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Research Report: HD Ready TV sets mystery shopping survey

Section 1

Executive Summary

11

1.2

Ofcom commissioned Continental Research to conduct a mystery shopping exercise
amongst retailers of HD Ready TV sets.

We wanted to test what advice retailers give consumers about how to get HDTV
services.

In the majority of cases information given was accurate

1.3

The information provided to shoppers about HD Ready TV sets was accurate in the
majority of cases. But there was significant confusion amongst some retail staff over
the current and future availability of HD services on Freeview, and - to a lesser extent
- terrestrial TV.

Where information was not accurate the mystery shoppers felt that this was
down to a lack of knowledge rather than deception.

1.4

1.5

1.6

Mystery shoppers felt that when inaccurate information was provided, it was largely
as a result of poorly trained (or poorly informed) sales staff, rather than an attempt to
deliberately mislead consumers.

The level and accuracy of information sales staff gave varied considerably from outlet
to outlet. Some provided detailed and accurate information, but for a minority there
was definite confusion about the need for extra equipment, and HD’s availability via
Freeview.

The type of information provided did not differ significantly between the three types of
store (chain, department, and independent). When assessed by the mystery
shoppers, the overall accuracy of all the information provided did differ, with
independent stores adjudged to be significantly more accurate than department
stores.

A minority were given the impression that high definition pictures are already
being broadcast on terrestrial TV

1.7

1.8

12% of in-store mystery shoppers (and 4% of phone shoppers) were given the
impression that an HD Ready TV set would show high definition pictures from
analogue terrestrial TV broadcast.

And 14% of in-store shoppers (and 21% of phone shoppers) were given the
impression that an HD Ready TV set would enable them to receive HD pictures via
Freeview (DTT).

In many cases mystery shoppers had to prompt for key information

1.9

Retailers did not always make it clear that it was necessary to buy extra equipment
(in addition to the HD Ready set) to receive HD services. Seven per cent of in-store
shoppers were incorrectly told that no extra equipment was required and nearly one
in five (18%) of in-store shoppers were only told about this requirement when they
asked.
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1.10 A quarter of in-store shoppers were only told that additional fees were required to get
HDTYV services when they asked.

In-store advice was better than advice given over the phone

1.11 Shoppers generally received slightly better advice in-store than over the telephone.
Websites were less likely to offer any additional advice on HD service (just 44% of
websites did so). This had the effect that they were less likely to provide any
inaccurate information at all.
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Section 2

Objectives

2.1

The research sought to test:

o What (if anything) retailers tell consumers about receiving HDTV service when
purchasing HD Ready TV sets.

o What retailers tell consumers about which platforms HDTV is currently available
on

o What retailers tell consumers about which platforms the service will be available
on in the future

o What retailers tell consumers about the prospects of HDTV service being made
available on the Freeview platform

o Whether retailers tell consumers that there a subscription fee for HDTV
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Section 3

Methodology

3.1 A total of 174 mystery shops were conducted between the 3 and 14 August 2007.
These broke down as follows:

e 122 in-store conducted face-to-face
e 52 with mail order/internet retailers via phone
3.2 The 122 stores were further broken down into 3 types:
e 47 in electrical chain stores
e 31 in department stores
e 44 with independent stores (that had only one outlet)
3.3 We also reviewed 25 websites that sell HD Ready TV sets directly to the consumer.

3.4 Before the fieldwork started, all the mystery shoppers had a personal briefing from
the project executive. This detailed the background to the project, the information
they had to gather and explanation of the data collection form they had to fill in.

3.5 Each mystery shopper was assigned one of three scenarios to be used when
speaking with the retailers. The main variation between each scenario was the level
of knowledge about HDTV they were allowed to show. The full scenarios are
detailed in the annex.

3.6 For the face-to-face mystery shops conducted in-store, each shopper went in to the
store and waited to be approached by a member of staff, or if necessary approached
one. They then asked the sales staff about HDTV sets, starting off with general
guestions, and then asking more specific questions where necessary. Once they
had collected all the necessary information, they left the store and immediately filled
in the data collection form (a copy of which can be found in the annex).

3.7 For the mail order mystery shops each shopper phoned the main customer enquiry
line. They then explained their query, and either spoke to the first person available or
in some cases they were transferred to a specialist or a different department. A
similar approach was then used to the in-store surveys, and once the call was over
they filled in a feedback form (see annex).

3.8 For each website, the mystery shopper spent up to a maximum of 15 minutes
exploring it to see what, if any, information was available on HD Ready TV sets and
HD services in general. They also filled in a data collection form (see annex).

3.9 To ensure a spread of retailer types were researched, we set minimum quotas by
type of store and region. Figure 3.1 shows the total number of each type surveyed.
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Figure 3.1: In-store mystery shops by region and type of store.

3.10

3.11

3.12

Chain Department
Independents TOTAL

stores stores
South 9 8 11 28
Midlands/East Anglia 13 7 9 29
North 11 6 10 27
Wales 6 4 6 16
Scotland 8 6 8 22

TOTAL 47 31 44 122

We set minimum quotas for the type of scenario used for the phone and in-store
mystery shops, producing the following number for each scenario:

e Scenario A — 72 mystery shops

e Scenario B — 58 mystery shops

e Scenario C — 44 mystery shops

All data is unweighted.

After all the in-store mystery shops were completed, we conducted two group
discussions with three mystery shoppers in each. These allowed us to explore some
of the issues in further depth, and enabled shoppers to provide further details on their

experiences. The quotes from mystery shoppers that appear in the report were
taken from these group discussions.
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Section 4

Information provided to consumers by
retailers

Over half of stores had a TV specialist giving advice

4.1

4.2

Just over half (55%) of stores has a TV specialist on hand to offer advice. There
were no significant differences between the type of store (independent, chain or
department). In telephone mystery shops, 38% were dealt with by what the mystery
shopper thought was a TV specialist.

Under half of the websites surveyed had any additional information on TVs, other
than models and prices. Where a website did have additional information on TVs, it
invariably featured at least some advice on high definition.

Most explanations of “HD Ready” were broadly accurate

4.3

There was no consistent description amongst retail staff of exactly what “HD Ready”
meant. Just under nine in ten retailers provided (at least some) accurate information
(89% in-store, and 83% via phone), such as “the screen is high resolution/has more
lines” (mentioned by 25% of in-store staff). Most comments were quite general as
this one from a sales assistant at a chain store illustrates “95% of new TVs are HD
Ready, meaning in the future, when all signals are broadcast in HD, you'll get
improved picture quality”

But the correct advice was often mixed with potentially misleading or
incomplete information

4.4

41% of those visiting shops were given potentially misleading responses such as “It
can receive high definition programmes” (mentioned by 30%). Whilst this is
technically correct, it is not possible without an additional HDTV set-top box.
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Figure 4.1. What shoppers were told “HD Ready” means

Q. When you asked “What does HD Ready mean?” what did they say?

Television can receive high definition pictures/screen is 25%
high resolution/has more lines 46%
N 32%
Better qual ctures
quality pictu 4%
0
Can receive high definition channels/ programmes 8% 30%
- . . 16%
Tel HDTV |
elevision receives signa 15%
In-store
. N 17% Phone
High definition TV 10%
0
Canreceive HDTV through an HD set-top box 204 19%
0
Television also receives digital channels/digital signal 0% 8%
Store Phone
Television can play Freeview channels as || 2% Other: 16% 10%
well/Freeview is built in 0% Don't know: 0% 15%
) ) . 41%
Misleading (NET) 8%

*This is the net figure for “Better quality pictures”, “Television also receives digital channels/digital signal”, “Can receive high
definition channels” and “Television can play Freeview channels as well/Freeview is built in”

Base : All respondents 122 in-store /54 by phone

The majority of information on HDTV platforms was correct

4.5

4.6

4.7

The information provided about which platforms HDTV is available on was generally
accurate. Nearly all shoppers were informed that they were available on Sky, with
half of in-store shoppers and a third via phone told they were available on Virgin
Media (see Figure 4.2).

