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Background

a InApril 2017 ComReg commissioned Behaviour & Attitudes and
The Research Perspective to undertake fieldwork to help ComReg
assess and understand Irish mobile phone users’ experience with
their mobile network and handset.

Q This study is one component of a wider research project being
undertaken by ComReg regarding the experience of mobile phone
users in Ireland.

O The focus on this study is on consumers’ self-reported experiences
of their mobile network and handset.

a This work also relates to the work of the Mobile Phone and
Broadband Taskforce, led by the Department of Communications,
Climate Action and the Environment.

Fieldwork for this study was conducted during May-June 2017.
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Topline Highligﬂts




Highlights

Use of Mobhile Phone Services in Ireland:

>

98% of the Irish population now own a mobile phone, with the incidence of ownership slightly lower in
rural areas, and amongst those over the age of 65. The most common reason for not owning a mobile
phone is access to a landline telephone. (Slides 15-16)

Smartphone ownership is highest in urban areas and amongst younger respondents. Those over
the age of 65, and those living in the most rural areas are most likely to have older handsets (>5 years).
(Slides 32-33)

Just over half of all mobile phone consumers are on prepay plans. However, prepay is much more
common among certain populations, in particular those living more rural areas, those aged between 16
and 24 and those over the age of 65. (Slides 17-18)

The average monthly spend on a prepay mobile phone plans is €20.58. By contrast, those on bill
pay plans spend almost double this at €40.28. (Slides 19-20)

The price of calls, texts and data is identified as the most important issue when choosing a mobile
phone provider in urban areas, whereas in the more rural areas network coverage is the most important
consideration. (Slide 30)

While voice and text are still the most popular services on mobile phones, 75% of people also use
data. However, the take up of data services is lower in rural areas and amongst older respondents. This is
reflected in the average time spent on internet based activities in urban and rural areas; those living in
urban areas spent more minutes every day browsing the internet, streaming music and TV apps than
those in rural areas. Similarly, the number of text messages sent per day does not vary significantly
between urban and rural respondents , but the use of messaging applications such as WhatsApp is must
more prevalent in urban areas. (Slides 35-36, 39-41)
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Highlights

Half of all households have a home/landline telephone, but this figure goes up to 74% amongst the
population aged over 65. The most common reason for having both a home phone and a mobile phone is
the perception that calls are cheaper from a landline. A much higher percentage of those living in rural
areas indicated that they maintained both a mobile phone and a landline because the quality of their
landline phone is superior. (Slides 23-24)

69% of respondents who have a mobile phone indicated they used their mobile phone on a daily
basis at home, compared to 38% who used it daily in another location (work/school/recreation) and 15%
who used it daily while travelling in a car or bus. Similarly, the home was also the most frequent
location for using mobile date (45% on a daily basis). (Slides 42, 45)

84% of respondents use their phone for voice calls and text phone at least five days a week inside
the home. The proportion of those using their phone for data related activities at least five times a week is
much smaller at just 57%. (Slides 43, 46)

Broadband is significantly more prevalent in urban areas. The most common means of accessing
broadband is via a cable TV network in very urban areas. However, this is very rarely used outside of big
cities. Supplying broadband via a traditional landline phone is common in all regions, but broadband by
satellite network and mobile broadband by a mobile network provider is particularly used in rural areas.
(Slide 26)
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Highlights

Mobile Consumer Experience:

> 29% of respondents with a mobile phone had experienced service issues for calls or SMS throughout their home,
with greater numbers of rural respondents indicated they experienced service issues compared to urban users.
(Slides 51-52)

> Of those respondents who indicated they had experienced a service issues for calls or SMS, 43% of these
respondents living in urban areas (Sample 1) indicated they experienced these service issues throughout their
home on a daily basis, compared to 63% of these respondents who live in remote areas (Sample 5). (Slide 54)

> 13% of respondents with a mobile phone living in urban areas indicated they experienced service issues for calls or
SMS while travelling in a car or bus, compared to 42% of respondents living in remote areas. (Slide 52)

> Deterioration in the reception quality of the call while at home (indoors) was the most frequently cited service issue
experienced by respondents who had a service issue in the last month (51% of respondents who had a service
issue in the last month). (Slide 57)

> Most respondents were broadly satisfied with their mobile network operators coverage where they live (i.e. in their
homes). 77% of respondents indicated they were satisfied or very satisfied with their operators coverage at home,
compared to 11% who were dissatisfied or very dissatisfied. (Slide 62)

25% of respondents indicated that their coverage experience had improved in the last year, compared to 10% of
respondents who indicated it had worsened. 63% of respondents indicated their experience had not changed in the
last year. (Slide 64)

Of those respondents who had changed/upgraded their mobile phone due to a service issue, 55% indicated that
their coverage experience improved, compared to 4% who indicated it has worsened. (Slide 67)

Similarly for those respondents who switched mobile network operator (but kept the same mobile phone), 48% of
these respondents experienced improved mobile coverage, compared to 3% who indicated it has worsened. In
addition, 50% of respondents who switched mobile network operator and switched/upgraded their mobile at the
same time indicated they experienced better mobile coverage. (Slides 70-71)

Finally, 44% of respondents who used their smartphone for accessing the internet found that using a Wifi-Service
improved their handset experience. (Slide 72)
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Highlights

Willingness to Pay

>

Responses of Consumers and awareness of ComReg:

>

Overall, the willingness to pay an additional amount per month to receive a reliable mobile phone
service is low. 12% of those surveyed indicated they would be willing to pay an additional amount each
month to receive a reliable mobile phone service, compared to 71% who said they were not prepared to
pay an extra amount. (Slide 74)

Of those respondents who are willing to pay an additional amount per month, respondents to the survey
were willing to pay €2.17 a month for a reliable voice and text quality service in their homes, and
an additional €1.98 a month for a reliable data service in their homes. They would also be willing to
pay for reliable coverage elsewhere. (Slides 77, 79)

Almost three quarters of survey respondents have been with their supplier for 3+ years, and only 24% of
consumers have ever switched mobile provider. Younger survey respondents are the most likely cohort
to switch. (Slide 68)

About 12% of survey respondents have complained to their network provider about the quality of mobile
phone signal/coverage. The most common types of complaints related to dropped calls and issues with
data service at home. (Slide 81)

Over one third of survey respondents had heard of ComReg with 4% of these having made a complaint to
ComReg in relation to coverage or quality of service. (Slides 83-85)
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Research Methodology

» Survey data collection methodology was ‘face to face’ interviewing. All interviewing
was administered at the respondents own home — 2,826 respondents were ‘
interviewed in total.

» The total sample was split across five distinct segments, based on population
density, with a higher proportion of interviews being conducted in areas of lower
population density.

» Within each segment interlocking quotas were applied across gender and age to
ensure that the findings are fully representative of Irish adults aged 15+ living in
each area.

A corrective weight has been applied to the data within each segment to ensure
that it is fully representative of all adults. The total sample of 2,826 has also been
amalgamated and weighted back in line with the total population aged 15+.

Margin of error on a sample of 2,826 is +/-2%pts. For smaller sub-samples the
margin will be greater.
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A note on reading the charts
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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 adults aged 15+ who 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 defined as 50 responses or less, as base sizes less than this
are not statistically robust.

Responses to all questions have been included however some have
a very small base size and caution should be used when reviewing
as these will not be significantly robust.

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

With regard to questions which capture estimated values, the
estimate is the average amount given by all respondents who
answered that question.
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Profile of Total Sample

Sample 1 SEIN AN Sample 3 Sample 4 Bl RS

'1:-|
l n
505 504 606 708 503

Population | >100 per Sg. | <100 and >50 [ESSUELLEVIERIF LB <10 per Sq.

Density Km per Sg. Km per Sg. Km per Sg. Km Km

Total

Population 2,899,576 650,521 475,702

(2011)

18,940 27,362

Number of
Sampling 50 59

Points

“Persons per km®
ToiG: I [WEBTTY
BB
10 -5
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Profile of Total Sample

Base: All Adults aged 15+

Gender Age Social Class Region
5 %
15-24 16 mABC1 mC2DE ®mF
2
Dublin
_ 2
50-64 - 20 Munster
65+ - 15 Conn/Ulster O
Area Status Status
% %
Single Working - Full Time
Rural 3 3
) 6
Urban ) Working - Part Time “
Married Self-Employed
4 Unemployed “
9 Home Duties 17
\"/' An Coimisidn um Retired
.E‘(<_ |\ Rialdil Cumarsaide Cohabitating 5
"‘u Commission for Widowed “ “
/N Communications Regulation Divorced/Separated IV Student, not employed
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Sample Detall

» Interviews achieved and corrective weighting applied.

