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What are NGNs?
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A Non-Geographic Number (NGN) is a type of telephone number that is not linked to a
particular geographic location identifiable from the number - i.e. a NGN does not
identify the call termination point. By contrast, a Geographic Number is linked to a
particular geographic region that is identifiable from the area code (e.g. ‘01’ for Dublin,
‘061’ for Limerick).

NGNs provide a platform for the delivery of a wide variety of services. For example,
private companies, public sector bodies and charities use NGNs to provide access to
services such as teleconference services, help lines, customer support, product help
desks and information services.

This survey covers five types of NGN in Ireland:

= ‘1800 XXX XXX’, Freephone - the total charge for these calls is borne by the
called party.

= ‘1850 XXX XXX’, Shared Cost (per call charge) - the caller is charged for only
part of the cost of the call, with the called party being charged for the remainder.

= 1890 XXX XXX’, Shared Cost (per minute charge) — the caller is charged for only
part of the cost of the call, with the called party being charged for the remainder.

= '0818 XXX XXX’ Universal Access - the caller is charged a per minute rate for
the cost of the call.

= 076 XXX XXXX’, Nomadic - the caller is charged a per minute rate for the cost of
the call.



NGN retail call costs

Retail Tariff

1800 There is no charge to the caller.

The retail tariff can typically range from 4c/Call from a fixed line to 30c/Call from a

mobile.
1850 :
The per call retail tariff is set to the originating undertaking’s standard rate for a 5

minute call to a Geographic Number. This rate varies between operators.

The retail tariff can typically range from 5c¢/min from a fixed line to 35¢/min from a

mobile.
1890 - - - - - - - -
The per minute retail tariff is set to the originating undertaking’s standard rate for a call

of the same duration to a Geographic Number. This rate varies between operators.

The retail tariff can typically range from 4c/min from a fixed line to 45¢/min from a

mobile.
0818 - - - - - - - -
The per minute retail tariff is set to the originating undertaking’s standard rate for a call

of the same duration to a Geographic Number. This rate varies between operators.

The retail tariff can typically range from 4c/min from a fixed line to 45¢/min from a

e mobile.
The per minute retail tariff is set to the originating undertaking’s standard rate for a call

of the same duration to a Geographic Number. This rate varies between operators.

Typical tariffs observed across a number of fixed and mobile operator websites.
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Awareness of NGNs,
Usage of telephone humbers

“* 99% of organisations surveyed were aware of a NGN. 96% knew of ‘1800’ and '1850’,
88% knew of 1890, 54% knew of '0818’, and 28% knew of ‘076".

/

“* Most organisations surveyed provide telephone services. 87% use landline numbers,
67% use mobile numbers, and 10% use NGNs. Use of NGNs was higher for organisations
with more than 40 employees and for organisations based in Dublin.

** 3% of organisations surveyed had previously used a NGN to provide services but had
ceased doing so. Reasons for this included switching to a landline or mobile number or
to a different NGN while in some cases using a NGN was not considered cost effective.

4

«» Of those surveyed organisations which use NGNs: 30% use ‘1800’ as their main NGN;
20% use ‘'1850"; 33% use '1890"; 12% use ‘0818’; and 5% use '076".
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Reasons for organisations using/not using NGNs
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Of those surveyed organisations that use ‘1800’ NGNs, 61% stated that they do so to
allow their customers to access services free of charge. Of those organisations that use
NGNs other than '1800": 62% seek to the reduce the cost of calls for customers; 59%
seek to provide memorable contact nhumbers for customers; and 59% seek to offer a
single contact number to customers.

The least favoured type of NGNs were ‘076" (23% would not consider using them) and
‘0818’ (20% would not consider using them). The main reason for not using these
ranges was lack of familiarity.

Surveyed organisations that do not use NGNs gave the following reasons:
= 82% - NGNs are not necessary for the organisation
= 75% - use landline / mobile humbers instead
= 70% - the organisation is not big enough or does not have high enough turnover
= 49% - to offer a local presence
= 30% - NGNs are too expensive for the organisation to use
= 28% - NGNs are too expensive for customers to call
= 49% - landline / mobile numbers are as easy to remember as NGNs

= 47% - landline / mobile numbers are more cost effective for the organisation than
NGNs

= 499% - landline / mobile numbers are more cost effective for consumers than NGNs



Alternative contact methods
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Of the surveyed organisations that use NGNs:
= 76% also provide an alternative landline number
= 33% also provide an alternative mobile number

= 18% do not provide an alternative landline / mobile number

Of those organisations that use a NGN and also provide a landline / mobile number:
= 34% wish to give customers an alternative option

= 21% were aware that customers may have free calls to landline / mobile numbers

Of those surveyed organisations that provide a NGN and an alternative number, landline
numbers were the main preferred alternative (44%), followed by email (14%) or a
different NGN (13%).



Understanding Call Packages
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Of those surveyed organisations that use NGNs:

= For landline callers, more than one third did not think that NGN calls were included
in landline callers’ packages of free telephone minutes.

= For mobile callers, more than one quarter (and more than half of ‘1890’ users) did
not think that NGN calls were included in mobile callers’ packages of free telephone
minutes.

For landline callers, organisations using ‘18007, '1890" and ‘076" NGNs were more likely
to think that NGN calls were included in landline callers’ packages of free telephone
minutes.

For mobile callers, organisations using ‘1800’ and ‘076" NGNs were more likely to think
that NGN calls were included in mobile callers’ packages of free telephone minutes.

Many organisations which use NGNs but did not think (or did not know) NGN calls were
included as free minutes/calls in landline callers’ call packages, would consider
switching to a landline or mobile number that is included as free minutes/calls in callers’
call packages. About 3 in 5 organisations using '1890" NGNs and 7 in 10 of those using
'1850’ NGNs would consider switching.

Many organisations which use NGNs but did not think (or did not know) NGN calls were
included as free minutes/calls in mobile callers’ call packages, would consider switching
to a landline or mobile number that is included as free minutes/calls in callers’ call
packages. More than 3 in 5 organisations using '1850" and ‘1890’ NGNs would consider
switching.



Awareness of NGN calling costs
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Of those surveyed organisations that were aware of NGNs:

= 27% correctly associated ‘1800’ as free to call from a mobile
= 47% correctly associated '1800’ as free to call from a landline
= 33% correctly associated ‘1850’ with calls charged per call

= 31% correctly associated ‘1890’ with calls charged per minute
= 21% correctly associated ‘0818’ with calls charged per minute
= 20% correctly associated ‘076" with calls charged per minute

The majority of organisations that were aware of NGNs were unable to state the typical
retail charge to a landline or mobile caller for calling a NGN, a landline number, or a
mobile number. However, organisations typically claimed higher knowledge of the retail
charges of NGN calls made from landlines than from billpay and prepay mobiles.

Of those surveyed organisations which claimed to know the typical retail charges for
NGN calls:

=  63% correctly stated that ‘1800’ NGNs are free to call from landlines
= 449% correctly stated that ‘1800’ NGNs are free to call from prepay mobiles
= 549% correctly stated that ‘1800’ NGNs are free to call from billpay mobiles

10



Awareness of NGN calling costs
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Of those surveyed organisations that use NGNs:

Almost half (48%) considered that NGN costs to their organisation was an important
factor in choosing a NGN provider.

Over half (53%) considered that the retail charges to customers for calling NGNs
influenced their choice of NGN.

Over half (51%) considered that customers, in deciding whether to call a NGN,
factored in the cost of the call.

3 in 5 (63%) thought that it is important that customers be aware of the cost of
calling NGNs.

The majority (77%) of surveyed organisations that use NGNs did not provide any
guidance to customers on the cost of calling their NGNs - this was higher among
organisations using '1850° NGNs. Just 1 in 5 organisations claimed to provide
guidance, mainly through advertising, website, email or social media.

Of those surveyed organisations that use NGNs:
3 in 4 thought it is not difficult to inform customers of exact cost of calling their NGN.

1 in 5 thought it is difficult to inform customers of the exact cost of calling their NGNs
- this seemed more of an issue for organisations using ‘1890’ and ‘076" NGNSs.

11



Awareness of organisational NGN costs,
Potential use of NGNs

< Of those surveyed organisations that use NGNs, the majority of users did not know
their monthly costs for receiving NGN calls:

= 66% could not estimate the organisation’s monthly cost for receiving NGN calls
from landlines

= 68% could not estimate the organisation’s monthly cost for receiving NGN calls
from mobiles

= 58% could not estimate the organisation’s monthly cost for receiving NGN calls
from landlines and mobiles

< Of those surveyed organisations that do not use NGNs:

= 40% who thought NGNs are too expensive for their customers to call would
consider using NGNs in future if the retail charges for NGN calls were reduced.

= 44% who think that NGNs are too expensive for the organisation to use would
consider using NGNs in future if the organisation’s costs of using NGNs were
reduced.

“
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Research Methodology - Sample

e Fieldwork for this study was conducted from May 2016 - July 2016.

e Survey data collection was administered via telephone from B&A’s call centre in Milltown
Dublin.

e 881 respondents were interviewed in total. All interviews were conducted with the person
responsible for making decisions regarding the telephone numbers their organisation
provides to its customers to call.

e Interviewing was conducted in two parts:

\/
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Part 1: Nationally representative sample of 790 organisations, with enhanced
representation of larger organisations i.e. a higher proportion of interviews were
conducted with larger organisations as they were more likely to use NGNs. The
sample was then weighted to be reflective of all Irish organisations by organisation
size and region. This sample includes interviews with 127 organisations who currently
use non-geographic numbers (NGNs).

Part 2: Booster sample of 91 organisations who currently use NGNs. This sample
was merged with the nationally representative sample and weighted to match
nationally representative proportions. Therefore, the total number of interviewed
organisations who currently use NGNs is 218.

The weighted sample composition was modelled upon universe estimates derived
from a combination of leading organisation directory sources: The Irish Times,
Business & Finance Top 500 companies in Ireland, Bill Moss and Data Ireland, as well

as industry representative groups and CSO estimates.
14



Research Methodology — Margin of Error

e The margin of error on the total sample of 881 is +/-3.4% pts. The margin of error on
the sample of 218 NGN organisations is +/-7.1% pts.

e Significance testing to 95% confidence level has been applied to the data and is
highlighted throughout this presentation. (Green highlighting = significantly higher

result versus the total sample, red highlighting = significantly lower result than the
total sample).

< Commentary detailing *higher’ or ‘lower’ identifies findings that are significantly
higher or lower versus the total sample.

“
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Sample Detail — weighting applied

e Interviews achieved and corrective weighting applied.

No. of Weighting

Interviews applied
Total 881 100%
Employees
Under 10 employees 501 88%
11 - 40 employees 235 5%
41-99 employees 61 3%
100+ employees 84 3%
Region
Dublin 281 31%
Rest of Leinster 200 23%
Munster 287 28%
Conn/Ulster 113 19%




A note on reading the charts

M
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Base sizes on each chart refer to the unweighted base i.e. the raw number of interviews
as significance testing is based on the raw number of interviews. The charted data refers
to the weighted percentages as this is the percentage representative of all organisations
which fall into that category.

Some sample sizes have been identified as a small base size. These have been
asterisked throughout the report. A small base size is 50 responses or less, this includes
both the main sample and sub-samples.

Responses to all survey questions have been included.

In some cases percentages will not add up to 100%, due to multi-coded responses where
a respondent selected more than one response or due to rounding if +/- 1% of 100%.

17



Profile of Sample

Industry Sector

o
o

Other service activities

Wholesale and retail trade

Accommodation and food service activities

Education

Human health and social work activities

Construction

Professional, scientific and technical activities

Arts, entertainment and recreation

Manufacturing
Financial and insurance activities

**QOthers

Analysis of Sample

?)

No. of employees

%o
5
3
3

Note: The sample has been

Under 10 employees

11-40 employees
41-99 employees
100+ employees

Region

Dublin

Rest of Leinster

Munster

Conn/Ulster

**All other 2% or less.

weighted on number of employees and region






Awareness of NGNs

Base: All organisations (881)

1800 Awareness of each NGN is higher among:

- =

96 » Leinster based organisations

Organisations with 100+ employees and
Dublin based.

Organisations with 40+ employees.

' Organisations with 100+ employees

1

None

High awareness of NGNs. 99% of organisations aware of at least one NGN. Awareness is highest for the
1800 and 1850 NGNs (96% each) and lowest for 076 (28%). Leinster-based organisations claimed highest
awareness of 1850 NGNs, while organisations with 100+ employees claimed highest awareness of 1890 and
076 NGNs.

** Multiple responses allowed.
*** See appendix chart for data breakdown.

0
s - | | |
@ Q.1 Are you aware of the following Non-Geographic Number number prefixes?

