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The following report is based upon research conducted by Millward Brown Lansdowne
among a nationally representative sample of adults aged 15 to 74 throughout the
Republic of Ireland.

In total 1,006 adults were interviewed.

The survey asked consumers about their awareness and usage of ICT services. The
survey was conducted via face to face in-home interviewing, between 12th May and the
9th June 2009.

Interlocking quotas were set on gender and age and non interlocking quotas set on region
and social class.

Data has been weighted in order to reflect the demographic profile of the adult population
in the Republic of Ireland, based on the most recent data available from the CSO.

Where possible, comparisons with previous research have been included.

Millward Brown Lansdowne also conducted analysis on all respondents to segment them
based on their usage and attitudes to technology. This is to update the first segmentation
study conducted in Q22008.

& Millward WWW.comreg.ie
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The accuracy of this survey is estimated to be +/- 3%.

A “*"in the data indicates that less than 1% of respondents gave that response and a “-”
indicates that no one selected that response.

Social Class definitions, as referred to in this report are largely as follows:
- ABs are professionals

- Cls are white collar workers

- C2s are blue collar workers

- Ds are unskilled workers

- Es are those relying on State assistance

- Fs are those in the farming community

& MillwardBrow WWW.comreg.ie
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Homemaker Munster

Employed

] Other (incl. Retired, Dublin Conn/

Unemployed Ulster
Refused ployed) Base: All Adults 15-74
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= Millward Brown Lansdowne conducted analysis on all respondents to
segment them based on their usage and attitudes to technology.

= A range of different questions were used including general attitudes to
new technologies, mobile phone ownership, fixed line ownership, home
PC ownership, Internet usage and home Internet access.

= Four distinct segments were identified.

& MillwardBrow WWW.comreg.ie
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Ireland’s Technology Segments e ans Reguiaton

(28%) WYX NENE
Tech Rejecters

(9%

Tech Enthusiasts

(33%)

(30%)

Tech Savvy

@ MillwardBrown () bracketed figures denote segment sizes in Q208 WWW.comreg.ie
Lansdowne
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The tech savvy are predominately a young segment with 7

" 70% aged under 35 and 25% currently in 34 or 2" |evel General Attitudes to Technology

s education. They are very comfortable with new Scale (1-5, 1 strongly disagree, 5 strongly agree)

' technologies, preferring to be the first to use new ’ ’
technologies, and are likely to be important influencers of Segment vs. Total
others choices - be it parents or less technologically | 1 ike to be the first to use new Average Population
astute peers. There is quite a strong male bias, as well as | technologies 4.1 2.8
a bias in favour of the C1 socio-economic grouping. . . .

New technologies make my life easier 4.5 3.8

I just don’t understand computers and

Socio- Demographics new technologies 1.5

I need to learn more about computers
Gender Age and new technologies 2.9

1524 [N 39% People look to me for advice about
Male Under 35 new technologies

25-34 [N 1%
56%

3544 [ 18%
Technology Usage
45-59 [ 10%

Segment vs. Total
Social Class wor Mo Average Population
Home phone ownership 46% 67%

35%
Employment Status Mobile ownership 100% 94%

Working

Mobile Internet usage 57% 19%
Student

Internet usage 95% 66%
Homemaker

Home Internet Connection 84% 67%
Other

& MiliwardBrown WWW.comreg.ie
Lansdowne
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Tech Enthusiasts

The majority of the group are employed (66%), and
there is a slight female bias (53%). High fixed line and
mobile phone usage is typical of this group, as well as
demonstrating the highest incidence of home Internet
connections. A large proportion of this group (62%)
are over 35, and they have interest in and
appreciation for technology, but feel they could learn
more. The members of this group fall predominantly
into the C1 socio-economic grouping.

Socio- Demographics

Gender

\EIE]
47%

Social Class

29%

Age
1524 | 18%

25-34 [ 20

3544 [N 2%

4550 I 25
60+ I 11%

Under 35

Over 35

Employment Status

Working
Student
Homemaker

Other

Commission for

Communications Regulation

General Attitudes to Technology

Scale (1-5, 1 strongly disagree, 5 strongly agree)

vs. Total
Population

2.8

Segment
Average

2.8

I like to be the first to use new
technologies
4.0

New technologies make my life easier 3.8

I just don’t understand computers and
new technologies

I need to learn more about computers
and new technologies

People look to me for advice about

new technologies 1.9 2.3

Technology Usage

vs. Total
Population

Segment
Average

Home phone ownership 90% 67%

Mobile ownership 100% 949%

Mobile Internet usage 5% 19%

Internet usage 829% 66%

Home Internet Connection 97% 67%

" o »
& MillwardBrown

Lansdowne
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The main distinguishing feature of this segment is the high .

level of mobile phone use compared to other technologies. General Attitudes to TeChnOIOQV
Fixed line phone ownership is well below the national
average. Mobile Converts have embraced mobile phones [Scale(1-5, 1 strongly disagree, 5 strongly agree)

almost to the exclusion of other ICTs. Many claim not to Segment P“’)s'Jg:i""o'n
understand new technologies and feel they need to 1€arN |1 jike to be the first to use new Average  Fop
more. They are also below the national average in terms of | technologies 1.8 2.8

how they value new technologies in making their life
easier. New technologies make my life easier 3.0 3.8

I just don’t understand computers and

Socio- Demographics new technologies

Gender Under 35 Age I need to learn more about computers
and new technologies
15-24 [ 2%

Male People look to me for advice about

25-34 [N 18% new technologies
3544 [N 15
Technology Usage
4550 | 26%
Segment Vvs. Total
6o+ | 29% Average Population

Home phone ownership 47% 67%

47%

Social Class

Employment Status
ploy Mobile ownership 100% 94%

Working
Mobile Internet usage 4% 19%
Student 3%
Internet usage 15% 66%
Homemaker
Home Internet Connection 4% 67%
Other

& MiliwardBrown WWw.comreg.ie
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The majority (61%) of this group are over the age of
60, and a high percentage are retired (26%). They have
very high home phone ownership (84%) and do not use
mobile phones much. Many admit to not understanding
new technologies, and show less than average interest Segment  vs. Total
in learning more about them. Their use of the Internet is I like to be the first to use new Average  Population
very low. This group is more likely to fall into the DE technologies 1.6 2.8

socio-economic grouping.

Scale (1-5, 1 strongly disagree, 5 strongly agree)

New technologies make my life
easier 2.4 3.8

I just don’t understand
computers and new technologies 3.8 2.6

Gender
I need to learn more about

1524 | 2% computers and new technologies 2.7 3.3

Under 35
People look to me for advice

25-34 10% .
I 10% about new technologies

35-44 [l 5%

4559 [ 23%
co+ [N 510 Segment  vs. Total
Population

Average

Social Class

Employment Status Home phone ownership 84% 67%
Working 35% Mobile ownership 0% 94%
Student 0% Mobile Internet usage 0% 19%

Homemaker Internet usage 22% 66%

Other Home Internet Connection 29% 67%

& MillwardBrow: WWW.comreg.ie
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CONTINUED INCREASE IN MOBILE PHONE
PENETRATION, WITH FIXED LINE REMAINING STEADY

Q. Do you have a residential fixed line phone in your home?
Q. Do you personally own a mobile phone?

100%

P ‘.,?/.