Sample | Sample | Sample | Sample | Sample Sample | Sample | Sample | Sample | Sample
1 2 3 4 5} 1 2 3 4 5}
505 504 606 708 503 62% 11% 15% 10% 1%
*Gender No. No. No. No. No. %0 %0 %0 %0 %0
Male 243 245 297 350 247 48 49 50 51 52

Female 262 259 309 358 256 52 51 50 49 48
*Age

16-24 74 69 67 76 55 17 15 15 14 14
25-34 95 93 92 100 61 24 19 16 15 14
35-49 167 148 178 205 135 27 29 30 28 26
50-64 104 105 149 176 117 19 22 23 24

65+ 65 89 120 151 135 14 15 16 18 20 |

*Socio-
economic status

ABC1 239 220 233 242 152 46 44 39 34 32
C2DE 259 253 312 355 262 52 50 51 50 51
7 31 61 111 89 2 6 10 16 18

\4
Note the Age profile is
older in more rural areas

Socio-economic status is based on market research industry agreed figures (AIMRO)
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Services In
the Home
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Mobile Phone Ownership x Segments
Base: All adults aged 15+: n=2826

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% %

\ An Coimisian um
’ RSl Comairsiie Q.1 Do you personally have and use a mobile phone handset?
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Mobile Phone Ownership x demographics
Base: All adults aged 15+: n=2826

Total Male Female 16-24 25-34 35-49 50-64 ABC1F50+  C2DEF50-

| I I | |
No

\ An Coimisian um
’ RSl Comairsiie Q.1 Do you personally have and use a mobile phone handset?
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Incidence of prepay package vs bill pay mobile phone package x

Samples
Base: All have mobile: nNn=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 2724 502 491 588 678 465
% % % % % %
-
-

Q.9 Is your mobile plan/package a prepay package or bill pay package?

( Y An Coimisitnum
5 < \ Rialail Cumarsaide
"‘ v Commission for
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Incidence of prepay package vs bill pay mobile phone package x

demographics
Base: All have mobile: n=2724
Gender Age
Total Male Female 16-24 25-34 35-49 50-64
Unweighted 2724 1311 1413 337 435 827 631
Prepay [ols 55 54 o1

Don't know

(’ An Coimisiun um
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Q.9 Is your mobile plan/package a prepay package or bill pay package?

Social Class

: ABC1F

65+ ' 5o+
494 1301
44
64
56
36

C2DEF
50-

1423

64

36
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Monthly Prepay spend on mobile phone

Base: All prepay mobile phone users: n=1522

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
. BASE:
Unweighted 1522 255 273 318 389 287

%

.0\0

€0 to €10 12
€11 to €20
€20-30
€30+
-“- A
Don't Know L [ 2 | | 32 |
Mean €20.58 €20.44 €20.30 €20.90 €21.06
Median 20 20 20 20 20 20
Standard deviation 7.53 7.52 7.45 8.46 6.15 7.66

Commission for
Communications Regulation

A\ -
£ An Coimisitin um
.ﬁ“( _ i Rialil Cumarsaide @ Q.10 In a typical month, how much do you spend on mobile phone top ups

o
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Monthly billpay spend on mobile phone bill x segments

Base: All billpay mobile phone users: nNn=1179
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 1179 247 214 260 284 174
% % % % % %
o KB
25 16 22
21-30euro 25 >7
26
23
24
31-40 euro
24 o 20
23
20
41-50euro 13 22 13
B B
26
51+ 16 16
. .
Mean €40.28 €38.63 €40.91 €47.89 €39.26 €43.36
Median 35.00 35.00 40.00 40.00 35.00 42.00
Standard deviation 33.33 18.40 18.61 76.12 17.10 17.81

(\’ An Coimisitin um
A < Rialéil Cumarsaide Q.11
"‘ Commission for

f\_ Communications Regulation

In a typical month, what is your monthly mobile phone bill
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Incidence of previously having a mobile phone

Base: All without a mobile phone Nn=102

Main reason why stopped using a 16*
mobile phone?

Yes — personal

mobile Main reason given was | lost/damaged my

phone and it was too difficult to replace followed
by | use a mobile phone belonging to someone

No never had a else in the home
mobile phone
Yes —work mobile

Reasons for never having had a mobile phone Total

(86)

| don't need one - | use my home/landline telephone 70%
I never had a need for it 7%
| don't need one (other) 6%
The coverage or signal quality is too poor/unreliable 5%
Don't know how to use one 4%

| don't need one - | use a mobile phone belonging to 3%
someone else who lives in this house

Bills / top-ups would cost too much 3%

*Caution: small base

Q.2 Did you ever have a mobile phone?
Q.3 What was the main reason you stopped using your mobile phone?

(\’/ An Coimisitin um
- <' Rialail Cumarsaide . .
/‘ Q.4 Is there a reason for never having had a mobile phone?
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Ownership of services in the home x Segments
Base: All adults 15+:

Total Samplel Sample2 Sample3 Sample4
505 504 606 708

Broadband provided via my

Home/landline phone service (or cable 69 64 59 a1 39
broadband service)
Paid for TV service (e.g. Virgin Media, Sky 64 59 48 42 43
TV, Eir Tv, Vodafone TV)
; 49 53 53 44 44
Home/landline telephone

Q.5 Do you have any of the following services at home? -

(\/ An Coimisidn um
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Ownership of services in the home x demographics

Base: All adults 15+

Gender Age

ABC1 C2DE

Male Female 16-24 25-34 35-49 50-64 65+ F50+ F50-

1382 1444 341 441 833 651 560 1331 1495

- ANY Broadband

..................................................................................................................................

Broadband provided via my
Home/landline phone service (or
cable broadband service)

Paid for TV service (e.g. Virgin
Media, Sky TV, Eir Tv, Vodafone TV)

Home/landline telephone

¥ An Coimisidn um
- ’ / Rialdil Cumarsaide . .
~> < Q.5 Do you have any of the following services at home?
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Rationale for having both a home phone and a mobile phone

Base: Have home/landline

Making calls with the home/landline phone is cheaper 35 38 29 36 43

I need the home/ landline phone for my broadband
connection/wifi service 22 33 36 36 39
| feel secure having a home/landline phone 23 18 19 20 19
My internet package includes free landline 18 14 16 6 4

I use my home/landline phone for calls to other

home/landline numbers and my mobile phone for calls to... 13 14 16 1 19

| want to be contactable when | am not at home and that's
why | also have a mobile _ 9 9 6 8 9 13
The coverage/signal quality of the home/ landline phone is 4 10 10 13 17

better than the mobile phone - 7
I never thought about / or got around to disconnecting the 6 3 6 8 2
home/landline phone - 6
I need the home/landline phone for my house alarm - 6 7 6 6 6 4
| need a home/ landline phone for my business - 4 2 4 S 9 7
Use it for international calls . 2 1 3 3 2 1
Member of the household needs it . 2 1 0 4 2 1
It is too much hassle to disconnect from home/landline phone I 1 1 2 3 0 3
0 1 1 1 0
My family/friends contact me on landline Q
6 6 2 2 2
Don’t know - 5
£ An Coimisitn um
1‘2 | Rialail Cumarsaide @ Q.6 Why do you keep a home/landline phone and a mobile phone?
_‘u Commission for 24
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Rationale for having both a home/landline phone and a mobile
phone

Base: have home/landline

|__Gender | |__Social Class _|
Total |\ |- | 16-|25-|35-|50- | | ABC1 | C2DE
24 | 34 | 49 | 64 F50+ F50—

ovsSwoo oo

% %
Making calls with the home/landline phone is cheaper 35 34 36 26 27 41 34 39 36 34
| ne(?d the home/ landline phone for my broadband connection/wifi 57 30 24 20 >3 34 o5 | 27 57 26
service
| feel secure having a home/landline phone 21 19 23 10 24 16 24 | 29 19 24
My internet package includes free landline 16 17 15 20 23 20 15 3 20 10
I use my home/landllr!e phone for calls to other. home/landline 13 12 15 7 11 13 15 18 14 13
numbers and my mobile phone for calls to mobile phones
I want to be confcactable when | am not at home and that's why | 9 10 7 5 7 7 10 12 10 2
also have a mobile
The coverage_/3|gnal quality of the home/ landline phone is better 7 5 8 5 7 7 8 8 7 7
than the mobile phone
I never thoyght about / or got around to disconnecting the 6 6 6 4 4 5 8 7 5 8
home/landline phone
I need the home/landline phone for my house alarm 6 6 7 1 4 4 8 12 4 9
I need a home/ landline phone for my business 4 4 3 1 5 6 3 2 5 2
Use it for international calls 2 1 2 - 3 1 2 2 2 1
Member of the household needs it 2 2 1 4 1 2 2 - 2 1
It is too much hassle to disconnect from home/landline phone 1 1 1 0 3 1 1 0 1 1
My family/friends contact me on landline o 1 0 1 - 1 - 0 1 0
Don’t know 5 5 4 21 - 3 2 4 5 5

£ An Coimisitin um
3‘2 | Rialail Cumarsaide @ Q.6 Why do you keep a home/landline phone and a mobile phone?
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Broadband access in home x Samples

Base: Have any broadband in home

Sample | Sample | Sample | Sample | Sample
1 2 3 4 5

432 412 468 498

Total %
% % % %

Broadband provided via a traditional home/landline phone 30
line 26 44 39 31
Broadband provided over a Fibre network _ 21 23 23 19 10
Broadband service provided via a cable TV network _ 20 30 3 1 1
Mobile Broadband provided by a mobile network provider _ 19 14 19 26 42

Broadband provided by Satellite Network

(o]
(00]
(00]
~
\‘

Fixed wireless broadband 10 8

6]
w
(o))

Specific Company Named

-_
N
w
H
IN

Don't Know

’\’ An Coimisian um . . .
-4 < Rialdil Cumarséide Q.7 In your home, which of the following means of accessing broadband are used?
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Broadband access in home x demographics

Base: Have any broadband in home: n=2151

Social
Class

16- | 25- | 35- | 50- ABC1/C2DE
Total

% % % % % % % % % %

Gender Age

Broadband provided via a traditional home/landline
phone line

Broadband provided over a Fibre network _ 22 20 22 19 24 23 21 11 20 22
Broadband service provided via a cable TV network _ 20 20 20 18 21 21 16 22 20 19

29 31 25 23 29 36 48 31 29

Mobile Broadband provided by a mobile network

provider 19 20 18 25 19 19 16 14 18 19

Broadband provided by Satellite Network - 8 9 6 10 9 7 7 3 8 7

Fixed wireless broadband - 5 5 5 6 5 5 4 4 5 4

Specific Company Named I 1 1 0 0 0] 1 2 (0] 1 1

Don't Know I 5 2 3 3 2 1 4 1 2 3

’\’ " An Coimisidn um
-4 ‘ Rialdil Cumarséide Q.7 In your home, which of the following means of accessing broadband are used?

