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Introduction



Background & Objectives

The overall objective of the research was to measure the user experience of the Relay UK Service, evaluate against previous
waves of research and consider the impact of awareness of Relay UK amongst organisations/businesses.

Understanding methods of access and usage patterns of Relay UK

Service experience — Satisfaction, Ease and Reliability

Experience and Satisfaction with Support Services

Considering the impact of poor awareness of the Relay UK service

amongst businesses and organisations contacted by users



Approach

Our approach mirrored previous waves to ensure comparability of results

Methodology

This wave of research consisted of a 10-15-minute online survey.

Recruitment was conducted through the RNID’s mailing list and
through snowballing. A small number of Relay UK Helpdesk users
were contacted by BT directly, inviting them to take part.

Participants who took part in the 2022 wave of research were also
reinvited to participate had they consented to be recontacted.

The survey ran from 21st of August until the 6" of September 2024.

204 completed surveys were achieved in total.

0000

e

Sample

Participants were made up of those who have used the Relay UK
service within the last 12 months.

Users of the service self classified as one of the following:
Deaf
Deafblind
Hearing impaired
Speech impaired
Those who are not deaf, hard of hearing or speech impaired but
who use the text relay service in a professional capacity or to
communicate with friends or family
Cannot hear speech over the telephone
Can hear some speech over the telephone




Executive Summary

Relay UK continues to play a crucial role in the lives of its users. Many speak of the freedom and independence that it affords
them, reducing their reliance and dependence on others.

Performance has remained very strong, with 89% of users satisfied with the service that they receive overall from Relay UK.
65% of users are very satisfied with the service, a significant increase since 2022.

Users do have some suggestions for improving Relay UK but there is little consensus, suggesting that no systemic issues
impact on performance or perceptions of service.

Awareness of the Relay UK service outside of the d/Deaf/hearing/speech impaired community is an issue, which impacts and
limits users' ability to use the service effectively. Efforts should be made to broaden awareness through outreach and training.




Use of the Relay UK Service



Use of more traditional devices like textphones and screenphones has

declined significantly this wave
A corresponding increase is noted in the use of devices with larger screens and keyboards (tablet/laptop/desktop).

Smartphones should remain the focus for BT testing and development

Smartphone
Device used for Relay UK calls Ownership is
close to 100%
This falls to
87% 87% for those aged 82% amontgst
54 and under* ose soee

54%

Only 3% use either a textphone or screenphone exclusively

29%
18%
7# (CN. |
— =
Smartphone Desktop or laptop computer Tablet computer Textphone Screenphone
#2022 =2024 [ | Rty

Ofcom — Technology Tracker 2024 (Data Tables)



https://www.ofcom.org.uk/siteassets/resources/documents/research-and-data/data/statistics/2024/technology-tracker/technology-tracker-2024-data-tables.pdf?v=374153

The frequency of usage has declined but one in five still rely on Relay UK
on a daily basis

Frequency of using the Relay UK service
tl Significant difference
compared to 2022

Everyday 44%

51%

At least once a week,
but not everyday

re are some other things we can help with

38%

Less than once a week

12020 = 2022 m 2024

BT Relay Satisfaction Research 2024: All participants: 2020 (225) 2022 (178) 2024 (204)

A1. How often do you use the Relay UK service involving a relay assistant/operator, including both making and receiving calls?



There has been a significant decline in usage of Relay UK when
communicating with friends and family. Use in a professional capacity is

now most common

Obligatory communications

81%
Work/colleagues 65%
D 71%

Discretionary communications

76%

(\38 Friends and/or family 88%
68% l

06 90%

f Services 66%

/ \ 62%

2020 = 2022 m 2024

—

t Significant difference
compared to 2022

BT Relay Satisfaction Research 2024: All participants: 2020 (225) 2022 (178) 2024 (204)
B9. Please select the main methods that you use to communicate with the groups listed below.

Source: Call me maybe (not): a quarter of young people never answer the phone - Uswitch

23%

of 18-34-
year-olds
never answer
the telephone

/0%

of 18-34-
year-olds
prefer a text to
acall

5 mins

30 SeCS

is the average

time spent on

the telephone
daily



https://www.uswitch.com/media-centre/2024/04/Call-me-maybe-quarter-young-people-never-answer-phone/

Facebook, word of mouth and community groups/charities remain the key
sources of information for information about support available.

All sources typically used to find information about

support for people who are D/deaf/hard of Main source typically used to find information about
hearing/speech impaired 1op 3 are most common and mam source . P€OPIE Who are Ddeaf[hard of hearing/speech impaired
of information
Friends/family I /1% Facebook T — 40%
Facebook e 57% Friends/family I 20%
Community group or charity e 38% Community group or charity I 18%
Traditional Media (€.9.  pm———— 19% Websites ™ 10%
newspaper, TV)
1% Traditional Media (€.9. wmmm 4%
instagram newspaper, TV)
Websites M 11% Work/College ™ 4%
Work/C()”ege E— 8% |nStagram . 2%
X (formely Twitter) 8 6% X (formely Twitter) ™8 2%
Other Social Media ™. 3% Other Social Media ®,1%
TikTok ™ 3% TikTok 0%
Snapchat " 1% Snapchat 9%

m2024 2022 m2024 2022




Satisfaction with BT Relay UK



Overall Service Satisfaction



The decline in the level of overall satisfaction with Relay UK is not significant.
Users who are very satisfied have increased significantly.

AL

89%

A
( \

t‘ Significant difference
compared to 2022

%
%

2022

"™ Very Dissatisfied Fairly Dissatisfied " Neither satisfied nor dissatisfied u Fairly Satisfied B Very Satisfied

2022
Overall -

satisfaction

(Top 2 Box Satisfied) 9 2 0/0

BT Relay Satisfaction Research 2024: All participants: 2020 (225) 2022 (178) 2024 (204)

I1. Thinking about the Relay UK service in general, how satisfied or dissatisfied are with the service overall?




Perceptions of customer effort have slightly improved. Two thirds of users
consider Relay UK to be very easy to use.

Difficult
1%

Easy
89%

2022: 87%

|

t Significant difference
compared to 2022

2022: 8%

m Very difficult Fairly difficult Neither easy nor difficult Fairly easy mVery easy

BT Relay Satisfaction Research 2024: All participants: 2020 (225) 2022 (178) 2024 (204)

I2. Thinking about the Relay UK service in general, how easy or difficult is it to use the service overall?



Satisfaction with aspects of the service provided by Relay Assistants has
remained consistently high.

Satisfaction with specific service aspects (With Relay assistant)

3

Spelling of the words typed by the Relay Assistant

E How quickly the Relay Assistant relays the conversation

Y

The reliability of the Relay UK service technology

How quickly the Relay Assistant joins your call

BT Relay Satisfaction Research 2024: All participants using Relay assistant. 2020 (208) 2022 (172) 2024 (180)

C1_C How satisfied or dissatisfied are you with...

93%
92%

80%

92%
92%

83%

89%
88%

79%

88%
91%

77%

w2024 2022 002020

No Significant differences

compared to 2022



Two thirds of participants are more satisfied than 12 months ago, with the key
aspects of service being chiefly responsible

Has your overall satisfaction changed in the last Why are you more satisfied than 12 months ago?
12 months?

0]
6% 2/0 Don't know

Service - General 34%

E.g. Enables me to communicate
The service helps me

Less satisfied

Most important
according to KDA

Speed of conversation relay 20%

25%

Ease of use 17%

Improved reliability 17%

Speed of joining the call 8%

6/%

0% 5% 10% 15% 20% 25% 30% 35% 40%

BT Relay Satisfaction Research 2024: All participants. 2024 (204)

C1_3. Has your overall satisfaction changed throughout the past 12 months? C1_3a What is it about the service that makes you more satisfied with the Relay UK Service than you were 12 months ago?



A variety of performance metrics are appreciated by users. Relay UK's primary
function resonates most with one in four users.

Other
Don't know .
Ability to place calls
E.g. “It helps me communicate with other
Free of charge people and relieve all the stress.”
E.g."It's free service that helps me talk to other
people..”
What do you like most
about Relay UK?
Reliability
E.g. “The steady and reliable service.”
dCCESS C a | |

senng  CONVeErsation  deiivering
SerViC'e a S SI S-t a nt |hd€|32|;-i:|lii-l1ce

communication

i deaf yk
_ channels _Communl_ca;(el use
. . . using  services
Speed of joining the call 10% without people quICKly -
E.g. “The Relay Assistant can quickly join the call..” text P P able ph(;n e
easy speech rel ay flow . .
I helpful Speed of typing/relay of conversation

= ] typ " . "
calls takes tYPeC E.g. “The pace allows the conversation to flow.

Gives me independence
E.g. “Gives me my independence to make important calls
myself. Without having to get wife to do it. This is the great
thing about Relay UK.
Ease of use
E.g. "It is simple to use and not complicated at all. Saving
calls for later reference is also a wonderful tool.”



Relay UK continues to serve as an indispensable and invaluable resource to its
users. Many consider the service a lifeline, preserving their independence.

Enables me to access The accessibility it offers. | recently received hospital at
businesses and medical care home care where | had to call the hospital every day to
that | would otherwise struggle provide an update, and | don't think | would have been
with able to do that without Relay UK

This is the only way | can reach
a "telephone number”

It solves the otherwi It gives me peace of mind that | can make a phone call
, S‘Z)IVGS bel 2 e;vt\)/ls’e whenever | need it. It is nice to have a saved Best way for me to
Intractanle pr 3639:7 Orbeing so conversation that | can refer to if needed where other

communicate with others
apps or BSL video interpreters don't offer that.

Helps to provide To provide assistance with phone calls that otherwise |
communication to services if

, Means | can make a phone call.
wouldn't be able to manage. Relay operators are It aives me confidence
needed extremely helpful - they are brilliant! g

BT Relay Satisfaction Research 2024: All participants. 2024 (204)
G1i: What, if anything, do you like most about the Relay UK service?



App Satisfaction



Satisfaction with the app is similar to overall satisfaction. Customer testimonials
about the app further underline that Relay UK is not just “another service”

Net satisfaction 89%

\

= Very dissatisfied m Fairly dissatisfied “ Neither satisfied nor dissatisfied © Fairly satisfied = Very satisfied

What | like most about the Relay UK service is how it has made communication so much more

The approach on the app to every accessible and convenient for me. The app is incredibly user-friendly, and | appreciate that | can use it

on multiple devices, whether it's my smartphone, tablet or computer. This flexibility means | can stay
connected no matter where | am.

individual using it

BT Relay Satisfaction Research 2024: All participants using app. 2024 (164)

C1_4 : Taking all aspects of the Relay UK app into consideration, how satisfied or dissatisfied are you overall with the app?



Website and Helpdesk Satisfaction



70%

60%

50%

40%

30%

20%

10%

0%

Customers are increasingly seeking to self-serve online. Website traffic has
increased significantly with a corresponding dip in contacting the Helpdesk

Users visiting the Relay UK website or contacting Helpdesk
within the last 12 months

61%

57%

34%

N

23%
M% ()
a
2018 2020 2022 2024
—\Nebsite usage ——Helpdesk usage

BT Relay Satisfaction Research 2022: All participants. 2024 (204). Using website (125)

What were your reasons for visiting the Relay UK website?

The most common reasons for
visiting the Relay UK website
are in the course of ‘business
as usual’, rather than to report
an issue or access resources
84%
63%
Looking for
support with a
problem s at its
47% lowest since 2020
40%
34%
29%
25% 25% 25%
19% 19%
0,
16% 14% 14% 14%
10%
0,
i
[To find out the To leave To find support  To learn what To view the 'how To learn how to To learn how to
latest feedback onthe| whenlhada Relay UK service to'video clips place callsusing setup the BT
news/updates Relay UK service problem is the Relay UK  Relay UK app
app

2020 2022 w2024

E71a. Have you visited the Relay UK website in the last 12 months? E1_1 What were your reasons for visiting the Relay UK website (www.relayuk.bt.com) in the last 12 months?



Customers are still finding it easy to search for and access the information
and support that they need on the website.

Attention should be given to how information is displayed when looking for support. Customers will assume that information will be in the “Help" section, it is
not, it is in the “"Contact Us" section. The Helpdesk telephone number should be added to the "Help" section of the website.

Did you find the information/support that you were looking for?
3%

97%

HYes mNoO

BT Relay Satisfaction Research 2024: All participants. 2024 (204). Using website (125)

100400%

To learn how to set
up the BT Relay UK place calls using the UK service is to' video clips  latest news/updates on the Relay UK when | had a

% of users who found what they were looking
for on the Relay UK website

0 0 0 0
100% 100% 100% 100/@7%
94%

92% 92%
88%
. 83%
81% 0%
76% |

To learn howto To learn what Relay The view the 'How  To find outthe  To leave feedback  To find support

Relay UK app service problem

2020 2022 m2024
Most common reason for

visiting website

E1a. Have you visited the Relay UK website in the last 12 months? E1_1 What were your reasons for visiting the Relay UK website (www.relayuk.bt.com) in the last 12 months? E5. On your most recent visit to the website did it provide the information/ help/ support you were looking

for? CAUTION: LOW BASE SIZES



How could Relay UK be improved?



Over half of participants proposed no improvements to the Relay UK service.
There is little consensus over improvements to functionality but some on service

awareness and the reliability of the service.

What do you think could be improved about the Relay UK service?

Other

Speed of joining the call

E.g. wait times

Speed of relay

E.g. type faster, better speed

+ better
L]

typing tex

) speech
wait
. good times people anyth I ng
Relay assistants comparies message (oo S
. . heari awareness
E°g'.qua"ty of relay/spelllng, tpar:‘onr?e calllast .5  smartphone r9|ay faster
improved resourcing happy system use uk service
) meet app
assistants . know ‘
connection Improved services e
bl i operator P&rson ‘ af _ - .
o et nothing  cperser [ onedeal quige Nothing/Don't know
Rellablllty seems Operators awacfor::eme (2022: 54%)
E.g. connection dropping,
app crashing

Awareness of the service

E.g. reception from businesses
and organisations

= Nothing/Don't know  ® Awareness m Reliability =~ ® The relay assistants Speed of typing/relay Speed of joining the call m Other

BT Relay Satisfaction Research 2022: All participants. 2022 (204)
G2i: What, if anything, do you think could be improved about the Relay UK service?

Standardising the approach from Relay

Assistants presents an opportunity for a
quick win

“Operator needs to wait back when see ‘ga’ and not type over the deaf person
typing as message gets jumbled like both typing at same time. We are told
our turn to type when see ‘ga’ and should apply to relay operators. When it

happens we have to ask operator to repeat and wastes time. Operator must
tell hearing person to wait if deaf person is typing. Makes me cross and
frustrated when it happens as | am following the rules why can't the operator?
It gets annoying when operators change during calls as their work is timed
and would help if they continue till end of the call.”

“I'd like to see more consistency in the quality of the operators. While most of
them are excellent, I've occasionally encountered operators who seem
rushed or distracted. It would be great if there was more training and support
to ensure that all operators provide the same high level of service.”

“Improved typing & responses, some assistants are slow and with poor
spelling.”

“The spelling from assistants. The delays in connection & assistants joining.”

“Don't cut words down.”




80% of Relay UK users cannot think of any features that they would like to
see added. There is little consensus on what features users would like to see

Faster/More reliable connection

| want reliable first connection in a timely
manner. | just don't get this and so have
spent even less time trying to connect with
Relay UK

A faster connection. | can't access it so |
struggle to be able to make use of it at all
now.

Look and feel

Have a whole screen colour background option for
someone with light eye photosensitivity and the
ability to remove the bubble too. So it flows better

with coloured text font on whatever colour

background works for the user. For me it was a weird
pale blue with green tinge to it and had yellow font

text and a purple or similar font text. This is how | had
it prior to the whole overhaul to what it is now and it

needs to cope with fast typing!

Disable auto-correct/predictive
text

Auto -correction needs to be switched off

Always have to remove predictive text before
using app. Speech needs scrolling down all
the time on Samsung smartphone text
enters before pressing send

Real time capture/Al

It would be great to have a feature that allows
for real-time captioning during voice calls.
Sometimes the relay assistant is a bit
delayed, and having captions would help me
follow the conversation more easily. Also, it
would be helpful to have a dark mode option
for the app, especially for use in low-light
environments

Features relating to the Relay
assistant

It would be helpful if there was some way for the
relay assistant to cope with the 'Press one for this...,
'Press two for that..." etc. The assistant will say 'Sorry,
caller, the message is too fast...

| would like to choose how the operator opens the
call to minimise being hung up on

Would be nice to a Name for the assistant rather the
assistant.

Providing a summary pre-call

Ability to provide a summary before starting a call.
Assistant can be thrown into an automated system
and it's helpful for them to know what we need, but
are "forced" to try and type what is being said while

we try to "force" through what we need to make

everyone's life easier! | don't need to know my call is

important to the company...| do need the assistant to

be able to effectively navigate the system by a basic
understanding of what I'm trying to achieve




Awareness of Relay UK



Almost one in three users feel that businesses or organisations are
unfamiliar with Relay UK and how it works

What is the impact of organisations
being unfamiliar with Relay UK?

To what extent do you agree or disagree with the

following statements? (% agree)

A lack of understanding can impact of users' ability to access

Relay UK is my preffered method of communicating services

7%
by telephone °

On occasions, they were giving excuses of it would go against their company
policy to take Relay calls but couldn’t tell me where in the policy it states this is a
breach of the data protection. It is just amazing when the government using an
organisation to assess person's capabilities where they refused the Relay call
but is advertised as disability aware and they make no reasonable adjustment to
accept arelay call. All because they don't understand how Relay UK works, not

familiar or they don't want to take a Relay UK call.
Relay UK takes advantage of the latest technology in

delivering its services

81%

The interpreter has always had to explain what Relay UK is when talking to a
business/organisation, I've never encountered someone who has heard of it.
Most businesses get the hang of it quite quickly but I've had a few people refuse
to continue the call or refuse to provide me the service I'm calling about because
they say using Relay UK doesn't count as 'speaking to them directly’

Train their switchboard operators and customer contacts about Relay UK. | have
had calls cut off because they thought they were receiving scam calls when the
69% Relay Assistant was trying to explain the service.

When speaking to a business or organisation, they
are generally familiar with Relay UK and how it
works

They don't always understand the call us from a deaf person and say “not today
thank-you.” Some businesses won't accept a call unless they have a prior email
stating you use text relay.

BT Relay Satisfaction Research 2022: All participants using app. 2024 (204)

C1_9. And to what extent would you agree or disagree with the following statements?



Conclusions & Recommendations



Conclusions and recommendations

Relay UK has repeated the level of service satisfaction reported in 2022, with an overwhelming majority
of users being satisfied with the service. The smartphone app remains the most popular device for using
Relay UK so this should be prioritised in terms of development and resource, however, usage on other
devices (PC/laptop/tablet) have increased significantly in the last two years and should therefore not be
neglected.

Traffic to the Relay UK website has increased since 2022. Attention should be paid to the resources
available on the website, including making the Helpdesk telephone number more prominent. BT is
currently developing resources for the hearing community to promote awareness of Relay UK and how it
works. This approach is validated by the findings of this study — with many users likely to welcome any
steps taken to improve awareness more generally.

Users do have suggestions for improvement to the service, but there is little consensus. A small number
of users feel that the approach of the Relay Assistants should be standardised to ensure that the quality
of the service is consistent and of a high standard.



&

Conclusions and recommendations continued

For this wave of research, a new question was incorporated to ask users about the response from
businesses and organisations when receiving a call using Relay UK. Around one in three users felt that
there was not a general understanding/awareness of Relay UK and how it works. This had a detrimental
Impact on the user experience:-

Users reported that the Relay assistant would have to spend time explaining the service;
Others reported that organisations would not accept calls using Relay UK;

Poor understanding led to some organisations believing that a call placed using Relay UK was either a
sales call or a scam;

Some were offered a call-back when unable to receive inbound calls.

Improving awareness of Relay UK more generally would improve the user experience. Developing
training in-house would enable BT to control the narrative about its service whilst also providing a free
resource to businesses to educate, develop and engage their staff.



) watermelon
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