have the right options 
and equipment in place.

Our customers are 
at the heart of 
everything we do



We set up the Digital Voice Advisory 
Group , bringing together charities and 
representative groups to help us 
ÚÓÉÊ×ØÙÆÓÉ ÆÑÑ ÔÚ× ÈÚØÙÔÒÊ×èØ ÓÊÊÉØ!

We continue to run extensive focus groups 
with diverse panels to help get the roll - out 
right for customers.

Pilot schemes have helped us learn, 
and improve Digital Voice so it supports 
the needs of all our customers.

³Ê×ÊèØ ÜÍÆÙ
ÜÊèÛÊ ÉÔÓÊ



ÂÊèÑÑ ÇÊ ÛÎØÎÙÎÓÌ ÊÛÊ×Þ ×ÊÌÎÔÓ ÎÓ ÙÍÊ À¶

ÂÊè×Ê ÒÆÐÎÓÌ ÙÍÊ ÓÊÜ 
rollout customer - led, 
and regional



±×ÔÒ ¬Õ×ÎÑ <:<= ÜÊèÛÊ ÊÝÕÆÓÉÊÉ ÔÚ× Ù×ÎÆÑØ 
and started the switch to Digital Voice with 
a small initial group of low - risk customers 
nationwide zthose who use their landline 
very little or not at all, and who already 
have a broadband connection.

ÂÊèÑÑ ØÙÆ×Ù ÜÎÙÍ 
people who are 
definitely ready 
to switch



When we start the full regional rollout 
ÙÍÎØ ØÚÒÒÊ×# ÜÊèÑÑ Õ×ÎÔ×ÎÙÎØÊ ÈÚØÙÔÒÊ×Ø 
who already have the right setup for a 
ÉÎÌÎÙÆÑ ÍÔÒÊ ÕÍÔÓÊ# ÆÓÉ ØÍÔÚÑÉÓèÙ 
need an engineer visit.

¿ÍÊÓ ÜÊèÑÑ ÜÔ×Ð 
with customers 
who can make 
the switch easily



Customers who 
need extra support



Around two million of our customers are 
more dependent on their home phone line. 
ÂÊè×Ê ÌÔÎÓÌ ÙÔ ÇÊ ÉÔÎÓÌ ÆÑÑ ÜÊ ÈÆÓ ÙÔ 
×ÊÆØØÚ×Ê ÙÍÊÒ ÙÍÆÙ ÜÊèÑÑ ÇÊ ÙÍÊ×Ê ÙÔ ÍÊÑÕ 
them on every step of the switch.

We know that the 
landline is a lifeline 
for some customers 



Landline - only 
customers

Elderly customersHealthcare pendants 
or alarms

Vulnerable customers 
with additional needs

No mobile phone 
signal

ÂÊ ÜÔÓèÙ ØÜÎÙÈÍ ÔÛÊ× ÆÓÞ 
of these customers in the 
first year of rollout.

Which customers need 
enhanced support?



ÂÍÊÓ ÜÊè×Ê ×ÊÆÉÞ ÙÔ ØÜÎÙÈÍ ÙÍÊÒ# ÜÊèÑÑ ÈÔÓÙÆÈÙ 
them at least four weeks before any changes are 
due to take place, so they can raise any questions 
or concerns.

This gives us more 
time to make sure 
ÙÍÊÞè×Ê ×ÊÆÉÞ



Those who have equipment plugged into 

their phone line, like burglar alarms or 

healthcare pendants, will need to check 

with their provider that the equipment 

they have works with a digital phone line. 

Customers who use 
equipment that runs off 
an analogue phone line



1.3M

Alarms connected 
to telephone line

0.5M

Sheltered 
Schemes

UK Telecare Customers

More than 1.8 million people (and growing) are using 

Telecare devices in the UK.

Provided through local authorities, housing associations 
and private purchase.

1.3 million devices are connected to a phone line.

They are mainly analogue, and may not be compatible 
with Digital Voice.

·ÊØØ ÙÍÆÓ ÔÓÊ ÙÍÎ×É ÔË Õ×ÔÛÎÉÊ×Ø Æ×Ê çÉÎÌÎÙÆÑ-×ÊÆÉÞè# ÙÍÔÚÌÍ 
the majority do have transformation plans underway.

Telecare za lifeline 
for the elderly 
and vulnerable



ÅWork with industry stakeholders to speed 
up their move to digital.

Å Improve our data so we know which 
customers use telecare.

Å Support manufacturers with testing to find 
digital telecare solutions.

Å Accredit some telecare suppliers to build 
momentum across the industry.

To make sure our 
telecare customers are 
able to switch to Digital 
Voice, we have to:



Telecare customers with a managed 
service run by Glasgow City Council were 
unaware of their provider and were 
struggling to find out about compatibility.

We worked with the council and the 
provider to confirm compatibility.

Telecare



A customer had recently gone blind 
and had no support network to help 
with the switch.

We worked with the Royal National 
Institute of the Blind to make sure the 
customer received support.

Sight impaired 



Some of our more distressed customers 
with mental health issues clearly needed 
extra support.

We contacted MIND for advice on how 
best to support these customers.

Mental health



ÂÊèÛÊ ÜÔ×ÐÊÉ ÜÎÙÍ ØÍÊÑÙÊ×ÊÉ 
accommodation and care home 
wardens so they can take ownership 
ÔË ÙÍÊÎ× ×ÊØÎÉÊÓÙØè ØÜÎÙÈÍ ÙÔ ÉÎÌÎÙÆÑ!

ÂÊè×Ê ÉÎØÈÚØØÎÓÌ ÊÖÚÎÕÒÊÓÙ ÓÊÊÉØ 
and acting as point of contact for 
delivery and set up.