In-store shoppers were significantly more likely to be told about the two platforms that
HD is available on. Three-quarters of the retailer websites studied didn’t make any
mention of which platforms HDTV programmes were available on. Of those that did,
all mentioned Sky, and one mentioned Virgin. No websites incorrectly mentioned the
platforms that HD was available on.

One in ten shoppers were incorrectly told HDTV services were available on
Freeview. One in-store shopper said “When | asked if there were any HD channels
on Freeview, he said ‘there are a couple of BBC ones, and | think National
Geographic’ ”. There was also a small proportion of shoppers who were incorrectly
told that HDTV services were available via terrestrial TV.
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Figure 4.2 Which platforms shoppers were told HD services are available on
Q . What platforms did they say HD services were available on?

y s 97 %
Sky/BSkyB 85%
BSky I 24%

50%
Virgin/Virgin media 33%
I 4%
[ 11%
Freeview 10%
0%

[ 9%
Cable 10%

- 8% ® In-store
7% Phone

ntl/Telewest 6% .
4% B Website

Terrestrial/Standard 8 5%
TV 0%

Freeview + [ 14%
Terrestrial TV (NET) (o4

Didn't specify 4%

Base : All respondents 122 in-store /54 by phone /25 websites

4.8 A quarter of in-store shoppers, and a third of phone shoppers had to ask the retailer
what platforms HDTV services were available on, with the rest being told
spontaneously by sales staff.

4.9 Taking into account everything they had been told, after the mystery shop was over,
one in eight in-store shoppers (12%) were left with the impression that an HDTV set
would allow them to view the basic (i.e. analogue) terrestrial channels in high
definition. The figure was lower for phone shoppers (4%).

Figure 4.3 Perception of whether an HD Ready set gives access to HDTV pictures —
after the shop was completed.

In-store

Websites Phone 12%

8%

4%

Proportion of shoppers who left with the impression that an HD ready set would allow them
to watch HDTV

Base : All respondents 122 in-store /54 by phone /25 websites
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4,10 Again, once the mystery shop was over and after taking into account everything they
had been told, a similar proportion (14%) of in-store shoppers were left with the
impression that they would be able to receive HD via Freeview. This figure was 21%
amongst phone shoppers. A typical comment from a one of these shoppers was “I

was told that because it was a digital signal with Freeview everything was high
definition”.

The need for additional equipment to get HDTV was not always made clear

411 Retailers did not always make it clear that it was necessary to buy extra equipment
(in addition to the HD Ready TV set) to receive HD services. Nearly one in five
(18%) of in-store shoppers were only told when they were asked, and 7% were
actually told they didn’t need to buy any extra equipment.

4.12  Just 60% of phone staff spontaneously told shoppers that they would need to buy
additional equipment, and 6% said they didn’t need to buy any at all (see Figure 4.4).

Figure 4.4 Advice about the necessity of additional equipment

Q . Did they tell you that you needed additional equipment (other than an HD Ready TV set)
to receive HDTV services?

0
Need additional equipment - told spontaneously 74%

60%

Need additional equipment - only told when you 18%
asked 31%

92%

Need additional equipment (net) 90%

0,
No - they said you don't need any extra equipment 67‘ij
0,
No - they said they didn't know 1% In-store
2%
Phone
3%

Other/additional comments
iti 204

NOT SPONTANEOUSLY ADVISED NEED TO 26%
BUY ADDITIONAL EQUIPMENT 40%
Base : All respondents 122 in-store /54 by phone

4.13 Of the 25 websites studied, three gave some information that could have been
misinterpreted to infer that no additional equipment was necessary.

One in ten were told that no additional fee was required to view HD services
4.14  Around one in ten were told there was no additional fee required to view HD services

(See Figure 4.5). A quarter of in-store shoppers, and over half of phone shoppers
were only told that there were additional fees when they asked.
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Figure 4.5: Proportion told additional fees were necessary to receive HDTV services

Q. Did they tell you if you had to pay a fee to receive/subscribe to current HDTV
services?

Additional fee required - 60%

told spontaneously

Additional fee required -
only told when you

asked 56%

Additional fee required 84%

(net) 83%

No - they said you don't
need to pay extra to
receive HDTV

11%

% ® In-store
1 Phone

They said they didn't

know/ other conmment 12%

Base : All respondents 122 in-store /54 by phone

4.15 In-store staff were more likely to be aware of the costs involved to receive HDTV
services (both the equipment and subscription costs). 42% of store staff mentioned
the cost of purchasing a Sky set-top box (compared to 17% of phone staff), and 39%
mentioned a £10 a month subscription charge to receive the service from Sky (15%
amongst phone staff). Around a quarter of both groups (28% and 25% respectively)
were aware that a monthly fee needed to be paid, but could not state how much.

10
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Figure 4.6: What costs involved in receiving HDTV services shoppers were told about

Q. Write in details of what they told you you'd have to pay to receive HDTV services.

. 42%
Mention of cost of Sky Box 17%

£10 per month on top of Sky subscription 39%
p P y p 15%
28%

Monthly fee for HDTV services (unspecified) 25%

7%

Fees vary depending on different package chosen 206

] ] ) 6% In-store
Mention of installation fee e.g. £60 0%
0 Phone
HDTYV service is included in some packages/free for 0%
some customers 6%

11%

Other 2%

. . . 19%
Don't know/no information 46%

Base : All respondents 122 in-store /54 by phone
Information given on future platform availability of HDTV was varied

4.16 When seeking information on the future availability of HDTV services (specifically
with regard to other platforms it's not currently available on, and if there will be free
services) there was no consistent message provided.

4.17 Over half of shoppers were told there would be HDTV services on other platforms in
the future (see Figure 4.7). Around half of the shoppers were told this
spontaneously, and around half had to ask. A significant minority of the staff didn’t
know if there were going to be any HD services on other platforms in the future.

11
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Figure 4.7. Future availability of HDTV services on other platforms
Q. Did they tell you that HDTV services would be available on other platforms in the future?

