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of1 1 Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about landline service in past | 925
which one of the following categories did the issue fall into? 6 months
o2 2 Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about landline service in past | 925
which one of the following categories did the issue fall into? 6 months
o3 3 Q7A/E: And more specifically, which of the following best describes what the Base: All complained about landline service in past | 285
complaint you contacted [Provider] was concerning? 6 months - Billing and Customer service complaint
o4 4 Q7A/E: And more specifically, which of the following best describes what the Base: All complained about landline service in past | 285
complaint you contacted [Provider] was concerning? 6 months - Billing and Customer service complaint
o5 5 Q7B: And more specifically, which of the following best describes what the Base: All complained about landline service in past | 367
complaint you contacted [Provider] was concerning? 6 months - Service issue complaint
o6 6 Q7B: And more specifically, which of the following best describes what the Base: All complained about landline service in past | 367
complaint you contacted [Provider] was concerning? 6 months - Service issue complaint
o7 7 Q7C/D: And more specifically, which of the following best describes what the Base: All complained about landline service in past | 244
complaint you contacted [Provider] was concerning? 6 months - Repair and Installation complaint
o8 8 Q7C/D: And more specifically, which of the following best describes what the Base: All complained about landline service in past | 244
complaint you contacted [Provider] was concerning? 6 months - Repair and Installation complaint
9 9 Q7F: And more specifically, which of the following best describes what the Base: All complained about landline service in past |29
complaint you contacted [Provider] was concerning? 6 months - Something else complaint
10 10 Q7F: And more specifically, which of the following best describes what the Base: All complained about landline service in past |29
complaint you contacted [Provider] was concerning? 6 months - Something else complaint
of11 11 Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about landline service in past | 925
6 months
®(12 |12 Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about landline service in past | 925
6 months
®(13 13 Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about landline service in past | 925
customer services with regard to the complaint that you had? 6 months
®(14 |14 Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about landline service in past | 925
customer services with regard to the complaint that you had? 6 months
®(15 15 Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

Page |



22877_0Ofcom_QoCS_Complaints_tables_unwtd (supplier crossbreaks).wyp - Thursday, March 16, 2017

Page | Table | Title Base Description Base

®(16 16 Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®(17 |17 Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 501
customer service? 6 months by phone

®(18 18 Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 501
customer service? 6 months by phone

®(19 |19 Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®(20 |20 Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

o |21 21 Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

e(22 |22 Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®(23 |23 Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

(24 |24 Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®(25 |25 Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

(26 |26 Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®27 |27 Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

(28 |28 Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®(29 |29 Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months

®(30 |30 Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months
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o (31 31 Q10I: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months
®(32 |32 Q10l: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months
® (33 33 Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months
®(34 |34 Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about landline service in past | 925
customer service? 6 months
®(35 |35 Q11: In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about landline service in past | 925
6 months
®(36 |36 Q11: In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about landline service in past | 925
6 months
®(37 |37 Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about landline service in past | 925
particular complaint so far? 6 months
®(38 |38 Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about landline service in past | 925
particular complaint so far? 6 months
®(39 |39 Q13 How long did it take to resolve the issue with [Provider]/to reach this point in | Base: All complained about landline service in past | 925
terms of your issue with [Provider]? 6 months
®(40 |40 Q13 How long did it take to resolve the issue with [Provider]/to reach this pointin | Base: All complained about landline service in past | 925
terms of your issue with [Provider]? 6 months
®(41 41 Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about landline service in past | 606
6 months whose issue was completely resolved
®(42 |42 Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about landline service in past | 606
6 months whose issue was completely resolved
®(43 |43 Q13 How long did it take to reach this point in terms of your issue with [Provider]? | Base: All complained about landline service in past | 307
6 months whose issue was not completely resolved
®(44 |44 Q13 How long did it take to reach this point in terms of your issue with [Provider]? |Base: All complained about landline service in past | 307
6 months whose issue was not completely resolved
®(45 |45 Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about fixed broadband internet | 1017
which one of the following categories did the issue fall into? service in past 6 months
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®(46 |46 Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about fixed broadband internet | 1017
which one of the following categories did the issue fall into? service in past 6 months
®(47 |47 Q7A/E: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 200
complaint you contacted [Provider] was concerning? service in past 6 months - Billing and Customer
service complaint
®(48 |48 Q7A/E: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 200
complaint you contacted [Provider] was concerning? service in past 6 months - Billing and Customer
service complaint
®(49 |49 Q7B: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 571
complaint you contacted [Provider] was concerning? service in past 6 months - Service issue complaint
®(50 |50 Q7B: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 571
complaint you contacted [Provider] was concerning? service in past 6 months - Service issue complaint
® (51 51 Q7C/D: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 227
complaint you contacted [Provider] was concerning? service in past 6 months - Repair and Installation
complaint
®(52 |52 Q7C/D: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 227
complaint you contacted [Provider] was concerning? service in past 6 months - Repair and Installation
complaint
53 53 Q7F: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 19
complaint you contacted [Provider] was concerning? service in past 6 months - Something else complaint
54 |54 Q7F: And more specifically, which of the following best describes what the Base: All complained about fixed broadband internet | 19
complaint you contacted [Provider] was concerning? service in past 6 months - Something else complaint
®(55 |55 Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about fixed broadband internet | 1017
service in past 6 months
®(56 |56 Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about fixed broadband internet | 1017
service in past 6 months
®(57 |57 Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about fixed broadband internet | 1017
customer services with regard to the complaint that you had? service in past 6 months
®(58 |58 Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about fixed broadband internet | 1017
customer services with regard to the complaint that you had? service in past 6 months
®(59 |59 Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months
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®(60 |60 Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

® |61 61 Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 552
customer service? service in past 6 months by phone

®(62 |62 Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 552
customer service? service in past 6 months by phone

®(63 |63 Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(64 |64 Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(65 |65 Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(66 |66 Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(67 |67 Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(68 |68 Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(69 |69 Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

(70 |70 Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®71 71 Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

(72 |72 Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(73 |73 Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months

®(74 |74 Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months
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®(75 |75 Q10I: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months
®(76 |76 Q10l: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months
e(77 |77 Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months
®(78 |78 Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about fixed broadband internet | 1017
customer service? service in past 6 months
®(79 |79 Q11: In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about fixed broadband internet | 1017
service in past 6 months
®(380 |80 Q11: In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about fixed broadband internet | 1017
service in past 6 months
o (81 81 Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about fixed broadband internet | 1017
particular complaint so far? service in past 6 months
®(82 |82 Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about fixed broadband internet | 1017
particular complaint so far? service in past 6 months
® (83 83 Q13 How long did it take to resolve the issue with [Provider]/to reach this pointin | Base: All complained about fixed broadband internet | 1017
terms of your issue with [Provider]? service in past 6 months
®(84 |84 Q13 How long did it take to resolve the issue with [Provider]/to reach this point in | Base: All complained about fixed broadband internet | 1017
terms of your issue with [Provider]? service in past 6 months
®(85 |85 Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about fixed broadband internet | 622
service in past 6 months whose issue was
completely resolved
®(8 |86 Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about fixed broadband internet | 622
service in past 6 months whose issue was
completely resolved
®(87 |87 Q13 How long did it take to reach this point in terms of your issue with [Provider]? | Base: All complained about fixed broadband internet | 388
service in past 6 months whose issue was not
completely resolved
®(88 |88 Q13 How long did it take to reach this point in terms of your issue with [Provider]? | Base: All complained about fixed broadband internet | 388
service in past 6 months whose issue was not
completely resolved
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®(89 |89 Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about cable, satellite or any 507
which one of the following categories did the issue fall into? other Pay TV service in past 6 months
®(90 |90 Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about cable, satellite or any 507
which one of the following categories did the issue fall into? other Pay TV service in past 6 months
® (91 91 Q7A/E: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 82
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Billing and
Customer service complaint
®(92 |92 Q7A/E: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 82
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Billing and
Customer service complaint
® (93 93 Q7B: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 281
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Service
issue complaint
(94 |94 Q7B: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 281
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Service
issue complaint
®(95 |95 Q7C/D: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 133
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Repair and
Installation complaint
®(96 |96 Q7C/D: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 133
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Repair and
Installation complaint
97 |97 Q7F: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 11
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Something
else complaint
98 |98 Q7F: And more specifically, which of the following best describes what the Base: All complained about cable, satellite or any 11
complaint you contacted [Provider] was concerning? other Pay TV service in past 6 months - Something
else complaint
®(99 |99 Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about cable, satellite or any 507
other Pay TV service in past 6 months
®|100 |100 |Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about cable, satellite or any 507
other Pay TV service in past 6 months
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® (101 |101 |Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about cable, satellite or any 507
customer services with regard to the complaint that you had? other Pay TV service in past 6 months

®|102 |102 |[Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about cable, satellite or any 507
customer services with regard to the complaint that you had? other Pay TV service in past 6 months

® (103 |103 |Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

®|104 |104 |Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

® (105 |105 |Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 191
customer service? other Pay TV service in past 6 months by phone

®|106 |106 |Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 191
customer service? other Pay TV service in past 6 months by phone

® (107 |107 |Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

®|108 |108 |Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

®(109 |109 |Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

®|110 |110 |Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

e (111 |111 | Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

®|112 |112 |Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

® (113 | 113 |Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

®|114 |114 |Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months

® (115 |115 |Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
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®(116 |116 |Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
®|117 |117 |Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
®(118 | 118 |Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
®|119 |119 |Q10!l: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
® (120 |120 |Q10I: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
®|121 |121 |Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
® (122 |122 |Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about cable, satellite or any 507
customer service? other Pay TV service in past 6 months
®|123 |123 |Q11:In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about cable, satellite or any 507
other Pay TV service in past 6 months
® (124 |124 |Q11: In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about cable, satellite or any 507
other Pay TV service in past 6 months
®|125 |125 |Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about cable, satellite or any 507
particular complaint so far? other Pay TV service in past 6 months
®(126 |126 |Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about cable, satellite or any 507
particular complaint so far? other Pay TV service in past 6 months
®|127 |127 |Q13 How long did it take to resolve the issue with [Provider]/to reach this pointin | Base: All complained about cable, satellite or any 507
terms of your issue with [Provider]? other Pay TV service in past 6 months
® (128 |128 |Q13 How long did it take to resolve the issue with [Provider]/to reach this point in | Base: All complained about cable, satellite or any 507
terms of your issue with [Provider]? other Pay TV service in past 6 months
®|129 |129 |Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about cable, satellite or any 399
other Pay TV service in past 6 months whose issue
was completely resolved
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® (130 |130 |Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about cable, satellite or any 399
other Pay TV service in past 6 months whose issue
was completely resolved
®(131 |131 | Q13 How long did it take to reach this point in terms of your issue with [Provider]? |Base: All complained about cable, satellite or any 105
other Pay TV service in past 6 months whose issue
was not completely resolved
® (132 |132 | Q13 How long did it take to reach this point in terms of your issue with [Provider]? |Base: All complained about cable, satellite or any 105
other Pay TV service in past 6 months whose issue
was not completely resolved
® (133 | 133 |Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about mobile phone service in | 666
which one of the following categories did the issue fall into? past 6 months
® (134 | 134 |Q7: And thinking of the most recent complaint you had to contact [Provider] about, | Base: All complained about mobile phone service in | 666
which one of the following categories did the issue fall into? past 6 months
® (135 | 135 |Q7A/E: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 309
complaint you contacted [Provider] was concerning? past 6 months - Billing and Customer service
complaint
® (136 | 136 |Q7A/E: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 309
complaint you contacted [Provider] was concerning? past 6 months - Billing and Customer service
complaint
® (137 | 137 |Q7B: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 198
complaint you contacted [Provider] was concerning? past 6 months - Service issue complaint
® (138 | 138 |Q7B: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 198
complaint you contacted [Provider] was concerning? past 6 months - Service issue complaint
® (139 |139 |Q7C/D: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 125
complaint you contacted [Provider] was concerning? past 6 months - Repair and Installation complaint
® (140 |140 |Q7C/D: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 125
complaint you contacted [Provider] was concerning? past 6 months - Repair and Installation complaint
® (141 |141 | Q7F: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 34
complaint you contacted [Provider] was concerning? past 6 months - Something else complaint
® (142 |142 | Q7F: And more specifically, which of the following best describes what the Base: All complained about mobile phone service in | 34
complaint you contacted [Provider] was concerning? past 6 months - Something else complaint
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® (143 | 143 |Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about mobile phone service in | 666
past 6 months
®| 144 | 144 |Q8: In dealing with [Provider] about this complaint did you contact them...? Base: All complained about mobile phone service in | 666
past 6 months
® (145 | 145 |Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about mobile phone service in | 666
customer services with regard to the complaint that you had? past 6 months
®| 146 |146 |Q9: Overall, how satisfied are you with the service you received from [Provider] Base: All complained about mobile phone service in | 666
customer services with regard to the complaint that you had? past 6 months
® (147 |147 | Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
®| 148 | 148 |Q10A: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
® (149 |149 |Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 373
customer service? past 6 months by phone
®| 150 |150 |Q10B: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 373
customer service? past 6 months by phone
® (151 |151 |Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
®|152 |152 |Q10C: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
® (153 | 153 |Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
®| 154 | 154 |Q10D: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
® (155 | 155 |Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
®| 156 | 156 |Q10E: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
® (157 | 157 | Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months
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Page | Table | Title Base Description Base

® (158 | 158 |Q10F: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

®| 159 |159 |Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

® (160 |160 |Q10G: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

®|161 |161 |Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

® (162 |162 |Q10H: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

®|163 | 163 |Q10l: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

® (164 | 164 |Q10I: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

®| 165 |165 |Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

® (166 |166 |Q10: And how satisfied were you with the following aspects of [Provider]'s Base: All complained about mobile phone service in | 666
customer service? past 6 months

®| 167 |167 |Q11:In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about mobile phone service in | 666
past 6 months

® (168 | 168 |Q11:In your opinion, was [Provider] able to successfully resolve your complaint? | Base: All complained about mobile phone service in | 666
past 6 months

®|169 |169 |Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about mobile phone service in | 666
particular complaint so far? past 6 months

®(170 |170 |Q12: How many times have you been in contact with [Provider] in relation to this Base: All complained about mobile phone service in | 666
particular complaint so far? past 6 months

®|171 |171 | Q13 How long did it take to resolve the issue with [Provider]/to reach this pointin | Base: All complained about mobile phone service in | 666
terms of your issue with [Provider]? past 6 months

e (172 |172 | Q13 How long did it take to resolve the issue with [Provider]/to reach this point in | Base: All complained about mobile phone service in | 666
terms of your issue with [Provider]? past 6 months
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Page | Table | Title Base Description Base

® (173 |173 | Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about mobile phone service in | 370
past 6 months whose issue was completely resolved

® (174 |174 | Q13 How long did it take to resolve the issue with [Provider]? Base: All complained about mobile phone service in | 370
past 6 months whose issue was completely resolved

® (175 |175 | Q13 How long did it take to reach this point in terms of your issue with [Provider]? | Base: All complained about mobile phone service in | 286
past 6 months whose issue was not completely
resolved

®(176 |176 |Q13 How long did it take to reach this point in terms of your issue with [Provider]? | Base: All complained about mobile phone service in | 286
past 6 months whose issue was not completely
resolved
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Base: All complained about landline service in past 6 months

Total

The service not performing as
it should

A billing, pricing or payment
issue

A problem relating to the
installation or set up of
your service

A problem with a repair to
the service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else

SUMMARY:
Billing and Customer service

Repairs and Installation
Service Issues

Something else

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 1
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) (9) (h) [0} @ (k) (0] (m) (n) (0) (p) (q) (4] (s) ® (u) v) (w) (x)

925 489 537 517 285 244 367 29+ 572 196 157 606 307 188 162 120 19+ 318 124 47" 293 192

367 120 302 155 - - 367 - 251 71 45 274 91 - - 120 - 77 31 12 71 49
25T 30%) - - - (T 36% 29%] 45%) 30%) - - - 24% 25% 26%] 24% 26%)

137 112 185 5 - - 123 53 59 128 103 137 - - - 87 35 15 78 59
219 36%abc 82%hi - - - 22% 27%| 38%K 212 T - - - 27% 28% 32%] 27% 31%]

45 53 - 142 - - 99 24 19 99 43 - 90 - - 61 20 9 60 30
8% 10%) - - - 17% 12% 12%) 16% 14%) - - - 19% 16% 19%| 20% 16%)

25 64 - 102 - - 60 27 15 65 35 - 72 - - 51 19 2 48 24
5% 129%] - - - 10% 14% 10%| 11% 11%) - - B 16%] 15% 4% 16% 13%)

31 39 0 - - - 22 13 15 25 24 - - - 31 15 5 27 24
6% 8% 18%hi - - - 4% 7% 4% 8% 27%q - - - 10% 12% 11%| 9% 13%)

22 21 - - - 29 17 8 4 15 1 - - - 19 1 4 4 9 6
4% 4% - - - 100%] 3% 1% 3%| 2% 4% - - - 100%] 3% 3% 9%| 3% 3%]

- - 145 66 74 153 127 188 - - - 118 50 20 105 83
- - 25% Y 25%] 41%n 100%a| - - - 37% 40% 43%| 36% 43%)

- - 159 51 34 164 78 - 162 - - 112 39 11 108 54
- - 28% 26% 22%| 27% 25%) - - - 35% 31% 23% | 28%|

120 302 155 - - 367 - 251 71 45 274 91 - - 120 - 77 31 12 71 49
25% 30%) - - - g 36% 29%| 45% 30%) - - - 24% 25% 26%| 24% 26%)

19 22 21 - - - 29 17 8 4 15 1 - - - 19 11 4 4 9 6
4% 4% 4% - - - 100% 3% 1% 3%) 2% 4%) - - - 100%] 3% 3% 9%| 3% 3%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Base: All complained about landline service in past 6 months

Total

The service not performing as
it should

A billing, pricing or payment
issue

A problem relating to the
installation or set up of
your service

A problem with a repair to
the service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else

SUMMARY:
Billing and Customer service

Repairs and Installation
Service Issues

Something else

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 2
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) (9) (h) [0} (k) (0] (m) (n) (0) (p) (q) (4] (s) ® (u) v) (w) (x)
925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
367 120 302 155 - - 302 - 214 63 25 253 46 - - 155 - 77 52 26 96 58
25 . 30% : - - 30% . . - oM oW a1 294
137 112 185 - - - 55 - - - 105 47 33 101 82
21%) 36%abe 78%hil - - - 17% 34%n 83%q - - - 35% 34% 41% 33% 419
45 53 - 45 - - 23 18 - 53 - - 40 8 5 38 14
8% 10%] - - - 7% 22 - - - 6% 2 129 7%
25 64 - 25 - - 14 - 43 11 10 41 23
5% 129%] - - - 4% - 14% 8% 13%| 13% 11%)
31 39 31 - - - 10 - 22 12 5 19 18
6% 8% 22%hi - - - 3%| - 7% 9% 6% 6% 9%
22 21 - - - 22 14 21 13 7 1 1 7
4% 4% - - - 100%] 4% 100%] 4% 5% 1% 4% 3%]
143 224 143 - - - 65 - 127 59 38 120 100
27%] 43%ac 100%h - - - 20%] - 42% 43% 48%| 397 I
70 117 - 70 - - 37 - 83 19 15 79 37
13% 235 - - - 1% - 14% 197 S 18%
120 302 155 - - 302 - 214 - 77 52 26 96 58
25T 30%) - - - Sz - 26 I 33% 31% 29%
19 22 21 - - - 22 14 21 13 7 1 1 7
4% 4% 4% - - - 100% 4% 6% 100%] 4% 5% 1%| 4% 3%]

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Billing and Customer service

Total

Bill was a lot higher than
expected

Bill contained items |
shouldn't have been charged
for

Bill was inaccurate
The format of the bill

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Getting a refund, credit note
or cashback

Didn't do what they said they
would do

Rude/dismissive

Took too long to resolve
issue

Unable to get through to
anyone

Unable to get through to
relevant person

Gave incorrect information

Pre-pay credit lost or not
credited to card

Costs of international and
roaming calls

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 3
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Billing and Customer service complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(@ (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)

285 188 143 224 285 * 145 66* 74* 153 127 188 * 118 50* 20" 105 83"

98 70 50 82 98 - - - 53 16 29 54 43 70 - - - 44 19 7 35 35
34% 37% 35% 37%) 34% - - - 37% 24% 39%) 35% 34%) 37% - - - 37% 38% 35%) 33% 42%)

76 17 38 38 76 - - - 35 15 26 40 34 17 - - - 1 2 4 8 9
9% 27%bd 179 27% - - - 24% 23% 35% 26% 27%) 9% - - - 9% 4% 20%) 8% 11%)

61 31 32 39 61 - - - 33 13 15 34 27 31 - - - 14 12 5 13 18
21% 16% 22% 17%) 21% - - - 23% 20% 20%| 22% 21%| 16% - - - 12% 25%) 12% 22%|

41 22 6 21 41 - - - 25 10 6 26 14 22 - - - 15 5 2 12 10
4% 9% 14% - - - 17% 15% 8% 17% 11% 12% - - - 13% 10% 10% 1% 12%

36 28 14 29 36 - - - 22 6 22 13 28 - - - 18 4 6 13 15
13% 15% 10% 13%) 13% - - - 15% 9% 11%) 14% 10%| 15% - - - 15% 8% 30%) 12% 18%|

35 28 15 23 35 - - - 17 10 8 19 16 28 - - - 18 8 2 19 9
12% 15% 10% 10%) 12% - - - 12% 15% 11%) 12% 13%| 15% - - - 15% 16% 10%| 18% 11%)

25 10 8 1 25 - - - 8 8 12 12 10 - - - 6 2 2 5 5
9% 5% 6% 5%] 9% - - - 6% 12% 12%) 8% 9%| 5% - - - 5% 1% 10%| 5% 6%)

16 13 7 9 16 - - - 7 5 4 8 7 13 - - - 8 4 1 5 8
6% 7% 5% 4%] 6% - - - 5% 8% 5%| 5% 6%| 7% - - - 7% 8% 5%| 5% 10%|

16 19 9 9 16 - - - 4 4 8 8 7 19 - - - 9 8 2 9 10
2y 0% 6% 4% 6% - - - 3% 6% L 5% 6% 10% - - - 8% 16% 10%| 9% 12%)

14 9 8 14 14 - - - 8 4 2 10 4 9 - - - 5 4 - 4 5
5% 5% 6% 6%) 5% - - - 6% 6% 3%| 7% 3%| 5% - - - 4% 8% - 4% 6%|

13 22 8 3 13 - - - 5 4 4 8 5 22 - - - 14 5 3 9 13
5%d 12%ad 6% 1%) 5% - - - 3% 6% 5%) 5% 4%| 12% - - - 12% 10% 15%) 9% 16%|

12 14 9 13 12 - - - 7 3 2 7 5 14 - - - 7 5 2 8 6
4% 7% 6% 6% 4% - - - 5% 5% 3% 5% 4%| 7% - - - 6% 10% 10%| 8% 7%

19 - - - 7 3 9 7 12 5 - - - 3 1 1 4 1
7% - - - 5% 5% 12%) 5% 9%| 3% - - - 3% 2% 5%) 4% 1%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Billing and Customer service

Total

Bill was a lot higher than
expected

Bill contained items |
shouldn't have been charged
for

Bill was inaccurate
The format of the bill

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Getting a refund, credit note
or cashback

Didn't do what they said they
would do

Rude/dismissive

Took too long to resolve
issue

Unable to get through to
anyone

Unable to get through to
relevant person

Gave incorrect information

Pre-pay credit lost or not
credited to card

Costs of international and
roaming calls

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 4
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Billing and Customer service complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie

BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No

(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) v) (W) (x)

285 188 143 224 143 - - - 65" 40* 38" 72* 70* 224 - - - 127 59* 38" 120 100
98 70 50 82 50 - - - 23 14 13 26 24 82 - - - 44 22 16 4 40
34% 37% 35% 37%] 35% - - - 35% 35% 34%) 36% 34%) 37% - - - 35% 37% 42%| 34% 40%|
76 17 38 38 38 - - - 18 9 1 18 20 38 - - - 19 11 8 20 16

9% 279%bd 1794 27% - - - 28% 23% 29%] 25% 29%] 17% - - - 15% 19% 21%] 17% 16%|
61 31 32 39 32 - - - 13 11 8 16 16 39 - - - 23 11 5 22 16
21% 16% 22% 17%) 22% - - - 20% 28% 21%j 22% 23%j 17% - - - 18% 19% 13%| 18% 16%)
41 22 6 21 6 - - - 3 2 1 3 3 21 - - - 18 1 2 14 7

4% 9%] 4% - - - 5% 5% 3%] 4% 4%] 9% - - - 2% 5%] 12% 7%
36 28 14 29 14 - - - 9 2 3 9 5 29 - - - 14 9 6 20 9
13% 15% 10% 13%] 10% - - - 14% 5% 8% 13% 7% 13% - - - 1% 15% 16%) 17% 9%
35 28 15 23 15 - - - 9 2 4 9 23 - - - 12 6 9
12% 15% 10% 10%] 10% - - - 14% 5% 11%| 13% 9% 10% - - - 9% 10% 9%
25 10 8 11 8 - - - 4 1 3 2 5 11 - - - 5 3 8

9% 5% 6% 5%] 6% - - - 6% 3% 8% 3% 7% 5% - - - 4% 5% 8%
16 13 7 9 7 - - - 1 3 3 3 4 9 - - - 7 1 2
6% 7% 5% 4%| 5% - - - 2% 8% 8% 4% 6% 4% - - - 6% 2% 2%
16 19 9 9 9 - - - 2 2 5 2 6 9 - - - 5 1 5
2y 0% 6% 4% 6% - - - 3% 5% 13%| 3% 9% 4% - - - 4% 2% 5%
14 9 8 14 8 - - - 5 1 2 3 5 14 - - - 10 2 6
5% 5% 6% 6% 6% - - - 8% 3% 5%| 4% 7%| 6% - - - 8% 3% 6%|
13 22 8 3 8 - - - 2 3 3 1 6 3 - - - 1 1 3
5%d 12%ad 6% 1% 6% - - - 3% 8% 8% 1% 9% 1% - - - 1% 2% 3%
12 14 9 13 9 - - - 1 4 4 3 5 13 - - - 7 4 6
4% 7% 6% 6% 6% - - - 2% 107 I 4% 7% 6% - - - 6% 7% 6%
- - - - - - - - - - - - 5 - - - 5 - -
- - - - - - - - - 2% - - - 4% - -
- - - - - - - - - 9 - - - 7 2 1
- - - - - - - - - 4% - - - 6% 3% 1%
20 - - - 8 6 6 9 1 31 - - - 20 7 13
14% - - - 12% 15% 16%)| 13% 16%)| 14% - - - 16% 12% 13%|

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Service issues

Total
Poor line quality

Connection speed slower than
advertised or led to expect

Complete loss of service

Problems with voice over
internet (VOIP) telephone
calls

Service is not consistently
available

Poor picture quality

Unable to get certain
channels/content

Unable to access 4G service

Text or voice mails delivered
late

Problems with calls being
disconnected during a call or
not connected at all

Poor indoor reception/
coverage

Poor outside reception/
coverage

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 5
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Service issue complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(@ (b) (© (d) @ (h) 0] 0] (k) 0] (m) (n) (0) () @ n (s) (t) (u) v) (W) (x)
367 120 302 155 367 251 71 45* 274 91 120 77" 31* 12+ 71* 49*
181 44 155 - - 181 - 130 30 21 135 46 - - 44 - 31 10 3 28 16
49%bl 37 S - - 49% - 52% 42% 47% 49% 51%) - - 37% - 40% 32% 25%| 39% 33%
151 17 - - 151 - 118 25 8 130 21 - - 17 - 11 3 3 9 8
41%bd 14%) - - 41% - 23%] - - 14% - 14% 10% 25%) 13% 16%
139 53 - - 139 - 35 - - 53 - 34 14 5 28 25
38% 44% - - 38% - 38%] - - 44% - 44% 45% 42%) 39% 51%)
116 6 - - 116 - 4 - - 6 - 4 - 2 4 2
5% - - 32% - 4% - - 5% - 5% - 17%) 6% 4%
109 25 - - 109 - 74 21 14 77 31 - - 25 - 13 10 2 14 1"
30% 21%] - - 30% - 29% 30% 31%) 28% 34%] - - 21% - 17% 32% 17%) 20% 22%]
94 5 - - 94 - 82 12 - 91 3 - - 5 - 2 2 1 4 1
b 4% . . 26% - 33%im 17%m| - 33%0) 3%] - - 4% - 3% 6% 8%| 6% 2%|
78 8 - - 78 - 61 16 1 77 1 - - 8 - 4 2 2 6 2
b 7%l - - 21% - 24%m 23%n| 2% 28%0) 1%) - - 7% - 5% 6% 17%) 8% 4%|
6 8 - - 6 - 2 - 4 3 3 - - 8 - 3 2 3 3
2%| 7%a - - 2% - 1% - q 1% 3% - - 7% - 4% 6% 25% 4% 10%|

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Service issues

Total
Poor line quality

Connection speed slower than
advertised or led to expect

Complete loss of service

Problems with voice over
internet (VOIP) telephone
calls

Service is not consistently
available

Poor picture quality

Unable to get certain
channels/content

Unable to access 4G service

Text or voice mails delivered
late

Problems with calls being
disconnected during a call or
not connected at all

Poor indoor reception/
coverage

Poor outside reception/
coverage

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 6
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Service issue complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©) (d) @) (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (W) (x)
367 120 302 155 - - 302 - 214 63* 25 253 46* - - 155 ** 7 52* 26** 96* 58*
181 44 155 - - 155 127 18 10 136 17 - - 50 - 27 12 1 34 15
49%bl 37 S - - 51% 59%| 29% 40% 54% 37%) - - 32% - 35% 23% 42% 35% 26%|
151 17 - - 155 129 24 2 151 4 - - 46 - 30 13 3 39 7
41%bd 14%| - - 51% 60%| 38% 8% 60%o) 9% - - 30% - 39% 25% 12% | 12%)
139 53 - - 121 79 26 16 99 21 - - 75 - 34 26 15 40 35
38% 44% - - 40% 37% 41% 64%) 39% 46% - - 48% - 44% 50% 58%) 42%| 60%w}
116 6 - - 143 118 24 1 141 2 - - 31 - 23 8 - 28 3
5% - - 47% 38% 19- 4% - - 20% - 30% 15% [ I 5%
109 25 - - 101 77 19 5 81 20 - - 50 - 24 16 10 27 23
30% 21%j - - 33% 36% 30% 20%j 32% 43%] - - 32% - 31% 31% 38% 28% 40%|
94 5 - - 119 112 7 - 119 - - - 28 - 20 3 5 21 7
b 4% - - 39% 1% - 47%0) - - - 18% B 26 6% 19%| 22% 12%)
78 8 - - 84 66 18 - 83 1 - - 24 - 12 8 4 18
b 7%l - - 28% 31% 29% - 33%0] 2%] - - 15% - 16% 15% 15%) 19% 10%
- - - - - - - - - - - - 7 - 6 1 - 6 1
- - - - - - - - - - - - 5% - 8% 2% - 6% 2%
- - - - - - - - - - - - 5 - 3 2 - 5 -
- - - - - - - - - - - - 3% - 4% 4% - 5% -
- - - - - - - - - - - - 5 - 3 2 - 5 -
- - - - - - - - - - - - 3% - 4% 4% - 5% -
- - - - - - - - - - - - 5 - 4 1 - 3 2
- - - - - - - - - - - - 3% - 5% 2% - 3% 3%
- - - - - - - - - - - - 4 - 3 1 - 3 1
- - - - - - - - - - - - 3% - 4% 2% - 3% 2%
6 8 - - 7 3 1 3 4 - - 8 - 6 2 - 6 2
2%| 7%a - - 2% 1% 2% 12%) 1%q - - 5% - 8% 4% - 6% 3%

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Repairs and Installation

Total

Time taken to install the
service

Missed/ moved installation
appointment

Arranging an installation

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Damage to property during
installation

