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Introduction

A nationally representative sample of n=2,977 adults, 18+ years

Fieldwork for this study was conducted between 31st July and 9t November 2025.

This research has been carried out previously in 2017, 2019, and 2022; while the methodology has remained the same (Face-
to-face interviewing via CAPI in respondents’ homes), there has been a change in sampling.

In previous waves, the total sample was split across five distinct segments, based on population density, with a higher
proportion of interviews conducted in areas of lower population density (the sample size by segment detail will follow). Given
Improvements in mobile coverage across Ireland, it was deemed that there was no longer a need for a sampling structure
that leaned more heavily on lower population density areas. Instead, a nationally representative sample of those aged 18+
was utilized, with 3,000 remaining as the target for completes.

In previous years, a corrective weight was applied to the data to ensure it was fully representative of all adults in Ireland. As
such, comparisons between 2025 and previous waves can still be made.

A total sample of 2,977 was achieved. To ensure complete representativity weights that are nationally representative have
been employed. Additional weights to ensure we have an accurate reflection of mobile providers and payment methods
(billpay vs prepay) have been utilised .

Margin of error on a sample of 3,000 is +/-2%pts. For smaller sub-samples the margin will be greater.

Significance testing at 95% confidence level was applied to the data and differences are highlighted throughout this
presentation. In tables, green highlighting = significantly higher result than total result, while red highlighting = significantly
lower result than total result.

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



Profile of Respondents

Analysis of Sample
@@ Gender < > Region &[% Social Class
18-24
Dublin
25-34
ABC1
Male
35-49 Leinster
Female
50-64 Munster C2DE
65+
Connaught/UlI
ster FRs

Base: All respondents: 2977

ComReg.ie



Positive and Negative trends this wave

Positives: Negatives:

Universal mobile ownership continues (98%). Market remains extremely sticky, with 70%
noting they have been with their provider for

Strong 5G adoption (up from 17% in 2022 to
more than 3 years.

60%) and understanding of the improved
connectivity compared to 4G. Significant minority are still experiencing
coverage issues (33%), which is higher

Improved satisfaction with coverage has
among rural cohorts.

been recorded, both within the household
(mean score of 8.14 out of 10) and in other 2 in 3 of those experiencing in-contract price
areas (mean score of 8.06). increases are not doing anything about it,
which may be due to customers’ inability to
exit a contract without paying an early
termination fee.

The second-hand phone market is
continuing to grow, with purchases doubling
since 2022. This is a big positive for
sustainability efforts. The digital divide persists, with the 65+ age
group lagging in smartphone and data

The switching process appears to be a , , ,
usage, albeit progress Is being made.

simple one, with the vast majority of those
switching noting the process was extremely
easy (64% giving 9-10 score).
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Mobile Phone ownership

Almost universal ownership of mobile phones (though +65s are slightly less likely to own a phone), with 7%
having multiple phones. 1in 10 have phones paid for by their employer, which peaks among those with
multiple phones (70%).

IF YES: Number of If yes: Use of mobile paid for b
Personally own or use a handsets being used y my empl oyzr Yo% of those
mobile phone handset All with Mobile (Base: All with Mobile (Base: 2,961) with 2 or
. more
o Yes 2'961) % One % Yes phones

Three or
more

No Two

Q.1. Do you personally own or use a mobile phone handset (including any mobile phone owned by your employer)?

Qla How many mobile phone handsets do you use? () =2022
Q.Ib Do you use a mobile phone handset that is paid for by your employer?

Base: All Adults — 2977

ComReg.ie



Among those who don’t have a mobile
phone.. S

One third have never owned a mobile phone.

Previous ownership of mobile
phone

¥ Yes personal
mobile phone

B Yes work mobile
phone

m No

Q.2 Did you ever own a mobile phone? () =2022
Base: All Adults with no mobile phone — n=16

ComReg.ie *Caution low base size



Smartphone ownership &

The rate of smartphone ownership continues to grow albeit at a slower pace, given we are near saturation.
Those over 65, though at a lower percentage compared to other age groups, are increasingly moving to
smartphones, with gains also seen among working class cohorts.

Gender Age Social class
Total ABC] C2DE
- - - - +
Male Female 18-24 25-34 35-49 50-64 65 F450 F-50
202 202 202 202 202 202 202 202 202 202 202 202 202 202 202 202 202 202 202 202
2019 292 2 2019 292 %2 2019 292 %2 2019 5% 2 2019 5% 2 2019 292 %2 2019 292 %2 2019 5% 2 2019 5% 2 2019 292 %
. 278 235 2061 1357 10 1394 1423 192 196 236 236 228 387 397 424 864 873 964 712 760 733 581 693 575 109912851578 16811674 >0

Base: 0 3 6 6
Yes HIH IHH
No lI Il- " sl

QIll Is your mobile phone a “smartphone”?

Base: All adults with mobile phones n = 2961
ComReg.ie




Type of smartphone owned

iPhones and Samsung remain the most owned smartphones, with
increased ownership for both since 2022.

Total Total
407 Apple iPhone

37% Samsung Galaxy

2% Xiaomi (Redmi) .3%

_ Google Pixel .2%
10% Huawel .2%
_ Honor I1%

Motorola I1%

1% Nokia I1%

- OnePlus I1%
1% Oppo 1%
1% Sony Xperia I1%
3% Other [ 3%

Qlla What kind of smartphone do you own?
Base: Own smartphone 2,751

ComReg.ie




Level of second hand purchases & age of phone
since purchase

Though the vast majority continue to buy new phones, the rate of second-hand purchasing has more than
doubled, displaying growing popularity. Although this is a promising shift from a sustainability perspective,
the majority of phones are 2 years old or less (3 in 5), indicative of relatively quick turnaround periods of
ownership.

Age of current
phone
7o

Purchased new or
used/second-hand
7%
Don’t know Less than 6 months
Used/Second-hand

Purchased 6-12 months

new
About 1 year

About 2 years

About 3 years

About 4 years old

About 5 years old 5
More than 5 years 10
old 1
Don't know
Q.12 Did you purchase your current mobile phone new or used/second-hand? NET 2 years or less 59%
QI3 How long ago did you purchase your mobile phone? NET (3-5 Years) 31%

Base: Have mobile: 2,961
ComReg.ie



Service Usage

There has been no increase in home broadband or streaming services (albeit a strong majority are using
both), while there has been a significant decrease in those paying for a TV service (now 57%) and those
using a landline (now 23%). Other broadband services have increased in usage, possibly due to introduction
of new services in this space.

2019 2022 Total 2025

Home Broadband service (through your home phone ling, fibre line,

65% 76%
cable TV)

76%

n/a  68% Streaming services (e.g. Netflix, Amazon Prime, Disney+)

67%

Paid for TV service (e.g. Virgin Mediq, Sky TV, Eir Tv, Vodafone TV)
(excludes free TV services — e.g. Saorview and online TV content service 57% ‘

— e.g. Netflix, Amazon Prime)

70%  70%

40%  40% Other broadband service (e.g. Mobile Broadband, Satellite Broadband
or Fixed Wireless Broadband)

nfa 39%
Free TV (e.g., Saorview)

o
2%

52%  36%
Home phone or landline telephone

Q.3 Do you have any of the following services at home?
Base: All adults aged 18+: 2977
ComReg.ie



Service Usage x demographics 1‘@:\

There are clear divisions by age, with lesser reliance on broadband and streaming services among those
over 65, paired with increased usage of free TV and landlines. Customers from middle class backgrounds
have more access to all paid broadband and TV services.

Gender Age Region Area
Total Rest of Connaug
Male Female 18-24 25-34 35-49 50-64 65+ ABCT F Dublin : Munster Urban Rural
Leinster ht/Ulster
Base: 2977, 1402 | 1574 228 | 425 | 965 | 735 | 587 1583 | 1341 | 53 862 | 795 | 815 | 505 1991 | 986

7 7 % Y % % Y %o % Y % % 7 % % % %
Home Broadband service
(through your home phone 76 77 75 71 75 68 70 67 78 T4 69 77 73
line, fibre line, cable TV)
Streaming services(e.q.
Netflix, Amazon Prime, 67 67 68 58 53 70 63 60 69 64
Disney+)
Paid for TV service (e.qg. Virgin
Media, Sky TV, Eir Tv,
Vodafope TV)(echudes.free L £5 =7 o 43 o 48 £g c3
TV services - e.qg. Saorview
and online TV content service
- e.g. Netflix, Amazon Prime)
Other broadband service (e.qg.
Mobile Broadband, Satellite
Broadband or Fixed Wireless 48 4/ 49 44 40 49 44 49 48 48
Broadband)
Free TV (e.qg., Saorview) 35 36 34 28 25 29 37 13 36 25
Home phone or landline 23 | 24 23 14 9 14 22 26 21 23 25
telephone

ComReg.ie Q.3 Do you have any of the following services at home?

Base: All adults aged 15+: 2,977



Reasons for having landline and mobile phone x

,
segments ‘

Among those with both landline and mobile, there have been declines in those noting a need to have landline
for their broadband connection and those stating landline calls are cheaper. However, both remain in the top
three factors for keeping landlines, alongside feeling more secure having a landline.