27%

Yes - spontaneously/ without you having to ask
29%

27%
27%

Yes - when you asked

54%

Yes (net) 56%

No - they said there are no plans for HDTV 19%

services on other platforms 6%

No - they said they didn't know if there were going 28%

. M In-stor
to be HDTV services on other platforms 33% store

Phone

; o
Other/additional comments
10%

Base : All respondents 122 in-store /54 by phone

A minority were told that free HDTV services would be available in the future

4.18 There was a lack of clear knowledge as to whether there were firm plans to launch
free HD services, as illustrated by the shoppers who said “They [the sales staff] were
very vague — they ‘thought’ it would be available on Freeview next year”

4.19 Four in ten staff said they didn’t know when free services would be launched. Phone
staff were significantly more likely to state that free HD services would be available in
the future, with 56% doing so (compared to 16% of in-store staff). Figure 4.8 shows
the differences between what phone shoppers and in-store shoppers were told.

12
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Q. Did they tell you if there were going to be any free HDTV services in the future?

Yes - spontaneously/
without you having to ask

Yes - but only when you
asked

Yes (net)

No - they said there
were no plans for free
HDTYV services

They said they didn't
know

Other/additional
comments

7%
15%

9%
40%

16%

41%
2%

41%
40%

5%
4%

Base : All respondents 122 in-store /54 by phone

In-store
Phone

Some retailers referred to the next generation of high definition sets

4.20 Some new TV sets are being marketed as “True HD”, “Real HD”, or “Full HD". These
TV sets are capable of showing images of 1080p quality, which means the picture is
of even better quality.

4.21 There was low awareness of these new types of set. Full HD was the most
frequently mentioned, with 13% of in-store staff spontaneously mentioning it. Just
3% of store-staff mentioned True HD sets, and 2% mentioned Real HD sets. In total,
16% of in-store shoppers were told about at least one of these three types.

4.22  Unlike the in-store mystery shoppers who waited for the staff to mention either Full,
True or Real HD TV sets, the mystery shoppers that contacted mail order retailers via
phone were told to specifically ask about them. There was therefore higher repeated
awareness (52% of phone staff had heard of Full HD, 40% True HD and a third had
heard of Real HD). Sixty per cent mentioned at least one. However, other than a
general awareness of the names, little was known.. Most comments regarding Full
HD related to it being a better picture than ‘standard’ HD TV sets. The following
comments from a department store’s salesman was typical “Full HD is the latest and
highest spec — it has 1,080 vertical lines compared to 720 for other types of HD”.

13
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Section 5

Assessment of the information provided

In general mystery shoppers felt that the information they received was fairly
accurate

5.1 This section looks at the accuracy of the information provided by the sales staff to the
mystery shopper, based on the mystery shoppers’ own assessments.

5.2 Each mystery shopper rated the sales staff they spoke to out of five, with 1 being the
lowest score (for “completely inaccurate”), and 5 the highest score (representing
“completely accurate”). The websites studied were also rated using the same scale.

5.3 Shoppers felt the information given to them was fairly accurate. There were no
significant differences in the mean scores between the accuracy of advice given via
website, in store or via phone as seen in Figure 5.1. However, independent stores
had a significantly higher average score (4.0) than department stores (3.5).

Figure 5.1. Average score for accuracy of information

Q. On a scale of 1-5 where 1 is “not at all” and 5 is "completely”, how accurate do think the
information given to you by the sales assistant/website was?

3.5

T T T T

Website Phone In-store

Base : All respondents 122 in-store /54 by phone/ 25 websites

54 This is a typical comment made by a mystery shopper regarding the salesman at an
independent retailer: "He seemed to have a real passion for TVs and was more than
happy to talk about them and explain things clearly, even to a real technophobe like
me”.

14
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Where information was inaccurate mystery shoppers felt this was down to a
lack of training rather than deception.

5.5

5.6

5.7

Every shopper that gave a sales person a medium or low score for accuracy (i.e. 3
or below) then made an assessment as to whether this was due to a lack of training,
or in an attempt to deliberately mislead the customer to secure a sale. Staff were
rated between 1 and 5, where 1 meant the inaccuracy was solely due to a lack of
training, and 5 meant it was purely due to an attempt to mislead. No sales staff
received a score of 5, meaning that no one felt they were completely deliberately
misled. “I don’t think he was trying to pull a fast one — he just didn’t seem to know
very much” was a comment made regarding a department store salesman given a
score of 1.

In-store staff were significantly more likely to be seen as misleading than phone staff,
with a score of 2.1 compared to 1.5. This may be as a result of the differing types of
staff — in-store staff were typically sales staff, whereas those who gave advice over
the phone tended to be customer services staff, whose main role was to provide
information rather than secure a sale.

The fact that both scores were under 3 does indicate that overall inaccuracies for
both types of outlet were felt to be predominantly due to a lack of training.

15
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Annex 1

Mystery shopping scenarios

The following were the scenarios and associated instructions provided to the mystery
shoppers.

The scenario is a guide for you to use as a basis for talking to the sales assistants. Please feel free to add in
your own experiences and details (where appropriate). Please use the same scenarios for all your mystery
shops. You will be assigned your scenario during the telephone briefing form the project exec.

In many cases it may not be necessary to tell the sales assistant your scenario in detail, but is useful to have it in
your head when conducting the mystery shop.

Scenario A — Not knowledgeable

You want to buy a new TV for your son/nephew (this could be as a birthday present or - as they are quite
expensive - as a graduation present from University. You're willing to spend about £750-£1,000).

You don’t know much about TVs at all. You may have heard of the phrase “HDTV” or high definition but don’t
know anything about it.

Ask the sales assistant to explain to you what HDTV is, and what is needed to watch High Definition TV. Ask
why the TV sets have “HD Ready” on them — what does that mean?

IF SKY OR CABLE MENTIONED: Your son lives in rented accommodation and you do know that he isn't allowed
a satellite dish. (If the assistant asks if he has or can get cable TV say that “you don't think so”).

NB If the sales assistant mentions Freeview, make sure you find out (either spontaneously or prompt them if
necessary) if that would allow your son to get HDTV services.

Scenario B — Some knowledge

You are looking to buy a new TV for your home. Your husband has told you some details about what to get and
you are looking at TVs to buy whilst out shopping today. It should be a screen of at least 37" (possibly 42”) and
you want an HDTV so you can watch television shows in High Definition. You have a budget of about £1,000.

Your husband has told you it must be “HD Ready”— ask the assistant to tell you what that means. You want more
information on what is required to watch HDTV at home.

You don’'t want a satellite dish on your home and can'’t get cable yet. You don’t have
Freeview yet but have been considering getting it. If the sales assistant mentions Freeview, make sure you find
out (either spontaneously or prompt if necessary) if that would allow you to get HDTV services.

Scenario C — Fairly knowledgeable

You are looking to buy an HDTV yourself, for use at home, so that you can watch TV channels in High Definition.
You are quite knowledgeable about the HDTV services. It is fine to use your existing knowledge and what you
have learnt from the project briefing (as appropriate). Try to get as much information from the assistant as
possible without prompting, but do ask specific questions at the end if necessary to obtain the required
information. If the assistant tells you anything that you know to be wrong, (e,g, they tell you that you can get
HDTYV pictures via Freeview) please check with them and ask them if that is definitely correct.