Time taken to repair a fault

Arranging an appointment for
an engineer visit

Damage to property during
repair

Complaining about an engineer

Missed/moved repair
appointment

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 7
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Repair and Installation complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(@ (b) (© (d) ((*)} (h) (0] 0] (k) (0] (m) (n) (0) () @ n (s) (t) (u) v) (w) x)
162 70" 117 244 * 159 51* 34* 164 78* 162 * 112 39 11 108 54*
32 19 26 - 80 - 57 11 12 59 21 - 32 - 26 3 3 21 1
20% 27% 22%] - 33% - 36% 22% 35%] 36% 27%) - 20% - 8% 27% 19% 20%]
35 10 28 - 69 - 52 8 9 58 1 - 35 - 23 8 4 24 1
22% 14% 24%) - 28% - 16% 26%) 35% 14%) - 22% - 21% 21% 36% 22% 20%)
30 8 22 - 65 - 5 6 51 14 - 30 - 22 7 1 23 7
19% 11% 19%) - 27% - 10% 18%| 31%0) 18%) - 19% - 20% 18% 9%| 21% 13%)
30 12 30 - 59 - 7 4 45 14 - 30 - 24 3 3 24 6
24% 19% 17% 26%) - 24% - 14% 12%) 27% 18%) - 19% - 21% 8% 27%] 22% 11%)
56 28 9 22 - 56 - 6 2 48 8 - 28 - 21 6 1 19 9
23% 17% - 23% - 12% 2 29%) 10%) - 17% - 19% 15% 9% 18% 17%)
52 29 - 52 - 26 16 10 34 16 - 29 - 25 4 - 21 8
21% 18% - 21% - 169 R 29%) 21% 21%) - 18% - 22% 10% - 19% 15%)
34 18 - 34 - 25 5 4 25 9 - 18 - 12 6 - 11 7
14% 1% - 14% - 16% 10% 12%) 15% 12%) - 1% - 1% 15% - 10% 13%)
26 1 - 26 - 16 8 2 16 10 - 1" - 8 3 - 8 3
11% 7% - 1% - 10% 16% 6% 10% 13%) - 7% - 7% 8% - 7% 6%
24 15 - 24 - 17 6 1 20 4 - 15 - 12 3 - 9 6
10% 9% - 10% - 1% 12% 3%| 12% 5%] - 9% - 11% 8% - 8% 11%)
23 16 - 23 - 16 6 1 16 7 - 16 - 12 3 1 10 6
9% 10% - 9% - 10% 12% 3% 10% 9% - 10% - 11% 8% 9% 9% 119
6 6 - 6 - 2 1 3 2 4 - 6 - 2 2 2 4 2
2% 1% - 2% - 1% 2o 1% 5%] - 4% - 2% 5% 18%) 4% 4%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 8
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Repairs and Installation
Base: All complained about landline service in past 6 months - Repair and Installation complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (w) (x)
Total 162 70* 17 - 70* - - 37* 15* 18* 42* 25 - 17 - - 83" 19* 15* 79* 37*
Time taken to install the 32 19 26 - 19 - - 9 4 6 12 6 - 26 - - 22 2 2 20 6
service 20% 27% 22%] - 27% - - 24% 27% 33%| 29% 24%] - 22% - - 27% 1% 13%| 25% 16%]
Missed/ moved installation 35 10 28 - 10 - - 4 2 4 6 4 - 28 - - 22 3 3 21 6
appointment 22% 14% 24%| - 14% - - 1% 13% 22%| 14% 16%] - 24% - - 27% 16% 20%)| 27% 16%]
Arranging an installation 30 8 22 - 8 - - 5 2 1 8 - - 22 - - 21 - 1 2
19% 11% 19%] - 1% - - 14% 13% 6% 19% - - 19% - - 25% - 7% 5%]
Switching issues (e.g. 30 12 30 - 12 - - 6 2 4 7 4 - 30 - - 25 3 2 2
problems trying to switch or 24% 19% 17% 26%) - 17% - - 16% 13% 22%| 17% 16%] - 26% - - 30% 16% 13%) 5%]
problems porting your number)
Damage to property during 56 28 9 22 - 9 - - 6 2 1 6 3 - 22 - - 21 - 1 2
installation 23% 17% - 13% - - 16% 13% 6% 14% 12%] - 19% - - 25% - 7% 5%]
Time taken to repair a fault 52 29 - 9 - - 4 2 3 4 5 - 27 - - 17 6 4 7
21% 18% - 13% - - 11% 13% 17%) 10% 20%) - 23% - - 20% 32% 27%| 25% 19%]
Arranging an appointment for 34 18 - 4 - - 3 1 - 2 2 - 30 - - 23 4 3 19 11
an engineer visit 14% 1% - 6% - - 8% 7% - 5% 8% - 26% - - 28% 21% 20%j 24% 30%]
Damage to property during 26 11 - 4 - - 4 - - 4 - - 18 - - 16 1 1 15 3
repair 1% 7% - 6% - - 11% - - 10% - - 15% - - 19% 5% 7%| 19% 8%
Complaining about an engineer 24 15 - 2 - - - 2 - 2 - - 15 - - 15 - - 13 2
10% 9% - 3% - - - 13% - 5% - - 13% - - 18% - - 16% 5%]
Missed/moved repair 23 16 - 5 - - 4 1 - 5 - - 19 - - 16 1 2 12 7
appointment 9% 10% - 7% - - 11% 7% - 12% - - 16% - - 19% 5% 13%) 15% 19%]
A different issue 6 6 - 1 - - 4 4 3 7 3 - 5 - - 2 2 1 2 3
2% 4% - 16% - - 11% 27% 17%| 17% 12%] - 4% - - 2% 11% 7% 3% 8%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Something else

Total

Change to your package or
service (upgrading or
downgrading your service)
Complaining about the terms
of your contract

Service not performing as
advertised or as told in
store/over the phone
Switching issues (e.g.
problems trying to switch or
problems porting your number)
Keeping your mobile phone
number when changing
suppliers

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 9
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Something else complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) () (d) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (W) (x)

29+ 197 Do 1% e - e 29+ 17+ g+ 4 15 11 e e o I 117 4 4 9 &
14 8 3 9 - - - 14 4 7 3 7 7 - - - 8 6 2 - 5 3
48% 42% 14% 43%] - - - 48%] 24% 88% 75%)| 47% 64%] - - - 42%j 556% 50% - 56% 50%j

5 1 2 3 - - - 5 3 1 1 2 2 - - - 1 1 - - 1 -
17% 5% 9% 14%] - - - 17%] 18% 13% 25%| 13% 18%] - - - 5%| 9% - - 11% -

4 3 - 5 - - - 4 3 - 1 2 1 - - - 3 2 1 - 2 -
14% 16% - 24%) - - - 14%) 18% - 25%) 13% 9% - - - 16%) 18% 25% - 22% -
4 3 2 1 - - - 4 3 - 1 3 1 - - - 3 2 - 1 2 -
14% 16% 9% 5%] - - - 14%) 18% - 25%| 20% 9% - - - 16%) 18% - 25%| 22% -
7 5 15 6 - - - 7 5 1 1 2 4 - - - 5 1 1 3 - 3
24% 26% 68% 29%) - - - 24%) 29% 13% 25%| 13% 36%) - - - 26%| 9% 25% 75%)| - 50%j

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Something else

Total

Change to your package or
service (upgrading or
downgrading your service)
Complaining about the terms
of your contract

Service not performing as
advertised or as told in
store/over the phone
Switching issues (e.g.
problems trying to switch or
problems porting your number)
Keeping your mobile phone
number when changing
suppliers

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 10
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about landline service in past 6 months - Something else complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) () (d) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (W) (x)

29+ 197 Do 1% e - e Dovr 14+ 7ex I 117 11 e e o o1 13 7ex I 11 7er
14 8 3 9 - - - 3 3 - - 1 2 - - - 9 4 4 1 3 5
48% 42% 14% 43%] - - - 14%) 21% - - 9% 18%] - - - 43%j 31% 57% 100% 27% 71%|

5 1 2 3 - - - 2 2 - - 2 - - - - 3 2 - 1 2 1
17% 5% 9% 14%] - - - 9% 14% - - 18% - - - - 14%) 15% - 100%) 18% 14%)

4 3 - 5 - - - - - - - - - - - - 5 3 2 - 5 -
14% 16% - 24%) - - - - - - - - - - - - 24%| 23% 29% - 45% -

4 3 2 1 - - - 2 - 2 - 1 1 - - - 1 1 - - 1 -
14% 16% 9% 5%] - - - 9% - 29% - 9% 9% - - - 5%] 8% - - 9% -
7 5 15 6 - - - 15 9 5 1 7 8 - - - 6 5 1 - 2 2
24% 26% 68% 29%) - - - 68%] 64% 71% 100% 64% 73%] - - - 29%| 38% 14% - 18% 29%|

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Base: All complained about landline service in past 6 months

Total
Only/mainly on the phone

Only/mainly via webchat
Only/mainly via email
Only/mainly via another
contact method

Only/mainly by social media
Only/mainly in store

Only/mainly by letter

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 11
Q8: In dealing with [Provider] about this complaint did you contact them...?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) (0] (m) (n) (0) (p) ()] (o] (s) (t) (u) (v) (w) (x)

925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192

501 240 278 322 164 1138 202 22 249 131 121 295 196 88 69 74 9 151 60 29 143 95
54% 49% 529/ 167 IS 76%) 447 I T 497 GRS 47% 437G 47% 47% 48% 62% 49% 49%

103 44 70 36 38 23 39 3 64 20 19 62 40 18 13 10 3 28 9 7 24 20
9% I 7% 13% 9% 1% 10% 1% 10% 12% 10% 13% 10% 8% 8% 16% 9% 7% 15%) 8% 10%

97 60 52 39 38 24 34 1 15 8 67 30 17 13 2 43 15 2 36 24
10% R 10% 8% 13% 10% 9% 3% 8% 5%] 1% 10% 9%| 17%p 1% 11% 14% 12% 4% 12% 13%

62 26 45 31 12 26 21 3 12 13 9 4 - 17 6 3 17 9
7% 5% 8% 6% A 1% 6% 10%] 4% 7% 6% 3% - 5% 5% 6% 6% 5%

58 41 26 29 8 22 28 - 1 19 15 7 - 22 15 4 26 15
6% IS 5% 6%] 3% 9%g 8% 4%] 10% 9% 6% - 7% 12% 9%] 9% 8%

52 41 37 26 11 23 18 9 18 14 7 2 32 8 1 20 20
6% I 7% 5%] 12 S 5% - 3%] 10% 9% 6% 11% 10% 6% 2% 7% 10%

50 33 25 28 14 1 25 8 14 13 5 1 22 10 1 25 8
5% 7% 5% 5% 5% 5% 7% 3% 7% 8% 4% 5% 7% 8% 2%] 9% 4%

2 4 4 6 - 2 - - 1 1 1 - 2 3 1 - 2 1
* 1% 1%” - 1% - - * 1% 1% - 11%) 1% 1% - 1% 1%|

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Base: All complained about landline service in past 6 months

Total
Only/mainly on the phone

Only/mainly via webchat
Only/mainly via email
Only/mainly via another
contact method

Only/mainly by social media
Only/mainly in store

Only/mainly by letter

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 12
Q8: In dealing with [Provider] about this complaint did you contact them...?
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) (0] (m) (n) (0) (p) ()] (o] (s) (t) (u) (v) (w) (x)
925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
501 240 278 322 97 34 134 13 143 81 54 178 96 154 50 101 17 157 100 65 171 148
s 9% o R 9% v sod o N 7 s o oL B gR 56

103 44 70 36 24 8 33 5 42 15 13 43 26 15 10 11 - 23 1 2 24 1
9% I 7% 17% 1% 1% 23% 13% 12% 16%] 1% 17% 7% 9% 7% - 8% 8% 3%) 8% 5%

97 60 52 39 8 7 35 2 35 10 7 39 13 12 15 11 1 28 9 2 27 12
10% R 10% 8% 6% 107 REE 9%] 1% 8% 9%] 10% 9%] 5% 7% 5% 7% 3% 9% 6%

62 26 45 31 5 - 36 8 1 40 5 10 9 11 1 23 6 2 25 6
7% 5% 8% 6% 3%) 11%g 1% 6% 19 (A 3% 4% 8% 7% 5% 8% 4% 3% 3%

58 41 26 29 3 5 18 1 3 21 4 9 9 11 - 27 1 1 22 7
6% IS 5% 6%] 2% 7% 6% 1% 4%] 6% 3% 4% 8% 7% - 9%u 1% 1%] 7% 3%]

52 41 37 26 4 3 30 5 2 34 3 10 11 5 - 22 3 1 19 7
6% I 7% 5%] 3% 12 4% 2% 0 2% 4%] 9% 3% - 7%u 2% 1%] 6% 3%]

50 33 25 28 2 3 20 3 2 21 4 14 11 3 - 17 6 5 17 10
5% 7% 5% 5% 1% 4% 7% 2% 2%j 6% 3% 6% 9%i) 2% - 6% 4% 6% 6% 5%

2 4 4 6 - 2 - 2 1 - 2 2 2 3 1 2 1 1

* 1% 1% 1% - 3% - 2% - 1% 1%| - 2% 1% 10%) 1% 1% 3%] * -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 13
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about landline service in past 6 months
BT
Issue Satisfaction Resolved Issue
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else No
(a) (b) (©) (d) [(¢)] (h) (i) ()] (k) () (m) (n) (0) ()] (o] (s) (x)
Total 925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 192
10 - Extremely satisfied (10) 61 60 30 85 19 20 18 4 61 - - 53 7 23 22 13 2
7% IS 34 16%d] 7% 8% 5% Z 2%] 12% 14% 11% 11%)
9- 9) 164 50 84 66 31 50 78 10 24 12 12 2
102 13%) 11%) 20%g 219%g 3%] 13% 7% 10% 11%|
8- (8) 191 115 126 86 52 52 83 24 39 45 29 2
21%] 24%d 23%d 17%) 18% 21% 23% 8% 21% 28% 24% 11%|
7- (7) 156 93 90 63 43 37 72 45 32 33 23 5
17%d 19%d 17%4 12%) 15% 15% 20% 15%) 17% 20% 19% 26%)
6 - (6) 81 64 52 54 22 20 36 25 18 20 1
9% ISR 10% 10%) 8% 8% 10% 13% 11% 17% 5%]
5- (5) 76 42 4 51 28 22 24 16 17 7 2
8% 9% 8% 10%] 10% 9% 7% 9% 10% 6% 11%)
4- (4) 39 18 32 32 16 9 11 9 4 4 1
4% 4% 6% 6% 6% 4% 3% 5% 2% 3% 5%
3- (3) 45 15 29 26 17 12 14 2 6 5 2
5% 3% 5% 5%] 6% 5% 4% 1% 4% 4% 11%|
2- (2 1 17 15 20 8 7 3 1 -
2% 3% 3%] 7% 3% 4% 2% 1% -
1 - Extremely dissatisfied 2 6 2
1% 5% 11%|
NET: Dissatisfied (1-3) 1 12 4
7% 10% 21%j
NET: Neutral (4-6) 124 - 196 39 31 4
21% 25% - - 24% 26% 21%|
NET: Satisfied (7-10) 318 572 - - 112 77 1
1009%l - - 69% 64% 58%)
Mean score 8.23Im 5.21m| 1.86 7.12 6.88 6.16

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 14
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((¢)} (h) (i) (1) (k) (0] (m) (n) (0) () @ (9] (s) () (u) (] w) x)
Total 925 489 537 517 143 70* 302 22+ 330 125 17 155 21 300 137 80" 306 202
10 - Extremely satisfied (10) 61 60 30 85 13 8 5 36 17 5 - 4
79 I 6%] EE & i 2% 11% 24%] - 2%
9- 9) 164 50 84 66 16 6 61
o v 1% o
8- (8) 191 115 126 86 21 1 89
21%) 24%d 23% 17%) 15% 169D
7- (7) 156 63 15 12 59
17%d 19%d 17%d 12% 10% 177 L
6 - (6) 81 64 52 54 13 5 29
9% ISR 10% 10%) 9% 7% 10%
5- (5) 76 42 4 51 14 5 21 10 17 4 -
8% 9% 7% 9% 1% 19%) -
4- (4) 39 18 13 5 12 - -
4% 4% 4% 4% 8% -
3- @) 45 15 10 1 - - 4 11 - - -
5% 3% 3% 5% - - 3% 7% - - -
2- @ - - - 2 6
- - - 2% 4% - - -
1 - Extremely dissatisfied - - - 9 9 1 - -
- - - 8% 6% 5% - -
NET: Dissatisfied (1-3) 1 - - 15 26 1 - -
5% - - 13% 17% 5%| - -
NET: Neutral (4-6) 124 7 - 125 19 2 7 -
21% 25% 32% - 16%] 34% 33%
NET: Satisfied (7-10) 318 14 30 - 83 77 13
64% 100%l - 579 I 50% 62%)
Mean score 7.23 8.16lm 6.32

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of finding provider contact details.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 15
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) () @ (0] (s) (u) () W) (x)
925 489 537 517 285 244 367 29* 188 162 120
124 80 68 42 35 43 4 30 27 20
13% 16% 13%] 26%ab 15% 14% 12% 14%| 16% 17% 17%
171 59 111 82 30 54 4 20 24 13
RS o] 11 TN 4% 1% 5% 11%
148 105 101 78 42 42 63 1 39 33 30
16% L 19% 15%) 15% 17% 17% 3% 21% 20% 25%
105 73 50 44 33 22 47 3 30 28 14
1% 9% 9% 12% 9% 13% 10%| 16% 17% 12%
99 56 52 40 34 19 42 4 19 20 17
1% I 10% 8% 12% 8% 1% 14%] 10% 12% 14%
100 48 46 48 35 26 36 3 17 16 10
1% 10% 9% 9% 12% 11% 10% 10% 9% 10% 8%
56 23 32 18 18 16 22 - 12 5 6
od 5% 6% 3%| 6% 7% 6% - 6% 3% 5%
37 17 34 32 18 7 10 2 8 3 6
4% 3% 6%ab 6%b 6%l 3% 3% 7% 4% 2% 5%
32 8 13 10 8 12 9 3 2 2 2
| 2% 2% 2% 3% 5% 2% 10% 1% 1% 2% 11%
49 17 26 25 23 1 12 3 10 4 2 1
5% 3% 5% 5% L 5% 3% 10%| 5% 2% 2% 5%
4 3 4 4 2 - - 2 1 - - 2
* 1% 1% 1% 1% - - 7% 1% - - 11%
118 42 73 67 49 30 31 8 20 9 10 3
13%b) 9% 14%b 13%b 17%} 12% 8% 28%) 1% 6% 8% 16%|
255 127 130 106 87 61 100 7 48 41 33 5
28%d 26% 24% 21%] 31% 25% 27% 24%j 26% 25% 28% 26%j
548 317 330 340 147 153 236 12 119 112 77 9
59%] 61%] 41%] 63% 69% 64% 47%
6.87 5.89 6.88 7.30 713 6.41

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 16
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of finding provider contact details.
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
Total 925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
10 - Extremely satisfied (10) 124 80 68 21 10 33 5 4 55 12 52 42 35 7 1 11 104 29
13% 16% 13%] 26%ab 15% 14% 1% 4% 5%] 0 8% 23% 23% 33% 8% 14%) 14%
9- 9 171 59 111 82 22 5 81 6 2 102 9 30 18 30 4 5 8 22
12% s 16%) 15% 7% IS 5% 2% 0 6%) 13% 15% 19% 19%| 4% 10% 11%|
8- 8) 148 105 101 78 24 1 62 15 9 76 25 38 17 22 1 20
16% L 19% 15%) 17% 16% 21% 12% 11% 20% 16% 17% 15% 14% 5%]
7- (7) 105 73 50 44 15 10 22 3 33 14 3 39 10 23 8 1" 2
1% 9% 9% 10% 14% 7% 14% 10% 1% 4% 10% 7% 10% 7% 7% 10%) o]
6 - (6) 99 56 52 40 14 7 28 3 23 21 8 36 16 23 5 11 1
1% 10% 8% 10% 10% 9% 14% 77 10% 10% 11% 10% 4% 7% 5% o
5- (5) 100 48 46 48 1 4 29 2 4 18 1 18 1
1% 10% 9% 9% 8% 6% 10% 9% 8% 9% 12% 5%
4- (4) 56 23 32 18 7 4 20 1 9 1 8 -
e 5% 6% 3%] 5% 6% 7% 5%| 4% 1% 5% -
3- (3) 37 17 34 32 10 9 14 1 13 5 11 3
4% 3%] 6%ab 6%b 7% 5% 5%] 6% 4% 7% 14% { 10%]
2- (2 32 8 13 10 6 2 4 1 4 2 4 -
b 2% 2% 2%] 4% 3% 1% 5% 2% 2% 3% -
1 - Extremely dissatisfied 49 17 26 25 12 6 8 - 13 7 5 -
) 5% 3% 5% 59T 3% - 6% 6% 3% - 20T
Not applicable 4 3 4 4 1 2 1 - 1 1 - 2
> 1% 1% 1% 19 * - > 1% - 10%
NET: Dissatisfied (1-3) 118 42 73 67 28 17 26 2 30 14 20 3
13%b 9% 14%b 13%b 20%i 24%i| 9% 9% 13% 12% 13% 14%) 23%w|
NET: Neutral (4-6) 255 127 130 106 32 15 77 6 50 17 37 2
28%d 26% 24% 21%] 22% 21% 25% 27%) 22% 15% 24% 10% 28%w|
NET: Satisfied (7-10) 548 317 330 340 82 36 198 14 143 85 98 14
59%] 61%] e 64%) 64% 73% 63% 67%|
Mean score 6.87 7.14 7.08 7.66 714 7.79

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 17
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of getting through to the right person (PHONE).
Base: All complained about landline service in past 6 months by phone
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 501 240 278 322 164 113 202 20+ 249 131 121 295 196 88" 69* 74* 60* 29+ 143 95*
10 - Extremely satisfied ~ (10) 38 28 25 45 8 9 18 3 36 1 1 36 - 9 9 9 2 1 21 7
8% 12% 9%| 14%] 5% 8% 9% 14%| 1% - 10% 13% 12% 3% 3% 15% 7%]
9- (9) 46 41 25 31 12 13 17 4 14 18 8 1 - 33 8
9% I 9% 10%] 7% 12% 8% 18% 167 IS 1% 2% - 8%
8- (8) 70 47 30 44 22 13 34 1 14 12 20 4 2 34 13
g 20% 1% 14%) 13% 12% 17% 5%] 16% 17% 27% 7% 7%) 24% 14%
7- @) 69 28 41 46 21 13 33 2 10 9 7 8 2 18 10
14% 12% 15% 14%) 13% 12% 16% 9%| 1% 13% 9% 13% 7%] 13% 11%
6- (6) 77 27 41 31 17 21 37 2 9 6 1 1 14 12 1 15 12
11% 15% 10%) 10% 19% I 9%| 10% 9% 15% 11%) 9% IR 3%] 10% 13%|
5- (5) 50 28 26 32 16 10 20 4 13 8 6 1 6 18 4 1
10% 12% 9% 10%) 10% 9% 10% 18% 15% 12% 8% 11% 1%L 14%) 8%| 179
4- (4) 32 14 28 17 16 8 8 - 8 2 4 - 6 7 1 7 7
6% 2 0% 5% 10%] 7% 4% - 9% 3% 5% - A 12 3%) 5% 7%]
3- 3) 23 8 15 27 5 6 1 1 2 4 2 - - 6 2 2 6
5% 3% 5% 8%al) 3% 5% 5% 5%] 1%] 2% 6% 3% - - IE 7%) 1%]
2- @) 32 5 16 14 12 6 12 2 3 3 - 1 1 - 1 4 -
b 2o s 4%] 7% 5% 6% 9%| 1%) 3% - 1% 11%| - 2% 14%) -
1 - Extremely dissatisfied 63 14 30 33 35 14 12 2 2 6 1 6 1 1 1 12 2
(1) o Gy 11 10| 6% 9% 1% 7% 1% 8% 11%) 1% 2% 41%) 1%
Not applicable 1 - 1 2 - - - 1 1 - - - - - - - -
- - - 1% - - - 5% * - - - - - - - -
NET: Dissatisfied (1-3) 118 27 61 74 52 26 35 5 7 1 5 9 2 1 8 18 4
b 119 22%b 23%b 32%] 23% 17% 23%| 3%] 13% 7% 12% 22%| 1%L 62%] 3%
NET: Neutral (4-6) 159 69 95 80 49 39 65 6 55 81 30 16 21 2 26 37 6 33
o 297 S 25%) 30% 35% 32% 27%| 227 S 34% 23% 28% 22%| 17% L 21%) 23%|
NET: Satisfied (7-10) 223 144 121 166 63 102 1 8 47 48 44 5 15 5
15% I 44%| 38% 42%] 45% 75%Im 22%m| 7% 53% 59% 56% 25% 4
Mean score 5.77 6.12 5.07 5799 6239 6.14 2SSy 5.30m 6.44

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of getting through to the right person (PHONE).

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10
©
®)
™

(6)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 18
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about landline service in past 6 months by phone
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
501 240 278 322 97* 34* 134 13+ 143 81" 54* 178 96" 154 50" 101 17+ 157 100 65" 171 148
38 28 25 9 2 11 3 1 1 23 2 23 8 9 5 40 4 1 33 12
8% 12% 9%| 14%] 9% 6% 8% 23%] 1% 2% 0 2% 15% 16% 9% 29%] ‘ 4% 2% 19% 8%|
46 41 25 31 9 1 13 2 2 - 23 2 16 3 12 - 3 23 8
9% 9% 10%) 9% 3% 10% 15% 2% - & 2%| 10% 6% 12% - 5% 13% 5%|
70 47 30 44 11 1 15 3 6 1 18 12 23 10 9 2 3 29 14
g 20% 1% 14%) 11% 3% 1% 23%| 7% 2% 10% 13% 15% 20% 9% 12% 5% 17% 9%]
69 28 4 46 15 9 17 - 11 3 35 6 23 4 16 3 3 27 19
14% 12% 15% 14%) 15% I 13% - 14% 2 20%9 6% 15% 8% 16% 18% 5%) 16% 13%
77 27 41 31 8 4 28 1 17 6 26 15 13 5 10 3 - 17 13
11% 15% 10%) 8% 127 L 8%| 13% 21% 11%| 15% 16%| 8% 10% 10% 18% - 10% 9%
50 28 26 32 6 2 17 1 13 10 3 22 3 16 5 10 1 6 7 19 13
10% 12% 9% 10%) 6% 6% 13% 8% 9% 12% 6% L 3% 10% 10% 10% 6%] 4%| 19%t 1% 1% 9%]
32 14 28 17 12 5 10 10 14 4 17 10 5 1 10 1 5 11 1 6 11
6% G2 1o 5%l 12% 15% 7% 8% 7% 7% 10% 10% 3% 2% G 6% 3% I 2% 4% 7%
23 8 15 27 7 1 7 - 13 3 1
5% 3% 5%] 8%ab 7% 3% 5% - 8% 6% 1%
32 5 16 14 9 - 7 - 2 6 5
; 2 4% 9% - 5% - 19- I 5%
63 14 30 33 11 8 9 2 19 4 9
H Gy 11 10%) 1%L 7% 15%) 12% 8% 9%
1 - 1 2 - 1 - 1 1 -
N - N 1% - - - 1% 2% -
118 27 61 74 27 9 23 2 34 13 25
b 11%) 22%b 23%4 28% 26% 17% 15%| 22% 26% 25%
159 69 95 80 26 11 55 3 34 11 30
d 297 S 25%) 27% 32 L 23%| 22% 22% 30%
223 144 121 166 44 13 56 8 96 2 85 25 46
5% I 44%@ 45% 38% 42% 62% 67%Im o] 55% 50% 46%
5.77 6.12 5.57 5.00 5.99h 6.85 7:24Im - 3.0 6.27 6.10 5.78

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 19
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.
Base: All complained about landline service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 925 489 537 517 285 244 367 29+ 572 196 157 188 162 120 19+ 318 124 47" 293 192
10 - Extremely satisfied ~ (10) 106 58 73 92 27 37 37 5 26 18 12 2 56 1 1 48 9
1% 12% 14%] 18%ab) B 15 10% 17% 14% 11% 10% 11% 1% 2% 5%]
9- (9) 178 83 95 85 36 50 90 2 36 29 16 2 2 - 21
19% 17% 18% 16%) 13%) 20%g 25%4 7% 19% 18% 13% 11%| 2% - 11%|
8- (8) 147 79 78 69 39 39 67 2 31 32 14 2
16% 16% 15% 13%) 14% 16% 18% 7%] 16% 20% 12% 11%)
7- @) 112 92 59 57 32 24 54 2 28 32 27 5
129 I 1% 11%) 11% 10% 15% 7% 15% 20% 23% 26%|
6- (6) 97 58 54 48 30 29 34 4 20 19 18 1
10% 12% 10% 9%| 11% 12% 9% 14%| 1% 12% 15% 5%|
5- (5) 60 36 46 45 21 13 21 5 13 12 10 1
6% 7% 9% 9%| 7% 5% 6% 17%) 7% 7% 8% 5%)
4- (4) 40 24 29 24 19 9 10 2 12 5 6 1
4% 5% 5% 5%( I 4% 3% 7% 6% 3% 5% 5%|
3- 3) 40 17 23 24 15 8 17 - 7 4 6 -
1% 3% 1% 5%] 5% 3% 5% - 1% 2% 5% -
2- @) 40 13 24 13 17 10 1 2 5 4 3 1
4% 3% 4% 3%) 6% 4% 3% 7%] 3% 2% 3% 5%|
1 - Extremely dissatisfied 102 26 55 55 47 25 26 4 10 6 7 3
(1) (T 5% 10%b 11%b 16%hi 10% 7% 14%| 5% 4% 6% 16%|
Not applicable 3 3 1 5 2 - - 1 - 1 1 1
v 1% v 1%) 1% - - 3%| - 1% 1% 5%|
NET: Dissatisfied (1-3) 182 56 102 92 79 43 54 6 22 14 16 4
& 11%) 19%b 18%b 28%h 18% 15% 21%] 12% 9% 13% 21%]
NET: Neutral (4-6) 197 118 129 117 70 51 65 11 76 102 19 45 36 34 3
21% 24% 24% 23% 25%] 21% 18% 38% 13% S 12% 24% 22% 28% 16%
NET: Satisfied (7-10) 543 312 305 303 134 150 248 11 483 57 3 121 11 69 11
59% I 57% 59%) 47%) 38%| 84%Im 29%n| 2% 64% 69% 58% 58%)
Mean score 6.46 6.64 5.71 6.93g 5.82 8.10Im 5.32m] 1.99 6.93 7.09 6.54 6.06

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 20
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 925 489 537 517 143 70* 302 20+ 82* 378 152 224 117 155 21 300 137 80 306 202
10 - Extremely satisfied ~ (10) 106 58 73 92 12 10 47 4 1 6 33 33 22 4 90 2 - 13
1% 12% 14%] 18%ab) 8% 142 RGE 18% 4%] 15% 14% 19% 1% - 6%]
9- (9) 178 83 95 85 14 3 75 3 5 37 16 29 3 - 15
19% 17% 18% 16%) 10% P2 25%0n] 14%| 3%| 17% 14% 19% 14%| - 7%
8- (8) 147 79 78 69 19 8 46 5 11 32 21 14 2 3 16
16% 16% 15% 13%) 13% 11% 15% 23%| 7% 14% S 9% 10% 4% 8%
7- @) 112 92 59 57 13 10 34 2 11 23 13 19 2 33 21 3 29
129 I 1% 11%) 9% 14% 1% 9%| 7% 10% 11% 12% 10%| 1% 4% 9% 14%|
6- (6) 97 58 54 48 16 8 28 2 15 24 6 15 3 5 28 5 28 20
10% 12% 10% 9%) 11% 11% 9% 9%| 10%| 11% 5% 10% 14%) 5% IS 6% 9% 10%|
5- (5) 60 36 46 45 14 7 22 3 15 25 8 10 2 15 24 6 24 21
6% 7% 9% 9% 10% 10% 7% 14% 10% 1% 7% 6% 10% 5% I 8% 8% 10%
4- (4) 40 24 29 24 7 9 13 - 1 2 - 5 14
4% 5% 5% 5% 59T 4% - 5% 2% 7% - 2%]
3- 3) 40 17 23 24 12 4 6 1 4 1 2 10 1 2
1% 3% 1% 5% ' 6% 2% 5%) 1% 5% 2% 6% 5%) 1%
2- @) 40 13 2 9 - - 3 3 6 1 1
4% 3% 3% 3% - - 1% 3% 4% 5% -
1 - Extremely dissatisfied 102 26 21 2 3 12 18 1 1
(1) b 5%) 7% 9%| 1% 10% 12% 5%) .
Not applicable 3 3 1 - - 1 1 2 3
v 1% v - - 1% 1% 10%| 1%
NET: Dissatisfied (1-3) 182 56 36 3 7 17 34 3 4
& 11%) 12% 14%| 2% 15% 22% 14%| 1%
NET: Neutral (4-6) 197 118 129 117 37 24 63 5 55 62 12 5
21% 24% 24% 23% 26% L 21% 23%| 17% D 15% 24%|
NET: Satisfied (7-10) 543 312 305 303 58 31 202 14 268 32 5
59%) “ 57% 59% 41% 447 GRS 64%| 81%m 26%n| 6%)
Mean score 6.46 6.64 5.37 5.79 7.10gh) 6.95 7.99Im 5.09m] 2.38

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 21
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Getting the issue resolved to your satisfaction.
Base: All complained about landline service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 925 489 537 517 285 244 367 29+ 572 196 157 606 307 188 162 120 19+ 318 124 47" 293 192
10 - Extremely satisfied ~ (10) 155 74 90 107 36 43 72 4 7 31 28 15 - 71 2 1 61 13
17% 15% 17% R 13% B 20%g 14% 2% 16% 17% 13% - 2% 2% 7%
9- (9) 170 68 114 81 42 47 76 5 15 23 28 14 3 2 - 13
18%1 147 S 16%) 15% 19% 21% 17%) 5%| 12% 17% 12% 16%| 2% - 7%
8- (8) 152 97 66 66 37 36 76 3 22 37 33 25 2 8 - 19
16%c 20%cd 12% 13%) 13% 15% L 10% 7% 20% 20% 21% 11% 6% - 10%
7- @) 120 70 55 59 42 25 49 4 46 23 27 17 3 1 32
13% IS 10% 11%) 15% 10% 13% 14%| 15%| 12% 17% 14% 16%| 2%
6- (6) 67 61 53 41 18 27 21 1 29 26 18 16 1 18 39 4
7% T 10% 8%) 2 1 6% 3%| 9%| 14% 11% 13% 5%| 6% 9%
5- (5) 53 39 37 41 18 18 15 2 15 10 1 3 9 29 1
6% 8% 7% 8%) 6% 7% 1% 7%] 8% 6% 9% 16%| 4
4- (4) 38 20 23 22 21 6 10 1 10 5 - 3
4% 4% 4% 2 7 2% 3% 3%| 6% 4% - 1%|
3- 3) 30 12 20 23 8 8 14 - 3 5 - 1
3% 2% 1% 4% 3% 3% 1% - 2% 1% - .
2- @) 41 13 21 15 15 14 7 5 2 2 1 1
4% 3% 4% 3% 5% 6%] 2% 17%) 1% 2% 5%| v
1 - Extremely dissatisfied 95 29 56 55 46 20 26 3 3 8 4 2
(1) [ 6% 10%b 11%b 16%hi 8% 7% 10%| 2% 7% 21%j 1%
Not applicable 4 6 2 7 2 - 1 1 - 2 2 6
v 1% v 1%) 1% - v 3%| - 2% 11%| 2%
NET: Dissatisfied (1-3) 166 54 97 93 69 42 47 8 8 15 5 4
| 18] 119 18%b 18%b 24%hi 17% 13% 28%| 5% L 26%| 1%]
NET: Neutral (4-6) 158 120 113 104 57 51 46 4 38 32 4 30
17% L 21% 20% 20% 21%] 13% 14% 23% 27% 21%|
NET: Satisfied (7-10) 597 309 325 313 157 151 273 16 519 70 8 114 116 71 8
65% 63% 61% 61%) 55% 62 L 55%) 91%im 36%m| 5%| 61% IR 59%
Mean score 6.76 6.94 6.71 6.73 6.04 6:829 7.32gh) 6.07 8.40Im 5.65m] 2.15 6.81 6.72