2019 2022 Total
28 31 | need the home/landline phone for my broadband connection/wifi.. [ RN 26% ‘
16 19 | feel secure having a home/landline phone |GG 22%
30 24 Making calls with the home/landline phone is cheaper [N 17% ‘
1 14 | use my home/landline phone for calls to other home/landline... |G 142
18 13 My internet package includes free landline |GGG 13%
7 9 | need a home/landline phone for my business [N 8%
6 7 | never thought about / or got around to disconnecting the...
5 g9 | need the home/landline phone for my house alarm
6 7 The coverage/signal quality of the home/landline phone is better than..
5 4 | want to be contactable when | am not at home and that’s why | also..
4 4 It is too much hassle to disconnect from home/landline phone
12 1 Others
3 1 Don’ know

. Q3a Why do you have both a home phone/landline phone and a mobile phone?
ComReg.le  gnge: All with Mobile & Landline: 691



Current mobile phone network provider x region

Vodafone and Three continue to hold the majority market share. However, there is a clear momentum behind
some alternative providers, namely GoMo and 48. Vodafone customers are more likely to reside in rural areas,

and Connacht [ Ulster specifically.

Total Total Total
2019 2022
- Vodafone | 3
30 BY Three Mobile(including 02) I 2§
B eir [ e
05 Tesco Mobile _8%
S GoMo [N 7% g
(2) (1) 48 -"%"‘
(N/A) (1) Virgin Mobile -2%
(1) (0) Lyca [ 2%
(N/A)  (N/A)
Sky Mobile [ 1%
(0) (0) Postfone l1%
UN/AIE D) Clear Mobile 0%
B e Other 0%
(0) (0) | don't know 0%

ComReg.ie Q.4 Who is your current mobile phone network provider?

Base: Have mobile: 2,961

Region Area
Dublin Lz?rftsto; Munster Ct%rl‘:t“e‘ih Ex.Dublin| Urban  Rural
859 791 806 505 | 2102 | 1981 980
% % % % % % %
28 34 33 35 30 -
22 22 24 23 24
17 20 16 17 18 17 19
9 : 9 6 7 9 6
7 6 6 9 7 7 7
5 5 3 2 4 4 3
- 2 1 0 1 3 1
3 | 2 4 2 3 1
| | 1 | | 1 0
1 | 1 | | 1 1
0 0 0 i 0 0 i
1 i 0 0 0 0 0
0 0 0 0 0 0 0




Duration with and reasons for choosing current mobile phone network ;(4\’
A

provider

The mobile market remains sticky, with minimal switching in recent years (4 in 5 have not switched in the last
2 years). Price is now the most cited reason for selection of provider following a significant increase in
mentions. There is decreased emphasis on reputation and family and friends being on the same network
(albeit they remain in the top three).

Reasons for choosing
Length of time with current provider 2022 2025
provider % %

The price of the calls/texts/data allowances

Good reputation
My friends or family are mostly on this network

Trusted brand/mobile network provider

*Heard that there is good coverage/signal quality in this area
Don't remember | have always been on this network
*Heard that the coverage/signal/quality of other operatorsin this areaiis...
Accessibility of services
Mobile Phone service provided as part of a bundle

The price of the handsets

| was going to switch but they gave me a better deal

Accessibility of information

| didn't have a choice - someone else chose my mobile phone network provider

W Up to 6 months M 7-12 months

Handset preference
W Between 1 and 2 years W Between 2 and 3 years

It is the one the company/work use

W 3 yedrs+ M | don't know
It merged with my old provider
( ) = 2022 Other (please specify)
ComReq.i Q.4a How long are you with your current mobile phone network provider (Q4)? * ANY Network Coverage

omReg.ie

Q.4b Why did you choose your current mobile phone network provider?
Base: Have mobile: 2961



Reasons for choosing current mobile phone network provider x demos

Gender Age Class
Male Female | 18-24  25-34 35-49 50-64 oo+ | ABCIF1 C2DEF2
Base: 2961 1394 1566 228 424 964 733 575 1619 1342
7o 7o 7o 7o 7o 7o 7o 7o 7o 7o
The price of the calls/texts/data allowances 3 28 33 36 34 30 24 32 3
Good reputation 23 22 24 20 24 23 22 22 24
My friends or family are mostly on this network 16 15 17 - 16 12 15 18 16 17
Trusted brand/mobile network provider 14 14 13 14 14 12 14 16 14 13
*Heard that there is good coverage/signal quality in this area 1 12 1 12 10 13 13 / 12 10
H.eard thgt the coverqge/srgnal/quallty of other operators in 3 g 9 7 9 g g 9 g 9
this area is poor/unreliable
Don’'t remember | have always been on this network 8 8 8 6 8 b 9 7 9
Accessibility of services Ji Ji Ji 1T 6 Ji 6 7 7
Mobile Phone service provided as part of a bundle 6 5 6 3 4 6 4 5 6
Accessibility of information 3 3 3 2 3 3 3 2 2 3
| didn't have aoch0|ce—someone else chose my mobile phone 2 2 2 . : 2 5 4 2 9
network provider
Handset preference 2 ] 2 2 2 3 2 ] 2 2
It is the one the company/work use 2 2 1 1 ] 3 3 ] 3 ]
It merged with my old provider 2 2 2 1 ] 2 3 ] 2 2
Other 9 9 9 6 8 8 10 10 9 8
*ANY Network Coverage Outage 18 19 18 16 19 21 20 16 19 17

ComReg.ie

Q.4b Why did you choose your current mobile phone network provider? Base: Have mobile: 2,961

** small base size




Plan/package a prepay package

3in 5 are bill pay customers, which increased to 7 in 10 middle class and 35-49 year olds. Prepay is much
more prevalent among the under 25 cohort as well as working class cohorts.

Total

2017 2019 2022 2025

Base 2639 2780 2959 2961
%

Bill pay

Q5 Is your mobile plan/package a prepay package (where you buy credit and top up before you can make a call) or bill pay package (where you
have a contract with your operator and subsequently receive a bill for the services you used in the previous month)?
Base: Have mobile: 2961

ComReg.ie



Incidence of phones included in billpay contracts :{4/\5

There is a split in terms of inclusion of a phone, with half stating they have it included and half saying they do
not. There is no significant differentiation by demographics here.

Gender Age Class
Total
Male Female 18-24 25-34 35-49 50-64 65+ ABC1 C2DE F
Base: 1832 867 964 108 206 660 502 337 1084 711 37
% % % % % % % % % % %

Yes

NO

Don't Know mewm==

Q5a Is your mobile phone included in your payment contract? (by this we mean that you are paying for your handset as part of your contract)
Base: All adults on billpay — n=1,832

ComReg.ie



Incidence of mobile service being included in %
bundles A

1in 5 cite having their mobile service included in a bundie, with the most common service pairing being
broadband (91%). These bundles tend to be more expensive and more concentrated among billpay
customers.

Occurrence of Bundles What other services are included
in the bundle
More likely to be: (B ase: 59 4)
Billpay — 27%

€45+ monthly cost of

a service — 37%

Broadband 91%
Landline 32%
Paid TV 31%

Streaming services(e.g. Netflix, Amazon

Prime etc...) 17%

Other (please specify) 5%

Q.6. Is your mobile subscription part of a bundle with other services for an overall fixed price? (e.g., mobile, broadband, home landline phone, paid TV, etc, together
for one price each month).

ComReg.ie Q.6a What is included in this bundle? (Base n-594)
Base: Have mobile: 2961



Overview of bundles x mobile phone provider

Given the high rate of bundling with broadband, it is unsurprising that eir and Virgin customers are more
likely to have bundied their mobile subscription.

Mobile Phone Provider

Total ;"'b‘?le . Vicai Sk
obile . esco irgin
Vodafone (including € GolMo Mobile Mogile Mob)i,le i
02)
BUNDLING?
Base: 2961 945 598 611 220 285 100 44 89 29
%o Yz 7o % 7o %o 7o %o %o
Yes 19 19 7 8 6 29 3 13
No 80 80 51 61 71 L8k | 87
Don't know 1 1 1 1 1 1 3 - 3 -
BUNDLE TYPE
Base 594 184 45 280 9 18 36 12 3 3
% 7 7 % 7 % 7 %o %
Broadband 91 92 g4 91 9 55 96 |00 | 8o -
Landline 32 27 18 37 29 39 42 18 - 45
Paid TV 31 25 26 35 15 29 8 74 - -
Streaming services (e.g. Netflix, Amazon Prime etc...) 17 17 17 15 15 31 17 31 - 35
Other 5 6 11 4 - 10 4 - 20 20

Q.6. Is your mobile subscription part of a bundle with other services for an overall fixed price? (e.g., mobile, broadband, home landline phone, paid TV, etc, together
for one price each month).

Q.6a What is included in this bundle? Base 595

Base: Have mobile: 2961

ComReg.ie



Rate of unlimited data plans

The vast majority have unlimited data. This is lower among over 65s and prepay customers.
Unsurprisingly, there are much higher rates of customers that use data citing unlimited data.

No: Unlimited Data X demographics & Yes: Unlimited Data x demographics &
usage
% - 9 Total AGE usage %
12 I 18-24 ;giz 8
nf T 2534

10 35-49 » 55-43
B30 50-64 00-64
22 [ 6o+ 65+
MOBILE PLAN MOBILE PLAN
22 [ Prepay Prepay
g I Bill pay Bill pay
4 - Don't know Don't know
SERVICES SERVICES
13 _ Yes - use Voice ¢ Yes - use Voice

NO - do not use Voice
YES - | use Texting

NO - do not use texting

14 _ NO - do not use Voice
12 _ YES - use Texting
19 _ NO - do not use texting

1 YES -1 use 3G/4G or LTE Data ®Yes ®mNo m|don't know YES - luse 3G/4G or LTE Data
23 NO-donot use 3G/4G or LTE.. NO - do not use 36/46 or LTE Data
g P YES -1 use 56 Data YES - | use 5G Data

22 _ NO - do not use 5G Data NO - do not use 5G Data

Q7a Do you have unlimited data as part of your current mobile data plan?
ComReg.ie Base: All have mobile: n=2961



Typical spend on prepay [ bill pay services

Prepay customers price point is notably lower than billpay, with the average monthly cost being
just under €20, compared to just under €40 for bilipay.