16
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Annex 2

The in-store data collection form

Serial No: (1-5)

Card: 01 (6-7)
Q1 Job number: J8956
FEEDBACK FORM IN-STORE - FINAL
J8956 (8-12)
Interviewer name:
Interviewer no: -
ACCOMPANIED BY: (PLEASE PRINT)
SIGNATURE OF SUPERVISOR:
SIGNATURE OF INTERVIEWER:
FOR OFFICE USE: EDITOR: CODER:
Q2 WRITE IN THE FOLLOWING DETAILS OF THE STORE
NAME OF STORE ...ttt ettt e s e e st e e s et e e e s st e e e s st e e e s e ntbeeeeasbeeeeenres 1
........................................................................................................................................... (13)
(14-15)
TOWN/AREA ..ottt et s ettt e e e ettt e e e st bt e e s ettt e e s anbbe e e e enbeeeeennee 1
........................................................................................................................................... (16)
(17-18)
STREET/LOCAL AREA/SHOPPING CENTRE ......outiiiiiiiie ittt 1
........................................................................................................................................... (29)
(20-21)

17
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Q3 Which day of the week did you visit?
(22)
1To] o = PO P O P PP PPN 1
LI 120 F= PP PP PPPPPPP 2
WEANESHAY ...ttt ettt e ettt e e st bt e e e s bt e e e e s abb et e e s anbeeeesaabbeeeesnbneenes 3
TRUISHAY ..ottt e et e e e et et e e ek e e e et e e e e e nbe e e e e anbeeeaannes 4
L 110 F= | PP U PP PR PTRPPPI 5
S To 110 ] (o F- | PP PP P TP PP POPPN 6
10 o I Y PRSP 7
Q4 At what time of day did you visit?
(23)
(272 (o] =2 0= o DT UPT PP 1
O F= T g 2 o] o TP RT PR PPTTPPPRT 2
0] o4 H PO OPTTPUPPTOUPPTRUPRPPI 3
0¥ oo PP PO PPP PP POUPPRPN 4
0 T o] o I PP PP PP PP POTPPRPN 5
N £=T 0 ] PRSPPI 6
Q5 Did the first person you spoke to answer all your questions, or did they get another member of
staff?
(24)
ONIY SPOKE 10 L PEISON ...ttt ettt e et sb e e e et e e s et e e e e e bre e e s e nbe e e e anneas 1
SPOKE t0 MOIE AN L....eeiiiiiiiiie et e et e e s et e e e s bbe e e e ennreas 2
(25-26)
Other/additional comments WRITE IN
Q6 From your impressions, how specialised would you say the member of staff that you (mainly)
spoke to was? Were they...
@7
A TV SPECIANIST ...ttt e et e st e e e s e e e e sbaee e 1
A general salesperson/ member of Staff ... 2
Other/additional comments WRITE IN.......coooiiiiiiiiiie et 3
(28-29)
Q7 IF KNOWN: Write in the job title of the main person you spoke to (if possible - don't ask)

18

(30-32)
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Q8 Were they a Digital Advisor (i.e. did they have the Ask Digital logo on their badge/shirt - see

instructions)?

(33)
Y S 1
N[0 BT TR PRURPRON 2
(Do) 4 I A [0 AT PP TP PROPPTPPRR 3

Q9 And did you see the Ask Digital logo anywhere else - e.g. on a sign on the counter?

(34)
Y S 1
N[0 BT TTTRPRPRPRON 2

Q10  What were you initially told about receiving HDTV services in general? WRITE IN FULL
DETAILS

(35-37)
Q11  When you asked "How can | watch HDTV?" what did they say?
(38-39)
Q12  When you asked "What does ‘HD Ready’ mean?" what did they say?
(40-41)

19
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Q13  What platforms did they say HD services were available on?
(42)
Terrestrial/Standard TV . ... r e e e e e s st r e e e e e s snnrereeeeens 1
L LTSV PSPPI 2
SKY/BSKYB ...t 3
Virgin/ Virgin MEIA ... ....eeeiiii ittt e e e e e e st e e e e e e e e e aneeeas 4
NU/TEIBWEST ...ttt e e e e ettt e e e e e e st et e e e e e e e e e e e nbnbbeeeaaaaaannns 5
(0] o] [P PPRP TSP 6
Other/additional comments WRITE IN......ccoioiiiiiiiiiieiiee e 7
(43-44)
Q14  And did you need to ask them what platforms it was available on, or did they tell you
spontaneously (without you having to ask about platform)?
(45)
[ 0 T= 1o I o =T PP 1
They told Me SPONTANEOUSIY .......ueiiiiieeiie e 2
Other WRITE IN ...ttt st et r e et e e ssn e e st e e snn e e aneeesnneens 3
(46-47)
Q15 Did they tell you that HDTV services would be available on other platforms in the future?

20

(48)
Yes - spontaneously/without you having to ask..........ccccceeiiiiciiieiee e 1
YES - WNEN YOU ASKEA........ooiiiiiiiiii et 2
No - they said there are no plans for HDTV services on other platforms ...........ccccccceeeenn. 3

No - they said they didn't know if there were going to be HDTV services on other platforms 4

Other/additional commeNnts WRITE IN.......ooouuuiiiiiiiiiiee et e e e e e a e 5
(49-50)
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Q16 FILLINIF 1 OR 2 CODED AT Q15
When did they say it would be available on other platforms (that it's not currently available
on)?
WRITE IN FOR EACH PLATFORM MENTIONED
TEITESIIAI TV ittt e et e e e st e e e et b e e e e nabe e e e s nnbeeennnees 1
........................................................................................................................................... (51)
FETEEVIBW. ...ttt e e e e e e e be et et e betebebeteba b e be e sbsbeeeeseseeesssesseaeannnsnnnnnnnnnnnrennres 1
........................................................................................................................................... (52)
Other platform(s) SPECIFY PLATFORMS AND WHEN AVAILABLE ..........cccoceeviciineeee 1
........................................................................................................................................... (53)
(54-56)
Other/additional comments WRITE IN......cooooiiiiiiiiii e 1
........................................................................................................................................... (57)
(58-59)
Q17  Did they tell you that you needed additional equipment (other than an HD Ready TV set) to
receive HDTV services?
(60)
Yes - spontaneously/without you having to ask..........ccccceeiiiiciiieiee e 1
Yes - but only When YOU @SKE ..........cooviiiiiiiicc e e e 2
No - they said you DON'T need any extra eqUIPMENT ...........ceeveeeiiiiiiiiiieieeeeesiiiiieereeeee e 3
NoO - they said they didN't KNOW ............uuiiiiiie e ee e 4
Other/additional comments WRITE IN......cooooiiiiiiiia e ireeee e 5
(61-62)
Q18 FILLINIF1OR 2 CODED AT Q17
What additional equipment did they tell you that you needed?
CODE ALL THAT APPLY
(63)
SKY TV HD DOX. ettt ettt et s bt e e et e e st e e s ennb e e e e e e 1
Virgin MEIA HD BOX.....ceiiiuiiiiiiiiiiie ettt ettt ettt e e e s e e e s anneeeas 2
FrEEVIEW DOX ... . ettt e e e et e e e e e e s nbb b e e eeeaeaanes 3
SALEIIIE IS ...t a e e e 4
Other/additional comments WRITE IN.......coociiiiiiiiiie ettt 5
(64-65)
(66)
None - didn't mention needing any additional equIpMeNt............ooociiiiiiiiiiinniiiieeee e 1
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Q19 Did they tell you if you had to pay a fee to receive /subscribe to current HDTV services?

