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1 Introduction

Background, methodology and sample approach
Background

DJ]S Research (DJS) was commissioned to conduct two surveys to assist the CMA's
inquiry into the anticipated joint venture between the UK telecoms businesses,
Vodafone Limited and Hutchison 3G UK Limited (referred to as Vodafone and Three,
respectively, in this report).

The research covered by this report focused on surveying a nationally representative
sample of UK adults aged 18+ between May 16% and June 5th 2024 using a ‘push-
to-web’ approach. The other survey was conducted with a sample of Vodafone’s and
Three’s customers (the Customer list survey) and the findings from this are
presented in a separate report.

Sample source and design

To achieve a UK-representative sample of adults aged 18+ via postal invitations,
DJS Research selected 10,000 residential addresses from Royal Mail’s Postcode
Address File (PAF), using a stratified random probability sample method.

To ensure the sample selection was representative of UK households, the total PAF
database (excluding commercial addresses) was divided into strata based on
region/nation, IMD quintiles and broad rural/urban classification.

DJ]S Research then randomly selected the number of properties required from within
each stratum, giving every property the same chance of being selected.

Research design
DJS worked with the CMA to finalise the questionnaire.

The questionnaire and survey invitation were cognitively tested via 10 telephone
interviews, to gather feedback and test understanding. Cognitive testing focussed
on ensuring questions could be easily understood and that all options were included
in pre-coded lists, with a particular focus on:

e Checking that respondents could identify what type of mobile phone package they
currently have

e Respondents’ understanding of the difference between using their phone on Wi-
Fi vs. their network connection/data

e Obtaining feedback on the choice factor questions

e Whether the invitation letter and survey itself were clear and engaging, including
checks on whether the routing instructions on the paper survey were understood.

Following the cognitive testing, which showed that respondents tend to be well-
informed about mobile phone packages, minor tweaks were made to the wording of
some questions and answer codes for extra clarity.
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Push-to-Web approach

Survey invitations were sent to the 10,000 UK households randomly selected from
the PAF. Invitations gave all individuals the choice of completing the survey on paper
or online:

e A link to the online survey, as well as a QR code, was provided on the survey
invitation. Unique login details were also provided, allowing D]S Research to
track survey responses and ensure only one completion per household.

e A paper survey and a pre-paid envelope were also provided as an alternative
to completing the survey online.

To increase accessibility and inclusivity further, respondents with reading or
language difficulties were offered the option of completing the survey via telephone
(in up to 8 other languages?).

A survey helpline, bespoke email address and webpage were also available to
participants.

The survey averaged around 7 minutes in length, and a £10 voucher was offered to
incentivise participation.

To qualify for the survey, a respondent had to be aged 18+, own a mobile phone,
and pay for a mobile phone package that they had chosen themselves. They also
had to know the type of mobile phone package they were currently on and who their
current provider was.

If more than one person in the household was eligible for the survey, households
were asked to select the person whose birthday was next.

After the initial invite (enclosing the paper questionnaire) one reminder was sent
(without the paper questionnaire). Sufficient complete responses were received
without the need for a further reminder.

The survey materials used are provided at the Appendix at the end of this report. In
this report, the question numbers that are referred to at each chart align with the
question numbers used in the online survey, so readers should refer to the online
questionnaire.

1 Welsh, Polish, Romanian, Urdu, Panjabi, Spanish, Portuguese, Bengali



Sample breakdown and response rate

Eight hundred valid responses were received - 527 via the online survey and 273
via post. The overall response rate achieved was 8.7%, obtained from the 10,000
postal invitations and an eligibility rate of 92%. Sixty-five respondents were
ineligible, mainly due to respondents not paying the costs of using their personal
mobile phone or not providing a valid answer to a screening question.

Table 1: Breakdown of sample & response rate

Number
Invites issued 10,000
Surveys completed 800
Screen outs (ineligible) 65 (8%)
Under 18 3 (0.3%)
No mobile phone for personal use 6 (0.7%)
Doe'sT not pay costs of using personal 22 (2.6%)
mobile phone
Did not choose mobile phone package 9 (1%)
Other ’(e.g. Don't know or Prefer not 25 (2.9%)
to say’ at screener questions)
Eligibility rate
(Number of completes/ (number of completes+ 92%
screen outs))
Response rate* 8.7%

*Response rate = number of completes / (hnumber of invites x eligibility rate)

Table 2: Survey completion

Methodology Number Proportion of
completed completed
surveys

Online surveys 557 66%
completed

Paper surveys 273 34%
completed

Analysis

All results presented in this report are based on data weighted to the UK adult
population aged 18+ unless stated otherwise. Therefore, the weighted survey
findings may be considered to be estimates for this wider population of individual
consumers.?

2 And subject to sampling error along with other types of survey error.



Approach to weighting

The interviewed sample was a close match to the profile of the UK adult population
aged 18+. Corrective weights have been applied to the data ensuring parity with the
profile of the UK adult population aged 18+. The data has been weighted by: age
within gender; region/nation; rurality, and IMD.3

3 Iterative rim weighting has been applied to the following (non-interlocking) marginal totals: age
and gender (6 categories - male aged 18-34, female aged 18-34, male aged 35-64, female aged
35-64, male aged 65+, female aged 65+); Region (12 categories — 9 English regions plus 3 other
home nations); IMD quintiles (5 categories); and urban/rural (2 categories).



Demographics

The following charts provide an overview of the demographic breakdown of the
survey respondents. In each chart, the unweighted survey responses are compared
with the profile of the UK population aged 18+, based on the latest available
population estimates. This is provided in order to place the responses in context and

has not been used for analysis purposes.

Overall, a good spread of respondents was achieved by age and gender, with some
under-representation in the youngest age group. This has been corrected by

weighting the data by age within gender to the UK population.

Age

18-34 (n=134)

14%
35-44 (n=113)

14%

45-54 (n=139)

55-64 (n=161)

32%
65+ (n=253)
24

l

B Unweighted profile ®UK population*

Source: S01. What age group do you fall into?
Base: all respondents (n=800). * Based on ONS mid-year estimates (26th March 2024)



Gender

47 %
Male (n=378)
48%

32%

Female (n=416)
52%

<0.9%

Other (n=1)

Prefer not to say 1%

(n=4)
m Unweighted profile = UK population®

Source: D0O1. Please select your gender.
Base: all respondents (n=800). * Based on ONS mid-year estimates (26th March 2024)

6%
14%p
22%
Male 35-64 (n=177)
2494
19%
11%p
11%
Female 18-34 (n=835)
14%
29%
Female 35-64 (n=234)
25%
12%p
Female 65+ (n=97)
13%

m Unweighted profile ®mUK population*

Gender by age

Male 18-34 (n=48)

Male 65+ (n=153)

Source: S01. What age group do you fall into? DO1. Please select your gender.
Base: all respondents (n=800). * Based on ONS mid-year estimates (26th March 2024)



The sampling approach and research methodology also achieved a good spread of
response by region/nation, rurality and IMD. The achieved sample has been
weighted by these variables to correct for slight variances.

Region
England (n=688) _&ﬁ%,
Scotland (n=55) I 7800//1;
o | 532
Northern Ireland (n=18) l 2300//?3
North East (n=21) 200//?3
North West (n=94) il-%%:
Yorkshire and The Humber 9%
(n=71) I 8%
East Midlands (n=46) g"o//%
West Midlands (n=63) %Do//?,
East (n=87) 910}00/0
London (n=80) 1](.)?%}0

South East (n=136) . 1]470350

South West (n=90) ' &D}OO/O

m Unweighted profile m UK population*

Source: IMD, region and setting are derived from postcode data (n=800).

* Based on ONS mid-year estimates (26th March 2024)

Setting
1-5 rural 17%
village/hamlet
(n=135) 12%
6-7 rural 12%
town/fringe/urban
sparse (n=93) 8%

8-10 urban 72%

conurbation/large

town/city (n=572) 80%

m Unweighted profile m UK population*

Source: IMD, region and setting are derived from postcode data (n=800).

* Based on ONS mid-year estimates (26th March 2024)



IMD
IMD1 - most deprived 14%
(n=110) 19%
17%
IMD2 (n=137)
20%
229
IMD3 (n=177)
219%
22%
IMD4 (n=178)
20%

IMD5 - least deprived 25%

(n=198)

20%0
m Unweighted profile m UK population*

Source: IMD, region and setting are derived from postcode data (n=800).

* Based on ONS mid-year estimates (26th March 2024)

The weighting efficiency for the weight to the UK population is 80.29%. An
efficiency score greater than 70% is deemed to be fit for purpose.
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2 Summary of key findings

Purchase of mobile phone package
Negotiating a mobile phone package

In connection with their current mobile phone package, respondents were asked if
they had ever tried to negotiate a better deal than the one they were first offered.
Four in ten had tried to negotiate a better deal than the first one they were offered.
Of these, around three-quarters were successful in their negotiations.