Confidential
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Current usage of NGNs, landlines and mobile
numbers to provide services

Base: All organisations (881)

Total
%

Higher among
anv NN [

under 10 employees
1800 . 4 — Higher: 40+ employees and Dublin
1890 . ppee——— Higher: 100+ employees
Higher: 100+ employees & Dublin
wso |3 ——

0818 I 1

10 ——> Higher among organisations with more than 40
employees and those based in Dublin

076 I 1
None of these . 4

High usage of landline and mobile numbers to provide services.
NGN usage is higher among organisations with 40+ employees and those based in Dublin.

Higher usage of 1800 NGNs among organisations with 40+ employees and those based in Dublin.
Higher usage of 1890 and 1850 NGNs among organisations with 100+ employees.

** Multiple responses allowed.

» ’ **x* See appendix chart for data breakdown.
. \ <= Q.2 Does your organisation currently use any of the following numbers to provide services such as helplines,
Confidential sales lines, enquiry and complaint lines or other such services? 21




Previous use of NGNs

Base: All organisations (881)

Total

%
SARC ERE Higher Dubiin

1800 | 1
1890 | 1
1850 | 1
0818

076

Landline Number I 2

Mobile Number | 1

Conn/Ulster

previously use
Previous usage of NGNs was higher among Dublin based organisations, while those claiming that

they did not previously use a NGN was higher among organisations based in Conn/Ulster.

** Multiple responses allowed.

» .( **x* See appendix chart for data breakdown.
. \ <= @ Q.2a Has your organisation previously used but no longer uses any of the following numbers to provide such
Confidential services? 22
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Reasons for no longer using a previously used NGN

Base: All previously used NGNs (35%)

NGN Previously used

1850 1890 0818

Base: No. of organisations who previously
used each NGN

Decided to use a landline number instead
Not cost effective for the organisation

I no longer provide this service

Decided to use a mobile number instead
Decided to use an online service instead
Customers weren't using it

Too expensive for customers

Use it more than any other number

On-site connectivity not suitable

Change of ownership / obliged to provide 1890
Others*

Decided to use a different Non-Geographic Numbe

Nine organisations decided to
use a landline number instead.
Reasons included: landline
number is similarly suited to
the service provided,
organisational costs are less
than those of an NGN,
campaign is no longer running
and number of calls didnt
justify the use of NGN.

Nine organisations decided to
use a different NGN instead.
Reasons included: Organisation
costs are lower using new NGN,
new NGN is easier to remember.
Note some organisations
previously used more than one
NGN.

Two organisations decided to use
a mobile number instead.
Reasons included: mobile number
suits the service provided and is
easy to remember

* Caution small base size.
** Multiple responses allowed.

Q17 You said that your organisation previously used (insert NGN from Question 2a). Why does your organisation

no longer use this n

%) |3
Q19

umber?

Q18 You said that you use a landline number instead of an NGN now. For what reason(s) do you do so?
You said that you use a mobile humber instead of an NGN now. For what reason(s) do you do so?
You said that you use a different NGN now. For what reason(s) do you do so?

23



Services provided by previously used NGN
Base: All previously used NGNs (21%*)

NGN Previously used

1890
Base: No. of organisations who previously used each NGN 11%* 6%* 2% 0* 2%
% % % % %
Sales 8 27 - - -
Customer Services/queries 30 31 - - -
General contact number/everything - 4 - - -
Helpline 45 27 86 - 19
Ad tracking - - 14 - -
Loan application number 2 5 - - -
Market research 18 4 - - -
Bank - - - - 81
Driving lessons - -

Customer
Service/
TS

Main services provided over
previously used NGN:

* Caution small base size
** Multiple responses allowed

Q20 Thinking of the Non-Geographic-Number(s) previously provided by your organisation, can you indicate the
nature of services provided via these Non-Geographic-Numbers [e.g. helplines, sales lines, enquiry/complaint
lines and other such services]?

.
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Why organisations no longer use specific NGN
Base: All who previously used NGNs (21%*)

NGN Previously used

1800 1850 1890 0818 076
Base: No. of organisations who previously
used each NGN 11* = = e =
% % % % %
Too expensive for customers - 59 - - -
Not cost effective for the organisation 8 64 86 - 81
Customers weren’t using it - - - - -
Provided no significant benefit to the 14 4 otions decided t
: : - - - - organisations decide O use a
rganisation
° Qa satio . landline humber instead, the
This class of NGN has was not aligned reasons given were:
with the image/brand of my - 27 - - - - Customers prefer this
organisation number, associate name and
Decided to use a landline number 58 91 i i i number, number is suited to
instead the service we provide.
Decided to use a mobile number 2 37 ) ) )
instead
My organisation no longer provides 20 41 ) ) 19 2 organisations decided to use a
this service mobile number instead, the
Use website 4 _ _ _ _ reasons given were:

« This number is similarly suited
to the service we provide for
our customers.

* Caution small base size.
** Multiple responses allowed.

» ’ Q21 You said that your organi_sation previously us_ed (insert NGN as appropriate from Question2a) number.
» \ Why does your organisation no longer use this number?
- Q22

You said that you use a landline number instead of an NGN now. For what reason(s) do you do so?
Confidential Q22a You said that you use a mobile number instead of an NGN now. For what reason(s) do you do so? 25



Incidence of organisations who have never used

each type of phone number
Base: All organisations (881)

076

0818

1850

1800

1890

Mobile

Landline

mmrd Muster &

Total (have never used)

%

Higher <10 emp,

99 —>RLILIEHE- SR N0

95 —ETIEESUE
_ cyBeam d Higher 11-40 and 100+ emp and Dublin

Non-usage of 1850, 1800 and 1890 numbers is higher among smaller organisations i.e. those with less

than 10 employees. Non-usage of mobile numbers is higher among the mid and larger organisations

(i.e. 11-40 employees and 100+ employees) and also those in Dublin.

©,

Confidential

** Multiple responses allowed.
*** See appendix chart for data breakdown.

Q.2a Has your organisation previously used but no longer uses any of the following numbers to provide such
services?

26



Main NGN used

Base: All currently use NGNs (218)

Confidential

Base:

Number of Employees

Total
Under 10 11-99 100+
employees
218 63 94
% % %
N .
- -
- .
0818
076 [NEIN

A third of organisations use 1890 as their main NGN, while 3 in 10 use 1800. A third of NGN using
organisations with less than 100 employees (<10 & 11-99 emps) claim to use 1800, while a similar

number use 1890.

O

Organisations with more than 100 employees mainly use 1890.

Q.6a Which type of Non-Geographic Number would you consider to be your main NGN? Your main NGN means
the Non-Geographic-Number that is called the most.

***See appendix chart for data breakdown.

27



Services provided through each NGN nhumber

Base: All currently use NGNs (218)
1800 1850 1890 0818 076
Base: (89) (71) (92) (30%) (14%)

No. of organisations % % % %

%
who use each Nﬁgllpline - 35 - 24 . 15 . 10 . 22
Customer Services/queries - 24 - 31 - 23 _ 52 - 39
Sales - 16 - 31 - 23 I 6 l 14

numberseveryihing I 12 M s Bl 2 H :: B 40

Free phone/lo-call l 9 0 I 6 . 8 0
Free fax number [ 6 ] 0 0 0
Loan application number I 4 0 0 ‘ 1 0
Claims I 4 0 0 ‘ 1 0
Nurseline/call back I 4 o 0 o 0
International I 3 o o I 7 0o
Donations/fundraising I 3 0 o o
others [ 12 B 23 - EL H 14 N2

Don'tknow | 5 K | 3 G 0

NGN mainly General General contact

number and
customer
service/queries

Customer
service/queries

Sales, customer

associated with contact

number, sales

service/queries

* Caution small base size.
* All others 2% or less.
** Multiple responses allowed.

Q.6 Thinking of the Non-Geographic-Number(s) currently provided by your organisation, please list the services

Confidential that you provide over each NGN used [e.g. helplines, sales lines etc.]:
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Main reasons for providing a 1800 number for
certain services instead of using other NGNs

Base: All organisations currently using 1800 (89)

Total
%

61

To allow customers to access your organisation's services free of charge

=
o

To provide customers with more memorable contact numbers

To offer single contact numbers

N

The number that was available at time

Il
Ul

AN

Convenience

*Qthers 14

Don’t know

The main reason for using 1800 numbers is to allow customers to access the organisation’s services

free of charge.

Q.7 What is your main reason for providing an 1800 number for certain services instead of using other Non-
Geographic-Numbers?

o

Confidential

* All others 3% or less.
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Main reasons for using a NGN other than 1800

Base: All organisations where main NGN is not an 1800 number (154)

Total Reason x
% Main NGN
used
To reduce the cost of calls for your customers _ 62 1850: 70%
1890: 69%
. 0818: 45%
T I
To offer single contact humbers to customers _ 59

The organisation has always used this number _ 53

Using this Non-Geographic Number best suits our brand or image
To reduce the cost of calls for your organisation

So that your organisation can change address without changing number

LII
'—L

N

o

To avoid showing where your organisation is based

None of these

The main reasons for using a NGN other than 1800 include to reduce the cost of calls to customers, to

provide memorable contact numbers and to offer a single contact humbers to customers.

» 9 ** Multiple responses allowed.
= \' *** See appendix for data breakdown.
e
@ Q.8 What are the main reason(s) your organisation uses an [INSERT MAIN NGN FROM Q6a] number?

Confidential
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NGNs that organisations would not consider using
Base: All currently use NGNs (218)

Total
%

Higher among

076 PRI @ oOrganisations with
<10 employees

0818

1850

1890

1800

None of these

Don’t know

Approximately 35% of current NGN users would be deterred from using at least one NGN. 076 NGNs are

considered least favourable (especially among organisations with fewer than 10 employees), followed by 0818
NGNs.

Confidential
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** Multiple responses allowed.

Q.13 Are there any Non-Geographic-Numbers (1 or more) your organisation would not consider using?

31



Main reasons for not wishing to use specific NGN
numbers

Base: Current NGN users who would not consider using specific NGN

Base: 17* 14* 17* 31%* 36*
% % % % %
Too expensive for my organisation 73 31 23 19 5
Could be high rate 20 26 38 6 11
Not Familiar / Never heard of 18 16 10 40 56
No need for it 12 - 16 6 9
Don't like it 12 - 10 9 16
Too expensive for customers to call 7 37 36 7 4
Others 2% 18 10 24 26
Don't know 2 - 2 1 4

Main responses for : : ~Could be

each NGN expensive expensive high rate, too
for for expensive for

organisation customers customers

$ * Caution small base size.
» IV **Multiple responses allowed.
ok . @ ***Others <3%.

Q.14 What are your reasons for not wishing to use that/those Non-Geographic-Numbers? 32
Confidential
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Not familiar
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Reasons that organisations do not use NGNs to

offer services
Base: All never used NGNs (644)

Total

The organisation uses a landline or mobile number instead of Non- 75
Geographic Numbers

The organisation is not big enough/have substantial turnover to 70
warrant a non-geographic-number
We want to be seen to offer a local presence _ 49

Non-Geographic Numbers are too expensive for the organisation to use _ 30
Non-Geographic Numbers are too expensive to call for customers _ 28

I don’t understand how Non-Geographic Numbers work

*Qthers . 6

Don't know | 1

Main reasons for organisations not using NGNs include not necessary for the organisation, use a landline
or mobile number instead and organisation is not big enough/does not have substantial turnover to

warrant using a NGN. 3 in 10 do not use NGNs because they consider them too expensive for the
organisation to use and a similar number because they consider NGNs too expensive for customers to call.

* Others 3% or less.

** Multiple responses allowed.

\

»
. \ <= @ Q23 Why does your organisation not use any Non-Geographic-Numbers to offer services?
Confidential

*** See appendix for data breakdown.
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Non-NGN users attitudes towards NGN usage

Base: All never used NGNs but use landline or mobile humbers to provide services (605)

Landline and mobile It is more cost effective It is more cost effective
numbers are as easy for organisation to use a for customers to use a
to remember as landline/mobile number landline/mobile number
NGNs than an NGN. than an NGN.

% %

Strongly Agree

Agree Slightly

Neither agree nor disagree

ANY Agree
ANY Disagree
Mean

Almost half of non-NGN users believe that landline and mobile humbers are as easy to remember as
NGNs, that it is more cost effective for the organisation to use a landline/mobile number instead of a NGN

and that it is more cost effective for customers to use a landline/mobile than a NGN. Almost a quarter
(23%) did not think landline and mobile numbers are as easy to remember as NGNs.

2,
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Q26 Thinking about your organisation’s use of landline or mobile numbers as contact numbers, which of the
following statements do you agree or disagree with, on a five point scale where 5 = Strongly Agree with and 1
= Strongly Disagree? 34







Main NGN Provider by NGN number -

Base: All currently use each specific NGN |
ower vs all others

= significantly higher
vs all others

1800 1850 1890 0818 076
e rorgiatins (84) (61) (101) (33%) (16%)
% % % %
Vodafone . 16 I 8 2 33

I1o 0 .19

3Ireland | 1 ‘ 3 0

**0Others I 13 I 11

Don’t know I 8

Virgin

) ) ..