(67)

Yes - spontaneously/without you having t0 @SK ..........coocueeiiiiiiiiiiiiie e 1
Yes - but only When YOU @SKE ..........coiiiiiiiiiiiiiie ettt e e 2
No - they said you don't need to pay extra to receive HDTV .......cooviciiiieiieeeiniiiiiieieeee e 3
NoO - they said they didn't KNOW ............uuiiiiiii e 4
Other/additional comments WRITE IN.......coociiiiiiiiiieiiie et 5

(68-70)

Q20 ASKIF1OR2 CODED AT Q19

Write in details of what they told you you'd have to pay to receive HDTV services.

(71-72)

Q21  ONLY ASK IF THEY DIDN'T SAY THERE WERE ALREADY FREE SERVICES IN
EXISTENCE AT Q19
Did they tell you if there were going to be any free HDTV services in the future?
(73)

Yes - spontaneously/without you having to @sk .........ccccceeviiiiiiiii e 1
Yes - but only When YoU @SKEA ..........oiiiiiiiiiiiiiiee et 2
No - they said there were no plans for free HDTV ServiCes........coooviuiiiiiiiiiiiiiiiiiieieeeee e 3
NoO - they said they didN't KNOW ............uuiiiiii e 4
Other/additional comments WRITE IN........cccooiiiiiiiii e 5

(74-76)

Q22 ASKIF10OR2CODED AT Q21

Write in details of what free HDTV services you were told would be available in the future
(77-78)
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Q23 Did the sales assistant give you the impression that if you bought an HDTV you could receive
HDTYV services from normal terrestrial TV (the 5 basic channels)?
(79)
Y S e 1
L0 RO 2
Q24  And did the sales assistant give you the impression that if you bought an HDTV you could
receive HDTV services via Freeview?
(80)
Y S 1
..................................................................................................................................... Goto Q25
L0 PRSPPI 2
..................................................................................................................................... Goto Q26
Q25 What (else) did they tell you about the possibility of receiving HDTV via Freeview?
card: 02 (6-7)
(8-11)
WRITE IN FULLY
Q26  Did the sales assistant mention any of the following:
(12)
TIUE HD . 1
REAI HD ...ttt e bbbt e b e e et e e e b be e e neaees 2
LTI 1 PSPPI 3
N[0 PP 4
Q27  What did they say about them? Write in which type of HD (Real/True/Full) you are referring

to.
(13-14)
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Q28 FILLINIF 1 OR 2 CODED AT Q26
If True HD TV sets or Real HD TV sets were mentioned did they say that they will show HD
pictures with existing set-top boxes? MAKE SURE YOU ASK IF THEY ARE MENTIONED.
(15)
True HD sets Will SNOW HD PICTUIES........uuuiiiiiiieeiieee et 1
Real HD sets Will SHOW HD PICIUIES......cciiiiiiiiiiiiiiie ettt e e 2
Did not state that either of these will Show HD PICLUresS...........ccooiiiiiiiiiiiiiiiiniiieeeeeeeeee 3
Q29 Onascale of 1-5 where 1 is "not at all" and 5 is "completely”, how accurate do think the
information given to you by the sales assistant was?
(16)
1 - NOt @t @l BCCUIALE ... ...ttt e e e e e e e e e nbb b eeeaaaeeaaes 1
..................................................................................................................................... Goto Q30
PSSP PR 2
..................................................................................................................................... Goto Q30
PSP PPR 3
..................................................................................................................................... Goto Q30
PSPPSR PPP 4
..................................................................................................................................... Goto Q31
I 0ol 091 o1 1= (=] | VA= Vot ol U - L (= S 5
..................................................................................................................................... Goto Q31
Q30  FILLIN IF SCORE OF 1-3 GIVEN AT Q29.
And how much do you think this was down to a lack of training or knowledge, and how much
down to them trying to deliberately mislead you?
Please give a score of 1-5, where 1 is it was completely down to poor training and not at all
due to deliberately misleading you, and 5 is it was completely down to them trying to mislead
you. A score of 3 would be an equal mix of the two aspects.
a7
R I Tox Qo ) 1 = 1T o1 Vo T PP RP 1
PP PPPR 2
3 - Equal MiX Of the tWO......ceeeeie e s e e e e e e e e e 3
PO PRSPPI 4
5 - Deliberately mMiSIEaING .......uuiiieeiiiiiiiiiie e e e 5
[ o o 2 o Y PR PSPPSR 6
Q31  Please write in any other comments about the sales person.
(18-20)
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Q32 CODE TYPE OF STORE

(21)
162 0= 1] o PP PP PP PPN 1
Department Store/ SUPEIMEAIKET........oouuiiiiiiiii e 2
Talo =T o] oo =T o | OO P PP POPPPPPPURP 3
Q33 CODE REGION
(22)
ST ot ] 1= 1 o PO PUR PRSPPI 1
WVBIES ..ttt 2
NOIH OFf ENGIANG ....eeiiiie et e e e e naane s 3
MidIANAS/ EASE ANGIA. .....ceoiiiiiieiiiiie ettt 4
SOULh Of ENGIANG. ..o e 5
Q34 CODE SCENARIO
(23)
A - NOt KNOWIEAGEADIE .....coeeie e e e e e e s e e e e e e s e nnnraees 1
B - SOME KNOWIEAGE ...ttt eb e s 2
C - Fairly KNOWIEAGE ...ttt 3

| declare that this is a true record of a mystery shopping visit which was carried out within the
Market Research Society Code of Conduct in accordance with instructions in the Interviewers'
Manual

SIGNED: DATE: I
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Annex 3

The telephone data collection form

Serial No: (1-5)

