Classification: CONFIDENTIAL

Narrowband Market Review Residential Consumers Survey — Draft 3

INTRODUCTION

Good morning/afternoon/evening. My name is ... | am here on behalf of Quadrangle Operations, the market
research company. We are conducting a special survey on behalf of Ofcom, the regulator for the UK
communications industry. Ofcom is very interested in hearing your views on a variety of things including homes
phones, mobile phones and the internet. The interview will take about 25 minutes.

IF INTERVIEWING IN WALES, ONCE RESPONDENT AGREES TO TAKE PART SAY: The interview will be
conducted in English. If you would prefer to conduct the interview in Welsh | can arrange for a colleague to re-contact
you to come back at an agreed time. What would you prefer?

CONTINUE IF RESPONDENT IS HAPPY WITH BEING INTERVIEWED IN ENGLISH. IF RESPONDENT WOULD
PREFER TO BE INTERVIEWED IN WELSH - NOTE THEIR NAME, TELEPHONE NUMBER AND FULL
ADDRESS AND PASS THIS INFORMATION BACK TO YOUR AREA SUPERVISOR.

INFORMATION FROM SAMPLE

QC1 NATION NOIh EASt.....cooviiiiiiieeiiei e 1
NOMN WESL.....oeeiieiiiec e 2
YOrks & HUMDET .....ovviiiiiiiiiic e 3
East Midlands ........ccooiiiiiiiiiiiiiiie e 4
West Midlands .........covvevvieiiiiiiiie e 5
East of ENgland ...........cccveviiiiiiiiiiiieiecee e 6
LONAON. ..ottt 7
SOULN EASt...cccoiiiiiiiieeiiiiecce e 8
SOUth WESE ... 9
SCOHANG.......oeiiiiiiiiiiic e 10
WaAIES. ...t 11
Northern Ireland..........ccocceeeiiii e, 12
QC2 AREA MOSt Urban ........ooovvveeeeeei e 1
................................................................................. 2
................................................................................. 3
................................................................................. 4
................................................................................. 5
................................................................................. 6
MOSE RUIAI ... 7
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COMPLETE FOR ALL RESPONDENTS

S1 ASK ALL

Which of the following best describes your personal involvement in deciding which landline or
broadband supplier to use at home?

Solely responsible........cccceeeiiiiii e
Jointly responsible with someone else.....................
Someone else is responsible.........ccccovviiiiieiininn,

Don’t have landline or broadband............................

CLOSE IF NO LANDLINE OR BROADBAND AT S1 (CODE 4)

IF CODE 3 AT S1 - REFER TO SOMEONE ELSE IN THE HOUSEHOLD TO INTERVIEW - NEED TO
CODE 1 OR 2 AT S1 TO CONTINUE

S2 CODE GENDER (DO NOT ASK) MaIE ...

S3 ASK ALL

What is your age?

S4 ASK ALL

What is the occupation of the main wage earner in your household?
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SCREENER
S5 ASK ALL

SHOWCARD S5 Which of the following do you have at home — either you personally or anyone else
in the household?

Smartphone — such as Apple iPhone or Samsung Galaxy ..........cooooeiiiiviiiiiiiiiieeeeeen.
Simple mobile phone — with simple features and limited internet functions, not

SMAITPINIONES. ...ttt e e e e e e e e e e e e e e e e e s e e
Landline phone (i.e. home Phone)..........eeiiiiiiiiii e
Fixed broadband INtErNEt ...........cooiiiiiiii e e
Mobile broadband (through a USB modem or ‘dongle’) .........cccvveiveiiiiiiiiiiciiiiiieeen,
Pay TV (e.g. Virgin Media, SKY, BT TV) ..ot rr e e
A service like Skype, Vonage, FaceTime or WhatsApp to make voice or video

calls over the internet — also known as Voice over IP or VOIP ........cccccccceviieiiinenens
NONE OF THESE ..ottt e e e e e e e e et e e e e e e e eeeeenes

CLOSE IF NO SERVICE AT S5 (CODE 8)

S6 ASK ALL WITH MOBILE BUT NO LANDLINE AT S5 (CODE 1-2 NOT CODE 3)
Can | check, you have a mobile but no landline home phone at this address?
YeSs, ONlY MODIIE. ...
No — have landline phone as well - CORRECT S5 ...

S7 ASK ALL WITH FIXED BROADBAND BUT NO LANDLINE AT S5 (CODE 4 NOT CODE 3)
Can | check, does your household pay line rental to receive the fixed broadband service?
Pay linerental ..o
Don’t pay line rental for fixed broadband ...............cccccciiiiiiiniins

[ To] o 18 A 4T L

CONTINUE IF HAVE LANDLINE PHONE AT S5 (CODE 3)

CONTINUE IF DO NOT HAVE LANDLINE PHONE AT S5 (NOT CODE 3) AND PAY LINE RENTAL FOR
FIXED BROADBAND SERVICE AT S7 (CODE 1)

CLOSE IF DO NOT HAVE LANDLINE PHONE AT S5 (NOT CODE 3) AND DO NOT HAVE FIXED
BROADBAND SERVICE AT S5 (NOT CODE 3)

CLOSE IF DO NOT HAVE LANDLINE PHONE AT S5 (NOT CODE 3) AND DO NOT PAY LINE RENTAL/
UNSURE WHETHER PAY LINE RENTAL FOR FIXED BROADBAND SERVICE AT S7 (CODE 2 OR 3)
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Q1

Q2

Q3

ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)

SHOWCARD Q1 Which company do you pay line rental to for your household’s landline (home

phone)?
SINGLE CODE

ASK ALL WITH A FIXED BROADBAND AT S5 (CODE 4)

SHOWCARD Q1 Which company do you pay for your household’s fixed broadband service?

