9160087-01 Ofcom Auto compensation Research Consumer - Final Data Set wave 2 - 130317

Table 1 Page 1 Region
by Crossbreak
Base: All respondents

Table 2 Page 5 <Sla> Which of the following do you have at home or use personally?
by Crossbreak
Base: All respondents

Table 3 Page 7 <Ala> Selecting your landline telephone provider
by Crossbreak
Base: All respondents

Table 4 Page 9 <Alb> Paying your landline telephone bill
by Crossbreak
Base: All respondents

Table 5 Page 11 <Alc> Liasing with your landline telephone provider where there is an issue with the service being provided
by Crossbreak
Base: All respondents

Table 6 Page 13 <Ald> Liasing with your landline telephone provider to set up a service or installation
by Crossbreak
Base: All respondents

Table 7 Page 15 <Ala> Selecting your broadband provider
by Crossbreak
Base: All respondents

Table 8 Page 17 <Alb> Paying your broadband bill
by Crossbreak
Base: All respondents

Table 9 Page 19 <Alc> Liasing with your broadband provider where there is an issue with the service being provided
by Crossbreak
Base: All respondents

Table 10 Page 21 <Ald> Liasing with your broadband provider to set up a service or installation
by Crossbreak
Base: All respondents

Table 11 Page 23 Services qualifed
by Crossbreak
Base: All respondents

Table 12 Page 25 <A2> Interviewer code Gender
by Crossbreak
Base: All respondents

Table 13 Page 27 <A3> Can you please tell me your age?
by Crossbreak
Base: All respondents

Table 14 Page 33 <A4> Are you yourself? (Employment status)
by Crossbreak
Base: All respondents

Table 15 Page 37 <A5a> What is the occupation of the Chief income earner in your household
by Crossbreak
Base: All respondents
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Table 16 Page 41 <A5b> Urbanity
by Crossbreak
Base: All respondents

Table 17 Page 46 <Cla> When did you last change your telephone landline you use only for Broadband connection?
by Crossbreak
Base: All that have telephone landline used only for broadband

Table 18 Page 47 <Clb> When did you last change your telephone landline (not mobile) that you use for making and / or receiving calls?
by Crossbreak
Base: All that have telephone landline used for making and/or receiving calls

Table 19 Page 49 <Clc> When did you last change your fixed broadband internet?
by Crossbreak
Base: All that have fixed broadband internet connection

Table 20 Page 51 <C2a> Thinking back to when you chose your current landline provider
that you only use for making calls what were the main factors that influenced your choice of provider?
by Crossbreak
Base: All that have a landline but no fixed broadband and changed their provider in the last 10 years

Table 21 Page 52 <C2b> Thinking back to when you chose your current fixed Broadband
internet line and service provider what were the main factors that influenced your choice of provider?
by Crossbreak
Base: All that have a fixed broadband connection and changed their provider in the last 10 years

Table 22 Page 56 <C2c> Thinking back to when you chose your current mobile service provider what were the main factors that influenced your choice of provider?
by Crossbreak
Base: All that have a mobile service

Table 23 Page 60 <D1LAND> Thinking about your landline telephone service, how much does your household rely on this service?
by Crossbreak
Base: All that have a landline service

Table 24 Page 63 <D1LAND> Thinking about your landline telephone service, how much does your household rely on this service?
by Crossbreak
Base: Telephone landline used only for broadband connection

Table 25 Page 64 <D1LAND> Thinking about your landline telephone service, how much does your household rely on this service?
by Crossbreak
Base: Telephone landline (not mobile) used for making and/or receiving calls

Table 26 Page 67 <D1BROAD> Thinking about your Broadband service, how much does your household rely on this service?
by Crossbreak
Base: All that have a broadband service

Table 27 Page 70 <DIMOBILE> And now for your mobile phone service, how much does your household rely on mobile phones?
by Crossbreak
Base: All that have a mobile service

Table 28 Page 74 <D2A> And for how many days do you think your household would be able to cope without your landline?
by Crossbreak
Base: All that have a landline service

Table 29 Page 79 <D2A> And for how many days do you think your household would be able to cope without your landline?
by Crossbreak
Base: Telephone landline used only for broadband connection
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<D2A> And for how many days do you think your household would be able to cope without your landline?
by Crossbreak
Base: Telephone landline (not mobile) used for making and/or receiving calls

<D2B> And for how many days do you think your household would be able to cope without your Fixed internet connection?
by Crossbreak
Base: All that have a broadband service

<D2C> And for how many days do you think your household would be able to cope without your Mobile phone?
by Crossbreak
Base: All that have a mobile service

<Ela> You said earlier that you have changed or upgraded your landline

and broadband services in the last two/five years. Did you change both services at the same time to the same provider?
by Crossbreak

Base: All that changed or upgraded their landline or broadband in the last five years

<E2> Which of these scenarios applied to the last time you changed or upgraded your {ECLASS} service?
by Crossbreak
Base: All that have changed service in the last 5 years

proportion qualifying for each priority group
by Crossbreak
Base: All respondents

PRIORITY GROUP
by Crossbreak
Base: All respondents

PRIORITY GROUP
by Crossbreak
Base: All respondents

<E3> Did you move home at the same time?
by Crossbreak
Base: All that had a new service

<E4> Did the change or upgrade require an engineer to visit your home to install new lines or other equipment?
by Crossbreak
Base: All that had a new service and did have an existing service

<E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new service

<E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new service

<E5b> And was this in line with the time period you had been given by your provider?
by Crossbreak
Base: All whose service has been activated

<E6a> Do you think the time it took to have the service activated /upgraded was reasonable?
by Crossbreak
Base: All whose service has been activated
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<E6b> How many days would you have considered it reasonable to wait for it to be activated/upgraded?
by Crossbreak
Base: All that didnt think the time took to have the service activated was reasonable or not yet activated

<E6b> How many days would you have considered it reasonable to wait for it to be activated/upgraded?
by Crossbreak
Base: All that didnt think the time took to have the service activated was reasonable or not yet activated