The most common outcome of successful negotiations was a decrease in the cost
of the package, followed by an increase in the data allowance.

Usage of network data

Smartphone usage

The vast majority of respondents surveyed had a smartphone (97%).
Usage of network service

Network data was mostly used for voice calls, instant messaging services, browsing
the internet and emails. While around one in four played online games, less than one
in ten used their provider’s network service to play online games where speed is
important.

Choice factors
Choice factors

The single main reason for choosing a current provider was price/discounts (46%),
compared with 13% who chose their current provider based on a network-related
reason.

Influencing factors on choice of new provider

Price/discounts (55%) were also more likely to be the main consideration if
respondents were to choose a new provider (vs. 18% that would consider network
factors).

Around half of respondents would look at what is available on different providers’
websites, and/or would use a comparison website, before choosing a new provider
in the next month.

Willingness to pay more

15% of respondents said they would pay more for a faster network connection. 33%
of respondents said they would pay more for a more reliable connection.

11
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3 Survey results

Package type & provider
Current mobile phone package

Nearly half of respondents indicated they are on SIM-only contracts, and around a
third indicated they are on a contract that included the cost of their handset and

usage/airtime.

Where respondents indicated they are on a monthly contract, in the majority of cases
no other services are included.

Figure 1: Current mobile phone package

SIM-only contract* 48%

Contract™ 329%

Prepay/Pay as you go
(PAYG) bundles*

Prepay/Pay as you go 50
(PAYG) using top-ups o
Split contract* I 4%,

Source: S05. Which of the following best describes the mobile phone package that you use?

Base: all respondents (n=800).

* Full code descriptions: Contract (which includes the cost of your handset and for usage/airtime); Split contract (separate
contracts for your handset and your usage/air-time); SIM only contract (you only pay for usage/airtime); Prepay/Pay as you
go (PAYG) bundles (texts, minutes and data allowance lasting 30 days, no contract but rolls-over unless cancelled)

12



Figure 2: Services included in monthly contract

No - no other services

A mobile handset

66%

24%

Home broadband 7%
Landline I 4%
Pay TV I 2%
Other I 2%
Don't know I 3%

Source: S06. If your mobile phone package is part of a monthly contract, are there any other
services that you get included in your contract?
Base: all respondents in a contract (n=682).

Current mobile network provider

Around one in five respondents said their current provider is O2 or EE
and Three brands are the next most used brands*.

Figure 3: Current mobile network provider

02

EE

Vodafone
Three (3)
Tesco Mobile
GiffGaff

iD Mobile
Sky Mobile
Lebara
Smarty

Voxi
Talkmobile
BT Mobile
Utility Warehouse
Lyca Mobile
Virgin Mobile
Asda Mobile
TalkTalk
Other

I 200
I 190
I 12
I -

I =

I 70

I oo

I 5o

N 4

I 20

B 2%

B 1%

B 1%

B 1%

B 1%

| <0.5%

| <0.5%

| <0.5%

B 1%

Any:

Vodafone
brand
16%

Source: S08. Which mobile network provider are you with for your mobile phone?
Base: All respondents (n=800).

. Vodafone

4 Vodafone brands include Vodafone, Voxi and Talkmobile. Three brands include Three (3) and

Smarty.
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Purchase
Current mobile phone package

Over half of respondents purchased their current mobile phone package at least a
year ago.

Half were already using the provider immediately before their current package, while
a third had switched to that provider for the first time.
Figure 4: When current mobile phone package was purchased

Within the last 3 months 11%

4-6 months ago 12%

7-12 months ago 16%

1-2 years ago 25%

More than 2 years ago 34%

Don't know | 1%

Source: Q01. When did you purchase your current mobile phone package from your current
provider?
Base: all respondents (n=793).

Figure 5: Is this your first mobile phone package with your current

provider?
-
I 12%

Dont know 2%

I had a mobile phone package with my
current provider immediately before
my current package

This is my first mobile phone package
with my current provider

I had a mobile phone package with my
current provider in the past (but not
immediately before my current one)

Source: Q02. And is it your first mobile phone package with your current provider, or have you had
one with them before?
Base: all respondents (n=793).
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Of those already with their current provider immediately before taking out their
current package, two-thirds had looked at what else was on offer from that
provider. Less than half had looked at offers from other network providers.

Figure 6: Action taken before taking out current package

I looked at what else was on offer 66%
from my current provider o
I looked at what was on offer from
other mobile phone network 41%
providers
None of the above . 10%

Can't remember I 2%

Source: Q03. Before you took out your current package, which of the following did you do? Please
select all that apply.

Base: those whose package immediately before the current one, was with the same provider
(n=430).

Negotiating a deal

In connection with their current mobile phone package, respondents were asked if
they had ever tried to negotiate a better deal than the one they were first offered.
Less than half (41%) had tried to negotiate a better deal than the package first
offered.

Around three-quarters of those who tried to negotiate a better deal said they were
successful.

Those who successfully negotiated a better deal were asked what was better about
the new deal. The most common outcome of these successful negotiations was to
decrease the cost of the package. The second most common outcome was to
increase the data allowance of the package.

15



Figure 7: Attempt to negotiate a better deal

B Yes, when I first took out the package
B Yes, after I took out the package

m No

® Don't know

Source: Q04. Thinking about your current mobile phone package, have you ever tried to negotiate
a better deal than the one you were first offered?
Base: all respondents (n=793).

Figure 8: Success in negotiating a deal

mYes mNo mDon't know

Source: Q05. And did you manage to get a better deal than was originally offered by your current
provider?
Base: those who tried to negotiate a better deal (n=324).
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Figure 9: Advantages of the new deal

Decreasing the cost of my
package

Increasing my data allowance

Increasing my free texts and/or
minutes

Upgrading my handset

Adding an entertainment
package

Changing the contract length
Other I 2%

Don't know /can't remember I 2%

Source: Q06. And what was better about the new deal? Please select all that apply.
Base: those who managed to negotiate a better deal (n=246).

Monthly cost

Those respondents who had previously said they were on a contract or a hybrid
package that rolls over unless cancelled were then asked about the regular cost of
their mobile phone package. Based on the survey responses, the average monthly
cost for a mobile phone package for contract/hybrid users is £25.50.

The average cost increases to £39.77 when any extra services are included and falls
to £20.62 among respondents who do not have any extra services as part of their
contract.

Figure 10: Monthly costs for phone package

Up to £4.99 I 3%

£5to £9.99 _ 25%

£20 to £49.99 _ 289 Average (extra Average (_no
’ coz‘;‘:;:gfhsilrlid services extra services

- included): included):
£50 to £99.99 - 10% users): £25.50 £39_77) £20.62)

£100 to £249.99 | 1%

£250 or more 0%

Don't know <0.5%

Source: Q07. We are now going to ask you about the cost of your mobile phone package. Roughly
how much do you pay each month for your mobile phone package? If you have said that your
current provider provides you with a handset/landline/broadband as well as for the mobile phone
service, then please include the cost of the entire package when answering.

Base: contract/hybrid users (n=739 overall / n=206 with extra services and n=438 no extra
services).
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Smartphone usage
Network usage on smartphones

When asked if their mobile phone is a smartphone, the vast majority said yes
(97%.)>

Those with a smartphone were asked which activities they do when using their
providers’ network service (as opposed to being on WiFi). The most common use of
network data is for voice calls, instant messaging, browsing the internet and emails.
Around one in four play online games, and around one in thirteen use their provider’s
network to play online games where speed is important.

Figure 11: Usage of network services

Make and/or receive voice calls _92°/o
Send, receive or read e-mail messages _ 929%
Browse the internet* _ 91%
Use instant messaging services* _ 90%

Make or receive video calls* _ 62%

Listen to music, radio, e-books, podcasts _ 62%

Make contactless payments* _ 549%%
Watch ‘live video™ _ 35%

Play online games where speed is not important* _ 27%
Play online games where speed is important* - 8%

Can't remember ‘ <0.5%

ANY MENTION OF: Play online games || N 272~

Source: Q09. Mobile phones can use either their provider’s network (i.e. using your own data) or a
Wi-Fi connection (e.g. when at home, work, someone else’s home and in some public places for
various purposes). Still thinking about your main mobile phone (the one you use most), which of
the following do you ever do when using your provider’s network service (i.e. when using your own
data and not on a WiFi connection)? Please select all that apply, but do not include any of these if
you ONLY do them when on WiFi.)