SINGLE CODE

EE (inc. Orange/ T-Mobile)................
Fuel Broadband...............ccoeeviveiinnnnns
Homecall........ooovveieiieii e

JONN LEWIS....ccieiiiieeveiee e,

Post OffiCe ..o

Primus ..o

Utility Warehouse...........ccccceeeeeeeennn,
Virgin Media.........ccoociiiiiiiiiiiiiiieeeee,
Vodafone .......cccceevviiiiiiiii
Other — SPECIFY ...coooeviiiiiiiieeeeeee,

Don’t KNOW ....ccvvieiieeeeeeeeeeeee

Q1 Q2
.................. T
.................. 2 i 2
.................. 3o 3
.................. B 4
.................. 5o B
.................. N -
.................. T oo T
.................. 8o 8
.................. O -
................. 10 10
................. 11 11
................. 12 12
................. 13 13
................. 14 14
................. 15 .. 15
................. 16 16
................. 17 o 17
................. 18 18
................. 19 19
................. 20 e 20
................. 2121
................. 22 e 22

ASK ALL WITH A LANDLINE AT S5 (CODE 3) AND WITH FIXED BROADBAND AT S5 (CODE 4)
NAMING DIFFERENT SUPPLIERS AT Q1 AND Q2 (BOTH CODES 1-20 BUT NOT MATCHING

CODES)

Can | check, you use [SUPPLIER AT Q1] for your landline and
broadband service?

YeS, COIMecCt....ccoeevvneeiirneannnn.n.

No — amend landline supplier

[SUPPLIER AT Q2] for your fixed

No — amend broadband SUpplier.............. s
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Q4 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)
SHOWCARD Q4 Do you receive any of these as part of your landline service from [SUPPLIER AT

Q1]?

MULTI CODE FOR CODES 1-6
Unlimited weekend calls to UK landlines ...........cccccovviiiieiieiiiiiinnnen, 1
Unlimited evening and weekend calls to UK landlines....................... 2
Unlimited calls to UK landlines at any time ............ccccoeviiiiiiiiiniens 3
Cheaper calls to mobile phones...........cccviiiiiiiiii e 4
Cheaper international calls...........cccciviiiiiiiiiiiieeeeeeee s 5
Something else - SPECIFY ... 6
NOtNING IS ... 7
DONME KNOW ...ttt 8

Q5 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)
CODES 1-5 ONLY ASKED IF THEY SAID YES AT Q4
SHOWCARD Q5 Which of the following do you use or value as part of your service?
MULTI CODE FOR CODES 1-10

Unlimited weekend calls to UK landlines ...........cccccoeiiiiiiiiiiiiiiiiins 1
Unlimited evening and weekend calls to UK landlines....................... 2
Unlimited calls to UK landlines at any time ............cccccoo i 3
Cheaper calls to mobile phones...........occviiiiiiiiie e 4
Cheaper international calls...........cccccviiiiiiiiieiieeeeeeee s 5
Caller diSPIAY .....vveeeieeiiiiie e 6
Call WAIING...eeeeiieeieeeeeeee e e e e e e e e 7
Call dIVEISION ...t 8
BUIlt IN @aNSWEING SEIVICE. ... .uuuuiiiiiiiiiiiiiiereie et e e e e e 9
Other (WRITE IN) ... 10
NONE OF tNESE....eiiiiii e 11
DO KNOW ...t 12

Q6 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)

SHOWCARD Q6 How do you pay the line rental for your landline phone service with [SUPPLIER AT
Q1]? Please answer about your line rental rather than any other costs.

On a monthly or quarterly basis, alongside call charges and any other costs............ 1
Pay line rental 12 months in advance to receive a discount then pay monthly or .......
quarterly for call charges and any Other COSES..........uuuiuiiiiiiiiiiiiiiiee s 2

[ Lo T 18 A 4 T L A 3
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Q7 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)

Have you heard of the package from BT called BT Basic? It's a low cost service available to those in
recipient of certain government benefits which has an allowance to spend on calls each month and
a cap for those who spend above the allowance.

Yes, heard Of BT BASIC ...u.ooiiiiiiiiiiiiiiii et
NO, not heard of BT BASIC.....cociivuviiiiiiiiieeeeeeee e
Q8 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)

SHOWCARD Q8 When did the price of your landline last change without you making any changes to
the service you take from use [SUPPLIER AT Q1]?

Inthe last few MONthS ..o 1
INthe 1ast SIX MONENS ... 2
INthe 1ast 12 MONtNS.......coiiiiiiiiiie e 3
INThE ASE 2 YEAIS...... e 4
Longer ago than 2 YEAIS .......cccuvvuriiiiiiiieiiieeeeeeeeere e e e e e e e e e e nananns 5
Don’t know when the price last changed............cccccccoiiiiiiiiiiiiiines 6
The price for our landline has not changed.............cccccooiiiiiiieinnine 7
Don’t know whether the price has changed .................ccoiiiis 8
Q9 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)

Why do you have a landline?

PROBE — What other reasons?

MULTI CODE

Q10 ASK IF MORE THAN ONE REASON AT Q9

What is your main reason for having a landline?

SINGLE CODE Q9 Q10
Tomake CallS........ueeeiiiiiiiiie e Lo, 1
To receive CallS ... 2 s 2
Need a landline to get broadband ...........ccccccevvveveeen.n. 1 3
Need a landline to get accessto Pay TV .................... Ao, 4
IN case of EMErgenCies........occvvvveeeiiiiiiiieee e L S 5
More reliable than mobile.............ccuvvviiiin. B 6
Cheaper than making calls with a mobile.................... T s 7
Cheaper for others to call me than calls to a mobile... 8................... 8
Other — SPECIFY ...coiiiiiiiieee st S S 9
DON T KNOW ... 10 i, 10
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Q11

Q12

ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)

What were the main reasons for choosing [Q1] as your current landline provider?