Commission for 27
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Mobile phone
provider and
usage




Length with current mobile phone provider x Samples

Base: All have mobile

Unweighted

Up to 6 months
7-12 months

Between 1 and 2 years

3 years+

| don't know

Total
2724

%

17

Sample 1
502

%

1

l a0
I

Sample 2

491

%

Sample 3

588

Sample 4

678

Sample 5

465

1

e

- ANY Less than 1 year

\I

. T
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Q.8a How long are you with your current mobile phone provider ?




Rationale for choosing current provider X samples

Base: All have mobile

Sample

Sample|Sample|Sample|Sample|Sample
Total 1 2 3 4 5

491 | 588 | 678

% % % % % %
The price of the calls/texts/data allowances [[IIININGGGEGEEEEE 31 35 28 21 22 14
My friends or family are mostly on this network | INENRLIEGEGEGgGg2 30 29 31 33 34 36

Good reputation  [INEEEEGG 07 28 26 22 24 28
*ANY Network Coverage Rationale [[INEGGNGEGEGEEEEEEEE 21 18 18 32 32 35

*Heard that there is good coverage/signal quality in this area || NG 16 13 15 25 24 26

Don’t remember | have always been on this network [ NG 13 14 12 12 12 10

Trusted brand/mobile network provider [ IININGNGgG 11 11 13 8 12 17

*Heard that the coverage/signal quality of other operators in this area... | IGIIN 7 6 4 9 11 13
The price of the handsets [[IIINIEGNG 7 8 6 2 4 6

I was going to switch but they gave me a better deal [l 4 4 5 3 2 3

Mobile Phone service provided as part of a bundle [l 4 5 5 1 3 3

Handset preference [l 3 3 2 3 3 4

It is the one the company/work use [l 3 3 5 2 3 1

I didn’t have a choice — someone else chose my mobile phone network... [l 3 2 3 3 3 5
Had problem with other provider 0 0 0 0 - 0

Data / Internet Speed Q - 0 1 0 -

Convenience 0 - 0 0 0 1

Roaming Prices/ Cost of calls to overseas 0 - 0 0 1

Other (please specify) | 1 0 1 1 1 1

(/ An Coimisidin um
A < | Rialdil Cumarsdide @ Q.8b Why did you choose your current mobile phone network provider?
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Rationale for choosing current provider X demographics
Base: All have mobile: n=2724

Gender Social Class
Female 16-24 | 25-34 | 35-49 | 50-64 | 65+ ABCLFS|C2DERS
Total
% % % % % % % % %
The price of the calls/texts/data allowances 32 30 37 30 33 30 21 32 30
My friends or family are mostly on this network [N 30| ¥ 34 41 30 25 31 28 32 29
Good reputation _ 27 24 29 21 26 29 30 26 26 27
[ *ANY Network Coverage Rationale [N 21 23 20 16 22 27 21 18 21 22 ]
*Heard that there is good coverage/signal quality in this area [ INNINIINN 16 17 15 14 15 20 15 14 16 16
Don’t remember | have always been on this network [ I 13 13 13 ’ 15 11 13 22 10 16
Trusted brand/mobile network provider [N 11 10 13 8 1 13 9 14 12 10
*Heard that the coverage/signal quality of other operators in this area... || 7 7 6 3 9 8 8 4 7 6
The price of the handsets [l 7 7 7 10 8 7 5 2 7 7
I was going to switch but they gave me a better deal [l 4 4 3 3 5 3 4 2 3 4
Mobile Phone service provided as part of a bundle [l 4 4 5 4 4 5 5 2 5 4
Handset preference [l 3 3 3 4 4 3 2 1 3 2
It is the one the company/work use [l 3 3 2 1 1 6 3 1 4 1
I didn’t have a choice — someone else chose my mobile phone network...[Jll 3 2 3 4 2 2 1 6 2 3
Had problem with other provider 0 0 - - 0 - 1 0 0 (0]
Data / Internet Speed 0 0 - - 1 - - - 0 -
Convenience 0 0 0 - - 0] 0] 0 0 o]
Roaming Prices/ Cost of calls to overseas 0 0 0] - 1 0 0] 0 0 -
Other (please specify) | 1 1 0 0 0 0 1 1 1 0
"/ An Coimisiin um
A < \ Rialail Cumarsaide @ Q.8b Why did you choose your current mobile phone network provider?
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Ownership of mobile phone handsets x samples

Base: All have mobile

Sample

Sample 1|Sample 2(Sample 3|Sample 4|Sample 5
Total

%

Any non smartphone - 15 13 16 17 20 24
.................................................................. IPhone_323529272428

Any Samsung Smartphone (any model) - 26 25 27 29 26 19

Any other Smartphone (any model) - 11 11 11 9 14 13

Any other Nokia (not a Smartphone) . 9 8 10 10 11 17

Any HTC Smartphone (any model) . 6 7 5 6 3 4

Any other non-Smartphone make . 6 5 6 7 9 7

Any Sony Ericsson Smartphone (any model) I 4 3 5 4 3 3

Any Nokia Smartphone (any model) I 3 3 3 4 6 7

Blackberry (any model) I 1 1 Y - 0 1

Other I 1 1 1 0 0 0

Don't Know (DO NOT READ OUT) | 1 1 2 3 2 1

.ﬁ‘l;\%a illlaLI;:II[(l:t:Lr:;;s]a:de @ Q.12 Do you own any of the following mobile phone handsets?

B\ u Eomeliviario 32
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Ownership of mobile phone handsets x demographics

Base: All have mobile

Male [Female| 16-24 | 25-34 | 35-49 | 50-64 | 65+ AECIR) CEDIEE
50+ 50-

% % % %
Any smartphone 82 84 98 03 90 75 49 89 77

Any non smartphone

..................................................................................................................................................................................................................................................................

Any Samsung Smartphone (any model)

Any other Smartphone (any model)

11 12 11 11 14 11 6 10 12

Any other Nokia (not a Smartphone) 9 8 0 3 4 14 31 6 12
................. A nyHTCSmartphone(anymode|)6711844767

Any other non-Smartphone make 7 5 2 1 4 9 17 3 8

Any Sony Ericsson Smartphone (any model) 4 3 1 4 4 4 3 4 4

Any Nokia Smartphone (any model) 5 2 1 2 3 6 5 3 3
................................... Blackberry(anymodel)011200011

other | 1 1 1 0 2 0 1 0 1 1

Don't Know (DO NOT READ OUT) | 1 1 1 0 1 1 1 4 1 1

& )4 'i'i‘a(fé’aii[gﬁ-l:}!aide @ Q.12 Do f the followi bile phone handsets?
~ <u Fialail Cuman . you own any of the following mobile phone handsets" as

‘f\ Communlcatlons Regulation



Age of current mobile phone (from when it was purchased new) x

Segments
Base: All have mobile: nNn=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 2724 502 491 588 678 465
% % %

5 or more years old

19

[
HH

3to5yearsold B[]

2 to 3 yearsold

1to 2 years old 31

16

6 months to 1 year

11

. o W
@ N N

B B =

Less than 6 months old K@)

Q.13 How old is your current mobile phone (from when it was purchased new):

[\’/_' An Coimisidn um
- < | Rialail Cumarsaide
" Commission for

Communications Regulation



Incidence of using various services on mobile phone x
Samples

Base: All have mobile

Sample

Sample 2 | Sample 3 Sample 5

Total
% % % % %
%
Voice (ie use it to make traditional voice 96
calls using telephone numbers) 96 94 96 96 97
- ANY Data 78 71 72 67 66
3G Data (ie the network operators 3G
network. To access the internet, facebook 54
etc. (this does not include accessing 55 55 53 51 52
these via wifi)
4G Data or LTE Data (i.e. the network
operators 4G or LTE Network) To access 43
the internet, facebook etc.) — (this does 48 39 34 30 27
not include accessing these services via...
(\’ An Coimisitin um ) ) )
-4 < Rialail Cumarséide Q.9a On your mobile phone which of the following do you use?
Commission for 35

"/\ Communications Regulation



Incidence of using various services on mobile phone x
demographics

Base: All have mobile

ABCJ_ C2DE

E e

% %
Voice (ie use it to make traditional voice 96
calls using telephone numbers) 96 95 92 94 96 97 98 95 96

- ANY Data 74 76 93 95 83 57 36 84 66

3G Data (ie the network operators 3G
network. To access the internet, facebook
etc. (this does not include accessing
these via wifi)

4G Data or LTE Data (i.e. the network
operators 4G or LTE Network) To access
the internet, facebook etc.) — (this does
not include accessing these services via...