Base: those with a smartphone (n=765).
* Full code descriptions:

Use instant messaging services (e.g. WhatsApp, Facebook Messenger, Snapchat, iMessage)
Browse the internet (e.g. read content, search for something, look at pictures)

Make contactless payments at point of sale/checkouts/rail or bus fares

Make or receive video calls (e.g. Teams, Zoom, Google Meet, WhatsApp, Facetime etc)
Watch ‘live video’ e.g., live sports events, concerts via TV channels, YouTube, Netflix etc.
Play online games where speed is not important (e.g., Chess, Minecraft)

Play online games where speed is important (e.g., Valorant, Call of Duty)

5 Source: Q08. Is your mobile phone a smartphone?
Base: all respondents (n=799).
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Choice factors
Reasons for choosing current provider (multi-response)

Respondents were asked to think back to when they took out their mobile phone
package and to select the reasons why they chose their current provider over any
other provider.

The most common reason for choosing their mobile phone provider was price: nearly
three-quarters of respondents chose their current provider because of price or
perks/discounts, among other reasons. Around half chose their current provider for
reason(s) relating to network quality, including network speed, coverage, reliability,
etc.

Figure 12: Reasons for choosing provider

price I 55/
Network coverage [N 410
Good previous experience with this provider [ NGB 26%

Generous data allowance [IIINIGINGEGNGEGEGE =20 All that
Unlimited or high volume of texts [ NNNNNEGEEE 25 %o mentioned:
Having free roaming in the EU (and possibly elsewhere) [ 240 )
Brand reputation of the provider [N 24 % Price*
Contract length NN 21% 72%

Network reliability for voice calls | RN 21
Customer service of the provider | I 18%

Network speed I 17%
Network reliability for uploading and downloading data | 16%

Having unlimited data [ NN 16%

Handset make/type/version | I 14% All that
Perks/rewards/discounts/offers | I 14% mentioned:
Handset upgrade or availability [ N 12%
Roaming costs [ 12% Network**
Other services that formed part of the bundle [l 7% 51%

Network response speed for gaming [l 2%
Other B 2%
Don’t know/can’t remember [l 3%

Source: Q10. Thinking back to when you took out your mobile phone package with your current
provider or when you last renewed your mobile phone package with them, which of the following
were reasons for choosing your current provider, rather than any other alternative mobile network
providers? Please select all that apply.

Base: all respondents (n=773)

*Price = ‘Price’ + ‘Perks/rewards/discounts/offers’

**Network = ‘Network coverage’, ‘Network reliability for voice calls’, ‘Network speed’, ‘Network reliability for uploading or
downloading data’ and/or ‘Network response speed for gaming’

Reason for choosing current provider (single-response)

When asked to select the single main reason for choosing their current provider,
respondents were most likely to cite price. Mention of any network-related reasons
came a distant second.

19



Figure 13: Main reason for choosing a provider
Price | 4/

Good previous experience with this provider [ I 13%
Network coverage I 10%

Generous data allowance [l 4% All that
Having free roaming in the EU (and possibly elsewhere) Il 3% mentioned:
Having unlimited data [l 3% .
Handset make/type/version [l 3% Price*
Brand reputation of the provider [l 3% 46%

Handset upgrade or availability [l 2%
Network reliability for voice calls | 2%
Perks/rewards/discounts/offers | 2%
Customer service of the provider | 2%

Other services that formed part of the bundle | 2%
Contract length | 1% All that

Network speed | 1% mentioned:
- ) ! o
Network reliability for uploading and downloac_llng data | 1% Network**
Roaming costs | 1% 13%

Unlimited or high volume of texts | <0.5%
Network response speed for gaming 0%
other [l 3%
Don't know/can’t remember [ 2%

Source: Q11. And which of these was the single main reason for choosing your current provider?
Please select one option only.

Base: all respondents (n=718).
*Price = ‘Price’ + ‘Perks/rewards/discounts/offers’
**Network = ‘Network coverage’ + ‘Network reliability for voice calls” + ‘Network speed’ + ‘Network reliability for uploading

or downloading data’

Main factor were they to choose a provider next month

Respondents were asked which of the following factors would be their main
consideration if they had to choose a hew mobile network provider in the next
month. Around half of respondents cited price would be their main consideration.
In contrast, less than a fifth cited network-related reasons would be their main

consideration.

Figure 14: Main reason for choosing provider in the next month

Price I 52
Network coverage [ 12%
Having free roaming in the EU (and possibly elsewhere) [l 5%

Having unlimited data [l 4% All that
mentioned:

Generous data allowance | 4%
Network reliability for voice calls [l 4% .
Customer service of the provider [l 3% Price*
Brand reputation of the provider [l 3% SERL

Network speed | 2%
Perks/rewards/discounts/offers ] 2%
Handset upgrade or availability | 2%

Handset make/type/version | 1%

Other services that formed part of the bundle | 1% All _that
Network reliability for uploading and downloading data [ 1% mentioned:
Contract length | 1%
Roaming costs | 1%
* %
Unlimited or high volume of texts <0.5% Network
18%

Network response speed for gaming 0%
Good previous experience with this provider Q9%
Other | 0%

Don’t know/can’t remember | 2%

Source: Q12. Which of the following would be your main consideration if you had to choose a new
mobile network provider in the next month? Please select one option only.

Base: all respondents (n=745).
*Price = ‘Price’ + ‘Perks/rewards/discounts/offers’
**Network = ‘Network coverage’ + ‘Network reliability for voice calls” + ‘Network speed’ + ‘Network reliability for uploading or

downloading data

20



Actions to take before deciding on a new provider

Respondents were asked, ‘And if you were having to choose a new mobile network
provider in the next month, which of the following actions would you be likely to
take before deciding on that provider?’ In response, around half of respondents
said they would look at what is available on different providers’ websites, and/or
would use a comparison website.

Figure 15: Actions likely to take before deciding on new provider
Look at what is available on different
3 , ) 56%
providers’ websites
Use a comparison website (e.g. 519
Uswitch, Compare the Market) o
Ask for advice from family, friends
Discuss offers with different
providers’ staff* - 23%
Other research I
None of the above I 3%
Don’t know/not sure I 3%

Source: Q13. And if you were having to choose a hew mobile network provider in the next month,
which of the following actions would you be likely to take before deciding on that provider? Please
select all that apply.

Base: all respondents (n=794).
* Full code description: Discuss offers with different providers’ staff (on the phone, online or in a store).
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Willingness to pay more for a faster or more reliable network connection

Respondents were asked if they would be willing to pay more than they do now for
a faster network connection when they next make a decision about choosing a mobile
network provider. Around one in seven respondents said they would be willing to pay
more for a faster network connection.

Respondents were also asked if they would be willing to pay more than they do now
for a more reliable network connection when they next make a decision about
choosing a mobile network provider. A third of respondents said they would be willing
to pay more for a more reliable network connection.

Figure 16: Willing to pay more for a faster network connection

mYes, I would
be willing to
pay more

m No, I would
not be willing
to pay more

m Don’t know

Source: Q14. When you next make a decision about choosing a mobile network provider, would
you be willing to pay more than you do now for a faster network connection?
Base: all respondents (n=793).

Figure 17: Willing to pay more for a more reliable network connection

mYes, I would
be willing to
pay more

mNo, I would
not be willing
to pay more

mDon't know

Source: Q15. And would you be willing to pay more for a more reliable network connection?
Base: all respondents (n=793).
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Survey invitation letter

S

research

Address 1
Address 2
Address 3

Postcode

You are invited to share your views
in a short survey to help inform key
decisions that may impact mobile
phone users like you. The survey
should take less than 10 minutes and
can be completed on paper or online.

The Competition and Markets Authority
{CMA), a government bady, needs ta
hear from as many mobile phone users as
possible, By participating in the survey
vou will help the CMA with Tmportant
worle It is doing related to consumer
protection in the mabile phone market.

Please complete the online or
paper questionnaire as soon
as possible.

After answering a few initial questions to
check you are eligible, if you return your
caompleted survey {online or in the post)
by Wednesday 5th June you will receive

a £10 GiftPay voucher, that can be used
inarange of high street and anline stores,
as a thank you for your time.

If there is more than one individual in
vour household that meets the eligibility
criteria, we suggest you ask the person
whaose birthday it is next to complete the
survey (only one response per household
is permitted}.

Thank you in advance for your help.
Yours sincerely,

Julle Hollingsworth,
Associate Director at DJS Research

May 2024

Receive a
£10 voucher for
completing
a short survey!

GIFTPAY VOUCHER

1. Scan the QR code or visit:
www.cmamobilesurvey.co.uk

2. Enter your unique reference

3. Fully complete
code & password:

the survey by
5th June &
receive your
£10 voucher!