E

E

[

eir is the main provider of NGNs across the board, especially among 1850 customers.
Vodafone is a main provider of 076 numbers and Virgin Media a main provider of 0818 numbers.

* Caution small base size.
** All others 3% or less.

\

»
R o)
Confidential

Q.4 Who is the main provider of your Non-Geographic-Number(s) (ask for each number currently using at Q2)?
Please also mention any additional NGN providers for each NGN if relevant. 36




Incidence of telephony and NGN services being

purchased as part of a single contract
Base: All currently use NGNs (218)

Main NGN Number of Employees
Total 1800 1850 1890 0818 076 Under 11-99 100+
10
Base: 218 64 45%* 73 25%* 11* 63 94 61
% % % % % % % % %

Yes

No

Don’t know “

2 in 5 organisations purchased their telephony services (including NGNs) as part of a single contract from

O the same provider.

B

* Caution small base size.
- @ Q.5 Does your organisation purchase all of its telephony services (including NGNs) as part of a single

Confidential contract from the same provider?
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Awareness of whether NGN calls are included in
landline call packages

Base: All currently use each specific NGN

NGN Used
1800 1850 1890 0818 076
Base: 92 30*% 14%*
%

Yes, they are included

No, they are not
included

Don’t Know

More than a third of current NGN users did not think calls to the NGN they use were included in

customers’ landline call packages of free telephone minutes. Organisations using 1800, 1890 and
076 numbers are more likely to think that calls made to these NGNs are included.

> ’( * Caution small base size.
» \ = @ Q.15 Are you aware if calls made to NGN currently used are included in the call package of free telephone

i i ?
Confidential minutes offered by landline operators to customers:

38



Awareness of whether NGN calls are included In
mobile call packages

Base: All currently use each specific NGN

NGN Used
1800 1850 1890 0818 076
Base: 89 71 92 30% 14%
%o %o %

Yes, they are included

No, they are not
included

Don’t Know -

More than a quarter of NGN users (over half for 1890) did not think that calls to the NGN they use were

included in customers’ mobile call packages of free telephone minutes. Organisations using 1800 and
076 numbers are more likely to think that calls to these NGNs are included.

* Caution small base size.

» )
e
@ ‘Q.lSa What about free telephone minutes offered by mobile operators to customers?

Confidential



Incidence of organisations who would consider
switching to a landline or mobile number that is
included in free bundled minutes for landline callers

Base: All claim NGN is not included in landline package or don’t know

NGN Used
1800 1850 1890 0818 076
Base: 53 55 61 24 *
% % %
i I
NO I
Don’t Know n

Many NGN users who do not think NGNs are included in the bundled minutes for landline callers or do not
know would consider switching to a landline or mobile number that is included. Approximately 3 in 5 of
those using 1890 NGNs and 7 in 10 using 1850 NGNs would consider switching.

o

Confidential

* Caution small base size.

Q.16 If calls to the Non-Geographic-Numbers you offer are not included in bundled minutes for landline callers
would you consider switching to a landline or mobile number that is included? 40




Incidence of organisations who would consider
switching to a landline or mobile number that is
included in free bundled minutes for mobile callers

Base: All claim NGN is not included in mobile package or don’t know

NGN Used
1800 1850 1890 0818 076
Base: 56 55 69 22%
% % % %

Yes

No

Don’t Know 4 |

Many NGN users who do not think NGNs are included in the bundled minutes for mobile callers or do not
know would consider switching to a landline or mobile number that is included. More than 3 in 5 users of
1850 and 1890 NGNs would consider switching.

B

Confidential

* Caution small base size.

Q.16a If calls to the Non-Geographic-Numbers you offer are not included in bundled minutes for mobile
callers would you consider switching to a landline or mobile number that is included?
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Other contact methods provided by businesses

Base: All currently use any number (851)

Total
%

) Higher: 100+
email | o —> e
users and 100+ emps
Text-based service (e.g. SMS) - 10
Website - 8
==
Online Form .‘ 7
Webchat 1 3
Other -J 8

None of these . 5

Others= Fax (4%), marketing / advertising in paper (3%), word of mouth (1%).

076 users

Aside from phone numbers, email is the predominant alternative contact method; its use is higher among larger
organisations (100+ employees) and among 076 number users. Almost half of all businesses use social media as

an alternative contact method; its use is higher among larger organisations (100+ employees), 1850 and 1890
number users.

O ** Multiple responses allowed.
» IV *** See appendix chart for data breakdown.
. \ <= @ Q.3 Aside from phone numbers, which other contact methods does your organisation use to provide services

Confidential (for example email, social media and other forms of contact)? 43




Provision of alternative landline or mobile number
to access same service as the NGN

Base: All currently use NGNs (218)

Main NGN Number of Employees
Total 1800 1850 1890 0818 076 Under 10 11-99 100+
employees
Base: 218 45* 73 25%* 11%* 63 94 61

%o

%

Yes - landline 76

Yes - mobile

% % %
71
= significantly
lower vs total
= significantly
[H:I higher vs total

Among current NGN users, 3 in 4 also provide a landline number and a third provide a mobile nhumber

No

for customers to access the same service as the main NGN.

* Caution small base size.

Confidential

Q.9 Thinking of the services provided on your main NGN, do you also provide a landline or mobile number
for customers to access these service? 44




Main reasons for providing a landline or mobile
number for customers to access services

Base: All currently use NGNs & provide a landline or mobile number to access same

services (174)

To give customers an alternative option to calling our Non-Geographic-Number

Because callers may have free calls to landline and/or mobile

Total

%

It's traditional/familiar

To allow international callers to access our services.

Landline considered more reliable

To provide a local presence

individual needs.

Good image/professional

Quick response/resolution/easy to contact

The reasons for providing an alternative landline or mobile number include to give customers an alternative option

Direct contact with rep
**Qthers

Don’t know

to calling the NGN and because callers may have free calls to landline/mobile humbers.

Confidential

©,

Q.10

* All others 4% or less.

** Multiple responses allowed.

Why do you provide a Landline/Mobile number for customers to access this service?

45



Alternative contact method preferences
Base: All currently use NGNs (218)

Total
%
\
Landline number | 44
r
Email |‘ 14
| .
Different NGN | 13
1800 || 4
076 |‘ 2
1890 |‘ 1
0818 |‘ 1
Mobile number |t 11
Others | 17

Others including: social media (3%), online forum (3%), text service (3%) and webchat (2%).

Landline is the main preferred alternative contact method to the main NGN. After that, email or a different
NGN were preferred.

BA

Confidential

Q.11 If you were to use an alternative contact method instead of your Main NGN what would your preferred
alternative be? 46




Confidential

Reasons for alternative contact preference

Base: All organisations who would prefer to use a landline, mobile or different NGN (138)

Main reasons given:

access/considered
better/convenient.

@ ‘Q.lz Why would you consider using [insert answer from Question11]?

access/considered
better/convenient.

ou were to ative conta ofs ead of yo 3
T T -
ota
andline be obile be D e pe

Base: 138 96 15% 27%

% % % %
Considered to_be simple/easy access/considered 28 24 61 13
better/convenient
Cost savings to customers 18 17 - 35
Customers prefer to call the number 12 16 - 7
[To enable customers to contact us/me directly 12 37 10
Instant/direct 8 34 1
Cost savings to the organisation 7 - 15
[To provide a local presence 7 10 - -
Backup/other option 4 2 - 15
Tradition 4 6 - 1
Can be reached internationally 3 5 - -
[To provide customers with an alternative option 3 3 - 2
Others*** 25 26 13 33
Don’t know 5 5 - 8

Simple/easy Simple/easy

To provide cost
savings to customers.

*** All others 2% or less.
** Multiple responses allowed.

* Caution small base size.
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Awareness of NGN Costs
Base: All aware of NGNs (870)

Free to call from

mobile
%
Higher
1800 - 27 among
current 1800
users and
100+ emp
1850I 5
1890| 4
0818| 2
076 2

None of
these 31
Don’'t
know 35

Free to call from
landline
%

Higher
among
current users
of 1800 &
1850, Dublin
100+ emp

2

l 19 Higher Conn/Ulster

Calls charged per
minute
% %

Higher 100+
Higher 1890
c3 B 3 current users,
100+ emps
Higher 100+
Higher 1800

current users,
100+ emps

Calls are charged per call

Higher 1890

current
users, 100+
emp

While there is some understanding that 1800 NGNs are free to call, organisations are confused about how

calls to 1850 and 1890 numbers are charged.

BA .

Confidential

** Multiple responses allowed.
*** See appendix chart for data breakdown.

Q27 Of the Non-Geographic-Numbers 1800, 1850, 1890, 0818 and 076, which NGN or NGNs do you associate with each
of the following statements?

49



Awareness of call costs from landline

Base: All aware of specific number ‘All NGN user’ is all those who use NGNs and
- are aware of that specific number type.

Aware of specific number

1800 1850 1890 0818 076 Landline Mobile
All All All All All All All All All All All aware All All  All NGN
aware NGN aware NGN aware NGN aware NGN aware NGN NGN aware user
user user user user user user
Base: 853 217 849 214 /796 212 524 170 277 91 881 218 881 218
% % % % % % % % % % % % % %

Higher among
Dublin, current

Higher among

Higher among 1890 current

1850 current

users of 1800, 1850 users users and
& 1890. 100+ emp 100+ emps

Yes, I know

No, I don’t know

O = significantly higher
vs all aware
Cost awareness of calling NGNs, landlines and mobiles from a landline is low. Current users of 1800, 1850
and 1890 NGNs claimed significantly higher awareness of call costs from landline to each of those NGNs.

**x* See appendix chart for data breakdown.
s \ - @ Q28 Do you think you would be able to state the typical costs for a customer of calling the following types of

Confidential numbers from a landline? 50




Awareness of call costs from mobile

- g ‘All NGN user’ is all those who use NGNs and
Base: All aware of specific number are aware of that specific number type.

Aware of specific number

1800 1850 1890 0818 076 Landline Mobile
All All All All All All All All All All All aware All All  All NGN
aware NGN aware NGN aware NGN aware NGN aware NGN NGN aware user
user user user user user user
Base: 853 217 849 214 796 212 524 170 277 91 881 218 881 218
% % % % % % % % % % % % % %

Higher among
1800 current

Higher among 1890

current users and
100+ emps

g

users. 100+ emp

Yes, I know

No, I don’t know

= significantly
higher vs all
aware

Cost awareness of calling NGNs, landlines and mobiles from a mobile is low. Current users of 1800 NGNs
claimed significantly higher awareness of call costs from mobile to 1800 NGNSs.

**x*See appendix for data breakdown.
B
\ - @ Q28a Do you think you would be able to state the typical costs for a customer of calling the following types of

Confidential numbers from a mobile? 51




Call estimates (I)

Base: All who claim to know typical costs

Cost of calls to NGN number

1800 1850

From a From a From a From a From a From a

Landline Prepay Billpay Landline Prepay Billpay

Mobile Mobile Mobile Mobile

Base: (293) (202) (202) (188) (123) (123)

% % % % % %

% who
stated a
cost other
than free
Free

N

1890

From a From a From a

Landline Prepay Billpay

Mobile Mobile

(157) (103) (103)
% % %

Base:

NGN users able
to estimate
cost:

106 76 76 67 38 38

61 38 38

% of NGN
users who

stated cost 17% 23% 25% 71% 539%* 58%*
other than
free

66% 53%* 53%*

A majority correctly reported that 1800 numbers are free to call.

.9
"\ .
Confidential @

* Caution small base size.

Q29 How much, in euro cents, do you think it typically costs a customer per minute/per call to call a [ask for
each type of number coded Yes at Q28 and 28a] during business hours on each of the following?

52



Call estimates (II)

Base: All who claim to know typical costs

0818 076

Landline

Mobile

Froma Froma Froma Froma Froma From a Froma Froma From a Froma From a From a
Landline Prepay Billpay Landline Prepay Billpay Landline Prepay Billpay Landline Prepay Billpay
Mobile Mobile Mobile Mobile Mobile Mobile Mobile Mobile
(75) (62) (62) (32%*) (32*) (32%*) (329) (288) (288) (291) (331) (331)
% % % % % % % % % % % %
% who stated a
cost other than
free 72
Free
Don’t know = E
Base:
NGN users ableto 31 24 24 14 12 12 86 79 79 76 81 81
estimate cost
% of NGN users
who stated a cost 72% 70%* 75%* 62% 70%* 599%* 67% 66% 58% 67% 66% 63%

other than free

Higher percentage of respondents claimed to know the cost of calls to landlines and mobiles than to most NGNs.

