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SW1.1. Customer wants to 

switch their BB and/or 

Voice services to another 

CP and if appropriate, keep 

their landline number

SW1.2. Customer contacts GP via:

- Online order portal

- Call centre

- Retail Store

and requests to switch services

SW1.3. Customer provides 

details as requested by GP

SW1.4. GP – Take switch details

(i) provides info about switching process 

(ii) takes customer and switch details:

- Name of account holder if different to that of the gaining service provider

- Address/postcode (GP converts to UPRN)

- Losing Provider(s) (name on bill) resolved to RID(s)

- Services to be switched / Services to be ceased – Indicating the provider for each service

- Phone number to be switched (ported/ceased)

- Customer consent to GP switch info request

Note: individual CPs will tailor the customer journey as they wish: e.g. credit check, etc may 

take place at this step

SW1.16. GP – Rest of GP Sales Process

Subject to each providers journeys and 

processes

SW1.5. GP – Request LP(s) Switch Info 

(i) Create Corelation Identifier

(ii) GP provides Customer and switch details 

to Hub and requests switch info

(UPRN/Address/Account Holder Name/

Service to switch and cease/Number to 

port)

(iii) One message per RID / LP

SW1.6. Hub – Route Message 

Hub logs message(s) and routes to 

LP(s)

SW1.7. LP – Validate Switch Info

LP checks UPRN, services, customer surname:

(i) Match 

- LP confirms switch & service info back to GP

(ii) Partial/no match

- LP requests additional details from GP

(iii) Switch Already In Progress

- LP Notifies GP a switch already in progress

(iv) Failure / Malformed

- LP could not understand or decompose the request

SW1.10. GP – resolves non-match

 May require customer to provide 

updates and/or additional data, e.g.:

- account number

- account holder name

- Service Identifiers...for example

- CLI of existing phone service

- NTP serial number

- May need address clarification 

(Telesales Only)

SW1.9. Hub – Route Message

Hub logs message and routes to GP

SW1.15. GP – Confirms Successful Result(s)

GP confirms the result of the switch 

request(s), including any information to guide 

the customer to review the implications of 

switching if so indicated and how it was sent.

Proceed once all requests have been 

responded to with a switching ID for each.

SW1.14. Hub – Route Message

Hub logs message and routes to GP

Match?

SW1.17. Customer  – Express consent

- confirms they have received Switch Info (from all LPs) and Regulated Info, 

and that they consent to contract for new services and switch. 

Consent provided via:

- by phone: Verbal consent

- by web (on-line): customer ticks consent check-box

- in-store: Verbal consent/hard copy

Customer can consent at the point of sale, or provide it at a later point, re-

joining the sales journey, as long as they have been considered to have 

received the contract summary and implications of switching

SW1.19. GP – Records consent

 - Consent recorded/stored in durable form 

(call record, web check box, hard copy, 

video)

SW1.21. Customer order confirmation

- receives order update, contract and 

confirmation of delivery date, appointment (if 

required) etc. 

Include switching statement, explain what will 

happen (ceases and switches of services)

SW1.20. GP – Place Order

(i) confirms order and provides contract

(ii) completes order entry in their systems and 

with supplier

(iii) Notify LP(s) via the hub with a switch order 

conveying confirmation to switch and scheduled 

date

Message content

Confirmation planned date of switch

Requires an acknowledgement of the provide 

order being accepted by the supply chain before 

notifying LP

SW1.22. Hub – Route Message

Hub logs message(s) and routes to 

LP(s)

SW1.24. Losing Provider – Receive Switch Order

(i) switch order from Hub correlated (if appropriate) 

with supply chain if ‘intra switch’
Must send a communication to include the following if 

applicable

(ii) If any services are retained or changed, the 

customer must be provided with the new package 

details or….
(iii) if all services have ceased, generate STSYG letter 

and sends to Customer

(iv) including the name of the gaining provider in the 

communication

SW1.28. Gaining Supply Chain – Receive supply 

order

- progress according to specific order type and 

scenario

- can be ‘simple’ provide (for Inter switch) or 

‘asset reuse’ (for intra switch)

Customer: 

Can contact GP to cancel under CCR up to 14 

days after contract, where order is placed 

remotely

SW1.30. Gaining Supply Chain – progress supply order in timeline agreed by GP 

and Customer

- progress BAU

- order updates to GP (and ‘managed cease’ notifications to LP if ‘intra switching’)
- schedules all appropriate tasks to meet required date

Switch order reference: 

The switch order reference (SOR) is carried throughout 

supply chain (e.g. included in any ‘intra switching’ 
managed cease notifications)

Customer and GP: 

Customer and GP can reschedule up to Point Of No 

Return (usually day before switch)