Card: 01 (6-7)
Q1 Job number: J8956
FEEDBACK FORM - TELEPHONE/EMAIL
J8956 (8-12)
Interviewer name:
Interviewer no: -
ACCOMPANIED BY: (PLEASE PRINT)
SIGNATURE OF SUPERVISOR:
SIGNATURE OF INTERVIEWER:
FOR OFFICE USE: EDITOR: CODER:
Q2 WRITE IN THE FOLLOWING DETAILS OF THE STORE
NAME OF STORE ...ttt ettt e e e st e e e st et e e s anbbe e e s enbbeee s enbeas 1
........................................................................................................................................... (13)
(14-15)
LU PP 1
........................................................................................................................................... (16)
(17-18)
TELEPHONE NUMBER ......cciitiiiii ittt st e e stb e e e abeeeessnbeeeesnnes 1
........................................................................................................................................... (29)
(20-21)
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Q3 Which day of the week did you call/email?
(22)
1To] o = PO P O P PP PPN 1
LI 120 F= PP PP PPPPPPP 2
WEANESHAY ...ttt ettt e ettt e e st bt e e e s bt e e e e s abb et e e s anbeeeesaabbeeeesnbneenes 3
TRUISHAY ..ottt e et e e e et et e e ek e e e et e e e e e nbe e e e e anbeeeaannes 4
L 110 F= | PP U PP PR PTRPPPI 5
Y= LU o F= 1Y PP PPRT TR 6
10 o I Y PRSP 7
Q4 At what time of day did you call/visit?
(23)
(272 (o] =2 0= o DT UPT PP 1
O F= T g 2 o] o TP RT PR PPTTPPPRT 2
D2 0 2 o o P PP 3
0¥ oo PP PO PPP PP POUPPRPN 4
0 T o] o I PP PP PP PP POTPPRPN 5
N £=T 0 ] PRSPPI 6
Q5 Did the first person you spoke to answer all your questions, or did they transfer you to another
member of staff?
(24)
ONIY SPOKE 10 L PEISON ...ttt ettt e et sb e e e et e e s et e e e e e bre e e s e nbe e e e anneas 1
SPOKE t0 MOIE AN L....eeiiiiiiiiie et e et e e s et e e e s bbe e e e ennreas 2
(25-26)
Other/additional comments WRITE IN
Q6 From your impressions, how specialised would you say the member of staff that you (mainly)
spoke to was? Were they...
(27
A TV SPECIANIST ...ttt e et e st e e e s e e e e sbaee e 1
A general salesperson/ member Of CUSIOMEr SEIVICES......c..coiiiiiiiiiiiiiiee et 2
Other/additional comments WRITE IN.......coooiiiiiiiiiie e 3
(28-29)
Q7 IF KNOWN: Write in the job title of the main person you spoke to (if possible - don't ask)

(30-32)
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Q8 | GNORE***

Q9 | GNORE***

Q10  What were you initially told about receiving HDTV services in general? WRITE IN FULL
DETAILS

(35-37)

Q11  When you asked "How can | watch HDTV?" what did they say?
(38-39)
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Q12  When you asked "I've seen an ‘HD Ready’ logo - what does that mean?" what did they say?
(40-41)
Q13  What platforms did they say HD services were available on?
(42)
Terrestrial/Standard TV .......o et 1
FrEOVIBW ... ettt e bttt e s a bt e e e e ab et e e sttt e e e s b b e e e e nb e ennaeee s 2
Y 72351 74 Y/ 2 TSR 3
Virging/ Virgin MEAIA ......ccooiuuiiiiiiiiiee ettt e et e e e bb e e e s nnreeee e 4
NU/TEIEWEST ...t e e e e e e e st e et e e e e e s st et e eeaeeeesansnsneeneeennannns 5
(0] o] L= PO PPRTT PSR 6
Other/additional comments WRITE IN.......coooiiiiiiiiiie it 7
(43-44)
Q14  And did you need to ask them what platforms it was available on, or did they tell you
spontaneously (without you having to ask about platform)?
(45)
[ 0= 1o I o =T PSPPSR 1
They told Me SPONTANEOUSIY ......eiiiiiiiiie ittt e e sbr e e e 2
Other WRITE IN ...ttt ettt ettt e e s et e e e st e e e astaeeesansaeeeennsbeeeeannes 3
(46-47)
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Q15 Did they tell you that HDTV services would be available on other platforms in the future?
(48)
Yes - spontaneously/without you having t0 @SK..........cccoiiiiiiiiiiiiiiiiieieee e 1
YES - WNEN YOU ASKEA.........eiiiiiiiiii bbb 2
No - they said there are no plans for HDTV services on other platforms ...........ccccccceeenn. 3
No - they said they didn't know if there were going to be HDTV services on other platforms 4
Other/additional comments WRITE IN.......coociiiiiiiiie et 5
(49-50)
Q16 FILLINIF 1 OR 2 CODED AT Q15
When did they say it would be available on other platforms (that it's not currently available
on)?
WRITE IN FOR EACH PLATFORM MENTIONED
TEITESIIAI TV ittt e e sttt e e s sttt e e s et b e e e e e nabe e e e e enbeeennnees 1
........................................................................................................................................... (51)
L LTSV = SRRSO 1
........................................................................................................................................... (52)
Other platform(s) SPECIFY PLATFORMS AND WHEN AVAILABLE ..........ccccoooiiniiininenne 1
........................................................................................................................................... (53)
(54-56)
Other/additional comments WRITE IN......cooooiiiiiiiiiiiriee e e e 1
........................................................................................................................................... (57)
(58-59)
Q17  Did they tell you that you needed additional equipment (other than an HD Ready TV set) to
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receive HDTV services?