&

Confidential

* Caution small base size.

Q29 How much, in euro cents, do you think it typically costs a customer per minute/per call to call a [ask for
each type of humber coded Yes at Q28 and 28a] during business hours on each of the following? 53




Estimated customer cost per minute/per call to
NGN, landline or mobiles - 1

Base: All who claim to know typical cost and can estimate costs (including those who
estimate costs as free)

€0.80 -
€0.70 -
€0.60 -
€0.50 -
€0.40 -
€0.30 -
€0.20 -
€0.10 -

€0.00 -

Base:
NGN users able to
estimate cost

NGN Users estimated
average cost

1800

From a
From_ a Prepay
Landline Mobile
(272) (189)
% %
€0.25
€0.18
96 70

€0.08 €0.07

From a

Billpay

Mobile

(189)
%

€0.21

70

€0.07

From a From a
From a Prepay Billpay
Landline Mobile Mobile
(172) (112) (114)
% % %
€0.56
€0.50

€0.43

59 36* 36*

€0.23 €0.28 €0.25

** Estimated customer cost based on mean score
across all respondents able to estimate a cost.

1890

From a From a

LFrocrIT_ a Prepay Billpay
andiine Mobile Mobile
(142) (97) (97)
% % %
€0.58

€0.52
€0.39

52 36* 36*

€0.24 €0.28 €0.30

1800 calls were estimated as cheaper than 1850 and 1890 calls.
cost for 1800 was greater than zero, despite 1800 NGNs being free to call.

Confidential

©,

However, the estimated average call

* Caution small base size.

Q29 How much, in euro cents, do you think it typically costs a customer per minute/per call to call a [ask for
each type of humber coded Yes at Q28 and 28a] during business hours on each of the following?
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Estimated customer cost per minute/per call to

** Estimated customer cost based on mean score
across all respondents able to estimate a cost.

NGN, landline or mobile - 1II

Base: All who claim to know typical cost and can estimate costs (including those who
estimate costs as free)

From a

Landline

€0.60

€0.50 -

€0.40

€0.30

€0.20

€0.10

€0.00 -

Base:
NGN users able to
estimate cost base

NGN Users
Estimated average
cost

(71)
%

€0.42

€0.25

0818

Froma From a
Prepay Billpay

Mobile  Mobile
(57) (57)
0 ‘-0/0_ _

€U.54

€0.51 I

€0.59 €0.71

076

Froma From a
Prepay Billpay
Mobile Mobile
(30%*) (30%*) (30%*)
% % %

From a
Landline

€0.25

€0.18
€0.12

€0.07 €0.16 €0.13

Landline
From a Froma From a
. Prepay Billpay
Landline Mobile  Mobile
(297) (261) (262)
% % %
€0.26
78 72 72

€0.12 €0.17 €0.13

Mobile

From a From a From a
. Prepay Billpay
Landline Mobile Mobile
(260) (294) (294)

% % %
€0.28
€0.25
€0.17

66 74 74

€0.21 €0.18 €0.14

Calls to 0818 are estimated at between €0.42 and €0.54 per minute, while calls to landlines and mobiles

Confidential

are viewed as much cheaper.

©,

* Caution small base size.

Q29 How much, in euro cents, do you think it typically costs a customer per minute/per call to call a [ask for

each type of humber coded Yes at Q28 and 28a] during business hours on each of the following?
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NGN users’ attitudes towards NGN costs
Base: All currently use NGNs (218)

NGN costs to your Customers choose The cost to your It is important that
organisation an whether or not to make customers of calling consumers are aware
important factor in a call to an NGN NGNs influences your of the cost of calling
choosing your NGN depending on the cost organisation’s choice of NGNs
provider of the call NGN

% % %

Strongly Agree

Agree Slightly

Neither agree nor disagree

Slightly Disagree

Strongly Disagree

Don't Know

ANY Agree 48% 51% 53% 63%
ANY Disagree 32% 31% 28% 16%
Mean 3.24 3.38 3.48 3.82

Almost half of current NGN users consider NGN costs to their organisation an important factor in choosing
their NGN provider. Over half consider that the customer cost of calling NGNs influences the organisation’s

choice of NGN and that customers choose whether or not to make a call to a NGN depending on the cost of
the call. 3 in 5 think it is important that customers are aware of the cost of calling NGNs.

’ *See appendix for data breakdown.

»
*\ o
Confidential @

Q33 To what extent do you agree or disagree with the following statements, on a 5 point scale where 5= agree
strongly and 1 = strongly disagree?
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Organisations providing guidance to customers on
the cost of calling NGNs

Incidence of organisations who provide How guidance is provided
guidance to customers on cost of calling NGNs
(Base: All currently use NGNs 218) (Base: Yes provide guidelines 51) %
% Advertise/indicate the price on website,

email or social media 70

Advertise/indicate the price on company
brochures

Yes

—)

Marketing material

Tell clients verbally

.
]
[

W

Rises
o
to 94% State the cost on a recorded telephone
No among message
1850

current Indicate in the organisation’s
users advertisements that the price may vary
depending on the operator

State the cost during the phone call

_-
N

Don’t know

Through text 3

The majority of current NGN users do not provide guidance to customers on the cost of calling NGNs and

this is higher among 1850 users. Just 1 in 5 claim to provide guidance and this is mainly done through
advertising, website, email or social media.

O **Multiple responses allowed.
Q30 Does your organisation do anything to provide guidance to customers on the cost of calling your Non-
e

Geographic-Number(s)?
Q31 How do you provide this guidance? 57

Confidential @



Difficulty informing customers of the exact cost of
calling NGN

Base: All currently use NGNs (218)

Main NGN
Total 1800 1850 1890 0818 076
218 64 45 73 25%* 11%
%o %o % % %

Yes, difficult ﬂ n

No, not difficult 77

Don't know — ]
3 in 4 NGN users do not consider it difficult to inform customers of exact cost of calling the NGN they use. 1

in 5 believe it is difficult to inform customers of the exact costs of calling and this appears to be more of an
issue for 1890 and 076 number users.

2

Confidential

* Caution small base size.

Q32 Does your organisation face difficulties informing your customers of the exact cost of calling your Non-
Geographic-Number(s)? For example, due to different prices set by different networks/providers?
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NGN charging structures for receiving calls

lower vs total
Base: All currently use NGNs (218)
| Main NGN Number of Employees
Tota
1800 1850 1890 0818 076 Under 10 11-99 100+
Base: 218 64 45 73 25% 11%* 63 94 61

% % % % % % %

Fixed monthly cost

Cost per call

17

Cost per minute

Bespoke offer

Other

Don't Know

NGN charging structures (at total level) are fairly evenly spread across fixed monthly cost, cost per call and
cost per minute. However, an average of 1 in 5 NGN users do not know the charging structure to their
organisation for receiving calls to the main NGN.

* Caution small base size.

» ©
v
@ Q34 You indicated that your main NGN is [insert main NGN from Question 6a], what is the charging structure to

our organisation for receiving calls to this Non-Geographic-Number?
Confidential Y g g grap 60




NGN user cost estimates for receiving NGN calls
(per call)

Base: All organisations on cost per call charging structure (45)*

Landline Mobile

% who stated a cost
other than free

Free

Don’t know

Average estimated cost among

all on cost per call charging €0.20 €0.29
structure:

3 in 5 NGN users on a per call charging structure do not know how much it costs their organisation to receive

calls from a landline or mobile to the main NGN. The average estimated per call cost for organisations to
receive a call from a landline is €0.20 and €0.29 from a mobile.

~ '( * Caution small base size.
» \ - @ Q35 How much, in euro cents, do you think it costs your organisation per call to receive calls from a landline

/mobile to your main NGN?
Confidential 4 61




NGN user cost estimates for receiving NGN calls
(per minute)

Base: All organisations on cost per minute call charging structure (48)*

Landline Mobile

% who stated a cost
other than free

Free

Don’'t know

I
Average estimated cost among

all on cost per call charging €0.16 €0.22
structure:

3 in 5 NGN users on a per minute call charging structure do not know how the per minute costs to receive calls
from a landline, while 7 in 10 do not know the per minute costs to receive calls from a mobile. The average
estimated per minute call cost for organisations to receive a call from a landline is €0.16 and €0.22 from a mobile.

.

* Caution small base size.

Q35a How much, in euro cents, do you think it costs your organisation per minute to receive calls from a
landline/mobile to your main NGN?

Confidential
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Estimated per month organisation cost for

receiving NGN calls from landlines
Base: All currently use NGNs (218)

= significantly lower vs total

Main NGN Number of employees
Total 1800 1850 1890 0818 076 Under 10 11-99 100+
Base: 218 64 45* 73 25% 11% 63 94 61

%
%0 who stated a
cost other than
free

Free
78
Don’t know
Cost: ©€58.03 €70.95 €28.71 €84.81 €51.69 €16.49 €62.88 €172.30

Average Estimated

Two thirds of current NGN users were not able to estimate the per month cost of receiving NGN calls from

landlines to the main NGN. Smaller organisations (under 10 employees) estimated a significantly lower average
monthly cost.

* Caution small base size.

Q.36 And how much, in euros, on average, do you think it costs your organisation per month for receiving

nE ©
Confidential

calls to your main NGN? 63



Confidential

Estimated per month organisation cost for

receiving NGN calls from mobile
Base: All currently use NGNs (218)

Main NGN Number of employees
Total 1800 1850 1890 0818 076 Under 10 11-99 100+
Base: 218 64 45% 73 25% 11%* 63 94 61
% %
| 5 |
% who stated a n
cost other than
free
Free
79
- I I H I
Average
Estimated €57.13 €78.92 €34.10 €99.38 €11.99 €13.02 €156.60 €122.95
Cost:

More than two thirds of NGN users were not able to estimate the per month cost of receiving calls from

mobiles to the main NGN. Again, smaller organisations (under 10 employees) estimated a significantly
lower average monthly cost.

=

* Caution small base size.

Q.36 And how much, in euros, on average, do you think it costs your organisation per month for receiving
calls to your main NGN?

= significantly lower vs total

64



Estimated per month organisation cost for

receiving NGN calls from landlines and mobiles
Base: All currently use NGNs (218)

= significantly lower vs total

Main NGN Number of employees
Total 1800 1850 1890 0818 076 Under 10 11-99 100+
Base: 218 64 45 73 25% 11% 63 94 61

%

% able to
estimate costs
other than free

% % %o % % % % %
I H H :
Free U

71 70
Don’'t khnow =

Average Cost: €111.56 €132.64 €155.93 €105.36 €81.68 €28.32 €300.92 €189.21

2 in 5 organisations claimed they were able to estimate the per month cost of receiving calls to the main

NGN from landlines and mobiles (including those who said calls were free), while almost 3 in 5 could not.
Smaller organisations (under 10 employees) estimated a significantly lower average monthly cost.

¥ @
Confidential

* Caution small base size.

Q.36 And how much, in euros, on average, do you think it costs your organisation per month
for receiving calls to your main NGN?
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Incidence of organisations who would consider
using NGNs in the future if customer and
organisation costs were reduced

Would consider NGNs if customer

costs reduced organisations costs reduced

Base: All who think NGNs are too expensive to Base: All who think NGNs are too expensive for
call for customers (173) the organisation to use (193)

Yes Yes

Would consider NGNs if

2 in 5 organisations who think NGNs are too expensive for customers to use would consider using NGNs in the
future if customer call costs reduced. A similar number (44%) of organisations who think that NGNs are too
expensive for the organisation to use would consider using NGNs in the future if the organisation costs reduced.

BA -

Confidential

Q.24 You said that you do not use Non-Geographic-Numbers because they are too expensive for customers to call, would

you consider using Non-Geographic-Numbers in the future if the customer costs of calling these numbers reduced?

Q.25 You said that you do not use Non-Geographic-Numbers because they are too expensive for the organisation to use,

would you consider using Non-Geographic-Numbers in the future if the organisation’s costs of using these numbers reduced? 66
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Questionnaire

B&

17152

ComReg Business Non-Geographic-Numbers Questionnaire
Final Interview Versions
10% May

Part A; Full Sample

mrvices)

Financial s=rvices )
Public/ Govemment s=rvioss 10
Crthemr {mpevifyr) i1

AWAREMESS AND USE OF NGNs

Hell. My nam= is .. from Behavicwr & Atfitedes, the indspendesnt market ressach
oompamy bas=d in Dublin. We are comently camying out a sunvey on Behall of the
Commizsion for Communications Regulation {{omBrg) among Irsh businesses reganding
o=risin type= of t=l=phone numbers. The smewers you ghee amre yvery imporfant in t=rms
of informing ComBeg's future work on thess mumbers.

May I speak to the person responsible for making decisions reganding the t=l=phons
numbers your organisation provides to its customers {indwding landline, mobile phone=
and Non Geographic Numbers)?