Prepay Costs per month Bill Pay Costs per month
(Base: Prepay users: n=1,091) (Base: Billpay users: n=1857)
%o 7o

From€1-15

From €15 - 20
While prepay gets
cheaper, bill pay
Is becoming more

From €20 - 30 expensive

From €30 - 45
€45 or more
Don't know
2025 Mean: €19.84 2025 Mean: €39.75
2022 Mean: €20.43 2022 Medn: €37.95

Q7b. In a typical month, how much does your personal mobile phone plan cost with {selected mobile provider}?Exclude any roaming changes or the cost of other
ComReg.ie services if you are bundled in with home/landline or broadband.

Base: All have mobile: 2961



Typical spend on billpay services

Gender Age Class
Total
Male Female 18-24 25-34 35-49 H0-64 b+ ABCI C2DE
Base:
1857 881 975 110 210 668 508 342 1129 728
% % % % % % % % % %
From 1to 15 10 10 9 15 7 9 9 11 9 10
From 15 to 20 10 11 9 11 10 11 11 8 10 9
From 20 to 30 16 17 16 18 18 12 16 19 15 18
From 30 to 45 23 23 24 17 26 24 29 26 24 21
45 or more 33 32 35 24 34 39 36 26 33 34
Don't know 8 7 8 15 H H b 10 8 8
Mean 39.75 38.28 41.18 34.46 38.95 40.99 40.95 39.72 39.14 40.57

Q.7b In a typical month, how much does your personal mobile phone plan cost with {selected mobile provider}? Exclude any roaming changes or the cost of other services if you

are bundled in with home/landline or broadband.

Base: All have mobile on billpay: 1857

ComReg.ie




Typical spend on prepay services

Mean

Total Gender Age Social Class
Male Female 18-24 25-34 35-49 50-64 bh+ ABCT C2DE

Base: 1091 507 584 112 213 296 222 231 480 611

% % % % % % % % % %

From 1to 15 10 1 9 15 10 10 7 7 12 8
From 15 to 20 19 20 19 18 19 17 24 18 20 19
From 20 to 30 59 58 60 57 60 61 58 63 56 62
From 30 to 45 6 7 6 4 7 8 8 5 6 7
45 or more 3 3 2 3 3 2 2 3 3 2
Don't know 2 2 2 2 1 2 1 3 3 ]

19.84 19.82 19.86 19.57 19.58 19.99 19.95 20.33 19.98 19.83

Q.7b In a typical month, how much does your personal mobile phone plan cost with {selected mobile provider}? Exclude any roaming changes or the cost of other services if you

are bundled in with home/landline or broadband.

Base: All have mobile on prepay: 1091
ComReg.ie




Ability to afford the mobile phone service

The vast majority have no issues paying for the mobile service, particularly middle-class cohorts. Those with a
disability show higher rates of difficulty, which is an area that should be monitored moving forward.

Age Class Region Disability Mobile Plan
Total Rest No
18-24 25-34 35-49 50-84 65+ ABC1 C2DE F publin . °F  Muns= Conn/ Yes No 2n¢ Prep Bl
Leinst ter Ulster refuse ay  pay
er d
Base: 2961 228 424 964 733 575 1578 1330 869 791 806 505 168 2766 27 1091 1857

7o 7o %o %o %o

% % % % % % % % % %

Struggle to pay the bill every 3 4 4 3 3 3 2 2 5 4 3 7 5 3
month

Can financially cope @ 23 23 12 o5 23
reasonably well, but struggle to
pay the bill occasionally

Do not worry about paying the ‘ '

bill as we can comfortably
afford it
Don’t know/not sure

i Q8 How would you rate your ability to afford your mobile phone service?
ComReg.le Base: All have mobile: 2,961




Experience of in-contract price increases

3in 10 have claimed to have had an in-contract price increase, with Three and Eir customers more likely to
cite these increases. 2 in 3 of those experiencing price increases are not doing anything about it, which may
be due to customers’ inability to exit a contract without paying an early termination fee.

Yes heard about price increase

Total

mYes

® No

<

Don't
know

More likely to be:
Three — 38%

Eir — 36%

€45+ monthly cost of
service — 46%

| did nothing

| did some research but decided not to change my
provider or plan

| am considering switching but have not taken
action yet

| will move to a different plan with my current
provider when my contract comes to an end

=)

| plan to switch provider when my current contract
comes to an end

| switched to a different plan with my current
provider

More likely to be: | switched provider
GoMo — 75%

Tesco — 65% Other(please specify)
48 — 65%

Virgin — 60% | don't know

Q9 Does your mobile plan include an in-contract inflation linked price increase?

ComReg.ie provider in the past 12 months?

Base: All with billpay n- 1832

(Base: 554)

-
I~

3%

3%

2%

3%

2%

Q10 Which of the following best describes what you did as a result of hearing about an in-contract price increase (not including the end of a discount period), by your mobile



SERVICE

e

USAGE &
SATIS




Use of various services on mobile phone

Data usage remains steady; however, usage is moving toward 5G, with significant increases here, paired with

decreased 3G/4G usage. Much like previous waves, those over 65 are more likely to rely more on traditional
voice and call services, with less utilisation of data. Those in Dublin are using 5G more than elsewhere in

Ireland.

Voice

Text

Any Data

Any Data

G/4G Data

3G/4G Data*

G Data**

5G Data

Total
%

17

0

62(3¢)

1

60

87(4)

w2025
2022
m 2019

Gender Age Social Class Region
conna
Male €M 1804 25-34 35-49 50-64 65+ |ABCIFI C2PEF | puplin REStof Munst e
e 2 Leins er '
1394 1566 | 228 424 964 733 575 | 1619 1342 | 859 791 806 505
% % % % % % % % % % % % %
95 95 91 95 95 95 96 92 95
89 91 89 91 89
86 85 81 81 83
79 78 76 76 80 80 76
62 58 53 61 59 44

2019: Q.10 On your mobile phone which of the following do you use and pay for?

ComReg.ie

Base: All have mobile: n=2,961

2022: Q.10 On your mobile phone which of the following do you use?
2025: Q.7 On your mobile phone which of the following do you use?

*Note 3G/4G not combined in 2019
**Note No 5G in 2019




Frequency of using mobile at various locations during
past week

Incidence of use at various locations has increased across all usage types, likely impacted by the change in
question wording to encompass a more general mobile phone usage. 3 in 4 note they use their phone daily in
the home, with circa half noting usage in the garden and other locations.

Outside of my home, but

within the vicinity of my While in another location (for While travelling on a bike or in a car/bus
home (gardens, driveway, work/school/ (i.e. any travelling on aroad) or in any
Inside my home garage, sheds, home farm college/recreation/ visiting other form of public transportation (train,
(at this address) etc.) family/friends etc.) Luas, Dart etc)
2019** 2022** 2025 2019** 2022** 2025 2019** 2022** 2025 2019** 2022** 2025
Base 2780 2959 2961 2780 2959 2961 2780 2959 2961 2780 2959 2961
% % % %
12
Most Days (5+ days) , 18 18
Some days (3-4 days) . . 20 3 .
Few days (1-2 times a week) 9 1 1 7 )
13

Rarely (less than once a 13 b 2 10 g
week) . 10 g 8
: : : : 4
oot use nhslootion [ M - - - - . e s
ANY use at this location 94 96 97 93 93 97 78 81 86

ComReg.ie Q.16 Thinking back on the past week, how often in the following locations, did you typically use your mobile : ** Note question wording
Base: All have mobile: 2961 change



Daily usage of your mobile phone x demographics :(<\

Younger cohorts, Dublin dwellers, and those paying higher monthly costs on their mobile service all note
higher rates of daily usage across most locations.

Base: 2961 228 424 964 733 575 859 791 806 505 1981 980 2445 386 130 272 416 939 528 645 160
% % _ % % % % % _ % % % % % % % % % % % %

Inside my home (at this address)

: . L 72 78 70 56 75 74 74 79 78 75
(not including your usage via wifi)

78 77 76 66 77 65

While in another location that you
reqularly/frequently visit (for
work/school/college/recreation/v
isiting family/friends etc.)

57 49 31 65 45 46 Lt 25 61 50 52 b4 58

Outside of my home, but within

the vicinity of my home (gardens,
driveway, garage, sheds, home 49
farm etc.)(not including your

usage via wifi)

52 47 S4 52 52 44 46 51 45 52 41 23 43 46 47 49 50

While travellingon a bike orin a

car/bus or on any public transport 47

45 40 24 45 38 38 35 46 38 15 40 43 41 Lty

ComReg.ie Q.16 Thinking back on the past week, how often in the following locations, did you typically use your mobile
Base: All have mobile: 2961



Importance of mobile phone service when at various
location

2

Although there is a slightly greater importance placed on service in the home, there is strong importance
placed in all areas with at least half of the population assigning critical importance to access.

While travelllng onda

I;L l:tvsciil:izftrlrg’vr;gir: i:' While in another bike orin a car/bus
Inside mv home of my home (gar dens).’ location (for (i.e. any travelling on
(at this qZI dress) driz’l oWq %ra o work/school/college/r aroad) or in any other
sheds h);'ng‘e fa?m’ ecreation/visiting form of public
'otc ) family/friends etc.) transportation (train,
. Luas, Dart etc)
2022 2025 2022 2025 2022 2025 2022 2025
Base 2855 2868 2627 2710 2747 2855 2341 2553
Critically important
(9-10)
Important
(7-8) 33 26
Not important
-9 - ﬂ o K k2
2025 Mean 8.43 7.67 8.29 8.12
2022 Mean 8.4 8.15 8.34 8.17
2019 Mean 8.49 8.4 8.63 8.59

Q17 Thinking about your everyday use of your mobile phone, on a scale of 0 to 10, where 10 is critically important, and 0 is not at all important, how
ComReg.le important is your mobile phone service to you in general, when you are in the following places, or engaged in the following activities?
Base: All mobile service used in location during past week ** Note question wording change



Importance of phone service in different locations

Unsurprisingly, given the higher reported usage within the home, having use of mobile phone services in the
home is seen as most important. However, access to mobile services generally are deemed critically
important by a substantial proportion of the population, with a minimum of half the sample giving a 9-10
score for each location.