Ref code:

Password:

1. Complete the paper
questionnaire enclosed

D4

4

3. Receive
your £10
voucher!

2, Return it in
the reply-paid
envelope
(free of charge)
before the 5th June

We will send a £10 GiftPay voucher for each
survey returned by 5th June 2024 (one per household).
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Further information

Why have you received this survey?

The Competition and Markets Authority (CMAJ}, a government body, has asked
DJS Research, an independent market research agency, to carry out a survey
in relation to important work it is doing associated with mobile phone use.

Your address has been randomly selected from the Postcode Address File
(Royal Mail’'s database of all addresses in the UK}.

More information about the CMA can be found on their website:
www.gov.uk/government/organisations/competition-and-markets-authority

What does the survey involve?

The survey should take less than 10 minutes. It can be completed online

(by going to www.cmamobilesurvey.co.uk and entering the reference number
and password from your letter), or by using the paper copy we have sent you
and returning it to DJS Research in the reply-paid envelope (free of charge).

If there is more than one individual in your household that meets the eligibility
criteria, we suggest you ask the person whose birthday it is next to complete
the survey {only one response per household is permitted).

Is the survey confidential?

Participation in the survey is entirely voluntary. If you choose to complete

the survey DJS Research and the CMA will be processing your personal data
using the lawful basis of ‘public task’ {processing necessary for the exercise of
a statutory function of the CMA under the Enterprise Act 2002). DJS Research
(the processor for your personal information} abides by the Market Research
Society Code of Conduct, which means that all of your personal data will be
kept secure and, should you participate in the research, they will share your
survey responses only with the CMA. You can find further details on

DJS Research’s privacy policy at www.djsresearch.co.uk/about/terms.

It won't be possible for you to be identified in any of the data that DJS Research
or the CMA shares with others, nor in any of the survey findings that the CMA
makes public. For further information you can view the CMA’s privacy notice
here: www.gov.uk/government/organisations/competition-and-markets-authority/
about/personal-information-charter

Who can | contact for help?

To find out more about the CMA and the survey being undertaken you can visit:
www.djsresearch.co.ulk/cmamobilesurvey

For any queries about the survey, or if you wish to opt out from receiving
any further contact about the survey please contact DJS Research at:
cmamobilesurvey@djsresearch.com

or by calling the survey helpline on 01643 795 485.

The CMA can be contacted at: onlinesurveyC@cma.gov.uk
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Online questionnaire

uestionnaire; CMA Vodafone Three Merger — @

General Population Survey (GPS) JS
research

Client name: CMA

Project name: Vodafone Three Merger

Job number: 9745

Methodology: Push to Web - General Population Survey

Version 7

Notes on this document

e Instructions in CAPS are for computer programming

e Instructions in jtalics are for telephone interviewers

s Bold or underlined words are for emphasis within a question

e Different question types have different numbers:

s Screener questions are labelled S01, S02, S03 etc.

e Main survey questions are labelled Q01, Q02, Q03 etc.

e Further demographic / classification questions are labelled C01, C02, CO3 etc.

s Number codes are included on each question for data processing purposes
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Survey of Mobile Phone users

Thank you for taking the time to fill in this survey, which should only take about 10
minutes. Please complete all questions to the end.

Pilease note: to qualify for this survey, you need to be aged 18+ and meet certain
eligibility criteria (only the first few quick questions need to be answered to check if
you qualify). Eligible participants who go on to complete the survey will receive a £10
GiftPay voucher (an electronic voucher redeemable in a range of high street and
online stores) as a thank you for your time.

Taking part in this survey is entirely voluntary as explained in our covering letter sent
to you by post, which also contained other important information that we encourage
you to read.

As the CMA and DJS Research will be processing your personal data, you have certain
rights over that data, including the right to complain. The CMA is the data controifer.
For more information about your rights, please see the CMA's privacy notice at

www. gov. uk/government/organisations/competition-and-markets-

authority/about/personal-information-charter and D15 Research’s privacy policy at:

www. disresearch.co.uk/about/terms

DIS Research will keep your personal data untif the final determination of the CMA’s
investigation and will then securely delete it.
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Screening questions

S01.
Base: all respondents
Which age group are you in?

Please select one option only.
SINGLE RESPONSE, ORDERED

Code  Answer list Scripting notes Routing
1 Under 18 years SCREEN OUT
2 18-24 years
3 25-34 years
4 35-44 years
5 45-54 years
6 55-64 years
7 65-74 years
8 75 years or over |
87 Prefer not to say SCREEN OUT |
S02.
Base: all respondents
Do you have a mobile phone for your personal use?
Please select one option only.
SINGLE RESPONSE
Code | Answer list Scripting notes Routing
1 Yes |
2 No SCREEN OUT |
S03.
Base: all respondents
Do you have more than one mobile phone for your personal use?
Please select one option only.
SINGLE RESPONSE
| Code | Answer list Scripting notes | Routing
[1 Yes |
[2 No |
INFO1

Throughout this survey, if you do have more than one mobile phone for personal
use, we would like you to think about the one you use the most.

sS04.
Base: all respondents
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using it yourself?

Please select one option only.
SINGLE RESPONSE

Thinking about your personal mobile phone, do you pay for the ongoing costs of

Code | Answer list Scripting notes Routing

1 Yes

2 No SCREEN OUT
S05.

Base: all respondents
Which of the following best describes the mobile phone package that you use?

Please select one option only.
SINGLE RESPONSE

Code | Answer list Scripting notes Routing
1 Contract {(which includes the cost of S06
your handset and for usage/airtime)
2 Split contract (separate contracts for 506
your handset and for your usage/air-
time)
3 SIM only contract {(you only pay for 506
usage/airtime)
4 Prepay/Pay as you go (PAYG) using S07
top-ups
5 Prepay/Pay as you go (PAYG) bundles S07
(texts, minutes and data allowance
lasting 30 days, no contract but rolls-
over unless cancelled)
5] Other (please specify) OPEN SCREEN OUT
85 Don't know SCREEN OUT
S06.

Base: where in a contract (S05/1-3)

If your mobile phone package is part of a menthly contract, are there any other

services that you get included in your contract?

Please select ali that apply.
MULTIPLE RESPONSE, ORDERED

Code Answer list Scripting notes Routing
1 A mobile handset

2 Landline

3 Home broadband

4 Pay TV

5 Other {Please specify) OPEN

a5 Don't know EXCLUSIVE

87 No - no other services EXCLUSIVE
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S07.
Base: all respondents

Did you choose this mobile phone package yourself?

Please select pne option only.
SINGLE RESPONSE

Code | Answer list Scripting notes Routing

1 Yes

2 No SCREEN OUT
S08.

Base: all respondents

Which mobile network provider are you with for your mobile phone?

Please select one option only.

SINGLE RESPONSE, ORDERED

Code Answer list Scripting notes Routing
1 Asda Mobile

5 BT Mobile

3 EE

4 GiffGaff

5 iD Mobile

6 Lebara

7 Lyca Mobile

a 02

9 Plusnet Mobile

10 Smarty

11 Sky Mobile

12 Talkmobile

13 TalkTalk

14 Tesco Mobile

15 Three (3)

16 Utility Warehouse

17 Virgin Mobile

18 Vodafone

19 Voxi

20 Other {Please specify) OPEN
85 Don't know SCREEN OUT

SCREEN OUT TEXT: Thank you for your interest in this research. Unfortunately,
on this occasion, you do not meet the criteria for the survey and cannot submit

the survey to us, so you do not qualify for the £10 GiftPay voucher.
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Purchase |

INFO 2: For the next few questions, please just answer in relation to the mobile
phone you use the most.

Qo1.
Base: all respondents

When did you purchase your current mobile phone package from your current
provider?

Please select gne option only.

SINGLE RESPONSE, ORDERED

Code | Answer list Scripting notes | Routing
1 | Within the last 3 months
2 4-6 months ago
3 7-12 months ago
4 1-2 years ago
5 | More than 2 years ago
85 | Don't know
QO02.

Base: all respondents

And is it your first mobile phone package with your current provider, or have you
had one with them before?

Please select one option only.

SINGLE RESPONSE, ORDERED

Code | Answer list Scripting notes | Routing
1 This is my first mobile phone package Q04

| with my current provider _ 7 _
2 I had a mobile phone package with my | Qo4

current provider in the past (but not
immediately before my current one) |
3 I had a mobile phone package with my Q03
current provider immediately before
| my current package. _
| 85 Don't know Q04

QO3.

Base: where package immediately before the current one was with the
same provider{Q02/3)

Before you took out your current package, which of the following did you do?
Please select all that apply.

MULTIPLE RESPONSE, ORDERED
Code | Answer list Scripting notes | Routing
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1 I looked at what else was on offer
from my current provider
2 I looked at what was on offer from
other mobile phone network
providers
87 None of the above EXCLUSIVE
85 Can't remember EXCLUSIVE
Qo04.