54 50 58 66 70 60 40 28 61 48

45 40 59 52 46 32 16 53 33

N
w

(\’/ An Coimisian um . . .
4 < Rialail Cumarsaide Q.9a On your mobile phone which of the following do you use?
Commission for

/‘f\ Communications Regulation
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Estimated number of minutes used per day on each mobile phone

for different services

Base: All have a mobile/smartphone (for data)

All
have
mobile

All have smartphone

i Internet Browsing on

Making/Receiving : 3
Traditional mobile :

0]

From 1l to5

From 6 to 10

From 11 to 20

From 21 to 30

From 31 to 50
From 51 to 60

From 61 to 120

voice call
(ASK ALL)

2724

A

18

[

N
'-

my phone (via my

G/AG network only)

not including your
usage via Wifi

2113

N
@)

[
W

[

Social Media (such
as Facebook,
Instagram, twitter)
(via my 3G/4G
network only) not

including your usage

via Wifi

2113

w
w

=

Streaming music
(eg YouTube,
Spotify etc) (via my

3G/4G network
only) not including
your usage via Wifi

2113

Streaming TV Apps
and Video-on
Demand (e.g. Netflix,
Youtube) (via my
3G/4G network only)
not including your
usage via Wifi

2113

Internet based
applications for
voice calls such as
VolP, Skype,
Facetime, Internet
calling (via my
3G/4G network
only) not including
your usage via Wifi

2113

Emailing on my
phone (via my 3g/4G downloaded/offline)
network only) not
including your usage

via Wifi

2113

Play Games
(online/already

calling (via my
3G/4G network

your usage via Wifi

2113

Shopping online

calling (via my

3G/4G network
only) not including
only) not including your usage via Wifi

2113

I
| & |
— S—
10.08

Communications Regulation

2
- —i—
121 or more e m— __ “ ﬂ
. | 6|
Don't Know
Mean 30.91 44.15 34.98 10.11 8.59 7.96 4.50 3.67
Median 20.00 20.00 20.00 0.00 0.00 0.00 2.00 0.00 0.00
Standard deviation 39.42 64.82 54.06 26.84 28.10 19.04 18.16 16.84 9.69
_ Q14 Thinking about your usage of your mobile phone in a typical day, how much do you use your mobile
( ¥ AnCoimisitn um phone service for the following? [multiple answers]
& < | Rialail Cumarsaide @ *By mobile phone service we mean using your mobile phone’s network to do the following, and excludes
‘ @f* Commission for any use of Wifi networks. C-K TO BE ONLY ASKED OF THOSE WITH SMART PHONE AT Q.12
A

37




Average mobile phone usage per day

Base: All have mobile/Zall have smartphone

Average No of Minutes Per Day

All have smartphone

60.00
All
50.00 have
mobile
40.00
30.91
30.00
20.00
10.00
0.00 o
Making/Receiving
Traditional mobile voice
call (ASK ALL)
Median 20.00
Standard
dea\llri]atéiiorn ckifZ

Q14

Commission for
Communications Regulation

\ . n Coimisiin um
Mm""ﬁ :iacla'lil Cumarsaide @
’\/\

44,15
34.98
10.11 10.08
8.59 7.96
I I l — >
Internet Browsing on  Social Media (such as Streaming music (eg  Streaming TV Apps Internet based Emailing on my phone Play Games Shopping online calling

my phone (viamy  Facebook, Instagram, YouTube, Spotify etc) and Video-on Demand applications for voice (via my 3g/4G network (online/already (via my 3G/4G network
3G/4G network only)  twitter) (via my 3G/4G (via my 3G/4G network (e.g. Netflix, Youtube)  calls such as VolP, only) not including your downloaded/offline) only) not including your

not including your network only) not  only) not including your (via my 3G/4G network  Skype, Facetime, usage via Wifi calling (via my 3G/4G usage via Wifi
usage via Wifi including your usage usage via Wifi only) not including your Internet calling (via my network only) not
via Wifi usage via Wifi 3G/4G network only) including your usage
not including your via Wifi

usage via Wifi

20.00 20.00 0.00 0.00 0.00 2.00 0.00 0.00

64.82 54.06 26.84 28.10 19.04 18.16 16.84 9.69

* Answers are not mutually exclusive

Thinking about your usage of your mobile phone in a typical day, how much do you use your mobile phone service for
the following? [multiple answers]

*By mobile phone service we mean using your mobile phone’s network to do the following, and excludes any use of
Wifi networks. C-K TO BE ONLY ASKED OF THOSE WITH SMART PHONE



Average number of minutes per day for each x segments

Average No of Minutes Per Day

Base: All have mobile phone:

60.00

Internet Browsing on my  40.00
phone (via my 3G/4G
network only) not

including your usage via 20.00
Wifi
0.00
Base:

All have smartphone

Standard Deviations

60.00
Social Media (such as
Facebook, Instagram, 40.00
twitter) (via my 3G/4G
network only) not 20.00
including your usage via
Wifi 0.00
Base:

All have smartphone

Standard Deviations

[SJVAV]V]
Making/Receiving 40.00
Traditional mobile voice
call (ASK ALL) 20.00
0.00
Base:

All have mobile

Standard Deviations

Commission for

‘/\ Communications Regulation

(\/ An Coimisidn um
-8 <u Rialdil Cumarsaide

44.15 46.26
Total Sample 1
2113 429
64.82 68.39
34.98 37.07
Total Sample 1
2113 429
54.06 55.07
30.91 31.26
Total Sample 1
2724 502
39.42 39.00

Q.14a Number of Minutes per day for activity

38.92

Sample 2
390

54.06

30.45

Sample 2
390

49.90

29.75

Sample 2

491

35.94

42.16

Sample 3
449

59.70

34.59

Sample 3
449

59.65

31.51

Sample 3

588

44.56

39.74

Sample 4
513

58.59

27.61

Sample 4
513

42.76

29.42

Sample 4

678

38.81

33.67

Sample 5
332

50.04

25.63

Sample 5
332

36.44

27.93

Sample 5

465

32.02

39



Average number of minutes per day for each x segments

Base: All have mobile phone: Usage via 3G/4G, excluding wifi
20.00
Streaming music (eg | 1011 11.35 8.00 8.86 6.52 6.53
YouTube, Spotify etc)
oo | 1N = = = = =
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Streaming TV Apps and 20.00 | 10.08 11.20 8.56 9.25 6.0 -
Video-on Demand (e.g. : - :
Netflix, Youtube) 0.00 ] - ] ] . [
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Voice calls such as 20.00 8.59 9.83
VolP, Skype, Facetime, ’ ] 7-59 6.63 4.65 4.93
Internet Ca”ing 0.00 - [ ] [ | |
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
20.00
Emailing on my 7.96 7.68 10.85 6.29 9.14 5.64
phone ooo | ] ] L ] —
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
20.00
Play Games 4.50 5.21 3.22 2.99 3.50 3.76
0.00 I | — — — —
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
20.00
Shopping online ’ 3.67 3.95 2.96 2.70 4.03 3.23
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Q.14a Number of Minutes per day for
40

\’ An Coimisian um
-3 ‘ Rialail Cumarsaide
"‘ Commission for

/‘\_ Communications Regulation



Average number of text/internet messaging messages sent/received
X Samples

Base: All have mobile phone: n=2724 Average No of text messages per day

25.00
15.37 15.81 14.54 14.93 14.24 13.67
Sending/Receiving text 15.00
messages
5.00
-5.00 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Standard deviation 24.68 _ 26.06 20.05 21.26 25.44 15.26

Messaging applications 25.00

such as WhatsApp, 19.71 21.50 15.72 19.28
Snapchat, Facebook 15.00 13.56 13.90
messager, iMessages,
Viber (via my 3G/4G 5.00 I . l
network only) not
including your usage via -5.00 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Wifi
Base: 2113 429 390 449 513 332
Standard deviation 34.73 34.22 28.59 45.15 26.01 23.27

Q.14b Number of messages per day for Making/Receiving Traditional mobile voice call (ASK ALL)
Q.14c Number of messages per day for Internet Messaging applications such as WhatsApp, Snapchat,
Facebook Messenger, iMessages, Viber (via my 3G/4G network only) not including your usage via Wifi

’\’ An Coimisitin um
- < Rialail Cumarsaide
“ Commission for

/‘\_ Communications Regulation
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Frequency of using mobile for voice calls and texts on the

operators network at various locations during past week
Base: All have mobile: n=2724

Outside of my home, but While in another
Inside my home (at within the vicinity of my location (for While travelling in a Wh!le using public
: home (gardens, work/school/college/rec Train, Luas or Dart
this address) . . . car/bus ;
driveway, garage, sheds, reation/visiting service
home farm etc.) family/friends etc.)
Unweighted 2724 2724 2724 2724 2724
% % %

&

Every day

Most Days (5+ days)

Some days (3-4 days)

Few days (1-2 times a week)

Rarely (less than once a week)

Did not use in this location

.\/ R Q15 Thinking back on the past week, how often in the following locations, did you typically use your
N LOommisiun um

! Rialail Cumarsaide @

1‘_‘

/ég Commission for

mobile for voice calls and texts on the operators network (i.e. not using wifi on bus, café, home
etc.) ?
Communications Regulation
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Frequency of using mobile for voice calls and texts on the

operators network inside my home
Base: All have mobile: n=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% % % % % %

Every ‘ayI I I I I I

Most Days (5+ days) 19
Some days (3-4 days) - n
Few days (1-2 times a week) A4 | 7 —— G |
Rarely (less than once a week) IE=N -4 | 4 | | | 4 | e
Did not use in this location
Any use at this 97 97 96 08 97 97
location

Q15 Thinking back on the past week, how often in the following locations, did you typically use your
mobile for voice calls and texts on the operators network (i.e. not using wifi on bus, café, home
etc.) ?