® 10 Critically important m9 w8 7 6 5 4
% % % % % % %

N ] B0 Notatall important

% %

I
_ 9 I
__- 8

Inside my home (at this address)
(Base: n —2868)

While in another location that you
regularly/frequently visit (for
work/school/college/recreation/visiting
family/friends etc.)

(Base: n — 2855)

While travelling on a bike or in a car/bus
(i.e. any travelling on a road) or in any
other form of public transportation (train,
Luas, Dart etc)

(Base: n — 2553)

Outside of my home, but within the vicinity
of my home (gardens, driveway, garage, 8 4
sheds, home farm etc.)

(Base: n — 2710)

. Q17 Thinking about your everyday use of your mobile phone, on a scale of 0 to 10, where 10 is critically important, and 0 is not at all important, how important is your
ComReg.le  mobile phone service to you in general, when you are in the following places, or engaged in the following activities?
Base: Base sizes vary



Importance of your mobile phone usage in locations x
demographics

Assighed importance is relatively consistent across demographics.

9-10 Score Unlimited Experienced
Age Mobile Features Used - Loss of Signal -
Data .
Mobile
Total
18-24 25-34 35-49 50-64 65+ Voice Texting S°-*°°" 5GData| Yes NolYes No DK
LTE Data
7o 7o 7o 7o To % 7o 7o 7o 7o 7o Yo | %o T 7o
Inside my home (at this address) 63 60 64 1 67 59 62 63 63 63 64 56|64 62 4]
While in another location that. you l.’e‘gglarly/ftjeque.ntly visit (for 58 50 51 50 58 50 58 58 50 80 c9 53|81 57 59
work/school/college/recreation/visiting family/friends etc.)
While travelling on a bl.ke orina Car/pus (|.e.. any travellingon aroad)orin 56 80 56 56 59 47 o5 56 57 57 56 53|55 57 36
any other form of public transportation(train, Luas, Dart etc)
Oqt8|de of my home, but within the vicinity of my home (gardens, 50 48 49 51 59 48 50 £ £ 51 51 45|53 50 34
driveway, garage, sheds, home farm etc.)

Q.17 Thinking about your everyday use of your mobile phone, on a scale of 0 to 10, where 10 is critically important, and 0 is not at all important, how important is your
mobile phone service to you in general, when you are in the following places, or engaged in the following activities?
Base: Base sizes vary

ComReg.ie



Usage frequency of various mobile phone services &

Making/Receiving traditional calls, instant messaging, browsing websites and use of Social media are most cited. A }‘4
sizeable minority are using generative Al, with 30% using at least monthly. A

(K) Any
(D) (H) other (P) Gen

Social (F) voice Streami “smart Al (Q) Gen

(A) () media calls () . ng TV devices” Services Al
Making/ Instant (J) (e.g (B) using Streami (6) (0) Apps (e.g for (L) services
receiving messagi Browsin Faceboo Sending internet ng Video Banking (M) and smart personal Playing for work

traditiona ng (e.g g k, / app (e.g music Calls and bill Sending Video washing use (e.g online (e.g (N)
' "°|'|°e Whatsa general Instagra receivin Whatsa (c) (e.g (e.g paymen voice on- machine Chat video ChatGPT Gamblin
e PP) websites g SMS PP) Emailing Spotify) Zoom) notes demand ) GPT) games )
% % % % % % % %

—
o
—
o

Several times a day

| |H|\HIIIIHHIl|IIIIII|IIIE=I|||||||I|E=IIIIII
| |=|EHIIII:IIl|IIIIIII|||||%=IIII‘lIIIIIIIIIII

91
At least once daily

| II'-“

Several times a weeks

.d-Il||||=||‘IIIIIII%IIIIIII'IIIIIIIIIIIIIIIIIIIIIIIIE:IIIII'IIIIIIIIIIII ae a;

At least once weekly

—h

Several times a month

23

At least once a month

—
(=)

Less than once a month

13

—

—
—
N

Less than once every 6 months

Never

Daily Usage

71

71

59

18

14

10

10

Weekly Usage

85

87

82

41

43

26

25

17

18

Monthly
usage

96

89

gl

89

66

48

49

29

50

21

21

Q.14 Thinking about your typical usage of your mobile phone, how often do you use the following services using your mobile data, not using Wi-Fi

Base: All have mobile: 2961




Usage frequency of various mobile phone services x demographics (<
Younger, Dublin-based, middle class cohorts are more likely to use most services on a daily basis, with the 2

exception of traditional calls and SMS messaging.

Everyday Usage
Age Region Area Class
Total :
18-24 25-34 35-4950-64 65+| Dublin  OUtside  Restof —p o oter 9"/ 1 rpan Rural |ABCIC2DE  F
Dublin  Leinster Ulster
Base: 2761 | 228 424 964 733 575 859 2102 791 806 505 1981 980 | 1578 1330 53
% % % % % % % % %o % % %o % % %o
(A)- Making/Receiving Traditional mobile voice call (as opposed to calls over an app) 73 66 69 74 78 77 70 74 71 75 79 76 71 73 -
(J)- Browsing general webS|tes-(e.g. news, current aff.alrs,.(?oogle searching, websites of interest, blogs, etc.) on my phone (via 7 74 86 5 86 89 89 50 85 89
my 3G/4G/5G network only) not including your usage via Wifi
(e?;_ Instant messaging (via my 3G/4G/5G network only) not including your usage via Wifi using e.g. Whatsapp, Facebook, Viber, 7 66 49 68 59 69 63 68 55
(D)- Soc?lal Mgdla (such as Facebook, Instagram, LinkedIn, twitter, TikTok)(via my 3G/4G/5G network only) not including your 69 80 41 57 80 86 63 66 c6
usage via Wifi
(B)- Sending/Receiving traditional SMS text messaging as opposed to using an app or iMessage blue messages 59 - 57 58 56 54 58 57 66
(F)—.V0|ce.calls using an |n.tern.ejt application e.g. WhatsApp, Facebook Messenger, Snap Chat (via my 3G/4G/5G network only) =7 49 40 59 48 43 49 o5 34,
not including your usage via Wifi
(C)- Emalllng (pe.rs.onal family/friends or work-related emails etc.) on my phone (via my 3G/4G/5G network only) not including 47 41 98 43 28 23 28 27 29
your usage via Wifi
(1)- Streaming music (eg YouTube, Spotify, Apple Music etc)(via my 3G/4G/5G network only) not including your usage via Wifi 40 27 9 37 35 29 31 36 15
(.G)— V{deo calls(e.q., Zoom, .Facetlme, WhatsApp, Facebook Messenger etc.) for video calls (via my 3G/4G/5G network only) not 29 29 19 o 21 7 21 21 18
including your usage via Wifi
(0)- Banking and bill payments (including online banking on apps, payments, paying for services, recharging travel cards such as 28 21 16 o5 23 21 29 29 15
leap card etc.)
(M) - Sending Voice Notes 25 12 7 20 13 17 19 28 22 14
(H)— S’Freamlng TV Apps an.d-Vldeo—on Demand (e.g. Netflix, Amazon Prime, Youtube)(via my 3G/4G/5G network only) not o5 18 7 29 20 5 97 o1 27 94 5
including your usage via Wifi
(K)- Any other “smart” home devices (that give you control wirelessly via your mobile phone), which assists with the Accessibility 14 7 15 21 1 10 19 8
of your home such as smart light bulbs (e.g. Philips Hue), smart kettle, smart power switch, smart washing machine, smart home 18
security etc.
(P)- Generative Al services for personal use (e.g. ChatGPT, Claude, etc.) 14 B 4 1 14 10 7 9 18
(L) - Playing onllng V|deo. games(e.qg. Cal! of thy Mobile, PUBG Mobile, FIFA Mobile, Wild Rift) on my phone (via my 3G/4G/5G 0 c 4 19 10 19 7 . . 9 0 " 3
network only) not including your usage via Wifi
(Q) - Generative Al services for work purposes (e.g. ChatGPT, Claude, etc.) 10 5 1 9 10 10 5) 6 7 8
(N)- Gambling Apps (Bet365, TonyBet etc.) 2 2 1 2 2 2 2 1 2 2 2 2 3

ComReg.ie Q.14 Thinking about your typical usage of your mobile phone, how often do you use the following services using your mobile data, not using Wi-Fi
Base: All have mobile: 2961



ldentifying the essential mobile services <

We see that in most cases, the services that have high rates of everyday usage, are also deemed most vital by
customers, with clear alignment between usage and importance - calling and messaging are most important.

General browsing shows some misalignment with more noting everyday usage, than citing it as essential.