SW1.31. Gaining Supply Chain – progress supply order 

in timeline agreed by GP and Customer

- completes all activities to provide new service(s)

- informs GP of completion (and LP if ‘Intra switch’)

SW1.38. Losing Supply Chain – cease 

service (requested by LP if not ‘intra 

switch’)
- ceases any service(s) not already 

ceased as part of switch

SW1.34. GP – Receive Order completion

(e.g. KCI3)

(i) confirms service provision complete, service 

activated and working

(ii) informs Hub of ‘switch complete’ (to trigger 

LP(s) cease activity)

SW1.35. Customer order completion  

confirmation

- receives order completion notification from GP 

(new service billing initiated)

- receives service cease confirmation from LP 

and Final Bill 

SW1.36. Hub – Route Message

Hub logs message(s) and routes to 

LP(s)

SW1.37. Losing Provider – (Switch) Order 

completion 

- ceases services with supply chain (if not ‘intra 

switching’)
- updates billing systems 

- sends final bill if appropriate to customer

SW1.40. Hub – Route Message

Hub logs message and routes to GP

SW1.41. GP – Receive LP Cease confirmation or 

error

- confirms service and billing has been ceased/

stopped by LP

- or error if switch reference was not valid

GP Switching

Process Complete

LP Switching

Process Complete

Gaining Supply Chain

Process Complete

Losing Supply Chain

Process Complete

Customer Switching

Process Complete

Customers contacting GP via email/letter, will be 

asked to contact GP via phone/in-store/on-line

Optional Details:

Account number or ref with LP

Phone number with LP

Identifiers, e.g. FTTP ONT serial no.

- Includes credit check

- Checks services with upstream 

infrastructure provider

Surname match: case insensitive, omits non-alphabetic characters

Losing provider, if only being asked to cease a single service, should 

check with the supply chain if there are other active services at the 

premise and to note that on the response to the GP

For SMS the “core” potential costs of switching would be included in the main text. Additional Switch Info would appear in a pdf 

document, linked to in the SMS, which would be retrievable by the customer. 

Note: customers with older handsets may not be able to link to pdf documents through SMS. These customers may request Switch Info via 

other channels.

If Ofcom considers proof of receipt is integral to explicit consent, then where Customer receives Switch & Regulated Info by email/ SMS/ 

letter, they must also quote identifier codes.

Broadband and Voice Switch Number Retention online and call centre

SW1.11. LP – Confirm Switch to GP

(i) Generate Unique Switch Order Reference

(ii) Generate response to GP including

• Correlation ID

• Confirmed services switching/ceasing

• Indication of any ETCs Y/N

• Indication of any other service impacts Y/N

• Method implications communicated to customer

• Indicate if sent, or refer to previously sent

• Indicate Porting Automated Support

• Range holder automation Support?

• Current Circuit Information (for shared networks/transfers)

• e.g. infrastructure provider, network type, circuit ID

• This is optional

• Inform about related switching services not requested

• e.g. switching broadband, but aware there is an 

associated voice line but not supplying it

13. LP – Send Impact of Switch Information via chosen 

communication method

(i) Includes Early Termination Charges

(ii)Loss of Service – broadband / telephony /email / television

(iii) Any other service impacts

Include gaining provider

Resending of confirmation subject to time and change to ETCs, 

service or GP

If no automated porting support, losing notice must indicate the port 

may not be possible

Receives Impact of Switch Information

SW1.8. LP – Reply with error indicating  failure

Error code indicates nature of mismatch +

Supplemental information to support the error code

- Return service address if match result requires 

further clarification.

SW4

SW1.18. GP  – Don’t proceed with 

the order

Consent Given to 

proceed

SW1.12. Supply Chain – Provide Supporting Data

Upon request from LP, provide details such as circuit ID, voice 

provider (porting consent).

Indicate if other services are present and impacted (e.g. voice if only 

BB was requested)

New Switch Request

Successful

Match

Rejected with

error code

Failure Response

Switch Response

GP Contract

information

sent to

Customer

Consent not give, cancel switch

Consent given

SW1.33. Losing Provider – Receives additional 

notifications, e.g. unsolicited cease & Porting notices  

- No guarantee of delivery order of notifications

- No activities expected for supply chain at this point

Customer tries again

Manual Escalation Process

(Not to be used on a per switch basis)

SW1.25. Hub – Route Message

Hub logs message and routes to GP

SW1.23. Losing Provider – Confirm Acceptance or 

Rejection of Switch Order

Confirm successful receipt or Inform if unsuccessful

SW1.26. GP – Receive response to switch order

If rejected

SW1.27. GP – Resolve rejection

Including but not limited to cancelling supply 

order

Yes

SW1.0. Common Routing Error 

Scenarios 

Hub Routing errors and issues

• Customer issue to resolve if they do not 

know their current provider
• Unable to communicate with the hub

• Error code unknown

• Malformed message

• No response received from LP within SLA

• Unable to obtain or identify information 

from the supply chain. E.g circuit ID, porting 

availability etc.