’\ An Coimisitin um
- Rialail Cumarsaide

Commission for
/\ Communications Regulation
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Frequency of using mobile for voice calls and texts on the

operators network outside my home
Base: All have mobile: n=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Unweighted 2724 502 491 588 678 465

Every day

Most Days (5+ days)

[
W

Few days (1-2 times a week)

Rarely (less than once a
week)

=
N

R = W S
-.H-n_
g P - W 2
ol N W © ©

[
\V
(o))

Did not use in this location

[

V)
[
o

= [ N \) NS

= W s
..H.-_

R R = - &) <
N | O N N ©
= s = &) =
w AN o o) 0 o

[

W

o]
\'
(o]
o]
o]
SN
(o]
o
(o]
\‘
(o]
(o]

Any use at this location

’\’ An Coimisian um
- < Rialdil Cumarsaide

Commission for
/’\ Communications Regulation

Q15 Thinking back on the past week, how often in the following locations, did you typically use your
mobile for voice calls and texts on the operators network (i.e. not using wifi on bus, café, home
etc.) ?

44



Frequency of using mobile data on the operators network at

various locations during past week
Base: All have smartphone: n=2113

Outside of my home, but While in another
. within the vicinity of my location (for . A While using public
Inslﬂfsnggdhrzl:se) (at home (gardens, work/school/college/rec While ::r;’\;gldlsng ina Train, Luas or Dart
driveway, garage, sheds, reation/visiting service
home farm etc.) family/friends etc.)
Unweighted 2113 2113 2113 2113 2113

%

Every day

Most Days (5+ days)

Few days (1-2 times a week)

Rarely (less than once a week)

Did not use in this location

Any use at this location 74 67 76 51 16

ONLY THOSE WITH A SMART PHONE AT Q.12 TO BE ASKED DATA QUESTIONS
Q.15a Thinking back on the past week, how often in the following locations, did you typically use your
mobile for data (internet access) on the operators network (i.e. not using wifi on bus, café, home etc.) ?

(\’/ An Coimisitin um
- < ! Rialail Cumarsaide
>
" Commission for

/‘\_ Communications Regulation



Frequency of using mobile data on the operators network inside

my home during past week
Base: All have smartphone: Nn=2113

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 2113 429 390 449 513 332
% % %

Every day

1

EH B
== Kl
0
26 26

[

EE

Most Days (5+ days)

Few days (1-2 times a week)

Rarely (less than once a week)

\®

il A :
3 [ B

Did not use in this location

=

- N 5

1

\l

ANY use at this
location

’\’ " An Coimisian um
- ‘ Rialail Cumarsaide
/‘ Commission for

f\ Communications Regulation

74 73 73 70 82 82

ONLY THOSE WITH A SMART PHONE AT Q.12 TO BE ASKED DATA QUESTIONS
Q.15a Thinking back on the past week, how often in the following locations, did you typically use your mobile
for data (internet access) on the operators network (i.e. not using wifi on bus, café, home etc.) ?




Frequency of using mobile data on the operators network outside

my home during past week
Base: All have smartphone: Nn=2113

Total Sample 1
Unweighted 2113 429
% %

Every day

Most Days (5+ days)

Few days (1-2 times a week)

Rarely (less than once a week)

Did not use in this location

w - P N

N (o N ©
—

w

o)) w [ o = N
~N N o PP ~

ANY use at this
location

(\’/ An Coimisitin um
- < Rialdil Cumarsaide
" Commission for

f\_ Communications Regulation

o
~

390

%

1

| 6 |

[
N

66

Sample 3 Sample 4 Sample 5
449 513 332
% % %

[

N (B [ N
w 4] w o o))

- N

N . - - N

63

~
w
~
o

ONLY THOSE WITH A SMART PHONE AT Q.12 TO BE ASKED DATA QUESTIONS
Q.15a Thinking back on the past week, how often in the following locations, did you typically use your mobile
for data (internet access) on the operators network (i.e. not using wifi on bus, café, home etc.) ?

47



Importance of mobile phone service when at various

Base: All used in location during past week

Inside my home (at Outside of my home, While in another While travelling in a

location

While using public

this address) but within the vicinity location (for car/bus Train, Luas or Dart
of my home (gardens, work/school/college/r service
driveway, garage, ecreation/ visiting
sheds, home farm etc.) family/friends etc.)
Unweighted 2561 2015 2062 1351 208
% % % % %
)
-
(5_6)
(0-4) —
Mean 8.40 8.24 8.43 8.27 7.98
Median 9.00 9.00 9.00 9.00 8.00
Standard deviation 1.83 1.83 1.73 1.75 2.12

An Coimisitin um
Rialail Cumarsaide

Commission for @

“/\ Communications Regulation

Q17

Thinking about your everyday use of your mobile phone, how important is your mobile phone service to
you, when you are in the following places, or engaged in the following activities? Please use the scale on this
(and where 0 = not really that important and 10 = it is critically important to me)




Importance of mobile phone service at various locations X segments

—9-10 scores Base: All use mobile at each location during past week
60 56 56
_ . 55 53 >° 52
Inside my home (at this
address) 50 . .
45
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
I S A I I A I N
Outside my home but 60 50 50 50 49 51
within the vicinity of my 40
home (gardens, driveway,
garage, sheds, home 20
farm, etc.) 0
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
I I I I N N N A

60 55

55 51 58 60 57
While in another location
(for work/school/college/ 40
recreation/visiting 28

family/friends etc.)

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
| owm | e ] ] [ s | e e | &
80 52

While travelling in

R E N B . =

-20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
I T ) S A O O B
80
While using public train, 40 4 40 40 32
Luas or Dart service 30 . . . . -
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

\ UNWTD __“___

’\' An Coimisiun um )

- Rialdil Cumarsaide U
Commission for

f\ Communications Regulation

Q17 Thinking about your everyday use of your mobile phone, how important is your mobile phone service to you, when you are in the
following places, or engaged in the following activities? Please use the scale on this (and where 0 = not really that important and 10 = it is critically 49
important to me)

o\






Incidence of experiencing various service issues for
text and data during

past month at particular location

call +

Loss of Signal Loss of Signal Loss of Signal Loss of Signal (or Loss of Loss of
(or no/poor (or no/poor (or no/poor no/poor Signal (or signal/
signal/ signal/ signal/ signal/coverage) no/poor coverage
coverage) coverage) in a coverage) while in another signal/ while
throughout my specific around the location (for coverage) travelling on
entire home room/part of my outside of my work/school/ while public train,
home (for home (gardens, college/recreation/ travelling in Luas or Dart
example in the driveway sheds, visiting a car/bus services
Kitchen or a home farm etc.) family/friends etc.)
bedroom)
Call + Data Call + Data Call + Data Call + Data Call + Data Call + Data
text text text text text text
% % % % % % % % % % % %
17918 RS] MRS 1817
87
/978 79878 79879
No 72
Don'tknow 8 EOH ou BN 2l Z] — 7] 2l Z] (6 7]
(\'-/'_ An Coimisidn um Q.18a Thinking about your mobile phone experience over the past month, have you experienced the following.
8 < \ Rialail Cumarsaide voice call and texts
‘ Commission for Q.18b Thinking about your mobile phone experience over the past month, have you experienced for data 51
f\_ Communications Regulation



Incidence of experiencing various service issues for call + text
and data during past month at particular location X Segments - %
Yes

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Ctae|>|<t+ bata Ct2|>|<tJr bata Ct2|>|<tJr bata Ctae|>|<t+ bata Ct2|>|<tJr bata Ct2|>|<tJr bata
% % % % % % % % % % % %
50
40
Loss of Signal (or 30
no/poor signal
Icoverage) throughout 20 i 38 39 38 43 38
my entire home 10 29 30 26 28 31 26
0
50
) 40
Loss of Signal (or
no/poor 30
signal/coverage) while
in another location (for 20 33 39
work/school/college/re 10 26 25 27 30
creation/visiting 18 18 15 15
family/friends etc.) 0
50
40
Loss of Signal (or 30 49
no/poor 2 42
signal/coverage) while 28 29 31 32
t lling i /b 1
ravelling in a car/bus 0 | [f
: 0

Q.18a Thinking about your mobile phone experience over the past month, have you experienced the following.
voice call and texts
Q.18b Thinking about your mobile phone experience over the past month, have you experienced for data

l'\/ An Coimisidn um
- < ! Rialail Cumarsaide
“ Commission for

/\_ Communications Regulation



Frequency of experiencing various service issues for voice calls
and texts at particular locations

Base: All experienced service issues for voice calls and texts at particular locations during past week

Loss of Signal (or
no/poor
signal/coverage)
throughout my entire
home

Unweighted 870

Never have signal

w

Several times a day

On Daily Basis

2/3 times week

2| e
o| o

Weekly

Few times a month

=

! I
»

Once a month
Rarely

Don't know

An Coimisitin um
Rialail Cumarsaide

©

Commission for

/‘f\ Communications Regulation

Loss of Signal (or
no/poor
signal/coverage) in a
specific room/part of
my home (for
example in the
Kitchen or a

Loss of Signal (or
no/poor
signal/coverage)
around the outside of
my home (gardens,
driveway sheds, home

Loss of Signal (or
no/poor
signal/coverage) while
in another location (for
work/school/college/re
creation/visiting

bedroom) farm etc.) family/friends etc.)
757 467 501
% %

=
HO\Q

N

(O
N
[

N
=

H
[EEN
N

1

—
9

[EE
[EEY
o

B B
El BN
--

Q.18c And how often do you experience for voice call and texts?

Loss of
signal/coverage
while travelling on
public train, Luas
or Dart services

Loss of Signal (or
no/poor
signal/coverage) while
travelling in a car/bus

414 30

% %

21

*Small base size

53



Frequency of experiencing various service issues for voice calls and texts at

particular locations — Any daily issues
Base: All experienced service issues for voice calls and texts at particular locations during past week

_ 80 60
Loss of Signal (or no/poor

57 51 70 65
signal/coverage) in a
specific room/part of my 30
home (for example in the

Kitchen or a bedroom) for

voice call and texts? -20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
_
80 - 50 62 61
Loss of Signal (or no/poor
signal/coverage) . . .
throughout my entire home
for voice call and texts? -20 ] Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
_______
58 63
Loss of Signal (or no/poor
signal/coverage) around
the outside of my home .
(gardens, driveway sheds,
homecfgltl‘rgnedt%‘e)x];g!; voice -20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

owro I e 11w 1w e ] s ] w0

60 45 45 32 42
H e ﬁ i ﬁ

Loss of Signal (or no/poor -
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

signal/coverage) while in
another location for voice _40

?
e _______

_ 38 27
Loss of Signal (or no/poor
signal/coverage) while - - -
travelling in a car/bus for -20 ] Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

voice call and texts?
N N I - T T R

(\"/ An Coimisidn um
- < Rt Canmshile Q.18c And how often do you experience for voice call and texts?
" Commission for 54
/‘\_ Communications Regulation




Frequency of experiencing various service issues for data during past

month at particular locations
Base: All who experience service issues for mobile data at particular locations

Loss of Signal (or Loss of Signal (or Loss of Signal (or
Loss of Signal (or no/poor no/poor no/poor signal/coverage) Loss of Signal (or Loss of
no/poor signal/coverage) in a signal/coverage) while in another location no/poor signhal/coverage
signal/coverage) specific room/part of my around the outside of (for signal/coverage) while travelling on
throughout my entire home (for example in my home (gardens, work/school/college/recr while travelling in a public train, Luas
home the Kitchen or a driveway sheds, home eation/visiting car/bus or Dart services
bedroom) farm etc.) family/friends etc.)

- N . N o

19

Never have signal

w

Several times a day

S

On Daily Basis

2/3 times week

Weekly
Few times a month
Once a month

Rarely

|8
9

Don't know

Any daily+ ______

’\' An Coimisidn um
8 ‘ Rialdil Cumarsaide
" Commission for

Q.18d And how often do you experience for data? *Caution small base

55
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Frequency of experiencing various service issues for data during past
month at particular locations x daily issues

Base: All who experience service issues for mobile data at particular locations

80 58 59
51
Loss of Signal (or no/poor 44 46
e | E B H B
throughout my entire home
for data? -20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
(owro | s ] ] e ] e ] [ s [ o
80
Loss of Signal (or 58 53 56 66 63 65
no/poor signal/coverage)
in a specific room/part of
my home (for example in
the Kitchen or a -20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

bedroom) for data?

NV _______

80
Loss of Signal (or no/poor o8 o7

signal/coverage) around
the outside of my home

ardens, driveway sheds,
(hgome farm etc.) fé/r data? -20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

51

80

Loss of Signal (or no/poor 44 43 32 50 42
signal/coverage) while in
e | E = B = B
work/school/college/recreation/
visiting family/friends etc.) for20 Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

data? ____“_“
Loss of Signal (or no/poor 37 25
signal/coverage) while
travelling in a car/bus for . e

data?
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

- < Rialdil Cumarsaide
/‘ Commission for
/\_ Communications Regulation

Q.18d And how often do you experience for data?
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Service issues experienced during past month across voice and data - Loss of

Signal (or no/poor signal/coverage) throughout my entire home
Base: All who experienced loss of signal throughout entire home for voice or data during past month - 923

Sample|Sample|Sample|Sample|Sample

1 2 3 4 5
% % % % %

Quality of reception deteriorated when on a call [N 51 51 48 56 48 56

Could not make a call [N 38 36 36 38 43 44

Dropped call [ 34 30 34 40 41 34

Could not receive a call [ 32 29 30 37 36 37

Unable to send a text [ 20 17 25 20 28 34

Unable to use 3G data service [ 18 17 21 17 20 19

no service [ 15 11 17 19 21 23

Unable to receive a text [ 14 9 18 19 20 26

Poor data connection quality over your mobile phone’s 3G network, not...- 12 13 15 9 14 12
Unable to use 4G or LTE data [ 9 6 12 14 13 9

Poor data connection quality over your mobile phone’s 4G or LTE.... 7 5 14 9 10 6
Other specify | 1 - 3 2 2 1

- ANY Call [ 82 82 82 82 82 89

- ANY Text [ 22 19 27 22 30 38

- ANY Data [ 33 33 33 29 38 28

Q.20a You said that you experienced in the last month for voice calls and text. What did you
experience?

’\’ An Coimisitin um
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Service issues experienced during past month across voice and data - Loss of Signal
(or no/poor signal/coverage) in a specific room/part of my home (for example in the

Kitchen or a bedroom).

Base: All who experienced loss of signal in a specific room/part of home for voice or data over past month -
803

Sample

Sample|Sample|Sample|Sample|Sample
1 2 3 4 5

% % % % %

Quality of reception deteriorated when on a call _ 53 54 419 54 49 54

Could not make a call _ 38 35 38 43 42 45

Dropped call [N 32 25 34 42 39 30

could not receive a call [ I 30 24 32 41 33 41

Unable to send a text [l 20 15 26 26 27 29

Unable to use 3G data service [l 16 14 18 16 18 23

Unable to receive a text [l 14 8 19 22 19 22

no service [l 14 10 21 19 14 18

Unable to use 4G or LTE data - 9 7 15 11 10 10

Poor data connection quality over your mobile phone’s 3G network,...- 9 8 18 7 9 9
Poor data connection quality over your mobile phone’s 4G or LTE.... 5 4 13 6 7 5
Other specify | 1 - 1 1 1 0]

-any call [ 5! 82 78 78 81 90

-aAny Text [ 21 15 28 27 30 31

- ANy Data [ 27 25 30 26 33 28

Q.20a You said that you experienced in the last month for voice calls and text. What did you
experience?

Y
/A
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Service issues experienced during past month across voice and data - Loss of
Signal (or no/poor signal/coverage) around the outside of my home (gardens,

driveway sheds, home farm etc.)
Base: All who experienced loss of signal around outside of home for voice or data - 493

1 2 3 4 5
53 66 136 123 115
% % % % %
Quality of reception deteriorated when on acall | 54 53 56 60 48 52
Could not makeacall | 38 42 25 32 37 53
Could not receive acall [ 29 28 24 28 37 31
Dropped call [ 26 18 26 38 34 34
no service [ 19 17 14 30 16 19
Unable tosendatext | | 15 9 15 22 30 25
Unable to use 3G data service | 15 19 11 7 16 22
Poor data connection quality over your mobile phone’s 3G network,...- 12 16 14 3 11 6
Unable to receive a text || 11 6 10 19 16 22
Unable to use 4G or LTE data || 9 8 11 12 9 10
Poor data connection quality over your mobile phone’s 4G or LTE...- 9 9 15 6 8 3
Other specify ( - - 1 2 -
-ANY call [ 78 79 78 73 81 83
- ANY Text [0 17 10 16 24 31 28
-ANY Data [ 28 31 29 19 34 25

Q.20a You said that you experienced in the last month for voice calls and text. What did you
experience?

’\’ An Coimisitin um
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Service issues experienced during past month across voice and data - Loss of Signal
(or no/poor signal/coverage) while in another location (for

work/school/college/recreation/visiting family/friends etc.)
Base: All who experienced loss of signal while at another location - 539

Sample

Sample|Sample|Sample|Sample |Sample
1 2 3 4 5

Total .
(o]

% % % % %

Quality of reception deteriorated when on a call _ 45 50 35 40 36 50

Could not make a call _ 36 31 37 42 42 50

Dropped call _ 31 29 20 41 26 42

could not receive a call [ NG 27 22 29 37 32 40

no service [ 25 14 24 43 36 35

Unable to send a text - 20 16 20 28 20 30

Unable to use 3G data service - 16 20 10 12 12 22

Unable to receive a text - 15 11 14 26 15 30

Unable to use 4G or LTE data [JJi] 11 13 5 11 7 13

"o iFi Tor examplb smail, mtornet, facebook, whateapn otey M 10 12 6 5 o 13
Poor data con_n_ection quality over your mobile phone’s 4G or LTE . 6 6 7 7 7 7

network, not WiFi (for example email, internet, facebook, whatsapp...

Other specify I 2 2 1 1 1 -

-any can [ 72 74 77 69 66 79

-any Text [ 21 17 20 30 21 33

-any pata [ 24 26 14 20 24 29

Q.20a You said that you experienced in the last month for voice calls and text. What did you
experience?

Y
/A

60
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Service issues experienced during past month across voice and data - Loss

of Signal (or no/poor signal/coverage) while travelling in a car/bus
Base: All who experienced loss of signal while travelling in a car/bus for voice or data- 436

Sample

Sample | Sample | Sample | Sample | Sample
1 2 3 4 5
% % % % %
Quality of reception deteriorated when on a call _ 46 49 36 39 46 52
Could not receive a call _ 36 34 33 39 36 40
Could not make a call _ 35 29 36 36 49 44
Dropped call [N 31 24 28 45 32 39
no service [ 20 3 20 a7 34 37

Unable to send a text - 15 4 19 27 24 32
Unable to use 3G data service - 14 13 17 14 12 21
Unable to receive a text - 12 3 14 24 21 30

2o00r data connection quality over your mobile phone’s 3G network, not - 12
WiFi (for example email, internet, facebook, whatsapp etc.)

Unable to use 4G or LTE data - 9 4 24 16 6 7

Poor data connection quality over your mobile phone’s 4G or LTE - 6
network, not WiFi (for example email, internet, facebook, whatsapp...

16 3 8 7 12

5 12 6 7 7

Other specify ( - - - - -

e I 78 82 sz 72 71 79

-any Text [N 15 4 19 28 26 34

-any pata [ 29 32 39 22 24 29

Q.20a You said that you experienced in the last month for voice calls and text. What did you
experience?

61
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Satisfaction with mobile phone network’s coverage where you live

(i.e. at home)

Base: All have mobile

Very satisfied (9-10)

Fairly Satisfied (7-8)

Neutral (5-6)

Fairly dissatisfied (3-4)
Very dissatisfied (1-2)

Total

Sample 1

Sample 2

Sample 3

s BE

Sample 4

15
i 7
12 9

Sample 5

Mean 7.62 7.95 7.43 6.73 7.12 6.80
Median 8.00 9.00 8.00 7.00 8.00 8.00
Standard deviation 2.34 2.09 2.48 2.70 2.59 2.56

’\' An Coimisidn um
- ‘ Rialdil Cumarsaide
Commission for

"f\ Communications Regulation

@

Q.21 Out of 10, where 1 is very dissatisfied and 10 is very satisfied, how satisfied are your with your
mobile phone network’s coverage where you live (i.e. at home)?
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Satisfaction with mobile phone network’s coverage in other areas

you visit/travel
Base: All have mobile: 2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

EE ==

Very satisfied (9-10)

Fairly Satisfied (7-8)

Neutral (5-6) 18

18 16

Fairly dissatisfied (3-4)
Very dissatisfied (1-2)

Mean 7.94 8.14 8.00 7.37 7.58 6.89
Median 8.00 9.00 8.00 8.00 8.00 8.00
Standard deviation 1.92 1.79 1.83 2.15 2.10 2.32

’\ An Coimisicin um
d Rialail Cumarsaide

Commission for
Communications Regulation

Q.22 1 to 10, how satisfied are your with your mobile phone network’s coverage in other areas you visit/travel to?
63
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Mobile phone coverage experience over the last year

Base: All have mobile

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% % % % % %

Yes, improved significantly

Yes, improved to some extent

Has not changed

Yes, it has become somewhat worse

Yes, it is much worse

Don’t know
- ANY Yes Improve 25 29 21 15 17 24
- ANY Yes Worse 10 8 8 17 11 13

’\ An Coimisicin um
- ‘ Rialdil Cumarsaide

Commission for
/\ Communications Regulation

Q.24 Has your mobile phone coverage experience changed over the last year?
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Incidence of changing handset due to mobile phone coverage or
sighal problems x Segments

Base: All have mobile

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 2724 502 491 588 678 465
% % % % %

13

%

No

Q.25 Have you ever changed handset due to mobile phone coverage or signal problems?

(\:'/' An Coimisidn um
- ‘ | Rialail Cumarsaide
" Commission for
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Incidence of handset change improving mobile coverage
experience x Segments

Base: All changed mobile phone

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% % % % % %

" " " &
Yes, improved significantly

Yes, improved to some extent 36

44

Has not changed

41 48
Yes, it has become somewhat worse
Yes, it is much worse 3 |
- ANY Yes Improve 55 62 56 37 50 52
- ANY Yes Worse 4 3 4 5 6 -

*Caution small base

’\ An Coimisicin um
4 Rialdil Cumarsaide

Commission for
Communications Regulation

Q.26 Did changing your handset improve your mobile coverage experience?

%

A
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Incidence of ever changing network provider
(for whatever reason) x Segments

Base: All have mobile: 2724
Total Sample 1 Sample 2 Sample 3
Unweighted 2724 502 491 588
% % % %
Yes 24
No 76

Q.27 Have you ever changed network provider (for whatever reason)?

’\/ An Coimisidn um
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Incidence of keeping mobile phone handset when you
Segments

Base: All ever changed network provider: N=619

Total Sample 1 Sample 2 Sample 3 Sample 4
Unweighted 619 115 102 148 173
% % % % %

Yes

No

DK

Q.29 Did you keep the mobile phone handset when you switched to )?

’\/ An Coimisidn um
- < ! Rialdil Cumarsaide
’\ Commission for
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switched x

Sample 5

81
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Incidence of changing your network provider but keeping the
same mobile phone, improving mobile coverage experience

Base: All changed network provider but kept mobile
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Il

Yes, improved significantly

20

Yes, improved to some extent

Has not changed

Yes, it has become somewhat worse
Yes, it is much worse

Don’t know
- ANY Yes Improve 47 47 41 34 68 54
- ANY Yes Worse 3 2 2 8 4 8

*Caution small base

Commission for experience?

Communications Regulation

’\ An Coimisicin um
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Q.30 Did changing your network provider, but keeping the same mobile phone, improve your mobile coverage
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Incidence of changing your network provider and changing your
mobile phone, improving mobile coverage/signal experience

Base: All changed network provider and mobile handset

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

%

33

Yes, improved significantly 17
24 25

Yes, improved to some extent

41 37

Has not changed

1 35

Yes, it has become somewhat worse

Yes, it is much worse

[ 2 ]
Don’t know

*Caution small base

%

’\ An Coimisian um

Rialdil Cumarsaide
Commission for

Communications Regulation

coverage/signal experience?

>,

Q.30a Did changing your network provider, and changing your mobile phone in the process, improve your mobile
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Impact of handset WiFi service on internet access experience
Base: All with smartphone: Nn=2084

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% % % % % %

n

Yes, improved significantly

21
Yes, improved to some extent
59
Has not changed
. [ ) ]
Yes, it has become somewhat worse %
Yes, it is much worse
Don’t know
\ An Coimisian um . . . . . .
H” Rialsil Cimarsalde @ ‘ Q.30b Does using your Wifi service on your handset improve your internet access experience on your handset?

Commission for
Communications Regulation
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Willingness to pay any additional amount each month to receive areliable signal

and coverage x sample
Base: All have mobile n=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% % % % % %

Yes definitely

[ERN

| 5 {
o N w o I
ol R
N N =
I N [EEN

Yes probably

=
N

Unsure 13

=

13

=
(o]

No probably not
22

2

22

No definitely not
48

DK

Can't say as employer mobile

Any yes 12 11 12 10 19

Any no 71 70 72 74

’\ " An Coimisian um
= < Rialdil Cumarsaide
" Commission for

/\ Communications Regulation

60

Q.36 would you be willing to pay any additional amount each month to receive a reliable signal and coverage?
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Likelihood of switching to new network offering reliable

signal/coverage if costs were the same as current package x sample
Base: All have mobile n=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

% % % % % %

Yes definitely

[EE
(@)

[EEN

N

H
S
|_\
N

[EEN
N
o

Yes probably

=
N

[EEN

w

=
N

=

(o]

=

~
=
oo

Unsure

=
<o
[EEN
w
=
o

No probably not

1

42

No definitely not

w
(00]
w
(00]

w
~

w

w
w
w

DK

il EROR
KN EICR
(NN EXER
(NN £
M O
il EE

Can't say as employer mobile

- ANY Yes 21 18 24 25 28 30
- ANY No 57 59 53 57 53 49
.\ " An Coimisitn um Q37 If a new (hypothetical) national mobile phone network was established, offering a reliable quality of signal
~=,_’< Rialdil Cumarsaide / coverage (i.e. where calls and texts were not dropped), would you switch to this new network if the costs were the
Commissian for same as your current package?

"/\ Communications Regulation
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Mobile phone coverage experience for calls and texts at home

over the last month x sample
Base: All have mobile n=2724

Sample

Sample|Sample|Sample|Sample|Sample
1 2 3 4 5}
%0 % % % % %
| get a reliable quality of signal/coverage from my mobile phone 65
for calls and texts, throughout my home 70 63 50 59 49

I get a reliable quality of signal/coverage from my mobile phone
for calls and texts, in a part of my home, but not all of my home

Total

14 19 18 15 22

I get a reliable quality of signal/coverage | from my mobile
phone for calls and texts, just outside my home (within vicinity)
but not inside my home

I get a reliable quality of signal/coverage from my mobile phone
for calls and texts, within 250m of my home, but not any closer,
and not inside my home

- .
o
IN
o
o
~
o

I get a reliable quality of signal/coverage from my mobile phone
for calls and texts, within 1km of my home, but not any closer,
and not inside my home

—
N
N
P
o
N
w

| get a reliable quality of signal/coverage from my mobile phone
for calls and texts, within 5km of my home, but not any closer,
and not inside my home

I cannot get a reliable signal/coverage from my mobile phone
for calls and texts, within 10km of my home

B .
()]
N
(0)}
l_\
N
©
=
N

Q.38 Thinking about your mobile phone experience for calls and texts at home over the last month,
which of the following best describes your experience?