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 22
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Getting the issue resolved to your satisfaction.
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 925 489 537 517 143 70* 302 20+ 330 125 82* 378 152 224 117 155 21 300 137 80 306 202
10 - Extremely satisfied ~ (10) 155 74 90 107 21 10 55 4 86 2 2 82 7 29 36 8 102 5 - 98 8
17% 15% 17% R 15% 14% 18% 20%p 23% 38% 4% - 4%]
9- (9) 170 68 114 81 23 6 84 19 22 1 - 9
18%1 147 S 16%) 16% 2 28%0n] 16% 14% 5%| - 4%|
8- (8) 152 97 66 66 7 7 49 16 18 1 2 14
16%c 20%cd 12% 13%) 5% 107 RGE 14% 12% 5%] 3% 7%
7- @) 120 70 55 59 11 10 32 15 15 - - 21
13% I 10% 11%) 8% 14% 1% 13% 10% - -
6- (6) 67 61 53 41 12 13 24 5 13 3 17 21
79 I 10% 8% 8o I 8% 4% 8% 14%
5- (5) 53 39 37 41 13 4 15 7 13 2 6
6% 8% 7% 8%) 9% 6% 5% 6% 8% 10%| 2%
4- (4) 38 20 23 22 13 6 4 6 4 1 6
4% 4% 4% 2 o 9% 1% 5% 3% 5%| 2%
3- 3) 30 12 20 23 6 4 9 1 12 - 2
3% 2% 4% 4% 4% 6% 3% 1%L - 1%]
2- @) 41 13 21 15 7 3 10 1 6 1 -
4% 3% 4% 3%] 5% 4% 3% 1% 4% 5%| -
1 - Extremely dissatisfied 95 29 56 55 30 7 18 1 15 1 2
(1) [ 6% 10%b 11%b 21%hij 10% 6% 9% 10% 5% 1%l
Not applicable 4 6 2 7 - - 2 2 1 3 3
v 1% v 1%) - - 1% 2% 1% 14%| 1%
NET: Dissatisfied (1-3) 166 54 97 93 43 14 37 13 33 2 4
| 18] 119 18%b 18%b 30%] 20% 12% 14% 1%] 11% L 10% 1%]
NET: Neutral (4-6) 158 120 113 104 38 23 43 9 42 18 30 6 29
17% L 21% 20% 27% 33%] 14% 41% 13%] 15% 19% 29%|
NET: Satisfied (7-10) 597 309 325 313 62 33 220 10 283 38 4 128 84 91 10
65% 63% 61% 61%) 43% g2 73%h) 45%| 86%m 30%m| 5%| 57 G 59%
Mean score 6.76 6.94 6.71 6.73 5.60 6.10 7.41gh 6.45 8.33Im 5.35m] 2.27 6.38

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Courtesy and politeness of advisors.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 23
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 285 244 367 29 307 188 162 120 19** 318 124 47* 293 192
136 100 69 130 36 42 52 6 22 39 32 26 3 91 5 4 83 16
15% 13% L 13% 17% 14% 21%| 7% 21% 20% 22% 4% 9% 28% 8%
191 78 136 89 48 60 79 4 33 30 23 21 7 2 57 21
21% 169 17%) 179 22% 14% 11% 16% 14% 18% 6% 4% 19% 11%)
174 103 90 7 54 48 69 3 43 41 33 27 15 4 69 34
19%d 21%d 17% 14%] 19% 20% 19% 10%| 14%| 22% 20% 23% 12% 9% 24% 18%
93 66 46 68 29 22 38 4 42 24 26 14 18 4 32 34
107 S 9% IR 10% 9% 10% 14%) 14%n 13% 16% 12% 11%) 14% 15% 9% 11%) 18%W
81 48 43 42 25 16 39 1 39 14 20 12 2 15 27 6 24 24
9% 10% 8% 8% 9% 7% 1% 3%| 13%n) 7% 12% 10% e
105 43 58 39 32 24 44 5 19 12 10
e 9% 1% 8% 11% 10% 12% 17%| 10% 7% 8%
55 14 36 22 20 17 15 3 6 4 4
b 3%| 7%b) 4%] 7% 7% 4% 10%) 3% 2% 3%
38 18 28 13 14 4 19 1 6 8 3
4% 42T 39 29 I 3% 3% 5% 3%
14 6 1 1 7 2 5 - 3 3 -
2% 1% 2% 2%] 2% 1% 1% - 2% 2% -
36 1 19 9 6 1 5 1 3
4% 2% 4%| 4% 2% 3% 3% 1% 3%
2 2 1 - 1 1 1 - -
. B . . 3% 1% R R
88 35 58 15 30 2 14 12 6
10% 7% 10%) 6% 8% 7% 7% 7% 5%
241 10 137 103 57 98 9 39 36 26
| 26%d] 217 27% 23% 27% 31% 21% 22% 22%
167 172 134 114 88
597G 71% 70% 73%
7.42 7.41 7.61

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 24
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Courtesy and politeness of advisors.
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 925 489 537 517 143 70* 302 20+ 330 125 82* 378 152 224 117 155 21 300 137 80 306 202
10 - Extremely satisfied (10) 136 100 69 1 29 5 62 6 1 57 52 41 32 5 6 4 104 24
15% 13%] 25%ac 17%] 16% 10% 23%| 19%! 5% 1%] 23% 21% 24%| 40%u1 4% 5% 34% 12%
9- (9) 191 78 136 89 20 7 105 4 127 8 1 124 36 18 31 4 79 7 3 71 16
21%4 16% s 17%) 14% 10% IS 18%| 38%! 6% 1%| 16% 15% 20% 19% 26%u 5% 4% 23% 8%
8- (8) 174 103 90 71 27 8 50 5 62 17 11 66 33 16 20 2 39 23 9 37 33
19%d 21%| 17% 14%) 19% 11% 17% 23%] 19% 14% 13%| 17% 15% 14% 13% 10%| 13% 17% 11%) 12% 16%|
7- @) 93 66 46 68 17 8 19 2 22 18 6 29 32 13 21 2 35 25 8 35 33
107 L 9%] 13%¢ 12%] 11% 6% 9%] 7% 7% 8% 14% 11% 14% 10% 12% 18% 10%] 1% 16%
6- (6) 81 48 43 42 12 6 24 1 18 15 10 26 17 9 12 4 13 24 5 20 22
9% 10% 8% 8%) 8% 9% 8% 5% 5% 129 129 7% 8% 8% 8% 19% A s 6%) 7% 11%|
5- (5) 105 43 58 39 15 13 26 4 17 28 1 34 19 8 12 - 6 23 10 16 23
‘o 9% 1% 8% 107 S 9% 18% 5%] 22%k 16% 9% 8% 7% 8% - 2% 17%t 13%] 5% IR
4- (4) 55 36 22 4 8 24 - 14 15 23 10 1 10 1 5 14 9 13
H 3%] 79%b 4% 3%] 11%g 8% - Pz 124 9%] 6% 4% 1% 5%] 2% 4% 3% 6%]
3- 3) 38 18 28 13 10 4 14 - 8 1 3 1 1 8 4 5 8
4% Pz 5 3% 7% 6% 5% - 4% 1% 2% 5%] * 2% 4%]
2- @) 14 6 1 5 2 4 - - 2 9
2% 1% 2% 2% 2% 3% - 1% 4%
1 - Extremely dissatisfied 36 1 19 12 7 8 -
(1 1% 2% 4% 5% 6% 5% - 10%v|
Not applicable 2 2 1 - 1 2 2
v * v - 1% 1% 10%|
NET: Dissatisfied (1-3) 88 35 58 25 10 15 1
10% 7% 13% 8% 5%] 1% 9% 10% 5%] 19%]
NET: Neutral (4-6) 241 1 137 103 31 27 74 5 46 18 34 5
| 26%d] P2 39% 25% 23%| 21% 15% 22% 24%| 29%w|
NET: Satisfied (7-10) 88 34 203 16 153 88 104 13
62% 197 I 68% 75% 67% 62%
Mean score 6.77 6.36 7.21 7.78 7.21 7.74

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Advisor doing what they said they would do.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 25
Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192
149 88 104 133 41 47 56 140 35 28 24 1 82 3 3 75 12
16% 18% 19%] 26%ab 14% 19% 15% 19% 17% 20% 5% 2% 6% 26%] 6%
165 74 88 76 41 53 65 31 24 15 4 6 - 61 13
18% 15% 16% 15%) 142 18% 16% 15% 13% 21%] 5% - 21% 7%
137 101 82 65 40 37 58 40 34 25 2 17 2 61 40
15% IS 15% 13%) 14% 15% 16% 21% 21% 21% 11% 14% 4% 21% 21%|
113 69 55 47 31 23 57 23 26 18 2 14 3 38 31
129 10% 9% 11% 9IS 12% 16% 15% 11% 11% 6% 13% 16%
96 59 46 57 23 20 50 19 20 17 3 21 33 5 31 28
10% 12% 9% 11%] 8% B e 10% 12% 14% 16%] 7 I 11%] 1% 15%]
81 46 53 41 21 23 36 19 15 12
9% 9% 10% 8% 7% 9% 10% 10% 9% 10%
45 13 35 28 14 15 14 2 16 4 5 2
o 3%| 7%b 5% 5% 6% 4% 7%| 3%| 2% 3% 2%
35 6 19 16 15 7 9 4 5 2 2 1
b 1%| 4%b 3% 5% 3% 2% 14%| 1%| 1% 1% 1%
35 14 16 1" 15 8 9 3 2 8 4 2
4% 3% 3% 2% 5% 3% 2% 10%, * 4% 2% 2%
62 16 36 35 40 1 11 - 3 6 3 4
7% 3% 7%b 7%b 14%h 5% 3% - 1% 3% 2% 3%
7 3 3 8 4 - 2 1 3 1 1 -
1% 1% 1% 2%] 1% - 1% 3% 1% 1% 1% -
132 36 71 62 70 26 29 7 10 16 9 7
7% 13%b 12%b 25%hil 11% 8% 24%| 2% 9% 6% 6%
222 118 134 126 58 58 100 6 88 42 40 31
24% 24% 25% 24%) 20% 247 T 21%| 15%] 22% 25% 26%
564 329 321 153 129 112 82
61% 62%) 69% 69% 68%
7.29 7.34 7.35

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
Advisor doing what they said they would do.

Base: All complained about landline service in past 6 months

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10

©
®)
™

(6)

(1-3)
(4-6)

(7-10)

Fieldwork: 8th December 2016 - 6th January 2017

Table 26

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 143 70* 302 22+ 152 224 17 155 21 300 137
149 88 104 133 19 9 72 6 51 34 39 9 122 9
16% 18% 19%] 26%ab 13% 13% S 4%] 23% 29% 25% 43% 41% 7%
165 74 88 76 23 6 7 11 37 18 20 1
18% 15% 16% 15%] 16% 9%| 19% 7%| 17% 15% 13% 5%|
137 101 82 65 22 1 43 15 31 15 18 1
15% IS 15% 13%) 15% 16% 14% 10% 14% 13% 12% 5%]
113 69 55 47 12 12 28 15 21 16 9 1
127 10% 9% 8% 17% 9% 10%, 9% 6% 5%]
96 59 46 57 10 5 29 1 16 12 27 2
10% 12% 9% 11%] 7% 7% 10% 7% 7% 10% IS 10%]
81 46 53 41 15 7 28 17 20 7 12 2
9% 9% 10% 8% 10% 10% 9% 11%| 9% 6% 8% 10%
45 13 7 10 17 4 10 2
b 3%] 5% 6% 3% 6% 10%,
35 6 7 3 9 - 5 -
b 1%| 4% 3% - 3% -
35 14 16 1" 2 4 - 1 5 -
4% 3% 3% 1% - 1% 3% -
62 16 4 13 1 10 8 1
7%0 3% 6% 4% 5% 9% 5% 5%
7 3 1 2 - - 2 2
1% 1% 1% 1% - - 1% 10%)
132 36 9 26 1 1 18 1
7% 13% 9% 5%] 9% 12% 5%]
222 118 22 74 6 23 49 6
24% 24% 25% 24% 25% 27%| 207 29%|
564 332 329 321 140 83 86 12
637 I 55% 57%)
7.00 7.43 7.01 7.63
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Logging of query details to avoid having to repeat yourself.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 27
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192
17 82 63 27 37 48 5 115 1 1 110 6 30 30 20 2 74 6 2 70 11
13% 12%] 22%ab B 15 13% 1%] 8 2% 16% 19% 17% 11% 5% 4% 24% 6%
188 74 118 77 41 3 81 3 163 23 26 29 16 3 3 - 58 16
159 15%) 14% 26%g 229 2% 7% 14% 18% 13% 16% 2% - 20% 8%
125 97 80 7 41 29 54 3 26 39 32 23 3 1 1 66 31
14% S 15% 14%) 14% 12% 15% 2% 8% 21% 20% 19% 16% 9% 2% 23% 16%
122 63 51 65 29 21 69 8 84 38 25 22 14 2 17 4 33 30
13%] 13% 9% 13% 10% 2 19 5% 14% 12% 13% 14% 12% 11% 14% 9% 1% 16%
96 57 55 37 33 26 34 4 1 18 20 1 31 4 25 32
10%d 12%) 10% 7%) 12% 1% 9% 3% 1% 17% 5% 7 9% 9% 17%0]
77 42 47 46 26 23 25 12 13 9 26
8% 9% 9% 9% 9% 9% 7% 8% 8%
45 23 22 25 17 12 13 8 3
5% 5% 4% 5% 6% 5% 4% 5% 3%
29 12 29 17 1 7 11 3 4
3% P2 5%y 3% 4% 3% 3% 2% 3%
36 6 15 9 6 9 5 2 2 3
4%bd| 1% 3% 2% 2% 2% 17%| * 1% 3%
77 43 39 18 17 2 4 3 6
8%b) 4 7% 5% 7% 1%| 2% 5%
13 10 9 2 2
1% 2% 1% 2%
142 41 8 13
> 8% 5% 11%
218 122 39 32
24% 25% 23% 21% 24% 27%
552 316 312 325 113 73
60%] 58% 63% 70% 61%
6.68 7.45 7.01

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 28
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Logging of query details to avoid having to repeat yourself.
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 925 489 537 517 143 70* 302 20+ 152 224 117 155 21 300 137 80 306 202
10 - Extremely satisfied ~ (10) 117 82 63 112 16 8 36 3 5 39 40 30 3 6 2 97 14
13% 12%] 22%ab 11% 11% 12% 14% 3% 17% 19% 14% 4% 3% 3294 7%
9- (9) 188 74 118 77 17 5 95 1 7 37 13 25 2 69 5 3 61 14
15% IS 15%) 12% Ve 31%h) 5%| 5%| 17% 11% 16% 10%| 4% 4% 20% 7%
8- (8) 125 97 80 71 17 13 44 6 14 27 17 21 6 14 2 46 24
14% S 15% 14%) 12% 19% 15% 27%) 9%] 12% 15% 14% 29%| 3% 15% 12%
7- @) 122 63 51 65 11 8 29 3 12 23 16 24 2 31 29 5 37 28
13%] 13% 9% 13%) 8% 11% 10% 14%| 8%| 10% 14% 15% 10%| 10% I 6%) 12% 14%|
6- (6) 96 57 55 37 12 6 34 3 14 21 5 9 2 12 22 3 13
10%d 12% 10% 7% 8% 9% 1% 14%| 9% 9% 4% 6% 10%
5- (5) 77 42 47 46 15 7 24 1 17 21 9 15 1 8
8% 9% 9% 9%| 10% 10% 8% 5%) 11%) 9% 8% 10% 5%) 3%]
4- (4) 45 23 22 25 5 8 9 - 14 4 7 . 4
5% 5% 4% 5%) 3% 3% - 6% 3% 5% - 1%|
3- 3) 29 12 29 17 14 4 9 2 1 1 4 1 5 5
3% P2 5%y 3%/ L 6% 3% 9%] 5% 1% 3% 5%] 2%
2- (2) 36 6 15 9 5 5 4 1 4 1 4 - 1
4%bd 1% 3% 2% 3 1% 5%| 2% 1% 3% - .
1 - Extremely dissatisfied 77 23 43 39 4 15 1 18 9 11 1 -
(1) 8% 5% 8% 6% 5% 5%
Not applicable 13 10 14 3 1 2
1% 2% 1% 5%
NET: Dissatisfied (1-3) 142 41 28 4
[T 8% 9% 18%
NET: Neutral (4-6) 218 122 21 67 4
24% 25% 23% 21% 22% 30% 22% 18%|
NET: Satisfied (7-10) 552 316 312 325 61 34 204 13
607 I 6 43% 497 I 59%)
Mean score 6.68 6.09

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Offering compensation or a goodwill payment.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 29
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192
116 70 95 28 35 49 4 112 2 2 107 8 27 28 13 2 65 3 2 59 10
13% 14%| 18%a 18%| 10% 14% 13% 14%| 8 3% 14% 17% 1% 11%| 2% 4%| 20%] 5%
155 72 81 68 30 67 3 13 33 25 12 2 4 1 58 14
17% 15% 15% 13%] 11% 23%g 18%g 10%] 4% 18% 15% 10% 11% 3% 2% 20%x} 7%
121 79 70 69 25 27 69 - 19 30 31 13 5 5 1 53 26
13% 16% 13% 13%) 9% 11% S - 6% 16% 19% 1% 26%| 4% 2% 18% 14%
90 65 48 45 23 24 41 2 30 16 28 19 2 1 37 27
10% I 9% 9% 8% 10% 11% 7%) 10%) 9%] 17%p 16% 11%) 2% 13% 14%|
72 51 42 31 20 20 30 2 30 17 16 18 - 8 30 3 27 24
s 8% 6% 7% 8% 8% 7%| 10%| 9% 10% 15% - 6% IR 6% 9% 13%|
63 45 37 38 25 18 19 1 24 16 14 15 - 13 30 2 24 21
7% 9% 7% 7%) 9% 7% 5% 3% 8% 9% 9% 13% - PPA 22 4% 8% 11%
41 17 21 25 19 13 8 1 19 10 5 2 - 4 11 2 5 12
4% 3% 4% 52T 2% 3% 6% 5% 3% 2% - 19- L 4% 29/
33 10 14 14 12 9 10 2 5 3 - 2 2 3 5 4 6
4% 2% 3% 3%] 4% 4% 3% 7% 2%j 3% 2% - 11%| 1% o 1% 3%
36 13 17 19 14 9 10 3 12 5 2 5 1 1 3 10
4% 3% 3% 4%| 5% 4% 3% 10%) 2% 3% 1% 4% 5%| * 1% 9]
142 43 74 75 65 28 41 8 16 8 13 1 9 9 33
b 9% o 11% 1% 28%j 3% 5% 1% 5% 3%] 3%] 17%W
56 24 6 23 3 39 2 10 4 17 14 9
6% 5% 27 10% 7% 19 21%| 5% 5% 5%
211 66 46 61 13 37 13 18 4 12 16 49
ey 13%| 19% 17% 45%) 6% 8% 15% 21%j 4%| 5%] 26%w|
176 113 51 57 4 69 35 35 - 35 56 57
19% 23% 21% 16% 14%| 22% 29% - 30%w|
482 286 141 226 9 427 106 112 57 1 77
529 L 55% 54% 37%) 58%g 31%) 75%m 569 I 48%
| 619 N 6.51 6.39 5.21 6.579 6.779 4.69 7.80Im 4.94m| 1.97 6.59 6.26

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Offering compensation or a goodwill payment.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .

Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 30
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 143 70* 302 22+ 125 82* 378 152 224 17 155 21 300 137 80" 306 202
116 70 95 16 1 67 1 4 30 37 24 4 91 4 - 87 8
13% 14%] 18%a 18%a| 11% 16% L 5%] 3%] 13% 15% 19% Z 3% - 28% 4%]
155 72 81 68 15 6 59 1 5 32 16 19 1 5 - 59
17% 15% 15% 13%) 10% 2 20%0n] 5% 3% 14% 14% 12% 5% 4% - 19% 4%
121 79 70 69 9 10 50 1 8 30 14 24 1 21 1 48 20
13% 16% 13% 13%) 6% 142 REE 5%] 5%] 13% 12% 15% 5%] 1%] 16% 10%
90 65 48 45 14 10 23 1 8 19 10 14 2 23 15 7 24 21
10% I 9% 9% 10% 14% 8% 5% 5% 8% 9% 9% 10%] 8% 1% 9% 8% 10%]
72 51 42 31 6 5 30 1 23 8 9 5 15 2 13 16 2 16 15
Gg 10 8% 6% 4% 7o I 5% i 5% 4% 49 10% 49 I 3% 5% 7%
63 45 37 38 10 6 18 3 14 12 14 1 11 2 10 21 7 18 20
7% 9% 7% 7% 7% 9% 6% 14%| 8% 6% 9% 7% 10% 3%] 15%t 9% 6% 10%|
41 17 21 25 8 4 8 1 4 - 8 14 9 15
4% 3% 4% 5% 6% 6% 3% 5% 1% - 3% L 4%) 3%)
33 10 14 14 9 2 2 1 1 1 4 7 3 3
4% 2% 3% 3%/ G 3% 1% 5%] .
36 13 17 19 5 4 6 2 4
4% 3% 3% 4%| 3% 6% 2% 9%| 1%
142 43 74 75 38 25 3 8 1
& 9% 14%b 15%b 27%h 11% 8% 14%| 2% 10%| R 15 63%u 4%
56 24 38 38 13 4 14 7 25 6
6% 5% 7% 7%] 9% 6% 5% 32%) 8% 29%| 9% 5% 4%| 8%
211 66 105 108 52 14 33 6 13 3 17 34 57 20
by 13%| 20%b 21%b 36%hi 20%] 11% 27%) 4% 14%| 6% 25%t 7%ty 7%
176 113 100 94 24 15 56 5 41 50 9 4 31 51 12 43
19% 23% 19% 18%) 17% 21% 19% 23%| 12% RS 11% 19%
482 286 294 277 54 99 4 1 34 9
522 L 55% 54%] 38% 53%g 66%gh 18% 76%im 27%m| 11%
M 6.51 6.39 5.06 6.24g 7.32gh| 4.60 8.15Im 4.95m)| 2.40

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Willingness to help resolve your issue.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 31
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192

138 38 65 116 41 41 51 5 132 3 3 128 8 34 28 23
15% L 12% L 14% 17% 14% 17% 2 3%] 18% 17% 19%

188 83 149 95 38 6 5 18 36 26 16
20% 179 IS 18%) 13%) 23%g 24%g 17%) 6%| 19% 16% 13%

166 85 89 7 47 43 75 1 32 35 29 20
e 17% 17% 14%] 16% 18% 20% 3% 10% 19% 18% 17%

106 70 53 55 25 23 54 4 39 18 31 19
119 IS 10% 11% 9% 9o I 14% 13% 107G 16%

65 52 38 37 21 18 26 - 17 18 15
7% IS 7% 7%) 7% 7% 7% - 9% 1% 13%

65 48 40 34 24 19 19 3 17 15 16
7% 10% 7% 7% 8% 8% 5% 10% 9% 9% 13%

48 19 22 27 16 16 12 4 9 5 3
5% 4% 4% 5% 6% 7% 3% 14%) 2% 3% 3%

36 1 18 23 18 5 11 2 4 2 2
4% 2% 3% 4%| 2% 3% 7% 1%| 1% 2%

41 11 16 13 6 13 3 4 4 -

by 2% 3% 4 2% 4% 10%) 1% 2% -

67 17 16 14 1 3 2 6
b 3% 7% 4% 3% 1% 4% 1% 5%

5 5 1 3 1 1 2 2 -

1% 1% * 1% 3%| * 1% 1% -

144 39 27 38 6 1 20 8 8
b 8% 11% 10% 21%j 2%j 1% 5% 7%

178 119 100 53 57 7 51 43 38 34
19% IS 19% 19%) 21% 22% 16% 24%| 9%] 23% 23% 28%

598 326 356 337 151 163 269 15 09 123 114 78
65% 67% 66% 65% 53% 67%g 52%) 89%im 65% 70% 65%

| 685 NERED 6.97 7.05 6.11 7129 7319 6.25 8.30Im 5.82m| 2.83 7.16 7.39 7.18

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Willingness to help resolve your issue.

Base: All complained about landline service in past 6 months

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 32
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
138 38 65 10 26 1 7 47 35 29 5 5 1 104 1
15% L 12%] 22%ac 17%] 14% 9% 1%] 5%] 21% L 19% 24%| 4% 1% 5%]
188 83 149 95 22 8 117 - 5 38 21 34 2 14 3 18
20% 179 18%) 15% 11% S - 38% 3%| 17% 18% 22% 10% 10% 4% 9%|
166 85 89 7 20 1 55 7 69 20 34 12 23 2 14 3 20
o 17% 17% 14%] 14% 16% 18% 9% 18% 13%| 15% 10% 15% 10% 10% 4%| 10%|
106 70 53 55 12 12 27 7 40 12 21 14 19 1 23
1% L 10% 11%) B 17 9% 9% 11% 8% 9% 12% 12% 5%
65 52 38 37 10 8 18 3 14 8 12 3
7% I 7% 7%] 7% 11% 6% 6% 7% 8% 14%
65 48 40 34 8 6 22 14 8 10 2
7% 10% 7% 7% 6% 9% 7% 6% 7% 6% 10%
48 19 22 27 6 3 10 3 7 13 3 9 2
5% 4% 4% 5% 4% 4% 3% 14%) 2% 6% 3% 6% 10%)
36 1 18 23 9 2 6 1 4 13 5 4 1
4% 2% 3% PRA 6% 3% 2% 5%] 1%] 6% 4% 3% 5%]
41 1 16 13 6 1 9 - 2 6 1 6 -
¢ 2% 3% 3%] 4% 1% 3% - 1% 3% 1% 4% -
67 17 44 40 24 7 12 1 - 21 10 9 -
3% 8%b 8%b 17% 10%i 4% 5% - 9% 9% 6% -
5 5 3 6 1 2 - - 2 3 - - 3
1% 1% 1% 1% 19 - - 1% 1% - - 14%
144 39 78 76 39 10 27 2 6 40 16 19 1
8% 15%b 15%b 279%hi 14% 9% 9% 2%j 18% 14% 12% 5%
178 119 100 98 24 17 50 9 31 4 19 31 7
19% IS 19% 19%) 17% 24% 17% 41% 9%] 18% 16% 20% 33%
598 326 356 337 79 41 225 1 291 50 140 82 105 10
65% 67% 66% 65%) 55% 599 TS 50% 88%m 40%m| 63% 70% 68% 48%
| 685 NERED 6.97 7.05 6.19 6.60 7.44gh| 6.55 8.35Im 5.82m| 6.83 7.35 7.12 7.22

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 33
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
SUMMARY : Satisfied
Base: All complained about landline service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) @) (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (U] (u) v) (w) (x)
Total 925 489 537 517 285 244 367 29** 572 196 157 606 307 188 162 120 19* 318 124 47 293 192
Ease of finding provider 548 317 330 340 147 153 236 12 458 55 35 429 115 119 112 77 9 4 9 221 96
contact details 59% 61%] 6% 2 6%y 64%g) 41 28% 1 37%) 63% 69% 64% 47% 33% 50%]
The time taken to handle your 543 312 305 303 134 150 248 11 57 81 121 111 69 11 31 90
issue 599 57% 59%) 47% 61%g 68%g 38% 26%) 64% 69% 58% 58% 25% 47%)
Getting the issue resolved to 597 309 325 313 157 151 273 16 90 114 116 7 8 29
your satisfaction 65% 63% 61% 61%) 55% 62% TS 55% 29%] 61% I 59% 42%
Courtesy and politeness of 594 347 341 358 167 172 238 17 140 134 114 88 11
advisors 64% AT 647 I 59% L 65% 59% 46%| 71% 70% 73% 58%
Advisor doing what they said 564 332 329 321 153 160 236 15 109 129 112 82 9
they would do 619 T 61% 62%) 549 52% 36%) 69% 69% 68% 47%
Logging of query details to 552 316 312 325 138 150 252 12 93 120 113 73 10
avoid having to repeat 2~ 65%] 58% 63%| PEA  61%g  69% 41% 30%] 64% 70% 61% 53%
yourself
Offering compensation or a 482 286 294 277 106 141 226 9 70 106 112 57 11
goodwill payment 527 55% 54%) 37%] 58%g 62%) 31% 23%] 56% I 48% 58%
Willingness to help resolve 598 326 356 337 151 269 97 123 114 78 11
your issue 65% 67% 66% 65%] 53%] 32%] 65% 70% 65% 58%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 34
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
SUMMARY : Satisfied
Base: All complained about landline service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) @) (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (U] (u) v) (w) (x)
Total 925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
Ease of finding provider 548 317 330 340 82 36 198 14 40 18 56 143 85 98 14 55 26 235 100
contact details 59% 61%] 6% 57% 51% A 64% 32% 37%) 64% 73% 63% 67% 40% 77"
The time taken to handle your 543 312 305 303 58 31 202 14 32 33 125 83 84 11
issue 597 L 57% 59%] 41% 44% L 64% 22%) 56% 54% 52%
Getting the issue resolved to 597 309 325 313 62 33 220 10 28 128 84 91 10
your satisfaction 63% 61% 61%) 43% 17% TS 45% 18%) 577 59% 48%
Courtesy and politeness of 594 347 341 358 88 34 203 16 63 153 88 104 13
advisors 64% AT 647 I 62% 197 S 73% 41%) 68% 75% 67% 62%
Advisor doing what they said 564 332 329 321 76 38 200 15 47 140 83 86 12
they would do 619 61% 62%) 53% 549, 68% 31%) 639 55% 57%
Logging of query details to 552 316 312 325 61 34 204 13 38 126 86 100 13
avoid having to repeat 58% 63%| 43% PEIA  68%gh} 59% 25%] 56 65% 62%
yourself
Offering compensation or a 482 286 294 277 54 37 199 4 25 111 77 81 8
goodwill payment 529 55% 54%) 38% 53%g 66%9 18% 16%) 50T 52% 38%
Willingness to help resolve 598 326 356 337 79 41 225 11 44 140 82 105 10
your issue 65% 67% 66% 65%] 55% 59%] 88%Im 29%] 63% 70% 68% 48%]

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Base: All complained about landline service in past 6 months

Total
Completely resolved

Partly resolved
Not resolved at all

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 35

BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) [(¢)] (h) [0} @ (k) [0} (m) (n) (0) (p) [(¢)] (4] (s) ® (u) v) (w) (x)
925 489 537 517 285 244 367 29** 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192
606 293 378 306 153 164 274 15 105 108 7 9 231 55 7 293 -
@ o0 @ sed e NG 5 T o s R 5 -
215 158 94 132 84 61 62 8 68 47 39 4 79 62 17 -
23%¢ 32%acd 17% 28%) 36% 29% 33% 21%} 25% S 36%} -
92 34 29 3 15 7 10 6 6 22 -
10% 7% 8% 10%] 8% 4% 8% 11%) 2% 5% -
12 4 2 3 - - - 4 2 1 1 -
1% 1% 1% 10%] - - - 21%) 1% 1% 2% -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Base: All complained about landline service in past 6 months

Total
Completely resolved

Partly resolved
Not resolved at all

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 36

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) [(¢)] (h) [0} @ (k) [0} (m) (n) (0) (p) [(¢)] (4] (s) ® (u) v) (w) (x)
925 489 537 517 143 70 302 22+ 330 125 82 378 152 224 117 155 21* 300 137 80* 306 202
606 293 378 306 72 42 253 11 300 64 14 378 - 120 79 96 11 233 64 9 306 -
@ o0 oo R B A o T 50 : so M e o R 1A -
215 158 94 132 38 17 32 7 24 66 25 37 4 56 54 22 -
23%¢ 32%acd 11% 32%) 7%] 29% 21% 24% 19%) 19% IR 28%] -
92 34 14 4 4 34 12 21 3 6 7 7
10% 7% 5% 18%] 1% 15% 10% 14% 14%] 2%| 12%: 59%tu -
12 4 1 3 3 - 2 4 1 1 3 5 2 -
1% 1% 1%” 1% - 1% 2% 1% 1% 14%] 2% 1% 3% -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?

