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Digital Consumption: #;
Signs of Saturation

For the telecoms industry, the “Era of Enough” has
arrived. For anyone trying to sell connectivity or digital
devices, the results of Deloitte’s 2024 Digital Consumer
Trends survey make sobering reading.
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As well as being satisfied with their
broadband connections, consumers
increasingly see little need to buy new
devices. In fact, ownership levels of
almost all digital devices in the
Netherlands have now plateaued,
according to the survey results.
Ownership of smart watches, which had
been rising, seems to have now
plateaued at 34% (graph 3), while only
17% of the survey respondents plan to
purchase a smartphone next year.

While there is still some growth in
adoption of smart home devices, the
survey suggests this market is also
maturing fast. Penetration of smart TVs
rose just one percentage point to 70%
in 2024, while ownership of video
streaming devices and wireless
speakers/soundbars both went
backwards.
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In 2024, 46% of the smartphones in

use in the Netherlands are at least 4.5
years old. That reflects the fact that
smartphone hardware is only improving
incrementally, while apps will generally
run fine on older models. Some 16% of
respondents are using a second-hand
smartphone, while 12% use a second-
hand laptop.

While the rising longevity of devices is
good for the environment, it is more
likely to reflect consumers' financial
priorities, rather than a growing
enthusiasm for sustainability. In fact,
the survey found that only 17% of
respondents have some idea what their
carbon footprint is. There is also
significant cynicism among consumers,
with only 27% trusting tech companies
to be transparent when declaring their
carbon footprint.
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The one segment of the digital market
that is growing fast is generative Al
(GenAl). The number of people to have
used GenAl in the Netherlands has
increased 56% in the past year. In the
2024 survey, 42% of consumers claimed
to have used GenAl, a 15 percentage-
point increase on 2023. Yet, the survey
found 44% of GenAl adopters are
extremely infrequent users, using the
technology less than once per month.

Many stakeholders in the telecoms
industry are hoping that a combination
of Al and virtual reality (VR) and
augmented reality (AR) services will drive
growth in traffic, but the survey shows
that most consumers are still not
interested in VR. While VR headsets have
been available for a decade or so, only
6% of respondents own one - the same
proportion as in 2023 and 2022 and
down on the 7% in 2021. Among the 6%,
only 12% are using a VR headset daily. In
other words, VR is still far too niche to
move the networks' traffic needle.

Telcos need to come to terms with the
Era of Enough. Here are some high-level
implications for the telecoms industry:

+ Be prepared to offer additional
benefits to convert customers from
existing technologies to FTTH and
5G. These benefits could include
price discounts, membership and
service benefits.

» Differentiate beyond speed (e.g.
highlight network reliability and
membership benefits) to retain
customers. Given many consumers
don't seems to be interested in
throughput speed, telcos could
focus on ensuring their customers
can always get a connection.

* Pace capital expenditure
appropriately: In the near-term, at
least, devices and applications will
not drive the need for better
connectivity as they have done in
the past.

In a subsequent publication, we will dive
deeper into the implications for the
telecoms industry.
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For all insights,
download the
full report here

This year's report features a country comparison
with Italy, the United Kingdom, Belgium, Sweden,
Denmark, and Norway.
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