Base: all respondents
Thinking about your current mobile phone package, have you ever tried to
negotiate a better deal than the one you were first offered?

Please select one option only.

SINGLE RESPONSE, ORDERED

Code | Answer list Scripting notes Routing
1 Yes, when I first took out the package Q05
2 Yes, after I took out the package Q05
3 No
85 Don't know
QOS5.

Base: those who tried to negotiate a better deal (Q04/1-2)

And did you manage to get a better deal than was originally offered by your current
provider?

Please select gne option only.

SINGLE RESPONSE

Code | Answer list Scripting notes Routing
1 Yes

2 No

85 Don't know

QO06.
Base: those who managed to negotiate a better deal (Q05/1)
And what was better about the new deal?

Please select ali that apply.
MULTI RESPONSE, RANDOMISE

Code | Answer list Scripting notes Routing
1 Decreasing the cost of my package
2 Increasing my free texts andfor
minutes

Adding an entertainment package
Increasing my data allowance
Upgrading my handset

Changing the contract length {(where
applicable)

| W
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7 | Other (please specify) TEXT RESPONSE
| 85 Don't know/can’t remember EXCLUSIVE
Qo7.

Base: contract/hybrid users only (S05/1-3 OR 5)
We are now going to ask you about the cost of your mobile phone package.

Roughly how much do you pay each month for your mobile phone package? If
you have said that yvour current provider provides you with a
handset/landline/broadband as well as for the mobile phone service, then please
include the cost of the entire package when answering.

Please select one option only.

SINGLE RESPONSE, ORDERED
| Code | Answer list Scripting notes | Routing
Up to £4.99
| £5 to £9.99
£10 to £19.99
| £20 to £49,99
| £50 to £99.99
£100 to £249.99
| £250 or more
5 | Don't know

(oo RN RE BRIV, QIR SRR N AT )

Usage

QO08.
Base: all respondents

Is your mobile phone a smartphone? A smartphone is a phone on which you can
easily access emails, download files and apps, as well as view websites and
generally search the internet.

Please select gone option only.

SINGLE RESPONSE

| Code | Answer list Scripting notes | Routing
1 Yes
2 No

85 | Don't know

Q09.
Base: if they own a smartphone (Q08/1)
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Mobile phones can use either their provider's network (i.e. using your own data)
or a Wi-Fi connection (e.g. when at home, work, someone else’s home and in
some public places for various purposes.)

Still thinking about your main mobile phone (the one you use most), which of the
following do you ever do when using your provider's network service (i.e. when
using your own data and not on a WiFi connection)? Please select all that apply,
but do not include any of these if you ONLY do them when on WiFi.

MULTIPLE RESPONSE, ORDERED

Code | Answer list Scripting notes | Routing
1 | Make and/or receive voice calls
2 Send, receive or read e-mail

messages
3 Browse the internet (e.g., read

content, search for something, look at

| pictures) _

4 Use instant messaging services (e.g.,

WhatsApp, Facebook Messenger,
| Snapchat, iMessage)
5 Make or receive video calls (e.g.
Teams, Zoom, Google meet,
| WhatsApp, Facetime etc)

6 Listen to music, radio, e-books,
| podcasts
7 Make contactless payments at point of
_ sale/checkouts/ rail/bus fares
8 Watch ‘live video” e.g., live sports

events, concerts via TV channels, You
| Tube, Netflix etc

9 Play online games where speed is not
_ important {(e.g., Chess, Minecraft)
10 Play online games where speed is
important (e.g., Valorant, Call of
. | Duty)
85 | Can't remember

| Choice factors

Q10.

Base: all respondents

Thinking back to when you took out your mobile phone package with your
current provider or when you last renewed your mobile phone package with
them, which of the following were reasons for choosing your current provider,
rather than any other alternative mobile network providers?

Please select all that apply.
MULTI RESPONSE, RANDOMISE

10
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ode | Answer list Scripting notes Routing |
Contract length

Price
Handset make/ty pe/version
Handset upgrade or availability

Other services that formed part of the
bundle

ublwn =0

5 Network speed

7 Network reliability for voice calls

8 Network reliability for uploading and
downloading data

9 Network coverage

10 Network response speed for gaming

11 Customer service of the provider

12 Brand reputation of the provider

13 Generous data allowance

14 Having unlimited data

1.5 Unlimited or high volume of texts

16 Roaming costs

17 Having free roaming in the EU {and
possibly elsewhere)

18 Perks/rewards/discounts/offers
19 Good previous experience with this
provider
80 Cther {please specify) TEXT RESPONSE,
FIXED
85 Don't know/can't remember EXCLUSIVE, FIXED
Q11.

Base: all excluding those who don‘t know (excl. Q011/85)
And which of these was the single main reason for choosing your current
provider?

Please select one option only.

SINGLE RESPONSE, KEEP IN SAME ORDER AS Q10, SHOW CODES 1-19 IN
ONLINE SURVEY ONLY IF SELECTED AT Q10, HIDE Q AND AUTOCQODE IF ONLY
ONE REASON (CODES 1-80) SELECTED AT Q10.

Code | Answer list Scripting notes Routing |

1 Contract length

2 Price

3 Handset make/ty pe/version

4 Handset upgrade or availability

5 Other services that formed part of the
bundle

6 Network speed

7 Network reliability for voice calls

2] Network reliability for uploading and
downloading data

9 Network coverage

10 Network response speed for gaming

11
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1. Customer service of the provider
12 Brand reputation of the provider
13 Generous data allowance
14 Having unlimited data
15 Unlimited or high volume of texts
16 Roaming costs
17 Having free roaming in the EU (and
possibly elsewhere)
i8 Perks/rewards/discounts/offers
19 Good previous experience with this
provider
80 Other (please specify) TEXT RESPONSE,
FIXED
85 Don't know/can't remember EXCLUSIVE, FIXED
Q12

Base: all respondents
Which of the following would be your main consideration if you had to choose a
new mobile network provider jn the next month?

Please select pne option only.

SINGLE RESPONSE, ORDER AS PER Q10

Code | Answer list Scripting notes Routing |
1 Contract length
2 Price
3 Handset make/type/version
4 Handset upgrade or availability
5 Other services that formed part of the
bundle
6 Network speed
7 Network reliability for voice calls
8 Network reliability for uploading and
downloading data
9 Network coverage
10 Network response speed for gaming
11 Customer service of the provider
12 Brand reputation of the provider
15 Generous data allowance
14 Having unlimited data
15 Unlimited or high volume of texts
16 Roaming costs
17 Having free roaming in the EU (and
possibly elsewhere)
i8 Perks/rewards/discounts/offers
80 Other (please specify) TEXT RESPONSE,
FIXED

12
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|85 | Don't know/not sure | EXCLUSIVE, FIXED

Q13.

Base: all respondents

And if you were having to choose a hew mobile network provider in the next
month, which of the following actions would you be likely to take before deciding
on that provider?

Please select ali that apply.
MULTI RESPONSE, RANDOMISE

| Code | Answer list Scripting notes Routing
1 Ask for advice from family, friends
- | and/or acquaintances _
2 Use a comparison website (e.g.
. | Uswitch, Compare the Market).
3 Look at what is available on different
‘ | providers’ websites. _ H
4 Discuss offers with different providers’
staff (on the phone, online or in a
_ | store).
80 Do something else (please specify) TEXT RESPONSE,
| | FIXED
| 87 | None of the above EXCLUSIVE, FIXED
85 Don't know/not sure EXCLUSIVE, FIXED
Q14.

Base: all respondents

When you next make a decision about choosing a mobile network provider,
would you be willing to pay more than you do now for a faster network
connection?

Please select one option only.

SINGLE RESPONSE

| Code | Answer list | Scripting notes | Routing
| 1 Yes, I would be willing to pay more

| 2 | No, I would not be willing to pay more

| 85 | Don't know

Q15.

Base: all respondents
And would you be willing to pay more for a more reliable network connection?

Please select one option only.

SINGLE RESPONSE
Code | Answer list Scripting notes Routing

L3
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[1 Yes, I would be willing to pay more
2 No, I would not be willing to pay more
85 Don't know

Demographics

Do1.

Base: all respondents
Please select your gender.
SINGLE RESPONSE, ORDERED

Code | Answer list Scripting notes Routing
1 Male
2 Female
3 Other TEXT RESPONSE BUT
NOT COMPULSORY IF
SELECTED
| 86 Prefer not to say
DO5.

Base: all respondents
Which of the following best describes the area you live in?

Please select one option only.

SINGLE RESPONSE, ORDERED

| Code | Answer list Scripting notes Routing
1 City centre or outskirts
2 Town
3 Rural

Do6.