Base: All complained about landline service in past 6 months

Total
Once

Twice

Three times

Four times

Five times or more

Don't know

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) (0] (m) (n) (0) (p) ()] () (s) (U] (u) v) (w) (x)
925 489 537 517 285 244 367 29 572 196 157 606 307 188 162 120 19* 318 124 47* 293 192
467 186 302 212 114 110 228 15 384 69 14 419 45 68 64 46 8 142 33 1" 140 45
s T 1% 40% WP coinEPRR T Gram 35 9% g 15% 36% 40% 38% 42% 45%u 27% 239 23%
179 150 94 140 71 51 52 5 107 46 26 92 86 67 49 32 2 98 47 5 86 64
19% I 18%) 27%ac 25% 21%] 14% 17%) 19% 23% 36% 30% 27% 11% 31%v 38% 11%) 29% 33%|
132 91 66 36 42 39 48 3 44 31 32 24 4 52 29 10 45
14% 12%] 17% 15% 16% 13% 10% 8%| 16% 20% 20% 21%) 16% 23% 21%) 15%] 23%w]
49 20 26 26 18 17 1 17 10 6 3 1 11 6 3 1 9
5% 4% 5% 5%| 6% 5% 5% 3%| 3% 5% 4% 3% 5%] 3% 5% 6% 4% 5%|
87 36 42 42 37 30 18 2 15 11 10 13 2 10 9 17 8 28
9% 7% 8% 8% 5% 7% 3%] 6% 6% 11% 11%] 3% 7%j o
11 6 7 1 4 3 5 1 1 2 2 5
1% 1% 1% 2% 1% * 1% 10%) 1% 1% 1% 2% 11%] 2%
2.03 1.89 i 1.75 1.85 1.54 2.09 2.06 2.19 2.24 1.88

Table 37

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?

Base: All complained about landline service in past 6 months

Total
Once

Twice

Three times

Four times

Five times or more

Don't know

Mean score

Table 38

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) (0] (m) (n) (0) (p) ()] () (s) (U] (u) v) (w) (x)
925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
467 186 302 212 50 21 223 8 246 50 6 284 16 93 35 76 8 147 49 16 162 47
s 4| % o SR i i : - o TR 35% T 20% 23%
179 150 94 140 44 16 23 1 46 42 31 4 89 38 13 81 59
19% I 18%) 27%ac 31% 23%] 8% 50%) 14% I 6% 20% 19% 30% 28% 16%) 26% 29%]
132 91 66 36 17 22 3 28 22 23 5 48 28 10 39 46
14% 12%] 17%¢ 7% 24%] 7% 14% 8%| 19% 15% 24%) 16%
49 20 26 26 8 6 12 - 4 6 8 2 5
5% 4% 5% 5%| 6% 9% 4% - 1% 5% 5% 10%] 2%|
87 36 42 42 15 9 18 - 4 8 14 - 6
9% 7% 8% 8% 10% | IEE 6% - 1%] 7% 9% - 2%
11 6 7 1 2 1 4 - 2 4 3 2 5
1% 1% 1% 2% 1% 1% 1% - 1% 3% 2% 10%] 2%
2.03 1.89 1.59 1.77 1.40 2.20 2.03 2.05 1.76

*=Lessthan .5




Base: All complained about landline service in past 6 months

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 39
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)
925 489 537 517 285 244 367 29* 572 196 157 606 307 188 162 120 19** 318 124 47" 293 192
336 96 258 160 98 86 139 13 269 53 14 299 35 47 22 20 7 72 22 2 66 29
2094 34% 35% 38% 45%) 2im A, 9% [ 119 T 14% 17% 379 L 4% et 15%)
110 77 27 20 58 5 77 20 13 77 32 30 28 16 3 57 15 5 56 20
127 T 9% EFd 16%an] 17% 13% 10% 8% 13% 10%] 16% 17% 13% 16% 18% 12% 11% 19%4 10%
92 71 23 18 50 1 19 3 75 17 29 28 13 1 46 20 5 46 25
8% 7% 3% 12%m 10%m| 2% 6% 15% 17% 1% 5%] 14% 16% 11% 16% 13%
138 108 39 54 44 1 79 34 25 69 67 37 41 28 2 68 33 7 62 46
15% IS 142 12% 3%] 14% 17% 16% 11%] e 20% 25% 23% 11% 21% 27% 15% 21% 24%|
80 56 26 21 33 - 34 31 15 32 19 19 17 1 35 14 7 31 25
9% IS 9% 9% 9% - 6% L 12% 14% 5%] 11% 1% 15% 1% 13%
49 35 18 12 1 15 10 12 1 22 9 4 17 17
5% 7% G2 7 3% 3%] 3%] 6% 10% 5%] 7% 7% 9%] 6% 9%]
31 13 9 9 1 11 5 4 - 9 2 2 9 4
3% 3% 4% 2% 3%] 2% 3% 3% - 3% 2% 4%] 3% 2%
71 24 18 18 6 12 7 7 2 5 9 10 5
8%b 5% 7% 5% 21%| 2% 4% 6% 11% 2%
18 9 - 4 1 5 2 3 2 4
2% 2% - 1% 3%] 1% 1% 3% 11% 1%
336 6 86 139 13 22 20 7 72 22 2 29
20%) 35% 38% 45% 47%im 14% 17% 37% 4%] 15%
202 148 99 ik 50 38 108 6 147 56 29 4 103 35 10 45
22% I 18% 21%| 18% 16% 29%gh 21%| 26%m 35% 24% 21%| 32% 28% 21%| 23%|
138 108 65 97 39 54 44 1 79 41 28 2 68
142 T 12% 3% 14% 25% 23% 11% 21%
85 66 72 8 72 41 40 4 7
20% 28%] 13%] 25% 21%| 22%
3.53 8.01 2.31 4.42 5.47 5.09 3.40

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Base: All complained about landline service in past 6 months

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 40
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((¢)} (h) (i) (1) (k) 0] (m) (n) (0) () @ (9] (s) () (u) V) w) x)
925 489 537 517 143 70* 302 22+ 330 125 82* 378 152 224 17 155 21 300 137 80" 306 202
336 96 258 160 47 12 190 9 209 42 7 235 23 84 18 50 8 112 34 14 107 50
20% COEECEEET D oo o R R coqERD v oo 25%
110 77 75 58 24 8 41 2 40 24 1 51 24 16 14 27 1 28 21 9 36 22
12% I 14% 11%] 17% 1% 14% 9% 12% 19% 13%] 13% 16%] 7% 12% G 5% 9% 15% 11%] 12% 11%]
92 71 24 53 7 6 10 1 17 5 2 16 8 24 15 11 3 14 2 37 15
4%| 5% 9% 3% 5%] 5% 4% 2% 4% 5% 11% 13% 7% 14% 12%v 10% 3% 12% 7%
138 108 65 20 1 27 7 38 22 5 41 24 7 32 26 2 64 25 8 66 31
15% IS 129 14% 16% 9% 32% 129 6% 11% 16%) 179 17% 10% 21% 18% 10% 22% 15%
80 56 38 14 14 9 1 14 11 13 14 24 17 19 19 3 37 14 7 35 23
9% IS 7% 3% 5%] 4% » B 16%) 12% 14% 12% 10% 9%] 1% 11%
49 35 27 23 5 10 1" 1 2 6 6 -
5% 7% 5% 4%] 3% 4% 5%| 1% 5% 4% -
31 13 15 18 6 3 5 1 5 3 3 1
3% 3% 3% 3%] 4% 4% 2% 5% 2% 3% 2% 5%
71 24 22 33 13 4 5 - 2 8 5 1
8%b 5% 4% 6% 2% - 1% 7% 3% 5%
18 9 4 - 3 2 8 2
2% 2% 1% - 1% 2% 5% 10%)
336 6 12 190 9 209 42 7 18 50 8
20% 7T 1% svin sl 1 3%
202 148 99 ik 31 14 51 3 57 29 13 29 38 4
Y4 sovacd 18% 219 22% 20% 17% 14%) 17% 23% 16%) 18% 25% 25% 19%
138 108 65 97 20 1 27 7 38 22 5 37 32 26 2
16% 9% 32% 129 18%m| 6%] 17% 17% 10%
31 30 3 23 58 36 33 5
10% 14% 7%l 26% 31% 21% 24%)
1.82 2.82 1.29 3.37 4.25

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q13 How long did it take to resolve the issue with [Provider]?

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Base: All complained about landline service in past 6 months whose issue was completely resolved

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Mean score

Table 41

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)

606 293 378 306 153 164 274 15* 482 93* 31* 606 - 105 108 71 9™ 231 55* Ve 293 -

299 66 235 107 76 81 132 10 257 36 6 299 33 19 1" 3 58 8 - 66 -

23%| 62%abd 35%b) 50% 49% 48% 67% 39% 19% 49% 18% 15% 33% 25% 15% - 23% -

77 56 51 36 15 16 44 2 64 12 1 77 17 24 13 2 48 7 1 56 -

13% I 13% 12%) 10% 10% 16% 13% 13% 13% 3% 13% 16% 22% 18% 22%) 21% 13% 14% 19% -

75 46 14 14 47 - 62 13 - 75 18 16 11 1 33 11 2 46 -

9% 9% IR - - 12% 17% 15% 15% 11% 14% 20% 29% 16% -

69 62 22 23 23 1 51 14 4 69 20 22 19 1 44 17 1 62 -

119 RS 14% 14% 8% 7% 11% 15% 13% 11% 19% 20% 27% 11% 19% 31% 14%| 21% -

32 31 6 12 14 - 20 32 8 13 9 1 25 5 1 31 -

B 1% 4% 7% 5% - 4% 5% 8% 12% 13% 11% 11% 9% 14% 1% -

17 17 5 5 6 1 9 17 4 8 5 - 13 3 1 17 -

3%| 6%a 3% 3% 2% 7% 2% 3% 4% 7% 7% - 6% 5% 14%) 6% -

12 9 6 5 5 3 3 1 8 12 4 3 2 - 6 2 1 9 -

2% 3% 2% 2%] 3% 2% 1% 7% 2% 2% 4% 3% 3% - 3% 4% 14%| 3% -

22 5 5 9 8 10 4 - 9 22 1 3 1 - 3 2 - 5 -

4%] 2% 1% 3% 1% - 2% 4% 1% 3% 1% - 1% 4% - 2% -

3 1 1 2 2 - 1 - 2 3 - - - 1 1 - - 1 -

. B B 19 1% ) . ) h M ) ) B 119 B B ) . )

6 107 76 81 132 10 257 299 33 19 1" 3 58 8 - 66 -

49%bl 23%| Z 50% 49% 48% 67% 53% 49% 18% 15% 33% 25% 15% - 23% -

152 102 29 30 91 2 126 152 35 40 24 3 81 18 3 102 -

25% 35%acd 18% 19% 189S 13% 26%m 25% 33% 37% 34% 33% 35% 33% 43%) 35% -

69 62 41 22 23 23 1 51 69 20 22 19 1 44 17 1 62 -

11% B 119 14% 14% 8% 7% 11% 11% 19% 20% 27% 11% 19% 31% 14% 21% -

24 30 27 2 46 83 17 27 17 1 47 12 3 62 -

16% I 10% 13%| 10%) 14% 16% 25% 24% 11% 20% 22% 43% 21% -

3.54i 361 1.70 2.47 1.89 2.70 2.80 3.81 3.58 1.28 3.01 4.23 6.37 3.32 -

*=Lessthan .5




Q13 How long did it take to resolve the issue with [Provider]?

Ofcom - Quality of Customer Service - Complaints

Base: All complained about landline service in past 6 months whose issue was completely resolved

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Mean score

Fieldwork: 8th December 2016 - 6th January 2017

Table 42

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)

606 293 378 306 72* 42* 253 11 300 64* 14 378 - 120 79* 96* 11 233 64* 9™ 306 -

299 66 235 107 35 12 184 4 203 30 2 235 52 14 37 4 92 14 1 107 -

23% s o o[RBT L) oz 1 o :

77 56 51 36 1 6 33 1 35 15 1 51 12 6 17 1 22 13 1 36 -

13% I 13% 12%) 15% 14% 13% 9% 129 7% 13% 10% 8% 18% 9% 9% IR 11%] 12% -

75 46 16 37 6 4 6 - 14 2 - 16 16 12 6 3 30 7 - 37 -

2% - 5% 3% - 4% 13% 15% 6% 27%| 13% 1% - 12% -

69 62 17 5 30 9 2 41 20 27 19 - 53 11 2 66 -

119 RS 7% 45% 10% 14% 14% 11% 179 20% - 23% 17% 22%f 22% -

32 31 3 - 12 - 2 14 12 1 10 2 25 9 1 35 -

B 1% 1% - 4% - 14% 4% 10% 14% 10% 18% 11% 14% 11% 1% -

17 17 5 1 2 5 2 9 3 3 3 - 5 2 2 9 -

3%| 6%a 2% 9% 1% 8%K] 14%) 2% 3% 4% 3% - 2% 3% 22%) 3% -

12 9 6 5 3 - 3 - 3 1 2 6 2 2 - 1 3 1 1 5 -

2% 3% 2% 2%] 4% - 1% - 1% 2% 14%| 2% 2% 3% - 9% 1% 2% 11%| 2% -

22 5 5 9 2 2 1 - 1 2 2 5 2 4 3 - 2 6 1 9 -

4%] 2% 1% 3% 3 * - . 3% 14% 1% 2% 5% 3% - 1%L 11% 3% -

3 1 1 2 - - 1 - - - 1 1 1 - 1 - 1 1 - 2 -

* * * 1% - - * - - - 7% * 1% - 1% - * 2% - 1% -

6 107 12 184 4 203 30 2 235 52 14 37 4 92 14 1 107 -

B 239 2 207 36 47% 14% 62% 169 TS 369 T 22% 11% 35% -

152 102 10 39 1 49 17 1 67 28 18 23 4 52 20 1 73 -

24% 15% 9% 16% 27% 7% 18% 23% 23% 24% 36%) 22% 31% 11%) 24% -

17 5 30 9 2 41 20 27 19 - 53 1" 2 66 -

7% 45% 10% 14% 14% 11% 179 20% - 23% 17% 22%| 22% -

12 1 18 8 8 34 19 20 16 3 35 18 5 58 -

5% 9% 6% 13% 57% 9% 16% 25% 17% 27%) 15% L 56% 19% -

0.94 2.38 1.02 2.67k 11.32 1.65 2.44 4.58p 2.65 3.43 2.28 5.18t 9.74 3.10 -

*=Lessthan .5




Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 43
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about landline service in past 6 months whose issue was not completely resolved
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie

BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No

(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)

307 192 152 202 127 78* 91 11 86* 101 120 307 83* 54* 49 6™ 85" 68* 39" 192
35 29 23 50 21 5 7 2 11 16 8 - 35 14 3 9 3 14 13 2 - 29
11% 15% 159 I G 6% 8% 18%) 139 I 7% - 11%) 17% [z 50%] 169 IR 5% - 15%)
32 20 24 22 12 4 13 3 12 8 12 - 32 13 4 3 - 9 8 3 - 20
10% 10% 16% 11%) 9% 5% 14% 27%] 14% 8% 10%| - 10%) 16% 7% 6% - 11% 12% 8%| - 10%|
17 25 8 15 9 4 3 1 8 6 3 - 17 11 12 2 - 13 9 3 - 25

2 13%d] 5% 7%) 7% 5% 3% 9%] 9% 6% 3% - 6% 13% L 4% - 15% 13% 8% - 13%
67 46 24 31 17 30 20 - 28 20 19 - 67 17 19 9 1 24 16 6 - 46
229 16% 15%) 135 22% - 33%| 20% 16%| - 22%] 20% 35% 18% 17%) 28% 24% 15%| - 24%]
48 25 24 23 20 9 19 - 14 23 11 - 48 1" 6 8 - 10 9 6 - 25
16% 13% 16% 11%) 16% 12% 21% - 16% 9%] - 16%) 13% 11% 16% - 12% 13% 15% - 13%
29 17 17 14 11 12 6 - 6 12 11 - 29 8 2 7 - 8 6 3 - 17

9% 9% 11% 7% 9% 15% 7% - 7% 12% 9% - 9% 10% 4% 14% - 9% 9% 8% - 9%
18 4 7 13 6 6 6 - 3 4 11 - 18 - 2 2 - 3 - 1 - 4

| 6% 2% 5% 5% 8% 7% - 3% 4% 9%] - 6% - 4% 4% - 4% - 3% - 2%
48 19 16 23 21 8 14 5 2 10 6 48 7 4 6 2 2 19
16% 10% 1% 11%) 17% 10% 15% 45%) 2% 10%k 30%K]] 16%) 8% 7% 12% 33%) 2% 10%t 26%t - 10%|
13 7 9 1 - 3 - 2 2 9 - 13 2 2 3 - 2 - 5 - 7

4% 4% 6% 5% 8% - 3% - 2% 2% 8%| - 4%] 2% 4% 6% - 2% - 13% - 4%|
35 29 23 21 5 7 2 11 16 8 - 35 14 3 9 3 14 13 2 - 29
1% 15% 15%] 25%abc 179h) 6% 8% 18% 13% 7% - 11%) 17% 6% 18% 50% 16%] 19% 5%] - 15%
49 45 32 37 21 8 16 4 20 14 15 - 49 24 16 5 - 22 17 6 - 45
16% IESE 21% 18%) 17% 10% 18% 36% 6 14% 13% - 16%| I 10% - 26% 25% 15% - 23%)
67 46 24 31 17 30 20 - 28 20 19 - 67 17 19 9 1 24 16 6 - 46
22% L 16% 15%) 13% T 22% - 20% 16% - 22%) 20% 35% 18% 17% 28% 24% 15% - 24%|

143 65 64 73 58 35 45 5 25 49 - 143 2 14 23 2 23 22 20 - 65

47500l 34% 42% 36%) 46% 45% 49% 45%) 29%] 49%k 58% - 47%] 31% 26% L 33%) 27% 32%] 51% - 34%)
9.26b 6.39 7.46 7.38 9.31 8.51 9.24 14.21 4.44 7.45k 14.52Kk] - 9.26 5.37 5.70 8.38 10.85 4.38 5.81 12.44tu - 6.39

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 44
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about landline service in past 6 months whose issue was not completely resolved
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)
307 192 152 202 70* 25+ 46* 11 28* 59+ 65* 152 100 37* 58 7 62* 71 69* * 202
35 29 23 50 12 - 6 5 6 12 5 - 23 30 4 13 3 17 20 13 - 50
1% 15% 15% s 17% - 13% 45%) 21% 8%| - 15%{ I 11% 22% 43%) 27% 28% 19%| - 25%]
32 20 24 22 13 2 8 1 5 9 10 - 24 4 8 10 6 8 8 - 22
10% 10% 16% 11%) 19% 8% 17% 9%| 18% 15% 15%| - 16%) 4% 22%p 17% - 10% 1% 12%) - 11%
17 25 8 15 1 2 4 1 3 3 2 - 8 7 3 5 - 7 6 2 - 15
2 13%d] 5% 7%) 1% 8% 9% 9%] 11% 5% 3% - 5% 7% 8% 9% - 11% 8% 3% - 7%
67 46 24 31 9 3 10 2 8 13 3 - 24 17 5 7 2 11 14 6 - 31
229 16% 15%) 13% 12% 22% 18%| 29% 5%| - 16%) 17% 14% 12% 29%] 18% 20% 9%| - 15%|
48 25 24 23 11 6 6 1 2 1 11 - 24 5 8 9 1 12 5 6 - 23
16% 13% 16% 11%) 16% 24% 13% 9%] 7% 19% 17% - 16%) 5%] 22%p 16% 14% | 7% 9%] - 11%
29 17 17 14 4 7 6 - - 5 12 - 17 8 3 3 - 5 3 6 - 14
9% 9% 11% 7%] 6% 28% 13% - - 8% 18% - 119 8% 8% 5% - 8% 4% 9% - 7%]
18 4 7 13 3 2 1 1 1 2 4 - 7 9 1 3 -
| 6% 2% 5% 4% 8% 2% 9%] 4% 3% 6% - 5% 9% 3% 5% -
48 19 16 23 10 2 4 - 1 3 2 16 16 4 2 1
16% 10% 11% 11%) 14% 8% 9% - 4% 5% 18%| - 11%| G 11% 3% 14%
13 7 9 1 7 1 1 - 2 1 6 - 9 4 1 6 -
4% 4% 6% 5%] 10% 4% 2% - 7% 2% 9% - 6% 4% 3% 10% -
35 29 23 0 12 - 6 5 6 12 5 - 23 30 4 13 3
1% 15% 15%] 25%ab 17% - 13% 45% 217 S 8% - 15% | L 11% 22% 43%
49 45 32 37 14 4 12 2 8 12 12 - 32 11 11 15 -
16% L 21% 18%) 20% 16% 26% 18% 29% 20% 18% - 21%] 119 30%p 26%] -
67 46 24 31 9 3 10 2 8 13 3 - 24 17 5 7 2
22% L 16% 15%) 13% 12% 22% 18% peR 22%n) 5%] - 16%) 17% 14% 12% 29%|
143 65 64 73 28 17 17 2 4 21 9 - 64 38 16 17 2
47500l 34% 42% 36%) 40% 68% 37% 18% 14% 36%) 60%| - 42%) 38% 43% 29% 29%|
9.26b 6.39 7.46 7.38 8.21 9.63 6.30 3.25 3.58 5.21 11.391 - 7.46 9.12r 6.84 4.69 6.16

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total

The service not performing as
it should

A billing, pricing or payment
issue

A problem relating to the
installation or set up of
your service

A problem with a repair to
the service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else

SUMMARY:
Billing and Customer service

Repairs and Installation
Service Issues

Something else

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 45
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (c) () (e) ()} (h) (i) 0] (k) (1) (m) (n) (0) () ()] (n (s) (t) (u) v) (w) x) (A (B) (©) (D) (E) (F) (G) (H) ()
1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62+ 52* 95* 6| 114 76* 257 114 101 165 152 326 17| 403 184 73| 361 293
571 95 326 575 450 - - 571 - | 322 147 102 | 348 219 - - 95 - 49 34 12 52 43 - - 326 - | 188 94 44 | 164 158
4% 49% - - - 57% 58%  52%| 56%  56%) - - - 43%  45%  48%| 46%  43%) - - - 47% 517 45 R
155 52 121 116 - - - 78 42 35 84 71 - - 31 16 5 30 22 121 - - 80 30 1" 67 53
JETZ  24%ad  18%dPTA - - - 14%  17%  18%| 149 18%n 84%a1 - - 27% 21%  20% 26% 22%|S - - 20% 16%  15%| 19%  18%
141 22 78 39 141 - - 86 26 29 98 43 - 22 - - 9 12 1 11 1 - 78 - - 57 15 6 50 28
5%] - - - 15%  10%  15%[ R  11%] - - - 8% 16% 4% 10% 119 - - - RS 8% 8% 14% 109
49 86 - - 54 22 10 60 25 - 30 - - 14 9 7 14 16 - 74 - - 48 22 4 49 24
6% - - - 9% 9% 5% 10% 6% - - - 12%  12%  28%| 12%  16%] - - 12%  12% 5% 8%
45 10 44 33 - - - 17 12 16 23 22 10 - - - 6 4 - 5 5 44 - - - 23 16 5 21 23
4% 5L 1% - - - 3% S« 1% oxERL - - - 5% 5% - 4% 5% - - - 6% 9% 7% 6% 8%
19 6 17 31 14 - - - 19 12 3 4 9 8 - - - 6 5 1 - 2 4 - - - 17 7 7 3 10 7
2% 3% T 2% - - - 100%| 2% 1% 2% 1% 2% - - - 100%| 4% 1% - 2% 4% - - - 100%| 2% 4% 4% 3% 2%
200 62 165 149 - - - 95 54 51 | 107 93 62 - - - 37 20 5 35 27 165 - - - | 103 46 16 88 76
POiZ  29%d  25%adiERA - - - 17%  21% B 179 24%n 100%qrJ - - 32% 26% 20% 31% 27y s - - - 26% 25% 22%| 24%  26%
227 52 152 88 - 227 - - | 140 48 39 | 158 68 - 52 - - 23 21 8 25 27 - 152 - - | 105 37 10 99 52
- - - 25%  19% 207  18% - - - 20% 28% 32%| 22%  27% - - - 20% i 18
95 326 575 - - 571 - | 322 147 102 | 348 219 - - 95 - 49 34 12 52 43 - - 326 - | 188 94 164 158
44%  49%] - - - 57% 58%  52%| 56%  56% - - 43%  45%  48%| 46%  43% - - 47%  51% 45%
19 6 - - - 19 12 3 4 9 8 - - - 6 5 1 - 2 4 - - - 17 7 7 10 7
2% 3% - - - 100%| 2% 1% 2% 1% 2% - - - 100%| 4% 1% - 2% 4% - - - 100%| 2% 4% 3% 2%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?

Base: All complained about fixed broadband internet service in past 6 months

Total

The service not performing as
it should

A billing, pricing or payment
issue

A problem relating to the
installation or set up of
your service

A problem with a repair to
the service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else

SUMMARY:
Billing and Customer service

Repairs and Installation
Service Issues

Something else

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and ani
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(@) (b) (©) (d) (e) ((¢)] (h) (i) (1) (k) [0} (m) (n) (0) (p) (@ (n (s) () () ) (w) (x)
1017 215 660 843 823 149 88* 575 31* 434 218 191 466 370 221 138 450 14* 447 234 142 447 370
571 95 326 575 450 - - 575 - 309 149 17 330 242 - - 450 - 233 142 75 228 222
44% 49% - - - 68% 61% 71% 65%) - - - 5294 53%) 519 IR
155 52 121 116 - - - 53 25 8 58 57 181 - - - 99 46 36 98 81
15% L - - - 12% 11%) 209%]] 12% 15% | - - - 22% 20% 25%] 22% 22%]
22 78 39 - - 24 10 5 26 13 - 68 - - 45 14 9 50 17
E E - - - 6% 5% 3% 6% 4% - - - 10% 6% 6% 5%
49 - - 22 17 10 27 20 - 70 - - 46 14 10 44 26
- - - 5% 8% 5%] 6% 5% - - - 10% 6% 7%) 10% 7%)
- - - 8 10 15 1 22 40 - - - 17 12 11 20 19
- - - 2%| 5%k 8%K 2% 6%n 18%q - - - 4% 5% 8% 4% 5%]
- - 31 18 7 6 14 16 - - - 14 7 6 1 7 5
- - 4% 3% 3% 3% 4%] - - - 100% 2% 3% 1%] 2% 1%]
- - - 61 35 53 69 79 221 - - - 116 58 47 118 100
- - - 14% 16% IR 15%] 21%n 100%q - - - 26% 25% 33%) 26% 27%)
88 - - 46 27 15 53 33 - 138 - - 91 28 19 94 43
- - - 11% 12% 8% 1% 9% - - R 20 12% EZ 2" 12%
95 326 - 575 - 149 117 330 242 - - 450 - 233 142 75 228
44% 49%] - - 68% 61%] 71% 65% - - - 529 RS 53%) 51%| 60%
6 17 - - 31 7 6 14 16 - - - 14 7 6 1 7 5
3% 3%| - - 100%ghi 3% 3%] 3% 4% - - - 100%) 2% 3% 1% 2% 1%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tiulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 46

*=Lessthan .5




Billing and Customer service

Total

Bill was a lot higher than
expected

Bill contained items |
shouldn't have been charged
for

Bill was inaccurate
The format of the bill

Getting a refund, credit note
or cashback

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Didn't do what they said they
would do

Rude/dismissive

Took too long to resolve
issue

Gave incorrect information

Unable to get through to
anyone

Unable to get through to
relevant person

Pre-pay credit lost or not
credited to card

Costs of international and
roaming calls

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 47
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about fixed broadband internet service in past 6 months - Billing and Customer service complaint
_ BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) () (d) (e) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) (p) ()] (0] (s) (U] (u) V) (w) () (A) (B) ©) (D) (E) (F) (©)] (H) (0]
200 62° 165 149 221 200 - - - 95¢ 54* 51| 107 93* 62* - - 87 20 5% 35* 27 165 - - -] 108 46* 16*| 88" 76*
75 15 60 53 83 75 - - - 39 16 20 43 32 15 - - - 9 4 2 10 5 60 - - - 37 17 6 28 32
38% 24%  36% 36%  38%j 38% - - - 41%  30%  39%| 40%  34% 24% - - - 24%  20%  40%| 29% 19%] 36% - - - 36% 37% 38%| 32%  42%
47 8 18 33 37 47 - - - 25 9 13 23 24 8 - - - 2 4 2 3 5 18 - - - 11 3 4 10 8
W 3% 1S 17%) 24% - - - 26% 17%  25%| 21% = 26%) 13% - - - 5% 20%  40%) 9%  19%) 1% - - - 1% 7% 25% 11%  11%)
38 22 28 34 38 38 - - - 19 10 9 22 16 22 - - - 15 6 1 13 9 28 - - - 13 10 5 12 16
197 EEES 17%  23%  17% 19% - - - 20% 19% 18%| 21%  17% 35% - - - 41%  30% 20%| 37%  33% 17% - - - 13% 22% 31%| 14% 21%
35 7 20 7 20 35 - - - 25 7 3 24 1 7 - - - 5 2 - 5 2 20 - - - 17 2 1 1 9
B v 5% 9% 18% - - - R 3% 6% 22%  12%) 1% - - - 14%  10% - 14% 79 12% - - - 4% 6% 13%  12%
35 3 16 1 20 35 - - - 17 10 8 20 15 3 - - - 2 1 - 3 - 16 - - - 10 5 1 10 6
18%bcdelicr/e 10% 7% 9% 18% - - - 18% 19% 16%] 19% 16%) 5% - - - 5% 5% - 9% - 10% - - - 10% 1% 6% 11% 8%
31 17 21 16 29 31 - - - 20 6 5 20 1 17 - - - 10 7 - 12 5 21 - - - 13 4 4 10 1
16% IR, 13% 1%  13% 16% - - - 21% 1%  10%| 19%  12%) 27% - - - 27%  35% - 34%  19%) 13% - - - 13% 9% 25%| 1%  14%]
24 1 8 14 16 24 - - - 7 6 11 9 15 1 - - - 1 - - - 1 8 - - - 2 3 3 4 4
2% s+ 7Y 12% - - - 7% 117 8%  16% 2% - - - 3% - - - 4%] 5% - - - 2% 7% 19% 5% 5%
15 1 1 9 8 15 - - - 7 4 4 9 6 1 - - - - 1 - - 1 1 - - - 6 2 3 4 7
8% 2% 7% 6% 4%| 8% - - - 7% 7% 8% 8% 6% 2% - - - - 5% - - 4%| 7% - - - 6% 4%  19%] 5% 9%|
15 2 16 1 14 15 - - - 1 4 10 6 9 2 - - - 1 1 - 2 - 16 - - - 10 6 - 10 6
8% 3%  10% 7% 6% 8% - - - 1% 7%k 20%K 6%  10% 3% - - - 3% 5% - 6% - 10% - - - 10%  13% - 1% 8%
14 2 6 1 8 14 - - - 4 3 7 8 6 2 - - - 2 - - - 2 6 - - - 3 2 1 4 2
7% 3% 4% 7% 4%| 7% - - - 4% 6% 14%K 7% 6% 3% - - - 5% - - - 7%] 4% - - - 3% 4% 6% 5% 3%|
14 3 8 7 14 - - - 7 5 2 9 5 3 - - - 2 1 - 1 2 8 - - - 4 3 1 3
7% 5% 5% 5% 4% 7% - - - 7% 9% 4%| 8% 5%| 5% - - - 5% 5% - 3% 7%] 5% - - - 4% 7% 6% 3% 7%|
1 2 15 11 6 1 - - - 4 2 5 7 4 2 - - - 1 1 - 2 - 15 - - - 8 5 2 4 11
6% I 3% 6% - - - 4% 4%  10%] 7% 4% 3% - - - 3% 5% - 6% - 9% - - - 8% 11%  13%] 5% I
- - - - - - - - - 2% - - - 3% - - 3% - - - - - - - - - -
- - - - - - - - - 3% - - - 5% - - 6% - - - - - - - - - -
10 - - - 3 3 4 3 7 5 - - - 3 1 1 2 3 9 - - - 4 3 2 5 3
5% - - - 3% 6% 8% 3% 8% 8% - - - 8% 5%  20%] 6% 11%] 5% - - - 4% 7% 13%] 6% 4%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/t/s - tlu/v - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Billing and Customer service

Base: All complained about fixed broadband internet service in past 6 months - Billing and Customer service complaint

Total

Bill was a lot higher than
expected

Bill contained items |
shouldn't have been charged
for

Bill was inaccurate
The format of the bill

Getting a refund, credit note
or cashback

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Didn't do what they said they
would do

Rude/dismissive

Took too long to resolve
issue

Gave incorrect information

Unable to get through to
anyone

Unable to get through to
relevant person

Pre-pay credit lost or not
credited to card

Costs of international and
roaming calls

A different issue

_ TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) ((¢)] (h) (i) () (k) (0] (m) (n) (0) (p) ()] (r) (s) (t) (u) v) (w) (x)

200 62" 165 149 221 149 - - 61" 35* 53* 69" 79* 221 116 58" 47" 118 100
75 15 60 53 83 53 - - 28 13 12 30 22 83 - - 43 22 18 43 39
38% 24% 36% 36% 38%] 36% - - | 46%m] 37% 23% | 28%) 38% - - 37% 38% 38%] 36% 39%]
47 8 18 33 37 33 - - 11 6 16 1 21 37 - - 19 12 6 21 15

13% 1%L 17%) 22% - - 18% 17% 30%] 16% 27%) 17% - - 16% 21% 13%| 18% 15%)
38 22 28 34 38 34 - - 9 1 14 13 20 38 - - 21 11 6 21 17
197 17% 23% 17% 23% - - 15% 31% 26%) 19% 25%) 17% - - 18% 19% 13% 18% 17%)

5 7 20 7 20 7 - - 2 1 4 2 20 - - 15 3 2 14 6

18%de] 11% 5% 9%] 5% - - 7% 6% 2% 6% 3% 9% - - 13% 5% 4%] 12% 6%
35 3 16 1" 20 1" - - 6 1 4 6 5 20 - - 1 5 4 13 7

18%bode 5% 10% 7% 9%| 7% - - 10% 3% 8%) 9% 6%) 9% - - 9% 9% 9%| 1% 7%
31 17 21 16 29 16 - - 12 2 2 1 5 29 - - 16 8 5 19 9
16% RS 3% 11% 13%| 11% - - | 20%n) 6% 4%] 16% 6%) 13% - - 14% 14% 11%| 16% 9%|
24 1 8 14 16 14 - - 6 8 16 - - 5 6 5 7 9

2% 5L 7%) 9% - - 9% 10%) 7% - - 4% 10% 11%) 6% 9%

15 1 1" 9 8 9 - - 4 5 8 - - 4 1 3 4 3
8% 2% 7% 6% 4%| 6% - - 6% 6%) 4% - - 3% 2% 6%| 3% 3%]

15 2 16 1" 14 1" - - 4 7 14 - - 4 4 6 8 6
8% 3% 10% 7% 6%| 7% - - 6% 9%) 6% - - 3% 7% 13% 7% 6%)

14 2 6 1" 8 1" - - 4 7 8 - - 4 2 2 1
7% 3% 4% 7% 4%| 7% - - 6% 9%| 4% - - 3% 3% 4%| 1%)

14 3 8 7 8 7 - - 2 5 8 - - 4 1 3 4
7% 5% 5% 5% 4%| 5% - - 3% 6%) 4% - - 3% 2% 6%| 4%

1" 2 15 11 6 1" - - 3 8 6 - - 1 3 2 3
6% 3% 9%e 7% 3%| 7% - - 4% 10%) 3% - - 1% 5% 4%| 3%

- - - - - 6 - - 6 - - -

- - - - - 3% - - 5% - - -

- - - - - 8 - - 7 1 - -

- - - - - 4% - - 6% 2% - -

19 - - 7 12 36 - - 19 7 10 20
13% - - 10% 15%) 16% - - 16% 12% 21%] 20%]

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 48

*=Lessthan .5




Service issues

Total

Connection speed slower than
advertised or led to expect

Service is not consistently
available

Complete loss of service

Problems with voice over
internet (VOIP) telephone
calls

Poor line quality
Poor picture quality

Unable to get certain
channels/content

Unable to access 4G service

Text or voice mails delivered
late

Problems with calls being
disconnected during a call or
not connected at all

Poor indoor reception/
coverage

Poor outside reception/
coverage

A different issue (please

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 49
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about fixed broadband internet service in past 6 months - Service issue complaint
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service |Somethi| Satisfi Dissati

BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ngelse ed |Neutral| sfied Yes No

(a) (b) (©) () (e) ()} (h) 0] 0] (k) 0] (m) (n) (0) () @ () (s) (t) (u) v) (W) x) (A (B) ©) (D) (E) (F) (@) (H) [0}

571 95* 326 575 450 571 | 322 147 102 | 348 219 e 95 = a9r 34 12| B2 43 326 | 188 94+ 44| 164 158

332 39 157 303 210 - - 332 - | 184 87 61 | 196 135 - - 39 - 21 13 5 18 21 - - 157 - 86 47 24 65 88
41% 487  47%) - - 58% - 57%  59% 60%| 56%  62%) - - 41% - 43%  38%  42%| 35%  49% - - 48% - 46%  50%  55%| 40%] 56%H

226 37 109 226 160 - - 226 - | 112 60 54 | 111 113 - - 37 - 19 12 6 18 19 - - 109 - 57 36 16 40 67
40%  39% 33%  39%  36% - - 40% - 35%  41%| SQERTYA  52% - - 39% - 39% 35% 50%| 35%  44%) - - 33% - 30% 38% 36%| 24% LR

203 49 130 225 206 - - 203 - | 108 “ 123 78 - - 49 - 22 20 7 32 17 - - 130 - 77 35 18 53
3 0% 397 - - 36% - 34%  28%] 35%  36%) - - 52% - 45%  59% S8%EE  40%) - - 40% - 41%  37%  41%) G 34

4 22 153 39 - - 126 - 121 5 - - 4 - 3 - 1 2 2 - - 22 - 16 2 4 12 10
4% 7% 9% - - 22% - 2% 2%) - - 4% - 6% - 8% 4% 5% - - 7% - B 2% 9% 7% 6%

7 14 129 27 - - 119 - 9 17 - - 7 - 2 2 3 2 5 - - 14 - 8 4 2 6 8
7% PEZ 22%bcelliIA - - 21% - 9%] 8% - - 7% - 4% 6%  25% 4% 12%) - - 4% - 4% 4% 5% 4% 5%

- 5 - - 90 - 1 4 - - - - - - - - - - - 5 - 3 1 1 2 3
- 2% - - 16% - 1%) 2%] - - - - - - - - - - - 2% - 2% 1% 2% 1% 2%

- 10 - - 83 - 5 7 - - - - - - - - - - - 10 - 5 3 2 6 4
- 3% - - 15% - 5%) 3%] - - - - - - - - - - - 3% - 3% 3% 5% 4% 3%

- 2 - - - - - - - - - - - - 2 - 1 - 1 1 1 - - - - - - - - -

- - - - - - - - - - - - - 2% - 2% - 8% 2% 2% - - - - - - - - -

- 2 - - - - - - - - - - - - 2 - 1 1 - 1 1 - - - - - - - - -

- - - - - - - - - - - - - 2% - 2% 3% - 2% 2% - - - - - - - - -

- 3 - - - - - - - - - - - - 3 - 1 1 1 1 2 - - - - - - - - -

- - - - - - - - - - - - 3% - 2% 3% 8% 2% 5% - - - - - - - - -

- 3 - - - - - - - - - - - - 3 - 1 1 1 1 2 - - - - - - - - -

- - - - - - - - - - - - - 3% - 2% 3% 8% 2% 5% - - - - - - - - -

- 5 - - - - - - - - - - - - 5 - 2 2 1 2 3 - - - - - - - - -

- - - - - - - - - - - - - 5% - 4% 6% 8% 4% 7% - - - - - - - - -

16 - 8 20 15 - - 16 - 7 4 5 8 8 - - - - - - - - - - - 8 - 5 1 2 3 5
3% - 2% 3% 3% - - 3% - 2% 3% 5% 2% 4% - - - - - - - - - - - 2% - 3% 1% 5% 2% 3%

describe it briefly in your
own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/t/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?

Service issues

Base: All complained about fixed broadband internet service in past 6 months - Service issue complaint

Total

Connection speed slower than
advertised or led to expect

Service is not consistently
available

Complete loss of service

Problems with voice over
internet (VOIP) telephone
calls

Poor line quality
Poor picture quality

Unable to get certain
channels/content

Unable to access 4G service

Text or voice mails delivered
late

Problems with calls being
disconnected during a call or
not connected at all

Poor indoor reception/
coverage

Poor outside reception/
coverage

A different issue (please
describe it briefly in your
own words)

] TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) b (© (d) (e) ((¢)} (h) (0] (1) (k) (0] (m) (n) (0) () @ (0] (s) () (u) V) w) x)
571 95* 326 575 450 - - 575 - 309 149 17 330 242 - - 450 - 233 142 75* 228 222
332 39 157 303 210 - - 303 - 184 67 52 192 111 - - 210 - 105 68 37 99 111
41% Pz 53] 47%) - - 53% - 45% 44% o 46%) - - 47% - 45% 48% 49%| 43% 50%]
226 37 109 226 160 - - 226 - 112 60 54 108 116 - - 160 - 83 45 32 67 93
40% 39% 33% 39% 36%) - - 39% - 36% 40% 46%) 33% IR - - 36% - 36% 32% 43%] 29% 1 IEEEL
49 130 225 206 - - 225 - 17 54 54 128 96 - - 206 - 100 73 33 107 99
{ 52%acdiliA 39%] 46%ad - - 39% - 38% 36% 46%) 39% 40% - - 46% - 43% 51% 44% 47% 45%)
4 22 153 39 - - 153 - 121 28 8 - - 39 - 26 1 2 31 8
4% 2 27%bce] 9% - - 27% - 3% - - 9% - 11% 8% 4%
7 14 129 27 - - 129 - 10 - - 27 - 19 4 7
7% PEZ  22%bcq] 6%] - - 22% - 4%] - - 6% - 8% 3% 3%
- - 11 - - - - 28 - 18 5 9
- - 19% - - - - 6% - 8% 4% 4%]
- - 79 - 1 - - 31 - 14 1 10
- - 14% - * - - 7% - 6% 8% 5%]
- - - - - - - - - - - 8 - 7 1 1
- - - - - - - - - - - 2% - 3% 1% *
- - - - - - - - - - - 7 - 5 2 -
- - - - - - - - - - - 2% - 2% 1% -
- - - - - - - - - - - 6 - 5 1 -
- - - - - - - - - - - 1% - 2% 1% -
- - - - - - - - - - - 4 - 4 - 1
- - - - - - - - - - - 1% - 2% - *
- - - - - - - - - - - 2 - 2 - -
- - - - - - - - - - - ~ - 1% - -
- - 20 - 4 9 7 15 - - 15 - 11 1 3
- - 3% - 1%| 6%k 6%K - 3% - 1% 1%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 50
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Repairs and Installation

Total

Time taken to install the
service

Missed/ moved installation
appointment

Arranging an installation

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Damage to property during
installation

Time taken to repair a fault

Arranging an appointment for
an engineer visit

Complaining about an engineer

Damage to property during
repair

Missed/moved repair
appointment

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 51
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about fixed broadband internet service in past 6 months - Repair and Installation complaint
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and | Repairs and | Repairs and | Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT [Orange| Sky k Media | service | ation | issues | ngelse| ed [Neutral| sfied Yes No service | ation | issues | ngelse| ed [Neutral| sfied Yes No service | ation | issues | ngelse| ed [Neutral| sfied Yes No
(@ (b) (© (d) (e) ()} (h) (0] 0] (k) 0] (m) (n) (0 () @ N (s) (t) (u) v) (w) x) (A) (B) ©) (D) (E) (F) (G) (H) [0}
227 52" 152 88" 138 227 = 140 48 39" | 158 68* e B2t 23 21 8| 25 27 452 - 105 37° 10| 99* 52"
80 9 31 1 31 - 80 - 51 14 15 59 21 - 9 - - 5 4 - 6 3 - 31 - - 26 3 2 22 9
EERE 17%  20% 13%  22%) - 35% - 36% 29% 38%| 37%  31%) - 17% - - 22%  19% - 24% 1% - 20% - - 8% 20% 22%  17%
73 5 25 3 29 - 73 - 49 1 13 58 15 - 5 - - 2 3 - 3 2 - 25 - - 15 6 4 15 10
32%bcde PR 167 EPA  21% - 32% - 35% 23%  33% B 22% - 10% - - 9%  14% - 12% 7% - 16% - - 14%  16%  40%| 15%  19%]
4 22 8 23 - 64 - 49 8 7 51 13 - 4 - - 2 2 - 2 2 - 22 - - 20 1 1 16 6
8%  14% 9%  17%] - 28% - 17%  18% B 19% - 8% - - 9%  10% - 8% 7%) - 14% - - 3% 10%| 16%  12%)
13 7 15 36 - 62 - 7 9 45 17 - 13 - - 5 7 1 9 4 - 27 - - 19 5 3 17 10
25% 18%  17%  26%) - 27% - 15%  23%| 28%  25% - 25% - - 22% 33% 13% 36%  15%) - 18% - - 18%  14%  30%| 17%  19%
1 27 7 22 - 54 - 5 3 48 6 - 1 - - 1 - - 1 - - 27 - - 20 6 1 18 9
piZ  1ebdfETA16%D) - 24% - 10% svilEE 9% - 2% - - 4% - - 4% - - 18% - - 19% 16% 10%| 18%  17%
39 13 31 30 32 - 39 - 19 15 5 25 14 - 13 - - 5 5 3 7 6 - 31 - - 19 10 2 21 10
17%  25% 0% IRE 23%) - 17% - 14 13%| 16%  21% - 25% - - 22%  24% 38%| 28%  22% - 20% - - 18% 27% 20%| 21%  19%
36 8 25 1 26 - 36 - 26 6 30 6 - 8 - - 5 - 3 4 4 - 25 - - 17 8 - 17 8
16%  15% 16%  13%  19%) - 16% - 19% 13%  10%| 19% 9% - 15% - - 22% - 38% 16%  15%) - 16% - - 16%  22% - 17%  15%)
27 7 11 1 15 - 27 - 21 5 1 22 5 - 7 - - 3 3 1 3 4 - 1" - - 9 2 - 6 4
2% 13%d 7% 19 I - 12% - B 0% 3% 14% 7% - 13% - - 13%  14%  13% 12%  15% - 7% - - 9% 5% - 6% 8%
24 5 10 2 21 - 24 - 19 5 - 22 2 - 5 - - 2 3 - 3 2 - 10 - - 8 2 - 5 5
[BE 0% 7% 2%| 15%cd} - 11% - 14%m  10%mi. 3% - 10% - - 9%  14% - 12% 7%) - 7% - - 8% 5% - 5%  10%|
22 5 15 21 - 22 - 15 5 2 17 5 - 5 - - 3 1 1 3 2 - 15 - - 10 4 1 11 4
10%  10%  10% 9% 15%) - 10% - 1% 10% 5% 11% 7% - 10% - - 13% 5% 13%| 12% 7% - 10% - - 10% 11%  10% 11% 8%
8 3 8 11 10 - 8 - 1 2 5 4 3 - 3 - - 1 2 - 1 2 - 8 - - 3 4 1 2 6
4% 6% 5% 7% - 4% - 1% 7R 3% 4% - 6% - - 4% __10% - 4% 7% - 5% - - 3% 1% 109 2%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/t/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?

Repairs and Installation

Base: All complained about fixed broadband internet service in past 6 months - Repair and Installation complaint

Total

Time taken to install the
service

Missed/ moved installation
appointment

Arranging an installation

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Damage to property during
installation

Time taken to repair a fault

Arranging an appointment for
an engineer visit

Complaining about an engineer

Damage to property during
repair

Missed/moved repair
appointment

A different issue

] TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) ((¢)] (h) (i) 0] (k) (0] (m) (n) (0) (p) ()] (o] (s) (u) v) (w) (x)
227 52* 152 88" 138 - 88* - - 46* 27 15* 53* 33" - 138 - - 91* 28 19* 94* 43*
9 31 1 31 - 11 - - 7 2 2 8 - 31 - - 21 6 4 24 7
17% 20% 13% 22%j - 13% - - 15% 7% 13%] 15% 9% - 22% - - 23% 21% 21%j 26% 16%]
5 25 3 29 - 3 - - 1 2 - 2 1 - 29 - - 24 2 3 23 5
107G 3% 219%} - 3% - - 2% 7% - 4% 3% - 21% - - 26% 7% 16%| 24% 12%)
4 22 8 23 - 8 - - 6 2 - 6 2 - 23 - - 20 1 3
8% 14% 9% 17%| - 9% - - 13% 7% - 1% 6% - 17% - - 22% 4% 7%
13 27 15 36 - 15 - - 9 3 3 9 6 - 36 - - 25 5 5
25% 18% 17% 26%j - 17% - - 20% 1% 20%] 17% 18%) - 26% - - 27% 18% 12%)
1 27 7 22 - 7 - - 3 2 2 4 3 - 22 - - 19 3 1
2% S By 16%D) - 8% - - 7% 7% 13%) 8% 9% - 16% - - 21% 11% 2%
13 31 30 32 - 30 - - 14 8 8 16 13 - 32 - - 21 6 9
17% 25% 207 R 23%| - 34% - - 30% 30% 53%) 30% 39% - 23% - - 23% 21% 26%| 24% 21%)
36 8 25 1 26 - 11 - - 2 6 3 4 7 - 26 - - 21 2 3 19 7
16% 15% 16% 13% 19% - 13% - - 4% 22% 20%] 8% 21%j - 19% - - 23% 7% 16%)| 20% 16%]
27 7 11 1 15 1 - - - - 1 - 1 - 15 - - 12 1 2 1 4
12%d 13%d 7% 1% 11%| - 1% - - - - 7% - 3% - 1% - - 13% 4% 11%| 12% 9%
24 5 10 2 1 - 2 - - 2 - - 2 - - 21 - - 18 3 - 15 6
11%d 10% 7% 2%j 15%cd| - 2% - - 4% - - 4% - - 15% - - 20% 11% - 16% 14%)
22 5 15 8 21 - 8 - - 5 1 2 5 3 - 21 - - 17 3 1 16 5
10% 10% 10% 9% 15%) - 9% - - 1% 4% 13%) 9% 9% - 15% - - 19% 11% 5% 17% 12%)
8 3 8 11 10 - 1 - - 6 4 1 8 2 - 10 - - 7 3 - 7 3
4% 6% 5 T 7%) - 13% - - 13% 15% 7%) 15% 6%) - 7% - - 8% 11% - 7% 7%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 52
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Something else

Total

Change to your package or
service (upgrading or
downgrading your service)
Service not performing as
advertised or as told in
store/over the phone
Switching issues (e.g.
problems trying to switch or
problems porting your number)
Complaining about the terms
of your contract

Keeping your mobile phone
number when changing
suppliers

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 53
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about fixed broadband internet service in past 6 months - Something else complaint
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati

BT | Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No

(a) (b) (©) (d) (e) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) () (w) (x) (A) (B) ©) (D) (E) (F) (©)] (H) (0]
I 6 17+ 31 14+ e o o 197 12+ 3 4 9 g+ o o e 5 5o I e e 4 e e o 17+ 7er 7ex 3| 10+ 7o

10 2 5 5 9 - - - 10 5 2 3 5 5 - - 2 1 1 - - 2 - - 5 2 3 - 4 1
53% 33%  29% 16%  64%) - - - 53%| 42%  67% 75%| 56% 63%] - - 33%| 20% 100% - - 50%] - - 29%| 29% 43% - 40% 14%|

3 2 7 5 3 - - - 3 2 - 1 1 1 - - 2 2 - - 1 1 - - 7 2 4 1 3 4
16% 33% 41% 16%  21%) - - - 16%| 17% - 25%| 11%  13% - - 33%|  40% - - 50%  25%) - - 41%|  29%  57% 33% 30%  57%

3 - 1 4 1 - - - 3 2 - 1 1 2 - - - - - - - - - - 1 1 - - 1 -

16% - 6% 13% 7%| - - - 16%) 17% - 25%| 11%  25%) - - - - - - - - - - 6% 14% - - 10% -

2 2 1 3 3 - - - 2 1 - 1 1 1 - - 2 2 - - 1 1 - - 1 1 - - 1 -

11% 33% 6% 10%  21% - - - 11%| 8% - 25%j 11% 13%] - - 33%| 40% - - 50%  25%) - - 6% 14% - - 10% -

6 - 4 17 1 - - - 6 3 1 2 2 3 - - - - - - - - - - - 4 2 - 2 2 2
32% - 24% 55% 7% - - - 32%| 25% 33% 50%| 22% @ 38%) - - - - - - - - - - - 24%| 29% - 67%| 20%  29%

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - HI/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?

Something else

Base: All complained about fixed broadband internet service in past 6 months - Something else complaint

Total

Change to your package or
service (upgrading or
downgrading your service)

Service not performing as
advertised or as told in
store/over the phone
Switching issues (e.g.
problems trying to switch or
problems porting your number)
Complaining about the terms
of your contract

Keeping your mobile phone
number when changing
suppliers

A different issue (please
describe it briefly in your
own words)

_ TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) © (d) (e) ((¢)} (h) (0] ()] (k) (0] (m) (n) (0) () @ (0] (s) () (u) V) w) x)
197 & 17+ 31 14+ - - e 31 187 7ex 5 14+ I e e o 14+ 7er & I 7ee 5o
10 2 5 5 9 - - - 5 4 1 - 1 4 - - - 9 3 5 1 4 4
53% 33% 29% 16% 64%) - - - 16%] 22% 14% - 7% 25%j - - - 64%) 43% 83% 100%) 57% 80%]
3 2 7 5 3 - - - 5 2 2 1 2 3 - - - 3 2 1 2 1
16% 33% 41% 16% 21%) - - - 16%] 1% 29% 17%] 14% 19%) - - - 21%) 29% 17% - 29% 20%)
3 - 1 4 1 - - - 4 2 - 2 2 2 - - - 1 1 - 1 -
16% - 6% 13% 7% - - - 13%] 1% - 33%] 14% 13%| - - - 7% 14% - 14% -
2 2 1 3 3 - - - 3 2 - 1 2 1 - - - 3 2 - 1 2 1
1% 33% 6% 10% 21%) - - - 10%] 1% - 17%] 14% 6% - - - 21%) 29% - 100%) 29% 20%)
6 - 4 17 1 - - - 17 9 4 4 8 8 - - - 1 1 - - - -
32% - 24% 55% 7% - - - 55%] 50% 57% 67%] 57% 50% - - - 7% 14% - - -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 54
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Total
Only/mainly on the phone

Only/mainly via webchat
Only/mainly via email
Only/mainly by social media
Only/mainly in store
Only/mainly by letter
Only/mainly via another

contact method
Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 55
Q8: In dealing with [Provider] about this complaint did you contact them...?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati

BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No

(a (b) (© (d) (e) 9 (h) (i) 0] (k) ) (m) (n) (0) () @ (n (s) () (u) v) (w) (x) (A (B) ©) (D) (E) (F) (©)] (H) ()

1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62+ 52* 95* 6| 114 76* 257 114 101 165 152 326 17| 403 184 73| 361 293

583 134 459 515 599 106 107 357 13 | 252 167 164 | 299 278 37 25 69 3 72 42 20 70 64 100 92 259 8 | 264 141 54 | 258 197
57% 62y 6L 53% 477 68% 4R 48R 60% 4% BEE 50%| 63% 55% 80%| 61%  63% 61% 1%L 17% ecovMEEEE 74%| 71%  67%

114 13 62 123 58 22 23 67 2 64 34 16 71 42 3 5 5 - 7 5 1 6 7 23 7 28 4 36 17 9 26 36
6% 9 7% 11% 10% 12% 1% 1% 13% 8% 11% 119 5% 10% 5% - 6% 7% 4% 5% 77 5% 9% 2% 9% 9% 12 79 I

12 45 73 47 29 21 45 22 10 68 30 4 4 3 1 4 8 - 7 5 1 17 15 2 35 3 7 24 21
6% 7L oS 9% 8% 9% 5% 11% 8% 6% 8% 3% 17% 4% 11% - 6% 5%] 77 5% (B A 10 7%

12 25 32 34 9 22 31 5 1 50 12 5 4 3 - 5 7 - 7 5 8 8 9 - 17 7 1 14 10
6% 4% 4% 4% s 5% 2% 1% 3%) 8% 8% 3% - 4% 9% - 6% 5% 5% 5% 3% - 4% 4% 1% 4% 3%

17 31 39 29 13 20 21 9 2 12 2 9 5 1 10 5 2 7 10 11 14 4 2 26 4 1 15 16
5% 5% 4% 7% 4% 4% 1% 3% I 5% 17% 9% 7% 8% 6%  10% 79C 9%Q} 1% 12%) G 2% 1%] 4% 5%]

15 25 21 13 13 26 10 2 9 9 4 4 1 12 6 - 10 8 6 5 4 - 14 1 - 10 5
2% 3% 3% 7% 6% 5% 4% 1% 2% | L 8% 4% 17% 1% 8% - 9% 8% 4% 3% 1% - 3% 1% - 3% 2%

20 34 32 8 21 3 5 1 5 1 - 5 - 2 2 2 5 1 4 9 6 1 10 9 1 12 8
3% 4% 4% <2 4% 2% 1% 1%) 2% - 5% - 2% 3% 8% 4% 1% 2/E 2% 6% 2% 5% 1% 3% 3%

3 3 2 3 - - 1 - - - 1 1 1 - 2 1 - 2 1 2 - 1 - 1 2 - 2 -

* * . - - * - - - 2% 2% 1% - 2% 1% - 2% 1% 1% - . - * 1% - 1% -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - HI/I
* small base; ** very small base (under 30) ineligible for sig testing
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Q8: In dealing with [Provider] about this complaint did you contact them...?

Base: All complained about fixed broadband internet service in past 6 months

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satistaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) © () (e) ©) (h) [0] 1) (9] (U] (m) (n) (©) (2] @ [0} ©) () (u) V) w) X)
Total 1017 215 660 843 823 149 88* 575 31* 434 218 191 466 370 221 138 450 14* 447 234 142 447 370
Only/mainly on the phone 583 134 459 515 599 920 52 350 23 228 150 137 249 260 156 73 357 13 300 181 118 307 289
57% 2%  61%) 73%abCI 59% 61% 74%] 53%] 69%K 72%K 53%| 70%n 71%g 53% R 93%| 67%| 77% 83% 69%] 78%]

Only/mainly via webchat 14 13 62 123 58 12 7 6 67 26 30 66 56 21 12 25 - 35 15 8 29 29
6% R4 15%abcelOA 23%] 14% 12% 19% 15% 12% 16%) 14% 15%) 10% 9% 6% - 8% 6% 6%] 6% 8%

Only/mainly via email 12 45 73 47 10 10 51 2 38 20 33 9 17 21 - 32 1 4 30 17
6% 7% 6% 7% 11% 9% 6%] 9% 9% 9%] prd 2% 5% - 7% 5% 3%] 7% 5%]

Only/mainly by social media 12 25 32 34 6 3 23 - 8 9 8 17 - 27 5 2 23 1
6% 4% 4% 4% 4% 3% 4% - 2% 4% 6% 4% - T 2% 1% 5% 3%

Only/mainly in store 17 31 39 29 1 4 34 4 9 8 12 - 19 6 4 17 1
5% 5% 4% 1% 5%g 6% - 1% 4% 6% 3% - 4% 3% 3% 4% 3%

Only/mainly by letter 15 25 21 6 1 18 - 5 6 12 3 - 13 5 3 16 5
2% 3% 3% 4% 1% 3% - 19 1% - 3% 2% 2% [ 1%

Only/mainly via another 20 34 32 2 4 28 - 4 11 7 14 - 20 9 3 24 8
contact method 3% 4% 4% 1% 5% 5% - 1% 5% 5% 3% - 4% 4% 2%j 5%X 2%j

Don't know 3 3 2 3 - 2 - - - - 1 1 1 1 2 - 1 -

: : : : - : : : - e I - : :

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 56
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 57
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied No
(a) (b) (© (d) (e) 9 (h) (i) 0] (k) 0] (m) (n) (0) () @ (n (s) (u) v) (w) (x) (A) (B) (©) (D) (E) (F) (G) (0]
Total 1017 215 660 843 823 200 227 571 252 196 | 622 388 62* 52* 95* 6 76* 257 114 101 165 152 326 17| 403 184 73* 293
10 - Extremely satisfied ~ (10) | 67 21 85 49 116 20 13 31 - 6 2 12 1 - - 21 - 22 27 36 - 85 - - 8
gg 10 ol 1a%ed 10 G 0% 4% 13%  17% - - LE23 B 1R 11%
9- (9) | 163 25 62 91 67 23 50 88 7 5 11 2 - - 20 5 19 9 33
2% 9%  11% 8% 2% 15% 11% 10%  12%  33%) - - BE 5% 12% 6%  10%
8- (8| 187 35 139 160 139 22 47 3 11 10 14 - - - 21 14 29 38 68
18% 16 B 19%  17%) 11%] 21%g 20%g 18% 19% 15% - - - 18%  14%| 18%  25%  21%
7- @ | 152 33 117 134 125 30 30 90 13 6 12 2 - - 20 13 33 31 51
15% 15% 18%  16%  15%] 15%  13% 16% 4 21% 12%  13%  33% - - 18%  13% 20%  20%  16%
6- 6) | 104 37 76 82 85 18 16 69 1 10 9 18 - - 37 - 18 19 22 16 36
10% IR, 12% 10%  10%| 9% 79 5% 16% 17% 19% - - - 16%  19%| 13% 1% 1%
5- )| 85 23 77 78 76 21 17 46 1 6 8 9 - - 23 - 5 18 19 16 4
8% 1% R 9% 9% 11% 7% 8% 5% 10% 15% 9% - - IEE - 4% 18%W] 12% 11% 13%
4- 4| 63 16 31 58 73 15 15 32 1 4 4 7 1 - 16 - 5 11 5 5 17
6% 7% 5% 7% RS 8% 7% 6% 5%) 6% 8% 7% 17%) - - 4% 11%] 3% 3% 5%
3- @) | 53 7 27 60 45 1 10 31 1 1 3 3 - - - 7 - 1 6 18
5% 3% 1S 5% 6% 4% 5% 5% 2% 6% 3% - - - 28%| - 1%] 4%A 6%
2- () 7 21 46 35 13 13 29 1 1 2 4 - - - 7 1 6 3 1
3% s 4% 7% 6% 5% 5%l 2% 4% 4% - - - 28%| 1%] 2% 3%
1 - Extremely dissatisfied 11 25 85 62 27 16 42 2 3 3 5 - - - 1 3 1 15
(1) 5% 4% 10%bc 8% 14%hi 7% 7% 11%) 5% 6% 5% - - - 44%] 3% 1% S
NET: Dissatisfied (1-3) 25 73 191 142 39 102 4 5 8 12 - - - 25 4 10 44 3
2%  11% 23%bce  17%bc R 17% 18%  21% 8% 15%  13% - - - 100% 494 10% 77 REE  18%)
NET: Neutral (4-6) | 252 76 184 218 234 54 48 147 3 20 21 34 1 - 76 - 28 46 37 94 7
25% R 28%  26%  28% 27%  21%  26% 16%) 32%  40%  36% 17% Bl 100° [ 25%) 28%  24%  29%  41%
NET: Satisfied (7-10) | 569 114 403 434 447 95 140 322 12 37 23 49 5 | 114 - - 82 103 105 188 7
56%  S3% R 51%  54%) 48%| 62%9 BE  63% 60%  44%  52%  83% | R - RS  58%  41%)
Mean score 6.48d  6.75adeJficReK] 5.76 6.71 6.02 __ 6.51 7.67 E 528 1.84 6.82 [BES 656 565

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - HI/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 58
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?

Base: All complained about fixed broadband internet service in past 6 months

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satistaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) © (d) (e) © (h) [0] 1) (9] [0] (m) (n) (©) (2] @ [0} ©) 0] (u) V) w) X)
Total 1017 215 660 843 823 149 88* 575 31* 434 218 191 466 370 221 138 450 14* 447 234 142 447 370
10 - Extremely satisfied ~ (10) 67 21 85 49 116 16 12 16 5 49 - - 44 4 30 30 54 2 116 - - 112 4
7o T, oI 3% - - e e 14% : : 1%
9- 9) 163 25 62 91 67 12 4 74 1 - 4 21 10 33 3 - - 8
12% 9% 11% 8% 8% 5% IREE 3% - 1%] 10% 7% 7% 21% - - 2%
8- (8) 187 35 139 160 139 19 15 118 8 - 23 34 28 76 1 - - 23
18% 16% I 19% 17%) 13% 17% I 26%] - 6%) 15% 20% 17% 7% - - 6%)
7- (7) 152 33 117 134 125 14 15 101 4 - 41 31 23 70 1 - - 55
15% 15% 18% 16% 15% 9% 179 L 13% - 11%) 14% 17% 16% 7% - - 15% 15%]
6- (6) 104 37 76 82 85 11 9 57 5 - 82 34 20 13 49 3 - 85 - 41 43
102 RS 12% 10% 10% 7% 10% 10% 16% - 9% 9% 9% 11% 21%) - -
5- (5) 85 23 77 78 76 13 10 54 1 - 78 18 10 45 3 - 76 -
8% 1% I 9% 9%| 9% 11% 9% 3%| - 8% 7% 10% 21%] - -
4- (4) 63 16 31 58 73 1 8 38 1 - 58 20 5 48 - -
&% o e 74 @ s % 7% 2 i o cEEE - .
3- (3) 53 7 27 60 45 12 4 4 3 - - 12 6 27 - - -
5% 3% pFa 7% 5% 8% 5% 7% 10% - - 5% 4% 6% - - -
2- (2 56 7 21 46 35 13 6 27 - - - 8 6 21 - - -
g 3% 3 4%] 9% 7% 5% - - - 4% 4% 5% - - -
1 - Extremely dissatisfied 11 25 85 62 28 5 49 3 - - 27 7 27 1 - -
5% 4% 6% 9% 10%| - - 5% 6% 7% - -
NET: Dissatisfied (1-3) 25 73 191 142 53 15 117 6 - - 47 19 75 1 - -
12% 11%| 23%bce 17% 20% 19% - - 21% 14% 17% 7% - -
NET: Neutral (4-6) 252 76 184 218 234 35 27 149 7 - 218 58 28 142 6 - 234
25% S 28% 26% 28%| 23% 31% 26% 23%| - 26% 207 43%]
NET: Satisfied (7-10) 569 114 403 434 447 61 46 309 18 434 - - 116 91 233 7
56% 53% S 51% 54%] 41% 58%] 100%! - - 529 52% 4
Mean score 5.93 5.26 6209 6.03 6529 Sxsim 1.87 6.10 6.21

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 59
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of finding provider contact details.
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
Total 1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
10 - Extremely satisfied ~ (10) | 142 33 123 115 191 31 32 76 3 | 115 14 13 | 107 32 10 4 18 1 25 7 1 23 10 26 33 60 4 | 103 14 6 95 27
14% 15 1+ RS  16% 14% 13% 16%) I 6% 7% 17% 8% 16% 8% 19% 17% g 9% 4%  10%) 16%  22% 18%  24%] 8% 8% 26% 9%]
9- )| 178 31 81 137 126 21 48 108 1 16 7 31 9 7 13 2 25 6 - 21 10 14 17 48 2 16 3 51 30
S 4% 2 s 15%) 11%) 21%g 19%g 5% 4% 8% 15% 13%  14%  33%) B 8% - 18%  10% 8% 1%  15%  12%) 9% 4% 14%  10%]
8- 8| 159 29 139 159 132 29 36 92 2 10 44 9 6 14 - 18 8 3 18 11 31 35 69 4 23 8 80 57
16% 13% B  19%  16%) 15%  16% 16%  11% 5% 11%) 15% 2%  15% - 16% 11% 12%| 16% 11% 19%  23%  21% 4% |k 13% 11%| 22%  19%
7- @ | 109 26 87 95 101 21 17 70 1 65 26 18 45 4 6 15 1 15 10 1 12 14 31 25 29 2 22 4 38 49
11% 12%  13% 1% 12%) 1% 7% 12% 5% 11%  10% 9% 12%) 6% 12% 16% 17%  13% 13% 4% 11%  14% [ 9% 12% 12% 5% 11% G
6- 6)| 106 30 62 84 74 27 16 61 2 48 44 14 42 12 7 11 - 18 10 2 15 15 15 15 30 2 30 6 32 30
107 9%  10% 9% 7% 1% 1%  sxiE 7% 10%  11% 19% 13%  12% - 16% 13% 8% 13%  15% 9% 10% 9%  12%) 8% 9%  10%
5- (5)| 102 33 65 75 72 21 27 52 2 33 7 10 16 - 5 25 3 13 20 18 12 33 2 29 33
10% IR, 10% 9% 9%] 1% 12% 9% 11%) 6%] 11% 19% 17% - 1  12%| 1% 20% 11% 8% 10% 12% 8% 11%
4- @ 76 10 30 52 33 13 18 45 - 18 6 3 1 - 2 6 2 3 7 9 5 16 - 6 14 16
5% 5% 4% 7% 8% 8% - 3% 6% 1% - 2R 8% 3% 7% 5% 3% 5% - 1%] 4% 5%]
3- @) | 49 8 27 39 38 13 13 22 1 9 3 4 1 - 1 2 5 2 6 7 2 17 1 5 10 17
5% 4% 4% 5% 5%] 7% 6% 4% 5% 2% 5% G 1% - 1% 3% 20%| 2% 6% 4% 17 6% 1%] 3% 6%
2- @ | 34 5 19 33 11 5 10 17 2 3 1 3 - 1 1 2 2 1 4 3 5 1 - 7 6 13
‘e 20 1% 3% 4% 3% 1% 1% 2% - 17%) 1% 3% 8% 1% 4% 2% 3% 3% - 2% 4% 2% 4%
1 - Extremely dissatisfied 58 6 23 49 40 18 9 26 5 6 1 1 4 - - - 6 2 4 10 3 10 - 3 3 4 19
(1) ~ 3% EEE S 4% 5%  26% 1%] 2% 2% 4% - - - 24% 2% 4% 6% 2% 3% - 1% 2% 1% 6%
Not applicable 4 4 4 5 5 1 1 2 - 2 - 1 2 1 4 - - 4 - 1 - 3 - 3 1 2 2
- 1% 1% 1%) 1% * v - v - 2% 2%  17%| 4% - - 4% - 1% - 1% - 1% 1% 1%)
NET: Dissatisfied (1-3) |_141 19 69 121 89 36 32 65 8 18 5 8 5 1 2 4 13 5 14 20 10 38 1 15 20 49
9% 107 11 %R 4% 1% 42% 3% 8% IEL 5% 17% 2% 5% 52%) 4%] 14%] 12% 7% 12% 6% 4%| 6% I
NET: Neutral (4-6) 73 157 211 179 61 61 158 4 99 25 20 28 - 25 41 7 31 42 42 32 79 4 51 75 79
BEER 24%  25%  22% 31%  27%  28%  21% 17% 40%  38%  29% - 220 R 28%| 27  25%  21% 24%  24%| 137 21%  27%)
NET: Satisfied (7-10) | 588 119 430 506 550 102 133 346 7 | 450 90 48 32 23 60 4 83 31 5 74 45 102 110 206 12 75 21 | 264 163
58%  55% RS 60%) BEE 51% 5% 37% 79%im  36%mip LA 52% 447 L  67%) B 41%  20%] BE 5% 627 LS  63% 71%) 41%  29%) 737 T
Mean score 6.69 _ 6.86 6.73 B 635 6.77 5.05 7.91m  5.84mRPY) 6.84 _ 6.20 7.40 6.28  4.04 & 6.18 6.73 7.06 __ 7.59 6.34

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom -

Quality of Customer Service - Complaints

Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of finding provider contact details.