Thee study will take spprocimatsly 15- 20 minutes depending on your amswers.
Al re=pomes given will b= treated in aggregate and smomymous fom.

A, What county is the company located?

B. Approximately how many employess does the company have?
0 NOT PROMPT {specily mumber)
IF "DON'T KNOW' NUMBER OF EMPLOYEES ASK

Would it bew..?
1-3 mmployees

4-0 memployees
10-19

20-49

50 -100

101 - 120

151 - 200

201 - 230

250+ =mploye=es plus

C. What is your main business activity? DO NOT READ OUT BUT CODETO
PRECODES

Tech manulactunng {manulacture: of machine=ry,
computers, medical squipment, comms.
=guipment, transport wehicles + squipment =tc.).
All Othymsr Manufacturing

Construction

R=tail & Whol=sal= Trade
Hotels/rectsurants/ e/ leisure s=rices
Tramsportation

Tedhmology, IT & Communications

Service= (ind. business ssrvioes, sl sxisis

-

G0l BN s Ll R

Interviewer explanation: Businesssx and omganizations, =wch a=x banks, wtility
oompamni=s, chanties, off=n us= o=rsin types of t=l=phons mumbers other than onfinany:
larndlim= {=.g. 01, 061) or mobile numbers, a= contact mumbers for s=rhioss and
helplimes. The== mumbers ar= call=d Non-Geographic Numbers or NGH= ax they are not
link=d to any spedific location. They start with particular number prefoees to identify
them.

We us= the t=rms Non-Geographic Numbsr and NGN int=rchangealbly throwghout this
Uy,

ASK ALL

Queskion 1

&= you aware of the following Non-Geographic Number prefooes?

RE:I-? OUT NGNs ONLY. DO NOT READ OUT "aware™ or "not aware”,

MEN B an= Mot Bwvar=
z

1EDD

1E5D

1820
OE1E
o7s

I e e e
Lo I )

ASK ALL
Question 2

Doves your prganisalion, curmently use any of the following numbers to provide s=nic=s
such ax helplines, sal=x lines, =nguiry and complsint lines or other such s=nioe=?

READ OUT. MULTIPLE ANSWERS POSSIBLE.




uestionnaire

Haz your ppanisalion, previously ussd but no longer use= amy of the Tollowing mumbers
to provide zuch servioss?

READ QUT., MULTIFLE ANSWERS FOSSIBLE.

Qum=tion Qu==tion

z 2a
Numier Currmnithy F'r:vi:::h- Mmymr Lo

LS el
1EDD 1 2 3
1850 1 z 3
1ESD 1 2 3
OELE i 2z 3
076 i 2 3
Landline number 1 2 3
Mobile mumber 1 1 3
None= 1 1 3

ASK ALL CURRENTLY USINGANY NUMBERS FROM Question 2
Question 3

Bxide Trom phone mumbers, which other contact methods does your organization == to
provide s=rvices {for example =mail, social media and other forms of contact)?

DO NOT READ OUT. CORETO PRECORE, MULTIELE ANSWERS FOSSIBLE.

Taxt-bas=d s=rvics (=.g. SMS) i

Emuasil

(]

Social Media

sl

Online Form 4
W=bchat 5
Lmttmr &
Other {=pecily 1 ¥
Non= E

Part B; QUESTIONS RELATED TO CURREMT USE OF NGN=

— ASK THIS SECTIOM FOR THOSE CURRENTLY USING MGMs AT Qu=stion 2

ASK THOSE CURRENTLY USING MGMs IN Question 2
Question 4

Wiho iz the main provider of your Non-G=ographic- Number =) { sk for sach mumber
cum=ntly w=ing at 0217 Pleas= also mention any additional NGN providers for =ach NGH

if rel=vant.

Note to interviewers fseripters: For each NGN, record providers if more than
one,

Main NGN Prowvider | NGN Provider 2 NGN Provider 3

Quesbion 5

D= your organisation purchase all of its telephony s=rvices {induding NGN=) as part of
a8 singl= contract from the same provider?

e 1
No z
Don't know 3

ASK FOR EACH NGMN USED AT Question 2

Question &

Thinking of the Non-Geographic- Number{=) cumently provided by your crpanisation,
plzase list the s=rvices that you provide over mach NGN use=d [=.g. helplines, sales lin=s

=tc.]:

ONLY READ OUT NUMBER FOR EACH NGN CURRENMTLY USED AT Q2]

Hum/b=r Service 1 Service 2 S=rvic=
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Questionnaire

1EDD

1E5D

1E2D

IELE

078

Queshtion &a

Which typ= of Non-Geographic Number would you consider to be your main NGN?  Your
main NEN means the Non-Geographic- Number that is call=d the most.

==y

Interviewer to récord one main NGN onlyi.e. 1800, 1850, 1890, 0B1B or 076

MAIN NGN

ASK THOSE USING 1800 NUMBERS AT Question 2
Queshbon 7

What is yowr main reason for providing an 1800 number forozrtain s=rvioss inst=ad of
wsing other Mon-Geographic- Humbers?

ALLOW OMNE OPTION OMLY. PLEASE READ OUT. CORE TO PRECORES. Rotate
ardar

To provide customers with more memomable contact 1
numbers
To offersingls contact numbers ]
U=ing this Non-Ge=ographic- Number Best soits cor 3
bramd fimage
4
To allow customers to saco==s your organisation's
ze=rvioes free of charge
Other [=pacily 1 5
Don't know (DO NOT READ OUT) &
ASK FOR MAIM MGN AT Q6a (EXCEPT 1800 NUMBERS ).
Quesbion 8
Wihat ar= the main reason{s) your prganisation, vs=s an [INSERT MAIN NGN FROM Qfa]

cumbe?

ROTATE ORDER OF STATEMENTS. PLEASE READ OUT . ALLOW MULTIPLE
AMSWERS,

INTERVIEWER SAY: Please just say "Yes' or "No' to esch reason T resd out,

INTERVIEWER SELECT IF "YES'

To provide memorable contact mumbers

|

=
Q

offer single contact mumbers to customers

(X

To restuos the cost of calls for your prpansation

("]

To resduos the cost of calls Tor your customers

Using this Non-G=ographic- Number best suits cur Brand/imag=

So that your crganisation can change addre=s without changing
mumber

ol |

T avoid showing wihere your prganisalion = bas=d

The= prpanisatiop, has always wse=d this mumber

ASK FOR MAIN NGM AT QGa

Quesbion 9

Thinking of the s=rvicss provided on your main KGN, do you also provide s landline or

mobile number for oustomens to acomss fhese senjos?

D0 NOT READ OUT. CODE | PRECODES
Yo - landline | 1

[

Y= - molbile

(115

Ll

ASK FOR THOSE WHO CODE 1 or 2 TO Qu=stion 2

w0

Question 10

Wiy dio you provide a Landline/Mobile mumbser for customers to aooe=s this s=ric=?

DO NOT READ QOUT. CORE TO PRECORES. ALLOW MULTIPLE ANSWERS,

To allow int=mational callers to aco==s owr s=rvices, 1
To provide aco=== to ==rvio=s {hal see located in specific geographic Z
lecations.

To provide a local pres=mos 3
Becaus= callers may hawve fre= calls to landline: and/or molbile 4
To give customers an altematiee option to calling our Non- 5

Geographic- Number

/1



Questionnaire

&y other reazon {specily 1 | ] |

ASK THOSE CURRENTLY USING MGMs AT Juestion 2

Question 11

If you wers o use an alt=mative contact method instead of your Main NGN what would
your prefemed alt=mative be?

READ OUT. CODE TO PRECODE. ALLOW OME ANSWER OMLY.

Larsllfire= irovarn Bemr 1
Mobilz number F]
Diff=rent NGN 3
(specity____ )

=mail 4
Social media 5
On-lim=: form &
wmbchat ¥
Text ==rvicz {=.g. SM5) ]
Other [ =pecily i] =]

IF CODE 1-6 IM Queslion 11 ASK
Quesbior 12

Wity would you consider using [ins=t answer from Question11]?

DO NOT READ OUT. CODE TO PRECODES

Cromt =avings to the mganmalicn, 1
Cost =avings to customers F3
U=ing this option would swit ouwr 3
brand/imags

To provide a local pressnos 4
To =nable customers to contact wsfme 5
diin=ctly

To provide customers with an aft=mathe &

option
To us= all contact methods availabile T
By other mazon [specily 1 E

ASK THOSE CURRENTLY USING NGNs AT Questizn 2
Queskion 13

L= there amy Non-Geographic- Numbers {1 or mor) your prgagisaticn would not

conmider u=ing?

READ OUT OMLY MGNS MOT CURRENMTLY USED AT Q2. ALLOW MULTIPLE
ANSWERS.RECORD AS MANY NGNS AS MENTIONED.

1500

1850

1E20

OELE

076

None of these

Don't Know

[

(]

("

oo | e

IF CODE 1-5 1IN Q13 ASK FOR EACH NGM RECORDED.
Queshion 14
Whiat ar= yowr reasons for not wishing to us= that/thoss Non- Geographic- Numbers?

==

DO MOT READ OUT. CORETO PRECODES. MULTIFLE ANSWERS POSSIBLE,

I have mever besnd of {INSERT AS APPROPRIATE) mumbers
Too =xpensive for customers to call
T mxpen=ire for my organation

Thhies MGEN do== ot suit the crganisation's image/Brand

It i= mot ax memomable sx other Non- Geographic- Numbers
Othemr | =pe=cily 1

[ T S P T e

ASK FOR EACH NGN CURRENTLY USED AT Q2
Queshbion 15
&r= you aware il calls made o [ins=rt NGN cum=ntly wsed from Question 2] are incheded

i the= call package of free telephone minutes of fered by landline operators to
customers?

72



Questionnaire
BA

ASK FOR EACH NGN CURRENTLY USED AT Q2
Quechion 158
Wihat about free telephon= minutes offer=d by mabile aperators to customers?

DO MOT READ OUT. CORETO PRECODES.

015 | D15
fms, ey ane inchuded 1 1
Mo, they ar= mot inchede=d F] F]
Dot Kimow 3 3

ASK THOSE WHO CODE NO OR DON'TKNOW AT Question 15
Question 16

If calls to the Non-Geographic- Mumbers you offer are not incheded in Bundl=d minut=s
Tor landllire callérs would you conmider switching to a landline. or mobile number that is
included?

ASK THOSE WHO CODE NO OR DON'TKNOW AT Question 152
Question 16

If calls to the Non-Geographic- Mumbers you offer are not incheded in Bundl=d minut=s
Tor i bile callers would you consider =witching to a landline or mobile mumber that is
includ=d?

DO MOT READ OUT. CORETO PRECORES.

0is Dit=

BAa

Part C: QUESTIONS RELATED TO PREVIOUS MGN USE

-0 WOT ASK THIS SECTION FOR THODSE WHD NEVER USED NGRS AT QUESTIONS /28

PARTCI — FOR DRGANZATIONS THAT CURRENTLY USEAND PREVIDUSLY LSED ANY NGNE AT
QUESTION 2 AND 2a

ASK FOR EACH NGN PREVIOUSLY USED AT Quection Zs

Quesbion 17

You said that youwr crganisation previcwushy us=d [Ins=rt NGN from Question 2a]. Wiy

dom= your organization no longer use this mumber?

INTERVIEWER NOTE: READ OUT. ALLOW MULTIPLE ANSWERS. ROTATE ORDER
+

Too expensiee for customers

Mot cost affective for the organisstion

Decided to use a landline number inst=ad

Decided to us= a mobile number inst=ad

Demcided to wse online meathods inst=ad

Deecided to wse s diff=rent Non- Geographic- Number
I mo longer provide this s=nic=

e A

L] ] =) IR Y It R )

IF CODE 3 TO Queslion 17 ASK
Queshion 18

You said that you vs= & landline. mumber instesd of an NGN mow. For what reason(=) do
you do =o?

IF CODE 4 TO Qu=stion 17 ASK
Quesbion i8a

You =aid that you u=s= s mobile number inct=ad of an NGN now . For what reazon(x) do
you do =o?