Base: all respondents

The CMA may wish to contact you to ask further questions about your responses
to this survey. If you're happy for them to do so, please provide a contact
telephone number.

NAME:
TELEPHONE:
Code | Answer list Scripting notes Routing
| 87 I do not wish to be recontacted EXCLUSIVE
INCENTIVE

14
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COo1.

Base: all respondents

The quickest way for us to send your voucher is by email. Please enter your
name and email address, so that we can send you a £10 GiftPay voucher:
Name: OPEN

Email address: OPEN

| Code | Answer list | Scripting notes | Routing |
87 I do not have an email address EXCLUSIVE
co2.

Base: all respondents who do not have an email address (C01=87)

If you do not have an email address, then please provide your name and postal
address below, sc that we can send you a £10 GiftPay voucher via post:

Name: OPEN

Postal address: OPEN

INFO3
That is the end of the survey. Thank you very much for your time.

Please allow up to 7-10 working days for us to send you your GiftPay Voucher.

<IF CO1=COMPLETED AND 87 NOT SELECTED> If you have not received it after
10 working days, then please check your spam/junk mail.

15
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Paper postal questionnaire

djS cma®

research Competition 8 Markets Authority

Survey of Mobile Phone Users

Thank you for taking the time to fill in this survey, which should only take about 10 minutes.
Please complete all questions to the end - only leaving out those that from the instructions are
clearly not relevant to you - and then return your completed questionnaire to DJS Research

in the reply-paid envelope enclosed by Wednesday 5th June (yvou do not need to attach a stamp).

Please note: to qualify for this survey you need As the CMA and DJS Research will be processing

to be aged 18+ and meet certain eligibility your personal data, you have certain rights over
criteria (only the first few quick questions need that data, including the right to complain.

to be answered to check if you qualify). Eligible The CMA is the data controller. For more information
participants who go on to complete the survey about your rights, please see the CMA's privacy

will receive a £10 GiftPay voucher (an electronic notice at www.gov.uk/government/organisations/
voucher redeemable in a range of high street competition-and-markets-authority/ about/

and online stores) as a thank vou for your time. personai-information-charter and DJS Research’s
Taking part in this survey is entirely voluntary i)g:\r/rc:scypohcy at: i djstesearchieolc/aoout)
as explained in our covering letter, which also

contained other important information that DJS Research will keep your personal data until

we encourage you to read. the final determination of the CMA's investigation

and will then securely delete it.

Q1. What age group are you in?

Please tick one box only.

Under 15 years (11 18-24 years (12 25 - 34 years 13
35-44 years []4 45- 54 years [ 15 55- 64 years []6
65-74 years [17 75 years or over [ ]8 Prefer not to say [19

If you have ticked either ‘Under 18 years’ or ‘Prefer not say’, then unfortunately, you do not qualify for this survey.
You do not need to continue, and you do not qualify for the £10 GiftPay voucher. Thank yvou for your interest in
this research.

Q2. Do you have a mobile phone for your personal use?
Please tick one box only.

Yes []1 No []2

If you have ticked ‘No’, then unfortunately, you do not qualify for this survey. You do not need to continue,
and you do not qualify for the £10 GiftPay voucher. Thank you for your interest in this research.

CMA Survey of Mobile Phone Users 01
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Q3. Do you have more than one mobile phone for your personal use?
Please tick one box only.

Yes []1 No []2

Throughout this survey, if you do have more than one mobile phone for
personal use, we would like you to think about the one you use the most.

Q4. Thinking about your personal mobile phone, do you pay for the ongoing costs

of using it yourself?
Please tick one box anly.

Yes []1 No []2

If you have ticked ‘No’, then unfortunately, you do not qualify for this survey. You do not need to continue,
and you do not qualify for the £10 GiftPay voucher. Thank you for your interest in this research.

Q5. Which of the following best describes the mobile phone package that you use?
Please tick one box only.

1. Contract (which includes the cost of your handset and for usage/airtime) [] GOTC Qs
2. Split contract (separate contracts for your handset and for your usage/airtime) [] coOTO Q6
3. SIM anly contract (vou only pay for usage/alrtime) [] GOTO Q6
4, Prepay/Pay as you go (PAYG) using top-ups [] GoTO Q7
g 30 fays,no contract but ollsover uniess canceled 0 coTow
6. Other ] []
{please specify)

7. Don't know []

If you have ticked option 1, 2 or 3 at Q5, please continue fo Q6.
If you have ticked option 4 or 5 at Q5, please go o Q7.

If you have ticked either ‘Other’ or ‘Dor’t know’, then unfortunately, you do not qualify for this survey. You do not
need to continue, and you do not qualify for the £10 GiftPay voucher. Thank you for your inferest in this research.

02 CMA Survey of Mobhile Phone Users
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Qé. If your mobile phone package is part of a monthly contract, are there any other

services that you get included in your contract?
Please tick all that apply.

A mobile handset []1 Landline [] 2 Home broadband [] 3

Pay TV [] 4 Other (Please specify) [] 5 Don'tknow [ ] &

No other services included [ ] 7

Q7. Did you choose this mobile phone package yourself?

Please tick one box anly.

Yes []1 No []2

If you have ticked ‘No’, then unfortunately, you do not qualify for this survey. You do not need to continue,
and you do not qualify for the £10 GiftPay voucher. Thank you for your interest in this research.

Q8. Which mobile network provider are you with for your mobile phone?
Please tick one box only.

Asda Mobile []1 BT Mobile [] 2 EE [] 3
GiffGaff L] 4 iD Mabile L]s5 Lebara L] s
Lyca Mobile []7 o2 [] 8 Plusnet Mabila [] 9
Smarty [ ]10 Sky Mobile []11 Talkmobile [[]12
TalkTalk [ 113 Tesco Maobile [ 114 Three (3} [ 115
Utility Warehouse [ 116 Virgin Mobile [ ]17 Vodafane [ ]18
Vo [ 119 Other (Please specify) [ ]20
Don’t know D 21

If you have ticked ‘Don’t know’, then unfortunately, vou do not qualify for this survey. You do not need to
continue, and you do not qualify for the £10 Gift Pay voucher. Thank you for vour interest in this research.

If you have completed the qualifying questions and you do qualify for the survey, then please proceed to Q9.
You will receive a £10 GiftPay voucher if you successfully complete the remaining questions in the survey and
return it to DIS Research by Wednesday 5th June 2024.

CMA Survey of Mobile Phone Users 03
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Purchase

For the next few questions, please just answer in relation to the mobile
phone you use the most.

Q9%. When did you purchase your current mobile phone package from your

current provider?
Please tick one box anly.

Within the last 3months [ ] 1 4-6 months ago []2 7-12 months aga [13

1-2 years ago []a4 More than 2 vears ago [15 Daon't know [ls

Q10. And is it your first mobile phone package with your current provider, or have you

had one with them before?
Please tick one box only.

1. This is my first mobile phane package with my current provider [] coTO Q12

2. 1 had a mobile phone package with my current provider in the past
{but not immediately before my current one) L] GoToQI2

3. | had a mabile phone package with my current provider immediately
before my current package [] coToQ1
4. Dan't know [] GOTO Q12

If you have ticked option 1, 2 or 4 at Q10, please go to Q12.
If you have ticked option 3 at Q10, please continue to Q11.

Q11. Before you took out your current package, which of the following did you do?
Please tick all that apply.

| looked at what else was on offer from my current provider D 1
| looked at what was on offer from other mohile phone network providers []2
None of the above []3
Can't remember []14

04 CMA Survey of Mobile Phone Users
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Q12. Thinking about your current mobile phone package, have you ever tried to negotiate
a better deal than the one you were first offered?
Please tick one box anly.

1. Yes, when | first took out the package [] GOTOQ13
2. Yes, after | took out the package [] GOTO Q13
3. No [] GoTOQ15
4, Don't know [ ] GoTOQ15

If you have ticked option 3 or 4 at Q12, please go to Q15.
If you have ticked option 1 or 2 at Q12, please continue fo Q13.

Q13. And did you manage to get a better deal than was originally offered by your

current provider?
Please tick one box anly.

1. Yes [] GOTO Q14 2. Nao [] GOoTOQ15

3. Don't know [] coTOQ15

If you have ticked option 2 or 3 at Q13, please go to Q15.
If you have ticked option 1 at Q13, please continue to Q14.

Q14. And what was better about the new deal?
Please tick all that apply.