Base: All complained about fixed broadband internet service in past 6 months

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10
©
®)
™
6)
®)

4)

(1-3)
(4-6)

(7-10)

Fieldwork: 8th December 2016 - 6th January 2017

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) ((¢)] (h) (i) () (k) (0] (m) (n) (0) (p) (q) (r) (s) (t) (u) v) (w) (x)
1017 215 660 843 823 149 88" 575 31* 434 218 191 466 370 221 138 450 14 447 234 142
142 33 123 115 191 23 10 20 12 78 37 51 40 99 18
14% 15% IS 147 R 15% 11% 9% 6% 0 10%) 23% 29% 22% 8%
178 31 81 137 126 23 8 9 8 114 22 24 20 78 19
~ 14% 127 G 15% 15% 9% IS 4% 4% 0 6% 1% 142G 8%
159 29 139 159 132 21 18 24 17 99 60 38 21 7 26
16% 137 19% 16% 14% 20% 1% 9% 21% 16%) 17% 15% 16% 11% 8%
109 26 87 95 101 10 12 68 5 51 29 15 49 45 23 21 54 41 9
11% 12% 13% 11% 12% 7% 14% 12% 16% 12% 13% 8% 1% 12%) 10% 15% 12% 6%|
106 30 62 84 74 9 14 59 2 25 40 19 43 40 26 8 40 43 10
107 9% 10% 9%] 6% IIEE 10% 6%] R 18%kn) 10%] 9% 11%) 12% 6% 9% -
102 33 65 75 72 13 9 53 - 22 38 15 36 38 15 7 49 1 13
107 s 10% 9% 9%] 9% 10% 9% - 5% IS 8% 8% 10%] 7% 5% I 7%) 3%]
76 10 30 52 33 14 6 32 - 5 28 6 8 18 1 2
7%ce 5% 5% G 4%] 9% 7% 6% - 1%] 3% 6% 4% 7%) *
49 8 27 39 38 9 5 23 2 3 3 14 1 5
5% 4% 4% 5% 5%] 6% 6% 4% 6%] 1%] 2% 3% 7%) 1%]
34 5 19 33 11 9 1 21 2 3 3 6 - 2 4 7
E 2% 3% 4% 1%] 6% 1% 4% 6% 1%] 2% 1% - * 2% 1% 2%
58 6 23 49 40 17 4 27 1 2 6 18 - 3 5 32
: 3% 39 I 59 | 5% 5% 3% * 4% 4% - 1% 2% 29
4 4 4 5 5 1 1 2 1 2 1 3 1 2 1 1 3
- TR 1% 1% 1%] 1% 1% * 3% * 1% 1% 7%) * * 1%]
141 19 69 121 89 35 10 71 5 8 12 38 1 10 26 63
14%bce] 9% 107 11%) 12% 16% 2% 9% 8% 7%) 2% 6% 17%]
284 73 157 211 144 2 52 23 107 2 36 65 114
28%e EEE  24% 25% 6% 12%] 17% 24% 14%) 31%w]
588 119 430 506 2 102
58% 55% S 60% 62%g 74%g 86%Im 38%m| 27%
6.69 6.86 m 6.73 7.40g 8.12Im 5.92m| 4.48

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 60
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Ease of getting through to the right person (PHONE).

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10)
©
®)
™
6)

®)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 61
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about fixed broadband internet service in past 6 months by phone
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
552 116 405 475 523 96+ 102 341 13| 236 159 157 | 283 263 29* 20" 64" 3| 56+ 41*  19*| 56* 60" 87* 76* 234 8| 233 121 51| 221 180
43 13 67 40 4 5 7 28 3 3 2 34 6 3 1 9 - 12 1 - - 9 14 41 7 1 51 15
8% 117 EE 8% 12%ad] 5% 7% 8%  23% 2% 1% 2% 10% 5% 14% - g 2% - 23% 10% 18% 18% 6% 2% g 8%
47 8 46 34 52 9 11 26 1 1 9 1 2 5 - - - 7 1 13 12 21 4 2 37 9
9% 7% 7% 10%) 9% 11% 8% 8% 1% 3% 3% 10% 8% - - - 135 15% 16% 9% 3% 4%] ~ 5%]
66 14 60 64 94 5 11 50 - 2 18 3 1 10 - 1 3 - 10 4 10 1 39 10 3 36 24
2% 12%  15%  13% 5% 1 RE - 7%) 10% 5%  16% - 20% 7% - 18% 7% 1% 14%  17% 8% 6% 16%  13%
68 18 55 69 71 8 8 51 1 21 7 3 7 1 10 6 2 6 12 12 12 30 1 33 19 3 34 20
12% 16% 14%  15%  14%) 8% 8% 15% 8% 8%) 24% 15%  11%  33%| 18% 15% 11%| 11%  20%] 14% 16%  13%  13%| 14% 16% 6% 15%  11%]
70 14 52 67 52 9 14 46 1 16 7 2 5 - 7 7 - 7 7 1" 1 29 1 25 23 4 21 31
13% 12% 137 10%| 9%  14% 13% 8% 6%) 24% 10% 8% - 13% 17% - 13%  12% 13% 14%  12%  13% 11 EREE 8% 107
62 15 44 49 44 13 8 39 2 21 35 4 - 10 1 3 10 2 3 13 7 22 2 14 24 6 16 26
11% 13% 11% 10% 8% 14% 8% 1% 15%) 14% - 16%  33%] 5B  11%) 5%] 20%w] 15% 9% 9%  25% RS 12%) 7% 14%
27 33 35 6 5 11 - 1 2 4 4 - 1 7 2 3 7 10 3 14 - 7 15 13 14
7%l 7% 7% 6% 5% 3% - - 7% 20% 6% - 2R 1% 5%  12%) 11% 4% 6% - 3% 6% 8%
17 31 41 7 10 23 1 3 1 1 1 - - 2 1 1 2 1 3 13 - 3
1% 7% 8%bd} 7% 10% 7% 8%) 1% 3% 5% 2% - - 5% 5% 2% 3% 1% 1% 6% - 1%
20 27 21 10 4 23 2 1 - 2 6 - - 4 4 - 2 3 14 1 2
5% 6% 4% 10% 4% 7% 15% * - 10% 9% - - 21%] - 13%0] 2% 4% 6%  13%) 1%)
17 59 47 24 44 2 2 1 3 5 1 1 1 8 3 7 6 - 1 - 3
4%] 12% 9% 25% R 3% 15%) 1% 3% 15% 8%  33% 2% 2% 42%| 5%  12%] 795] - 5% - 1%
- 2 2 - 1 - - 1 - - 1 2 - 3 - - 3 - - - - - -
[ 3v%acil * * - 1% - - v - - 5% 3% - 5% - - 5% - - - - - -
173 21 54 117 109 41 37 90 5 6 142 2 6 12 1 1 7 13 4 17 9 6 38 1 8
18%  13%| 25%c  21%c BB 3% 26%  38% 3% 7% 30% 19%  33% 2R  65%) 7% 28%w] 10% 8% 16% 13% 3%]
154 39 123 149 131 28 27 96 3 56 67 13 6 19 1 11 24 4 13 26 34 21 65 3 46 62
28%  34% 0% G 25% 29%  26%  28%  23% Z 30%  25%) 45%  30%  30%  33% 207 21%| 23% B 39% 28% 28%  38%| 207 IERES 29%
224 53 228 207 1 27 37 155 5 54 14 7 31 1 41 10 2 36 17 44 49 131 4 40 9
41% o7 +EERE 2% o 38% 21%) 48%  35%  48%  33%) B 214% 1% 28%) 51%  64%  56%  50%|EEERE 158%)
539 596 5.68 B 453 5.13 5.46 3.84 6.41 500 613 433 515 268 [E3 473 6.38 658  6.88 7.82FG  5.66GIECH(S] 5.63
e

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of getting through to the right person (PHONE).

Base: All complained about fixed broadband internet service in past 6 months by phone

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

Fieldwork: 8th December 2016 - 6th January 2017

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) (9) (h) [0} (1)} (k) [0} (m) (n) (0) (p) (q) (4] (s) () v) (w) (x)
552 116 405 475 523 84* 44+ 325 22* 206 142 127 232 239 137 63" 313 10* 271 153 99* 271 249
(10) 43 13 67 40 4 8 6 22 4 36 3 1 33 7 18 7 38 1 59 3 2 55 9
8% 11% S 8% 12%ad] 10% 14% 7% 18% 2% 1% J 3% 13% 11% 12% 10%] 2% 2% 4%]
(9 47 8 46 34 52 3 - 28 3 5 2 25 9 15 6 31 - 5 2 12
9% 7% 7% 10% 4% - 14% 4% 2% 0 4% 1% 10% 10% - 3% 2% 5%]
(8) 66 14 60 64 94 9 6 46 3 14 7 32 32 23 10 59 2 13 5 28
12% 12% 15% 13% L 11% 14% 14% 14% 10% 6% 14% 13%) 17% 16% 19% 20% 8% 5%] 11%
7) 68 18 55 69 71 11 8 47 3 17 5 45 23 19 8 41 3 26
12% 16% 14% 15% 14% 13% 18% 14% 14% pra 1% 10%] 14% 13% 13% 30%
(6) 70 14 52 67 52 9 3 52 3 27 29 1 35 32 13 7 30 2
13% 12% 13% S 10% 11% 7% 16% 14% 13% 9% 15% 13%) 9% 11% 10% 20%)
(5 62 15 44 49 44 8 6 34 1 12 6 7 28 1
11% 13% 11% 10% 8% 10% 14% 10% 5%] G4 18%kn) 11% 9% 10%]
(4) 22 10 27 33 35 6 5 22 - 5 3 25 -
4% 9% 7% 7% 7% 7% 11% 7% - 2% 5% 8% -
3) 41 3 17 31 41 6 2 23 - 3 7 24 -
: 3% 4% 7% 8%bc 7% 5% 7% - 1%] 11% 8% -
(2 8 20 27 21 4 1 21 1 1 2 13 -
7% 5% 6% 4%] 5% 2% 6% 5%] * 3% 4% -
10 17 47 6 29 4 4 6 22 1
(1) 9% 4%] 12%¢ 9%c 24%] 14% 9% 18% 2% 10% 7% 10%)
3 - 2 2 - 1 1 - 1 - 2 -
: - : : - o : : : 1% -
(1-3) 21 54 117 109 30 9 73 5 8 15 59 1
18% 13%] 25%c 21%c 36%] 20% 22% 23%| 4%] 24% 19% 10%)
(4-6) 39 123 149 131 23 14 108 4 44 7 17 83 3
28% 34% 30 G 25%] 27% 32% 33% 18% 21% 4 27% 27% 30%]
(7-10) 224 53 228 207 281 31 20 143 13 3 15 31 169 6
PLy ~  56%abdlRTA 54%ad 37% 45% 44% 59% 74%im 27%m| 12%) 49% 54% 60%)
L 5.68 6.22ac K] 5.72 6.41 7.48Im 5.25m] 3.25 6.03 6.30 6.50

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 62
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 63
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
Total 1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
10 - Extremely satisfied ~ (10) | 112 18 82 79 120 19 33 55 7 3 8 - 2 - 15 3 23 20 37 2 79 1 2 68 13
11% 8%  12% R 0xEEEE 0% 11% 6% 8% - 3% - 3%] 14% 13% 1% 9% 4%]
9- () | 182 24 86 113 91 32 47 102 9 5 8 2 2 - 17 7 23 28 34 22
1% 13%  13%  11% 16%  21% 18% 15% 10% 8%  33%) 3% - 15% 7% 147 10% 8%
8- 8| 130 28 101 106 125 21 25 83 9 8 11 - 2 - 19 9 23 28 49 35
13% 13% 15%  13%  15%) 1% 1% 15% 15% 15%  12% - 3% - 17% 9% 14% 18%  15% 12%)
7- @ | 126 38 99 93 99 18 24 83 8 10 20 - 24 14 - 25 13 21 24 49 60 38
129 L 11%  12%] 9% 11% T 13% 19%  21% - 21%  18% - 22%  13%] 13% 16% 15% 17%  13%|
6- 6| 84 34 60 83 89 13 22 48 11 6 15 2 13 21 - 17 17 22 14 23 27 33
8 IS 9% 10%  11%] 7% 10% 8% 18% 12% 16%  33% 11%ER - 15%  17%s 9% 7% 7% 11%)
5- 5| 59 14 61 71 78 15 10 32 5 4 5 - 2 11 1 5 9 13 12 34 24 34
6% 7% 9% 8%a 9%2) 8% 4% 6% 8% 8% 5% - 2 4% 4% 9%] 8% 8% 10% 7% 12%
4- @ | e6 15 47 52 46 13 12 39 6 3 6 - 3 9 3 6 9 10 12 24 15 32
6% 7% 7% 6% 6% 7% 5% 7% 10% 6% 6% - SR 2% 5% 9% 6% 8% 7% 3% pRA 1%
3- @ | s7 13 44 62 54 15 10 32 2 5 5 1 3 6 4 4 26 1 9 20 24
6% 6% 7% 7% 7% 8% 4% 6% 3% 10% 5% 17% 3% 8%  16%] EEE 6% 24 6% 8%
2- @ | s3 6 34 49 29 17 15 21 1 2 3 - - 2 4 5 20 3 4 8 26
5% 3% 5% 4% 4% 2% 4% 3% - - 3%  16% 3% 6% 18% 1%] 2% 9%
1 - Extremely dissatisfied 147 20 43 37 28 76 4 5 11 - 1 6 13 5 29 - 3 8 35
(1) 9% 7%| 13% 6% 10% 12% - 1% R 52% 3% 9%8 - 1%] 2% 12%
Not applicable 1 5 3 4 6 - - - - 1 3 1 4 1 - - 1 - 2 2 1
* g - * ‘a - - - - 2% 3%  17%| 4% 1% - - v - * 1% *
NET: Dissatisfied (1-3) |_257 39 121 242 169 53 129 6 1 7 12 19 1 4 14 21 14 75 4 16 36 85
18%  18% RS 21%) 23%  23% @ 32% 2% 1%  23%  20% 17% 1R 84% R  24%) 4%| 10%] 29%
NET: Neutral (4-6) | 209 63 168 206 213 41 44 119 5 75 117 17 22 13 26 2 18 41 4 38 81 4 62 93 66 99
21%) 21% 19%  21%  26% 13%EEEE 9% 35% 25% 27%  33% 16% R 16%) 25%  25%  24%| 157 18%| 184 34%
NET: Satisfied (7-10) | 550 108 368 90 129 323 8 | 483 64 33 26 47 2 88 20 - 100 169 9 108
45%] 57%g B 2% E Z 53%  50%  49%  33%) B 26% - 32% 559 ERE  52%  53%) 37%)
Mean score 655 590 599  6.60 5.29  2.00 4.98 6.53 6.04 594

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.

Base: All complained about fixed broadband internet service in past 6 months

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10
©
®)
™
6)
®)

4)

(1-3)
(4-6)

(7-10)

Fieldwork: 8th December 2016 - 6th January 2017

Table 64

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) ((¢)] (h) (i) () (k) (0] (m) (n) (0) (p) (q) (r) (s) (t) (u) v) (w) (x)
1017 215 660 843 823 149 88" 575 31* 434 218 191 466 370 221 138 450 14 447 234 142 447 370
112 18 82 79 120 10 10 55 4 30 32 56 2 114 3 3 107 12
11% 8% 12% 9%] 15%abd 7% 11% 10% 13% 142 12% 14%) 1% 2% 3%
182 24 86 113 91 16 7 87 3 25 17 45 4 6 - 9
1% 13% 13% 11% 11% 8% 15% 10% 1% 12% 10% 29% - 2%
130 28 101 106 125 18 10 71 7 36 24 63 2 6 37
13% 13% 15% 13% 15%) 12% 11% 12% 23%] 16% 17% 14% 14% 4%| 10%|
126 38 99 93 99 8 12 71 2 26 16 57 - 7 41
12% I 11% 12%) 5% T4%g 12%g 12% 12% 13% - 5%] 13% 11%)
84 34 60 83 89 17 13 47 24 11 52 2 38 43 8 46 43
s RS 9% 10% 11% 11% R 8%| 1% 8% 12% 14%) 9% I 6%]
59 14 61 71 78 9 6 55 18 10 48 2 21 48 9
6% 7%| 9%a 8%a 9% 6% 7% 10% 8% 7% 11% 14%) 5% IR 6%
66 15 47 52 46 10 7 35 10 7 29 -
6% 7% 7% 6% 6% 7% 8% 6% - 3% 5% 5% 6% -
57 13 44 62 54 19 7 36 - 10 17 4 33 - 4
6% 6% 7% 7% 7% 8% 6% - 2% 8% 3% 7% - 1%]
53 6 34 49 29 9 4 34 2 4 6 2 21 - 2
5% 3% 5% G 4%] 6% 5% 6% 6% 1%] 3% 1% 5% - *
147 20 43 131 86 33 11 81 6 5 28 15 42 1 4
9% 7% 13% 14% 19%| 19 13% 11% 9% 7%) 1%
1 5 3 4 - 1 3 - 1 1 - 4 1 2
: : : %o 1% - : : - 1% <
257 39 121 242 169 22 151 8 19 51 21 96 1 10
18% 187 S 21%) 25% 26% 26%| 4%| 23% 15% 21% 7%) 2%
209 63 168 206 36 26 137 7 69 52 28 129 4 65
21%] 24% 30% 24% 23%| 16% G 4 24% 20% 29% 29%|
550 108 368 391 52 39 284 16 5 3 17 89 221 8
54% 50%| 56% 46%] 35% 52% 79%Im 20%m| 2% 53% I 49% 4
6.07d 6.15d 6.38ad| 5.70 4.96 6.06 7.79Im 4.73m)| 2.02 6.18 6.10
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Getting the issue resolved to your satisfaction.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 65
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
1017 215 660 843 823 200 227 571 19~| 569 252 196 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
159 31 95 98 143 28 36 91 4 | 156 3 - 7 8 16 - 2 - 3 25 24 45 1 4 - 90 5
14%  14% 12% 14% 16% 16%  21% 1% - 11% 15% 17% - 3% - BE 3% 15% 16% 14% 6%] g
22 96 141 110 26 47 83 1 8 1 8 4 9 1 2 - 17 5 17 29 48 2
10%  15%E  13%) 137  15% 5% 1% 13% 8% 9% 17%) 3% - 15% 5% 107EE 15% 12%)
29 105 11 104 26 27 112 2 1 13 8 8 - 4 - 19 10 28 29 46 2
13%  16% 13%  13%| 13% 12% LR 11% 24%m 1% 15% 8% - 5% - 17%  10%| 17% 19% 14% 12%
32 96 78 87 16 30 53 4 1 10 6 15 1 18 14 - 19 13 25 27 41 3
107 RS 9% 1% 8% 13% 9%  21% 1% 16% 12% 16% 17%| 16%  18% - 17%  13%| 15% 18% 13% 18%
74 25 65 69 80 20 18 36 - 25 43 6 8 3 14 - 8 15 2 15 10 21 8 35 1
7  10% 8%  10%] 10% 8% 6% - 1R 3% 13% 6%  15% - 7B 8% 13% 5%  11% 6%
64 23 57 60 59 16 13 35 - 18 43 3 9 6 7 1 7 15 1 6 17 25 4
IR 9% 7% 7% 8% 6% 6% - 3R 2% 15% 12% 7% 17% R 4% 5%] 1% 8%  24%
60 8 33 45 44 15 10 34 1 7 41 2 4 2 - - 7 1 - 5 20 1
6% 4% 5% 5% 5% 8% 4% 6% 5% 1% K 3% 8% 2% - - HEE - 3% 6% 6%
39 12 31 45 56 9 8 22 - 2 2 2 8 - 2 7 3 1 3 18 -
4% 6% 5% 5% 5% 4% 4% - * 3% 4% 8% - 24 EE  12%) 1%] 2% 6% -
58 11 30 49 43 13 11 31 3 3 1 5 4 1 1 5 5 2 5 19 -
6% 5% 5% 6% 5% 7% 5% 5%  16% 1% 2% 10% 4% 17%) 1% R 20%| 2% 3% 6% -
133 8 48 142 91 31 26 72 4 3 2 5 10 1 - 5 13 3 5 28 3
8% 7% 6%  11% 13%  21% 1% 3% 10%  11%  17% - [ 52% 394 3%| = 18%
3 4 4 5 6 - 1 2 - 2 - 1 - 1 2 1 4 - - 4 - 1 -
- 1% 1% 1%| - * v - v - 2% 2%  17%| 4% - - 4% - v -
230 41 109 236190 53 45 125 7 8 5 12 22 2 3 17 21 6 13 65 3
19%  17%| 28%abce 23% 27%  20%  22%  37% 1%] s L 33%) 3B 84%) 5%] 9 R  18%)
198 56 155 174 41 105 1 50 127 21 19 13 23 1 15 37 4 21 30 80 6
197 EEEE  21% 18% 18% 5% 9% IR 11% 31%  25%  24% 17%  13% R  16%| 18% 20%  25%  35%
586 114 392 428 140 339 11 | 509 74 38 26 48 2 92 22 - 83 109 180 8
56%NGRYA  59%dIEA 62%9 BE  58% 8 Z 61%  50%  51%  33% B 29% - 31% 58S  55%  47%)
6:34d oY 5.91 6.89 602 623  4.80 R 522 212 4.84 6.57 6.38 576

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 66
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Getting the issue resolved to your satisfaction.

Base: All complained about fixed broadband internet service in past 6 months

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) (9) (h) [0} (1)} (k) [0} (m) (n) (0) (p) (q) (4] (s) () (u) v) (w) (x)
Total 1017 215 660 843 823 149 88" 575 31* 434 218 191 466 370 221 138 450 14** 447 234 142 447 370
10 - Extremely satisfied (10) 31 95 98 143 23 1 57 7 93 4 1 93 5 34 32 74 3 139 3 1 136 7
14% 14% 12%| 17%| 15% 13% 10%] 2% 4 1% 15% 23% 16% 21% 1% 1% 2%j
9- 9) 22 96 141 110 18 9 111 5 34 20 54 2 104 5 1 14
10% 159 13% 12% 109 S 10% 1% 15% 14% 12% 14% 1% 4%
8- (8) 29 105 111 104 11 10 86 4 25 29 24 50 1 1 19
13% 16% 13% 13% 7% 11%REE 13% 7%) 13% 17% 11% 7% 1%] 5%]
7- (7) 32 96 78 87 5 28 17 17 52 1 2 33
9% 11% 3% 8% 8% 12% 12% 7% 1%
6 - (6) 25 65 69 80 12 28 24 13 42 1 2
7% RS 10% 8% 10% 8% 13% 8% 6%] 8% 1% 9% 9% 7% 1%]
5- (5) 64 23 57 60 59 7 10 41 2 17 13 7 36 3 5
2 9% 7% 7% 5% 11% 7% 6% 9% 6% 5% 8% 21%]
4- (4) 60 8 33 45 44 14 9 22 - 7 11 9 24 - 4
6% 4% 5% 5% 5%| 9%l 10%} 4% - 5% 7% 5% - 1%
3- (3) 39 12 31 45 56 11 4 28 2 3 19 - 37 - 5
4% 6% 5% 5% 7% 7% 5% 5% 6% 1% - 8% - 1%
2- (2 58 11 30 49 43 10 4 33 2 2 5 30 - 1
6% 5% 5% 6% 5%| 7% 5% 6% 6% * 4% 7% - *
1 - Extremely dissatisfied 133 18 48 142 91 38 8 92 4 2 10 49 1 3
(1) 13% 8% 7%l 17%abce 11%¢ 26%hi 9% 16% 13%| * 7% 11% 7% 1%|
Not applicable 3 4 4 5 6 - 1 4 - 2 1 2 2 3
- L 1% 1% 1% - 1% 1% - * 1% * 14%) 1%
NET: Dissatisfied (1-3) 230 41 109 236 190 59 16 153 8 7 15 116 1 9
19% 17% 28%abce  23%c 40%hil 18% 27% 26%| 2% 1%L 7%) 2%
NET: Neutral (4-6) 198 56 155 174 183 33 30 107 4 50 29 102 4 45
19% I 21% 22%f 227 R 19% 13% 21% 23% 29%)
NET: Satisfied (7-10) 586 114 392 428 444 57 41 311 19 375 114 93 230 7
58% 53% IR 51% 54% 38% 47% 54%g 61%g 86%Im 529 IR 51% 4
Mean score 6.34d 6.34 6.61d 5.91 5.16 6.07g 6.059 6.45 8.23Im 4.88mRIEY| 6.15 6.11

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Courtesy and politeness of advisors.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10)
©

®)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 67
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
156 35 155 116 180 32 34 87 3 | 127 19 10 | 118 34 10 3 22 - 28 5 2 10 36 29 83 18 5 40
15% 16 1+ ERLE  16% 15% 15% 16%) & 8% 5% 19% 9% 16% (R 3% - 7% 8% B 10% 22% 19%  25% 10% 7% . 14%
190 40 101 174 134 30 51 105 4 13 7 35 12 6 21 1 28 11 1 28 12 26 21 51 19 5 60 40
19%  19%  15% RS  16% 15%  22%  18%  21% 5% 4% 9%] 19%  12%  22%  17% 25% 14%  4%[EEE 12% 16%  14%  16% 10% 7% 17%  14%)
186 29 134 164 131 39 41 103 3 15 58 9 11 - 19 8 2 17 12 24 38 71 84 50
18% 13% S 16%) 20% 18% 18% 16%) 8% 15%) 15% 17% 12% - 17% 11% 8% 15%  12%] 157 22% 23%  17%)
106 21 85 92 111 23 19 62 2 55 35 16 49 8 4 7 2 12 8 1 10 11 25 24 35 39 45
10% 10%  13% 1% 12% 8% 1% 1% 10% 14% 8% 9%  13%) 13% 8% 7% 33% 1% 1% 4% 9% 11% 15% 16%  11% 1% 15%
86 28 69 70 64 15 17 54 - 34 37 15 46 40 7 1 10 - 10 15 3 12 16 21 14 32
8% IS 10% 8% 8% 8% 7% 9% - 6% 8% 7% 109 1% 21% 11% - 9% R 12%| 11%  16%) 13% 9% 10%
108 26 60 77 64 18 22 64 4 33 37 52 54 6 4 15 1 8 15 3 10 16 18 16 25
12% 9% 9% 8% 9% 10% 1% 219 6%] 8%| 14% 10% 8% 16% 17% 77 12%) 9%  16% 11% 1% 8%
18 48 48 14 16 27 - 15 29 28 4 7 2 - 2 9 2 4 9 6 4 8
i 6% 6% 7% 7% 5% - 3% 5% 7% cxMEE 2% - 2R 8% 4% 9% 4% 3% 2%
1 50 22 12 9 36 2 12 2 3 1 - - 3 3 1 5 4 1 4
2 3% 6% 4% 6% 1% 2% 3% 6% 1% - - & 12% 1% 5%] 2% 1% 1%
7 15 17 5 9 1 - 2 3 1 1 1 4 1 1 1 5 2 1 4 2 5
1% 2% 2% 3% 4% 2% - v 5% 2% 1% 17%| 4% 1% 4% 1% 5% 1% 1% 1% 1% 2%
38 7 14 35 39 12 9 16 1 3 3 4 - - - 7 2 5 3 3 8 5 9
4% 3% 2% 4% 3% 5%) 1% 6% 4% - - - 28% 2% 5% 2% 2% 2% 1% 3%
6 4 6 - 6 - 2 1 1 1 3 1 - 4 - - 1 5 1 5
17 1% - 1% - v 2% 1% 17%| 3% 1% - 4% - - 1% 2% * 2%]
122 19 32 29 27 63 3 17 36 7 6 1 4 4 11 4 15 9 5 16 1 21
12% BB 5% 15%  12% 1%  16% 3% 13% 6%  17% 4% 5% 44%| 4% RERY 5% 3% 5%  12%] 3% 7%
251 67 147 195 176 47 55 145 4 82 127 22 27 1 20 39 8 26 41 45 34 65 3 36 52 92
25%BREEE 22%  23%  21% 24%  24%  25%  21%| 14%| 2%  28% 17%|  18% B 32%| 23% BRI  27%  22% @ 20% 18% 9%] 14%] 31%
638 125 475 546 556 124 145 357 12 | 468 122 48 22 61 3 87 32 6 80 45 11 12 240 12 | 363 87 25 175
63% 587 EES 65%) 62%  64%  63%  63% 82%m  43%mipYPA 2% EE  50% B8 42%  24% 45% 67% 74%  74% 71%) S 47%  34%) 60%
697  7.00 7.01 678 7.00 7.03  6.89 8.00im  6.31m{NCE] 6.12 6.00 B3 641 444 6.17 739 754 772 794 8.49FG  6.51G]CRP) 6.95
e

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Courtesy and politeness of advisors.

Base: All complained about fixed broadband internet service in past 6 months

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

VIRGIN MEDIA
Issue Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and
Virgin | Customer | Installati Dissatisfi Customer | Installati | Service | Something
BT EE/Orange Sky TalkTalk Media service on ed service on issues else Neutral Yes No
(a) (b) (©) (d) (e) ((¢)] (h) (m) (p) (q) (r) (s) (u) (w) (x)
1017 215 660 843 823 149 88" 191 138 450 14 234 447 370
156 35 155 116 180 24 13 37 87 2 163 8 150 29
15% 167 s 14%) 22%ad 16% 15% 27% 19% 14%) 36%u 3% 34% 8%
190 40 101 174 134 18 15 19 83 3 113 17 99 33
19% 19% 15% 16% 12% 17% L 14% 18% 4 25%u 7% 22% 9%]
186 29 134 164 131 26 17 21 72 3 39 69 61
18% [RF ~ 20%be  19%) 16% 17% 19% 15% 16% 21%) 17% 17% 15% 16%
106 21 85 92 111 9 7 25 63 1 48 53 58
10% 10% 13% 117 6% EFd 3%  18%)) 14% 7%) 11% R 12% 16%
86 28 69 70 64 14 9 9 35 29
s 10% 8% 8% 9% 10% 7% 8%
108 26 60 77 64 14 12 8 36
9% 9% 8% 9% 14% 6% 8%
18 48 48 9 5 7 28
3% 6% 5% 6%
11 6 3 11
2 7% 2% 2%
7 1 3 9
1% 1% 2% 2%
38 7 14 3 6 15
4% 3% 2% 3% 4% 3%
6 4 6 - - 1
19 1% - - 2%
122 19 32 10 12 35
12% 9% 5% 1% 9% 8%
251 67 147 37 26 24 99
25% R 22% 23% 25% R 17% 22%
638 125 475 546 77 52 102 305
63% 587 65% 52% 59% 30% 63 IR 68%
6.97 7.00 7.60abde [y 6.29 6.90 4.75 7.00 7.44 7.29

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 68
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 69
Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
Advisor doing what they said they would do.
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing
Repairs and Repairs and Repairs
and Custome| and Custome| and
EE/ TalkTal Install | Service Satisfi Dissati r Install | Service | Somethi| Satisfi r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k ation | issues ed |Neutral| sfied Yes No service | ation | issues | ng else ed [Neutral Yes No service | ation | issues ed |Neutral| sfied Yes
(a) (b) (© (d) (h) (0] (k) 0] (n) (0) () @ N (s) (1) (u) (W) (x) (A) (B) ©) (E) (F) (@) (H)
Total 1017 215 660 843 227 571 569 252 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73" | 361
10 - Extremely satisfied ~ (10) | 157 33 141 140 16 38 83 148 7 138 16 11 4 18 - 31 2 30 3 33 33 72 14 2 | 107
15% 157 17 BEL 17% 15%  21% 3% 229% 4% 18% 8% 19% - g 3% 3%] 20%  22% @ 22% 18% g
9- ) | 176 29 96 109 47 95 156 17 30 13 6 9 1 24 5 19 10 22 26 46
13% 15%  13% 21% 17%  21% s 12% 9%  17%) 6 7% 17%  10% 13% 17%  14%  12%)
8- 8| 134 31 115 122 31 75 102 28 34 8 9 13 1 22 9 16 15 28 26 58
13% 147 14% 14% 13% 11% 18%m 9% 13% 17% 14% 17%|  19% 12% 14%  15%) 17% 17% 18% 18%
7- @ | 113 34 99 100 19 75 64 40 32 9 7 18 - 16 16 17 17 23 22 51
1%L 12% 8% 13% 11% Z 8% 15% 13% 19% - 14% 21% 8% 15%  17% 14% 14% 16% 18%
6- ® | 97 22 70 81 15 63 1 48 40 41 10 3 9 - 9 1 2 12 10 22 14 32
10% 10% 11%  10% 7% 1% 5% 8% 9% 1% 16% 6% 9% - 8% 14% 8% 11%  10% 13% 9%  10%  12%
5- ® | o9t 21 61 74 23 52 23 44 40 50 4 9 7 1 6 13 10 11 19 18 23
9% 10% 9% 10% 9% 5% 4%| Z 6%] 139 6% 17% 7% 17% 5 8% 9%  11% 12% 12% 7% 6%]
4- @ | 69 11 16 52 16 39 1 17 37 31 2 4 5 - - 9 2 4 2 10
Z 2%| 7% 7% 5% 3%| 6% 8% 3% 8% 5% - - 8% 2% 1% 3%
3- 3) 16 49 9 24 3 1 4 3 1 3 5 1 4 1
20 I 4% 4% 11%) 1%] 2% 8% 3% 17% 3% 7% 4% 1% 3% 3%
2- @) 14 35 8 22 1 1 2 2 4 - - 3 3 3 8
4% 2% 4% 4% 5% * 3% 4% 4% - - HEE 20% 2% 2% 2%
1 - Extremely dissatisfied 13 23 69 21 34 1 3 8 1 - 2 8 3 10
(1) 6% 3%l 9% 6% 5%) 6% 8%  17% - 3%  44%) 5% 2% 3%  12%]
Not applicable 10 4 9 - 9 1 1 1 3 1 2 1 5 1
1% 2% 1% - 2% 2% 1% 17%| 3% 1% 1% 1% 2% 6%|
NET: Dissatisfied (1-3) | _170 30 53 153 38 80 8 24 9 15 2 3 10 4 26 12 10 29
8%| 17% 14%  21% 1%] 17% 16%  33%] 37 EEE  65%) Pz 26%] 7% 7% 9% 12%
NET: Neutral (4-6) | 257 54 147 207 54 154 88 133 16 21 1 15 33 24 30 45 34 65
25%  25% 22%  25% 24%  27% 16%|  15%| 31%  22% 17%|  13%EEE 24%| 21%  30%) 27%  22% = 20% 18% 9%] 48%EG  29%]
NET: Satisfied (7-10) | 580 127 451 471 135 328 470 92 26 58 2 93 32 2 82 45 106 107 227 362 80
57% 59% IR 56%) 59% 57% 83%m  37%mj 50% 61% 33%] BE 2% 8% 45%) 64% 70% 70% 65%] 90%FG  43%GINPIA
Mean score 659 670 6.51 6.68 8.19im  5.74mKCKek] 6.14 665 520 0 5.85 5.53 720 748 736 8.48FG 625G IENT:S
e

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?

Advisor doing what they said they would do.

Base: All complained about fixed broadband internet service in past 6 months

Fieldwork: 8th December 2016 - 6th January 2017

TALK TALK VIRGIN MEDIA
Issue Satisfaction Issue Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed service on issues else ed Yes No
(a) (b) (©) (d) (e) (9) (h) [0} (1)} (k) [0} (m) (p) (q) (4] (s) v) (w) (x)
Total 1017 215 660 843 823 149 88" 575 31* 434 218 191 221 138 450 14** 142 447 370
10 - Extremely satisfied (10) 157 33 141 140 169 19 1 104 1 52 28 85 4 3 154 14
15% 15% RS 17% 21%ad 13% 13% 18% 4 24% 20% 19% 29% 2% 34% 4%]
9- 9) 176 29 96 109 17 17 10 79 30 20 67 - 2 90 27
13% 15% 13% 14% 11% 11% 14% 14% 14% 15% - 1% 20% 7%
8- (8) 134 31 115 122 124 16 15 84 30 20 70 4 6 77 46
13% 14% L 14% 15% 11% 17% 15% 14% 14% 16% 29% 4%] 17% 12%
7- (7) 113 34 99 100 920 9 1 77 17 23 48 2 7 45 44
11T 12% 11% 6% 137 IR 10% 11% 8% I 1% 14% - I 5% 10% 12%
6 - (6) 97 22 70 81 68 15 10 53 3 32 9 46 40
10% 10% 11% 10% 8% 10% 11% 9% 10% 7% 10%
5- (5) 91 21 61 74 78 12 8 52 2 14 13 46
9% 10% 9% 9% 9%| 8% 9% 9% 6% 3%| 9% 10%
4- (4) 69 11 16 52 49 1 8 32 1 8 8 23
% 2% 6%c 6% 7% 9% 6% 3% 2% 6% 5%
3- ?) 9 16 49 26 11 4 32 2 7 3 12
2 3% 7% 5% 6% 6%] 2% 2% 3%
2- (2 14 35 22 8 5 22 - - 2 16
27 3% 5% 6% 4% - - 1% 4%
1 - Extremely dissatisfied 23 69 60 6 33 3 1 1 24
(1) 3% 7% 6% 10% * 8% 5%
Not applicable 9 - 7 1 2 1 13
1% - 1% 3% * 1% 3%
NET: Dissatisfied (1-3) 53 15 87 5 8 16 52
8% 17% 15% 16%) 2%j 12% 12%
NET: Neutral (4-6) 147 26 137 6 54 30 115
25% 25% 22% 30% 24% 19%) 12%| 22% 26%
NET: Satisfied (7-10) 580 127 451 471 61 47 4 9 0 77 91 270
59% I 56% 41% 53% 60%g 61%g 85%m 35%mj 66% 60%
Mean score E 6.5 5.54 6.33 6.769 6.83g 8.31im 5.65m Yy 6.98 6.95

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 70
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Logging of query details to avoid having to repeat yourself.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10)

(1-3)
(4-6)

(7-10)

Fieldwork: 8th December 2016 - 6th January 2017

Ofcom - Quality of Customer Service - Complaints

Table 71
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
141 27 116 84 143 27 35 76 3 | 131 7 3 | 122 15 10 3 14 - 24 3 - 2 24 28 60 4 10 3 88 27
13 10 EERL  14% 15% 13% 4 4 20% 4% 16% 6% 15% - g 4% - 22% A 15% 18% 18%  24%] 5% 4%] 24% 9%]
24 87 142 96 26 53 95 20 8 8 7 1 22 1 1 19 5 25 31 29 2 6 1
1% 13% RS 12%| 137 17% 5%] 13% 15% 7% 17%) 6 1% 42 S EEE 9% 12% 3% 1%)
28 127 105 115 23 26 84 8 13 - 21 7 - 15 13 31 30 64 2 | 101 23 3
13% IR 12%  14%) 2% 1% 15% 13% 13%  14% - 18% 9% - 13%  13% 19%  20%  20%  12% [ 4%
29 91 87 102 21 18 82 12 5 12 - 13 14 2 12 17 17 22 50 2 60 25 6
13 10%  12%) 1% BRd 14 19% 10% 13% - 1% 18% 8% 11%  17% 10% 14% 15% 12%|  15%  14% 8%
24 65 85 74 15 20 46 7 5 11 1 1 13 - 16 8 25 8 31 1 26 36 3
1%  10%  10% 9% 8% 9% 8% 11% 10%  12%  17%| 10%  17% - 14%  s% L 5%  10% 6% IR 4%
24 57 70 68 21 26 42 6 8 1 9 14 1 9 15 17 12 26 2 12 40
1% 9% 8% 8% 1% 11% 7% 10% 17% 8% 17% s R 4% 8%  15% 10% 8% 8% 12% kP 22%EG]
12 24 44 49 12 10 27 1 5 6 - 1 8 3 2 10 6 7 10 1 2 17
6% 4% 59 6% 4% 5% 2% 10% 6% - 17 E  12% 2% IRRY 4% 5% 3% 6% *
10 25 47 38 10 4 25 3 3 4 - 2 5 3 3 7 5 3 16 1 3
5% 4% 6% 5% 5% 2% 1% 5% 6% 4% - 2% 7% 12%| 3% 7% 3% 2% 5% 6%| 1%
6 20 54 16 13 7 21 1 2 3 - - 4 2 2 4 2 6 12 - 1
3% %R 2% 7% 3% 4% 2% 4% 3% - - L s 2% 4%] 1% 4% 4% - *
115 18 31 97 76 29 28 58 3 2 11 2 2 3 13 3 15 10 2 18 1 3
11% B 5% ‘ 15%  12% 10% 5% 4% 12%  33% 2% 4% 52% %R 6%B) 7S 6% 1%
19 13 17 3 - 15 1 3 3 6 1 9 4 - 8 5 3 3 10 1 12
27T 3% 2% - HEE 59 5% 6% 6% 17% 8% 5% - 7% 5% 2% 2% 3% 6% 3%
199 34 76 198 130 52 39 104 4 1 7 18 2 4 12 18 8 26 17 1 46 2 7
16%  12%| 23%abce 16%c B 17% 18%  21% 2% 11% 13% 19%  33% 12 EEE  72% 7% 10% 77 2% 294
224 60 146 199 191 48 56 115 5 74 14 19 25 2 21 35 4 27 33 27 67 4 40
22%  28% 22%  24%  23% 24%  25%  20%  26%| 13% 23%  37%  26%  33%| 18%EER 16%| 24%  33% 18%  21%  24%| 10%]
575 108 421 418 456 97 132 337 9 85 17 108 38 23 46 1 80 25 3 71 37 97 111 203 10 44 64
57 IRA  64%abdo iR 5% 49%) 58%9 59% VR 83%im  34mielA 28%) 61%  44%  48%  17%[ R 33% 12% R 37% sov R 627 59  18%)
EZ 636 6.07 5.90 6.28 8.15Im  5.49miiPX] 4.41 695 618 618  4.40 B 554 264 R 5.16 6.91 6.86  7.00 8.23FG 577G RN
e

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Logging of query details to avoid having to repeat yourself.

Base: All complained about fixed broadband internet service in past 6 months

Total

10 - Extremely satisfied (10)
9- 9)
8- (8)
7- @)
6- (6)
5- (5)
4- 4)
3- (3)
2- @)
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Fieldwork: 8th December 2016 - 6th January 2017

Table 72

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) (9) (h) [0} (1)} (k) [0} (m) (n) (0) (p) (q) (4] (s) () (u) v) (w) (x)
1017 215 660 843 823 149 88" 575 31* 434 218 191 466 370 221 138 450 14** 447 234 142 447 370
141 27 116 84 143 13 1 54 6 79 5 - 73 1" 42 32 67 2 137 3 130 13
14% 13% LT 10%] 17%ad] 9% 13% 9% 19% 3% 19% G 15% 14%)
176 24 87 142 96 16 8 116 2 20 22 15 57 2
17%bce] 1% 139 S 12% 11% B2~ 20%M 5%) 10% 11% 13% 14%
135 28 127 105 115 10 18 vl 30 25 22 64 4
13% 13% R 12% 14% 77T 12%] 8% 1% 16% 14% 29%
123 29 91 87 102 1 5 68 33 23 20 57 2
12% 13% I 10% 12% 7% 6% 12% 9% 10% 14% 13% 14%
83 24 65 85 74 10 7 64 4 36 34 22 13 38 1
8% 1% 10% 10% 9% 7% 8% 1% 13%| 9% 10% 9% 8% 7%
91 24 57 70 68 9 11 50 - 16 35 21 8 39 -
9% 1% 9% 8% 8%| B2~ 3% 9% - % 9%| 10% 6% 9% -
50 12 24 44 49 7 11 25 1 7 15 7 27 -
5% 6% 4% 59 B2 13%] 4% 3% 2% 7% 5% 6% -
40 10 25 47 38 13 4 29 1 6 8 9 20 1
4% 5% 4% 6% 5% 9% 5% 5% 3% 1% 4% 7% 4% 7%
44 6 20 54 16 18 3 32 1 5 2 1 13 -
4% 3% S 2% 3% 6% 3%] 1%] 1% 1% 3% -
115 18 31 9 54 4 5 25 10 40 1
11%¢ 8%] 5% 10% 9% 13%| 1%| 1% 7% 9% 7%
19 13 17 1 12 3 15 16 1 28 1
29/ T 3% 1% 29/ 3% z 194 5% 7%
199 34 76 16 115 6 16 20 73 2
16% 12%] 18% 20% 19%) 4% 16% 14% 16% 14%]
224 60 146 199 26 29 139 5 59 103 37 58 28 104 1
22% 28% 22% 24% 179 24% 16% 14 RS 19% 26% 20% 23% 7%
575 108 421 418 50 42 309 17 16 112 89 245 10
57%| 50 S 50%] 34%) 48%g 54%g 5% 79%m 27%n| 8% 51% I 54% 71
6.42d 6.36 7.02abdegXoyg 4.88 6.05g 6.349 6.57 8.00im 2.74 6.48 6.98 6.52 7.23

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Offering compensation or a goodwill payment.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10)
©
®)
™
6)
®)
)
®)

@

M

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 73
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
105 21 72 105 111 23 25 55 - 97 7 5 5 11 - 18 3 - 2 - 19 22 29 2 5 2 60 12
10% 10% 11% 12% 12% 11% 10% - 2% 8% 10% 12% - g 4% - - 12% 14% 9% 12% 3% 3% g 4%]
157 30 88 83 79 22 48 85 - 15 14 7 8 1 28 2 - 20 10 26 27 35 - 4 1 73 14
B ««EEEE  10%  10% 17 15% - 12 13% 8%  17%) B 3% - 18%  10% 167 1% - 2% 1%) E 5%
125 15 96 92 93 13 34 77 3 21 5 5 5 - 9 6 - 9 6 23 31 38 4 12 3 60 35
12%b 7R 11% 1% ez 15k 13%g) 2% 5% 8% 10% 5% - 8% 8% - 8% 6%] 147 EEE 2% 24%) 7% 4%  17%  12%)
89 29 63 58 60 19 19 50 4 20 10 8 11 - 17 12 - 17 12 21 25 17 - 15 - 34 29
9% IR 10% 7% 7% 10% 8% 9% 2% 5% 16% 15% 12% - 15%  16% - 15% 127 5% - - 9%  10%
70 20 53 52 48 16 16 38 - 30 34 6 26 7 3 10 - 8 1 1 12 8 16 12 22 3 21 29 3 24 29
7% 9% 8% 6% 6% 8% 7% 7% - s MEEREE 3% 7% 7% 11% 6%  11% - 7% 14% 4% 11% 8% 10% 8% 7% 18%| 5% 4%| 7% 10%
72 17 69 53 59 16 20 35 1 28 34 10 3 - 5 11 1 8 9 16 14 37 2 32 34 3 36 30
7% s R 6% 7% 8% 9% 6% 5% 5% EEEEE 5% 3% - 12 1% 7% 9%] 10% 9% 1% 12% s S 4% 10%  10%
52 14 19 35 42 14 12 25 1 15 28 9 2 8 4 - 3 9 2 3 11 7 1 1 - 8 9 2 7 12
5% BE 3% P 5 7% 5% 4% 5% R 5% s 4% - R 8% 3%] 1% 3% - 2% 5% 3% 2% 4%]
37 7 30 49 39 9 5 22 1 7 2 1 4 - 3 2 2 - 7 16 1 10 14 6
4% 3% 5% & 5% 5% 2% 1% 5%] 1% 3% 2% 4% - 3% 3% 8% - 5% 5%
48 7 28 39 45 6 13 28 1 8 2 1 2 2 2 3 2 - 4 21 1
5% 3% 4% 5% 5% 3% 6% 5% 5% 1% 3% 2% 2%  33% 2% 4% 8% - R 6% 1%
192 34 92 202 162 51 34 101 6 23 4 6 22 2 4 13 17 7 7 63 2 23
6 16%  14%] 24%aboe 20%c 15% 18%  32% 4%l 6% 2vEEE  33% R 6% 6% 57 RRE 2% 6%
70 21 50 75 1 55 3 49 3 2 15 1 17 4 - 17 2 37 2 26
7% 10% 8% 9% * 16%) 9%m 5% 2/ 17 s 5% - 1%  12%) 6% 11% 5%]
277 48 150 290 246 66 52 151 8 38 8 8 28 4 9 18 21 7 18 100 4 39 56 55
22%  23%| 34%abce 30%bo R 23%  26% 429 7% 13% 157  67% s  84%| 6% 17% 2% ERE 21%| 107 IEEGLS
194 51 141 140 149 46 48 98 2 73 96 25 17 17 17 - 16 31 4 23 28 39 27 70 5 61 72 8
197 R 17%  18% 23%  21% 17% 1% 13% R 13% 277 18% - 147 L 16%| 20%  28% 24% 18%  21%  29%| 15% RS 11%)
476 95 319 338 343 77 126 267 6 | 409 60 7 34 25 35 1 72 23 - 67 28 105 119 6
ERED 44 EEEE  40%  42%) 39%IEEREE.  32% Z 4% 5 48%  37%  17%) B 30% - 59-JPERA EEE 37%  35%
BT 532 5.56 5.22 [ 2.01 6.00 535  3.00 5.03 _ 1.84 ER 4.34 BEE 534 580

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 74
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
Offering compensation or a goodwill payment.

Base: All complained about fixed broadband internet service in past 6 months

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) ((¢)] (h) (i) () (k) (0] (m) (n) (0) (p) (q) (r) (s) (t) (u) v) (w) (x)
Total 1017 215 660 843 823 149 88* 575 31* 434 218 191 466 370 221 138 450 14+ 447 234 370
10 - Extremely satisfied ~ (10) 105 21 72 105 111 14 12 76 3 101 3 1 99 6 31 30 47 3 107 2 11
10% 10% 11% 12% L 9% 14% 13% 10% 1% 1% 2% 142G 10% 3%
9- (9) 157 30 88 83 79 16 9 57 1 2 1 6 25 19 34 9
15%del 14 IR 10% 10%| 11% 10% 10% 3%| 1% 1% 2% 1% 8% 2%
8- (8) 125 15 96 92 93 15 9 66 2 15 4 14 24 21 47 17
12%b 7% S 11% 11% 10% 10% 1% 6%] 7% 2% 4% 1% 15% 10% 5%]
7- 7) 89 29 63 58 60 8 10 37 3 5 39 19 1 16 30 30
R 13%ad T 7% 7% 5% 11% 6% 10% 3% 8% 5% B 12% 7% 8%
6- (6) 70 20 53 52 48 6 3 42 1 22 23 7 33 19 13 5 30 6 25
7% 9% 8% 6% 6%] 4% 3% 7% 3% 5% 4% 7% 5% 6% 4% 7% - 1%L 4%] 5% 7%
5- (5) 72 17 69 53 59 8 11 32 2 22 25 6 34 19 1 9 37 2 15 39 5 24 35
7% B 10%ade] 6% 7% 5% G 6% 6% 5% IS 3% 7% 5% 7% 8% 14%) 3% I 4%] 5%]
4- (4) 52 14 19 35 42 10 5 19 1 8 21 6 8 16 5 21 - 14 22 10
5% 7% 3% Rz 5% 7% 6% 3% 3%| Pz 10%n) 3% 2%| 4% 3%
3- 3) 37 7 30 49 39 10 6 31 2 14 25 10 13 6 11
4% 3% 5%] 6%2) 5%] 7% 7% 5% 6%] 3% IS 5% 3% 4%
2- () 48 7 28 39 45 9 2 27 1 11 12 16 1 5
5% 3% 4% 5% 5% 6% 2% 5% 3%| 3% 6% 874 2%] 4% 7%
1 - Extremely dissatisfied 192 34 92 202 162 42 12 142 6 22 53 127 30 16 102 1
(1) | 16% EEAnES 149 I 19% 5% L ) 6% 129 IERE 7% 6%
Not applicable 70 21 9 46 9 51 16 8 46 6 47 2 64 14 7
7% 10% 10% B2 29an 12 7% 4% 10% Bz 10 14|
NET: Dissatisfied (1-3) 277 48 20 200 9 47 90 153 54 27 157 2 48
22% 23 S 29%) 11 12% 27% 207 I 14% 11%
NET: Neutral (4-6) 194 51 141 140 149 24 19 93 4 52 69 19 75 40 19 88 2 49 83 17
19% I 17% 18%| 16% 22% 16% 13%| 127 10%) 16% 17% 18% 14% 20% 14%) 11% 12%)
NET: Satisfied (7-10) 476 95 319 338 343 53 40 236 9 284 43 1 291 45 91 86 158 8 49
47%de] 4% LS 40% 42% 36% 45% 41% 29%| 65%Im 20%m| 6% 0 12%) 117 35% 4
Mean score 5.78d 5.84d BEER 532 5.56 483 IS 536 5.00 7.53Im 4.10m .03 2.93 5.08

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 75
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
Willingness to help resolve your issue.
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (© (d) (e) @ (h) (0] 0] (k) 0] (m) (n) (0) () @ N (s) (1) (u) v) (W) (x) (A) (B) ©) (D) (E) (F) (@) (H) (0]
Total 1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62* 52* 95* 6| 114 76*  25%| 114 101 165 152 326 17| 403 184 73| 361 293
10 - Extremely satisfied ~ (10) | 147 33 129 100 159 31 39 73 4 | 138 7 2 | 131 14 10 4 19 - 28 5 - 5 29 31 65 4 | 120 7 2 | 11 16
14% 15 2 EEERL 16% 17% 13%  21% 3% 1% 21% 4% 16% 8%  20% - g 7% - BE 5% 18%  20%  20%  24%] 31%
9- ) | 187 33 112 167 125 28 45 109 5 18 10 8 14 1 27 6 - 23 10 29 28 52 3
18% 15%  17% I  15%) 14%  20% 19%  26% 5%) 16% 15%  15%  17% B 8% - R 10%) 18% 18%  16%  18%
8- @8 | 162 40 121 130 121 20 35 106 1 30 14 9 16 1 27 12 1 25 15 30 29 60 2
16% 19%  18% 15%  15%) 10% 15% T 5% 8% 23% 17% 17% 17%| 24% 16% 4% 22%  15%) 18% 19% 18% 12%
7- @ | 116 22 88 87 88 22 21 72 1 34 5 6 10 1 12 10 - 12 10 25 23 39 1
11% 10% 13%  10%  11%) 1% 9% 13% 5% 9%) 8% 2% 1%  17%| 11% 13% - 1% 10% 15% 15%  12% 6%|
6- 6| 83 24 59 76 64 20 20 43 - 28 6 5 12 1 8 15 1 10 14 13 13 31 2
8% 1% 9% 9% 8% 10% 9% 8% - 10% 10%  13%  17%) 7% R 4% 9% 14% 8% 9%  10%  12%
5- 5| 67 23 56 79 79 14 17 35 1 13 8 6 9 - 5 14 4 13 13 28 2
77 s+ 7% 7% 6% 5% 2% 13% 12% 9% - 1R 16% 8% 9% 9% 12%
4- 4| s3 12 22 45 44 9 16 26 2 6 4 5 3 - 1 8 3 9 5 8 -
5% 6% 3% 5% 5% 5% 7% 5%  11%) 1% 6% 10% 3% - 1% 2% 5% 3% 2% -
3- @) | 56 1 27 34 35 5 35 - 4 3 3 4 1 3 3 5 6 5 14 2
6% 5% 4% 4% 4%] 2 - 1%] 5% 6% 4% 17% 3% 4% 20%) 4% 3% 4% 12%
2- @ 4 3 10 10 5 23 3 1 1 1 1 - - 1 2 2 3 5 -
4% 1% 2% 5% 2% 4% 16% * 2% 2% 1% - - 1% 8% 1% 2% 2% -
1 - Extremely dissatisfied 100 10 31 23 46 1 6 4 6 - - 1 9 3 7 9 1 20 1
(1) &= 5% 5% 10% 8% 5%) 1% 8%p 6% - - 1% 36%| 3% 7% 17 6%
Not applicable 5 4 5 1 3 1 3 1 1 1 3 1 - 4 - - 1 4 -
I 1% * - * 1% 5% 1% 2% 1% 17% 3% 1% - 4% - - 1% 1% -
NET: Dissatisfied (1-3) | _197 24 68 157 56 33 104 4 1 8 11 1 3 5 16 4 20 17 9 39 3
1% 10%| 19%be 6% Z 15% 18%  21% 2% 15% 12% 17% 3% 7%  64%) 4%] 20%w] 10% L 18%)
NET: Neutral (4-6) | 203 59 137 200 187 43 53 104 3 47 16 24 1 14 37 8 18 41 35 31 67 4
207 RS 21%  24% 23% 22%  23% 18% 16%) 8%| 31%  25% 17%| 127 32%| 16% BRI  21% 20% @ 21%  24% 46%EG  22%]
NET: Satisfied (7-10) | 612 128 450 484 493 101 140 360 11 | 508 27 59 3 94 33 1 88 40 113 11 216 10
60%  60%IEREER 57%  60%) 51%] 62%g 63%gJCELA 8 52%  62%  50% R 43% 4% 40% 68%  73%  66%  59%)
Mean score 6.58 § 648  6.74 6.29  7.05 _ 6.60 R 632 296 5.76 713 755 745 7.0

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
Willingness to help resolve your issue.

Base: All complained about fixed broadband internet service in past 6 months

Total

10 - Extremely satisfied (10)
9- 9)
8- (8)
7- @)
6- (6)
5- (5)
4- 4)
3- (3)
2- @)
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Fieldwork: 8th December 2016 - 6th January 2017

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) (9) (h) [0} (1)} (k) [0} (m) (n) (0) (p) (q) (4] (s) () (u) v) (w) (x)
1017 215 660 843 823 149 88" 575 31* 434 218 191 466 370 221 138 450 14 447 234 142 447 370
147 33 129 100 9 22 14 57 7 10 1 84 16 48 35 74 2 151 3 5 145 14
14% 15% IS 129%] 19%ad| 15% 16% 10%] 5% 4 4% 22% S 16% 14%) 4%] 4%]
187 33 112 167 125 21 9 132 5 12 33 20 69 3 2 20
18% 15% 17% 15% 14% 102 16% 3% 15% 14% 15% 21% 1%] 5%]
162 40 121 130 121 18 18 88 6 39 25 28 67 1 4 35
16% 19% 18% 15% 15% 12% 20% 15% 19% 11%) 1% L 15% 7% 3% 9%]
116 22 88 87 88 10 10 66 1 41 36 19 17 51 1 - 42
11% 10% 13% 10% 11% 7% 11% 1% 3%] 10%] 9% 12% 11% 7% -
83 24 59 76 64 7 12 54 3 23 40 13 11 39 1 16 9
8% 1% 9% 9% 8% 5% T 9% 10% 11%) 6% 8% 9% 7%)
67 23 56 79 79 14 8 57 - 12 15 10 52 2 13
7% G 8% 9%a 10%a 9% 9% 10% - 3%] 7% 7% 12% 14%) 3%]
53 12 22 45 44 5 3 33 4 6 17 4 21 2 4
5% 6% 3% 5% 5%| 3% 3% 6% 1%) 8% 3% 5% 14%) 1%)
56 11 27 34 35 10 2 21 1 4 12 4 19 - 2
6% 5% 4% 4% 4%] 7% 2% 4% 3%] 1%] 5% 3% 4% - *
41 3 10 41 27 13 4 23 1 3 1 17 - 2
4% 1% 5% 4% 3%] 1%] 1% 4% - *
100 10 8 43 3 - 8 37 - 1
10%be] 5% 9% 7% 10% - 6% 8% - * 1%]
5 4 - 1 - - - 4 2 3
* : : - - : %A %
197 24 14 87 5 7 13 73 - 5
1% 16% 15% 16% 2% 9% L - 1%]
203 59 137 200 187 26 23 144 7 41 25 112 5 33
2 27%d] 21% 24% 23%| 17% 26% 25% 23%| 9%] 20% 18% 25% 36%)
612 128 450 484 493 71 51 343 19 6 75 125 100 261 7
60% 6o RS 57% 60% 48% 587 L 61% 89%Im 34%m| 12%) 57% 58% 4
6.58 6.91d 7.23ade 6.48 6.74 5.67 6.60g 6.65g 6.84 8.35Im 5.69m)| 3.11 6.48 6.64

Table 76
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SUMMARY : Satisfied

Total

Ease of finding provider
contact details

The time taken to handle your
issue

Getting the issue resolved to
your satisfaction

Courtesy and politeness of
advisors

Advisor doing what they said
they would do

Logging of query details to
avoid having to repeat
yourself

Offering compensation or a
goodwill payment
Willingness to help resolve

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 77
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about fixed broadband internet service in past 6 months
_ BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati

BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No

(a) (b) (© () (e) ()} (h) 0] 0] (k) (0] (m) (n) (0 () @ N (s) (t) (u) v) (w) x) (A (B) ©) (D) (E) (F) (@) (H) [0}

1017 215 660 843 823 200 227 571 19~ 569 252 196 | 622 388 62" 52* 95* 6| 114 76* 257 114 101 165 152 326 17| 403 184 73| 361 293

588 119 430 506 550 102 133 346 7 | 450 90 48 152 32 23 60 4 83 31 45 102 110 206 12 75 21 | 264 163
58% 55% I 60%) G 51% 59 B 37%) % 39%] 52% 2417 EEE  67% 41% 45%) 62% B  63% 71%] 29% 56%)

550 108 368 391 435 90 129 323 8 78 33 26 47 2 20 32 90 100 169 9 108
EE /MR K 45% 57% STV 20%) 53%  50%  49%  33% 26% 32%) 55% RS 52%  53%) 37%)

114 392 428 444 96 140 9 11 77 38 26 48 2 22 31 95 109 180 8 6 102
EBE 53 EED 51% 549 48%| 62%g B  58% 20% 61% 50% 51% 33% 29% 31% 587 s  55% 47%] 86%FG 35%)

638 125 475 546 556 124 145 357 12 176 39 22 61 3 32 45 11 12 240 12 175
63% 58 RS  65%) 62% 64% 63% PLTA  63%oPPTH  64%qCTIA 2% 45%) 67% 74% 74% 71%] 60%)

580 127 451 471 105 135 328 12 112 41 26 58 2 32 45 106 107 227 11 152
59%- IS 56%) 53%  59%  57% 29%] 66%  50%  61%  33% 42% 45%) 64%  70%  70%  65%) 52%)

108 421 418 97 132 337 9 108 38 23 46 1 25 37 97 111 203 10 140
50%IIEEEEE 50%) PLIA  58%g  59% 28% 61% 44% 48% 17% 33% 37%) 59%BEEE 62% 59%] 85%FG 48%|

95 319 338 343 77 126 267 63 34 25 35 1 23 28 89 105 119 6 90
44 SR 10%  42% REPA 6%l 47%) 16% 48%  37% 17% 30% 28% CECEE 37%  35%) 31%)

128 450 484 101 140 96 39 27 59 3 33 40 113 11 216 10 1 140
602 I 57% 51%) 62%g 25%] 63% __ 52% __ 62% __ 50% 43% 40% 68% _ 73% _ 66% _ 59%| 48%)

your issue

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/t/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 78
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
SUMMARY : Satisfied