PROBE — What other reasons?
MULTI CODE

Good/ better deal overall...........ccoeevieiiiiiiiiie 1
Price of overall calls package...........occuueeeiiiiiiiiiiii e 2
Price of calls to mobile phones ..., 3
Price of international callS...........ccccoviiiiiiiiii e 4
Paid for as part of a bundled package .......cccccccceeeiieeiiicces 5
Provided free as part of a bundled package...........cccccceoiiiiiiiiiinnnnnns 6
Unlimited weekend/ evening calls to UK landlines................cccceues 7
Unlimited calls anytime to UK landlines ..........ccccccceeiiiiiiiiiiiiiiins 8
Quality Of CUSIOMET SEIVICE.. ... 9
Quality of IN€/ CallS ........uuieiiieieeieeeece e 10
Reliable SEIVICE. ..o 11
Well-known and trusted brand ............ccccoviieiii s 12
Always used them/ historical reasons..........ccccccveeviiiiieeie i, 13
Friends and family use them ..., 14
Other suppliers are more eXPENSIVE ...........uueeeeeeeieiiieiieaiaaaaaaaaaeannns 15
Other suppliers have worse CUStOMEr SEIVICE .......ccccvvveeeeeeeeeeeennnnn. 16
There was no choice/ lack of providers in the area......................... 17
To get a better broadband Service ..........cccccvvviiiiieiiiiiiiiieeeeeen 18
To get a better TV SEIVICE........coooi i it 19
Other reasons — SPECIFY ......ccviiiiiiiiieee e 20

ASK ALL WITH A LANDLINE AT S5 (CODE 3)

SHOWCARD Q12 Approximately how often do you or anyone else in your household make calls on
your home landline (home phone)?

SINGLE CODE

EVEIY AY ...coi i ———— 1
Every couple of daysS. ... 2
Several times 8 WEEK ........cevii i 3
WEEKIY ...t 4
Every fortnight/ couple of WeeKS .........uuveevvviiiiiiiiii s 5
MONENIY ettt 6
LSS OFtEN 1. 7
Never make calls from the landline ............ccoocoiiiiii e, 8

[DL0) 0 18 A 3 1)V AT 9
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Q13

Q14

Q15

ASK ALL WITH A LANDLINE AT S5 (CODE 3)

SHOWCARD Q13 Approximately how often does your household receive calls on your home

landline (home phone)?
SINGLE CODE

EVEIY AY ..ooiiiiieeeeee e ———— 1
Every couple Of daysS......ccoooiiiiiiiiiieeee e 2
Several times @ WEEK .........ciiiiiiiiiiiie e 3
WEEKIY ... 4
Every fortnight/ couple of Weeks ..........c.oeeeiiiiiiiiii e, 5
MONENIY e 6
LSS OFtEIN . 7
Never receive calls from the landline ............ccccooeiii s 8
DONM T KNOW ... 9

ASK IF LANDLINE AND BROADBAND PROVIDERS ARE DIFFERENT (Q1 IS CODE 1-20 AND
QO2B IS CODE 1-20 AND CODES DO NOT MATCH AT Q1 AND Q2)

Why do you use [Q2] for your broadband service rather than using [Q1] for your broadband and your

landline?
PROBE — What other reasons?
MULTI CODE

Can’t get broadband from calls supplier.........ccccooiis 1
Can’t get high speed broadband from calls supplier ..............cc........ 2
Faster broadband from broadband supplier..............c...coooiiiiiiinnnns 3
Didn’t know | could switch my broadband to the same supplier........ 4
Well-known and trusted brand for broadband ................ccccevineneen 5
Always used them for broadband/ historical reasons...................cc... 6
Good/ better deal OVerall..........ccoooiiiiiiiiie e 7
Price of liINe rental ... 8
Price of landling CallS .........cooouiiiiiiiiiii 9
Quality of customer service from broadband supplier..................... 10
Want to keep landline with current provider ...........ccccvveeeiiiiiieenenn, 11
Other reasons — SPECIFY .....cooiiiii e 12

ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)
SHOWCARD Q15 Which of the following statements best describes how you think about your

landline phone costs?
SINGLE CODE

I think about the costs for line rental and calls separately.................. 1
I think about the costs for line rental and calls together .................... 2

DON'E KNOW ... e e e e e e e e 3
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Q16 ASK IF LANDLINE AND BROADBAND PROVIDERS ARE THE SAME (Q1 IS CODE 1-20 AND Q2
IS CODE 1-20 AND CODES MATCH AT Q1 AND Q2)

Do you receive one bill from your landline provider [Q1] that covers both landline and broadband
charges, or do you get separate bills from [Q1] for landline and broadband?

SINGLE CODE
Both landline and broadband on one bill.............ccccooviiiiiiiiiieen, 1
Separate bills for landline and broadband........................ooi i, 2
DONME KNOW ...ttt ettt e e e 3

Q17 ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3)
Have you or your household ever changed the company that provides your landline phone service?

IF NECESSARY - This would include changing from one supplier for your whole service to using
two suppliers — one for line rental and the other for usage

IF YES — When did you most recently change supplier for your landline phone service?
SINGLE CODE

Q18 ASK ALL WITH FIXED BROADBAND AT S5 (CODE 4)
Have you or your household ever changed the company that provides your fixed broadband service?

IF NECESSARY - This would include changing from one supplier for your whole service to using
two suppliers — one for line rental and the other for usage

IF YES — When did you most recently change supplier for your fixed broadband service?

SINGLE CODE
Q17 Q18
INthe 1ast 12 MONTNS ........oooiiiiiii e Lo, 1
o] Lo CT =T [0 PP RPPPTT 2, 2
No — never changed SUPPLIET. .........ueeiiiiiiiiiiiii e 3 3

7o) 0 1 A 4 1) AT Loiiiiiiianiin, 4



Classification: CONFIDENTIAL

Q19 ASK IF SWITCHED LANDLINE CALL PROVIDER IN LAST 12 MONTHS AT Q17 (CODE 1)

Which landline call service provider did you switch from (in the last 12 months)? [DON'T ALLOW
SUPPLIER AT Q1 TO BE CODED]

Q20 ASK IF SWITCHED FIXED BROADBAND PROVIDER IN LAST 12 MONTHS AT Q18 (CODE 1)

Which fixed broadband service provider did you switch from (in the last 12 months)? [DON'T ALLOW
SUPPLIER AT Q2 TO BE CODED]