Commission for
Communications Regulation
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90% 3 g

80%
70%
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50%
40%
30%
20%
10%
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32% of Irish Adults rely on mobile phones only.

*INote: From Q4'07 data is not rolling data, due to gap in research in 2007
? Millward

Lansdowne
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Mobile Phone Usage Influences
Landline Decline

Q. What is your main reason for not having a fixed line telephone in your home?

Q208 Q209
% %
Have a mobile phone |
which you use instead \@

Fixed line call costs are too high I8

Cost of connection and
line rental is too high S

Plan to get a fixed line |2

Still waiting for installation/
connection

Easy access elsewhere e.g. payphone
nearby, access to phone at work |1

Use of VoIP services -

Other !5

Don’t know |2

G ) Millward Base: Those Who Do Not Have A Fixed Line (n=334)

Lansdowne

p ‘.,?/.

Commission for
Communications Regulation

e Qver seven in ten

without a fixed line say
that they have a mobile
phone which they use
instead. This is down
from eight in ten a year
ago.

Having a mobile phone
is more likely to be cited
as a reason for not
having a fixed line by
18-24 year olds (78%),
those who own their
homes (75%), and also
those with home
Internet access (77%).
It is also higher among
those living in Dublin
(79%) and Munster
(81%).

Perception of high fixed
line costs is a more
prominent reason for not
having a fixed line
(13%) than a year ago.

Www.comreg.ie
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Almost 8 In 10 Have Eircom As
Their Fixed Line Supplier

Commission for
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Q. Which, if any, of the following companies do you use for your residential phone service?

4'07 2'08 Q4'08 2'09
Q % Q % %o Q %o

Eircom 78 77 79

Perlico 7 6 6

BT Ireland (formerl e Eircom’s residential share
Esat BT has dropped slightly since
the previous survey in

Imagine Group# 2008.

Chorus/UPC e ABs (36%) and those
living in Dublin (27%) are
more likely to use a
supplier other than
eircom; as well as those
Smart with home Internet access
(25%), and those who
IFA work in the home (26%)

Talk Talk/Tele2

Other*

Don’t know . .
Base: All Who Have Fixed Landline (n=672)

G Millward # Response Includes Gaelic, Cinergi and Access. Www.comreg.ie
Lansdowne *Answers under 1% included in Other
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Historical View Of Eircom’s H,,J
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Q205 Q305 Q405 Q106 Q206 Q306 Q406 Q107 Q407* Q208 Q4'08 Q2'09

This chart plots Eircom’s market share from research conducted in the residential market since
2005.

According to these figures, Eircom’s market share in the residential market has fallen 5% since Q1
2007.

At its highest, Eircom’s market share stood at 86% in Q2 2006.

) MillwardBrow: Www.comreg.ie
Lansdowne
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About a third of users have ever switched xf4§
Fixed Line Provider

Q. Have you ever switched your fixed line home phone supplier? Yes %

Mobile Converts 249
Ever Switched Ever Switched Tech Enthusiast 370
Q2'09 ec usiasts o

% Tech Savvy 39%

YES - Higher Among
Have switched ISP

in last 12 months: 80%
ABs: 46%
Age 50-64: 43%
Have ever switched

mobile 40%

e Compared to the
same quarter last
year (36%) the
percentage of fixed
line users (34%) who
claim to have ever
switched fixed line
provider remains
relatively unchanged.

Don’t Don't Q209 % ever switched
knog know Mobile 32%

e: All Who Have F|xed Line (n=689) Base: All Who Have Fixed Line (n=672)
? MillwardBrown

Lansdowne

Www.comreg.ie



http://www.comreg.ie/

Recent Switching Activity Among Fixed Line User§sy &t s
VA

Q. Have you switched your fixed line home phone supplier in the past twelve months?

Q209 % switched last 12 months

Mobile 30% Eall switchers)
Internet Service Provider 10% (all users)

2 '06X Q2 '08X Q209
Switched in Switched in Switched in
last 12 months last 12 months last 12 months
% % %

15 Yes 14 Yes
36

Don’t
know

e Of those customers who have ever switched their fixed line ﬁhone, over a third (36%) switched in the
last 12 months. At an overall level, about 12% of those with a fixed line have switched operator in the
last 12 months. This is lower than in previous quarters.

Base: All Who Have switched (n=231)

G ”» MillwardBro Q4 06 and Q2 08, Don’t know figures removed WWw.comreg.ie
~ Lansdowne X Note: Previously asked of all with fixed line
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Q. Was the process of switching fixed line home phone provider...
For what reason/s was the switching process difficult?

Number of
Respondents

Delay in
switching process
Very easy

Difficulties accessing
reference numbers
required for switching

Difficulty terminating service
with original provider

Other

Quite easy

Don’t know
_ Neither
Quite difficult
Very dfficult
Don’t know

Mean score

Base: All Who ever switched (n=231) Base: All Who experienced difficulties switching (n=8%*%*)

** Caution very small base

& MillwardBrow WWW.comreg.ie
Lansdowne
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High Percentage Of Users Switching Back ‘“’4;? Comonicstions Regulation

Q. Have you switched back to your previous fixed line home supplier since the initial switch?

Q209 % switched back

Mobile 10%
Switched Back Switched back
Q2'09
%o

e There were marginally
YES - Higher Among i i

ComUleter B0 fewer fixed line users who
C2DEs 24% switched back to their
original supplier in Q2 ‘09

than one year ago.

Previous qualitative and
quantitative research
conducted for ComReg
suggests that after
switching to a new service
provider, experiences of
poor service quality, and
expectations not being met
resulted in a high

Don't percentage of consumers

know 14 switching back to their

Don't original provider.
know -

*caution small base size

& MillwardBrown Base: All Who Have Ever Switched (n=231) www.comreg.ie

Lansdowne
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Reasons For Switching Back To
Original Provider

Q. Why did you switch back to your original fixed line home phone provider?
Q. How long after you terminated your contract with your original home phone provider, and moved
to a new home phone provider, were you contacted by your original provider with a better offer?

Commission for

1 br{
_‘s L Communications Regulation
N\

Length of time before
Contact

Number of
responses

Contacted by previous
provider with better offer

Less than one month 1

Received better customer

service from previous provider Between 1 and 6 months

Quality of calls was better

with previous provider Between 6 and 12 months

Savings with new provider

did not meet expectations More than 12 months

Difficulty getting faults

repaired with new provide Don’t know

Other

Don’t know

Base: All who switched back to original supplier (n = 82) Base: All who switched back because of contact (n =17** )

& Millward WWW.comreg.ie

*caution very small base size
Lansdowne
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The Switching Process

Q. When you switched your fixed line provider, did you...
Q. When switching fixed line provider would you prefer...

Switching
Process
Experienced
%

Cancel your service with
your original supplier 26 To complete the switching
before moving to new process yourself

provider

Expect your new
service provider to The service provider to complete
complete the switching the switching process for you

process for you

Don’t know I 13 Don’t know

The expectation among most consumers who are switching supplier is that the
provider will complete the process (61%) on their behalf.

B bﬁ
““‘-:""’< Commission for
/"t) L Communications Regulation

Switching
Process
Preferred
%

1

new service

Over a quarter of switchers (26%) cancelled their service with their original supplier before moving
to a new provider. This is higher among C2DEs (32%), and those who have switched their line

provider in the last 12 months (35%).

There is a clear preference for the service provider to complete the switching process on behalf of

the customer with over seven in ten (71%), preferring this option.

) MillwardBrowi Base: All who switched (n=231)
Lansdowne

Www.comreg.ie
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Average Bi-monthly Fixed Line Spend-€95.24 :“rgL Commantcstions Regulation

Q. How much, approximately, was your last bi-monthly telephone bill from
your telephone service provider(s) including VAT?

The average spend on fixed line bi-
monthly telephone bill was €95.24.
This has decreased this quarter, and
is down %6.03 frcr)ﬁn Q2 ’0d6 when
average bi-monthly spend was

Up to €40 €101.39, yoP

Theldeclijneb in spend could b?] partly

; - €41 - €59 explained by an increase in the

Historical Average number of consumers “bundling”
Spend their homec,:)hone service with other

NG - services. Additionally, this decline
Q206 - €101.39 €60 - €79 could be impacted by consumers

Q306 - €103.57 trying to limit their expenditure by
Q406 - €99.61 making fewer calls.

’ €80 - €100
Q107 - €97.20 One in ten said that they spent UB
Q2’08 - €95.36 to €40, and about the same number

Q4’08 - €96.07 €101 - €150 (11%) said that they spent €151+

Those with a higher than average
spend tended to be ABs (€106.60),
€151+ those living in Connacht/Ulster
(€100.24), and those with home
Internet access (€101.72).

Don’t know
not stateé - 14 Those with a narrowband Internet
connection, also reported a higher

Mean €95.24 than average fixed line bill at
€118.48.

& MillwardBrow Base: All Who Have Fixed Line (n=672) WWW.comreg.ie
Lansdowne
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3 In 4 Satisfied with Resolution of Bill Query :‘é@ Cmammcssons Regulation

Q. Have you ever contacted your home phone provider with a query regarding your home phone bill?
Q. How satisfied were you with the response from your operator with regard to your billing query?

Contacted Satisfied with
Operator Response e Fewer than three in ten
Q2'08 Q2'09 Q2'08# Q2'09 people contacted their
% % % % operator with a query about
their home phone bill, slightly
down from last year. Those
Very who contacted their operator
28 satisfied were more likely to be ABC1s
(32%), Dublin residents
(35%) and those who are
employed (32%). Fixed line
users who have ever switched
operator (37%) are also more
likely to have contacted their

Quite provider about a bill query.
satisfied

About three quarters of those
who contacted their operator
with a query were satisfied
with the response they
: received. Those in Dublin
Neither (84%), and fixed line users
Quite who have not changed
dissatigied provider (80%) were more

ery . - -
dissatisfied likely to be satisfied.

Base: All Who Have Fixed Line (n=672) Base: All Who Contacted Operator (n=198)
& MillwardBrown

Lansdowne

# not directly comparable WWWw.comreg.ie
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Satisfaction With Customer Service: Fixed Line B e ——

Q. How satisfied are you with the standard of customer
service provided by your fixed line home phone provider?

Q209 %o Satisfied

Mobile 91%
Internet Service Provider 82% e There is a very high level of
satisfaction with the
standard of providers
customer service, with well
over eight in ten fixed line
users (84%) saying they
are satisfied.

%

Very satisfied

e Satisfaction is higher among
fixed line users in the DE
social class (90%),

Quite satisfied homemakers (91%) and

also among those who rent

(87%).

e Additionally, those who use
a provider other then
Quite dissatisfied eircqm for their f_ixed Iir_1e
Very dissatisfied services also register higher
Don’t know 4 satisfaction (89%).

Neither

Mean score

& Millward Base: All who have fixed line (n=672) Www.comreg.ie
Lansdowne
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Minimum Contract Period: Fixed Line ) Sommision ot Reguiation

Does your contract for your fixed line home phone with your service provider have a minimum contract period?
Are you aware of the terms and conditions relating to early termination of your contract for your fixed line home phone?

Awareness of e There is low awareness of whether

Minimum Terms & Conditions there is a minimum contract length
cont_ragt Relating to early associated with fixed line home
PEIS termination providers. A quarter of fixed line
/o /o i
users say they don’t know whether
or not there is a minimum contract

period on their fixed line contract.

Those who say there is no minimum
contract length tend to fall into the
60-64 (64%) or 65+ (66%) age
brackets, as well as those in the F
social grouping (68%)

Homemakers (63%), Eircom
customers (62%) and those fixed
line users who have never switched
operator (62%) also more likely to
say there is no minimum contact
length.

No Just under one in five (18%) says
Don’t know @ 30 (18%) say

that there is a minimum contract
period on their home phone service.
Don’t know - Over two thirds of this group (68%)
claim to be aware of the terms and
Base: All who have fixed line (n=672) Base: All aware of minimum conditions relating to early
contract period (n=131) termination of the contract.
& MillwardBrown WWW.comreg.ie
Lansdowne
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Trends in Mobile Phone Ownership QW Eomimitons Regatio
- ”\\

Q. Do you personally own a mobile phone?

100%
90%
80%
70%
60%
50%
40% A
30%
20%

10%
*Note: From Q4'07 Data is not rolling data, due to gap in research in 2007

O% T T T T T T T T T T T T T T T T T T T T T T
Q O O S N N NV A 4L O DH DY O X % 03 > H O OO O © o O
Q Q Q Q” Q Q Q Q¥ Q Q7 QO Q Q Q" Q Q Q7 Q Q Q°
ch}/oor'b OO?‘ OO'?OO(]/OO‘-’b OO?‘ 0&0&0&0&0& OO?‘ OO'?OO"]/OCi’b OO?‘ OO'}'OO{}/OO(? OO?‘ 0&0&0&0 QO
> b b\ h h b > b\ b\ h > h b\ b\ b h b b b\ b\ h h; h; b\ b\ b

N

® 0 0 0 @ 0 0 @ © 0 @ @® @ @ © @ @ © @ ¢ © ¢ &

e Mobile phone Ownership is nearly universal, although levels of ownership continue to remain
lower among certain groups most notably those aged 65-74 (75%) and those in the F social
grouping (83%).

e Additionally, those who do not have Internet access at home or a home PC/laptop are also less
likely to have a mobile phone (87% and 85% respectively).

Millward Www.comreg.ie
Lansdowne
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Slight decrease in Pre-Pay Customers B e ——

Q.

Is your current mobile phone service one where you...

%

90 A
80 A
70 A
60 -
50 A
40 -
30 A
20 A

10 -

21
—=— — — — * pPost-pay

0

*Both

"
T x

Q4'07 ' Q2'09

e Nearly 8 in 10 mobile phone customers use a pre-pay mobile phone. Prepay use is higher among
females (83%) and younger people 15-17 (96%%*), as well as those in the DE social group (88%).

e Students (92%) and Meteor Customers (87%) are also more likely to be pre-pay customers.

e Those who rent (89%), have no home Internet access (85%) and who are mobile-only customers
(81%) are also higher users of pre-pay options.

& Millward

Lansdowne

* Caution small base size .
Base: All Mobile Phone Users (n=940) Www.comreqg.ie
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Average Monthly Mobile Spend - €40.68 “:“:‘51:\[ S ans Rogulation

Q. Approximately how much do you spend per month
topping up your mobile phone or on your mobile monthly bill?

%
Average Mobile spend continues to
Up to €20 decrease. This could suggest that
customers are availing of more
competition and better deals, or more
recently, because they are cutting back
on use to save money.

Historical Average €21 - €35
Spend
Q1’06 - €54.59
Q2’06 - €57.62 €36 - €49 Monthly spend is higher among males

Q306 - €54.38 (€43.52), 25-34 year olds and 35-49
Q4’06 - €55.91 €50 - €69 year olds (€46.49 and €47.39

Q1’07 - €53.10 respectively)

Q2’08 - €45.64
Q4'08 - €41.64 €70 - €99 ABs spend on average €55.61 a month,
compared to €34.47 a month among DEs
and €35.94 a month among the farming
€100+ community.

Those with a monthly subscription spend
Don’t know/Not stated over twice as much as Pre-Pay customers

(€76.69 v €30.85).

Mean €40.68 _ _
Those who have not switched mobile
provider in the last 12 months have a
higher monthly spend than those who
have switched (€49.08 v €38.93).

Base: All Mobile Phone Users (n=947)

& Millward WWW.comreg.ie
Lansdowne
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Q. Who is your mobile phone supplier(s)? e Vodafone's share remained
constant this wave, while O2’'s
market share increased
slightly. Meteor has seen a

Pre-Pay and Post-Pay Split by Provider # drop in its market share for

Vodafone Post-Pay: 20% 02 Post-Pay: 27Y% Meteor Post-Pay: 13 % the first time in over 2 years.
= H (o] - H o - H o ; . .
Vodafone Pre-Pay: 79% 02 Pre-Pay: 70% Meteor Pre-Pay: 87% 3's share remains relatively

stable.
%o

Meteor’s core market remains
those aged under 24 (39%),
while those in the 65+ age

80 - bracket are more likely to be
Vodafone customers (53%).
70 1 02’s market share is more

60 - evenly spread among those
aged 25 and over, and is

50 lower among younger age

40 - groups.

90 A —e— Vodafone Meteor - - =02

30 From a regional perspective
Meteor’s market share is
20 1 higher in Dublin and the Rest
10 4 of Leinster (29% and 30%
respectively), while both
Vodafone and O2 record
Q1'06 Q206 Q306 Q406 Q107 Q407 Q208 Q4'08 Q209 highest market share in
Conn/Ulster (46% and 39%
respectively)

0

In Q2’08 Tesco Mobile’s market share was found to be less than 1%

6 Millward Base: All Mobile Phone Users (n=947) Www.comreg.ie
Lansdowne # Don’t knows account for balance
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Communications Regulation

Incidence Of Ever Having Switched HQ? Cormision o

Q. Have you ever switched your mobile phone provider?

Yes %

Q209 % ever switched

Fixed

34%

No - Higher Amon
65 - 74 9 9
Fs

50-64

Homemaker
Conn/Ulster

& MillwardB:

Lansdowne

Mobile Converts 18%
Tech Enthusiasts 30%

Tech Savvy 47%o

Yes - Higher Among
Students 549%
15-17 50%*
18-24 48%
Cls 39%
Renters 38%
Rest of Leinster 37%
Home Internet access 36%
Mobile phone only 37%
Post Pay 36%

e About a third of mobile phone
customers (32%), have ever
switched mobile phone provider.

*Caution small base .
All Mobile Phone users(n=947) www.comreqg.ie
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3 in 10 mobile phone switchers have switched g

in the last 12 months

Q.

Have you switched mobile operator in the past twelve months?

& MillwardBrown

Lansdowne

Q209 % Switched last 12 months

Fixed 36% éall switchers)
Internet Service Provider 10% (all users)

2'08# 2'09#
Q %o Q %o

11

Don’t
know

#Q2 08 All mobile Phone Users
Q2 '09 All who ever switched

Base: All Mobile Phone users who have switched (n=309)

L
< é Commission for
’Q b Communications Regulation

Yes %

].\ /

Mobile Converts 249/ %

Tech Enthusiasts 26%

35%

e Three in ten of those who
have switched mobile
provider have done so in the
last 12 months. At an overall
level 10% of mobile users
have switched within this time
frame.

Tech Savvy

e This is slightly higher among
females (33%), and although
from a small base those in
the youngest age group (15-
17) (45%%*) also have a
higher propensity to have
switched in the last 12
months.

Cl1s (37%) and those who are
unemployed or retired
(43%*) are also more likely
to have switched in the last

year. :
www.comreg.ie

*Caution small base
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Switching Back To Original Supplier r{'gﬂ

4 ]
Communications Regulation

Q. Have you switched back to your original mobile phone provider since you switched initially?

Q209 % Switched back

Fixed 37% e Only onein ten (10%)
mobile phone switchers have
switched back to their
original provider; a much
lower level then is seen in
the fixed line market where
this figure is over a third
(37%).

e Those mobile phone
switchers aged 25-34(19%),
those living in the Rest of

Yes Leinster (15%), as well as
Vodafone (16%) and O2
(15%) customers were more
Don’t know likely to have switched back.
In addition those who have
switched in the last year are

more likely to have switched
back (15%).

s MillwardBrowr Base: All who switched Mobile Phone provider (n=309) WWW.EGI’TLFEQ.IE
Lansdowne *Caution small base



http://www.comreg.ie/

Awareness & Usage Of M-payments

Q. Are you aware you can make an m-payment over your mobile phone?
Q. Have you made an m-payment in the last 12 months?

A Mobile payment (m-payment) is a point-of-sale payment made through a mobile device, such
as a cellular telephone, a smartphone, or a personal digital assistant (PDA). Using m-payment,
a person with a wireless device could pay for items in a store or settle a restaurant bill without
interacting with any staff member.

Awareness Use
% %

There is low awareness  Y€S 14
of m-payments among
mobile phone users,
with only 16% saying
they are aware of
these.

This is higher among

those aged 15-24

(20%), and also NoO
among those who have
switched mobile, fixed

or Internet provider in

the last 12 months

(23%, 25% and 32%
respectively)

Don’t know yi)
Base: All Mobile Phone Users (n=947)
& Millward

Lansdowne

XL

Commission for

; “f('
’“Q) L Communications Regulation

Awareness %

Mobile Converts 129%

Tech Enthusiasts 149%

Tech Savvy 22%

e Of those aware of m-
payments, only 14%
claim to have made
one in the last 12
months.

This is higher among
ABC1s (18%) and
people living in Dublin
(47%*).

*Caution small base size

All aware of M-Payment%“({{':“,a,5(%I,,r_lr_EEl ie
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Commission for
Communications Regulation

Queries On Mobile Phone Bills made by about 4 ¢ D
in 10 )

Q. Have you ever contacted your operator with a query regarding your mobile phone bill?
Q. How satisfied were you with the response from your operator with regard to your billing query?

Contacted operator Satisfaction - )
about bill with Response Almqst four in ten post-pay
mobile users have ever

Q2'08 Q2'09 Q2'08 Q2'09 contacted their provider
% % % % _ about their mobile phone
bill, up from about a third
who said they had in Q2
L ‘08.
Very satisfied [e]0]
Just over 9 in 10 post-pay
respondents were satisfied
with the response they
received when they
contacted their operator
regarding a billing query -
this is up from 8 in 10 last
Quite satisfied [F sy year.

Respondents who contacted
their mobile provider appear
to be more satisfied with
the response received than
Neither respondents who contacted
their fixed line provider

' Quite dissatisfied 6 | . o o
Don’t 91% v 75%).
know n [ 3 | Very dissatisfied 51. ( 0 0)

Mean score 3,99 4.12

Ba e All Post Pay Moblle Phone Users (n=211) Base: Post Pay Users Who Contacted Operator (n=82)
? MillwardBrown Www.comreg.ie

Lansdowne
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\

Minimum Contract Period: Mobile Phone ~ 4? e s Regasation

Q. Does your contract with your mobile phone service provider have a minimum contract period?
Q. Are you aware of the terms and conditions relating to early termination of your contract with
your mobile phone service provider?

i Awareness of
l‘gl(;‘ll:?:;lgg Terms & Conditions
Relating to early

period termination
/o %

e Over half opost-pay
users claim to be aware
of @ minimum contract
period in relation to their
mobile phone contract.

Over 7 in 10 (73%) of
those aware of a
minimum contract period
also say that they are
aware of the terms and
conditions relating to
early termination of their
mobile phone contract,
rising to 81% among
those who ever switched

mobile phone provider.
Don’t know

Don’t know

& MillwardBrown Base: All post pay Mobile Phone Users (n=211) Www.comreg.ie
Lansdowne
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Awareness Of Roaming Price Cap ~ Cmreaereesons Regulation
AN
Q. Are you aware that the charge for making and receiving voice calls while roaming in the EU are capped?

) All Mobile All Mobile
All Mobile Phone phone e Half of all mobile phone

Roamers Users users users claim to be aware

ongS# Q402,8# Q%/:)Q of the voice call price cap

on making and receiving
calls whole roaming in
the EU. This is up from
37% at the end of
2008+#.

Mobile phone users in the
65-74 age bracket
(62%), in the F social
group (62%), as well as
those living in the Rest of
Leinster (54%) or
Connaght/Ulster (56%)
were more likely to say
they were not aware of
the price cap.

Lack of awareness was
especially high among
the mobile convert

Er?gx Egonvg Eﬁcr)‘vg D — segment (69%).

#Note previous questions wording slightly different: Are you aware that charges for making and receiving calls on your mobile
while elsewhere in the European Union were capped in the last year as a result of new EU Regulations?

& MillwardBrown Base: All Mobile Phone Users (n =947 ) www.comreg.ie
Lansdowne
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Satisfaction With Customer Service: Mobile

Communications Regulation

\J
_-~.“‘~‘<E Commission for

Q. How satisfied are you with the standard of customer service provided by your mobile phone provider?

Q209 % Satisfied

Fixed 84%
Internet Service Provider 82%

Very satisfied

Quite satisfied

Neither

Quite dissatisfied
Very dissatisfied
Don’t know

Mean score

& Millward Base: All Mobile Phone Users (n=947)
Lansdowne

e Mobile phone users

register near universal
satisfaction with the
standard of customer
service provided to
them by their mobile
provider.

Satisfaction with
customer service
provided by mobile
providers is higher than
for fixed or ISP
providers (84% and
82% respectively).

Www.comreg.ie
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Mobile Internet Usage

\ /
‘-H-.Q Commission for
"‘ Communications Regulation

Q. In the last year have you ever accessed the Internet on your mobile phone?

Q2'08 Q2'09

% %

21

Don’t
know

Base: All Mobile Phone Users (n=947)
& MillwardBrown

Lansdowne

Yes %

Mobile Converts 4%
Tech Enthusiasts 5%
Tech Savvy 57%

Just over 1 in 5 (21%) mobile
phone users has accessed the
Internet on their mobile phone
in the last year; this level of

usage has not increased since

Q2 D8.

Higher usage of this service is
seen among males (24%) and
15-24 year olds (39%).

ABC1s (25%), students (44%)

and those with no fixed line at

home (27%) also record higher
usage.

Post-pay mobile phone
customers (26%), mobile users
who rent (26%) and those with
home Internet access (24%) -
as well as those who use the
Internet from any location
(28%) - are also among the
groups more likely to use
mobile Internet.

Www.comreg.ie
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Awareness Of Costs Of Mobile Internet Use, “‘QD

especially while roaming, is low Y

Q. Are you aware of the cost of accessing the Internet on your mobile phone in Ireland?
Q. Are you aware of the cost of accessing the Internet on your mobile phone while roaming abroad?

Cost while Cost while
in Ireland roaming
% %

No - Higher Among
50-64

No PC/laptop

No home Internet

Homemakers

Non switcher fixed
Non switcher mobile
Dublin

Have fixed line

Don't
know

6 MillwardBrown Base: All Mobile Phone Users (n=947) wWWww.comreg.ie
Lansdowne
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Use of Premium Rate Services (PRS) is D i
relatively low among Mobile Phone Users T Comminctons Regtcn

Q. Have you ever used (received or subscribed to) a Premium Rate Service via text or telephone call?
Q. What is your main reason for not using a Premium Rate Service?

A Premium Rate Service involves calling or texting a premium rate telephone number e.g. 1550 number, for a range
of services including Weather Forecasting, Sport Results, and Entertainment services. Calls to Premium Rate
Services usually cost more than ordinary telephone calls.

Use of Reasons for not
PRS Using PRS
% %

17 in PRS

Too expensive _ 30 * Lackof interest is the

most common reason
given for not subscribing

Never heard to Premium Rate
of PRS l 10 Services.
50-04 (55009, those -
- ), those in
No - Higher Among Do not trust PRS |2 the F social grouping
65-74 91% (53%), as well as

No home PC/laptop 88% . . .
Homemaker 87% Bad publicity residents in

rroundina PRS 11 Connaught/Ulster gSS%g
/TE’CES?G Internet 86% surrounding S and Homemakers (57%

[
Difficulty trying to ¥?£?e§¥§3. =
subscribe to PRS

A sizeable percentage
(30%) also gave cost as

Don't know I8 being a reason for not
using PRS.

Don’t
know Sl

Base: All mobile phone users (n=947) Base: All not using PRS (n=749) .
)W www.comreqg.ie

& Millward

Lansdowne
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Almost 6 in 10 PRS Users are recent users ::g;\ Commnicutions Regulation

Q. When did you last use a Premium Rate Service?
Q. Which Premium Rate Services have you used? (prompted)

Premium Rate
services Used
%

Play a competition (SMS)

Within the Play a competition (calls
last 6 months Y P ( )

Directory Enquiries (calls)
Participate in a TV/Radio show (SMS)
More than 6iMGI RS Participate in a TV/Radio show (calls)
but less than a year ago Music/ringtone download to mobile
SMS: news or text alert
Video/photos download to mobile . 7
More than a year ago Games download [ 6
Tarot/Horoscopes [l 4
Dating and contact Services |1
Virtual chat (incl text chat) Services -
Don’t know/not stated other 7

DontKnow M5

e More recent use of PRS is higher among Females (63%) and those in the ABC1 social group (64%)
o Conglpetitions via SMS (30%(§Jand calls (25%), and Directory Enquiry (24%) are the top 3 PRS services
used.