DO NOT READ OUT. CORETO PRECODES. ALLOW MULTIPLE AMSWERS.,




Questionnaire
B\A B\A

QiR (1Es IF CODE 6 TO Qu=stion 17 ASK
This numiber s similardy svited Tor the s=rvic= 1 1 Quesbion 19
we provide for owr customers .
You said that you uss & differ=nt HGN now. For what reazon(s) do you do =o?
Tih= organisation costs ar= similar to using an F F
M DO NOT READ QUT. CORE TO PRECODES. ALLOW MULTIPLE ANSWERS.
e = e Thon o 3 3 Th= m=w NGN = similady swited for the ssrnios we provids 1
Tor our customers
an NGN
- Th= crganisation's costs for using the new NGN are similar 3
The =a=t iz the caller iz jess Thar the czst of N 4 tz the organizstlion’s costs Tor using the e NGH
calling am NGN
- - The= crganization's costs for using the new NGN ars lz== 3
This mumber s as =a=y to emember as an 5 5 tham thve creanisation’s for wring the old HGH
NGN Eh ==t mE
Th= oost to the caller Tor using  the new NGN is less than 4
Othe=r {spesily ) & & the cost of calling the old NGH
The= pew NEN = ax =a=y o remember ax the old NEN 5
Brry other reamon {=pecify i] &




Questionnaire
B\& B\&

PART (2 — FOR ORGANBATIONS THAT PREVIOUSLY USED ANY NGNS AT QUESTION 2a AND DO ‘fou =aid that you u== a mobile numiber inst=ad of an NGN now. For what reazon(=) do
NOTCURRENTLY LISE ANY NGN AT QUESTION 2 you do =o?
ASK FOR EACH NGN PREVIOUSLY USED AT Juestion Za ] T MOTREAD OUT- CORETD.EREEONES. ALLOW MULTIPLE ANSWERS.
. 72 Tii=
Question 20 2]
This mumber is similarty suited for the s=nic= 1 1
Thiinking of the Non-Geographic- Number{=) previcush provided by your orpani=ation, e pn:nrule. T‘:'_r our cuslomers _ _
can you indicate the nature of s=rvice=s provided via thes= Non-G=ographic- Numbe=rs IHMNGGT nisation’s costs ar= similar to using z z
. ) . e i .
[=.g. helplines, sale=s lin=s, =nguiry,/complaint lires and other sudh s=nvic=s]? The crosrmators gy — 5 3
- - - Tor an NGN
S 1 S F] S 3
Nomber s s e The c=et Iz The callar iz less Than the cost o T T
150D calling an NGM
1E5D Thiss number i= ax =axy to emembsrax an ] 3
1550 By other resmon {=pecify 1 & &
OELE
o7&

ASK SEPARATELY FOR EACH MGM PREVIOUSLY UWSED AT Question Za
Question 21

Yiou =zaid that your organisation previously wssd (ing=rt NGN 2= appropriat= from
QuesbonZa)] mamiber. Wiy do=s your organisation mo longer vss this mumber?

PLEASE READ OUT. CORETO PRECODES. ALLOW MULTIPLE ANSWERS. ROTATE
ORDER

Too expensie for customers

Mot cost effectire for the  omgansation

D=cided To u== a landline. number inst=ad
Demcided to vs= a mobils number instesd

My organisation no longer provides this s=nios
[ |

L] WEJ| I W ST

IF CODE 3 TO Question 21 ASK
Quesbion 22

You =aid that you vse 8 lsndiine member instesd of an NGN mow . For what reszon(=) do
you do=a?

IF CODE 4 TO Qu=stion 21 ASK

Quesbion 22x




Questionnaire

PART D - ORGANISATIONS NOT USING ANY MGNs TO OFFER SERVICES
- ASK THIS SECTION FOR THOSE NEVER USING ANY WGRa AT QUESTION I AND 2o

-0 ROT ASK THIS SECTION PMOR THOSE CURRBNTLY WSING WGHa (Q2) DR WHD PREVIDUSLY
USED NGHs AT QUESTIDN 2o

ASK THOSE AWARE OF NGNS FROM Que=stion I
Question 23
Wihny diom= yowr organization mot us= amyr Non-Geographic- Numbers to offer s=rvioes?

PLEASE READ OUT. CORETD PRECODE, ALLOW MULTIPLE AMSWERS. ROTATE
ORDER

You said that you do not us= Non-G=ographic- Numbers becsuss they ane b sooper siwve
for the arganisation to uss, would you consider using Non-Geographic- Numbers in the
Tutwre il the crganization's cost=s of using these numbers reduo=d?

DO MOT READ OUT. CORETO PRECODES.

Yus 1
No F3
Don'T kmow 3

ASK THOSE USIMNG LAMDLIME OR MOBILE NUMBERS FROM (Qu=stion 2 AND
AWARE OF NGNS FROM Que=sbon 2

Question 25

Thiinking abowt your organisation’s use of landline or mobile numbers ax contact
rnumbers, which of the following stat=ments do you agres or disagres with, on a five
point scalz wihere 5 = Strongly &gree= with and 1 = Strongly Disagre=?

READ OUT. ROTATE ORDER. DO NOT REPEAT SCALE AFTER EACH STATEMENT -
ONLY REPEAT SCALE WHEM ASKED.

The organization ussx & lsndline or mobile number inst=sd of Non- i
Geographic- Numbers

I don't understand how Non-Geographic- Numbers work 2
Non-Geographic- Numbers are too expensive to call for customers 3
Non-G=ographic- Numbers are too =xpensive for the organisation to s 4
The= organisation is not big =nowghyhawve substantial tumover to wamant 5
a non-geographic- number

Dont fe=l it is nece==sany for my organisation &
We want to be s==n to offer alocal pres=no= ¥
Arry other rmason {specify. 1

IF CODE 3 TO Questicr 22 ASK

Question 24

You =aid that you do mot use Non-Geographic- Numibsers Becsuss they ars bod eocprnsive
for eusbimers to call, would you conmider using Non-Geographic- Numbers in the fubue
if the customer costs of calling the=z= numbers reduo=d?

DO MOT READ OUT. CORETO PRECODES.

Yo
N
Dion'T kimow

Lal| Bl

IF CODE 4 TO Question 23 ASK

Quesbion 25

Strongly | Agree Meither | Slightly | Strongly | Don't
Agrme slighithy agree disagres | Disagre= | Know
nor
dimngres
Landline and mobile: 5 4 3 2 1 ]
numbers arz as =azy to
remember ax NGNS
It i= more cost =flacthme 5 4 3 2 1 o
for the organisation iz
us= & [lamdline mobile]
number than an NGH.
It i= more cost =flacthme 5 4 3 2 1 o
for customers o us= 2
[lemilliree, ol ] msmiber
than an NGHN.
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Questionnaire

. '\

- .—.".I.

[ Part E - COSTS

Inbenyiewer explain: I would now like you to think about customers calling t=l=phone=
mumbers inchedfing NGNs. The following questions relate only to costs to customers of
making calls outside of thozs minutes incheded in their call packag= allowano=

= If respondent wants to get bill for cost guestions, rea=xsure them that thers = o
meed and we'ne just looking for their understanding, pmro=plicns.

# If m=pondent notes that different costs apply, intervizwer to scknow ledge and
indicate that we're looking for typical costs.

ASK ALL AWARE OF NGMNs AT Question I
Queskion 27

Of the Non-Geographic-Numbers 1800, 1850, 1850, 0E1E amd 076, which NN, or NGN=
do you a=sociate with =ach of the following stat=ments?

READ OUT STATEMENTS OMLY. ROTATE ORDER. CORETD PRECODES. ALLOW
MULTIPLE ANSWERS.

STATEMENTS Mone | Don't
1800 | 1B50| 1890 | OB1B | OF6G of know
thege

Fre=to call from mobils 1 z 3 4 5 & 7
Fre=to call from landline= 1 z 3 4 5 & 7
Calls ar= charged per call 1 3 3 4 3 & 7
C,e!IIs are changsd p=r 1 : z 4 = 5 -
mint=

ASK ALL

Queskion 28

Do yous think you would be able to state the typical costs for a oustomer of calling the
Tollowing types of numbers from a landlin=?

INTERVIEWER. SAY: Please just say “Yes' or "No’ to esch option I resd out,
INTERVIEWER SELECT IF "YES'

SCRIPT NOTE:
ASK ALL THE COSTS OF CALLING LANDLINE NUMBERS AND MOBILE NUMBERS.

FOR 1800, 1850, 1890, 0B18 AND 076 ONLY ASK THE COSTS OF CALLING EACH
NGM AWARE OF FROM Q1

- - '.II

READ QUT.
Yux, I know Mo, I don't kKnow

Lavruclifiree i 2
Mobil= 1 2
1EDD 1 F
1ESD 1 F
1RG0 1 2
OE1E 1 2
ore 1 2
Question 288

Heow about the typical costs for a customer calling the following type= of numbers from a
mobil=?

INTEEVIEWER. SAY: Plesse just say "Yes" or Mo to esch option ITresd out.
INTERVIEWER SELECT IF "YES"

SCRIPT NOTE:

ASK ALL THE COSTS OF CALLING LANDLINE NUMBERS AND MOBILE NUMBERS.

FOR 1800, 1850, 1890, 0818 AND 076 ONLY ASK THE COSTS OF CALLING EACH
NGM AWARE OF FROM Q1

Yux, [ Know Mo, I dont kKnow
Lansdlim= 1 z
Mobil= 1 2
1600 1 z
1850 1 z
1820 1 z
OEiE i 2
o7e 1 2

Seripter Note: Question 29 should be asked for each type of number that the
respondent answers "Yes, I know” to in Q28 and for 284,

Quesbion 20

Heow masch, in =uro c=nts, do you think it typically costs s customer per minute per call
to call & [a=k for =ach type= of number coded Yex at Q25 and 2Ea] during busine=s howrs
on =ach of the following?




Questionnaire

[Scripter note: Forthose that code yes ot Q28 ask for costs of calling from

landline anly.

For those that code yes ot Q28a ask for costs ofcalling from prepay and billpay.

miabile.

For those that code yes to Q28 and 2Ba ask for costs of calling from landline,

prepay and billpay mobile]

Angweer in eura
cents

Fres

Don't krnow

From a Landlin=

From a Prepay Mobil=

Firom_a Gillpay, Molbil=

ASK THOSE CURRENTLY USING MGMs AT Juesiion 2

Quesbior 30

Dioe== your omganisation do amything to provide guidanos to customers on the cost of

calling your Non-Geographic- Numbers)?

DO MOT READ OUT. CORE TO PRECODES.

mm i
No z
Don't kmow 3

IF YES TO Question 20 ASK

Queskion 31

How do you provide this guidanc=? DO NOT READ OUT BUT CODETO PRECODES

Bthrmrtimefindicate the pric= on company Brochures

-

Bydhrertimsfindicate the prioe on website, =mail or socis] medis

(]

State the co=t on a reconded telephons

messags

1]

depending on the op=mator

Imdicate in the organisation's adwertmsments that the price may vary | 4

State the cost during the phone= call

Othemr {=pecify ]

Quesbior 32

Dio== your organisstion Tao= d
calling your Mon-Ge=ographic-
diff=r=nt metworks/ providers?

ifficultie= informing your customers of the sxact cost of
MNumbers)? For example, dus to diffzrent prices ==t by

DO NOT READ OUT.

Yex {sp=cily 1 1
No 2
Don't kmow 3

ASK THOSE CURRENTLY USING NGMs AT (Question 2

INTERVIEWER. EXPLATM: Mow please answer the following questions thinking of
your organisation’s experience of using NG5,

Queshion 33

To wihat extent do you agre= or disagres with the following statements, ona 5 point
zcale wihere 5= agre= strongly and 1 = strongly disagree?

INTERVIEWER IF NECESSARY [LARIEY: This is just in relation to your onganisations =xperience of
HGHNs.

READ OUT. ROTATE ORDER. DO NOT REPEAT SCALE AFTER EACH STATEMENT -
OMLY REPEAT SCALE WHEN ASKED.

4+
Stromgihy Ligrmm Momsithpmr Slighithy Sbromgihy
Lgrme =ligihithy agres disagree | Disagres
o
dimagre=
MGN co=t=s to your crganisation ars s 4 3 2 i
an important factor in dhoosing
your NEN providers
Customers choos= wih=th=r or not = 4 3 2 i
to make a call to an NGN
depending on the cost of the call
The= oost to your customers of s 4 3 2 i
calling NGNs influ=mno=s your
organisation’s dhoio= of NGN
It is important that consumers ar= 5 4 3 ] i
sware of the cost of calling NGN=

ASK THOSE CURRENTLY USING NGM3 AT (Que=stion 2

/8



Questionnaire

-
- I.i' 'II
EAY
Queskion 34
You indicated that your main NGN is [ins=t main NGN from Question 6a], what is the
charging structere: to your organization Tor recsiving calls to this Non-G=ographic-
Mo Bemr?

READ OUT. ROTATE ORDER.

Fioo=d monthly cost {specily de=tails - 1
including NGN= are Bundl=d with other
mervices, linked to volume of NGN calls =tc.)

Coost per call ]
Coost per minut= 3
Bexpoke offer {specily detasils - inchding 4

anmy other ssrvices provided by your NGH
provider within youwr offer)

Crthemr | mpecify 1 5

Don't Know {Do not read out) [7]

Reefumed to answer (Do not read out)

IF CODE 2 TO Question 34 ASK
Question 35

How much, in =uo o=nts, do you think it costs your organization per call o recsive calls
to yowr main NGN?