2nd & 3rd Most

o Important Total
& %

%o
(A)- Making/Receiving Traditional mobile voice call (as opposed to calls over an app) — 68
(E)- Instant messaging (via my 3G/4G/5G network only) not including your usage via Wifi n“
using e.qg. Whatsapp, Facebook, Viber, etc. 32
(D) - Social Media(such as Facebook, Instagram, LinkedIn, twitter, TikTok)(via my 3G/4G/5G n
network only) not including your usage via Wifi 28
(B)- Sending/Receiving traditional SMS text messaging as opposed to using an app or ““ 42
iIMessage blue messages

Most Important

(F)- Voice calls using an internet application e.g. WhatsApp, Facebook Messenger, Snap n“
Chat (via my 3G/4G/5G network only) not including your usage via Wifi 19
(C)- Emailing (personal family/friends or work-related emails etc.) on my phone (via my Hn 24
3G/4G/5G network only) not including your usage via Wifi
(J) - Browsing general websites (e.g. news, current affairs, Google searching, websites of H“ 21
interest, blogs, etc.)on my phone (via my 3G/4G/5G network only) not including your usage...
(G)- Video calls(e.qg., Zoom, Facetime, WhatsApp, Facebook Messenger etc.) for video calls E“ 8
(via my 3G/4G/5G network only) not including your usage via Wifi
(H)- Streaming TV Apps and Video-on Demand (e.g. Netflix, Amazon Prime, Youtube)(via my HH 4
3G/4G/5G network only) not including your usage via Wifi
(1)- Streaming music(eg YouTube, Spotify, Apple Music etc)(via my 3G/4G/5G network only) I 8
not including your usage via Wifi
(0) - Banking and bill payments (including online banking on apps, payments, paying for H 8
services, recharging travel cards such as leap card etc.)

Q.15 Thinking about the things you typically use your mobile phone for, which would you describe as “must haves” or are the most important to you? Please rank your top three most important mobile
phone services.
Base: All have mobile: 2,961

ComReg.ie



Essential mobile services x demographics

Older cohorts are more likely to view traditional calling and texting as more important, while social media
and instant messaging apps are more essential among younger cohorts. Divisions by age highlight the need
for bandwidth for all elements of mobile services.

3 Most Important Services (total number of mentions)
Age Mobile Features Used - Unlimited Data Expgrlenced qus
of Signal - Mobile
Total
: : 3G/4G or
18-24 25-34 35-49 50-64 65+ Voice  Texting L TE Data bGData| Yes No DK| Yes No DK
Base: 2961 228 424 964 733575 2825 2670 2313 1785 2445386 130 923 1970 68

% % % % % P % % % % % % Y % % %
(A)- Making/Receiving Traditional mobile voice call(as opposed to calls over an app) 68 50 56 65 70 69 66 66 67 70 57 69 B4
(B) - Sending/Receiving traditional SMS text messaging as opposed to using an app or iMessage blue messages 49 33 29 35 43 45 40 39 41 47 40 Ly 43
(E)- Instantmessagmg(wa my 3G/4G/5G network only) not including your usage via Wifi using e.g. Whatsapp, - 29 )3 29 29 25 2, 29 18 20 924
Facebook, Viber, etc.
(D) - Social Media(such as Facebook, Instagram, LinkedIn, twitter, TikTok)(via my 3G/4G/5G network only) not 28 10 28 28 30 21 15 26 20
including your usage via Wifi
(C)- Emailing (personal family/friends or work-related emails etc.) on my phone (via my 3G/4G/5G network only) 24 15 23 24 o5 18 13 o5 23 95
not including your usage via Wifi
(J)- Browsing general websites(e.g. news, current affairs, Google searching, websites of interest, blogs, etc.)on 21 13 20 20 29 17 10 29 20 6
my phone (via my 3G/4G/5G network only) not including your usage via Wifi
(F)- Voice calls using an internet application e.qg. WhatsApp, Facebook Messenger, Snap Chat (via my 3G/4G/5G 19 18 23 20 18 13 18 18 20 19 19 17 17 10
network only)not including your usage via Wifi
(G)- Video calls(e.g., Zoom, Facetime, WhatsApp, Facebook Messenger etc.) for video calls (via my 3G/4G/5G 8 8 5 8 8 9 9 9 6 9 13
network only) not including your usage via Wifi
(1) - Streaming music (eg YouTube, Spotify, Apple Music etc)(via my 3G/4G/5G network only) not including your 8 £ 3 8 8 8 9 8 ; 6 13
usage via Wifi
(0) - Banking and bill payments (including online banking on apps, payments, paying for services, recharging 8 g 7 7 7 9 8 8 8 6 5
travel cards such as leap card etc.)
(H)- Streaming TV Apps and Video-on Demand (e.g. Netflix, Amazon Prime, Youtube)(via my 3G/4G/5G network 4 7 7 5 2 1 4 4 5 5 5 L 5 4 3
only) not including your usage via Wifi

e Q.15 Thinking about the things you typically use your mobile phone for, which would you describe as “must haves” or are the most important to you? Please rank your top three most important mobile phone

services.
Base: All have mobile: 2,961 All answers 1% or less hot shown

ComRegq.i



Usage of your mobile phone in a typical day x daily usage

Those using internet-based services (e.g instant messaging, social mediq, etc) are less likely to assign

importance to traditional calls and texts, however these are vital services for those using these traditional

services on a daily basis.

3 Most Important Services (total number of mentions)

UNWTD

(A)- Making/Receiving Traditional mobile voice call (as opposed to calls over an app)

(B)- Sending/Receiving traditional SMS text messaging as opposed to using an app or iMessage blue
messages
(E)- Instant messaging (via my 3G/4G/5G network only) not including your usage via Wifi using e.g.
Whatsapp, Facebook, Viber, etc.
(D) - Social Media(such as Facebook, Instagram, LinkedIn, twitter, TikTok)(via my 3G/4G/5G network only)
not including your usage via Wifi
(C)- Emailing (personal family/friends or work-related emails etc.) on my phone (via my 3G/4G/5G network
only) not including your usage via Wifi
(J)- Browsing general websites (e.g. news, current affairs, Google searching, websites of interest, blogs,
etc.)on my phone(via my 3G/4G/5G network only) not including your usage via Wifi
(F)- Voice calls using an internet application e.g. WhatsApp, Facebook Messenger, Snap Chat (via my
3G/4G/5G network only) not including your usage via Wifi
(G)- Video calls(e.qg., Zoom, Facetime, WhatsApp, Facebook Messenger etc.) for video calls(via my
3G/4G/5G network only) not including your usage via Wifi
(I)- Streaming music (eg YouTube, Spotify, Apple Music etc)(via my 3G/4G/5G network only) not including
your usage via Wifi
(0) - Banking and bill payments (including online banking on apps, payments, paying for services, recharging
travel cards such as leap card etc.)
(H)- Streaming TV Apps and Video-on Demand (e.g. Netflix, Amazon Prime, Youtube)(via my 3G/4G/5G
network only) not including your usage via Wifi

ComReg.ie

Use daily using mobile data
(A)- (B)- (C)- (D)- (E)- (F)- (G)- (H)- (- (J)- (K)- (L)- (M)- (N)- (O)- (P)- (0)-
Makin Sendi Emaili Social Instan Voice Video Strea Strea Brows Any Playin Sendi Gambl Banki Gener Gener
g/Rec ng/Re ng Media t calls calls ming ming ing other g ng ing ngand ative ative
eiving ceivin messa using TV music gener “smart online Voice Apps bill Al Al

Totgl Traditi g ging an Apps al "home video Notes payme servic servic
onal traditi intern and websitdevicegames nts esfor esfor
mobil onal et Video- es S perso work

e SMS applic on nal purpo
voice text ation Dema use ses
calls messa nd

ges

2961 2167 1746 1317 1856 1946 1551 798 659 1058 1927 503 271 631 50 793 338 274

68 68 66 67 66 66 60 60 67 65 57 59 70 67 b3 b4

49 38 37 38 38 36 35 31 39 36 36 36 40 34 24 27

39 29 35 33 32 29 24 33 6

28 27

24 24

21 19

19 17

8 8
8 6
8 7
4 4 5 6 6 5 9 5 7 6

Q.15 Thinking about the things you typically use your mobile phone for, which would you describe as “must haves” or are the most important to you? Please rank your top three most important mobile phone services.

Base: All have mobile: 2961



Satisfaction with mobile phone coverage

Encouragingly, satisfaction has increased substantially since
2022, following a pattern of stagnation or decline. This is seen
both within the home and further afield.

Satisf%%tjlgn vr\‘l‘i)theyour Satisfaction with your
mobi n : ’
network’s gov rage mobile phone network’s
where you live (i.e. at coverage in other areas
ome) you visit/travel to
% %

NET (9-10)
NET (7-8)
NET (1-6)
Mean 2025 8.14 1} Mean 2025 8.06 1
Mean 2022 7.45 Mean 2022 7.66
Mean 2019 7.55 Mean 2019 7.66
Mean 2017 7.60 Mean 2017 7.92

Q.18 How satisfied are your with your mobile phone network’s coverage where you live (i.e. at home)?