Decreasing the cost of my package []1 Increasing my free texts and/or minutes []2

Adding an entertainment package (13 Increasing my data allowance []4

Upgrading my handset []5 Changing the contract s
length {where applicable)

Other (please specify) 7
Don't know/
can't remember D 8

CMA Survey of Mobile Phone Users 05
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Q15. introduction (please read to see if you need to complete Q15)

If you do not have a mobile phone package that is a contract or a prepay/Pay as you go (PAYG)
bundle (texts, minutes and data allowance lasting 30 days, no contract but rolls-over unless
cancelled}, please go to Q16.

If you do have a mobile phone package that is a contract or a prepay/Pay as you go (PAYG)
bundle (i.e. you ticked option 1, 2, 3 or 5 at Q5) please continue to complete Q15.

Q15. Roughly how much do you pay each month for your mobile phone package?
Please tick one box anly.

If you have said that your current provider provides you with a handset/landline/broadband as well
as for the mobile phone service, then please include the cost of the entire package when answering.

Up to £4.99 []1 £5to £9.99 []2 F£10 to £19.99 []a
£20 to £49.99 []4 £50 to £99.99 []s £100 to £249.99 [16
£250 or mote [17 Don't know E:

Usage

Q16. Is your mobile phone a smartphone?
Please tick one box only.

A smartphane is a phone on which you can easily access emails, download files and apps, as well as view
websites and generally search the internet.

1. Yes [] GoTO Q17 2. No [ ] coTO Q18

3. Don't know

[ ] GOTO Q18

If you ticked option 2 or 3 at Q16, please go to Q18.
If you ticked option 1 at Q16, please continue to Q17.

06 CMA Survey of Mobile Phone Users
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Mobile phones can use either their provider's network (i.e. using your
own data) or a Wi-Fi connection (e.g. when at home, work, someone else’s
home and in some public places for various purposes).

Q17. still thinking about your main mobile phone (the one you use most, if you use
more than one), which of the following do you ever do when using your provider's

network service (i.e. when using your own data and not on a WiFi connection)?
Please tick all that apply, but do not include any of these if you ONLY do them when on WiFi.

Make and/or receive voice calls (]
Send, receive or read email messages D 2
Browse the internet (e.g. read content, search for something, look at pictures) D 3
Use instant messaging services (e.g. WhatsApp, Facebook Messenger, Snapchat, iMessage) [] 4
Make or receive video calls (e.g. Teams, Zoom, Google meet, WhatsApp, Facetime etc.) [] 5
Listen to music, radio, e-books, podcasts [] 6
Make contactless payments at point of sale/checkouts/rail/bus fares [] 7
Whatch 'live video' e.g. live sports events, concerts via TV channels, You Tube, Netflix etc. [] 8
Play online games where speed is not important {(e.g. Chess, Minecraft) [] 9
Play online games where speed is important (e.g. Valorant, Call of Duty) []10
Can’t remember []11

CMA Survey of Mobile Phone Users 07
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Choice factors

Q18. Thinking back to when you took out your mobile phone package with your current
provider or when you last renewed your mobile phone package with them, which of the
following were reasons for choosing your current provider, rather than any other providers?
Please tick all that apply.

Cantract length [1 1 Brand reputation of current provider [] 2
Handset make/typesversion [] 3 Handset upgrade or availability [] 4
gatrlzl[ecr)fsglr;ﬂgizgll‘lst formed [ s Netwark speed ] s
Network reliabllity Netwark reliability for uploading
for vaice calls (] 7 & downloading data [1 8
Network coverage [] ¢ Netwark response speed for gaming []10
Customer service of current provider []11 Price [] 12
Generous data allowance []13 Having unlimited data [] 14
Unlimited ar high volume of texts []15 Roaming costs [] 16
(ind possbly csemere) 117 | | Gscountsrotters [ 18
Goaod previous experience with this provider [ ] 19 Other (please specify) [] 20
Don't know/can't remember []21

GO TO Q2C

If you ticked option 21 ot Q18, please go to Q20.

08 CMA Survey of Mobile Phone Users
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Q19. And which of these was the single main reason for choosing your current provider?
Please tick one box only.

Contract length [] 1 Brand reputation of current provider [] 2
Handset make/type/version [] 3 Handset upgrade or avallability [] 4
s;ﬂ[e;fSFr:;Tgizgll‘lst formed 1 s Netwark speed ] s
Network reliabllity Netwaork reliability for uploading

far voice calls 7 & downloading data [] 8
Network coverage [] 9 Netwark response speed for gaming []10
Customer service of current provider []11 Price []12
Generous data allowance []13 Having unlimited data []14
Unlimited ar high volume of texts []15 Roaming costs [] 16
s by SsEere] 017 | | dscountsiotiers O 1
Goad previous experience with this provider [ ] 19 Other (please specify) [] 20
Don't know/can't remember []21

CMA Survey of Mobile Phone Users 0%
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Q20. Which of the following would your main consideration be if you had to choose
a new mobile network provider in the next month?
Please tick one box anly.

Cantract length [] 1 Brand reputation of the provider [] 2
Handset make/type/version [] 3 Handset upgrade or availability [] 4
Other services that formed Network speed

5
part of the bundle [ L] s
Network reliability - Netwaork reliability for uploading 8
for voice calls L] & downloading data L]
Network coverage [] ¢ Netwark response speed for gaming []10
Customer service of the provider [111 Price []12
Generous data allowance [113 Having unlimited data []14
Unlimited ar high valume of texts []15 Roaming costs []1s
Having free roaming in the EU Perks/rewards/
{and possibly elsewhere) []17 discounts/offers [] 18
Other (please specify) [] 19
Don't know/Not sure []20

10 CMA Survey of Mobile Phone Users

49



Q21. And if you were having to choose a new mobile network provider in the next month,
which of the following actions would you be likely to take before deciding on that provider?

Please tick all that apply.

Ask for advice from family, friends and/or acquaintances (11
Use a comparison website (e.g. Uswitch, Compare the Market) [] 2
Look at what is available on different providers’ websites [] 3
Discuss offers with different providers’ staff (on the phone, online ar in a store) D 4
e s
None of the above [] &
Don't know/not sure ] 7

Q22. When you next make a decision about choosing a mobile network provider,
would you be willing to pay more than you do now for a faster network connection?

Please tick one box anly.

Yes, | would be willing to pay mare

]

1

No, | would not be willing to pay more [] 2

Don't know

]

3

Q23. And would you be willing to pay more for a more reliable network connection?

Please tick one box only.

Yes, | would be willing to pay mare

[]

1

No, | would not be willing to pay more [] 2

Don't know

[]

3

CMA Survey of Mobile Phone Users 11
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Demographics

Q24. Please select your gender. Please tick one box only.

Male [] 1 Female [] 2

Other [] 3 Prefer not to say [] 4

Q25. The CMA may wish to contact you to ask further questions about your responses to
this survey. If you're happy for them to do so, please provide a contact telephone number.

Name:

Contact number:

| do not wish to be recontacted [] 1

Incentive

Q26. Please enter your details so that we can email you a £10 GiftPay voucher.

Name:

Email address:

The quickest way for us to send your voucher is by email. However, if you do not have
an email address please provide your poestal address below:

Postal address:

That is the end of the survey. Thank you very much for your time.

Please now place your completed questionnaire into the pre-paid envelope enclosed
and post it back to DJS Research (there is no need to attach a stamp}.

The closing date for the survey is Wednesday 5th June 2024.

12 CMA Survey of Mobile Phone Users

51



Language sheet (further information)

Further Information

The survey we have sent you is on behalf
of the Competitions and Markets Authority
(CMA), a government body.

The CMA has asked DJS Research to carry
aut a survey of mobile phone users. The
survey is voluntary and can be done online
(using the details on the letter) or you can fill
it out using the paper copy we have sent you.

To qualify for the survey you must be aged
18+ and meet certain eligibility criteria,
including that you must have a mobile phone
that is for personal use which you pay for
using yourself. Eligible participants who go
an to complete the survey will receive a
£10 GiftPay voucher (an electronic voucher
redeemable in a range of high street and
online stores) as a thank you for your time.

For further information visit:
www.djsresearch.co.uk/cmamabilesurvey.

If you would like to do the survey but cannot
complete it in English, either online or using
the paper copy, you can request for the
survey to be done over the telephone by
calling the survey helpline on 01663 795 685,
The survey closing date is 2nd June 2024.

Polish

Przesytamy Panstwu ankiete w imieniu Urzedu ds.
Konkurencji | Rynkdw (CMA) - organu rzadowego.

Organ ten zwracit sie do DJS Research z prosha

o przeprowadzenie ankiety wérod uzytkownkow
telefondw komarkowych. Wypetnienie tego dokumentu
jest dobrowolne i moina to zrobic on-line fwykorzystujac
dane podane na przestanym przez nas piémie} lub udzieli¢
odpowiedz! na pytania zawarte w przestane] przez nas
ankiecie papierawe].