Q19 Q20
BT 1o, 1
CO0-0p/Co0PEratiVe......ccvveiieeiieeeeee e 2 e, 2
DeMON ...covviiiiiiiiiic K TR 3
EE (inc. Orange/ T-Mobile) ........cccccviiiiiiiiinnnn. 4o, 4
Fuel Broadband ............cccccooviiiiieeiiniieee e, 5, 5
Homecall........cc.oooeiiiii e, L 6
JONN LEWIS...coiiiiiieiiieie e T e 7
KCOMM.oiiiiiiiiiiii e 8 8
O2. 9 e 8
PIUSNEL...coiiiiiic e 10, 10
POSt OffiCe .. 1. 11
PrMUS ..o 12 12
SKY ot 13, 13
SSOE 14 .. 14
TalKTalK ..o 15 15
TESCO . ceeieeiiiieeee et 16, 16
TRMCE i 17 i, 17
Utility Warehouse............cccooeeeeeecccviiiiiiiieeeeee 18, 18
Virgin Media........ooooooiiiiiiieieeeeee e 19, 19
VOdafone .......oeevviiiiiii 20 20
Other — SPECIFY ...ooiiiiiiiiiiiiiee e 21 21

DONt KNOW ... 22 i, 22
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Q21 ASK IF SWITCHED LANDLINE CALL PROVIDER IN LAST 12 MONTHS AT Q17 (CODE 1)

Why did you switch your landline call provider (in the last 12 months)?

Q22 ASK IF SWITCHED FIXED BROADBAND PROVIDER IN LAST 12 MONTHS AT Q18 (CODE 1)
Why did you switch your fixed broadband provider (in the last 12 months)?

MULTICODE
Q21 Q22
For a better/ cheaper deal ... Lo, 1
Poor service from previous SUPPIET ... 2 2
Good experience with new/ current supplier for other services. ............ K JUTT 3
To bundle two or more services together with one supplier ................. . 4
Better range of Price plans ............eveeeiiiiiiiiiiiii 5o 5
New/ current supplier recommended to Me............ocoeevveecnvnnvinninnnnn, B 6
More reliable SEIVICE .........cooiiiiiiiii e T, 7
Wanted a specific deal/ offer (e.g. all inclusive minutes) ...................... < J 8
Faster broadband SpPeeds .........cccuvveeiiiiiiiiiiiie S 9
Wanted bigger download allowance.............cc.eeeeeeiiiiiieeeiiiiieeeee s 10, 10
Other — SPECIFY ..ottt 11 11
DONM T KNOW.....eiieiiie e 12 12

Q23 ASK IF SWITCHED LANDLINE CALL PROVIDER IN LAST 12 MONTHS AT Q17 (CODE 1)

How did you get information about alternative providers or tariffs when you were looking to switch
your landline call provider (in the last 12 months)?

MULTICODE
Looked at supplier WEDSITES ..........uueiiiiiiiiiiiaiieee e 1
Looked at price comparison WebSIteS ........ccvveeeeeeiiiiiiiiiice 2
Visited technology ShopS/ STOreS ... 3
Looked online at magazine/ newspaper articleS..........ccccceeeevvivieeeeennns 4
Looked at print copies of magazine/ newspaper articles...................... 5
Looked at Which? recommendations .............ccueeeeeiiiiiiieeiien e 6

Asked friends/ colleagues/ neighbours for advice/ recommendations.. 7

Used search engine/ Google to Search ..........cceeeveiiiiiiieeie e 8
(0= 11 1To JRSTU ] o] 0] [ T=] £ ERRRRR 9
Other — SPECIFY ...ttt et 10

[L0) 0 1 A {2 1) AT 11
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Q24  ASK ALL WITH A LANDLINE PHONE AT S5 (CODE 3) WHO HAVE NOT SWITCHED IN THE
LAST 12 MONTHS AT Q17 (NOT CODE 1)
In the last 12 months, have you tried to get any information about alternative landline providers or
tariffs that you could use?

IFNO — CODE 12
IF YES — How did you try to get this information?

MULTICODE
Looked at supplier WeDSItES ........ccooiiiiiiiiiieiiiee e 1
Looked at price comparison WebSItes .......ccccceeeeeiiiiiiii i 2
Visited technology ShOPS/ STOreS.........cooiiiiiiiiiiieiii e 3
Looked online at magazine/ newspaper articles.............ccccccvvvvvvvennnnen. 4
Looked at print copies of magazine/ newspaper articles..............c...ec... 5
Looked at Which? recommendations .............ccuveeeeiiiiiiieeie i 6

Asked friends/ colleagues/ neighbours for advice/ recommendations.. 7

Used search engine/ Google to Search .........occveeeveiiiiiiieeiii i 8
Called SUPPIEIS..ccviiiiieiee e 9
Other — SPECIFY ..ottt 10
DONT KNOW. ...ceiiiiiiie ettt 11
No, have not tried to get any information (SINGLE CODE).................. 12

Q24b ASK ALL LOOKING FOR INFORMATION (CODES 1-10) AT Q24
Did you find the information you needed?

R =T 1
o N 2
DON't KNOW. ... e e e e e e aaaas 3

Q25 ASK IF HAVE NOT SWITCHED IN THE LAST 12 MONTHS (Q17 NOT CODE 1)
Why have you not <switched IF Q24 CODES 1-11> <looked into any alternative landline providers or
tariffs you could use — IF Q24 CODED 12> in the last 12 months?

MULTICODE
Happy/ content/ not looking to change from current supplier ............... 1
Current provider is the best deal/ cheapest/ best value........................ 2
Savings are not large eNOUGN...........ccooiiiiiiiieiiii e 3
Prefer to stay with trusted/ known provider ..............coooeeeeccivvvienvnennnn. 4
Not much difference between the providers..............coociiiiiiiiiiiiienee. 5
Can’t change — tied into @ CONIact............eeeveeiiiiiiiiiee e 6
Wouldn’t know where to look/ what to ook for...........ccccceeviiiiiieninee, 7
Concerned | could lose my landline number ...........ccccoviiiiiiiiiiiineen. 8
Wouldn’t want an enginger ViSit........ccccccceeeeeeeei e 9
Too time consuming to look into other optioNns ...............eveeieeeeeeiieennnnn. 10
Don’t have a choice of landline providers in this area ......................... 11
Don’t spend enough for a change to be worthwhile............................. 12
Couldn’t be bothered...........ccccoiiiiiiiii e, 13

Other — SPECIFY ..ottt 14
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SAY TO ALL WITH A LANDLINE AT S5 (CODE 3)

I'd like you to think about the calls that you have made from home in the last 12 months, so since April last
year.

Q26 ASK IF HAVE LANDLINE AT S5 (CODE 3)
SHOWCARD Q26 How often did you use your landline at home to call other people?

Q27 ASK IF HAVE MOBILE AT S5 (CODE 1-2)

SHOWCARD Q27 How often did you use your mobile phone at home to call other people when you
could easily have used your landline instead?

Q28 ASK IF USE VOIP AT S5 (CODE 7)

SHOWCARD Q28 How often did you use an online calls service like Skype or FaceTime at home to
call other people when you could easily have used your landline instead?

SINGLE CODE

Q26 Q27 Q28
Daily/ @Very day.........cccueeieeiiiiiiiieee e 1o i 1
ATew times aWEEK ... 2 e 2 2
ONCE AWEEK ...ttt I TP 3 3
1-3times a MONtN........c.oeeiiiiiiiic e Ao, S 4
Less often than this.........ccccoviiiei i, 5, 5 5
NEVEI ... B, [ TR 6
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Q29

Q30

Q31

ASK IF LANDLINE USED AT Q26 (CODES 1-5)

IF ONLY LANDLINE USED AT Q26 (CODES 1-5) AND NOT MOBILE (Q27 NOT CODES 1-5) AND

NOT VOIP (Q28 (NOT CODES 1-5), SUPPRESS TEXT AT END OF QUESTION “rather than
your...”

The last time you used your landline, what was the main reason you chose to use your landline to
call other people from home [rather than your [OTHER SERVICES USED AT Q27 AND Q28]]?

ASK IF MOBILE USED AT Q27 (CODES 1-5)

The last time you used your mobile phone, what was the main reason you chose to use your mobile
phone to call other people from home rather than your landline?

ASK IF VOIP USED AT Q28 (CODES 1-5)

The last time you used your online calls service like Skype or FaceTime, what was the main reason
you chose to use your online calls service to call other people from home rather than your landline?

SINGLE CODE

Q29 Q30

PriCe/ ChEAPET ...ooiiiiiiiee e 1o i
To use ‘free’/ pre-paid/ bundled/ time-specific minutes......................... 2 e, 2 e
When I've used up all the ‘free’/ pre-paid/ bundled/ time-specific

IMINUEES ..ttt ettt e e e ettt e e e e s sbb e e e e e e s abbreeeeeeaaaes 3 K
HaDbIt/ @lWayS USE QL. ..ttt R Ao,
CoNVENIENCE/ €ASE OF USE ....coiiuiiiiiiie et 5o [T
Numbers are stored in the handset ............ccccevviii e, SR B
To use video/ to see the person I'm calling...........cccocceeiiniiiiiiiecinnnnn, T oo, T,
To send picture/ photos/ emojis in the message.......cccccvvvveeeeeeeeeenennnn, < < U
When someone else is using the other line ..., 9 S
When the phone is NeXt t0 Me ......ocvveiiiiiiiii e 10, 10,
When I'm in another part of the house.............cccccvviiiiieiiiei, 11l 1.
When the call iS Urgent..........cooeiiiiiiiie e 12, 12,
Reliability/ quality of service/ coverage..........cccceeviviiiieciccnnvvnvvnnneenen, 13............... 13,
Line/ call quality/ CIEAN .........ccuiiiiiiiiiiiee e 4. 14,
To involve more than one person/ contact a group of people.............. 15.............. 15,
Tied INTO & CONIIACT ........oiiiiiiiie et 16, 16,
DIffiCUIt tO SWILCH ... 17 s I
Someone else pays for this service/ it's free.........cccccvviiiineen, 18, 18,

Other — SPECIFY oot 19, 19 i,
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Q32

Q33

ASK IF HAVE LANDLINE AT S5 (CODE 3)

SHOWCARD Q32 To what extent do you agree or disagree with the following statement about your
landline (home phone)?

“Under certain circumstances, | would be prepared to give up the ability to make and receive calls
from my landline”

SINGLE CODE

AGIrEE SEIONGIY ...ttt 1
AGree SlIghLIY ...ooooi 2
Neither agree Nor diSAQree ........uvvvviiiiieiiiiiiieieeeeee e 3
Disagree slightly.... ..o 4
Disagree StronNgly .......coooioeiec e ———— 5
DONM T KNOW ... 6

ASK IF PREPARED TO GIVE UP CALLS AT Q32 (CODES 1-2)

Under which circumstances would you be prepared to give up the ability to make and receive calls
from your landline?

DO NOT READ OUT PROBE Which other circumstances?
MULTI CODE
If 1 didn’t need a landline in order to get broadband ... 1

If it reduced the cost of my line rental and | could still get

fixed Dro@adband...........cooiiiiiii e 2
If the price of making calls on my landline was too high............ccccoiiiiie 3
If it was cheaper to USE MODIIES .........covviiiiiiiii e 4
If it was more convenient/ easier to USE MODIIES ..........coooiiiiiiiiiiiiiiee e 5
If it was more convenient/ easier to use online calls/ VolP/ Skype/ FaceTime ............
CAUIS ONIINE....eeiee e e e e e e e 6
If the reliability of the connection wasn’t good enough ...........cccccvvvviviiiviiiiiiiineee, 7
If the quality of customer service wasn’t good enough ..............euviiiiiiiiiiiiiiiiiiinannnnnn, 8
Other circumstanCes - SPECIFY ....coiiiiiiiiiieie e 9

[0 70) 0 18 A 1) 2T 10



Classification: CONFIDENTIAL

Q34

Q35

ASK IF NOT PREPARED TO GIVE UP CALLS AT Q32 (CODES 4-5)
Why would you not be prepared to give up the ability to make and receive calls from your landline?
DO NOT READ OUT PROBE What other reasons?

MULTI CODE

I need a landline in order to get broadband...............ooooiiiiiiiiiiiiiii e 1
The price of making calls on my landline is low/ good value ............cccccoviiiiiennnnnn. 2
| prefer to make calls from my landline.............ooooi e 3
Reliability of the CONNECHION..........cooiiiiiiiiie e 4
Less convenient/ less easy to USe MODIIES ............ccooei i, 5
Don’'t have/ use @ MODIIE ...........ueiiiiii e 6

Less convenient/ less easy to use online calls/ VolP/ Skype/ FaceTime calls

(010111 0= T OO PP PP PPPPPPPP 7
Don’'t have access to/ use online calls/ VolP/ Skype/ FaceTime calls online ............ 8
Quality Of CUSTOMET SEIVICE .....ciiieeiiiiiee et e e e e e e e e 9
NO FEaSO0N 10 CHANGE .....eeiiiiiiiieii et e e 10
Too MUCh hassIe t0 ChANGE .......coooe i 11
Habit/ always used 1andliNe............cooiiiiiiiii e 12
Concerned | could lose my landline NUMDBET .........coovveeeiiiiiiiii e 13
OtNEI TEASONS. .....eeiiiee ittt e et e e e e e e e e e e e e e e e nannneas 14
1970 8 B 3 T P 15

ASK IF HAVE MOBILE AT S5 (CODE 1-2)

Why don’t you make all your calls by mobile phone when you're at home instead of using your

landline?

DO NOT READ OUT

MULTI CODE

Not applicable — already make all calls by mobile............................. 1
Price of calls/ some calls is too high .........cccociiiiiiiiiii e, 2
Reliability 0f CONNECHION .........cuiiiiiiiiiiiiieeeeeee e, 3
Quality of INE/ CalIS ... 4
Coverage/ can’'t get a good Signal...........eeveeeeeiiiiiiieeeeeee s 5
Inconvenient/ diffiCcult tO USe...........coviiiiiiiiiiii e, 6
Concerned about impact on health ..., 7
Don’t always have credit available to make calls.................cccceees 8
Get ‘free’/ pre-paid/ bundled/ time-specific minutes on landline......... 9
Other circumstances - SPECIFY ... 10

7o) o 18 A {0 T 1Y AT 11



Classification: CONFIDENTIAL

Q36 ASK IF USE VOIP AT S5 (CODE 7) AND HAVE LANDLINE AT S5 (CODE 3)

Why don’t you make all your calls by using online call services like Skype or FaceTime when you're
at home instead of using your landline?

DO NOT READ OUT

MULTI CODE
Not applicable — already make all calls this way instead of landline . 1
Reliability 0f CONNECHON ..........uuiiiiiiiiiiiiiiie s 2
Quality of N/ CalIS ... 3
Inconvenient/ diffiCult tO USE..........ocuviiiiiiiiii e 4
Not suitable for certain types of conversation ...................ocooeeiinis 5
Get ‘free’/ pre-paid/ bundled/ time-specific minutes on landline......... 6
Other circumstances - SPECIFY ... 7
DONTKNOW ...ttt 8

Q37 ASK IFHAVE LANDLINE AT S5 (CODE 3)
How much does your household spend per month on landline services in total?

IF NECESSARY — How much is a typical monthly bill for your home landline calls, line rental and any
other landline services?

ENTER AMOUNT TO NEAREST WHOLE POUND 1

[70) 0 1 A 4 T LY AT 2

Q38 ASK IF HAVE LANDLINE AT S5 (CODE 3) AND KNOW MONTHLY SPEND AT Q37
How much of the total landline bill for [SPEND AT Q37] per month is for line rental?

IF NECESSARY — Within the typical monthly bill for your home landline, how much of the charge is
for line rental rather than for calls or any other landline services?

ENTER AMOUNT TO NEAREST WHOLE POUND 1

[D70) 0 1 A 4 1oLV AT 2



Classification: CONFIDENTIAL

Q39 ASK IF HAVE LANDLINE AT S5 (CODE 3)

FOR THOSE GIVING AN ANSWER AT BOTH Q37 AND Q38 THE EXAMPLE £X SHOWN AT Q39
WILL BE 10% OF Q37 MINUS Q38

THOSE WHO DO NOT RESPOND AT Q38 WILL BE SHOWN THE FOLLOWING TEXT AND THE
EXAMPLE £X WILL BE 60P

Across the UK, the typical spend on landline calls each month is £6.

SHOWCARD Q39 If the price of your landline calls increased by 10%, so an extra [EX] each month,
how likely would you be to change the way you make calls from home?

When answering, please assume that the price of calls offered by ALL landline call providers would
increase by 10%, so there would be no financial benefit in simply switching to another landline
provider. Please also assume that mobile, Skype or FaceTime or other forms of communication
costs would remain the same.

Please note that your answers here will not affect the real life future prices charged for your landline.
SINGLE CODE
We would switch all calls away from landline to another method ...,
We would switch some but not all calls away from landline to another method .........
This would not have any impact on the calls we make using a landline......................

[ 70) 0 18 A 1) 2

Q40 ASK IF WOULD SWITCH ANY CALLS AT Q39 (CODES 1-2)

SHOWCARD Q40 Which of these would you use instead to make calls if the price of landline calls
increased by 10%, so an extra [EX] each month?

MULTI CODE
Switch to Mobile VOICE CallS..........ooiiiiiiiiie e
Switch to online calls/ Skype/ FaceTime/ VoIP calls online..............cccccciviiiiiiieennnnn.
SWILCH 10 @M ...
Switch to mobile phone texts or instant Messaging.........cc.uevveeviiiiieeeiniriiece e
Something €1Se — SPECIFY ..ot a e e e e e eaeeeeeees

[0 70) 0 18 A 1) 2T



Classification: CONFIDENTIAL

Q41

Q42

ASK IF WOULD SWITCH ANY CALLS AT Q39 (CODES 1-2)

Would you rely on [that other method/ those other methods] and give up your landline if the price of
landline calls increased by 10% - even if it meant that you couldn’t have a fixed broadband service at
home, unless this was from Virgin Media?

SINGLE CODE

Yes, would give up landline and just use other methods.........cccccoeveeeeiiiiiiiiiiiicccs 1
NO, Would Keep 1andliNe ...........uuuuiiiiiiiiiieii e 2
9o 8 A g T PSSR 3

ASK IF WOULD NOT SWITCH ANY CALLS AT Q39 (CODE 3)

Why would you be unlikely to consider taking any action if the price of landline calls increased by
10% so an extra [EX] each month?

DO NOT READ OUT MULTI CODE

Too MUCh hassle t0 ChaNQE .........uuuiiiii e 1
Reliability of the CONNECHION..........ccooiiiiiiii e 2
Quality Of CUSIOMET SEIVICE ......cci ittt e e e e e e e e e e e e eeeeees 3
Habit/ always used 1aNdliNE ............cooiiiiiiii e 4
Alternatives are t00 EXPENSIVE ....uuviiiiiiiiiieeie e s s e e e e e e e e e e eaaaaeees 5
| prefer to make calls from my landline.............ooooiiie e 6
Less convenient/ less easy to use mMobiles ..........ccccoiiiiiiiiiiiii 7
Don't have/ USe @ MODIIE ..........uuiiiiiiiii et 8
Less convenient/ less easy to use VolP/ video calls online..........ccccvveeevieiiiiiienennnnn, 9
Don’t have access to/ use VolP/ video calls online ..........cccccooviiiiiee i, 10
Don’t trust alternatives. ... 11
10% is not a large increase/ still affordable .............ccccooeo i 12

Have landline in a bundled package and don’t want to switch/ lose other services..13

Don’t use the landline mMuUCh anyway ............cccccviiiiiee e 14
I need a landline in order to get broadband.............ccccciiiiiiiiiiii 15
(@1 1= B (== {0 ) o 13O 16

[ Lo 18 A 4 TR 17



Classification: CONFIDENTIAL

Q43

Q44

ASK IF HAVE LANDLINE AT S5 (CODE 3)

FOR THOSE GIVING AN ANSWER AT Q37 THE EXAMPLE £Y SHOWN AT Q43 WILL BE 10% OF
Q37

THOSE WHO DO NOT RESPOND AT Q37 WILL BE SHOWN THE FOLLOWING TEXT AND THE
EXAMPLE £Y WILL BE £2.30

Across the UK, the typical spend on total landline bills each month is £23.

SHOWCARD Q43 If the price of your total landline bill — not just the cost of calls - increased by 10%,
S0 an extra [EY] each month, how likely would you be to change the way you make calls from home?

When answering, please assume that the price of bills from by ALL landline providers would
increase by 10%, so there would be no financial benefit in simply switching to another landline
provider. Please also assume that mobile, Skype or FaceTime or other forms of communication
costs would remain the same.

Please note that your answers here will not affect the real life future prices charged for your landline.
SINGLE CODE
We would switch all calls away from landline to another method ..................oooool.
We would switch some but not all calls away from landline to another method .........
This would not have any impact on the calls we make using a landline......................

[ 70) 0 18 A 1) 2

ASK IF WOULD SWITCH ANY CALLS AT Q43 (CODES 1-2)

SHOWCARD Q44 Which of these would you use instead to make calls if the price of total landline
bills and not just calls increased by 10%, so an extra [EY] each month?

MULTI CODE
Switch to Mobile VOICE CallS..........ooiiiiiiiiie e
Switch to online calls/ VolP/ Skype/ FaceTime calls online...........ccccccovviiiiiiieninnnnn
SWILCH 10 @M ...
Switch to mobile phone texts or instant Messaging.........cc.uevveeviiiiieeeiniriiece e
Something €1Se — SPECIFY ..ot a e e e e e eaeeeeeees

[0 70) 0 18 A 1) 2T



Classification: CONFIDENTIAL

Q45

Q46

ASK IF WOULD SWITCH ANY CALLS AT Q43 (CODES 1-2)

Would you rely on [that other method/ those other methods] and give up your landline if the price of
total bills increased by 10% - even if it meant that you couldn’t have a fixed broadband service at
home unless this was from Virgin's cable network?

SINGLE CODE

Yes, would give up landline and just use other methods..........cccceeeeeeeeiiiiiiiiiiicces 1
NO, Would Keep 1andliNe ...........uuuuiiiiiiiiiieii e 2
9o 8 A g T PSSR 3

ASK IF WOULD NOT SWITCH ANY CALLS AT Q43 (CODE 3)

Why would you be unlikely to consider taking any action if the price of total landline bills increased by
10% so an extra [EY] each month?

DO NOT READ OUT MULTI CODE

Too MUCh hassle t0 ChaNQE .........uuuiiiii e 1
Reliability of the CONNECHION..........ccooiiiiiiii e 2
Quality Of CUSIOMET SEIVICE ......cci ittt e e e e e e e e e e e e eeeeees 3
Habit/ always used 1aNdliNE ............cooiiiiiiii e 4
Alternatives are t00 EXPENSIVE ....uuviiiiiiieiieeie e e e s e e e e e e e e e e e e aaaaaaaaes 5
| prefer to make calls from my landline.............ooooiiie e 6
Less convenient/ less easy to use mobiles ..........cccciiiiiii 7
Don't have/ USe @ MODIIE ..........uuiiiiiiiii et 8
Less convenient/ less easy to use VolP/ video calls online..........ccccvveeevieiiiiiienennnnn, 9
Don’t have access to/ use VolP/ video calls online ..........cccccooviiiiiee i, 10
Don’t trust alternatives. ... 11
10% is not a large increase/ still affordable .............ccccooeo i 12

Have landline in a bundled package and don’t want to switch/ lose other services.. 13

Don’t use the landline mMuUCh anyway ............cccccviiiiiee e 14
I need a landline in order to get broadband..............ccccciiiiiiiiiiiiii 15
(@1 1= B (== {0 ) o 13O 16

[ Lo 18 A 4 TR 17



Classification: CONFIDENTIAL

Q47  ASK ALL WITH A LANDLINE AT S5 (CODE 3) AND WITH BROADBAND AT S5 (CODE 4)

SHOWCARD Q47 If you could buy broadband as a standalone service without needing to have a
landline, how likely would you be to still pay for a landline assuming some price drop for the landline
service?