<E7> I’d like you to imagine that you did not have {ECLASS} at all and

had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be
by Crossbreak

Base: All that had an existing service

<E7> I’d like you to imagine that you did not have {ECLASS} at all and

had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be
by Crossbreak

Base: All that had an existing service

<E8> You said earlier that you experienced a temporary service

loss when ordering a new service or upgrading. How long were you without service during the changeover period?
by Crossbreak

Base: All that experienced a temporary loss of service - Number of days

<E8> You said earlier that you experienced a temporary service

loss when ordering a new service or upgrading. How long were you without service during the changeover period?
by Crossbreak

Base: All that experienced a temporary loss of service - Number of days

<E2> Which of these scenarios applied to the last time you changed or upgraded your landline service?
by Crossbreak
Base: All that have changed landline in the last 5 years

<E3> Did you move home at the same time?
by Crossbreak
Base: All that had a new landline service

<E4> Did the change or upgrade require an engineer to visit your home to install new lines or other equipment?
by Crossbreak
Base: All that had a new landline service and did have an existing service

<E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new landline service

<E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new landline service

<E5b> And was this in line with the time period you had been given by your provider?
by Crossbreak
Base: All whose landline service has been activated

<E6a> Do you think the time it took to have the service activated /upgraded was reasonable?
by Crossbreak
Base: All whose landline service has been activated

<E7> I’d like you to imagine that you did not have Landline at all and

had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be
by Crossbreak

Base: All that had an existing landline service

activated?

activated?

activated?
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Table 58 Page 150 <E7> I’d like you to imagine that you did not have {ECLASS} at all and
had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be activated?
by Crossbreak
Base: All that had an existing landline service

Table 59 Page 151 <E2> Which of these scenarios applied to the last time you changed or upgraded your broadband service?
by Crossbreak
Base: All that have changed broadband in the last 5 years

Table 60 Page 153 <E3> Did you move home at the same time?
by Crossbreak
Base: All that had a new broadband service

Table 61 Page 154 <E4> Did the change or upgrade require an engineer to visit your home to install new lines or other equipment?
by Crossbreak
Base: All that had a new broadband service and did have an existing service

Table 62 Page 155 <E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new broadband service

Table 63 Page 157 <E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new broadband service

Table 64 Page 159 <E5b> And was this in line with the time period you had been given by your provider?
by Crossbreak
Base: All whose broadband service has been activated

Table 65 Page 160 <E6a> Do you think the time it took to have the service activated /upgraded was reasonable?
by Crossbreak
Base: All whose broadband service has been activated

Table 66 Page 161 <E7> I’d like you to imagine that you did not have Landline at all and
had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be activated?
by Crossbreak
Base: All that had an existing broadband service

Table 67 Page 163 <E7> I’d like you to imagine that you did not have {ECLASS} at all and
had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be activated?
by Crossbreak
Base: All that had an existing broadband service

Table 68 Page 165 <E2> Which of these scenarios applied to the last time you changed or upgraded your landline & broadband service?
by Crossbreak
Base: All that have changed Landline & broadband in the last 5 years

Table 69 Page 169 <E3> Did you move home at the same time?
by Crossbreak
Base: All that had a new landline & broadband service

Table 70 Page 171 <E4> Did the change or upgrade require an engineer to visit your home to install new lines or other equipment?
by Crossbreak
Base: All that had a new landline & broadband service and did have an existing service

Table 71 Page 172 <E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new landline & broadband service
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Table 72 Page 174 <E5> Approximately how many calendar days after placing the order was the service activated or upgraded?
by Crossbreak
Base: All that had a new landline & broadband service

Table 73 Page 178 <E5b> And was this in line with the time period you had been given by your provider?
by Crossbreak
Base: All whose landline & broadband service has been activated

Table 74 Page 179 <E6a> Do you think the time it took to have the service activated /upgraded was reasonable?
by Crossbreak
Base: All whose landline & broadband service has been activated

Table 75 Page 180 <E6b> How many days would you have considered it reasonable to wait for it to be activated/upgraded?
by Crossbreak
Base: All that didnt think the time took to have the service activated was reasonable or not yet activated - Landline & Broadband

Table 76 Page 181 <E6b> How many days would you have considered it reasonable to wait for it to be activated/upgraded?
by Crossbreak
Base: All that didnt think the time took to have the service activated was reasonable or not yet activated - Landline & Broadband

Table 77 Page 182 <E7> I’'d like you to imagine that you did not have Landline at all and
had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be activated?
by Crossbreak
Base: All that had an existing landline & broadband service

Table 78 Page 184 <E7> I’'d like you to imagine that you did not have {ECLASS} at all and
had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be activated?
by Crossbreak
Base: All that had an existing landline & broadband service

Table 79 Page 186 <E8> You said earlier that you experienced a temporary service
loss when ordering a new service or upgrading. How long were you without service during the changeover period?
by Crossbreak
Base: All that experienced a temporary loss of service - Landline & Broadband - Number of days

Table 80 Page 187 <E8> You said earlier that you experienced a temporary service
loss when ordering a new service or upgrading. How long were you without service during the changeover period?
by Crossbreak
Base: All that experienced a temporary loss of service - Landline & Broadband - Number of days

Table 81 Page 189 <E9a> Over the last 2 years, have you experienced a complete

loss of service for more than one hour for the following services taken by your household? By loss of service,

we mean complete inability to make or receive voice calls or to access the internet.

Please don’t include instances when your connection speed was slower than usual, but do include those that occured as a result of a fault on your
existing service.

by Crossbreak

Base: All respondents

Table 82 Page 191 <E9b> Did you lose your landline and your broadband services at the same time?
by Crossbreak
Base: All that experienced loss of landline and broadband

Table 83 Page 192 <E9e> When you lost your broadband service, did you also lose your landline at the same time?
by Crossbreak
Base: All that experienced loss of broadband but not landline

Table 84 Page 193 <G1611> I’'d like you to imagine that you did not have Landline at all
and had placed an order to have the service installed. How many days would you consider it reasonable to wait for it to be activated?
by Crossbreak
Base: All that have a landline
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<Glébb> I’'d like you to imagine that you did not have Broadband at all

and had placed an order to have the service installed.

by Crossbreak
Base: All that

have broadband

How many days would you consider it reasonable to wait for it to be activated?