Elderly



ÂÊè×Ê ÑÊÆ×ÓÎÓÌ Ë×ÔÒ ÔÙÍÊ× ÕÑÆÙËÔ×Ò ÈÑÔØÚ×ÊØ 

how best to support these customers.

ÂÊèÛÊ ØÊÙ ÚÕ Æ 
dedicated team to 
help customers with 
complex needs 



¬ÓÞ ÎØØÚÊØ ÙÍÆÙ Æ×ÎØÊ ÉÚ×ÎÓÌ ÙÍÊ ÈÚØÙÔÒÊ×èØ 
journey to Digital Voice can be raised with 
the Executive Customer Resolution team.

çÂÍÎÙÊ ÌÑÔÛÊè ØÊ×ÛÎÈÊ
A customer can register a third party family 
member or friend to help them through the 
switch. That person will also receive the same 
updates and communication as the customer 
throughout the process.

Third party

At any point, a customer can self - identify as 
needing additional support and equipment to 
help their move to Digital Voice. They can do 
this by phone call, text or online.

Self- identity
ÂÊèÛÊ ÕÚÙ ÎÓ ÕÑÆÈÊ ØÔÒÊ ÓÊÜ ÕÔÑÎÈÎÊØ ØÔ ÙÍÆÙ 
ÈÚØÙÔÒÊ×Ø Æ×Ê ×ÊÆØØÚ×ÊÉ ÙÍÆÙ ÜÊè×Ê ÙÍÊ×Ê ÙÔ ÍÊÑÕ 
them, every step of the way.

New customer policies



Keeping 
customers 
connected



What happens if 
ÙÍÊ×ÊèØ Æ ÕÔÜÊ× ÈÚÙ%
Digital Voice only works with a power 
supply. We've got a number of steps to 
ÊÓØÚ×Ê ÙÍÆÙ ÎË ÙÍÊ×ÊèØ Æ ÇÑÆÈÐÔÚÙ Ô× Æ 
ÈÚØÙÔÒÊ×èØ Ç×ÔÆÉÇÆÓÉ ËÆÎÑØ# ÙÍÊÞ ÜÎÑÑ ØÙÎÑÑ ÇÊ 
able to make calls, including to 999

³Ê×ÊèØ ÍÔÜ ÜÊè×Ê ÙÆÈÐÑÎÓÌ ÙÍÎØ ÎØØÚÊ+



ÂÊè×Ê ÜÔ×ÐÎÓÌ ÜÎÙÍ the 
government and the power 
networks, to help make the 
digital phone network more 
resilient in the event of any 
power outages. 

ÂÊè×Ê ÎÓÛÊØÙÎÓÌ ÎÓ ×ÊØÎÑÎÊÓÈÊ 
in the network, with backup 
power in the event that power 
goes down.

ÂÊè×Ê ÎÓÛÊØÙÎÓÌ ÎÓ ×ÊØÎÑÎÊÓÈÊ ÎÓ 
the home, making back - up 
equipment available to 
customers who need it (see 
next slide), and continuing to 
improve our identification of 
çÆÙ ×ÎØÐè ÈÚØÙÔÒÊ×Ø!
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We want to reassure customers 
that, even in the event of a power 
ÈÚÙ# ÙÍÊÞèÑÑ ÇÊ ÆÇÑÊ ÙÔ ÒÆÐÊ ÈÆÑÑØ!

ÂÊèÑÑ ÊÓÈÔÚ×ÆÌÊ ÈÚØÙÔÒÊ×Ø ÙÔ 
keep their mobile phones charged 
and make the following available 
for those who need them:

New back -up 
products zPart 1



Home Phone Connect, 
our new solution for 
customers who want an 
HD quality home phone 
ÇÚÙ ÉÔÓèÙ 
want broadband.

Hybrid phones with built -
in batteries, which switch 
to mobile network 
connection when 
necessary.

Battery 
back - up units (BBUs).



³ÔÜ ÜÊèÑÑ ×ÊÆÈÍ 
our customers



ÂÊèÛÊ ÉÎÛÎÉÊÉ ÙÍÊ À¶ ÚÕ ÎÓÙÔ ;< ×ÊÌÎÔÓØ ËÔ× 
the rollout of Digital Voice. 

ÂÊèÑÑ ÇÊ ÈÆ××ÞÎÓÌ ÔÚÙ regional roadshows -
holding town hall drop - ins and touring 
a demonstration vehicle to increase 
face- to - face engagement with customers.

Our regional
approach



Å Community stakeholder briefings

Å Strategic partners to tailor 
engagement with particular 
customers

Å Drop - ins and events in Westminster 
and the devolved parliaments

Å Invitations to visit the Digital 
Voice Living Room at our 
London HQ, One Braham

Reaching 
other parties



Day 35 z®ÚØÙÔÒÊ×èØ 
service switched to 
DV and confirmation 
email sent.

Day 33 zCustomer 
receives set - up 
information postcard 
and automated phone 
confirmation.

Day 28 zWe place the 
Ô×ÉÊ× ËÔ× ÙÍÊ ÈÚØÙÔÒÊ×èØ 
switchover and send an 
activation email

Day 3 zCustomer 
receives equipment 
check notification

Day 1 zCustomer 
receives notification 
of switch to DV

¿ÍÊ ÈÚØÙÔÒÊ×èØ ÏÔÚ×ÓÊÞ



Å Let us know they have complex needs by   
phone, text or online

Å Add a third party to assist them

Å Order a battery back - up unit or a hybrid phone

Å Request an engineer visit

Å Order adapters or a handset

Å Ask for switchover to be delayed.

At any point up to 
completion, 
a customer can:


