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Introduction and Background 
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• How do users experience the NGT Lite App and what 
are the drivers and barriers to adoption? 

• How is the NGT website used and what are users’ 
experiences of it? 

• Overall, what about the NGT service works well and 
what could be improved? 

• Where do users seek out information on support for 
people who are d/Deaf or speech impaired? 

• From a user perspective, what are the main barriers 
to uptake amongst non-users and how can the 
service be communicated to this group? 

 

In order to answer these questions,  Opinion Leader 
administered an online survey to 110 users of the NGT 
service. Users were also offered a face-to-face interview 
if they preferred, but none took this offer. 

 

This report highlights the key findings of the research. 
Some results may not total to 100% due to rounding. 

 

Background & Objectives 

The NGT Service enables people with hearing and/or 
speech impairments to communicate with others using a 
smartphone, tablet, computer, and telephone when 
using a relay assistant. 

 

In 2013 and 2015, Opinion Leader conducted the 
research on behalf of Ofcom over the course of two 
separate waves of research. For this 2016 wave, Opinion 
Leader have conducted the research on behalf of BT. 

 

The aim of the research was to measure the user 
experience and customer satisfaction with the NGT 
service. Within this scope, research questions were as 
follows: 

 

• How do people use the NGT service and what are 
the drivers and barriers to greater use? 

• How satisfied are users with the NGT service overall 
and across different aspects of the service? 

• What has been the significant impact on users, both 
positive and negative, of the changes made to the 
NGT service since launch? 
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Sample 

Opinion Leader recruited 110 people who use the NGT 
service with a relay assistant at least once a month. Given 
the challenge of free finding and recruiting a sample from 
a relatively small population, sample quotas were not 
applied. Participants self-classified as follows: 
 
• Deaf (this includes a range of terms for example Deaf, 

deaf and deafened) 
• Deafblind 
• Hearing impaired (this encompasses those who would 

categorise themselves as hard of hearing or with some 
form of hearing loss) 

• Speech impaired  
• Those who are not deaf, hearing or speech impaired 

but who use the text relay service in a professional 
capacity or to communicate with friends or family 

• Can’t hear speech over telephone 
• Can hear some speech over telephone 

 
During the survey, participants were asked to self-classify 
which of the above categories they fell into. 
 
It is important to note that some subgroups have low 
base sizes and therefore should be seen as indicative.  

Classification 
Sample 

size* 

Deaf 93 

Hearing impaired 13 

Speech impaired 2 

Deafblind 1 

Not deaf/ impaired 1 

Other 3 

* The A2 classification question was a 
multicode which is the categories don’t 
add up to the total 

 
** The A3 classification excluded the one 
participant who was not deaf/impaired 
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Female Male 

57% 43% 

16-34 

22% 

35-54 

43% 

55+ 

36% 

Classification 
Sample 
size** 

I can’t hear any 
speech over the 
telephone 

79 

I can hear some 
speech over the 
telephone 

23 

Other 7 
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Headline findings 
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Headline Findings 
 
Overall satisfaction with the service has increased since 2015, from 71% to 82%. How quickly 
the relay assistant answers the call has the lowest satisfaction rating among service aspects. 
 

Nearly half are using the service more than they did a year ago. Being able to use the service 
on the move,  retaining independence and the introduction of the app are the key drivers 
behind existing users using the service more. 

Users find information for people who are d/Deaf or speech impaired through a range of 
online and offline sources, but the majority consider online to be their main source. Most 
users know at least one person who is d/Deaf or speech impaired and doesn’t use the NGT 
service, with many citing technology literacy as a key barrier to uptake. Freedom and 
independence were common words used to describe the NGT service to non-users. 

1 

2 

3 

Across the three main devices/equipment: Smartphone, Textphone and Computers, users are 
generally satisfied with the flow of the conversation. However Smartphone users are less 
likely to be satisfied with the reliability of the technology than users of other 
devices/equipment and Textphone users are less likely to be satisfied with the time it takes 
to have a conversation. A key weakness identified across both Smartphone and Computer 
users is the ease of setting up the NGT service. Understanding how to setup and use the 
technology was a common theme throughout the findings. 

 
Most users have used the NGT service on a Smartphone. However the Textphone/Minicom is 
still considered to be the main device by a plurality of users. 
 

5 

4 

How quickly the relay assistant/ operator 

answers call 
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Use of the NGT Service 
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The majority of users are long-standing, having used the service for many years. 
However just over 1 in 10 have begun using the service within the last year 

Less than 6 months 

1% 

6-12 months 

10% 

1-5 years 

23% 

66% 
5+ years 

How long been using Text Relay 

service 

5 or more times a day 

3% 

At least once a day 

18% 

At least once a week 

41% 

38% 
Less often than once a week 

How often use NGT service with a 

relay assistant/operator 

B8. How long have you been using the NGT service (including when it 
was referred to as the Text Relay service)? Base all: 110 

B3. How often do you use each of the following to communicate 
with others/people who are d/Deaf or have speech impairments: 
NGT service with a relay assistant/operator including using a 
textphone/Screenphone or the NGT Lite app. Base all: 110 
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Most users have used the NGT service on a Smartphone, but many still consider 
the Textphone/Minicom to be their main device 

7% 

13% 

3% 

21% 

30% 

27% 

15% 

21% 

27% 

41% 

46% 

60% 

Other

Screenphone

Tablet

Computer

Textphone (Minicom)

Smartphone

All devices or equipment used Main device used

Although most users access the service 
through a Smartphone, Textphone is 
marginally more likely to be the main 
device 

Tablet is a device used by over 1 in 4 
users, but very few consider it to be their 
main device 

Devices or equipment used 

B2a. What devices or equipment do you use for NGT calls? If you use more than one device at the same time (e.g. making a call 
on a fixed line and reading the text on a tablet or laptop) please select all devices you use: main devices used and all devised 
used. Base all: 110 

1 in 3 who consider the Textphone to be their main 
device have used the service on the Smartphone, 
suggesting some tried it on a Smartphone but then 
reverted back to using the Textphone 
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Services is the most common purpose for using the NGT service 

5% 

15% 

80% 

36% 

54% 

91% 

Friends and/or family

Work colleagues,
customers or clients

Services

All purposes Main purpose

NGT has a largely functional 
use in users’ lives. It primarily 
allows users to access services 
like doctors, schools and banks. 

Purpose of use 

Although NGT is used for work 
and to a lesser extent friends 
and/or family, neither are 
considered to be its main 
purpose by users.  

B2a. Do you use the NGT service to communicate with any of these groups? Base: 67 

B7. Which of the following is the MAIN group you communicate with when using the NGT service with a relay assistant/operator including 
using a textphone/Screenphone or the NGT Lite app ? Base all: 110 



11 

10% 

45% 45% Use the service more than 

they did a year ago 

Use the service the as much 
as they did a year ago 

Use the 
service 

less than 
they did a 
year ago 

Nearly half are using the service more than they did a year ago, mainly because it 
can be used on the move, facilitates independence and accessed through the app 

Prefer 

alternative 

comms. 

Too slow/ time 

consuming 

Difficult to use 

Can be used 

on the move 

To retain 

independence 

Like the NGT 

Lite app 

“Much easier to use email. I  
use Minicom to make 

appointments.” 

“I dislike the way, once the 
phone has connected to 

receiver, I have to wait for 
available operator.” 

“I find NGT difficult to use. I 
have to use my mobile phone, 
where previously this was not 
the case and I could do AuPix 

totally online.” 

“Being able to use on a mobile 
device means I can make 

arrangements whilst travelling.” 

“Previously, I relied on my 
hearing wife to make calls on my 

behalf. Now I can use the NGT 
app on my Smartphone.” 

“Previously I used a Textphone 
but once I got the hang of 

NGTLite it was so much easier.” 

M
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B4. Are you using the following ways to communicate more, less or the same as you were a year ago when communicating with people who are 
d/Deaf or speech impaired: NGT service with a relay assistant/operator including using a textphone/Screenphone or the NGT Lite app. Base all: 110 
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Service satisfaction 
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Satisfaction across all aspects of the service has risen since  
the previous wave, including Overall Satisfaction. How quickly 
the relay assistant answers the call has the lowest satisfaction 

5% 

1% 

2% 

6% 

6% 

5% 

6% 

9% 

11% 

18% 

8% 

12% 

14% 

18% 

19% 

33% 

45% 

35% 

21% 

36% 

49% 

36% 

41% 

44% 

20% 

Overall satisfaction

Spelling of the text types by the
relay assistant/operator

How quickly the relay assistant/
operator relays the conversation

Reliability of the NGT service
technology

How quickly the relay assistant/
operator answers call

Very dissatisfied Fairly dissatisfied Neither nor Fairly satisfied Very satisfied

Satisfaction 

2016 
wave 

2015 
wave 

82% 71% 

81% 79% 

56% 52% 

N/A 

N/A 

75% 

65% 

Previous wave data N/A 

where new statement added 

for current wave 

C1. How satisfied or dissatisfied are you with... Base all with an opinion: 104-110 (2016) 111-112 (2015) 

Users aged 55+ are most 

likely to be very satisfied 
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While users are generally satisfied with the flow of conversation on the 
Smartphone, they are less satisfied with the reliability of the technology 

Textphone satisfaction Computer satisfaction Smartphone satisfaction 

84%  

Flow of 

conversation 

78%  

Flow of 

conversation 

82%  

Flow of 

conversation 

70%  

Time takes 

to have 
conversation 

65%  

Time takes 

to have 
conversation 

75%  

Time takes 

to have 
conversation 

66%  

Reliability 
of 

technology 

85%  

Reliability 
of 

technology 

81%  

Reliability 
of 

technology 

Too slow 
rather than 

too fast 

C3. How satisfied or dissatisfied are you with the... Base all who use device/equipment and with an opinion: 44-66 
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There is scope to make it easier for users to setup the NGT service on their 
Smartphone and Computers 

Textphone ease Computer ease Smartphone ease 

69%  

To use 
overall 

78%  

To use 
overall 

80%  

To use 
overall 

75%  

Follow 
conversation 

83%  

Follow 
conversation 

91%  

Follow 
conversation 

45%  

To setup 
73%  

To setup 
55%  

To setup 

C3. How easy or difficult is it… Base all who use device/equipment and with an opinion: 44-66 
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Users note that the NGT service is faster and more portable, while others 
mention that it is more difficult to use and slower to connect 

39% 22% 40% 
Noticed changes to NGT 
service since it was 
launched in 2014 

Are unsure if 
there’s been 
any changes 

Haven’t noticed any changes 
to NGT service since it was 
launched in 2014  

C5. Have you noticed any changes to the NGT service since it was launched in 2014? Base all who used service for more than 12 months: 96 

Positive changes Negative changes 

“Operators do not delete 
mistakes and then retype, so 

conversations are faster.” 

“The introduction of NGT Lite 
App is changing the way I use 
my phone, it is superb, more 

independent and I love it that I 
am not dependent on a 

Minicom and able to use my 
mobile phone like a hearing 

person.” 

Faster / 

quicker 

connection 

Mobile / 

portable 

“Difficulty in using NGT Lite 
software, especially 

switching between phone 
and NGT Lite.” 

“Longer waiting time when 
starting a call; sometimes 
times out and have to try 

later.  Happens much more 
than a few years ago.”  

Difficult to use 

/ understand 

Slower to 

connect than 

before 

Notable changes included… 
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What about the NGT service works well? 

“It's a boon to people like me enabling me to 

make calls anytime I want, anywhere I like! 
The upgrade to multi device makes so much 

difference, no longer I have to make calls from 
home via the textphone. I can do it from 

anywhere now and at a time that suits me.” 

“Being able to communicate anywhere. 

Making the most of my existing tablet and smart 
phone. Not having to buy ugly and expensive 
Minicom which took up room in the hallway.” 

“I think it is a great advance to be able to use 

NGT with a mobile and on the move.  I just 
wish I knew how to actually use it!” 

“It gives users the opportunity to use the 
telephone without any errors or 

misunderstandings.” 

“Well, it overcomes my deafness. Being 
unable to use the phone is one of the 
most dysfunctional aspects of hearing 

loss.” 

“Giving me ability to make calls via an operator 

and not having to rely on another person 
to make the call on my behalf.” 

“It has developed along with the changes in 
technology during recent times. Improvements 

with smartphones and gadgets enable me to 

become more independent.” 
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What about the NGT service would you change? 

“I think it should be all on one app. I help other 

people to learn how to do it and it is the need 
to switch from phone to NGT which causes 

most confusion for new users.” 

“I would leave the NGT app permanently 
switched on and minimised to the toolbar, 

popping up when a call comes in.  Or to 

automatically load upon a call coming in.” 

“The ability to rotate the NGT app on the 
tablets' screen so I can type easily and faster 

without having to hold the tablet. That would be 
a massive help.” 

“More relay assistants. The called party 
does often think my call is a hoax when waiting 

for a free relay assistant to come on the line. 
When my call is in a queue the relay assistant is 
not able to answer any other calls, so some kind 

of priority should be given to calls with the 
18001 prefix.” 

“I would streamline the service. Some people 
put the phone down while you are being 

connected to the relay operator as they think 
it is a cold caller.” 

“I would like to see relay operators being more 
efficient with their speed in typing the 
words. Also perhaps answer phone swiftly.” 

“I would find a way of adding 18001 
automatically and reduce app switching.” 
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NGT Lite App 
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More than half of users make all or most of their calls via the NGT Lite app. 1 in 4 
have never made calls via the app, typically because they don’t understand how 
to use it or where to find support 

53% 
Make all or most 

calls via NGT Lite app 

17% 
Make some calls with 

the NGT Lite app 

5% 
Used to use the NGT Lite app 

25% 
Have never made calls via 

NGT Lite app 

“Independence and 
freedom on the move, 
sometimes I need an 
instant reply rather 

than wait for SMS text 
response.” 

“Moving on with 
technology. Wanted 
software that can be 

used on iPad, iPhone.” 

“I do not make many 
calls away from home 
and on a landline I find 
my Uniphone easier to 

use.” 

“I don't really 
understand how I'm 
supposed to make 

calls, I'm not stupid but 
do sometimes find 

technical instructions 
hard to follow.” 

“Where can I find clear 
instructions how to use 

this?” 

“It's so much easier, 
portable, available 

anywhere on the go.” 

“Able to use it 
anywhere.” 

“Replaced typetalk 
which I was also an 

active user of.” 

D1. Which one of the following best describes your use of NGT service using the NGT Lite app? Base all : 110 

Most likely to be aged 55+ Most likely to be aged <55 
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NGT Service Website 
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73% of users have visited the NGT service 

website 

13% to learn what 

the NGT service is 

37% to find support 

when having a 
problem 

40% to learn how to 

use the NGT service 

18% to find latest 

news and updates 

Of those who have visited the NGT website to find support, just over half have 
been satisfied with their experience 

Satisfied Reason 

71%*  

64%  

53%  

50%*  

* Low base size 

53% of visitors are satisfied with the 
ease of navigating to the information 

they require 

E1. Have you visited the NGT service website (www.ngts.org.uk) in the last 12 months for the following 
reasons… Base all : 110 
E2. How satisfied or dissatisfied were you with the website in…Base all who  used website for a reason: 14-74 
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1 in 3 those who have visited the website have watched the videos 

33% of visitors have watched the 

videos on the website 

23%* have seen 
the BSL version 

27%* have seen the 
non-BSL version 

50%* have seen 
both versions 

E3. Have you watched any of the videos on the website? Base all who visited website with an opinion : 69 
E4. What version did you watch?…Base all viewed a video with an opinion: 22 * Low base size 
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Uptake 
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Although over half of users find out information from their community group or 
charity, most consider either social media or websites to be their main source 

7% 

2% 

6% 

17% 

26% 

28% 

13% 

11% 

24% 

27% 

46% 

48% 

51% 

56% 

Other

Traditional media

Work/ college

Friends/family

Websites

Social media

Community group or
charity

All sources for info Main source for info

Users find info from a range of 
different sources, both online 
and offline. However over half 
consider social media or 
websites to be their main 
source of info. 

Sources users typically use to find information for people who are d/Deaf or 

speech impaired 

G1. Which of the following sources do you typically use to find information about support for people who are 
d/Deaf or speech impaired? All sources and main source. Base all with an opinion: 99 
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Where users first found out about NGT/Text Relay differs from where they 
typically find out about d/Deaf or speech impairment issues information 

18% 

2% 

8% 

11% 

16% 

16% 

29% 

Other

Traditional media

Work/ college

Websites

Social media

Community group or
charity

Friends/family
Users are most likely 
to have found out 
about the service 
from friends/family 

Where users first found out about the NGT/Text Relay service 

This is despite  most 
using online methods 
to find info on d/Deaf 
and speech impaired 
issues (prev. slide) 

G2. Which of the following sources did you first find out about the NGT (or Text Relay) service from. Base all 
with an opinion: 96 
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The main barrier that users mention which prevents non-users from adopting 
the service is technology literacy 

65% 
Know at least one person who is d/Deaf or 

speech impaired who does not use the 
NGT service 

35% 
Do not know anyone who is d/Deaf or speech 

impaired who does not use the NGT service 

What do users think are 

the barriers? 

“Not into technology. I teach 
them how to use it but they lose 
interest because it's too complex 

to set it up and using it.” 

“Frightened of new technology 
and not very good with internet 

or learning new technical things.” 

“Not confident with 
technology. Need tuition to get 

familiar with the system.” 

“Not advertised at all in the 
deaf community   people struggle 
to understand how to download it 

and use it.” 

G3. Do you know anyone who is d/Deaf or speech impaired who does not use the NGT service? Base all: 110 
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XXX How could BT best reach non-users? 

“Put on Facebook. Demonstrate on BSL 
Zone on TV. Magazines for deaf and hard 

of hearing people.” 

“Posting on Twitter - connecting with 

deaf bloggers like myself  to promote it, 

advertising, Facebook deaf groups, 

connecting with deaf charities.” 

“Social media campaign, targeted 
adverts.” 

“Make sure the info is added to the BT 
bills as well as in accessibility features.” 

“Via Audiology, ENT and Deaf Clubs.” 

“Drop in clinic at deaf clubs to show a 
BSL videos on the internet explaining.” 

“Can’t information be sent with 

telephone bills, paper or online, or with 

such things as pension and benefit 
notifications?” 

“Advertise more and go to deaf clubs, 

deaf schools and teach people how to 
use the service.  It took me a while to get 

through and understanding how the 
service works.” 
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“You can call a family member, a friend, 

work or anyone at anytime from 
anywhere!” 

“Independence, freedom, make your 

own calls, and also have privacy and 

equality same as hearing people.” 

“An opportunity to be more 

independent. Make private calls if 
wanted. Vital  in emergencies.” 

“A marvellous tool to communicate with 

others. Helps to prevent isolation for 
deaf people.” 

“Once you try it, you will never go back to 
what you are used to!” 

“It's such a useful service for you to be a 

lot more independent.” 

How would you describe the NGT service to non-users? 

“It’s a way to make phone calls accessible 
to people who cannot hear well but 

would like to be more independent.” 

“Some people don't like the thought of a 
third party involved, but I point out the 
benefits, such as the services are more 
likely to be helpful when there is a third 

party involved.” 
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Conclusions 
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Recommendations  
Focus on the reliability of the technology for users, both in terms of the software and 
providing support when users encounter problems. Also reduce the time it takes for the relay 
assistant/ operator to answer calls. 
 

Ease of setting up and using the NGT service on a Smartphone or Computer should be an 
area of focus. Some users do not feel comfortable using the technology, aren’t aware of 
where to find information or don’t understand the instructions. 

There is relatively low satisfaction among users who visit the website to find support when 
they have a problem, and ease of navigating to information is also rated less positively than 
other aspects. This suggests that more guidance to help users with problems they encounter 
is needed and the website should be designed in a way that makes it easier for visitors find 
the information they require. 

1 

2 

3 
The need to switch from the phone to the app was an area of confusion and inconvenience 
cited by some users. Reduce the need to switch and automate tasks that put a burden on 
users, such as automatically adding the #18001 prefix or loading the app for incoming calls. 

 
The ability to use the service ‘on the move’ is a clear benefit that drives use. Further develop 
the service in a way that facilitates portability. 
 

5 

4 

Give non-users the confidence to adopt the NGT service by helping them learn how to use 
the technology and promote the service by communicating it as a tool that enables d/Deaf or 
speech impaired people to be more independent. 

6 