Q.19 How satisfied are your with your mobile phone network’s coverage in other areas you visit/travel to?
Base: All have mobile : 2961

ComReg.ie




\
Satisfaction with Mobile phone coverage x demogrqphics“"

UNWTD 2961 | 1394 1566 228 424 964 733 575 1619 1342 859 791 806 505

%o %o % %o o % %

Satisfied with your mobile phone
network’s coverage where you live (i.e. at b4 b3 56 52 54 b4 b4
home)

Satisfied with your mobile phone
network’s coverage in other areas you 46 L 47 L
visit/travel to

45 46

Q.18 How satisfied are your with your mobile phone network’s coverage where you live (i.e. at home)?
Q.19 How satisfied are your with your mobile phone network’s coverage in other areas you visit/travel to?
Base: All have mobile : 2961

ComReg.ie






Usual approach used to make a mobile voice call

There is a split in usership of default phone apps and WhatsApp, with younger, more urban [/ Dublin based
consumers more likely to use WhatsApp, as well as those who view internet-based mobile services as most

essential. Total

7/

% %
Age 18-24 49 Age 18-24 43
25-34 42 25-34 55
35-49 b4 35-49 43
50-64 56 50-64 41
65+ 64 65+ 31
Region Dublin 39 The default phone app on your Region Dublin 57
Rest of Leinster 60 mobile handset that does not Rest of Leinster 34
Munster 57 .. Munster 38
Connaught/Ulster 62 require internet to work (e’g' Green Connaught/Ulster 33
Unlimited Data Yes 52 app on iPhone) Unlimited Data Yes 43
No 57 No 40
| don't know 69 | don't know 22
Essentials (A)-Calls 64 Essentials (A)-Calls 32
(Most) (B)- SMS 42 (Most) (B)- SMS 56
(C)- Emailing 34 (C)- Emailing o
(D)-Social Media = | (D)- Social Media 45
(E)- Instant messaging 38 (E) - Instant messaging 57
(F)-Voice call Apps 29 (F)- Voice call Apps 69
15) - Video calls 10 WhatsApp (G)- Video calls 48
()= Streaming TV o0 42 (H)- Streaming TV 38
(1) Streaming music 28 (1)- Streaming music 66
(J)-Browsing websites > (J)- Browsing websites 39
(K) - Other “smart” home devices 100 (K)- Other “smart” home devices )
(L) - Playing online video games 20 Another communication platf (L) - Plaving online vid m 80

(M) - Sending Voice Notes 66 plattorm 4yINg BIINE VIGEo James

(M) - Sending Voice Notes 34

(N) - Gambling Apps - capable of making voice calls(e.qg. * (N) - Gambling Apps _

(0) - Banking and bill payments 52 |nstagram, Snapchat, Telegram etc.)

(P)- Generative Al - Personal use - 0)- Banking and bill payments 48
) ) i} Other(specify) (P)- Generative Al - Personal use 100
(Q)-Generative Al work use (Q) - Generative Al work use 49

ComReg.ie Q34 When you place a mobile voice phone call, do you typically use:
Base: All have mobile: 2961



Steps taken to fix voice call connectivity problems out of home &
[ at home

There is less reliance on alternative apps when focusing on those making default phone calls, and more focus
on relocation and Wi-Fi access. Interestingly, almost 1in 5 turn their Wi-Fi on and off while experiencing a
non-internet connectivity issue out of home.

Out of Home At Home
%

| connect to my home Wi-Fi network if | was not
already connected

o,

/.

| try to move to alocation | believe will have better

) : : 26
service (e.g. Outside, closer to a window)

| try to move to a location | believe will have better

| end the phone call and try place a call through the
service (e.g. Outside, closer to a window)

default phone app on my mobile handset again

19

| end the phone call and try place a call through the

default phone app on my mobile handset again h

| turn the Wi-Fi on my phone on and off

| end the phone call and try place a voice call through

a different communication app such as WhatsApp.... 10

| end the phone call and try place a call through a
different communication app such as WhatsApp....
| abandon the phone call and communicate through

text means(E.g. SMS, WhatsApp messages, voice... "

| abandon the phone call and communicate through

text means(E.g. SMS, WhatsApp messages, voice... , - :
(E-9 PP J | disconnect from my home Wi-Fi network if | was

connected and use my mobile data
| end the phone call and send a voice note

| end the phone call and send a voice note 4
| try a video call
| try a video call 2
None of the above
None of the above 24
Other (please specify) . 2 Other (please specify) 3

Q36 When you are out of home placing a voice call through your default phone app and connectivity is poor, which of the following steps would you take to fix this issue?
Q37 When you are at home placing a voice call through your default phone app and connectivity is poor, which of the following steps would you take to fix this issue?
Base: All using default phone app to make calls 1596

ComReg.ie



Incidence of ever making calls over Wi-Fi and impact of Wi-Fi
on voice call experience

Following a significant increase in 2022, this has remained stable in 2025 with 2 in 3 noting use of Wi-Fi. Those in
Dublin, like in previous waves are more likely to use Wi-Fi, indicative of more extensive usage where strong
broadband connections are most accessible. Among those using Wi-Fi, a sizeable minority do not cite an

improvement. Total Does Wi-Fi improve your
% voice call experience

%

Yes, every day

- 67%
Yes, at least once a week

Yes, at least once a month
Yes, a few times a year
Yes, less frequently

No
| don't know
2025 ANY YES 67% > Higheramong:
2022 ANY YES 69% Dublin — 72% o
2019 ANY YES A6% Under 35s — 79%
2019 % at least weekly 35%

() =2022

Q.22 Do you ever make calls over Wi-Fi?*
ComReg.le Q23 boes making calls over Wi-Fi improve your voice call experience?*

Base: All who have mobile 2961/1993 *Question wording changed slightly in 2025



Incidence of Wi-Fi improving voice call experience X &
samples A

Over half note an improvement in call experience when using Wi-Fi. Interestingly, this is most evident
outside of Dublin, illustrating that although there is higher usage this does not equate to improved
quality.

Region

Does Wi-Fiimprove your Rest of conn/

Dublin Leinste Munster Ulster

voice call experience r
0/ 600 513 567 313
o

% % % %
Don’t
know
Yes
Yes
No No
Don’'t know
Yes §) sl 62 67
2022
NO 39 49 38 33
ComReg.ie Q23 Does making calls over Wi-Fi improve your voice call experience? (2022)

Base: All who make calls over Wi-Fi n=1993 *Question wording changed slightly in 2025



COVERAGE




Experienced a loss of signal (or no/poor coverage) in &
the past month 8l

T TV

In the last month, 33% have experienced loss of signal
when using mobile networks, with rural users citing
higher incidences of disruptions.

Total
%

Q.20 Thinking about your mobile phone experience over the past month,
have you experienced a loss of signal (or no/poor coverage)? SINGLE
Base: All mobile users — n = 2961

ComReg.ie




Frequency of experiencing service issues during past
month at particular locations

Among those experiencing service issues, this is most frequently cited within their home and gardens with 1

in 3 citing outages in the home and 3 in 10 citing outages in the vicinity of the home on a daily basis. Just
under1in 4 cite daily outages in other locations and while travelling.

Loss of Signal (or

no/poor Loss of Signal (or no/poor
signal/coverage) signal/coverage) while in
Loss of Signal (or around or outside of another location (for While travelling (in a
no/poor my home (gardens, work/school/college/recre car, bike or any form
signal/coverage)in driveway sheds, ation/visiting of public
my home home farm etc.) family/friends etc.) transportation)
% 7 %

Never have signal

Several times a day

On Daily Basis
2/3 times week

Weekly

I III O\o

Few times a month

Once a month

Rarely

Always have signal in this
location

Don't know

Any (Daily Issues) 34 29 23 23

ComReg.ie  Q.20a How often did you experience a loss of signal in each of these locations?
Base: All experiencing loss of signal 923



Type of loss of signal in each of these locations $

Call related issues are most cited, with higher occurrences within and surrounding the home being noted.
Issues with mobile data are also more commonly cited within the home.  LossofSignallor  Lossof Signal(or

no/poor no/poor
signal/coverage) signal/coverage)whilein
Loss of Signal (or around or outside of  another location(for While travelling(in a

no/poor my home (gardens, work/school/college/re car, bike or any
Total signal/coverage)in driveway sheds, home creation/visiting form of public
7o my home farm etc.) family/friends etc.) transportation)
% % % %
Dropped call 45 49 50 49 Sy
Could not make a call 40 @ 4D 43 47
Poor data service (online videos buffering, websites loading 40 Ll 49 49 L3
slowly etc.)
Quality of reception deteriorated when on a call 37 40 38 56 58
Could not receive a call 35 Q 44 D 40
Unable to use mobile data service (websites not loading, unable @ 41 40 34
. . . : 35
to stream/watch videos online, unable to use social media etc.)
28 26 27 27
Unable to send a text 23
26 27 27
Unable to receive a text 21
1 ] 1 2

Other specify 2

. Q20b You said that you experienced a loss of signal in the last month. What did you experience?
ComReg.le  Base: All experiences of lost signal - 923



Type of loss of signal in the last month in each of these &
locations

Dropped calls and not being able to make a call continue to be the top issues experienced. Following a
steady decline across previous waves, we dre how seeing an increase once again in the rate of people

unable to receive a text. Citing of dropped calls are continuing to increase. 2017 2019 2022
3126* 3554* 3374*
Total
% % % %
Dropped call 45 t 39 37 41
Could not make a call 40 37 37 38
Poor data service (online videos buffering, websites loading slowly etc.) 40
Quality of reception deteriorated when on a call 37 50 38 38
Could not receive a call 35 31 29 34
Unable to use mobile data service (websites not loading, unable to -
stream/watch videos online, unable to use social media etc.)
Unable to send a text 23 19 19 23
Unable to receive a text 21 1 31 29 17
Other specify 2 1 2 0
Q20b You said that you experienced a loss of signal in the last month. What did you experience? * Base size based on responses not

ComReg.ie Base: All experiencing lost signal — 923 respondents



Service issues experienced during past month 2025 vs wq"”
2022 A%

Call issues and receiving texts have increased across all comparable areas.

Loss of Signal (or no/poor

Loss of Signal (or no/poor signal/coverage) while in
signal/coverage) around or another location (for
Loss of Signal (or no/poor outside of my home work/school/college/recr  While travelling (in a car, bike or
Increase vs 2022 signal/coverage)in my (gardens, driveway sheds, eation/visiting any form of public
= Same TOTAL home home farm etc.) family/friends etc.) transportation)*
| Decrease vs 2022 2022 2025 2022 2025 2022 2025 2022 2025 2022 2025

% %

% % % % 70 70 7 70

*Poor data service (online videos buffering, websites loading slowly etc.)

Quality of reception deteriorated when on a call

Could not receive a call

*Unable to use mobile data service (websites not loading, unable to
stream/watch videos online, unable to use social media etc.)