READ OUT OPTIONS OMLY.

OPTIONS Answer in euro | Free Don't know
cents

To reo=hre calls from
Larsdlire=

To rec=ire calls Trom
Mobil=

IF CODE 3 TO Question 34 ASK
Question 352

How musch, in =uro o=nts, do you think it costs your organisation per minute to reosine
calls b your main NGN?

READ OUT OPTIONS OMLY.

. 'y

I_,_"l .- '.II

OPTIOMNS Angwer in euro | Free Don't know
cents

To rec=hme calls from
Landline

To rec=ive calls Trom

Mobil=

Question 36

A how masch, in =wros, on average, do you think it costs your organisation per month
Tor receiving calls to your main NGN?

READ OUT OPTIONS OMLY.

|

OPTIONS Angwer in euro | Fres Don 't know
To rece=hre calls from

Layrucllfiree=

To reo=ie calls from

Mibil=

To rec=ive calls Trom

beoth

Just Imfore I finish cowld I axk you a few gquestions Tor cla=z=sification purpose=? The
resporss that you gihee will b= u==d in an aggregats form and will ot be linked to you.

Would you be willing to pardicipate in other stisdfie=s sbout a vanety of otfer subject
matters?

s
Mo

And would you be willing to participate in the future in online res=ach via =mail?
fas
Ne

IF YES
CanI tak= your =mail addre=s in that caz=?
Provide smail addre=s {interviewer take special car to note comecthy)

That's the =mnd of the sthedy, thank you for your time and Belp, Could T have your full
mame pleaze - just in caz= my sup=rvisor needs to check my work?

I would fike to axsure you that this interview has besn condect=d in acoonianos with the
Market Ressanch Society's oode of comdudt.

In caze you missed it zadier my name is and I am calling from Behavicwr
and Attitudes in Dublin,




Awareness of NGNs x demographics

Base: All organisations (881)

Total
Under

11 to
10 40

41 to

99

100+

Yes

Number of Employees Use NGNs

\[o]

Region

Mun-
ster Uls

Lein-

Dublin .

Conn/ Manufacturing /
construction

Whole-
sale
and retail

Accommod
ation /
food
service

Sector

Financial

and

insurance

Significantly
higher vs total
Significantly
lower vs total

Education

Human

health /

social
work

Other
service Others
activities

Base 881 | 501 235 61 84 | 218 663|281 200 287 113 83 90 67 46* 92 79 126 298
% % % % % % % % % % % % % % % % % % %
1800 96 | 96 98 95 99 [ 99 95 [ 9% 96 96 96 100 93 90 100 92 92 97 98
1850 9 | 96 97 92 96 [ 97 96 [ 94 99 94 97 100 96 95 100 97 90 95 96
1890 88 88 90 91 97 | 98 87 | 94 86 88 82 90 94 76 86 84 85 83 93
0818 54 53 60 63 70 | 77 52 | 58 56 53 49 50 53 38 52 47 40 60 63
076 28 28 30 35 35|43 27 | 24 26 33 31 23 24 18 45 17 29 35 31
-ANYNGN | 99 | 99 99 96 99 [100 98 [ 98 99 98 99 100 97 97 100 99 95 98 100
None 1 1 1 4 1 - 2 2 1 2 1 - 3 3 0 1 5 2 -

Confidential
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Q.1 Are you aware of the following Non-Geographic Number prefixes?

* Caution small base size.

** Multiple responses allowed.
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Current use of NGNs x demographics
Base: All organisations (881)

Significantly
higher vs total
Significantly
lower vs total

Number of Employees Region Sector
Total Under 10 11to40 41to99 100 Dublin Leinster Munster Conn/ Manufac Whole- |Accomm Financial Education Human Other Others
employees employees employ + Uls turing / sale | odation and health / service
ees construc  and / food insurance social activities
tion retail | service work
Base: 881 501 235 61 84 1281 200 287 113 83 90 67 46* 92 79 126 298
% % % % % % % % % % % % % % % % %
Landline 87 | 87 93 82 898 90 8 8 | 91 95 88 86 86 83 86 85
Number
Mobile Number| 67 69 52 53 52 | 63 69 67 69 82 65 60 54 54 47 66 75
ANY NGN 10 7 19 32 58 14 8 7 9 8 7 3 14 5 14 5 15
1800 4 3 8 12 19 7 3 2 3 3 1 1 2 1 7 1 6
1890 4 2 8 17 35 4 4 4 4 5 0 1 7 2 7 4 5
1850 3 2 4 11 25 4 3 2 2 3 3 1 1 1 4 2 3
0818 1 1 2 5 6 2 1 1 1 1 2 0 7 - - - 2
076 1 0 1 - 8 1 0 1 1 1 0 - 0 0 1 0 1
None of these 4 5 3 1 1 3 6 5 5 4 2 7 8 11 8 2 3

Confidential
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* Caution small base size.
** Multiple responses allowed.

Q.2 Does your organisation currently use any of the following numbers to provide services such as helplines,
sales lines, enquiry and complaint lines or other such services?
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Previously used NGNs but no longer use

Significantly
higher vs total
Significantly
lower vs total

x demographics

Base: All organisations (881)

Number of Employees Region Sector
I Under 11to40 41to99 100+ Dublin Leinster Munster Conn/ Manufac Whole- Accomm Financial Education Human Other Others
Tota 10 employe employe Uls turing/ sale odation and health / service
employe es es construc and / food insurance social activities
es tion retail service work
881 501 235 61 84 281 200 287 113 83 90 67 46%* 92 79 126 298
- ANY NGN 3 2 2 18 4 4 3 0 3 3 - 4 4 1 3 3
Landline Number 2 2 3 6 3 2 2 2 2 - 4 5 2 0 3 2
1800 1 1 - 9 1 2 2 - 2 1 - 4 3 1 1 1
1850 1 1 2 3 1 2 - - - 2 - - 2 0 1 1
1890 1 0 1 3 2 0 0 - 0 - - 0 1 - 2 1
Mobile Number 1 1 1 0 0 1 4 - 0 2 2 - 2 2 2 1
0818 0 0 - 0 0 1 0 - - - - - 1 - 1 0
076 0 0 - 5 0 0 0 0 1 - - - - - - 1
None of
these/Did not 94 95 93 94 77 94 94 91 98 95 95 94 91 92 97 92 94
previously use
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* Caution small base size.
** Multiple responses allowed.

Q.2a Has your organisation previously used but no longer uses any of the following humbers to provide such
services?

82



Significantly

Never used NGNs number x demographics

Significantly
Base: All organisations (881) lower vs total

Number of Employees Region Sector
Whole- Accommo| .. . Human
Uq%er 11 to 40 41 t0o 99 100+ Dublin &N Mun-— o/ Uis Mﬁﬂﬂfﬁt' sale " dation / Fm::c?al Education ncalth/ S(Zwi; Others
Ster Ster Construction and_ foo_d insurance SOET activities
retail service work
83 90 (V4 46%* 79 126 298
% % % % % % % % % % % % % % % % %
- ANY NGN 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100
076 99 99 99 100 87 99 99 99 99 98 100 100 100 100 99 100 98
0818 98 99 98 95 94 98 98 98 99 99 98 100 93 99 100 99 97
1850 96 98 95 87 72 95 95 98 98 97 95 99 99 96 95 98 95
1800 95 96 90 88 73 93 95 97 97 95 97 99 94 96 92 98 93
1890 95 97 91 83 62 95 96 96 96 95 100 99 93 97 93 95 94
Mobile 32 30 45 46 48 37 30 29 31 18 34 38 46 44 51 32 25
Landline 11 11 6 14 6 11 8 10 13 7 5 8 9 12 16 11 13

* Caution small base size.
** Multiple responses allowed.

» 9
v
@ Q.2a Has your organisation previously used but no longer uses any of the following numbers to provide such

Confidential services? 83



Other contact methods organisation uses A
to provide services x demographics ouar va ot

Base: All organisations currently providing any NGN, landline or mobile number to
customers to access services (851)

Number of Employees Region Sector
Total . Manufact-  'vhole- Accomm oo o) Human = o
Uri%er 11to 40 41 to 99 100+ Dublin Sin- Mun-- Conn/ uring / sale  odation and Edlication s Al e e hers
ster ster Uls C . and / food . social e
onstruction . . insurance activities
retail service work

851 478 230 () 83 274 192 276 109 81 88 62 43%* 86 76 124 291
Email 91 91 93 97 97 95 93 84 95 93 89 91 100 95 89 77 97
Social Media 46 45 50 43 68 43 50 44 46 32 51 60 30 30 55 45 48
Text-based
service (e.g. 10 10 14 2 14 12 10 11 6 3 7 8 6 32 22 7 8
SMS)
Letter 7 6 10 15 7 7 4 5 10 3 5 6 14 8 15 6 5
Online Form 7 6 9 18 16 10 6 6 7 6 4 7 2 6 17 7 8
Webchat 3 2 2 3 10 5 1 2 2 - 1 - 1 2 1 4 5
Other 16 15 27 31 24 12 16 16 24 16 18 22 23 13 16 11 17
None of these 5 5 2 1 1 2 6 8 2 4 9 2 - 4 5 11 1

* Caution small base size.
** Multiple responses allowed.

Q.3 Aside from phone numbers, which other contact methods does your organisation use to provide services
(for example email, social media and other forms of contact)? 84

@
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Main NGN used x demographics

Base: All currently use NGNs (218)

Significantly
higher vs total
Significantly
lower vs total

Region Number
Dublin Leinster Munster Conn/Uls el;’;i';:gs 11-99
Base: 218 110 46* 42% 20%* 63 94 61
% % % % % % % %
1800 30 40 20 16 31 33 34 15
1850 20 21 24 19 13 20 18 24
1890 33 20 51 42 36 30 35 43
0818 12 14 4 13 12 13 11 8
076 5 4 1 10 7 5 3 9

Confidential
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Q.6a Which type of NGN would you consider to be your main NGN?

*Caution small base size.
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Main reasons for using a NGN other than roer vs ol
1800 oaer ve o

Base: All organisations where main NGN is not an 1800 number (154)

Main NGN Number of employees
Under 10
1890 0818 e
[To reduce the cost of calls for your 62 20 69 45 28 58 64 73
customers
To provide memorable contact 59 66 58 20 14 54 61 70
numbers
To offer single contact numbers to 59 56 61 58 61 50 64 80
customers
The organisation has always used this 53 71 54 30 38 56 47 51
number
Using this Non-Geograp_hic Number 47 54 38 59 46 50 48 37
best suits our brand or image
To rec_Iuce_ the cost of calls for your 46 41 49 47 45 43 53 49
organisation
So that your organisation can change
address without changing number 4 44 42 34 31 46 28 37
To av_oid §h0\{ving where your 11 5 7 26 28 13 2 9
organisation is based.
None of these 4 1 3 1 26 4 4 2

* Caution small base size.

** Multiple responses allowed.
. ¥
*\ o . o
@ Q.8 What are the main reason(s) your organisation uses an [INSERT MAIN NGN FROM Q6a] number?

Confidential
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Reasons why organisation does not use
NGNs to offer services x demographics

Base: All never used NGNs (644)

Region

Dublin Lein-
ster

Mun-
ster

Uls

Number of
employees

10

Conn/ Under 11-99 100+ Manuf
acturin

g/

constr
uction

Whole Accom Financi Educat Huma | Other Others ANY
sale modati al and
insura

and

retail

on /
food
service

nce

What is your main organisation activity?

ion

Significantly
higher vs total

Significantly
lower vs total

NGN AWARENESS

1800 1850 1890 0818 076
n |[service

health |activiti

/ es

social

work

Base: 644 | 160 150 241 93 |430 197 17*| 64 73 62 28 82 56 102 177|634 618 617 567 343 182

% % | % | % | % % | % | % % % % % % | % | % | % % | % | % | % | % | %

Don't feel it is necessary formy | g5 | g4 g5 78 79| 8 78 49 |8 72 74 8 8 76 8 8 |8 8 83 83 86 89

organisation

[The organisation uses a landline

or mobile number instead of 75 82 75 74 68 76 72 72 71 78 76 91 64 63 81 76 77 77 77 77 79 77

Non-Geographic Numbers

[The organisation is not big

enough/have substantial

- urnover to warrant a non- 70 74 62 73 69 71 59 16 68 75 70 72 59 65 68 73 71 71 71 72 72 72

geographic-number

We want to be seen to offer a

local presence 49 45 51 49 54 50 46 35 49 56 58 72 33 35 59 43 50 50 50 49 52 50

Non-Geographic Numbers are

too expensive for the 30 28 30 33 26 30 26 16 28 27 43 33 28 22 28 30 30 30 30 28 29 30

organisation to use

Non-Geographic Numbers are

too expensive to call for 28 26 29 31 25 29 22 8 24 30 39 33 24 21 29 27 28 28 28 28 32 28

customers

I don’t understand how Non-

Geographic Numbers work 27 24 27 30 26 27 25 8 28 26 52 19 22 21 29 22 27 27 27 26 22 20

Any other reason 6 4 5 8 8 6 7 37 16 3 11 2 3 7 3 7 6 7 7 7 8 6

Confidential
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* Caution small base size.
** Multiple responses allowed.