(60)
Yes - spontaneously/without you having to ask..........ccccceeeiiiiiiiiiiie e 1
Yes - but only When YOU @SKE ..........coivieiiiiieicce e e e e 2
No - they said you DON'T need any extra eqUIPMENTt ...........cevveeeiriiiinieeereeeeesiiinrenereeee e e 3
NO - they said they didn't KNOW .........coocuiiiiiiiii e 4
Other/additional comments WRITE IN......ccooiiiiiiiiiiiiiee e e e sreaeeea e e 5
(61-62)
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Q18 FILLINIF1OR 2 CODED AT Q17
What additional equipment did they tell you that you needed?
CODE ALL THAT APPLY
(63)
YT IV 1 o ) G PRSPPI 1
Virgin Media HD BOX.......uueeiiiiieiiiiiiiei ittt ettt e e e e e s ettt e e e e e e s s abbbeeeeaaeeeaannnnes 2
L LTV T o T ) G SRS 3
S Fo 1 (1100 ] o SRR PSPR 4
Other/additional comments WRITE IN.......ccoiiiiiiiiiiiee et 5
......................................................................................................................................... (64--65)
(66)
None - didn't mention needing any additional eqUIPMENt.............cocciiiiiieiee e 1
Q19 Did they tell you if you had to pay a fee to receive /subscribe to current HDTV services?
(67)
Yes - spontaneously/without you having to @sk ..., 1
Yes - but only When YOU @SKEA .........coo i 2
No - they said you don't need to pay extra to receive HDTV .......ccccceviiveeeiiiiiieiniiiee e, 3
NoO - they said they didN'T KNOW ............uuiiiiiie e 4
Other/additional comments WRITE IN.......coociiiiiiiiiieiiiee et 5
(68-70)
Q20 ASKIF1O0OR 2 CODED AT Q19
Write in details of what they told you you'd have to pay to receive HDTV services.
(71-72)
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Q21 ONLY ASK IF THEY DIDN'T SAY THERE WERE ALREADY FREE SERVICES IN
EXISTENCE AT Q19
Did they tell you if there were going to be any free HDTV services in the future?
(73)
Yes - spontaneously/without you having to @sk ..., 1
Yes - but only When YouU @SKEA .........eeiiiiiiiee ettt ee e 2
No - they said there were no plans for free HDTV SEIrVICES.......coociveviiiireiniiiie e 3
NO - they said they didn't KNOW .........coocuuiiiiiiiii e 4
Other/additional comments WRITE IN ...t ee e 5
(74-76)
Q22 ASKIF10OR2CODED AT Q21
Write in details of what free HDTV services you were told would be available in the future
(77-78)
Q23 Did the customer services/sales assistant give you the impression that if you bought an HDTV
you could receive HDTV services from normal terrestrial TV (the 5 basic channels)?
(79)
Y S 1
N[0 BT TR PRURPRON 2
Q24  And did the customer services/sales assistant give you the impression that if you bought an
HDTYV you could receive HDTV services via Freeview?
(80)
D =TSSP 1
..................................................................................................................................... Goto Q25
N[0 BT TTTRPTPROROR 2
..................................................................................................................................... Goto Q26
Q25 What (else) did they tell you about the possibility of receiving HDTV via Freeview?
card: 02 (6-7)
(8-11)
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Q26 Do you know what is meant by........... READ OUT?
(12)
TrUE HD .. 1
REAIHD ...ttt e e e e e e ettt e e e e e e e e b e et e e e e e e e e e nbeeaee e e e aann 2
LT I 1 PR 3
N[0 PP 4
Q27  What did they say about them? Write in which type of HD (Real/True/Full) you are referring
to.
(13-14)
Q28 FILLINIF 1 OR 2 CODED AT Q26
If True HD TV sets or Real HD TV sets were mentioned did they say that they will show HD
pictures with existing set-top boxes? MAKE SURE YOU ASK IF THEY ARE MENTIONED.
(15)
True HD sets Will ShOW HD PICTUIES.........uuiiiiiiiee e 1
Real HD sets Will ShOW HD PICIUIES......cciiiiiiiiiiiiiiiee ettt a e 2
Did not state that either of these will Show HD PICIUIeS.........ccccooviiiiiiiiieeie e 3
Q29 Onascale of 1-5 where 1 is "not at all" and 5 is "completely”, how accurate do think the
information given to you by the person/people you spoke to was?
(16)
1 - NOt @t @l BCCUIALE ... ..ttt e e ettt e e e e e e e e bbb e eeaaeeeaaes 1
..................................................................................................................................... Goto Q30
PSPPI 2
..................................................................................................................................... Goto Q30
1 PSP PPP 3
..................................................................................................................................... Goto Q30
PSPPSR PR 4
..................................................................................................................................... Goto Q31
5 - COMPIELEIY ACCUIALE ....ooiiiiiii ettt ettt e e e 5
..................................................................................................................................... Goto Q31
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Q30  FILLIN IF SCORE OF 1-3 GIVEN AT Q29.

And how much do you think this was down to a lack of training or knowledge, and how much
down to them trying to deliberately mislead you?

Please give a score of 1-5, where 1 is it was completely down to poor training and not at all
due to deliberately misleading you, and 5 is it was completely down to them trying to mislead
you. A score of 3 would be an equal mix of the two aspects.

a7
- o3 Qo 1 =11 1 o SRS 1
2 et ——e e ———— e ————e e e ————e e o ———tee e ————ee o ———ee e ——eeeaahteeeaatteeeeaanraeeanreeeeaanres 2
3 - EQUAl MIX OF the TWO.....eiiiiiiiiiieie e e 3
A e e e e e e e e e —— e e e et —— e e e et ——ee e e ——ee e e —ae e e e reeeeaataeaeaataeeenreeeeanres 4
5 - Deliberately MiSIEadiNg.........coouuiiiiiiiiie it 5
(Do) 4 I (3 [0 AP PP U OROPTPPRR 6
Q31  Please write in any other comments about customer services / the sales person.
(18-20)
Q32 CODE TYPE OF STORE
(21)
L3 0= V] o [PPSR 1
Department store/ SUPEIMATKEL...........uuiiieiii e e e e e s e e e e e e e 2
1o 1= 0= o =T o | SRR 3
Q33 IGNORE
Q34 CODE SCENARIO
(23)
A - NOt KNOWIEAGEADIE .......eeiiiiiiiiee et e e e s rreeeeens 1
B - SOME KNOWIEAGE .....eeiieiiieiie ettt sttt e s et e e et e e e e 2
C - Fairly KNOWIEAGE ...ttt e 3
Q35 CODE TYPE OF SHOP
(24)
[N SEOTE <.t a e e s 1
Malil order - Via telEPRNONE.........oi i 2
=TI o L= Y= =T o o - PSP 3
LTV=T (= TR OPPRRPPPI 4
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| declare that this is a true record of a mystery shopping visit which was carried out within the
Market Research Society Code of Conduct in accordance with instructions in the Interviewers'
Manual

SIGNED: NI

35



Research Report: HD Ready TV sets mystery shopping survey

Annex 4

The website data collection form

Serial No: (1-5)

Card: 01 (6-7)
Q1 Job number; J8956web
FEEDBACK FORM - WEBSITE
J8956 (8-12)
Interviewer name:
Interviewer no: -
ACCOMPANIED BY: (PLEASE PRINT)
SIGNATURE OF SUPERVISOR:
SIGNATURE OF INTERVIEWER:
FOR OFFICE USE: EDITOR: CODER:
Q2 WRITE IN THE FOLLOWING DETAILS OF THE STORE
NAME OF STORE ...ttt ettt e e e st e e e st et e e s anbbe e e s enbbeee s enbeas 1
........................................................................................................................................... (13)
(14-15)
LU PP 1
........................................................................................................................................... (16)
(17-18)
il [ O T i PR PP 1
........................................................................................................................................... (29)
(20-21)
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Q3 Did you see the Ask Digital logo anywhere on the website?
(22)
Y S e 1
L0 RO 2
Q4 Other than lists of models and prices, was there any additional information on TVs?
(23)
Y S 1
....................................................................................................................................... Goto Q5
L0 TR PRPPPO 2
..................................................................................................................................... Goto Q18
Q5 And was there specific information on HD Ready TVs?
(24)
Y S e 1
....................................................................................................................................... Goto Q6
L0 TR PRPTP 2
..................................................................................................................................... Goto Q18
COLLECT SCREEN SHOT WHEN APPLICABLE
Q6 Did it state any of the following?
(25)
That you need additional equipment (as well as the HD Ready TV set) to receive HDTV
103 (1] =SSOSR 1
That you need to subscribe to HDTV services to receive HDTV pictures...........cccceeeeneeee. 2
That you can get HD pictures from an HD DVD or Blu Ray player ..........ccccoocveeiiiieneennn 3
That you can get HD pictures from a games console like a Playstation 3 or X Box 360..... 4
That you CAN get HD pIiCtures Via FIrEEVIEW .........ccuuuiiiiiiieii ittt 5
That you CAN'T get HD piCtures Via FIEEVIEW ..........uuviiiiiiiiiiiiiiiiieee e 6
NONE -ttt e b et e sk bt e e b et e s a e e e e b e e e saEe e e eR e e e s s be e e ebre e e be e e nnnennreean 7
Q7 What equipment, if any, did it tell you that you needed to get HD pictures?
(26)
YV 1NV = 15 2 oo ) SRR 1
Virgin MEdia HD BOX.......uuiiiiiiieiiiiiie ettt ettt e e e e e s et et e e e e e e e aabbbeeeeaaeeeaannnnes 2
FrEEVIEW DOX ... . ettt e e e e e e e e e s abb e e eeaaeaanes 3
SALEIIIE IS ... e e e e aaaeas 4
Other/additional comments WRITE IN.......coociiiiiiiiie it 5
(27-28)
(29)
Didn't mention needing any other @QUIPMENT ..........coiiiiiiieiiiiie e 1