Unable to send a text

Unable to receive a text

Other specify

Q.20b You said that you experienced a loss of signal in the last month. What did you experience? — MULTI — RANDOMISE —
ComReg,ie SHOW SCREEN

Base: All experiences of lost signal — 923 * Not asked in 2022



Type of signal issue x demographics

Those in rural areas are more likely to cite issues relating to calls and texts, while those in Connacht [ Ulster
are more likely to cite all issues that are listed.

Total Gender Age Region Area
Male Female | 18-24  25-34 35-49 50-64 65+ Dublin  Rest of Munster Connaug| Urban  Rural
Leinster ht/Ulster

UNWTD 923 435 488 87 156 318 216 131 226 266 205 226 544 379

% % %o % % 7 % % % % 7 %o %o %o
Dropped call 45 45 L 30 38 49 b1 52 3 46 43 35
Could not make a call 40 37 43 25 47 42 39 - 22 38 41 31
Poor. data service (online videos buffering, websites 40 40 40 50 43 29 o4 25 25 25 40 40
loading slowly etc.)
Quality of reception deteriorated when on a call 37 40 33 26 30 37 - 41 21 41 30 30
Could not receive a call 35 32 38 30 33 38 32 40 15 35 40 26
Unable to use mobile data service (websites not
loading, unable to stream/watch videos online, unable 35 35 34 38 41 38 27 24 30 36 28 35 34
to use social media etc.)
Unable to send a text 23 23 22 22 22 24 19 25 10 22 20 19 27
Unable to receive a text 21 20 22 17 21 22 22 21 13 18 19 16
Other specify 2 1 2 - 1 S 1 S 1 1 2 2 1 2

Q.20b You said that you experienced a loss of signal in the last month. What did you experience? — MULTI — RANDOMISE — SHOW

ComReg.ie SCREEN

Base: All experiences of lost signal — 923

*Caution small base



Improvement to Internet access to Wi-Fi at home
on your mobile

There are notable perceived improvements when connecting to Wi-Fiin the
home with half of those with broadband noting an improvement. This highlights
the importance of broadband services in accessing mobile services, returning
to levels last seen in 2017.

Total
%

Yes, improved significantly

Yes, improved to some extent

Has not changed

Yes, it has become somewhat 2017 - ANY Yes 53

worse Improve
Yes, it is much worse 2019 - ANY Yes 42

Don't know Improve
- ANY Yes Improve 50 202I2m— I-:(l;l‘\’(eYes 38

- ANY Yes Worse 4 I
Net diff +46
. Q21 Does connecting to the Wi-Fi service in your home improve your internet access
ComReg.le ( ) -

experience on your handset?
Base: All with broadband 2,701 2022




Incidence of Wi-Fi improving internet access on mobile x, )
demographics A

Half of the sample believe connecting to Wi-Fiimproves internet access, increasing since 2022. Those who

have experienced loss of signal display higher levels of improvement, indicating that this is a potential
method used to combat loss of mobile signal.

Age Experienced Loss of Signal -

Total Mobile
18-24 25-34 35-49 50-64 6o+ Yes No
UNWTD 2701 205 388 917 680 476 851 1792
% % % % % A % %

Yes, improved to some extent = 24 25

27 25

34

38

Yes, improved S|gn|f|cc1ntlyl I I l . . /I\
U

Has not changed 33 34
31 32 54 3 4
Yes, it has b h . = 2
es, it has become somewhat
worse 1 . 3 2
Yes, itis much worse = 14 0 o . 15 J7-|— 17
Don’t know °
NET (Improved) 50 56 | 55 | 53 48 35 . 86 42
NET (Worse) 4 5 5 3 3 3 4 3

ComReg.ie Q21 Does connecting to the Wi-Fi service in your home improve your internet access experience on your handset?
Base: All with broadband 2,701



Perceptions of 5G vs 4G

There is clear awareness of the improved connectivity of 5G services, with higher rates of agreement in

regard to faster speeds, stability, and general performance.

56
5G offers a faster 5G offers a more stable ~ There are services on my
connection than 4G connection than 4G~ mobile that work better when
connected to 5G than 4G (e.g.
video streaming)
Base 1297 1297 1297
%o %o %o
Strongly Agree . .
20
Somewhat Agree 21
22
Neither agree nor disagree 40 43
37
Somewhat disagree
i 3 3
Strongly disagree 2 , 2 2
NET (Agree) 59 55 52
NET (Disagree) 4 5 5

4G
4G offers a faster 4G offers a more stable  There are services on my
connection than 5G connection than 5G  mobile that work better when
connected to 4G than 5G
(e.g. video streaming)
1502 1502 1302
% % %

51
1

9 9
30 34 35
19 14 15

Q. 38 Your mobile data is often delivered over 4G or 5G network technology, indicated by a “4G” or “6G” appearing in the top right hand corner of your phone screen. We want to
ComReg.ie gather your impressions on the differences you perceive when your mobile data is delivered over a 4G compared to 5G service, and vice versa.

Base: All have mobile data available 5G -1297 4G - 1302






Incidence of switching network provider or plan in the
last 3 years (for which reasons)

There remains an apathetic market, with less than 1in 5 noting they have switched in the last 3 years.
Price is the catalyst for switching for those that have.

Changed mobile phone Reasons you switched mobile provider
plan or ;rowder (Base: Those who switched providers n = 413) e
. Mention
° Yes, to a different plan Ist 2L 3rd <
Don't Know with the same mention mention mention
Yes, to a different
provider
» | wanted to bundle my mobile phone service with - o
another telecommunications service (e.q.... 18%
Price of handset _ 22%
Friends and family on the network _ 27%,
owver [ s
: ore
() = data 2022 one a%

2025: Q26 Have you changed your mobile phone service for any reason in the last 3 years?** 2022 Q.27 Have you ever changed network provider for any reason?

* % ;
ComReg.ie 2025: Q.28a What were the top 3 reasons that you switched mobile plan operator? 2022: Q27b  [If yes] What was the reason that you switched network wording change 2025
provider? *Caution small base

Base: All have mobile ;: 2961



Main reasons for not switching mobile provider in

the past 3 years

Price again plays a key role in decision-making with the most cited
factor in remaining with their providers being price satisfaction.

Total
%

Ly

| am happy with the price | pay

| am happy with the current service/reliability of my

mobile plan/provider 35

It is too much hassle to switch

-
(2]

| couldn't be bothered to switch

—
(3]

All mobile plans/operators offer the same service

| did not want to risk any disruption to my mobile
connection
| do not really know what alternative plans/operators
are available to me
My service is part of an attractive bundle/combination
of products, e.g. mobile phone, broadband, TV,...
| was considering switching but my current provider
gave me a good offer to stay

o)

W

N

I

| did not want to pay to unlock my handset

o

Other(please specify)

ComReg.ie Q26a Why have you not switched mobile plan/operator in the past 3 years?
Base: All that have not switched in past 3 years 2426




Other services included in the bundle you switched to

Among those looking to bundie their mobile service with other
services, broadband is most popular (87%).

What services did they bundle?

18%
of those Broadband
switching
providers did
SO to bundle Paid TV
services

Landline

Streaming
services

Other(please
specify)

14

ComReg ie Q28b What other services did you bundle your mobile phone service with?
Base: All that switched to bundle services 79




Previous mobile phone network provider

There has been a marked increase in those noting a move away
from Tesco Mobile in 2025, compared to previous waves, albeit the
three largest providers continue to have the majority share of
switchers.

2019 2022 Total %
Sl Vodafone G 30
28%  28% Three Mobile (including 02) | 2 4
6% cir I 13
4% 4% Tesco Mobile |GG 11
N/a 1% Virgin Mobile [l 3
- - Sky Mobile |l 3
2% 2% GoMo 2
N/a 1% 48 2
N/a - Postfone 0
0% 0% Clear Mobile (
2% 1% Other (please specify) |G 7
29, 39, | don't know [ &4

ComReg.ie Q28c Who was your previous mobile plan operator before you switched?
Base: All who have ever switched network provider 413




Incidence of ever switching mobile service plan or provider £




Most recent switching of mobile phone operator

Among those switching in the last 3 years, a sizeable minority have
switched in the last 12 months (40%).

2025
%

Given a change
in wording,
previous data
on this is not
comparable

Within the past 6 months

7-12 months ago

Between 1 and 2 years ago

Between 2 and 3 years ago

3 years+ ago

| don't know
Within last 12 months 40%
ComReg.ie Q28 When was the last time you switched mobile phone operator?

Base: All who have ever changed network provider 413



Incidence of in-contract plans with mobile service &
provider ™

3in 5 are currently in contract, with much higher for Vodafone and Eir customers. Those with nhewer phones
are also more likely to be in-contract indicative of the expense tied to purchasing phones.

Mobile Phone Provider Unlimited Data Phone Age
Vodafone  Three eir GoMo Tesco Virgin ~ Sky Mobile 48 Yes No | don't <1Year 1-2Years 3+ Years Don't
Total Mobile Mobile Mobile know know
(includin
g 02)
Base: 1857 621 358 439 167 80 100 L4 42 1646 149 62 667 782 700 b5

% % % % % % % % % % % % % % % %
Yes
NO
Don’t know 7 5 7 7

ComReg.ie Q27 Are you currently in a contract with your mobile service provider, i.e. you cannot switch currently without incurring a cancellation fee?
Base: All billpay customers : 1857



Approach to contacting for those switching mobile
operator

For 3in 5, their new provider was the contact point, with minimal
usage of price comparison websites.

Total

| contacted the new provider and they looked after
the switch for me

| contacted my old provider to cancel previous
connection and then signed up with new provider

| did it through a comparison website, without
contacting any provider

Other(please specify)

Q28d Who did you contact to switch mobile plan operator?