Aby zakwalifikowac sie do udziatu w tym badaniu,
nalezy miec ukoriczone 18 lat | spetniac olaeslone
kryteria, w tym posiadad telefon komarkowy
przeznaczony do uzytku osobistega, optacany ze
srodkdw wiasnych uczestnika badania. Uprawnieniu
uczestnicy po wypetnieniu ankiety otrzymaja voucher
GiftPay o wartosci 10 GBP (voucher elektroniczny do
wykorzystania na poczet optacenia kosztdw zakupdaw
w wielu sklepach stacjonarnych 1 internetowych),

w ramach podziekowania za poswiecony czas.

Wiece] infarmacji dostepnych jest na stronie:
www.djsresearch.co.uk/cmamobilesurvey.

Jesli chaieliby Panstwo wypetni¢ ankiete, jednak nie
mozecie tego uczynic w jezyku anglelskim (czy to
online czy w wers]i papierowe]), mazecie to uczynic
telefonicznie dzwoniac pod numer infolinii ds. opinii
ankletowych 01663 795685, Termin zakoriczenia
badania to 2 czerwca 2024 r.

Welsh

Rydym wedi anfon yr arolwg hwn atoch ar ran yr
Awdurdod Cystadleuaeth a Marchnadoedd (CMA),
sy'n garff Ivwodraethol.

Mae'r CMA wedi gofyn 1 DJS Research gynnal arolwg

o ddefnyddwyr ffonau symudol. Arclwe gwirfoddol yw
hwn a gellir el wneud ar-lein (gan ddefnyddio’r manylion
ar y llythyr) neu gallwch ef lenwi gan ddefnyddio’r copi
papur rydym wedi'i anfon atoch.

I fod yn gymwys ar gyfer yr aralwg rhaid i chi fod yn
18+ oed a bodloni meini prawf cymhwysedd penodol,
gan gynnwys bod rhaid bod gennych ffon symudaol
sydd at ddefnydd personol yr ydych yn talu am ei
ddefnyddio eich hun. Bydd cyfranagwyr cymwys sy'n
mynd ymlaen | lenwi’t arolwg yn derbyn taleb GiftPay
gwerth £10 (tocyn electronig v gellir el ddefnyddio
mewn amrywiaeth o siopau stryd fawr ac ar-lein) i
ddialch i chi am eich amser.

Am ragor o wybodaeth ewch 7
www.d]sresearch.co.uk/crmamabilesurvey.

OCs hoffech wneud yr arolwg ond na allwch ei gwblhau
yn Saesneg, naill al ar-lein neu drwy ddefnyddio’r copi
papur, gallwch wneud cais I'r arolwg gael ei wneud dros
y fton drwy ffonio llinell gymorth yr arolwg ar 01663
795685. Dyddiad cau'r arolwg yw 2 Mehefin 2024.

Romanian

Sondajul pe care vi I-am trimis este Tn numele Autoritati
pentru Concurentd si Plete (CMA), un organism
guvernamental.

CMA a solicitat companiei DJS Research si efectueze
un sondaj cu privire la utilizatorl de telefoane mobile.
Sondajul este voluntar si se poate efectua online
{folosind detaliile din scrisoare) sau Tl puteti completa
folosind exemplarul tipdrit pe care vi l-am trimis.

Pentru a va califica pentru sondaj, trebuie sa aveti
varsta peste 18 ani si sd Tndepliniti anumite criterii de
eligibilitate, inclusiv faptul ca trebuie sd aveti un telefon
mobil de uz personal a carui factura o achitati dvs.
Participantii eligibill care vor completa sondajul vor primi
un voucher GiftPay de 10 GBP (un vaucher electronic
care poate fi revendicat Tntr-o gam3 larga de magazine

sl onling)Tn semn de multumire pentru timpul acordat.

Pentru mal multe informatil, vizitati:
www.djsresearch.co.uk/cmamobilesurvey.

Daca doriti sd efectuati sondajul, dar nu-| puteti
completa Tn limba englezd, fie online, fie folosind
exemplarul tiparit, puteti solicita ca sondajul s3 fie
realizat prin telefon, apeland linia de asistenta
pentru sondaj la 01663 795685. Data de Inchidere
a sondajului este 2 iunie 2024.
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Urdu
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Panjabi

wHl FTE AT=HE A0 I, T ugSH a3 wiE HIEiE
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HAHE (CMA) & SHH ITHIT (DJS Research) al wrdle &5
SUSTIET T AgTHE 596 54 i I ATEYE AT -RET
d v Wissde dtgr A e F (i3 '3 of 3 Sachw ot
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Spanish

La encuesta que le hemos enviado se realiza en nombre de la
Autoridad de Mercados y Competencias (CMA), un organismo
gubernamental.

La CMA ha pedido a DJS Research gue realice una encuesta
entre los usuarios de teléfonos moviles. La encuestaes
voluntaria y se puede realizar en linea {usando los datos que
figuran en la carta) o la puede rellenar utilizando la copia
impresa que le hemos enviado.

Para poder participar en Iz encuesta, debe tener mas de 18
afios y cumplir determinados requisitos, entre ellos tener un
teléfono mévil de uso personal vy de pago. Los participantes
gue retnan los requisitos y que completen la encuesta
recibirdn un vale GiftPay de 10 £ {un vale electrénico canjeable
en una serie de tiendas fisicas y en linea) como agradecimiento
por su tiempo.

Para mas informacion visite:
wiwwdjsresearch.co.uk/cramobilesurvey.

Si desea realizar la encuesta, pero no puede ni en linea ni
utilizando Iz copia impresa porque esta en inglés, puede
solicitar realizarla por teléfono llamando a la linea de asistencia
al 01663 795685. La encuesta finaliza el 2 de junio de 2024.

Portuguese

O inquérito que lhe enviamos € em nome da Autoridade da
Concorréncia e Mercados {CMA), um ¢érgdo governamental.

A CMA solicitou 3 BJS Research que realizasse um inguérito
aos utilizadores de telemdveis. O inquérito é voluntario e pode
ser realizado online {através dos dados da declaragio) ou pode
preenché-lo utilizando a cdpia impressa que lhe enviamos.

Para se gualificar para o inquérito, deve ter mais de 18 anos
e reunir determinados critérios de elegibilidade, incluindo
anecessidade de ter um telemdvel para utilizagdo pessoal,
cuja utilizacio seja paga por si. Os participantes elegiveis
gue concluirem o inquérito receberao um voucher GiftPay
de £10 {um voucher eletrénico resgatavel em diversas lojas
online e flsicas) como agradecimento pelo seu tempo.

Para mais informacgoes visite:
v djsresearch.co.uk/cmamobilesurvey.

Se desejar realizar o inguérito, mas nao consegue preenché-
lo em inglés, seja online ou utilizando a copia impressa, pode
solicitar que o inguérito seja realizado por telefone, ligando
para a linha de apoio ao inquérito através do ndmero 01663
795685, Adata limite do inguérito € 2 de junho de 2024,

Bengali

T DA AT A A el F AT S At
AL (CMA)Y, TS TAFE TEAE S

Afama (CWA) SR AFEE (DJS Reseamh) -F A EET W
FEEESANE BT JF6 A beTel FE0 NG A O
TR, AT FA WEl A (Bfifer AfaEe THETE w0 wEE Sl
A W FESTH FAT AN O T FA A A6 TR Fael
ST

T SRASER FAE S DR T ORI 19+ Tel T A4S Y
T BTl AT FAel W, A Sodte A JEFee TETRE
T AFGE R WO SEEE el TE 4 A SEEEE e
arEf AE TE AT FAE W W BE IR ATFEE TR
TR FAE DA P AT S S A SRR 210 Gl -
Pay TIGEE (TR TRAlL J9 TAFES W60 TEE JF60 SECED afhE 5
DG E-SREE) A

TR A FFT A e disresearch.co. uk somamahilesureey.

el TGl At v g, SR AT e S S
FAL TSl A6f THUET TSl S T, ST P 01663 795685
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STAE| TR T SEE 23 @ 2024
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For more
information

James Hinde, Research Director

Julie Hollingsworth, Associate Director

Mark Byrne, Research Manager

Head office: 3 Pavilion Lane, Strines,
Stockport, Cheshire, SK6 7GH

Leeds office: Regus, Office 18.09,
67 Albion Street Pinnacle,
15th-18th Floors, Leeds, LS1 5AA

+44 (0)1663 767 857
www.djsresearch.co.uk
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Follow us on LinkedIn...

For free market research findings and our latest news and developments:
www.Linkedin.com/company/djs-research-Itd

For regularly updated market research findings from your sector, please have
a look at our complimentary insights: www.djsresearch.co.uk/blog/articles
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