Q23 Why does your organisation not use any Non-Geographic-Numbers to offer services?
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Which NGN organisation associates with... Niaher ve ota

Free to call from mobile x demographics

Base: All aware of any NGN (870)

Use Main NGN Number of Employees

NGNSs Sector

Region

Dublin Lein- Mun- Conn Yes No 1800 1850 1890 0818 076 Under 11to 41to 100+ Manufa Whol Accomm Financi Educat Human Other Others
ster ster /uls 10 40 99 cturing esale odation al and ion health/ service
/ and /food insura social activities
constru retail service nce work
ction

Base: |870|278 199 281 112|218652 64 45* 73 25* 11*| 494 233 60 83 | 83 88 66 45« 90 76 124 298
% | % %% % % | % %| % % % % % | % % % % | % % % % % % % %

1800 27 | 33 25 24 24|40 25|43 42 34 49 34| 26 33 31 45 | 19 38 13 30 19 34 31 27
1850 5| 6 6 6 3|6 5|8 11 1 1 22| 5 6 7 1 9 8 1 6 1 5 5
1890 413 4 5 2|5 3|5 - 7 2 23 6 7 10| 4 6 7 9 5 - 1 2
0818 2 | 2 2 4 1|3 2|5 - 0 2 2|2 a4 3 0 -2 2 1 6 8 1 2
076 2 | 2 o 4 3|4 2|6 - 4 - 24| 2 5 5 3 o - 2 1 1 - 3 4
tNhZ”S‘ZOf 31 | 25 35 28 40|26 32|16 26 33 22 42| 32 24 19 32 | 41 21 36 52 23 26 31 31
Don't Know| 35 | 36 33 37 32|27 36|38 21 23 28 - | 35 35 42 17 | 36 26 41 19 51 36 32 36

* Caution small base size.
** Multiple responses allowed.

» 9
v
@ Q270f the Non-Geographic-Numbers 1800, 1850, 1890, 0818 and 076, which NGN or NGNs do you associate

Confidential with each of the following statements? 88



Which NGN organisation associates with...

Free to call from landline x demographics
Base: All aware of any NGN (870)

Use Main NGN Number of Employees
NGNs

Region

Dublin Lein- Mun- Conn Yes No 1800 1850 1890 0818 076 Under 11to 41to 100+ Manufa Whol Accomm Financi Educat Human

ster ster /uls 10 40 99 cturing esale odation al and
/ and /food insura
constru retail service nce

ction

Significantly
higher vs total
Significantly
lower vs total

ion

Other Others

health / service
social
work

activities

Base: 870 | 278 199 281 112|218 652| 64 45* 73 25*% 11*| 494 233 60 83 83 88 66 45%* 90 76 124 298
% % %% % % | % % | % % % % % % % % % % % % % % % % %
1800 47 55 44 44 44 |66 45| 71 71 57 64 72 47 51 51 60 51 51 33 49 38 56 41 52
1850 12 14 14 11 8 8 13| 6 19 4 2 22 13 12 5 4 7 13 25 15 8 16 17 8
1890 10 8 13 10 6 8 10| 4 7 10 3 22 10 11 2 11 12 15 12 27 8 11 9 5
0818 3 3 3 2 3 6 2 4 5 3 9 22 3 3 1 2 3 4 3 1 - 1 3 3
076 2 3 2 3 1 5 2 4 3 7 - 24 2 5 2 1 1 1 2 1 2 2 2 4
None of
these 19 15 20 15 29 (10 20| 6 7 14 12 4 19 15 17 24 17 11 22 24 20 10 24 19
Don't Know| 23 20 27 29 18 |18 24| 22 16 20 17 - 24 24 29 13 24 25 30 17 33 25 21 20

* Caution small base size.
** Multiple responses allowed.

» 9
v
@ Q270f the Non-Geographic-Numbers 1800, 1850, 1890, 0818 and 076, which NGN or NGNs do you associate

Confidential with each of the following statements?
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Significantly

Which NGN organisation associates with...

Significantly

Calls are charged per call x demographics
Base: All aware of any NGN (870)

Use Main NGN Number of Employees
NGNs

Region

Dublin Lein- Mun- Conn Yes No 1800 1850 1890 0818 076 Under 11to 41to 100+ Manufa Whol Accomm Financi Educat Human Other Others
ster ster /uls 10 40 99 cturing esale odation al and ion health/ service
/ and /food insura social activities
constru retail service nce work
ction

Base: | 870 | 278 199 281 112|218 652| 64 45% 73 25% 11%| 494 233 60 83 | 83 88 66 455 90 76 124 298
% | % %% % % | % %| % % % % % | % % % % | % % % % % % % %

1800 18 | 15 18 16 25|7 19|14 /3 5 2 - | 19 18 9 11 | 27 24 14 26 20 11 18 14
1850 33 | 33 30 31 39(34 33[43 29 27 34 40| 33 30 34 36 | 38 36 22 42 28 29 25 37
1890 20 | 28 36 25 30|43 28(38 32 56 45 27| 29 30 33 44 | 30 30 20 46 34 28 23 31
0818 18 | 19 20 14 19 |26 17|28 22 27 24 25| 18 20 20 19 | 17 23 12 15 21 11 25 16
076 18 | 17 19 15 20 |19 17|23 20 20 4 27| 18 16 25 18 | 17 18 17 30 18 17 20 15
't\'hoenszof 11| 9 9 14 11|13 10| 9 7 16 12 36| 11 7 14 18 | 10 9 10 20 7 8 11 12
Don't Know| 35 | 35 36 37 33|28 36|37 40 19 20 19| 36 38 29 | 17 | 33 27 50 19 51 43 37 31

* Caution small base size.
** Multiple responses allowed.

» 9
v
@ Q270f the Non-Geographic-Numbers 1800, 1850, 1890, 0818 and 076, which NGN or NGNs do you associate
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Which NGN organisation associates with... riaher ve ota
Significantly

Calls are charged per minute x

demographics
Base: All aware of any NGN (870)

Use Main NGN Number of Employees
NGNs

Sector

Region

Dublin Lein- Mun- Conn/ Yes No 1800 185*0 1890 0818 076 Under 11to 41to 100+ Manu- Whole Accomm Financial Education Human Other Others
ster ster uls 10 40 99 facturin sale odation / and health / service
g/ and food insurance social activities
construc retail service work
ufe]y]

UNWTD | 870 | 278 199 281 112 (218 652| 64 45* 73 25*% 11*| 494 233 60 83 83 88 66 45% 90 76 124 298
% % %% % % | %9 % | % % % % % % % % % % % % % % % % %
1800 19 14 20 21 22 |15 19| 21 10 9 17 30 18 15 19 35 19 28 21 13 25 20 16 15
1850 30 29 29 31 33 (36 30|43 29 34 23 69 29 31 45 53 31 36 20 29 30 37 15 37
1890 31 33 35 28 29 (40 30| 48 28 37 45 53 30 34 34 51 38 32 30 32 33 29 24 32
0818 21 21 22 19 23 (33 19|41 33 24 37 38 20 19 28 42 21 22 18 19 19 24 18 23
076 20 19 19 21 20 |33 18| 48 32 21 24 43 19 16 25 36 18 14 12 23 21 23 18 23
None of 9 |10 7 7 11|10 9|8 5 9 20 23| 9 6 7 4| 7 8 7 15 5 6 9 10
these
Don't Know| 39 39 39 41 39|24 41| 18 29 35 12 - 41 34 35 15 32 27 52 41 52 39 48 35

* Caution small base size.
** Multiple responses allowed.

» 9
v
@ Q270f the Non-Geographic-Numbers 1800, 1850, 1890, 0818 and 076, which NGN or NGNs do you associate
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Awareness of NGN call costs from
landlines x demographics

Base: All aware of specific number

Number of Employees Use NGNs Region Main NGN

Total Manufac Whole-

Under 11 to 41 to Lein- Mun- Conn/ turing /  sale

100+ No Dublin 1800 1850 1890 0818| 076

Accomm
odation

Significantly
higher vs total

Significantly
lower vs total

Sector

Financial
and in-

e[V

Human

health /

Other
service Others

0409 consiruc. end oo ance aton seckl e

Base: % % % % % | % % | % % % % |% % % % %| % % % % % % % %
1800 853 30 29 33 41 57|51 28|36 28 28 27|57 60 50 40 18| 24 30 33 22 22 34 26 36
1850 849 20 20 18 20 40|35 19|23 21 20 16|32 66 28 22 18( 19 23 28 17 11 21 17 22
1890 796 17 16 20 16 38|30 15|17 16 18 16|29 27 37 21 14| 16 16 29 32 9 16 9 19
0818 524 13 12 13 12 29 (22 12|13 12 10 20 (14 14 28 33 17| 23 23 8 18 13 2 9 12
076 277 9 9 13 9 26|15 8 | 7 11 10 10|13 7 25 4 18| 11 21 28 - 3 3 1 13
Landline | 881 36 35 41 35 47|43 35|35 35 40 31|33 52 49 44 21( 33 30 29 41 39 36 35 38
Mobile 881 33 32 34 32 49|41 32|29 36 32 34|41 50 45 21 27( 37 28 31 44 30 27 36 32

0
@ Q28 Do you think you would be able to state the typical costs for a customer of calling the following types of
numbers from a landline? 92
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Awareness of NGN call costs from
mobiles x demographics

Base: All aware of specific number

Number of Employees Use NGNs

Total

Under 11to 41 to
10 40 99 100+ Yes

Region

Lein-

ster

Mun-
ster

Conn/

Uls

Main NGN

1800 1850 1890 0818

076

uring /
construc
tion

Manufact Whole-

sale
and
retail

Accomm
odation /

food

service

Significantly
higher vs total
Significantly
lower vs total

Sector

Financial
and in-
surance

Educ-

ation

Human
health /
social
work

Other
service Others
activities

Base: | % % % % % | % % | % % % % |[% % % % %| % % % % % % % %
1800 853 21 |20 19 28 52|39 19|24 22 18 20|40 37 39 46 21| 16 20 15 11 16 28 23 25
1850 849 14 | 14 12 14 26|20 14 |16 15 12 13|17 31 14 24 18| 14 14 14 8 17 15 19 12
1890 796 12 |11 11 17 37 (20 11|11 12 11 15|18 12 29 13 14| 21 9 22 9 7 14 11 10
0818 524 11 |11 12 13 21|16 11 (10 13 9 15|13 11 16 24 17| 16 9 17 12 12 4 20 7
076 277 i0 {10 13 7 13|11 10( 9 15 7 12|13 7 12 7 18| 15 12 4 14 3 - 11 12
Landline | 881 30 |29 37 36 42|39 29|29 34 31 22 (43 45 41 18 21| 31 29 26 31 31 25 30 31
Mobile 881 37 |36 42 35 49140 37 (38 41 34 34|38 40 45 41 18| 31 35 30 47 39 33 37 40

.9
@ Q28a How about the typical costs for a customer calling the following types of numbers from a mobile? 93
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NGN users’ attitude towards NGN costs X o

demog ra phiCS lower vs total
Base: All currently use NGNs (218)

Region Number of employees What is your main organisation activity?

Dublin Lein- Mun-ster Conn/ Under 10 11-99 100+ Manufactu Wholesale Accommo Financial Education Human Other Others
ster Uls ring/ and retail dation / and health /  service
constructi food insurance social activities
on service work

It is important that
consumers are aware

EfG tlt;e cost of calling 63 65 49 62 74 61 61 72 71 74 93 89 49 73 56 55
S

[The cost to your
customers of calling
NGNs influences your | 53 55 54 51 51 59 37 52 49 54 4 50 68 72 32 55
organisation’s choice
of NGN

NGN costs to your
organisation are an
important factor in 48 51 47 48 40 48 43 52 38 59 34 79 3 56 30 49
choosing your NGN
provider

Customers choose
whether or not to

make a call to an NGN [ 57 52 47 48 58 55 40 49 80 38 60 66 68 62 24 47
depending on the cost
of the call
None
12 9 9 24 5 9 17 14 2 8 - - 3 4 19 17

* Caution small base size.

) ** Multiple responses allowed.
B
v
Q33 To what extent do you agree or disagree with the following statements, on a 5 point scale where 5= agree
] ] strongly and 1 = strongly disagree? 94
Confidential