6,- MillwardBrow: Base: All Who Use Premium Rate Services (n=153) Www.comreg.ie
Lansdowne
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Commission for
Communications Regulation

Dissatisfaction with PRS centres around Cost & ¢ D
Hidden Charges Y

Q. Were you dissatisfied with any of the Premium Rate Services that you subscribed to?
Q. For what reason(s) were you dissatisfied with the PRS you received?

Reasons for
Dissatisfaction
%o

Price

Hidden charges

Quality of I4 Nearly four in ten PRS

users (37%) registered
dissatisfaction with a PRS
service to which they
After sales |2 have ever subscribed.

customer care

content received

e The main reasons for this
dissatljsfactlon \évgé’(g/
around pricing ()

Other I3 dissat|sfP d) and hidden
charges (40%
dissatisfied) for these

services.
Don't know I 10

Don't
know

Base: All who have used PRS (n=153) Base: All dissatisfied with PRS (n=55)

& MillwardBrown www.comreg.ie
Lansdowne
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High lack of awareness of who to Complain to D i
With a PRS iSSLIe "\‘:)L/ Communications Regulation

Q. If you had an issue with a Premium Rate Service to whom would you complain?

ComReg 13

e While nearly one in four said
RegTel {3 they would complain to their

network operator (39%), there
is a high lack of awareness
among users of PRS as to
Network Operator whom they should complain if
(e.g. eircom, O2 etc) they have an issue (43%).

Don’t know

G MillwardBrowr Base: All Premium Rate Service Users (n=153) Www.comreg.ie
Lansdowne
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Communications Regulation

Future Use of Premium Rate Services %ﬁk

Q. Would you choose to use Premium Rate Services in the future?

e The majority of mobile
phone users claim they
would not choose to use a
PRS in the future (67%),
with a further one in five
o . .
R ohe Ao (20%) saying they did not

Homemaker 7 know if they would.
No Internet U
0 o Mrierrie Of the group that said they

Eu would use PRS in the future,
those more likely to were
younger than 24 (19%),
students (19%) as well as
those who have switched
ISP, Mobile Provider or Fixed
Line provider in the last 12
months (19%, 19% & 18%

respectively).

&) MillwardBro Base: All Mobile Phone Users (n=947) www.comreg.ie
Lansdowne
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\ /
\’4 Commission for
-‘ Communications Regulation ‘

THE INTERNET & BROADBAND

41108054 JMM/SB www.comreg.ie




Growing PC And Laptop Ownership iﬁ& R s Reguiation

Q. Do you have a Personal Computer (PC) in your house Laptop and PC - 15%
(including laptops that you usually have at home)? Higher Among

15-17%

Students

Post Pay

Home Internet Access

Broadband

Dublin

Fixed Line

Laptop Only - 25%
I1-I8ig£'|fr Among
—eo—PC —m— Lapto - -a- - Both -

ptop Students

25-34

Dublin

Cils

Broadband Connection
Home Internet
Mobile phone only
No Fixed Line

PC Only - 33%
Higher Among
Narrowband Connection
15-17%*

Home Internet
Conn/Ulster

Fixed Line

Post pay

None - 33%

Higher Among

Q1'07 Q4'07 Q2'08 Q4'08 Q2'09 No Internet Use 67%
Fixed Line Only 64%
65-74 60%
Bréemployed/Retired Zl?g;o
. — S (o]
Base: All Respondents (n=1,006) 40%

Fs
*Caution small base Conn/Ulster 37%

& Millward WWW.comreg.ie
Lansdowne
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Increase In Internet Usage Over Time ?‘@( Commammeaions Regulation

Q. Do you personally use the Internet from any location?

%

Q3'03 Q4'03 Q104 Q3'04 Q4'05 Q1'06 Q2'06 Q3'06 Q4'06 Q1'07 Q4'07 Q2'08 Q4'08 Q2'09

e There has been a continued increase in Internet usage, and penetration now stands at 66%.

e Usage is higher among 15-24 year olds (91%), ABC1s (82%), and Dublin Residents (79%).
Among students usage is near universal (95%).

& MillwardBrc Base: All Respondents (n=1,006) www.comreg.ie
Lansdowne
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Location Of Internet Usage :’—g}\ Commmonteations Regulation

Q. From which of the following locations do you use the Internet?

2 '06 3’06 4'06 1'07 4'07 2'08 4'08 2'09
Q % Q % Q % Q % Q % Q % Q % Q %

Home 66 72 67 71 79 81 82

Work 36 34 35 38 38 34

e Work and home
remain the primary
locations from where
the Internet is
accessed.

School/college 12 15 18 19 14 15

Friends’ houses

Home access has
continued to rise with
almost 9 in 10 (87%)
of Internet users
saying they use the
Internet at home.

Cyber Cafes

Public library

On the move usin

portable equipmen e There has been a

slight increase in work
access after a steep
fall in the previous
wave of research.

Else where

& MillwardBrown  Base:All those who use the Internet from any location (n=680) WWW.comreg.ie
Lansdowne
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\ /
H O m e I n te r n et CO n n eCti o n “-»’4/'\ gzr:wrr;fziﬁrcg(:::ons Regulation

Q. Do you currently have an Internet connection at home?

Q2'08 Q4 '08 Q2'09
% % % e Home access to the Internet
has risen again with over
two thirds of respondents
(67%) now claiming to have
home Internet access.

Access is higher among
those who are aged 15-24
(79%). ABC1s (83%) are
also more likely to have
access than C2DEs or Fs
(58% and 45%
respectively).

Dublin residents (84%) are
also more likely to have
home Internet access , as
well as homeowners (69%)
and those with a fixed line
(75%).

& MillwardBrown Base: All Respondents (n=1,006) WWW.comreg.ie
Lansdowne
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Type of Home Internet Connection :%’gﬂ

4 ]
Communications Regulation

Q. What type of Internet connection do you have at home?

Broadband

Most respondents (94%) with
home Internet access claim to
have a broadband connection.
However based on their

response to the “type of
Narrowband I5 connection” asked in a

subsequent question, the
percentage of users with a
home broadband connection
is estimated at 82%.

G MillwardBrowr Base: All With Home Internet Access (n=688) wWWww.comreg.ie
Lansdowne
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DSL Remains Primary Home
Internet Connection Type

Communications Regulation

n b/

-~:'-'< | Commission for
- b k/
- ._,'b\\

e Of the home connections used,
Q. How do you connect to the Internet from home? broadband (which includes DSL

(Multiple answers allowed) FWA, Mobile Broadband, Cable,

Mobile Phone and Satellite)
Q107 Q407 Q208 Q2 '09 accounts for 83% of these -
% % % % with DSL remaining the
platform used by most with
h Int t 49%
DSL Broadband using a modem 50 52 54 ome Internet access (49%)
e The use of Mobile Broadband

Broadbandly . niildDeNn'llige 8 6 > has increased markedly in the

roadband via a wir r i )
data card supplied by a mobile 5 4 8 last year with 18% of home
phone company

Regular dial-up using a modem 27

Internet users now using this
13 access method. This is higher
among 18-24 year olds (29%),
Other Wireless connection such C2DEs (21%) and those living
as (FWA) or WiFi hotspots in Munster (24%) and

Cable Modem Conn/Ulster (25%)

Through a mobile phone or Students (26%), those who
mobile device (Blackberry, PDA) rent (26%) as well as those
Satellite broadband with no fixed line in the home
(42%) are also higher users of
Other mobile broadband.

Don’t know Overall narrowband usage (Dial
up and ISDN) continues to fall
although there has been a
stated increase in ISDN.

Base: All With Home Internet Access (n=688)
Note: Q409 platform breakdown not available

& Millward

Lansdowne

Www.comreg.ie
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Previous Use of Mobile Broadband %ﬁk e ans Reguiaton

Q. Have you ever subscribed to a mobile broadband connection?
Q. Why do you no longer subscribe to a mobile broadband service?

Ever subscribed
To Mobile
Broadband Reasons for no
Connection? longer subscrlblng

%o
The coverage was poor _ 30

The speed was too slow

Subscribed to a different
broadband type

Only needed a connection
temporarily

Poor value for money

Other

EI’?CI;]\;\E 18 Don’t know

—

Base: All Not Using Mobile Broadband (n=562) Base: All previously used Mobile Broadband (n=30%*)

G MillwardB *Caution small base

Www.comreg.ie
Lansdowne
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n . - &L .
Mobile Broadband: Substitution j\%k G o

Q. Is your current mobile broadband connection a substitute for a previous broadband connection?
Q. What type of broadband connection is your current mobile broadband connection a substitute for?

Previous
Substitute Connection
Connection? Used
% %

DSL Broadband usin
a modem (e.g. BT Broadband

Cable Modem (e.g. by cable
supplier such as ntl)

Through a mobile phone or
mobile device (Blackberry, PDA)

Other Wireless connection such
as (FWA) or WiFi hotspots
(e.g. Irish Broadband’s Ripwave)

Satellite broadband

Other

Er(\)gvg 20 Don’t know

Base: All Using Mobile Broadband (n=125) Base: All Using Mobile Broadband
as a substitute connection (n=23%)

&) MillwardBro WWW.comreg.ie

. )
Lansdois Caution small base
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Reasons for Using Mobile Broadband:

Commission for

&4
Su bstitution ’%k Communications Regulation

Q. Why do you now use mobile broadband instead of your previous broadband connection?

%o
It's cheaper than other 36
broadband types

Flexibility of Mobile broadband -24

Better speeds I 10

Rationalisation of
costs, only need one 7

I'm on the move a lot |4

Other I9

Don’t Know ! 10

Base: All Using Mobile Broadband as a substitute connection (n=23%*)

& MillwardBrowr *Caution small base www.comreg.ie
Lansdowne
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Home Internet Access Provider r‘@( Commantestions Regulation

Q. Who is your home Internet Service Provider (ISP)?

Q3’06 Q4'06 Q1'07 Q4'07 Q2'08 Q4'08 Q2'09

% % % % % % %

[ 52
B
H7
He

I5 ¢ Eircom'’s share of the
Internet access market
continues to decline and
now stands at 52%

Eircom 72 78 65
Chorus/UPC 1 2 2

02

BT Ireland/
IOL (Esat)

3 Ireland

Vodafone

ul
N
Ul
(0)}
ul
ul

Perlico

Access Ima%ine/
Irish Broadband

Clearwire

e Total mobile operator
market share of the Internet
access market has
increased slightly again in
line with the increase in
Mobile Broadband usage
among consumers.

3
2
7
2
1
6
8
3

N O U1 W = OO NN O

Smart

N P WL, DM DN OO NN

[EY
N

Digiweb
Last Mile

=
1

Meteor

Talk Talk

Don’t know
Other 4 3 2

& Millward Response <1% not shown WWW.comreg.ie
Lansdowne Base: All With Home Internet Access (n=688)
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Communications Regulation

ISP Switching Behaviour ;{4?

Q. Have you switched Internet supplier in the past twelve months?

Q209 % switched last 12 months

Fixed 36% éall switchersg

Mobile 30% (all switchers Mobile Converts small base

Tech Enthusiasts 9%
Tech Savvy 129%

e Only one in ten consumers
with home Internet access
has switched provider in the
past 12 months. Switching is
higher among those under
the age of 35 (13%) and C2s
(13%).

Switching ISP is also higher
among those who switched
fixed (39%) and mobile
(21%) provider in the last 12
months.

Don't Don’t
know know

& MillwardBrown Base: All With Home Internet Access (n=688) wWww.comreg.ie
Lansdowne
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General Satisfaction With Home Internet Speeds;fbﬁ

Communications Regulation
Q. How would you rate the speed of your home Internet connection?

Q2'08 Q2'09 Q2'08 Q2'09 Q2'08

Q2'09 Q2'08 Q2'09
68

58

6
[ ]

% Fast enough for % A little too slow % Far too slow for % Don’t know
my needs for my needs my needs

e There has been an increase in the number of those with home Internet access who say that their current
Internet connection is fast enough for their needs, with almost 7 in 10 (68%) stating this; and this
increases to 74% among those aged 15-24. It is also higher among broadband users (71%)

e Those who said that their connection was far too slow were more likely to be narrowband users (22%)

& MillwardBrc Base: All With Home Internet Access (n=688) www.comreg.ie
Lansdowne
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Communications Regulation

Satisfaction with Customer Service: ISP ‘*’4;? Cormision o

Q. How satisfied are you with the standard of customer service provided by your Internet Service Provider?

Q209 % Satisfied

Fixed 84%
Mobile 91%

%o

Very satisfied e As with the fixed and
mobile markets, a high
percentage of home
Internet users (82%) are
satisfied with the standard
of service provided by their
Internet service provider.
Quite satisfied

p—

Neither 8

Quite dissatisfied 2
Very dissatisfied W

Don’t know 6

Mean

& MillwardBrown Base: All Home Internet Users (n=688) Www.comreg.ie
Lansdowne
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Minimum Contract Period: ISP ‘“’ﬁg O ans Ragulation

Q. Does your contract with your Internet Service Provider have a minimum contract period?
Q. Are you aware of the terms and conditions relating to early termination of your contract with your Internet Service Provider?

Awareness of
Minimum Terms & Conditions
contract Relating to early _
period termination About a third of home

% % Internet users (32%) are
aware that their contract with
their ISP is subject to a
minimum contract period.

There is also a lack of
awareness around this issue
with close to 3 in 10 (28%)
saying that they “don’t know”

Of those who were aware of
a minimum contract period
with their ISP, over two thirds
(68%) are aware of Terms &
Conditions of early contract
termination.