76
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How much extra consumers would be willing to pay for a reliable quality

of signal/coverage at various locations
Base: All who do not have reliable quality of signal/coverage at specific location

In a part of my home (i.e. Just outside my home
one room of my home (i.e. go outside my home Within 250m of my home Within 1 km of my home Within 5km of my home

Throughout all of my would have a reliable to receive a reliable (i.e. travel to receive a  (i.e.travel to receive a  (i.e. travel to receive a
home signal) signal) reliable signal) reliable signal) reliable signal)
Base: 1107 2249 2576 2660 2646 2616
% %
ANY €11+ == @

ANY €6-10

ANY €1-5

None

€2 17 €0.80 €0.70 €0.61 €0.58 €0.58

t TS
Communlcatlons Regulation

!< | Rlalall Cumarsalde @ ‘ Q.39 How much extra would you be willing to pay overall (per month) for a reliable signal in
- 77



How much extra consumers willing to pay for a reliable quality of

sighal/coverage at various locations x sample

Base: All with mobile

10.00 Average amount €

5.00 - @ -

Throughout all of my 1.50
ome H H B

0.00
Total Sample 1 Sample 2 Sample 3 Sample 4
10.00
In a part of my home 200
(i.e. one room of my @ 115
home would have a 0.80 0.56 . 0.93
reliable signal) 0.00 — — I [ —
Total Sample 1 Sample 2 Sample 3 Sample 4
10.00
Just outside my home 5.00
(i.e. go outside my @
home to receive a 0.70 0.43 0.90
reliable signal) 0.00 — — e [ —
. Total Sample 1 Sample 2 Sample 3 Sample 4

Q.39 How much extra would you be willing to pay overall (per month) for a reliable signal in

Sample 5

L

Sample 5

(3.08)

Sample 5

Q




How much extra consumers willing to pay for a reliable

quality of signal/coverage at various locations x sample
Base: All with mobile

10.00 Average amount €
Within 250m of my home 5.00 3.05
(i.e. travel to receive an 191
reliable signal) 0.61 0.37 : 0.90 0.77 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
10.00
Within 1km of my home 5.00 2.82
(i.e. travel to receive an
reliable signal) 0.58 0.37 1.07 0.87 0.62 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
10.00
Within 5km of my home 5.00 3.01
(i.e. travel to receive an 1.01
reliable signal) 0.58 0.41 ’ 0.67 0.69 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
@ Q.39 How much extra would you be willing to pay overall (per month) for a reliable signal in ?




Mobile phone coverage experience for internet and 3G/4G data at home over

the last month x samples
Base: All have smartphone n=2113

Sample | Sample | Sample | Sample | Sample
1 2 3 4 5
Total
% % % % % %

I get a reliable 3g/4g quality of signal/coverage from my mobile
phone for internet access and data based services, throughout _

64 69 63 48 54 47
my home
I get a reliable 3g/4g quality of signal/coverage from my mobile
phone for internet access and data based services, in a part of - 16 15 18 18 16 20

my home, but not all of my home

I get a reliable 3g/4g quality of signal/coverage from my mobile
phone for internet access and data based services, just outside
my home (within vicinity) but not inside my home

I
D
w
o
~
~
n

I get a reliable 3g/4g quality of signal/coverage from my mobile

phone for internet access and data based services, within 250m I 3 4 1 3 2 1
of my home, but not any closer, and not inside my home

| get a reliable 3g/4g quality of signal/coverage from my mobile

phone for internet access and data based services, within 1km of | 1 1 1 2 2 3

my home, but not any closer, and not inside my home

| get a reliable 3g/4g quality of signal/coverage from my mobile
phone for internet access and data based services, within 5km of
my home, but not any closer, and not inside my home

[
D
IN
IN
o]
ol
o

| cannot get a 3g/4g reliable signal/coverage from my mobile
phone for internet access and data based services, within 10km
of my home

15 14 19

(o]
(¢)]
~

Q.40 Thinking about your mobile phone experience for internet which of the following best
describes you? 80
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How much extra consumers willing to pay for a reliable

guality of signal/coverage (DATA) at various locations
Base: All who do not have reliable quality of signal/coverage at specific location

In a part of my home (i.e.
one room of my home Just outside my home (i.e. Within 250m of my home  Within 1 km of my home Within 5km of my home (i.e.

would have a reliable go outside my home to (i.e. travel to receive a (i.e. travel to receive a travel to receive a reliable
Throughout all of my home signal) receive a reliable signal) reliable signal) reliable signal) signal)
905 1752 2010 2068 2072 2009
% % % % %
+ 4 | I S ° [ ¢
11 /] ——%——— 3

1-5euro
None

]\ ||| || 1TUm
!< \ Rlalall Cumarsalde @ ‘ Q.41 how much extra ....?
- Commis for
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How much extra consumers willing to pay for a reliable quality of

sighal/coverage (Data) at various locations x sample

Base: All have smartphone
Average amount (€)

10.00
5.21
Throughout all of my 500 272
home 1.98 1.48 231 . 235 I
N | . ] B ]
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
10.00
In a part of my home (i.e.
one room of my home 5.00 3.10
would have a reliable )
signal) 0.77 0.60 1.10 1.16 0.82 .
0.00 I —— [ [ ] |
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
10.00
Just outside my home
(i.e. go outside my home 5§ o
to receive a reliable 3.09
signal) 0.75 055 1.27 1.13 0.76 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Q.41 how much extra ....?

Q



How much extra consumers willing to pay for a reliable quality of signal/coverage
(Data) at various locations x sample

Base: All have smartphone
Average amount (€)

10.00
Within 250m of my home
(i.e. travel to receive an 5.00 3.03
reliable signal)
0.65 0.44 1.14 1.04 0.62 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
10.00
Within 1km of my home
(i.e. travel to receive an  5.00 297
reliable signal) :
059 0.42 0.99 0.99 0.48 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
10.00
Within 5km of my home  5.00 3.06
(i.e. travel to receive an '
reliable signal) 0.63 0.50 1.08 0.74 0.61 .
Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Q.41 how much extra ....7?

Q
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Incidence of having complained to network provider about the quality

of mobile phone coverage/signal or quality of service x segments
Base: All have mobile: n=2724

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5

Unweighted 2724 502 491 588 678 465
%

% % %

Yes, complained

No, never complained

81 82

Don’t know

*£  An Coimisitn um . .

'"“2' \ Rialail Cumarsaide @ Q.31 Have you ever complained to your network provider...?

" Commission for 85
f\_ Communications Regulation



Complaints made to network provider x samples

Base: All who complained to network provider N=397

Dropped Calls

Issues with Data service at home etc.
Recurring charges or Price of plan

Poor Signal/Coverage/ No Signal/Coverage
Handset issues

One-off charges

Other contract matters

Roaming

Other (specify)

Commission for

/‘f\ Communications Regulation

Total

%

I -

e
T w

o

K

K

s

s

K

\' " An Coimisian um i i
g ’< Rialail Cumarsaide Q.31a What did the complaint relate to?

44

Sample

52 61 85 50
42 44 47 51
11 7 8 14
9 18 11 12
7 3 7 6
9 - 1 6
5 5 5 8
6 - 1 8
3 3 3 1

Sample|Sample|Sample|Sample|Sample
1 2 3 4 5
Bl
% % % % %

74

47

11

Base too small to analyse by network provider

86



Awareness of ComReg
Base: All adults 15+: N=2826

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 2826 505 504 606 708 503
% % % %0 % %0

34

Yes

No

Q.33 Have you heard of ComReg?
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Awareness of ComReg x demographics
Base: All adults 15+: N=2826

Gender Age
Total Male Female 16-24 25-34 35-49

Unweighted 2826 1382 1444 341 441 833

% % % % % %

. 20
41
No :

e 59

Q.33 Have you heard of ComReg?

(\/ An Coimisidn um
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50-64

651
%

36

64

65+

560
%

40

Social Class

ABC1
F50+

1331
%

44

56

C2DE
F50-

1495
%

26

74
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Incidence of making complaint to ComReg regarding issues in

relation to coverage or quality of service
Base: All aware of ComReg N=973

Total Sample 1 Sample 2 Sample 3 Sample 4 Sample 5
Unweighted 973 176 166 213 241 177
% 2 % e e e
Yes
No

A\ e
( »¢{  An Coimisiin um
- ‘ Rialail Cumarsaide
"‘ Commission for
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Q.34 Have you ever complained to ComReg?
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Outcome of complaint made to ComReg regarding issues in
relation to coverage or quality of service

Base: All respondents who complained to ComReg nNn=40

Total
%

Resolved/Sorted/Satisfied

36

Nothing/No change/No Improvement/No Difference /No
Outcome/No Resolution/No Satisfaction

34

Changed plan/Provider/Supplier/Network 13

Difficulty with Mast in area/Too far away from service/Poor
coverage in area/Can't do anything about it

(=Y
o

Say service will improve

w

Poor customer service

.
[EEY

Improved/Better 0

Other

w

Commission for

/‘/\ Communications Regulation
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. ‘ Rialéil Cumarsaide Q.35 What was the outcome of your complaint?
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Notes:

This is a survey commissioned by the Commission for Communications Regulation in the
summer of 2017 to examine consumer perceptions and experiences of mobile coverage
and signal.

This information contained in this presentation is part of ongoing work currently being
carried out by ComReg.
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