<F1> Thinking about the most recent loss of your landline due
to a fault / delay in service change or upgrade on your landline how long did you experience a loss of service for?

by Crossbreak

Base: All that experienced a loss of service - Any service - Number of days

<F2a> Did you
by Crossbreak
Base: All the

<F2b> Why did
by Crossbreak
Base: All that

<F2c> How long
by Crossbreak
Base: All that

<F2c> How long
by Crossbreak
Base: All that

report your {LOSCLASS} loss of service / delay in your new order to your provider?

experienced a loss of service - Any service

you not contact
did not report
after you lost
did report the
after you lost

did report the

your provider?

the loss of service - Any service

service / expected your service to be installed / upgraded did you contact the provider to let them know?

loss of service - Any service

— Number of days

service / expected your service to be installed / upgraded did you contact the provider to let them know?

loss of service - Any service

<F2d> How did you contact your provider?

by Crossbreak

— Number of days

Base: All that did report the loss of service - Any service

<F2e> How many times did you contact your provider?

by Crossbreak

Base: All that did report the loss of service - Any service

<F3> Thinking back to when you experienced your most recent loss of landline OR

the delay in the provision or activation of your new landline service.

by Crossbreak

Base: All the experienced a loss of service - Any service

<F5> How long did it take for your

by Crossbreak

Base: Those reporting the issue to

<F5> How long did it take for your

by Crossbreak

Base: Those reporting the issue to

<F6> Overall,

by Crossbreak

service to be restored after you first notified your provider of the issue?
their provider - Any service - Number of days
service to be restored after you first notified your provider of the issue?

their provider - Any service - Number of days

how satisfied or dissatisfied were you with the
length of time it took your provider to resolve your loss of service for your Landline, using the following scale?

Base: All with a complete loss of service - Any service

<F7a> Which, i
by Crossbreak

Base: All the experienced a loss of service - Any

<F7b> What, if
this
by Crossbreak

Base: All that found alternative workaround - Any

f any,

anything,

of the following would you say applied to your most recent loss of {LOSCLASS}

did you do to reduce the
[telephone landline / fixed broadband ]

OR delay to activation or upgrade of your
service

impact of
of service / delay to activation or upgrade of your service?

service

How much of an impact did this have on the communication needs of your household?

{LOSCLASS}?
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Table 99 Page 220 <F7c> Thinking about the factors you mentioned, what were the direct financial costs
to you (e.g. cost of mobile calls) and the people in your household that were caused by your most recent loss of service / delay in service installation?
by Crossbreak
Base: All that did something and found an alternative workaround - Any service

Table 100 Page 221 <F7c> Thinking about the factors you mentioned, what were the direct financial costs
to you (e.g. cost of mobile calls) and the people in your household that were caused by your most recent loss of service / delay in service installation?
by CrossbreakAll that did something and found an alternative workaround
Base: All that did something and found an alternative workaround - Any service

Table 101 Page 223 <F7d>To what extent were your normal activities affected by this workaround?
by Crossbreak
Base: All that found alternative workaround - Any service

Table 102 Page 224 <F8a> What did you do to try to resolve your loss of service?
by Crossbreak
Base: All that took time to resolve - Any service

Table 103 Page 225 <F8b> How much time did you and other people in your household spend trying to get your {LOSCLASS} service(s)
fixed / activated or upgraded? Please think about all the things that you and others in your household
spent time on to resolve the loss (e.g. time spent on the phone with your
provider or time spent trying to fix the problem yourselves). It should not include the time spent waiting for an engineer visit(s).
by Crossbreak
Base: All that took time to resolve - Combined F8b/c

Table 104 Page 227 <F8b> How much time did you and other people in your household spend trying to get your {LOSCLASS} service(s)
fixed / activated or upgraded? Please think about all the things that you and others in your household
spent time on to resolve the loss (e.g. time spent on the phone with your
provider or time spent trying to fix the problem yourselves). It should not include the time spent waiting for an engineer visit(s).
by Crossbreak
Base: All that took time to resolve - Any service - Number of days

Table 105 Page 229 <F9> Did any of the following apply to your most recent loss of landline OR delay in installation / upgrade?
by Crossbreak
Base: All that had a negative impact - Any service

Table 106 Page 231 <F10> To what extent were your normal activities affected by this loss of service? Please use a scale
where 0 indicates ‘not affected’ (i.e. was able to carry out same activity as would have done in event
of no loss of service) and 5 indicates a very large impact (i.e. it was not possible to do any of the things you usually do using the service you lost
by Crossbreak
Base: All that did not find an alternative workaround - Any service

Table 107 Page 232 <F13> Did you, or people in your household have to wait in for an engineer to visit?
by Crossbreak
Base: All that experienced a loss of service - Any service

Table 108 Page 233 <Fl4a> Did you or any other people in your household need to take time off work as a consequence of your loss of service?
by Crossbreak
Base: All that experienced a complete loss of servce - Any service

Table 109 Page 234 <Fl4a> Did you or any other people in your household need to take time off work as a consequence of your loss of service?

by Crossbreak
Base: All that experienced a complete loss of servce and had negative impact on work related activities - Any service

Table 110 Page 235 <F15> How much of an impact did the loss of your {LOSCLASS} / delay in service activation or upgrade have on your household?
by Crossbreak
Base: All that experienced a loss of service - Any service
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<F1> Thinking about the most recent loss of your landline due
to a fault / delay in service change or upgrade on your landline how long did you experience a loss of service for?

by Crossbreak

Base: All that experienced a loss of service - Any Landline - Number of days

<F2a> Did you report your {LOSCLASS} loss of service / delay in your new order to your provider?

by Crossbreak

Base: All the experienced a loss of service - Any Landline

<F2c> How long after you lost service

by Crossbreak
Base: All that did report the loss

<F2c> How long after you lost service

by Crossbreak
Base: All that did report the loss

of service - Any Landline - Number of

of service - Any Landline - Number of

<F2d> How did you contact your provider?

by Crossbreak
Base: All that did report the loss

of service - Any Landline

<F2e> How many times did you contact your provider?

by Crossbreak
Base: All that did report the loss

of service - Any Landline

days

days

<F3> Thinking back to when you experienced your most recent loss of landline OR

the delay in the provision or activation of your new landline service.

by Crossbreak

Base: All the experienced a loss of service - Any Landline

<F5> How long did it take for your
by Crossbreak
Base: Those reporting the issue to

<F5> How long did it take for your
by Crossbreak
Base: Those reporting the issue to

service to be restored after you first
their provider - Any Landline - Number
service to be restored after you first

their provider - Any Landline - Number

<F6> Overall, how satisfied or dissatisfied were you with the
length of time it took your provider to resolve your loss of service for your Landline,

by Crossbreak

Base: All with a complete loss of service - Any Landline

notified your
of days
notified your

of days

<F7a> Which, if any, of the following would you say applied to your most recent loss of

by Crossbreak

Base: All the experienced a loss of service - Any Landline

<F7b> What, if anything, did you do to reduce the impact of
this [telephone landline / fixed broadband ] loss of service / delay to activation or upgrade of your service?

by Crossbreak

Base: All that found alternative workaround - Any Landline

<F7c> Thinking about the factors you mentioned,

to you (e.g. cost of mobile calls)
by Crossbreak

what were the direct financial costs

/ expected your service to be installed / upgraded did you contact the provider to let them know?

/ expected your service to be installed / upgraded did you contact the provider to let them know?

provider of the issue?

provider of the issue?

using the following scale?

{LOSCLASS}

OR delay to activation or upgrade of your

How much of an impact did this have on the communication needs of your household?

{LOSCLASS}?

and the people in your household that were caused by your most recent loss of service / delay in service installation?

Base: All that did something and found an alternative workaround - Any Landline
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Table 124 Page 256 <F7c> Thinking about the factors you mentioned, what were the direct financial costs
to you (e.g. cost of mobile calls) and the people in your household that were caused by your most recent loss of service / delay in service installation?
by Crossbreak
Base: All that did something and found an alternative workaround - Any Landline

Table 125 Page 258 <F7d>To what extent were your normal activities affected by this workaround?
by Crossbreak
Base: All that found alternative workaround - Any Landline

Table 126 Page 259 <F8a> What did you do to try to resolve your loss of service?
by Crossbreak
Base: All that took time to resolve - Any Landline

Table 127 Page 260 <F8b> How much time did you and other people in your household spend trying to get your {LOSCLASS} service(s)
fixed / activated or upgraded? Please think about all the things that you and others in your household
spent time on to resolve the loss (e.g. time spent on the phone with your
provider or time spent trying to fix the problem yourselves). It should not include the time spent waiting for an engineer visit(s).
by Crossbreak
Base: All that took time to resolve - Combined F8b/c

Table 128 Page 262 <F8b> How much time did you and other people in your household spend trying to get your {LOSCLASS} service(s)
fixed / activated or upgraded? Please think about all the things that you and others in your household
spent time on to resolve the loss (e.g. time spent on the phone with your
provider or time spent trying to fix the problem yourselves). It should not include the time spent waiting for an engineer visit(s).
by Crossbreak
Base: All that took time to resolve - Landline only - Number of days

Table 129 Page 263 <F9> Did any of the following apply to your most recent loss of landline OR delay in installation / upgrade?
by Crossbreak
Base: All that had a negative impact - Any Landline

Table 130 Page 265 <F10> To what extent were your normal activities affected by this loss of service? Please use a scale
where 0 indicates ‘not affected’ (i.e. was able to carry out same activity as would have done in event
of no loss of service) and 5 indicates a very large impact (i.e. it was not possible to do any of the things you usually do using the service you lost
by Crossbreak
Base: All that did not find an alternative workaround - Any Landline

Table 131 Page 266 <F13> Did you, or people in your household have to wait in for an engineer to visit?
by Crossbreak
Base: All that experienced a loss of service - Any Landline

Table 132 Page 267 <Fl4a> Did you or any other people in your household need to take time off work as a consequence of your loss of service?
by Crossbreak
Base: All that experienced a complete loss of servce - Any Landline
Table 133 Page 268 <F15> How much of an impact did the loss of your {LOSCLASS} / delay in service activation or upgrade have on your household?
by Crossbreak
Base: All that experienced a loss of service - Any Landline
Table 134 Page 269 <F1> Thinking about the most recent loss of your landline due

to a fault / delay in service change or upgrade on your landline how long did you experience a loss of service for?
by Crossbreak
Base: All that experienced a loss of service - Broadband Only - Number of days

Table 135 Page 271 <F2a> Did you report your {LOSCLASS} loss of service / delay in your new order to your provider?
by Crossbreak
Base: All the experienced a loss of service - Broadband Only
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<F2b> Why did you not contact
by Crossbreak
Base: All that did not report

<F2c> How long after you lost
by Crossbreak
Base: All that did report the

<F2c> How long after you lost
by Crossbreak
Base: All that did report the
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your provider?
the loss of service - Broadband Only
service / expected your service to be installed / upgraded did you contact the provider to let them know?
loss of service - Broadband Only - Number of days
service / expected your service to be installed / upgraded did you contact the provider to let them know?

loss of service - Broadband Only - Number of days

<F2d> How did you contact your provider?

by Crossbreak
Base: All that did report the

loss of service - Broadband Only

<F2e> How many times did you contact your provider?

by Crossbreak
Base: All that did report the

loss of service - Broadband Only

<F3> Thinking back to when you experienced your most recent loss of landline OR

the delay in the provision or
by Crossbreak

activation of your new landline service. How much of an impact did this have on the communication needs of your household?

Base: All the experienced a loss of service - Broadband Only

<F5> How long did it take for
by Crossbreak

your service to be restored after you first notified your provider of the issue?

Base: Those reporting the issue to their provider - Broadband Only - Number of days

<F5> How long did it take for
by Crossbreak

your service to be restored after you first notified your provider of the issue?

Base: Those reporting the issue to their provider - Broadband Only - Number of days

<F6> Overall, how satisfied or dissatisfied were you with the
length of time it took your provider to resolve your loss of service for your Landline, using the following scale?

by Crossbreak

Base: All with a complete loss of service - Broadband Only

<F7a> Which, if any, of the following would you say applied to your most recent loss of {LOSCLASS} OR delay to activation or upgrade of your {LOSCLASS}?

by Crossbreak
Base: All that had a negative

impact - Broadband Only

<F7b> What, if anything, did you do to reduce the impact of
this [telephone landline / fixed broadband ] loss of service / delay to activation or upgrade of your service?

by Crossbreak

Base: All that found alternative workaround - Broadband Only

<F7c> Thinking about the factors you mentioned, what were the direct financial costs
to you (e.g. cost of mobile calls) and the people in your household that were caused by your most recent loss of service / delay in service installation?

by Crossbreak

Base: All that did something and found an alternative workaround - Broadband Only

<F7c> Thinking about the factors you mentioned, what were the direct financial costs
to you (e.g. cost of mobile calls) and the people in your household that were caused by your most recent loss of service / delay in service installation?

by Crossbreak

Base: All that did something and found an alternative workaround - Broadband Only
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Table 149 Page 289 <F7d>To what extent were your normal activities affected by this workaround?
by Crossbreak
Base: All that found alternative workaround - Broadband Only

Table 150 Page 290 <F9> Did any of the following apply to your most recent loss of landline OR delay in installation / upgrade?
by Crossbreak
Base: All that had a negative impact - Broadband Only

Table 151 Page 292 <F10> To what extent were your normal activities affected by this loss of service? Please use a scale
where 0 indicates ‘not affected’ (i.e. was able to carry out same activity as would have done in event
of no loss of service) and 5 indicates a very large impact (i.e. it was not possible to do any of the things you usually do using the service you lost
by Crossbreak
Base: All that did not find an alternative workaround - Broadband Only

Table 152 Page 293 <F13> Did you, or people in your household have to wait in for an engineer to visit?
by Crossbreak
Base: All that experienced a loss of service - Broadband Only

Table 153 Page 294 <Fl4a> Did you or any other people in your household need to take time off work as a consequence of your loss of service?
by Crossbreak
Base: All that experienced a complete loss of servce - Broadband Only
Table 154 Page 295 <F15> How much of an impact did the loss of your {LOSCLASS} / delay in service activation or upgrade have on your household?
by Crossbreak
Base: All that experienced a loss of service - Broadband Only
Table 155 Page 296 <F1> Thinking about the most recent loss of your landline due

to a fault / delay in service change or upgrade on your landline how long did you experience a loss of service for?
by Crossbreak
Base: All that experienced a loss of service - Any that reported loss of service - Number of days

Table 156 Page 298 <F2a> Did you report your {LOSCLASS} loss of service / delay in your new order to your provider?
by Crossbreak
Base: All the experienced a loss of service - Any that reported loss of service

Table 157 Page 299 <F2c> How long after you lost service / expected your service to be installed / upgraded did you contact the provider to let them know?
by Crossbreak
Base: All that did report the loss of service - Any that reported loss of service - Number of days

Table 158 Page 300 <F2c> How long after you lost service / expected your service to be installed / upgraded did you contact the provider to let them know?
by Crossbreak
Base: All that did report the loss of service - Any that reported loss of service - Number of days

Table 159 Page 303 <F2d> How did you contact your provider?

by Crossbreak
Base: All that did report the loss of service - Any that reported loss of service

Table 160 Page 304 <F2e> How many times did you contact your provider?
by Crossbreak
Base: All that did report the loss of service - Any that reported loss of service

Table 161 Page 305 <F3> Thinking back to when you experienced your most recent loss of landline OR
the delay in the provision or activation of your new landline service. How much of an impact did this have on the communication needs of your household?
by Crossbreak
Base: All the experienced a loss of service - Any that reported loss of service

Table 162 Page 306 <F5> How long did it take for your service to be restored after you first notified your provider of the issue?
by Crossbreak
Base: Those reporting the issue to their provider - Any that reported loss of service - Number of days
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<F5> How long did it take for your service to be restored after you first notified your provider of the issue?

by Crossbreak

Base: Those reporting the issue to their provider - Any that reported loss of service - Number of days

<F6> Overall, how satisfied or dissatisfied were you with the

length of time it took your provider to resolve your loss of service for your Landline, using the following scale?

by Crossbreak
Base: All with a complete loss of service - Any that reported loss of service

<F7a> Which, if any, of the following would you say applied to your most recent loss of {LOSCLASS}

by Crossbreak
Base: All the experienced a loss of service - Any that reported loss of service

<F7b> What, if anything, did you do to reduce the impact of

OR delay to activation or upgrade of your {LOSCLASS}?

this [telephone landline / fixed broadband ] loss of service / delay to activation or upgrade of your service?

by Crossbreak
Base: All that found alternative workaround - Any that reported loss of service

<F7c> Thinking about the factors you mentioned, what were the direct financial costs

to you (e.g. cost of mobile calls) and the people in your household that were caused by your
by Crossbreak

Base: All that did something and found an alternative workaround - Any that reported loss of

<F7c> Thinking about the factors you mentioned, what were the direct financial costs

to you (e.g. cost of mobile calls) and the people in your household that were caused by your
by CrossbreakAll that did something and found an alternative workaround

Base: All that did something and found an alternative workaround - Any that reported loss of

<F7d>To what extent were your normal activities affected by this workaround?
by Crossbreak
Base: All that found alternative workaround - Any that reported loss of service

<F8a> What did you do to try to resolve your loss of service?
by Crossbreak
Base: All that took time to resolve - Any that reported loss of service

most re

service

most re

service

cent loss of service / delay in service installation?

cent loss of service / delay in service installation?

<F8b> How much time did you and other people in your household spend trying to get your {LOSCLASS} service(s)
fixed / activated or upgraded? Please think about all the things that you and others in your household

spent time on to resolve the loss (e.g. time spent on the phone with your

provider or time spent trying to fix the problem yourselves). It should not include the time spent waiting for an engineer visit(s).

by Crossbreak
Base: All that took time to resolve - Combined F8b/c

<F8b> How much time did you and other people in your household spend trying to get your {LOSCLASS} service(s)
fixed / activated or upgraded? Please think about all the things that you and others in your household

spent time on to resolve the loss (e.g. time spent on the phone with your

provider or time spent trying to fix the problem yourselves). It should not include the time spent waiting for an engineer visit(s).

by Crossbreak
Base: All that took time to resolve - Any that reported loss of service - Number of days

<F9> Did any of the following apply to your most recent loss of landline OR delay in installation / upgrade?

by Crossbreak
Base: All that had a negative impact - Any that reported loss of service

<F10> To what extent were your normal activities affected by this loss of service? Please use a scale
where 0 indicates ‘not affected’ (i.e. was able to carry out same activity as would have done in event
of no loss of service) and 5 indicates a very large impact (i.e. it was not possible to do any of the things you usually do using the service you lost

by Crossbreak
Base: All that did not find an alternative workaround - Any that reported loss of service
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<F13> Did you,
by Crossbreak
Base: All that

<Fl4a> Did you
by Crossbreak
Base: All that

<Fl4a> Did you
by Crossbreak
Base: All that

<F15> How much
by Crossbreak
Base: All that

<F1> Thinking
to a fault / d
by Crossbreak
Base: All that

<F2a> Did you
by Crossbreak
Base: All the

<F2b> Why did
by Crossbreak
Base: All that

<F3> Thinking
the delay in t
by Crossbreak
Base: All the

<F6> Overall,
length of time
by Crossbreak
Base: All with

<F7a> Which, 1
by Crossbreak
Base: All the

<F10> To what
where 0 indica
of no loss of
by Crossbreak
Base: All that

<F13> Did you,
by Crossbreak
Base: All that

<Fl4a> Did you
by Crossbreak
Base: All that
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or people in your household have to wait in for an engineer to visit?
experienced a loss of service - Any that reported loss of service
or any other people in your household need to take time off work as a consequence of your loss of service?
- Any that reported loss of service

experienced a complete loss of servce

or any other people in your household need to take time off work as a consequence of your loss of service?

experienced a complete loss of servce and had negative impact on work related activities - Any that reported loss of service

of an impact did the loss of your {LOSCLASS} / delay in service activation or upgrade have on your household?
experienced a loss of service - Any that reported loss of service

about the most recent loss of your landline due
elay in service change or upgrade on your landline how long did you experience a loss of service for?

experienced a loss of service - Any that reported loss of service - Number of days
report your {LOSCLASS} loss of service / delay in your new order to your provider?
experienced a loss of service - Any that did not report loss of service

you not contact your provider?

did not report the loss of service - Any that did not report loss of service

back to when you experienced your most recent loss of landline OR
he provision or activation of your new landline service.

experienced a loss of service - Any that did not report loss of service

how satisfied or dissatisfied were you with the
it took your provider to resolve your loss of service for your Landline,

using the following scale?
a complete loss of service - Any that did not report loss of service
f any, of the following would you say applied to your most recent loss of {LOSCLASS}
experienced a loss of service - Any that did not report loss of service
extent were your normal activities affected by this loss of service? Please use a scale
tes ‘not affected’ (i.e. was able to carry out same activity as would have done in event

service) and 5 indicates a very large impact (i.e. it was not possible to do any of the things you usually do using the
did not find an alternative workaround - Any that did not report loss of service

or people in your household have to wait in for an engineer to visit?

experienced a loss of service - Any that did not report loss of service

or any other people in your household need to take time off work as a consequence of your loss of service?

experienced a complete loss of servce - Any that did not report loss of service

How much of an impact did this have on the communication needs of your household?

OR delay to activation or upgrade of your {LOSCLASS}?

service you lost
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Table 188 Page 342 <F15> How much of an impact did the loss of your {LOSCLASS} / delay in service activation or upgrade have on your household?
by Crossbreak
Base: All that experienced a loss of service - Any that did not report loss of service

Table 189 Page 343 <F1> Thinking about the most recent loss of your landline due to

a fault / delay in service change or upgrade on your landline how long did you experience a temporary loss of service for?
by Crossbreak
Base: All that experienced a temporary loss of service - Any service - Number of days

Table 190 Page 345 <F2a> Did you report your {LOSCLASS} loss of service / delay in your new order to your provider?
by Crossbreak
Base: All the experienced a temporary loss of service - Any service

Table 191 Page 346 <F3> Thinking back to when you experienced your most recent loss of landline OR
the delay in the provision or activation of your new landline service. How much of an impact did this have on the communication needs of your household?
by Crossbreak
Base: All the experienced a temporary loss of service - Any service

Table 192 Page 347 <F6> Overall, how satisfied or dissatisfied were you with the length
of time it took your provider to resolve your temporary loss of service for your Landline, using the following scale?
by Crossbreak
Base: All with a complete temporary loss of service - Any service

Table 193 Page 348 <F7a> Which, if any, of the following would you say applied to your most recent loss of {LOSCLASS} OR delay to activation or upgrade of your {LOSCLASS}?
by Crossbreak
Base: All the experienced a temporary loss of service - Any service

Table 194 Page 349 <F10> To what extent were your normal activities affected by this loss of service? Please use a scale
where 0 indicates ‘not affected’ (i.e. was able to carry out same activity as would have done in event
of no loss of service) and 5 indicates a very large impact (i.e. it was not possible to do any of the things you usually do using the service you lost
by Crossbreak
Base: All that did not find an alternative workaround - Any service

Table 195 Page 350 <F13> Did you, or people in your household have to wait in for an engineer to visit?
by Crossbreak
Base: All that experienced a temporary loss of service - Any service

Table 196 Page 351 <Fl4a> Did you or any other people in your household need to take time off work as a consequence of your loss of service?
by Crossbreak
Base: All that experienced a complete loss of servce - Any service
Table 197 Page 352 <F15> How much of an impact did the loss of your {LOSCLASS} / delay in service activation or upgrade have on your household?
by Crossbreak
Base: All that experienced a temporary loss of service - Any service
Table 198 Page 353 <Hla> Did you receive any compensation from your provider for your loss of [LL/BB] service?

by Crossbreak
Base: All that experienced a loss of service or delay provisioning

Table 199 Page 355 <H1ld> Did you ask for compensation in regards to the loss of service?
by Crossbreak
Base: All that did not receive compensation from the provider

Table 200 Page 357 <Hle> Why did you not ask for compensation?
by Crossbreak
Base: All that didnt ask for compensation
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<H1k> Thinking back to the

that the loss of service had on your household what level of payment do you think would be enough to

by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get compensation

<H1k> Thinking back to the

that the loss of service had on your household what level of payment do you think would be enough to

by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get compensation
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loss of service you have described and all of the impacts

loss of service you have described and all of the impacts

<H11> What form would you like that compensation to take?

by Crossbreak
Base: All respondents

compensate your household for that impact?

compensate your household for that impact?