SINGLE CODE Very likely to still pay for a landline service.............cccccviiiiiiiiiieennen.
Fairly likely to still pay for a landline service.............ccccooevveiiieiinnnns
Fairly unlikely to still pay for a landline service...............ceooiiiiininns
Very unlikely to still pay for a landline service...........ccccccvviviieieeeenn.n.

Don’t know

Q48  ASK ALL WITH A LANDLINE AT S5 (CODE 3) AND WITH BROADBAND AT S5 (CODE 4)

SHOWCARD Q48 So if you could buy broadband as a standalone service without needing to have a
landline...

How much cheaper per month would your landline bill need to be in order for you choose to keep
your landline?

IF NECESSARY - So, in pounds, what saving would need to see on your monthly landline bill for
you to keep your landline rather than just have broadband and

ENTER AMOUNT IN POUNDS THAT RESPONDENT WOULD WANT AS A SAVING

IF RESPONDENT SAYS IT WOULD NOT NEED TO BE CHEAPER/ THEY WOULD KEEP THEIR
LANDLINE/ WOULD NOT CONSIDER ONLY HAVING BROADBAND — ENTER ZERO

IF RESPONDENT IS UNSURE, ENTER 999 FOR DON'T KNOW



Classification: CONFIDENTIAL

Q49

Q50

Q51

ASK ALL
What is your working status?
SINGLE CODE

ASK ALL

Working full time (30hrs/wk+)

Working part time (8-29 hrs/WK) ..........coooeiiiiiiiiiiieeeee

Not working (i.e. under 8hrs/wk) — retired ..........cccccoeeeeiiiiiiiiiicices

Not working (i.e. under 8hrs/wk) — unemployed (registered/ not

registered but looking for work)

Not working (i.e. under 8hrs/wk) — student................c.ccooee i,

Not working (i.e. under 8hrs/wk) — housewife/ disabled/ other

Don’t know

Do you or does anyone else in your household operate as self-employed or run a business from

your home?
SINGLE CODE

Yes, someone is self-employed

Yes, a business is run from home

ASK IF ANYONE RUNS A BUSINESS FROM HOME/ OPERATES AS SELF-EMPLOYED AT Q50

(CODES 1-2)

Does that person/ business use the same provider for landline as we talked about earlier for the

business — so [Q1]?

IF SAME PROVIDER IS USED — And is that using the same line?

SINGLE CODE

Yes, same landline provider using the same line for both.................

Yes, same |
business....
Don’'t use a
No, use ad

Don’t know

andline provider but using a separate line for the
landline for the business ..........ccccccvvviiiiiiiiiiiee,

ifferent landline provider for the business......................



Classification: CONFIDENTIAL

Q52

Q53

ASK IF DIFFERENT LANDLINE PROVIDER USED AT Q51 (CODE 3)

Which landline provider is used for the business?

SINGLE CODE

BT et 1
CO-0p/ CO-0PEIALIVE.....cccei i e i i e e e e 2
DEMON oot 3
EE (inc. Orange/ T-MObile) .......eiviiiiiiiiii e 4
Fuel Broadband .............ooveiiiiiiiiieciee e 5
HOMECAIL ... 6
JONN LEWIS ..ttt 7
KCOMIM ittt 8
@ ) TSP TP TPRUUPR RPN 9
PIUSNEL ...t 10
POSE OFfiCE ... 11
PHMUS ..o 12
S e 13
SO e e 14
TAIKTAIK . 15
TESCO ..ttt a e e 16
TRMEE e 17
Utility WarenOUSE...........oeviieiiiiiii e 18
VIrgin MeAIA ... 19
VOAAIONE. ... 20
Other — SPECIFY ..ottt 21
DOM T KNOW ... 22

ASK IF ANYONE RUNS A BUSINESS FROM HOME/ OPERATES AS SELF-EMPLOYED AT Q50

(CODES 1-2)

Does that person/ business use the same provider for broadband as we talked about earlier for the

business — so [Q2]?

IF SAME PROVIDER IS USED — And is that using the same line?

SINGLE CODE

Yes, same broadband provider - using the same line for both.......... 1

Yes, same broadband provider but using a separate line for the

01U T[T 2
Don’t use broadband for the business ..........ccocooeviiiiiiiiiiiiiiee, 3
No, use a different broadband provider for the business .................. 4

[ID70) 0 18 A4 10 )Y 5



Classification: CONFIDENTIAL

Q54

Q55

Q56

ASK IF DIFFERENT BROADBAND PROVIDER USED AT Q53 (CODE 3)

Which broadband provider is used for the business?

SINGLE CODE

ASK ALL

BT et 1
CO-0p/ CO-0PEIALIVE.....cccei i e i i e e e e 2
DEMON oot 3
EE (inc. Orange/ T-MObile) .......eiviiiiiiiiii e 4
Fuel Broadband .............ooveiiiiiiiiieciee e 5
HOMECAIL ... 6
JONN LEWIS ..ttt 7
KCOMIM ittt 8
@ ) TSP TP TPRUUPR RPN 9
PIUSNEL ...t 10
POSE OFfiCE ... 11
PHMUS ..o 12
S e 13
SO e e 14
TAIKTAIK . 15
TESCO ..ttt a e e 16
TRMEE e 17
Utility WarenOUSE .........oeeiiieiiiiiiiiie e 18
VIrgin MeAIA ... 19
VOAAIONE. ... 20
Other — SPECIFY ..ottt 21
DOM T KNOW ... 22

What is the total number of people in the household (including respondent and any children)?

WRITE IN

ASK ALL

Do you or someone else in your household have power of attorney to manage the landline service
on behalf of somebody living elsewhere — perhaps an elderly or disabled relative, friend or

neighbour?
SINGLE CODE



Classification: CONFIDENTIAL

Q57

ASK ALL

SHOWCARD Q57 Please could you say which letter from this card applies to your total household

income from all sources, before tax and other deductions?

SINGLE CODE

Per week Per Year
Up to £199 Up to £10,399
From £200 to £299 From £10,400 to
£15,599
From £300 to £499 From £15,600 to
£25,999
From £500 to £699 From £26,000 to
£36,399
From £700 to £999 From £36,400 to
£51,999

£1,000 and above

£52,000 and above

Don’t know

Refused