37



Research Report: HD Ready TV sets mystery shopping survey

Q8 Did it imply anywhere that you DON'T need any additional equipment (other than an HD
Ready TV) to receive HD pictures/TV channels
YES WRITE IN DETAILS ..ottt sttt et e e st e e e st e e e s snbeeeessnneeeeennes 1
........................................................................................................................................... (30)
(31-32)
(33)
N[0 T RTRPRPRPTOR 1
Q9 What platforms, if any, did it say HD services were available on?
(34)
Terrestrial/StANTArd TV .. ...t e e et e e e e e e e e snbereeeaeas 1
FrEEBVIBW ...ttt e ettt et e e e oo s e bbbttt e e e e e e e e bbbbe e e e e aeeeaaanbnbaneeaeaaaann 2
SKY/BSKYB ...ttt e et e e e n b e e e e nreeeenres 3
Virging/ Virgin MEAIA . .....cceiiuuiiee ittt e ettt e e e st e e e s st e e e s snbbeeeesbbeeeesnsreeeenns 4
NE/TEIEWEST ...ttt e ettt e e sttt e e s bbe e e e s snbbee e e snsteeeesneaeeas 5
107 1] [PPSR 6
Other/additional comments WRITE IN......ccoiiiiiiiiiiiiiiiee e 7
(35-36)
(37)
[N R ST o T | PP PRP 1
Q10 Did it tell you that you had to pay a fee to receive /subscribe to current HDTV services?
Yes - WRITE IN DETAILS ...ttt e e et e e et e e e s enba e e e s snaaeeesanes 1
........................................................................................................................................... (38)
(39-40)
(41)
L0 TSP 1
Q11 Did the information on the website give you the impression that if you bought an HDTV you
could receive HDTV services from normal terrestrial TV (the 5 basic channels)?
(42)
Y S e 1
N[ PP PP UPPPPP T PPRPRPPR 2
Q12  And did the information on the website give you the impression that if you bought an HDTV
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you could receive HDTV services via Freeview?

(43)
D =1 PSPPSRI 1
..................................................................................................................................... Goto Q13
0SSP 2
..................................................................................................................................... Goto Q14
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Q13  What (else) did they tell you about the possibility of receiving HDTV via Freeview?
(44-47)
WRITE IN FULLY
Q14  Did information on the website mention any of the following:
(48)
TrUE HD .. 1
REAI HD ...ttt e et e 2
FUITHD <ttt etttk e ekt e s e bt e et e e e s st et e ehb e e eabe e et be e e beeesanesaneean 3
NONE ..ttt ettt b ettt e ettt ook bt e e eb et e sab e e ek e e e sabe e e ehbe e enbe e e abbe e e beeesnneanneeans 4
Q15 What did they say about them? Write in which type of HD (Real/True/Full) you are referring
to.
(49-50)
Q16 FILLINIF1OR 2 CODED AT Q14
If True HD TV sets or Real HD TV sets were mentioned did they say that they will show HD
pictures with existing set-top boxes? MAKE SURE YOU ASK IF THEY ARE MENTIONED.
(51)
True HD sets Will SNOW HD PICTUIES.......iuiiiiiiiiiee ettt 1
Real HD sets Will SHOW HD PICIUIES........cooiiiiiiiiiiiie e 2
Did not state that either of these will Show HD PICtUIeS............cocouiiieiiiiiieiiiieie e, 3
Q17  Onascale of 1-5 where 1 is "not at all" and 5 is "completely”, how accurate do think the
information given by the website was?
(52)
1 - NOt @t @l BCCUIALE ........eieiiiiiie et e e e e e et e e e e e s s e snnnbeeeeeaeeeanes 1
RSP RTRRRTIN 2
K TP PUPP R OPPUPROPRN 3
TSRO TP UROUPR 4
5 - COMPIELEIY BCCUIALE ...ttt e 5
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Q18 How long did you spend on the website?

ENTER MINUTES

(53-54)
Q19 CODE TYPE OF STORE
(55)
[ 0T o TR 1
Department Store/ SUPEIMATKET...........ueiii it e e e e e e 2
TaTo =T oT=TaTo =T o TP PRTTP 3
Q20 CODE TYPE OF SHOP
(56)
TS (0] (N 1
Mail order - Via telEPNONE.........oo i 2
1Y/ F= T o] fo (ST g V/ = =] 4 = 1| 3
LTV o) (T 4

| declare that this is a true record of a mystery shopping visit which was carried out within the
Market Research Society Code of Conduct in accordance with instructions in the Interviewers'
Manual

SIGNED: DATE: I
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Annex 5

Additional charts

Figure A1. What additional equipment shoppers were told was required to receive HD
services

Q. What additional equipment did they tell you that you needed?

———  87%
Sky TV HD box 79%
I 16%

_ . 40%
Virgin Media HD Box 27%

Freeview box 0%

[ 17% -
Satellite dish | 4% W In-store

0% Phone
Other/additional N 12% m Website
comments  PEG—— 2%

Don't know 2%
No mention of other N 8%
equipment I 64%

Base : All respondents 122 in-store /54 by phone /25 websites

Figure A2. Mentions of next generation HD sets.

Full HD 52% = In-stor
I
Phone*
I 3% B Website
True HD 40%

*Via phone, these were
2% specifically asked about

Real HD 33%
None of these 40%

I -2

Base : All respondents 122 in-store /54 by phone /25 websites
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Figure A3. What was said about Full/Real/True HD
Q. What did they say about Full/Real/True HD?

Full HD gives best picture quality/has the highest
resolution

Full HD has more lines/ pixels per inch/Full HD has
1080 lines

No difference between them/different names used
by different brands

True HD gives best picture quality/has the highest
resolution

Full HD is only available on large screens e.g. 40
inch plus

Gave demonstration of them

Other

Not aware/ Don’t know

Base : All respondents 122 in-store /54 by phone
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T 10%

21%
7%

25%

0%

23%
I 2%

17%
B 4% M In-store
2% Phone
1 2%
0%
W 6%
12%

40%

85%