<H1m> Taking everything into account that happened when you lost service/ experienced a delay in installation or activation,
the processes you went through and the time taken to get your service restored
/ installed activated, has this had any of the following effects on your attitudes towards your relationship with the supplier?

by Crossbreak
Base: All respondents

<Il> Some telephone line or broadband installation or repair processes require an engineer to visit
Customers are usually given a specific time slot within which
to expect the engineers visit and sometimes engineers fail to arrive within the allotted time slot.

the customer’s home to carry out the work.

What do you consider to be

a reasonable amount of notice for

an engineer appointment to be cancelled or changed by your provider? Please give your answer in hours or days.

by Crossbreak
Base: All respondents

<I2a> Have you ever experienced a missed appointment regarding a landline and/or broadband service
where an engineer was scheduled to arrive at your home within a specified appointment
within that time)? This could be, for example, to install a new service or repair an existing service.

window and did not turn up
by Crossbreak
Base: All respondents

<I2b> Overall how many missed appointments have you experienced in the last two years?

by Crossbreak
Base: All that experienced

a missed appointment

<I2b> Overall how many missed appointments have you experienced in the last two years?

by Crossbreak
Base: All respondents

<I3> What happened after the appointment was missed?

by Crossbreak
Base: All that experienced

<I4> How much time did you
by Crossbreak
Base: All that experienced

<I4> How much time did you
by Crossbreak
Base: All that experienced

<I6> Which, if any, of the
by Crossbreak
Base: All that experienced

a missed appointment

spend waiting for the engineer to arrive?

a missed appointment

spend waiting for the engineer to arrive?

a missed appointment

following would you say applied to your most recent missed appointment?

a missed appointment

(i.e.
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<I7> Which of the following actions did you or other people in your household take to rearrange the appointment that had been missed?

by Crossbreak
Base: All that experienced a missed appointment

<I9%a> How did you contact your provider?
by Crossbreak
Base: All that contacted the provider

<I9b> How many times did you contact your provider?
by Crossbreak
Base: All that contacted the provider

<I1l> How much of an impact did this loss of working hours have

on your household Please use a scale of 0 to 5 where 0 denotes “No impact at all” and 5 denotes

by Crossbreak
Base: All that experienced a missed appointment

“Very great impact”.

<I5> Thinking back to when you experienced a missed appointment, how much of an impact did this have on you and your household?

by Crossbreak
Base: All that experienced a missed appointment

<Il2a> Did you receive any compensation from your provider for this missed appointment?

by Crossbreak
Base: All that experienced a missed appointment

<I1l2bi> Did you ask for compensation in regards to the missed appointment?
We are referring to you proactively asking for compensation rather than simply notifying your provider of the missed appointment.

by Crossbreak
Base: All that did not recieve compensation for the missed appointment

<Il2c> Why did you not ask for compensation?
by Crossbreak
Base: All that did not ask for compensation

<Il3a> I’d like you to imagine a situation where you had been given an
repair or upgrade one of your services and the engineer did

not turn up at all. Would you expect to be compensated for this missed
by Crossbreak

Base: All that have not experienced a missed appointment

<Il3a> I’d like you to imagine a situation where you had been given an
repair or upgrade one of your services and the engineer did

not turn up at all. Would you expect to be compensated for this missed
by Crossbreak

Base: All that have not experienced a missed appointment

appointment time by your

appointment? and if so,

appointment time by your

appointment? and if so,

<I13b> Why would you not expect to receive any compensation for the missed appointment?

by Crossbreak
Base: All that that would not expect to receive any compensation

<I1l3c> What form would you expect that compensation to take?
by Crossbreak
Base: All that provided an amount of compensation

<D1> Is your home...?
by Crossbreak
Base: All respondents

supplier for an engineer to visit your home to install,

how much?

supplier for an engineer to visit your home to install,

how much?
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Table 226 Page 409 <D2> How many adults (aged 16+) live in your household?
by Crossbreak
Base: All respondents

Table 227 Page 411 <D3> And how many children? (under 16)?
by Crossbreak
Base: All respondents

Table 228 Page 413 <F6> Overall, how satisfied or dissatisfied were you with the
length of time it took your provider to resolve your loss of service for your {LOSCLASS}, using the following scale?
by <F5> How long did it take for your service to be restored after you first notified your provider of the issue?
Base: All that reported the fault

Table 229 Page 414 <F6> Overall, how satisfied or dissatisfied were you with the
length of time it took your provider to resolve your loss of service for your {LOSCLASS}, using the following scale?
by <F5> How long did it take for your service to be restored after you first notified your provider of the issue?
Base: All respondents

Table 230 Page 415 Compensation Summary Table
by LOSS OF SERVICE CLASSIFICATION 2
Base: All that experienced a loss of service or delay provisioning

Table 231 Page 416 Compensation Summary Table
by Crossbreak
Base: All that experienced a loss of service or delay provisioning

Table 232 Page 418 Missed Appointment Compensation
by Crossbreak
Base: All that experienced a missed appointment

Table 233 Page 419 <F2c> How long after you lost service / expected your service to be installed / upgraded did you contact the provider to let them know?
by Crossbreak
Base: All respondents

Table 234 Page 421 <F5> How long did it take for your service to be restored after you first notified your provider of the issue?
by Crossbreak
Base: All respondents

Table 235 Page 424 Compensation Summary Table
by LOSS OF SERVICE CLASSIFICATION 2
Base: All respondents

Table 236 Page 425 <F6> Overall, how satisfied or dissatisfied were you with the
length of time it took your provider to resolve your loss of service for your {LOSCLASS}, using the following scale?
by <F5> How long did it take for your service to be restored after you first notified your provider of the issue?
Base: Loss of Service

Table 237 Page 426 <F9> Did any of the following apply to your most recent loss of landline OR delay in installation / upgrade?
by Crossbreak
Base: All that had a negative impact - Any service

Table 238 Page 428 <F9> Did any of the following apply to your most recent loss of landline OR delay in installation / upgrade?
by Crossbreak
Base: All that had a negative impact - Any Broadband

Table 239 Page 430 <H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact?
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation
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<Hlk> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would
by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get

<H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would
by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get

<H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would
by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get

<H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would
by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get

<Hlk> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would
by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get

<Il3a> I’'d like you to imagine a situation where you had been given an
repair or upgrade one of your services and the engineer did

not turn up at all. Would you expect to be compensated for this missed
by Crossbreak

Base: All that have not experienced a missed appointment

appointment time

appointment?

