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ACCESS TO COMMUNICATION SERVICES AND SERVICE
PACKAGES

D43 Access to fixed telephone, mobile telephone, and
fixed internet connection (%)

Do you own a personal mobile telephone?

97 3
O = N ——

Do you have an Internet connection at home?

Do you own a fixed telephone in your household?

e Yes oNO

QC1. Has your household subscribed to two or more of the
following services as part of a bundle? (MULTIPLE ANSWERS
POSSIBLE) (%)

Yes, fixed internet access

Yes, mobile telephone

Yes, television channels

No, we have not bought services as part of
a bundle

Yes, mobile internet access

Yes, fixed line telephone

Yes, video streaming or video-on-demand
service

Yes, music streaming service
Other (SPONTANEOUS) |1

Don't know I 1

eEU27 RO

CONSUMER EXPERIENCE OF COMMUNICATION SERVICES

QC2. Have you or someone in your household changed bundle
service provider? (%)

EU27 0 Outer pie
RO ‘ ' Inner pie

e Yes, within the last year
e Yes, between one and two years ago

» Yes, between more than two and five years ago
Yes, more than five years ago

e No, never

e Don't know

Base: Respondents that have subscribed to two or more services as part of a bundle.

QC3. When you changed your bundle service provider, did you
experience any of the following problems? (MULTIPLE
ANSWERS POSSIBLE) (%)

There was a temporary loss of services of
one day or more

It took some days for all the new services
to work properly

You had to change equipment, which was
not initially planned

For a while you had to pay for the new and
old bundle at the same time

You had to pay a penalty to your former
service provider because you terminated
your contract before it came to an end

You lost your personal e-mails and online
content
Other (SPONTANEQOUS)

None (SPONTANEOUS)

Don't know

eEU27 eRO

Base: Respondents that have changed their bundle service provider.
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CONSUMER EXPERIENCE OF COMMUNICATION SERVICES

QC4. Thinking about your internet connection at home, to
what extent are you satisfied with the following: (%)

Download speed

OEUZ? 41
0 - E——

Upload speed

‘ EU27 41
0 - I

e \ery satisfied e Fairly satisfied ® Not very satisfied e Not at all satisfied e Don't know

Base: Respondents that have an internet connection at home.

QC6. During the course of your current contract, has the
internet (fixed or mobile) provider notified you of an increase
in price? (%)

EU27 Q Outer pie
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OYese e No

Base: Respondents that own a personal mobile phone or have an internet connection at home.

QC9. When choosing an internet provider, how important are
the following considerations for you in making your choice?
(%)

Pricing and bundle offers

@ v I s
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Speed and connection

@® cur
() ro
Data allowance
EU27 42 37 10 6 5
&
() ro

Reputation of provider

@ cur 31 45
() 28
Environmental sustainability rating of the provider
@ cur 22 39 22 12 5
() ro E

e \Very important ® Somewhat important e Not very important e Not important at all e Don't know

QC10.Have you experienced one of the following over the
last year? (%)

Received a call from an unknown number and been charged for it after
answering or calling back
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N

Received an unsolicited SMS or other type of message and been
charged for it after opening the message or responding

¢ -~ ERE
-

e Yes, more than once e Yes, once eNo, never e Don't know
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INTERNATIONAL CALLS WITHIN THE EU

QC8. How often do you do any of the following from the country where you live? (%)

Make international phone calls over a mobile phone within the EU
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Use an instant internet messaging service to reach people in another EU country
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Make international phone calls over a landline phone within the EU
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Make international calls using internet applications, including video calls (VolP) within the EU. This excludes calling a phone number
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Make international phone calls to a phone number using internet applications (voice calls) (VolP) within the EU

® rcuv7 E 8 15 73 1

() RO 64 1
Send international SMS within the EU

® cu7 BE 6 17 73 1

" RO 71 1

e Daily (meaning more than once a day or more) ® Regularly (meaning not every day, but at least several times a month) e Occasionally (meaning maximum once a month) e Never e Don't know

AWARENESS OF MEANS OF EMERGENCY COMMUNICATIONS

QC7.1. What telephone number would you call in the event of an QC7.2 What telephone number would you call in the event of an
emergency; for example, if someone needs urgent medical assistance emergency; for example, if someone needs urgent medical

or if you need to contact the police or the fire brigade? (%) assistance or if you need to contact the police or the fire brigade? (%)
In (OUR COUNTRY) In another EU country

112 112

National (emergency) number(s) National (emergency) number(s)

Other number(s) Other number(s)

Don't know Don't know

oeEU27 RO eEU27 oRO
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COMMUNICATION SERVICES WHEN TRAVELLING

QC12T. When you travel to another EU country, Iceland, QC13. The last time you travelled to another EU country,
Liechtenstein or Norway, do you feel that you benefit from Iceland, Norway or Liechtenstein in the past two years, did you
roaming without surcharges? (%) experience any of the following? (%)

Lower mobile internet speed (e.g., speed when downloading content), compared to the mobile
internet speed in (OUR COUNTRY)

® ru 34 61 5

‘ ' RO 41 o4 )
Lower broadband network standard (e.g., 3G, 4G), compared to the standard you have in (OUR
COUNTRY)

® cuv 32 61 7

‘ ' RO 47 47 6

You were notified by your mobile operator that your roaming usage abroad was higher than usage
in (OUR COUNTRY)

EU27 O Outer pie ‘ EU27 30 67 3
RO () Innerpie () RO 51 47
, You reached your roaming data limit because your operator limits how much data you can use
e Yes eNo eDon't know when roaming (for e.g., if you have an unlimited data in (COUNTRY))
® cuv 24 72 4
() RO 41 57

You were surcharged for using roaming services

® cur 19 78 3
Base: Respondents who have travelled to another EU country, Iceland, Liechtenstein or Norway in the last two years. ‘ ' RO 41 99 4

e Yes e No eDon't know

Base: Respondents who have travelled to another EU country, Iceland, Liechtenstein or Norway in the last two years
and own a personal mobile telephone.

QC14. The last time you travelled to another EU country, Iceland, Liechtenstein or Norway in the past two years, did you do any
of the following to avoid surcharges or unexpected charges? It is very important that you only consider actions you took to
avoid surcharges or unexpected charges. (%)

You limited the amount of mobile data you used

® -cux 40 ) 1
O Fo 73 26 1

You switched off data roaming on your mobile phone

® -cu 34 65
‘ ' RO 64
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You activated a special data roaming plan offered by your mobile operator

® rcu 27 72
O -° & 39

You switched off your mobile phone and did not use it at all

® rcur 25 75
O = 53

You used a physical sim card of the country you were visiting

® rcu 17 83
O i 52

You used an eSIM card with a special roaming plan offered by a different mobile operator than your own (e.g., by purchasing a roaming plan online, by scanning
a QR code to activate a roaming plan or similar)

® -cur 16 84
O - 53

e Yes e No eDon't know

Base: Respondents who have travelled to another EU country, Iceland, Liechtenstein or Norway in the last two years and own a personal mobile telephone.