• Failure sending email to the customer

• Switch reference not found

• Switch already in progress

• Switching services not found / invalid for 

switch (e.g. already ceased since switch 

requested)

• Switch reference not found

• Switch not in progress

SW1.39. Losing Provider – Notify GP switch 

complete

- send cease completion notification to Hub

GP Switching

Process Terminated

No

Switch process continues

• Service not available

• Invalid routing information

• Not authorised to send

• Service not currently available (in 

maintenance)

• Switch already in progress for this customer

SW1

SW1.29. Gaining Supply Chain – Raise number 

port order to losing voice provider

- number port process to specify an automated 

port will be sent at the time of cease, not a timed 

port

SW1.32. Gaining Supply Chain – Raise number port 

activation order to losing voice provider

- Notify losing voice provider to execute the port out

NPAR orders to execute immediate number port 

The existing number port process will be used to 

trigger an immediate number port

Receives contract summary Information

SW1.10a. Customer locates additional 

information required to perform switch

Customer obtains a copy of their bill to obtain 

key information required to switch. Account 

number and spelling of name on the bill.

Then returns to the GP and sales journey with 

the new information
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GP: 

- Requires the existing switch order to have 

already been placed with the LP

- May also have raised the provide order with 

the supply chain

GP Switching

Process Complete

LP Switching

Process Complete

Losing Supply Chain

Process Complete

Customer Switching

Process Complete

GP instructed to cancel the in flight switch order after the process has reached step SW1.20

SW1.31. Losing Provider – Receives additional 

notifications, e.g. unsolicited cease & Porting notices  

- No guarantee of delivery order of notifications

- No activities expected for supply chain at this point

SW3.1. Customer Wishes To Cancel the Switch 

- After placing the order with the GP and 

providing consent to proceed, the customer 

contacts the GP to cancel the order.

SW3.7. Hub – Route Message

Hub logs message and routes to LP

SW3.8. LP  Receives a switch order cancellation 

Request 

Identifies Switch Order Reference

Include cancelation reason code

SW3.9. Losing Supply Chain – Cancel Cease Order

- Only if cease order already raised

SW1.20. GP – Place Order

(i) confirms order and provides contract

(ii) completes order entry in their systems and 

with supplier

(iii) Notify LP via the hub with a switch order 

conveying confirmation to switch and scheduled 

date

Message content

Confirmation planned date of switch

Requires an acknowledgement of the provide 

order being accepted by the supply chain before 

notifying LP

SW3.2. GP  Cancel the provide order 

- Notify the LP of the cancellation of the switch 

via the hub

- Notify the Supply chain of the cancellation of 

the provide order

SW3.3. Gaining Supply Chain – Cancel Provide Order

- Follows existing cancel own process

SW3.4. Gaining Supply Chain – Notify Losing Provider 

of cancellation of unsolicited cease

- Follows existing cancel own process

- Notifies LP that the previously instructed cease order 

has now been cancelled.

SW3.5. LP  Receives Notification of Cancel of 

the Unsolicited Cease Order 

- LP cleans up internal cease process

SW3.10. LP  Cancel switch cease order

- Cancel order and notify GP of completion

- Notifies GP that the switch has been cancelled

SW3.11. Hub – Route Message

Hub logs message and routes to GP

SW3.12. GP – No Action

Logs for audit purposes

SW3.6. GP  Creates a switch order cancellation 

Request 

Identifies Switch Order Reference

Include cancelation reason code

Gaining Supply Chain

Process Complete

• xxx
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If not received, or prefer an alternative method of sending implications

13. LP – Send Impact of Switch Information via chosen 

communication method

(i) Includes Early Termination Charges

(ii)Loss of Service – broadband / telephony /email / television

(iii) Any other service impacts

Include gaining provider

Resending of confirmation subject to time and change to ETCs, 

service or GP

If no automated porting support, losing notice must indicate the port 

may not be possible

Receives Impact of Switch Information

SW5.1. Customer –Change to contact information and request 

resend of switching implications

In the event a customer does not receive switching implications, or 

perhaps is informed they will be sent by letter but wants them sooner, 

they can contact their LP and change their contact preferences and 

request the implications are sent to them again. If a copy of the 

printed implications are re-requested, GP can impose a lead time 

before this can be requested again

SW5.2. LP – Process request to update communication method and 

resend implications of switching.

Customer can change or add email address to their account, and / or 

request the implications are sent to them using a different method or 

destination to that previously used.

• xxx
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