<Il3a> I’d like you to imagine a situation where you had been given an
repair or upgrade one of your services and the engineer did

not turn up at all. Would you expect to be compensated for this missed
by Crossbreak

Base: All that have not experienced a missed appointment

appointment time

appointment?

<Il3a> I’d like you to imagine a situation where you had been given an
repair or upgrade one of your services and the engineer did

not turn up at all. Would you expect to be compensated for this missed
by Crossbreak

Base: All that have not experienced a missed appointment - Excluding Zero

appointment time

appointment?

<Il3a> I’d like you to imagine a situation where you had been given an appointment time
repair or upgrade one of your services and the engineer did

not turn up at all. Would you expect to be compensated for this missed appointment?
by Crossbreak

Base: All that have not experienced a missed appointment - Excluding Zero

<F8b> How much time did you and other people in your household spend trying to get your

spent time on to resolve the loss (e.g.
provider or time spent trying to fix the problem yourselves).
by Crossbreak

Base: All that took time to resolve - Any service - Number of days

time spent on the phone with your

and if so,

and if so,

and if so,

and if so,

be enough to

compensation

be enough to

compensation

be enough to

compensation

be enough to

compensation

be enough to
compensation

by your

by your

by your

by your

supplier for an

supplier for an

supplier for an

supplier for an

compensate your household for that

compensate your household for that

- Excluding Zero

compensate your household for that

- Excluding Zero

compensate your household for that

- Excluding Zero - Any landline

compensate your household for that
- Excluding Zero - Any landline

engineer to visit your

how much?
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<F8b> How much time did you and other people in your household spend trying to get your

{LOSCLASS} service(s)

fixed / activated or upgraded? Please think about all the things that you and others in your household

spent time on to resolve the loss (e.g. time spent on the phone with your

provider or time spent trying to fix the problem yourselves). It should not include the

by Crossbreak
Base: All that took time to resolve - Any service - Less than one day

<H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact?

by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get

<I4> How much time did you spend waiting for the engineer to arrive?
by Crossbreak
Base: All that experienced a missed appointment

<I4> How much time did you spend waiting for the engineer to arrive?
by Crossbreak
Base: All that experienced a missed appointment

<I4> How much time did you spend waiting for the engineer to arrive?
by Crossbreak
Base: All that experienced a missed appointment - Less than 1 day

<I4> How much time did you spend waiting for the engineer to arrive?
by Crossbreak
Base: All that experienced a missed appointment - Less than 1 day

<I8> How much time did you and other people in your household spend trying to
appointment? (e.g. time spent on the phone with your provider). It should not
by Crossbreak

Base: All that experienced a missed appointment

<I8> How much time did you and other people in your household spend trying to
appointment? (e.g. time spent on the phone with your provider). It should not
by Crossbreak

Base: All that experienced a missed appointment

<I8> How much time did you and other people in your household spend trying to

appointment? (e.g. time spent on the phone with your provider). It should not
by Crossbreak
Base: All that experienced a missed appointment - Less than 8 hrs

<I8> How much time did you and other people in your household spend trying to
appointment? (e.g. time spent on the phone with your provider). It should not
by Crossbreak

Base: All that experienced a missed appointment - Less than 8 hrs

get another
include the time

get another
include the time

get another
include the time

get another
include the time

<Hlk> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to

by Crossbreak

compensation

spent

spent

spent

spent

Base: All who experienced a complete loss of service but did not recieve ask for or get compensation

<Hlk> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to

by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get compensation

time spent waiting for an engineer visit(s).

while waiting for the original missed appointment.

while waiting for the original missed appointment.

while waiting for the original missed appointment.

while waiting for the original missed appointment.

compensate your household for that impact?

compensate your household for that impact?
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Table 262 Page 486 <H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact?
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - Broadband Only

Table 263 Page 488 <H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact?
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - Broadband Only

Table 264 Page 490 <H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact?
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - Any Landline

Table 265 Page 492 <H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact?
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - any landline

Table 266 Page 494 <Hlk> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact? -
Converted to Daily Amount
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - DAILY AMOUNT REMOVE TWO OUTLIERS

Table 267 Page 496 Thinking back to the loss of service you have described and all of the impacts that the

loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact? - Converted to
Daily Amount

by Crossbreak

Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - DAILY AMOUNT REMOVE TWO OUTLIERS

Table 268 Page 500 <H1k> Thinking back to the loss of service you have described and all of the impacts
that the loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact? -
Converted to Daily Amount
by Crossbreak
Base: All who experienced a complete loss of service but did not recieve ask for or get compensation - DAILY AMOUNT

Table 269 Page 502 Thinking back to the loss of service you have described and all of the impacts that the

loss of service had on your household what level of payment do you think would be enough to compensate your household for that impact? - Converted to
Daily Amount

by Crossbreak

Base: All respondents

Table 270 Page 506 <E2> Which of these scenarios applied to the last time you changed or upgraded your {ECLASS} service?
by Crossbreak
Base: All that have changed service in the last 5 years and was not in line with the time period

Table 271 Page 508 <F1> Thinking about the most recent loss of your {LOSCLASS}, due
to a fault / delay in service change or upgrade on your {LOSCLASS} how long did you experience a loss of service for?
by Newbreak
Base: Temporary Loss of Service - Any service

Table 272 Page 509 <F1> Thinking about the most recent loss of your {LOSCLASS}, due
to a fault / delay in service change or upgrade on your {LOSCLASS} how long did you experience a loss of service for?
by Newbreak
Base: Temporary Loss of Service - Any Landline