ComReg.ie , ,
Base: All who have ever switched network provider 413



Rating the process of switching mobile plan
operator

Switching is a largely easy process for the vast majority of customers
with 64% giving a 9-10 score.

Total
%

10 - Extremely easy There are minimal

differences by
demographics,
illustrating a smooth
experience regardless
of age, region,
disability, etc.

Now s~ ol oo N

- Extremely Difficult

ComReg.ie Q28e How easy was it for you to switch mobile plan operator, taking all aspects into account, e.g. time taken to switch,
ease of process, etc. On a scale from 1-10 where 10 is “extremely easy” and 1is “extremely difficult”?
Base: All who have ever switched network provider 413




Difficulty contacting and delays in the transfer to new providers are the notable
issues raised by those giving a low score in regard to ease of switching.

%

Gave a |-5
(poor) score

regarding
switching
experience

Q.29 What did you find difficult about switching mobile plan operator?
Base: n — 43*

bb

Reason for poor score

“2 days no service. Poor
communication”

“Closing off old account. Process and
s flawed. Still have bill credit | cannot

access”

“Finding a person to talk to to
help switch over. No people were
available. | had to use my
neighbour to do this.”

“It took 3 weeks for last provider
to switch my number over”

69

‘Not easy to make contact”

“They made a mess of the
transition, it took ages to
transition and the
broadband hasnt been
connected yet”

“Very slow to process
cancellation of account with
following 24 + hours without

phone.”

Ipsos/




Incidence of porting numbers when switching and the
length of the porting process AL

The vast majority switching port their numbers, of which 2 in 3 note this took less than a day to complete,

leaving a sizeable minority noting porting times of 1-2 days (23%) and a week (6%), with minimal mention of
more than a week.

Time taken for the number to

Total be ported
(Base 327)
Don't Less than a day
Know

More than a week 2

ComRed.ie Q30 Did you port your number as part of switching provider?
9 Q31 How long did it take for your number to be ported?

Base: All who have ever switched network provider 413






Main reason for switching plan with current provider

Again, price drives decision-making, with over half citing price as the
leading factor in deciding to switch plans (but not providers).

Total
%

Price of calls/texts/data _54
Coverage -22
Price of handset -12
E
B
Other (specify) -15

ComReg.ie = Q32a What was the reason that you switched plan?
Base: All who switched plan with current provider - 100

Recommendation from operator
(Advice or outbound sales call)

Paid off handset and moved to a SIM
only plan




How was the switch initiated with existing operator <

Total

/

| called my operator planning to cancel my plan but they
gave me a better deal

| saw that my operator had a plan that | preferred so | 48%Syriven
contacted them to switch to that plan oroactivity

from
My operator contacted me with an offer or deal _ 13 customer

| called my operator threatening but not intending to
cancel my plan so that they would give me a better deal

My operator informed me my plan was being
discontinued and | would be moved onto another plan

Other

Q32b When you changed your mobile phone plan with your existing operator, how was this switch initiated?

ComReg.ie . : ,
Base: All who switched plan with current provider - 100



Length of time since you last switched mobile plan and \_q\’
consideration of other providers when making the switch "

Just over half switched in the last 12 months, with there being an even split in consideration of another
provider around the time of the switching, once again highlighting the proactive nature of these customers.

Consideration of a different

Last time since you switched provider when deciding on
mobile plan switching
3 %

Within the past 6 months

Yes
- 94%

12 months or

less
7-12 months ago
No
Between land 2 years ago
Between 2 and 3 years ago
More than J years ago
4 Don't know

| dont know 3

] Q32c When was the last time you switched your mobile plan?
ComReg.le  Q32d When you switched plans with the same provider, did you consider switching to a different provider at any point during the decision-making process?
Base: All who switched plan with current provider - 100



Incidence of price change when switching

For half of those switching plans, the price decreased (reducing on average by €20.71), while 1in 4 noted an
increase (increasing on average by €21.01).

How much did the How much did the
plan increase by? plan decrease by?
TOtaI (Base: 23*) (Base: 50%*)
Don't % %
know
From €10 -15 25
From €15-20 _

From €20 - 35 25

essormore L
18

DK
same
8

Decreased

Q32e When you switched your mobile plan did the price of your plan increase, decrease, or stay the same?
Q32f1 About how much did the monthly price of your plan increase when you switched? ” .
Base: Alﬁwho switched plan with current provider - 100 Caution low base

eg.ie :
SlZe






Key Highlights
Ownership and Spend

Almost universal ownership of mobile phones, with 7% having
multiple phones, and 11% having a phone paid for by their
employer — unsurprisingly, 70% of those with multiple phones
have a phone paid for by their employer. Billpay remains as the
dominant method for paying for mobile services (63%). The
market remains sticky with minimal recent switching.

Of those with a mobile phone, 93% now have smart phones, with
Increases seen among older and working class cohorts.

Landline ownership continues to decline rapidly, nhow standing
at 23% from 36% in 2022. Older cohorts continue to cite higher
ownership (50% of 65s+).

For 1in 5, their mobile service is bundled with another service,
most frequently broadband (91% of those bundling). These
bundles tend to be more expensive and concentrated among
billpay customers.

Unlimited data is a very common part of mobile services, with 4 in
5 having this. This is less common among older cohorts.

Although the maijority continue to buy their phones new, there
has been a marked increase in second-hand purchasing (from
6% in 2022 to 13% in 2025). This is a promising sustainable shift.
However, when we consider the full sample, the majority of
phones are 2 years old or less, highlighting relatively quick
turnaround periods for ownership.

77

Average monthly Bill pay spend is €39.75, a 5% increase on
2022. Average monthly Prepay spend is €19.84, decreasing
from €20.43 in 2022. Prepay is getting cheaper while bill pay is
getting more expensive. The vast majority of customers have
no issues paying for mobile service (71%), however there are
signs that those with disabilities are more likely to struggle. In-
contract increases are noted by 3 in 10 billpay customers.

Ipsos B&A



Key Highlights

Usage Patterns & Satisfaction

There has been a surge in 56 use (up from 17% in 2022 to 60% in
2025). Those over 50 show less usership at this stage, continuing to
rely more so on traditional voice calls and SMS.

Possibly linked to the increased usage of the more reliable 5G
service, cited usage of mobile services have increased also across
all key areas (inside home, surrounding home, in another location,
travelling between locations). Having access to these mobile
services iIs deemed most important while in the home, however,
access is vital for at least half of the sample across all locations.

When focusing on specific mobile services, there is a clear
hierarchy, with traditional voice calls, instant messaging, social
media, and sending [ receiving SMS being the most frequently
used and most essential services according to customers.

There are clear demographic differences in regard to service
usage and importance, with younger, Dublin-based, middle-
class cohorts showing higher usage of all internet-based
services, while older cohorts and those in rural areas are
more likely to use the more traditional voice call and SMS
services, as well as assign more importance to these services.

It is encouraging to see increasing satisfaction regarding mobile
coverage both within the home (54% 9-10 score()g and in other
areas (46% 9-10 score), following a period of stagnation across
previous waves.

Dubliners, those over 65, and GoMo customers show highest
levels of satisfaction.

/8

How do Customers place calls

There is a split in usership, with 54% using the default phone app and 42%
primarily using WhatsApp.

Younger, more urban / Dublin based consumers are more likely to
use WhatsApp, as well as those who view internet-based mobile
services as most essential

However, it is important to highlight that among those preferring
WhatsApp, there remains a reliance on the default app among this cohort
in cases of poor connectivity, with 3in 10 turning to their default app when
out of home, and 1in 5 doing so in home as well.

There is much less reliance on alternative apps among those who prefer
the default phone app in cases of poor connectivity. Instead there is a
focus on relocation and Wi-Fi access.

When using Wi-Fi to make calls (67% do so), the majority note there is an
improvement in their voice call experience (57%).This is more of a feature
in areas outside of Dublin, particularly Munster.

Ipsos B&A



Key Highlights

Customer Experience of Service &
Perceptions of 5G

1in 3 have experienced signal loss in the last month, with higher
frequency among rural and younger cohorts. These are most
common in the home (34% daily issues) and surrounding the home
(29% daily issues).

When experiencing signal loss, the most common problems are
dropped calls (45%), inability to make calls (40%), and poor data
service (40%).

A way of combatting signal loss is Wi-Fi usage, with half noting
improved internet access when connecting via Wi-Fi. This
increases to 66% of those who have experienced signal loss,
indicating that this is a potential method used to combat loss of
mobile signal.

There is clear awareness of the improved connectivity of 56
services when compared to 4G, with much higher associations with
fast, stable, and quality connections via 5G connections.

79

Switching

The market remains sticky with only 17% switching in the last 3 years.
Vodafone (30%) and Three (24%) have the highest proportion of
customers switching away from them. Price drives decision-making in
this space with 537% noting this as their first reason for switching. This
remains the same both when switching providers and switching plans
with the same provider. Indeed, price also drives decisions to stay with
current plans, with 44% of those not switching noting price satisfaction
as the key reason for this.

There is minimal usage of price comparison websites, with focus more
so on the new provider to initiate the switch.

The switching process is relatively simple with 64% noting it was
extremely easy. The vast majority port their number when switching
(80%), with 68% of these noting completion within one day, reflecting
this ease of switching process.

Among those switching plans but not providers, there is often a
proactive approach needed to bring about a switch in plans, with 48%
having to contact their provider. Indeed, just under half of those
switching plans, considered alternative providers as well, highlighting a
proactive subset of the market, considering both options. Internal
switching often resulted in cheaper plans(52% note a decrease in cost).

Ipsos B&A
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