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We thought it would be nice to tell you a little bit more about giffgaff. The company.
The brand. The mobile network run by you. At the heart of it, we believe in something
simple: ‘A better way to do mobile'. It's a belief that gets us up in the morning ready

to challenge the old way of doing things. We're not going to shout and stamp our feet,
because with our members, we don't need to. We're just getting on with it.

We are the David amongst Goliaths in mobile-land. Big mobile networks like things their way.
They tell you what handset you can have and how long you can keep it — all at a cost that
suits them. They’'ve had it too good for too long and that’'s where we come in. We believe we
are a better way of doing things and our ambition is endless. Hence the name ‘giffgaff’, which
is ye olde Scottish for mutual giving. That pretty much sums us up. So there it is — that's us.
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When was the last time you ordered food in a restaurant and had

to wait an eternity for it to turn up? While you wait, your tummy starts

to grumble and you begin thinking: ‘It can’t be this hard to run this
restaurant. | could run it better’. And that’s exactly how we feel

about mobile. We can do it better. Because giffgaff is made up of
people who believe in a mutual and collaborative way to run a business.

In 2008, a super-smart man called Gav Thompson came up with an
idea that mobile could be done differently. In fact, better. Maybe a
mobile network could be run without the old traditions like call centres
and glossy shops. Maybe the savings could be passed on in the form
of super-competitive prices. Maybe someone could get rid of all that
bamboozling techy talk that confuses folks. Maybe it could be powered
by the people and have members, not customers, who would be
rewarded for lending a hand in running things.

In fact, that idea of mutual exchange — you do something for me
and I'll do something for you — has been at the heart of giffgaff
from day one. It's what makes us the mobile network run by you.
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This is the page that Gav wrote his original notes on while at a Web 2.0

conference in sunny California. WLI, oA
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Written in the Summer of 2009 our original manifesto sums up all our good intentions.

Typical - Just as the caring, sharing attitude of the 90s exited the swing-doors of the
millennium, in came the mass-market mobile phone network on the other side. So we
never really got to see how the two of them would hit it off together. (You're probably
anticipating an ‘Until now... line. Here it is.)

Until now...

We're giffgaff, a David amongst Goliaths in Mobile-land. We may be sort-of-small but
we're big on that caring, sharing thing. We believe in community; in people; In the
person but specifically, that the power should rest with them.

Now, if that makes you think we're a bunch of do-gooders... good. It beats the opposite,
doesn't it? In fact, we're the opposite in many respects. It's a stubborn trait that all
revolutionaries have. You can be sure that if all the huge corporate mobile networks
teamed up and started an anti-spongecake movement, we'd be hoisting that
pro-spongecake flag quicker than you could say ‘Just a thin slice, please’.

Anyway, we veered off topic. Cakes do that to a person. giffgaff is an ancient Scottish
word that means ‘'mutual giving'. That pretty much sums us up. We believe in listening
to our members. Involving them. Being run by them. Rewarding them with money.

The idea is that if we all work together, we can really go places, not least to that Utopian
place called Cheapersimplerfairercommunicating. (Hey, don't stamp on our dream:
there is such a place.)

giffgaffers can help each other by answering one another's questions. They can recruit new
people to the cause. They can come up with new ideas that improve the way we're run. They
can suggest worthy causes for us to plough our money into.

Our time has come, no? Haven't the big networks become a little too faceless with their massive
call centres, their glossy TV ads, their high street shops full of shiny-suited salesmen, their endless
phone "deals” and their long contracts so indecipherable you sense the penmanship of Dan Brown?

Now, don't get us wrong. We're not necessarily anti-them. We wouldn't all be texting each other
a squillion times a day if it wasn't for them. It's just that, surely there's room for a small one on top?
One that's less, er, big.. and more, er, people-y.

Come along and find out what our members think of us. Get the warts'n'all account on our website.
You'll find the occasional grumble amongst the glowing tributes. And we're fine with that. It gives us
clear direction on where our members think we have to make improvements.

We think we might be onto something. If you think we might be too, then please give us a trial run
(and unlike Hotel Californig, if we aren't being true to our word, you can always leave) and join the
community that believes there is a better way to do mobile.
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As you will have gathered by now, our members are at the heart of everything we do. They are
the chutney to our cheese, the Sonic to our Tails - and we currently have 3.7 million members
making up our base.

Here are some lovely stories about these people, and how they have helped to shape
he giffgaff business.

Darren became the first member to spend one million minutes on our online community since
we launched. He has contributed more than 25,000 times to our community and solved tens of
thousands of our members’ issues. Top job, Darren.

Green69 is a legend. He created some key websites for us, most notably micrograff and nanogaff
which were used to order and send out SIM cards that we didn't have. He also built the original
members’ platform, which hosts all member-created content for us. Nice one.

After a data outage in 2018 our brilliant members voted to donate nearly £400,000 of their refund
money to Crisis at Christmas, helping to provide food and shelter to rough sleepers.

In fact we love our members so much, they now feature in all our adverts.

Bluemoonbaz really got the ball rolling for us, by telling the world what being a giffgaff member
means to him and why he’s stuck with giffgaff for over 10 years. We loved his story so much, that
he’s even the voice of our giffgaff voicemail. Nice one, Baz.
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Over at
the gaff

As well as raising money for the Covid crisis with our members, giffgaffers also supported other
causes close to our hearts.

From riding skateboards, to collecting conkers - our Move Money Mention efforts raised a whopping
£7,115.50 for Cancer Research UK. A special mention goes to our Head of Media & eCommerce Performance
Mark Vardy, who rode his bike for 24hours straight -a true giffgaff legend.

Our Christmas Toy Drive helped us deliver toys to over 60 families in need in the Uxbridge area in 2020.

And we still managed to celebrate our 11th birthday, albeit remotely, with an online comedy night.




After starting with our 14 brave giffgaff pioneers, the giffgaff crew has now grown to a whopping 183.
And having seen that working from home could work brilliantly, we now let giffgaffers choose where
they want to be. So now we have people calling in from Plymouth to Leeds as well as in the gaff in Uxbridge.

We are a happy bunch at the gaff - and we work with Gallup using their Q12 engagement survey to help us
understand how giffgaffers are feeling and where we can make improvements on the way we work. Our score

in 2020 was a whopping 4.19 out of 5. We are very proud that we were able to navigate a tricky year without

the need to make any redundancies. Plus all our giffstaffers achieved their bonus targets, plus an extra one on top.

In a typical week you'll find giffgaffers enjoying a free breakfast at the gaff, logging on for virtual HIIT and online yoga,
or meeting up for a kickabout.

And when times get tough we have our Mental Health First Aiders on hand to lend some support.
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