No Awareness is higher among
those aged 25-34 (71%) &
C2DEs (73%), and among

Don’t those who have switched ISP
know in the last 12 months (75%)

Base: All Home Internet Users (n=688) Base: All aware of minimum

m~ s contract period (n=222) .
& MillwardBrown WWW.comreg.ie
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Impact of Economy on Communications Spend :%’gk Cmammcssons Regulation

Given the downturn in the economy at present would you foresee a reduction in your spending on
communications services (e.g. fixed, mobile and Internet services) in the next 12 months?
Have you already reduced your spend on communications services in the past 8 months?

Anticipated

Reduction in Reduced Spend

Future Spend in Last 8 Months
% %

YES - Higher Among
25-34 37%
= Munster 37%
YES - Higher Among Switched fixed

C2s ] 4 last 12 months 37%
No fixed line Employed 32%

35-49 Rent 22
Switched fixed line en ()

Last 12 months
44%
25-34 43%
Switched ISP last
12 months 43%

RDant 420/
XTI 70

No - Higher Among No - Higher Among
Dublin 64% ABs 77%
Conn/Ulster 63% Dublin 77%
ABs 62% 65-74 75%
65-74 61% Students 72%

Fixed line only 60%

Don’t
know

&) MillwardBrowr All Respondents (n=1,006)
Lansdowne

e About 4 in 10 (38%)

communications service
users foresee a
reduction in
communications spend
over the next 12
months due to the
economic downturn.

Indeed nearly 3in 10
(29%)claim to have
already reduced spend
in the last 8 months.

Www.comreg.ie
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Methods of Reduced Spending on
Communications

Commission for

1 br{

— < |

_ls L Communications Regulation
S

Q. How have you reduced your spending on communications services?

%

Make fewer voice calls (mobile) [ I 66
Make fewer voice calls (fixed) [ I 48
Send fewer SMS / MMS [ 23
Reduced time spent on Internet services [ 11

Took up a cheaper telecoms package from my existing provider [ 9 e Those who have already

I4 reduced their spend on
communications

Gave up fixed line phone [J4 services appear to be

. . . , oy . doing this by reducin
Switched fixed line provider for more competitive services usagge of ind);vidu al 9

Switched Internet provider for more competitive services

Switched mobile provider for more competitive services services rather than by
switching providers for

Switched from contract to prepaid mobile phone more competitive
prices, or giving up
using services
Gave up mobile phone completely.

Gave up Internet Connection
Switched from prepaid to contract mobile phone

Don't know

& Millward Base: All who have reduced spending (n=295) Www.comreg.ie
Lansdowne
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Awareness of ComReg and ComReg Websites }(‘Q Ceions Regulation

Q. Have you ever heard of the Commission for Communications Regulation, also known as ComReg?

Q. Which of the following ComReg websites have you ever visited?

Awareness
Of ComReg

%

Don’t
know

Base: All Respondents (n=1,006)

& MillwardBrown

Lansdowne

ComReg
Websites
Visited
%o

www.comreg.ie . 18

www.askcomreg.ie
www.callcosts.ie
www.comstat.ie

www.siteviewer.ie

Don’t know/
Not stated

Base: All Aware of ComReg (n=348)

Www.comreg.ie
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Mobile phone ownership is near universal, with over nine in ten claiming to own one. Ownership
of a Fixed line phone has dropped slightly this quarter, with just over two thirds of households
now claiming to have a fixed line phone in the home. For those without a fixed line, having a
mobile instead is the main reason cited for not having one.

Eircom remains the primary provider of fixed line phones, although its market share has dropped
slightly; there has been no significant movement among other providers in terms of market
share. The average fixed line bi-monthly bill has decreased marginally in Q2’09, after a slight
increase in Q4'08.

About a third of fixed line users have ever fixed their switched line provider, which is at similar
levels to the same quarter last year. Of those who have switched about a third switched in the

last 12 months - this is equivalent to 12% of all fixed line customers switching in the past year.
The switching process was viewed as easy by the vast majority of respondents.

Fewer fixed line switchers claimed to have switched back to their original provider than did so in
2008. The reasons cited by those switching back were mainly around savings not being met with
new provider, not receiving an equal standard of customer service with the new provider, and
also having been contacted by their original provider with a better offer.

The monthly spend on fixed line and mobile phones continues to decrease; while this can in part
be attributed to a competitive market, there are also indications from this research that
consumers are cutting communications spend in a difficult economic climate. For example,
mobile spend is on average nearly €17 less a month than it was in 2006, when the average
monthly cost was €57.62.

& Millward WWW.comreg.ie
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One third of mobile users have claimed to ever have switched provider, and a third of these had
switched in the previous year. At an overall level about one in ten of all mobile phone users has
switched provider in the last 12 months. The levels of switching back to original supplier are

markedly lower than in the fixed market with only one in ten claiming to do so.

More advanced usage of mobile phones for m-payments and mobile Internet for example
remains low among mobile phone users. However the recent rapid growth in take up of
smartphones such as the iPhone in Ireland could help to increase the use of such services in the
future.

The use of Premium Rate Services (PRS) is also low, as is the expectation of using these services
in the future. Having no interest in PRS, is the main reason given for not using them, followed by
the concern of cost. Of those who use PRS, the main use of them is to enter competitions. The
price of PRS and hidden costs are the main reason given for dissatisfaction with these services.

The incidence of owning a PC/laptop has increased this quarter, with three-quarters of all
households now claiming to own either or both. Internet usage continues to increase steadily,
with two thirds of adults now claiming to use the Internet from any location. There has also been
a noticeable increase in home internet access with over two thirds now claiming to have access
at home.

Around eight in ten have a broadband connection based on a summation of responses to type of
home Internet connection (e.g. DSL, cable modem, FWA, mobile broadband and satellite)
However, there is still an element of misunderstanding among people about the types of
connection that they use as when asked up front whether they used narrowband or broadband,
over nine in ten claimed that they had a broadband connection.

& Millward WWW.comreg.ie
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Over half of those with home Internet access use Eircom as their ISP, but its market share
continues to decline. The use of mobile broadband providers has shown growth with nearly one
in five now using a mobile broadband connection. Only one in ten Internet users has switched
provider in the past 12 months.

There is high agreement among Internet users that their Internet connection “Is fast enough
for my needs” with nearly seven in ten agreeing with this statement. Only 6% of Internet users
state that their Internet connection is “far too slow for my needs”.

There was very positive satisfaction with response to customer service provided by fixed,
mobile and Internet providers among users of these services.

Post-pay mobile users were the most likely to say that the contract they have with their
provider is subject to a minimum period, with over half of subscribers saying it does. A third of
Internet users, and two in ten fixed users also claim their contract is subject to a minimum
contract period.

What is notable is that there are high percentages of customers who don’t know whether their
contracts are subject to minimum contract periods or not. However of those aware, their
knowledge of the terms and conditions in relation to their contract is high.

Nearly four in ten communications users foresee a reduction in their spend on communications
services in the next 12 months as a result of the recession. In the last 8 months about three in
ten had already reduced spend. It is interesting to note that rather than disconnecting from
specific services, or switching for more competitive offers, it appears that controlling spend on
all the services that they currently use is how users of communications services are trying to
make cost savings.

& Millward WWW.comreg.ie
Lansdowne



http://www.comreg.ie/

