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1. USE OF COMMUNICATION SERVICES

How often do you do any of the following?

(%)
_ . I - N ' B I o
Make or receive phone calls over a mobile phone
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I - N - B . |
Send or receive SMS 1
I o I . R I 2 |o
| | I - I o B I ;- |
Make or receive phone calls over a landline phone
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Use an instant messaging service on the Internet - i
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I - I o o I o |
Send e-mails
I -: D - - I o> (o
Post content on online social media R o BN ' NN o I -: |
ost content on online social media
B - N I - |1
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Make phone calls via Internet applications, including video calls
B o o N o | 1
Eu2s [ | [ I [ [ |
DE = E [ ] [ | [ ] B
Several times a day Several times Once a month + Never Don't know
+once a day a week + less than monthly
once a week
Base: all respondents
Which of the following paid services that you can access via the Internet, have you Which of the following services and applications do you consider the most important
used? (MULTIPLE ANSWERS POSSIBLE) in your daily life? Firstly? And then? (MAX. 4 ANSWERS)
(%) (%)
0 10 20 30 40 0 20 40 60 80
] 32 : I 74
At least one paid service |y ) L 66
; I 34
_ 14 Mobile Internet ] 33
A paid service for accessing music
. I
— " Landline telephore e 54
A paid service for accessing movies I s Fived lirie [ntamist I 27
or documentaries [ 6 I 29
I 26
A cloud service for storing content ] SMS 16
from your computer [l I P
E-mail service ] 28
A paid service for accessing digital books Instant messaging service I 14
or newspapers [l on the Internet 13
ml Online social media service "
A paid service for watching sports events ™ - S
' . | 9
Free phone or video call service ] 3
A paid service for making phone calls [
. 14
over the Internet [l None (SPONTANEOUS) g’ 15
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Base: all respondents Base: all respondents
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Telephone penetration

Evolution (% - DE)
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Households combining a fixed 70%
and mobile telephone access _ 76
60%
. . l 6 50%
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access but no mobile telephone access . 8 40%
30%
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Households having a mobile telephone 20% -
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10% |
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@Households combining a fixed and mobile phone access

- EU28 @Households having a fixed telephone but no mobile telephone access
~— S @Households having a mobile telephone but no fixed phone
- @Households not having fixed telephone access nor mobile telephone access
B o @ Mobile Internet at household level
Base: all respondents Base: all respondents
Internet penetration Television
(%) (%)
0 20 40 60 80 100
0 20 40 60
e
Households with Internet connection _ 95
at home and mobile Internet access _ 57

Terrestrial TV (Digital+Analogue*)

11
Households with Internet connection

at home and no mobile Internet access 14

13
Households with mobile Internet access

]
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Total 'Cable TV
-
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and no Internet connection at home - 11 e _

The telephone network + modem and\ or I- 12

20 decoder, i.e. ADSL, VDSL or fibre 4
Households without Internet access 18
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*in countries where analogue TV is still relevant

Base: all respondents Base: all respondents
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Proportion of households with a service package
(%)
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Total proportion of bundles
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Internet as part of a bundle _ .
. BE
Fixed line as part of a bundle _ 15
I
Television as part of a bundle -
10
. -
Mobile telephone as part of a bundle -
14
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Have you or someone in your household changed bundle service provider?
(%)
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At least once
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Yes, between one and two years ago -
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Yes, between two and five years ago _
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es, more than five years ago .
16
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No.never 43
| 2
Don't know I
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Base: all respondents

Base: respondents who have a bundle

Please tell me whether you agree or disagree with the following statement:

The same level of consumer protection, including data protection and security, should be
applied when using messaging services, e-mail services or phone service applications via
the Internet as when using traditional communications services (such as phones or SMS).

(%)

@ Total ‘Agree’

@ Total ‘Disagree’

® Don't know

EU28 8 Outer pie DE ™= |nner pie

If you were to switch your communications service provider, how important would it be
to keep each of the following?

(%)
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Your mobile telephone number

I - [ |
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Your fixed telephone number

Your e-mails, contacts, photos and any _ 78 . 12 s |2

other personal content stored online by

your communications service provider _ 72 - 18 9 | 1
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Total Total 'Not Not Don't know
'Important’ important' applicable
(SPONTANEOUS)

Base: all respondents

Base: respondents who have access to the respective services
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5. PURCHASING AND SIGNING COMMUNICATION CONTRACT

When subscribing to an Internet connection what are the main factors you consider?
Firstly? And then? (MAX. 4 ANSWERS)

(%)

The maximum duration of a communication services contract is currently two years.
Would you be prepared to sign a contract with a provider for a longer period in exchange
for a much higher speed and enhanced quality of service?

0 20 40 60 80 (%)

Total 'Costs-related criteria™

Total 'Quality-related criteria™*

Total 'Service-related criteria™***

B cuzs
T I
~EloE @ Total 'Yes'

@ Total '‘No'
*Iltems “The price of the Internet subscription”, “The cost of the equipment”, “The cost of installation”
**|tems “The maximum download or upload speed”, “The maximum amount of data (MB, GB) @ Don't know
you can download or upload”, “The ability to use multiple connected devices
at the same time without loss of quality”
***|ltems “The notice period to terminate the contract with the provider”, “The fact that the Internet EU28 HA Outer pie DE ™= |nner pie
subscription is part of a bundle”, “The customer service”

Base: respondents with Internet access in the household Base: respondents with Internet access in the household

6. THE EUROPEAN EMERGENCY NUMBER 112

Can you tell me what telephone number you would call in the event of an emergency in Can you tell me what telephone number enables you to call emergency services
(OUR COUNTRY); for example, if someone needs urgent medical assistance or if you need anywhere in the EU? (MULTIPLE ANSWERS POSSIBLE)
to contact the police or the fire brigade? (MULTIPLE ANSWERS POSSIBLE)

(%)
(%)
EU28 H@ Outer pie DE ™= |nner pie EU28 @ Outer pie DE ™= Inner pie
EU28 DE EU28 DE
2015- 2015- 2015- 2015-
2 2014 22 2014 2 2014 22 2014
@112 61 +3 89 +5 @112 48 +7 61 +19
@ Did not mention 112 39 -3 11 -5 @ Did not mention 112 52 -7 39 -19

Open-ended question, spontaneous answers Open-ended question, spontaneous answers

Base: all respondents Base: all respondents