Base: All complained about fixed broadband internet service in past 6 months

_ TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (©) (d) (e) [(¢)] (h) (i) @ (k) [0} (m) (0) (p) [(¢)] (n (s) () (u) v) (w) (x)
Total 1017 215 660 843 823 149 88* 575 31* 434 218 191 370 221 138 450 14** 447 234 142 447 370
Ease of finding provider 588 119 430 506 550 77 48 358 23 372 82 52 164 136 102 302 10 399 104 47 190
contact details 58% 55% I  60% BRI 52% 27% 44%| 627 L 67% 71%] 4 51%]
The time taken to handle your 550 108 368 391 435 52 3 69 117 89 221 8 99
issue 54% 507 46%| 53% 35% 2% 19%| 53% 49% 57%) 27%)
Getting the issue resolved to 586 114 392 428 444 57 3 63 114 93 230 7 73
your satisfaction 58%d ez 59%dd] 51% 54%) 38% 2% 17%) 529 IR 51% 50%] 20%)
Courtesy and politeness of 638 125 475 546 77 57 190 140 102 305 9 181
advisors 63% s8R 65 52% 30% 51%] 63% L 68% 64%] 49%)
Advisor doing what they said 580 127 451 471 61 24 123 129 91 270 10 131
they would do 57% 59% RS 56% 41% 13% 33%] 58% 66% 60% 71%] 35%)
Logging of query details to 575 108 421 418 50 16 94 112 89 245 10 114
avoid having to repeat 507 S 50% 34%| 8% 25% 51% I 54% 71%] 31%
yourself
Offering compensation or a 95 319 338 53 11 45 91 86 158 8 67
goodwill payment 24 LR 40% 36% 6% 12% 419 35% 57% 18%)
Willingness to help resolve 128 450 484 vl 23 103 125 261
your issue 57% 48% 12%) 28%] 57%| 58%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Table 79
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome | and Custome | and Custome | and
EE/ TalkTal| Virgin r Install |Service | Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
BT |Orange| Sky k Media | service ation | issues | ng else ed |Neutral| sfied Yes No service ation | issues | ng else ed |Neutral| sfied Yes No service ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (©) (d) (e) [(¢)] (h) (i) 0] (k) () (m) (n) (0) (p) [(¢)] (n (s) (t) (u) (v) (w) (x) (A) (B) ©) (D) (E) (F) (©)] (H) (1)
Total 1017 215 660 843 823 200 227 571 19~| 569 252 196 | 622 388 62" 52¢  95* 6| 114 76t 257 114 101 165 152 326 17| 403 184 73| 361 2903
Completely resolved 622 114 361 466 447 107 158 348 9 485 109 28 622 - 35 25 52 2 82 28 4 - 88 99 164 10 280 71 10 361 -
53%  55%  55% s s R 61% 479 - 56%  48%  55% 3R 37%  16% s3I 50% 59 GRS 147
Partly resolved 254 76 225 213 236 63 54 132 5 75 254 23 25 27 1 27 38 1 64 47 109 5 112 88 25 -
25% IR 25%  29%) 24%  23%  26% 13% 65% 37 28% 179% 247 44%| 39%  31% 33%  29% 28% RS 34% -
Not resolved at all 134 25 68 157 34 14 87 3 5 134 4 2 16 3 5 10 10 12 5 49 2 7 23 38
13%  12%  10% I B o/EEL  15%) 1%] 35% 6% w2 R 50% 4% EEEER 0% 7% SRS 2% 2 RS -
Don't know 7 - 6 7 6 - 1 4 2 4 - - - - - - - - 1 1 4 - 4 2 - -
1% - 1% 1% 1% - * 1% 11%] 1% - - - - - - - - 1% 1% 1% - 1% 1% - -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Base: All complained about fixed broadband internet service in past 6 months

Total
Completely resolved

Partly resolved
Not resolved at all

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satistaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin Customer | Installati Service |Something Dissatisfi Customer | Installati Service |Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (] (d (e) © (h) [0] () (9] (U] (m) (n) (©) (2] @ [0} (s) () (u) V) w) x)
1017 215 660 843 823 149 88* 575 31* 434 218 191 466 370 221 138 450 14* 447 234 142 447 370
622 114 361 466 447 69 53 330 14 359 86 21 466 - 118 94 228 7
53% 55% 55% 54%) 46%] 60%g 57%| 539 IS 51% 50%]
254 76 225 213 236 42 24 140 36 147 3
25 TS 25% 29% 28% 27% 24% 207 EEEE  21%
134 25 68 157 134 37 9 102 7 75 2
13% 12% 10%] 19%abe 16%C 25%] 10% 18%] 5% I 149%]
7 - 6 7 6 1 2 3 1 - 2
1% - 1% 1% 4 1% 2% 1% 1% - 14%)|

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

Table 80
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Total
Once

Twice

Three times

Four times

Five times or more

Don't know

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 81
Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome | and Custome | and Custome | and
EE/ TalkTal| Virgin r Install |Service| Somethi | Satisfi Dissati r Install |Service | Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
BT |Orange| Sky k Media | service ation | issues | ng else ed |Neutral| sfied service ation | issues | ng else ed |Neutral| sfied Yes No service ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (c) () (e) 9 (h) (i) ()] (k) (0] (m) () @ (N (s) (1) (u) v) (W) (x) (A (B) (©) (D) (E) (F) (G) (H) ()
1017 215 660 843 823 200 227 571 19~ 569 252 196 62+ 52* 95* 6| 114 76* 25| 114 101 165 152 326 17| 403 184 73| 361 293
458 52 220 343 310 79 111 260 8 | 367 77 14 18 12 19 3 39 12 1 36 16 63 51 99 7 | 181 33 6 | 171 47
24%| 33%b  A1%bc  38%b 40% 49%  46% PRRd  64%im  31%miCA 67% 29% 23%  20% 504 16% 4%] B 16%) 38% 34%  30% 41% B 8% s  16%)
196 82 194 173 213 44 37 1N 4| 11 23 21 38 - 46 35 1 54 28 58 46 88 2 | 119 63 12 | 102 91
19% IR,  21% B 22% 16%  19%  21%| 20% 37%  40%  40% - 40%  46% 4%| e 25%) 35% 30%  27% 12% RS 6% 28%  31%
168 39 105 132 140 36 31 97 4 60 11 9 18 1 17 14 8 13 26 19 32 5 3 55 40 10 48 57
17% 18%  16%  16%  17%) 18% 14%  17% 21%| 1% 18% 17%  19% 17%  15%  18%  32%| 1%L 12 B 6% 18% 1S 114 13
64 12 51 68 61 10 14 40 - 13 2 3 5 2 4 6 2 4 8 10 12 27 2
6% 6% 8% 8% 7% 5% 6% 7% - 2% 3% 6% 5%  33%) 4% 8% 8% 4% 8% 6% 8% 8% 12%
123 25 81 105 83 29 34 58 2 13 5 6 14 - 4 8 13 4 21 12 10 57 2
12%  12%  12% 12%  10%) 15% 15%  10% 11% 2% 8% 12%  15% - 4% 11%  52%) 4%| 21% 7% 7L  12%)
8 5 9 22 16 2 - 5 1 5 3 1 1 - 4 1 - 3 2 3 1 4 1
B2 2% 3% 293 1% - 1% 5%| 1% 5% 2% 1% - 4% 1% - 3% 2% 2% 1% 1% 6%|
2.21 229 225 2.32 222 216 211 | 157 2.20 241 254 2.33 | 1.98 Sl 400 | 197 2.90w PNV 2.23 B 238

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?

Base: All complained about fixed broadband internet service in past 6 months

Total
Once

Twice

Three times

Four times

Five times or more

Don't know

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x

* small base; ** very small base (under 30) ineligible for sig testing

ALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin Customer | Installati Service |Something Dissatisfi Customer | Installati Service |Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) (] (d (©] © (h) (i) () (9] () (m) (n) (©) (2] @ (0 (s) 0] (u) V) w) X)
1017 215 660 843 823 149 31* 434 218 191 466 370 221 138 450 14* 447 234 142 447 370
458 52 220 343 310 47 1 268 62 13 301 40 93 36 172 9 226 63 21 236 4l
249% a2% 5 [T, 7 ; R o T o 19%
196 82 194 173 29 13 82 55 36 75 59 45 107 2 120 66 27 119 94
19% T 21%| 19% 42%g] 19% 25% 19%) 16%] 277G 24% 14%) 27%) 28% 19% 27% 25%|
168 39 105 132 32 2 49 39 44 41 35 29 75 1
17% 18% 16% 16% 17% 6% 1 % 9% 16% 21% 17% 7%
64 12 51 68 61 2 16 14 11 36 -
6% 6% 8% 8% 7 10% 6% 3%| 6% 8% 8% -
123 25 81 105 83 18 2 30 18 13 51 1
12% 12% 12% 12% 10%) 12% RS 12% 6% 6%] 8% 9% 11% 7%)
8 5 9 8 - 13 1 3 2 4 9 1
19 1% - 2% 3% 1% 1% 3% 2% 7%
2.18 2.03 1.70 2.1 2.29 1.62

Table 82
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Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 83
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
Base: All complained about fixed broadband internet service in past 6 months
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and | Repairs and | Repairs and | Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install [ Service | Somethi | Satisfi Dissati r Install [ Service | Somethi | Satisfi Dissati r Install [ Service | Somethi | Satisfi Dissati
BT |Orange| Sky k Media | service | ation | issues | ng else ed | Neutral | sfied | Yes No service | ation | issues | ng else ed | Neutral | sfied | Yes No service | ation | issues | ng else ed | Neutral | sfied Yes No
(a) (b) (c) () (e) ()} (h) (i) ()] (k) 0] (m) (n) (0) () @ (n (s) (t) (u) v) (w) (x) (A (B) ©) (D) (E) (F) (G) (H) ()
1017 215 660 843 823 200 227 571 19| 569 252 196 | 622 388 62+ 52* 95* 6| 114 76* 257 114 101 165 152 326 17| 403 184 73| 361 293
341 45 145 328 252 71 81 184 5 | 279 53 9 | 297 41 15 12 16 2 32 10 3 28 17 43 18 77 7 | 111 25 9 | 104 40
21% 229 EESBREE  36%  36%  32% PERA d0%im  21%miCPA 4e%olRREA 24%  23%  17% BB 13% 129 25% 17z 127 14%  12% R 14%)
137 20 121 105 122 18 19 96 4 74 39 24 85 51 1 10 9 - 13 5 2 15 5 33 31 54 35 7 75 46
13% B2 1ovabdPRA  15% 9% s REE  21%| 13%  15%  12%| 14%  13%) 2T 9% - 1% 7% sxjEE 5% 20%  20%  17% 19%  10%| 21%  16%)
94 8 4 50 13 24 57 - - 77 17 13 6 8 1 17 10 1 15 13 20 28 25 15 5 43 30
9%d 13%d  11%ETA 7% 11%  10% - 12%m 10%m| g 12% 8% 17%  15%  13% 4% 13% 13% 127 E 8% 6% 13% 8% 7% 12%  10%)
129 46 121 86 26 31 68 4 57 13 20 1 24 20 2 32 14 30 33 56 2 75 38 8 64 57
13%) 21%ade 18%adel IR 13%  14%  12% 21%|  10%] 25%  21% 17% 21%  26% S4B 14%) 18%  22%  17% 2% 19%  21%  11%| 18%  19%
77 26 63 73 73 17 13 46 1 36 4 13 - 17 5 4 1" 15 12 21 29 1 35 22 6 31 32
s L 10% 9% 9% 9% 6% 8% 5% 6% 8%  14% - 15% 7% 16%| 10%  15%) 7% 14% 9% 6% 9%  12% 8% 9% 11%
62 12 41 60 34 11 22 29 - 17 1 6 - 3 6 3 3 9 8 9 24 - 22 14 5 20 21
6% 6% cIEEE 1% 7 10%] 5% - 3%| 2% 6% - 3% 8%  12%) 3% 5% 6% 7% - 5% 8% 7%) 6% 7%)
48 10 30 28 23 9 18 21 - 17 1 8 - 3 5 2 4 6 9 4 15 2
5% 5% 3% 3% 5% R 4% - 3% 2% 8% - 3% 7% 8% 4% 6% 5% 3% 5% 12%)
97 17 42 68 73 27 18 48 4 1 4 9 2 3 7 7 4 13 4 7 30 1
g 8% 6% 8% 9% 8% 8% 21%| 2% 8% 9% 33% R 28% 49 5%] 9%A) 6%]
32 1" 23 45 38 1 22 1 8 1 6 - 2 8 1 2 1 16 -
3% 5% A RE 4 * 5% 1% 2% 6% - 27 4% 24 1% -
341 45 145 328 81 184 5 | 279 15 12 16 2 32 10 3 28 18 77 7
EZE 21% 229 36%  36%  32% 26% | 24%  23%  17% BHEEE 13% 12%| 25% 129 B 41%
231 48 195 155 31 43 153 4 | 144 14 16 17 1 30 15 3 30 59 79 4
237 PPR  30%abdRERA 16%  19%EEE 21 23%  31%  18% 17% 26%  20% 12%| 26% 27 ERE  24% 24%]
129 6 121 86 26 31 68 4 57 12 13 20 1 24 20 2 32 30 33 56 2
13% 21%ade 18%adeT00A 13%  14%  12% 21%|  10%] 19%  25%  21% 17% 21%  26% 8% 18%  22%  17% 12%
284 65 176 229 203 64 71 144 5 81 17 10 36 2 26 23 16 22 33 41 98 4
28%  30% 27%  27%  25% 31%  25% 26%|  14%] 27%  19% L 33%| 23%  30% 64%| 19%4 20% 277 24%
582 593 511 522 516 621 5.16 7.92 | 2.46 EZEEED 2.79 419 447 B 11.01 | 3.45 [E 13.59 | 3.81 378 4.39 BEE 5.26

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - HI/I
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 84
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?

Base: All complained about fixed broadband internet service in past 6 months

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satistaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(a) (b) © (d (e) © (h) [0] 1) (9] [0] (m) (n) (0) (o) @ [0} ©) 0] (u) V) w) x)
Total 1017 215 660 843 823 149 88* 575 31* 434 218 191 466 370 221 138 450 14* 447 234 142 447 370
Less than 1 hour 341 45 145 328 252 45 18 251 249 23 260 67 94 25 126 7 182 50 20 185 64
21% 22%) 30% 20%| gt e ST 25ri R 557 G2 SRR 257 50% 21% 145 [ 17%
Several hours 137 20 121 105 19 15 68 3 44 37 24 53 52 18 13 89 2 61 48 13 7 51
13% R4 18%abdPRA 13% 17% 12% 10% 10% R 13%) 1% 14% 8% [l 0% 14%) 14% 9%] 16% 14%)
1day 94 28 74 50 8 7 30 5 35 1" 4 37 12 24 20 48 2 60 24 10 60 34
9%d 13%d 1% 6% 5% 8% 5% 16%gi 8% 5% 2% | L 3% 11% 14% 11% 14% 10% 7% 13% 9%|
2-4 days 129 46 121 86 15 9 61 1 39 25 22 44 42 26 32 55 1 1 66 48
13% s 0% 10% 10% 1% 3% 9% 1% 12%] 9% 11%] 12% I 12% 7% 8% 15% 13%]
5-7 days 77 26 63 21 13 35 4 28 13 18 41 1 36 20 17 37 36
B 124 10% 6% 13% 6% G 13% 9% 7%) 8% 9% 12% 8% 10%)
8-14 days 62 12 41 11 5 34 - 17 7 11 16
6% 6% 69 I 79 I 6% - 4% 4%
15-30 days 48 10 30 20 1 3 6
6 5% 5% 3% 3% 1% 1%
Over 30 days 97 17 42 42 1 1 44
B 8% 6% 7% 3%| 3%| 10%
Not sure 32 11 23 34 2 8 2 25
3% 5% 3% 6% 6% 2%j 1% 6%
NET: Less than 1 hour 341 45 145 251 14 49 25 126
34%bd] 21% 22%| 44%gh 45%h 57%Im 18% L
NET: Several hours but within 231 48 195 155 22 98 8 79 33 137
a day 23% 2% S 184 25% 17% 26%| 18% 247
NET: 2-4 days 129 46 121 86 61 1 39 32 55
13- TGRS 10% 11% 3% 9% 12%
NET: 5 days or more 284 65 176 229 131 6 59 46 107
28% 30% 27% 27% 23% 19% 14% 24%
Mean score 5.82 593 511 522 474 297 218 514 593 5.05

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Q13 How long did it take to resolve the issue with [Provider]?

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 85
Base: All complained about fixed broadband internet service in past 6 months whose issue was completely resolved
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and Repairs and Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati

BT |Orange| Sky k Media | service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (c) () (e) ()} (h) (i) ()] (k) (1) (m) (n) (0) () ()] (n (s) (t) (u) v) (w) x) (A (B) (©) (D) (E) (F) (G) (H) ()

622 114 361 466 447 107 158 348 9| 485 109 28| 622 - 35* 25 52" o~ g2t 28" 4| 114 * 88* 99" 164 10| 280 71 10| 361 *
297 28 104 260 185 60 77 156 4 | 262 34 1| 297 - 7 6 14 1 28 - - 28 - 31 15 54 4 90 12 2 | 104 -
25%  29%| 49%  45% 442 R 31% 4%|  48% - 20%  24%  27%  50%| 34% - - 25% - 15T xRS 17%  20%| 29% -
85 15 75 53 9 16 59 1 62 20 3 85 - 1 9 5 - 1 3 1 15 - 20 21 33 1 61 14 - 75 -
14% 13% B 11%] 8% 107 REE 11%| 13% 18% 11%| 14% - 3%  36% 10% - 13% 11%  25% 13% - 23%  21%  20%  10%| 22% @ 20% - 21% -
77 15 43 37 6 20 51 - 62 15 - 77 - 10 1 3 1 12 2 1 15 - 12 16 15 - 37 5 1 43 -
13%  12% 8%| 6% 13% L - 13%  14% - 12% B 29%] 4% 6%  50% 15% 7% 25%| 13% - 14% 16% 9% - 13% 7% 10%| 12% -
57 32 64 44 13 17 24 3 35 17 5 57 - 9 5 18 - 17 15 - 32 - 11 21 30 2 47 17 - 64 -
R 28%acde 18%adieLA 12% 1% 7% 33% 77 E 18% 9% - 26%  20%  35% - 21%  54% - 28% - 13%  21%  18%  20%| 17%  24% - 18% -
44 1 31 24 37 5 8 30 1 28 9 7 44 - 4 1 6 - 10 1 - 1 - 6 13 1" 1 23 7 1 31 -
7% 1w07EE 5% 8% 5% 5% 9% 1% 6% 8%  25% 7% - 1% 4% 12% - 12% 4% - 10% - 7% 13% 7% 10%| 8% 10% 10%| 9% -
21 3 20 20 10 4 7 10 - 13 5 3 21 - 2 1 - - 1 2 - 3 - 3 6 11 - 13 6 1 20 -
3% R 1% 2% 4% 4% 3% - 3% 5% 1% 3% - 6% 4% - - 1% 7% - 3% - 3% 6% 7% - 5% 8% 10%| 6% -
15 4 13 8 7 3 5 7 - 10 2 3 15 - - - 4 - 1 3 - 4 - 4 4 3 2 5 6 2 13 -
2% 4% 4% 2% 2% 3% 3% 2% - 2% 2% 1% 2% - - - 8% - 1% 11% - 4% - 5% 4% 2% 20% 2 20%| 4% -
20 4 9 17 8 6 6 - 8 6 6 20 - - 2 2 - 1 1 2 4 - - 3 6 - 3 3 3 9 -
3% 4% 2% 4% 2% 6% 5%] 2% - 2R 21%) 3% - - 8% 4% - 1% 4% 50%) 4% - - 3% 4% - 1% 4% 30%| 2% -
6 2 2 3 3 1 - 5 - 5 1 - 6 - 2 - - - 1 1 - 2 - 1 - 1 - 1 1 - 2 -
1% 2% 1% 1% 1%) 1% - 1% - 1% 1% - 1% - 6% - - - 1% 4% - 2% - 1% - 1% - * 1% - 1% -
297 28 104 260 185 60 77 156 4 | 262 34 1| 297 - 7 6 14 1 28 - - 28 - 31 15 54 4 90 12 2 | 104 -
R 25% 299 56%abce 41%bc 49%  45% 447 ER 31% 4%|  48% - 20%  24%  27%  50%| 34% - - 25% - 15T RS 17%  20%| 29% -
162 30 118 90 15 36 110 1| 124 35 3 | 162 - 11 10 8 1 23 5 2 30 - 32 37 48 1 98 19 1| 118 -
26%PIPA  33%adiTELA 14%  23% R 11%| 26% 32% 11%| 26% - 31%  40% 15%  50%| 28% 18%  50%| 26% - 36%  37%  29%  10%| 35% 27% 10%| 33% -
57 32 64 44 13 17 24 3 35 17 5 57 - 9 5 18 - 17 15 - 32 - 1" 21 30 2 47 17 - 64 -
[}~ 28%acde 18%adfTA 12% 1% 7%  33% 7R 18%) 9% - 26%  20%  35% - 21%  54% - 28% - 13%  21% 18%  20%| 17% 24% - 18% -
100 22 73 9 18 28 53 1 59 22 19 | 100 - 6 4 12 - 13 7 2 22 - 13 26 31 3 44 22 7 73 -
16% 197 S 15%  14% 17% 18% 15% 1% 127 68%| 16% - 17% 16%  23% - 16%  25%  50%| 19% - 15%  26% 19%  30%| 16% RS 70%| 20% -
2.79 R 271 2.27 3.54 Bl 223 169 | 2.01 el 12.28 | 2.79 - 252 384 473 051 | 234 644 1577 | 3.81 - 238 412 337 572 | 2.41 B2 15.61 | 3.40 -

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - HI/I
* small base; ** very small base (under 30) ineligible for sig testing
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Q13 How long did it take to resolve the issue with [Provider]?

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Base: All complained about fixed broadband internet service in past 6 months whose issue was completely resolved

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satistaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(@) (b © (d) (e) @ (h) (0] ()] (k) (0] (m) (n) (0) () @ (0] (s) () (u) V) w) x)
622 114 361 466 447 69" 53* 330 14+ 359 86" 21 466 118 94* 228 7 353 81* 13+ 447 -
297 28 104 260 185 34 13 205 8 225 33 2 260 63 22 96 4 161 22 2 185
25% 299 z 259 I 579 38% 10%] 56% 239 I 579 I 27% 15% 41%
85 15 75 9 37 1 36 15 2 53 8 9 52 2 48 22 1 71
14% 13% RS 17% 1% 7% 10% 17% 10%) 1% 7% 107 S 29%) 142 R 8% 16%
77 15 43 37 8 7 19 3 30 7 - 37 17 13 29 1 49 9 2 60
|12 13% 12% 8% 12% G 6% 21%] 8% 8% - 8% 14% 14% 13% 14%) 14% 11% 15%| 13%
57 32 64 44 5 7 31 1 31 1 2 44 17 23 26 - 51 14 1 66
el 28%cde  18%ad 9%| 7% 13% 9% 7% 9% 13% 10%) 9% 149 11% - 14% 17% 8%| 15%
1 31 24 37 6 4 13 1 15 6 3 24 7 13 17 - 28 7 2 37
10%) 9% 5% 8%| 9% 8% 1% 7% 4% 7% 14%) 5% 6% 14% 7% - 8% 9% 15%) 8%
3 20 20 10 3 6 1 - 11 4 5 20 1 6 3 - 7 1 2 10
3 4% 2% 4% 3% - 3% 5% 24%) 4% 1%] 6%p 1% - 2% 1% 15% 2%
4 13 8 7 4 - 4 - 3 4 1 8 2 4 1 - 3 3 1 7
4% 4% 2% 2% |G - 1% - 1%] 5% 5% 2% 27 . - 1%L 8% 2%
4 9 17 8 3 6 8 - 6 5 17 1 4 3 - 4 2 2 8
4% 2% 4% 2% iz 1) 2% - 2% 79K 24%] 4% 1% 4% 1% - 1% 2% 15%| 2%
2 2 3 3 - 1 2 - 2 - 1 3 2 - 1 - 2 1 - 3
2% 1% 1% 1%) - 2% 1% - 1% - 5%] 1% 2% - . - 1% 1% - 1%
28 104 260 185 34 13 205 8 225 33 2 260 63 22 96 4 161 22 2 185
25% 29%) ESiZ ool 637 38% 10% 56% 23 R s7 I 27% 15% 41%
30 118 90 14 16 56 4 66 22 2 90 25 22 81 3 97 31 3 131
26% IR 19%) 20% R 17% 29%] 18% 26% 10%) 19% 21% 23% T 43%] 27% 38% 23%] 29%
32 64 44 5 31 1 31 1 2 44 17 23 26 - 51 14 1 66 -
[l 28%acde  18%ad 9%] 9% 7% 9% 13% 10%] 9% 142 S 11% - 14% 17% 8% 15% -
100 22 73 69 36 1 35 20 14 69 1" 27 24 - 42 13 7 62 -
16% 19% IR 15% 14%| 1% 7% 107 IR 67%) 15% L2 290%] 11% - 12% 16% 54%) 14% -
2.79 2.01 0.88 1.67 RN 1284 2.71 1.72 4.70p 1.61 0.19 1.85 2.95 9.51 2.27 -

Table 86
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Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 87
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about fixed broadband internet service in past 6 months whose issue was not completely resolved
BT EE/Orange SKY
Supplier Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Billing Billing Billing
and |Repairs and |Repairs and Repairs
Custome| and Custome| and Custome| and
EE/ TalkTal | Virgin r Install [ Service | Somethi | Satisfi Dissati r Install [ Service | Somethi | Satisfi Dissati r Install [ Service | Somethi | Satisfi Dissati

BT |Orange| Sky k Media | service | ation | issues | ng else ed | Neutral | sfied | Yes No service | ation | issues | ng else ed | Neutral| sfied | Yes No service | ation | issues | ng else ed | Neutral | sfied Yes No

(a (b) (c) (d) (e) ()} (h) (i) ()] (k) (0] (m | (n (0) () ()] (n (s) (t) (u) v) (w) (x) (A (B) ©) (D) (E) (F) (G) (H) ()

388 101 293 370 370 93* 68 219 8| 80* 141 167 -+ 388 27 27 43 4| 32 48 21 101 76* 52" 158 7| 119 111 63" -+ 293

41 17 40 67 64 11 4 26 - 15 18 8 - 41 8 6 2 1 4 10 3 - 17 12 3 22 3 20 13 7 - 40
1%  17%  14% 12% 6%  12% - 19%m  13%miCTA 11%) 30%  22% 5% 25% 13%  21%  14%| - 17%) 16% 6%  14% 3% 17%  12% 1% - 14%)

51 5 46 9 3 36 3 1 19 21 - 51 - 1 4 - 2 2 1 - 5 13 10 21 2 18 21 7 - 46
5% 10% 4R 38%| 14%  13%  13% - 13% - 4% 9% - 6% 4% 5% - 5% 17%  19%  13% 29%| 15%  19%  11%] - 16%)

17 13 30 7 4 6 - - - 17 3 5 5 - 5 8 - - 13 8 11 10 1 16 10 4 - 30
PRA  13%ad  10%adiETA 8% 6% 3% - 10%m 6%mi - 4%] 1%  19%  12% - 16%  17% - - 13% AR  21%CHEA 14%|  13% 9% 6% - 10%]

72 14 57 42 48 13 14 44 1 22 23 27 - 72 3 8 2 1 7 5 2 - 14 19 12 26 - 28 21 - 57
147 RS 11%  13% 14%  21%  20% 13% s 16% 16%| - 19%| 1%  30% 5% 25%|  22%  10% 10%| - 14% 25%  23%  16% - 24%  19%  13%] - 19%)

33 15 32 48 36 12 5 16 - 8 15 10 - 33 5 3 7 - 7 4 4 - 15 6 8 18 - 12 15 5 - 32
9%  15% 117 10%) 13% 7% 7% - 10%  11% 6% - 9%] 19%  11%  16% - 22% 8%  19%) - 15% 8%  15% 1% - 10%  14% 8% - 11%)

39 9 21 39 24 7 14 18 - 4 19 16 - 39 3 - 6 - 2 4 3 - 9 5 3 13 - 9 8 4 - 21
10% 9% 77 6% B2 210 - s 0% - 10% 11% - 14% - 6% 8% 14% - 9% 7% 6% 8% - 8% 7% 6% - 7%]

33 6 17 20 16 6 13 14 - 7 10 16 - 33 1 1 4 - 2 2 2 - 6 5 - 12 - 6 7 4 - 17
BB 6% 6% 5% 4% o 6% - 9% 7% 10%| - 9% 4% 4% 9% - 6% 4% 10% - 6% 7% - - 5% 6% 6% - 6%)

13 33 50 64 21 10 42 4 3 15 59 77 2 2 7 2 2 6 5 - 13 4 4 24 5 11 17 33
B 3% 1% 14 23%  15%  19% 50% 4% 117 - 20%| 7% 7% 16% 50%| 6%  13%  24% - 13% 5% s 4% 4% 107 RS - 11%]

25 9 17 40 33 7 1 17 - 2 13 10 - 25 2 1 6 - 1 7 1 - 9 4 1 12 - 5 5 7 - 17
6% 9% o IREE 9% 8% 1% 8% - 3% 9% 6% - 6% 7% 4% 14% - 3% 15% 5% - 9% 5% 2% 8% - 4% 5% 1% - 6%

41 17 40 67 64 11 4 26 - 15 18 8 - 41 8 6 2 1 4 10 3 - 17 12 3 22 3 20 13 7 - 40
1%  17% 149 8% 17% PP 6%  12% - 5% - 11%) 30%  22% 5% 25% 13%  21%  14% - 17%) 16% 6%  14% 3% 17%  12% 1% - 14%)

68 18 76 64 85 16 7 42 3 28 21 - 68 3 6 9 - 7 10 1 - 18 21 21 31 3 34 31 1 - 76
18%  18%IBREE 17%  23% 17%  10%  19% 38%) 20% 13%| - 18%| 1%  22%  21% - 22%  21% 5% - 18% 287 RS 20% 43% 29%  28%  17% - 26%)

72 14 57 42 48 13 14 44 1 23 27 - 72 3 8 2 1 7 5 2 - 14 19 12 26 - 28 21 8 - 57
147 LR 11% 13% 14%  21%  20% 13% 16%  16% - 19% 1%  30% 5% 25%| 22%  10%  10%) - 14% 25%  23%  16% - 24%  19%  13%| - 19%)

43 103 157 140 46 42 90 4 59 1 - 182 11 6 24 2 13 16 14 - 43 20 15 67 1 32 41 30 - 103
43%  35%  42%  38% 497  41% 50%] 4200k 60%kI . 47%) 41%  22%  56% 50%| 41%  33%  67% - 43%] 26% 29% R  14%| 27%  37% B - 35%]

BEES 851 737 867 893 | 11.42 1243  10.16 _ 15.91 8.35k  15.95k! [N R W] 639 507 1152 1626 | 636 7.87 13.16 - 851 547 496 BT 461 | 494 7.09 12.85E - 7.37

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/B/C/D - E/F/G - HI/I
* small base; ** very small base (under 30) ineligible for sig testing
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Q13 How long did it take to reach this point in terms of your issue with [Provider]?

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Base: All complained about fixed broadband internet service in past 6 months whose issue was not completely resolved

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e - g/h/i/j - k/l/m - n/o - p/q/t/s - t/u/v - w/x
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Supplier Issue Satisfaction Resolved Issue Satistaction Resolved
Billing Repairs Billing Repairs
and and and and
Virgin | Customer | Installati | Service | Something Dissatisfi Customer | Installati | Service | Something Dissatisfi
BT EE/Orange Sky TalkTalk Media service on issues else Satisfied | Neutral ed Yes No service on issues else Satisfied | Neutral ed Yes No
(@) (b) © (d) (e) @ (h) (0] ()] (k) (0] (m) (n) (0) () @ (0] (s) () (u) V) w) x)

388 101 293 370 370 79* 33" 242 16* 72" 131 167 370 100 43" 222 5 90* 152 128 - 370

41 17 40 67 64 1 5 45 6 24 23 20 - 67 29 3 30 2 18 28 18 - 64
11% 17% 14% 15% 19% 38% | 18% 12%) - 18% | 7% 14% 40%] 20% 18% 14%| - 17%)

51 5 13 6 31 2 8 22 22 - 52 10 4 37 - 13 26 12 - 51
5% 16% 18% 13% 13% 11% 17% 13%) - 14% 10% 9% 17% - 14% 17% 9%] - 14%)

17 13 30 12 - - 1 1 4 4 4 - 12 7 7 19 1 11 15 8 - 34
PR 13%d  10%ad 3% - - 5% 6%) 6% 3% 2% - 3%| 7% 16% 9% 20%] 12% 10% 6%) - 9%

72 14 57 42 48 10 2 30 - 8 14 20 - 42 9 29 1 14 24 10 - 48
(B2 19%de] 11% 13%| 13% 6% 12% - 11% 1% 12%) - 11%| 9% 21% 13% 20%] 16% I 8%| - 13%)

33 15 32 48 36 15 8 22 3 12 13 23 - 48 6 24 1 8 13 15 - 36
9% 15% 11% S 10% 19%i 24%] 9% 19% 17% 10% 14%) - 13% 6% 12% 11% 20%) 9% 9% 12% - 10%)

39 9 21 39 24 8 8 23 - 6 20 - 39 6 13 - 7 6 1" - 24
10% 9% 7% 6%| 10% G 10% - B2 15%n| - 11%| 6% 12% 6% - 8% 4% 9%| - 6%)

33 6 17 20 16 2 1 16 1 - - 20 7 4 5 - 2 5 9 - 16
9% 6% 6% 5% 4%| 3% 3% 7% 6%| - - 5%) 7% 9% 2% - 2% 3% 7%] - 4%

77 1 33 50 64 12 3 34 1 5 - 50 18 5 41 - 12 22 30 - 64
20%cd 13% 11% 14% 15% 9% 14% 6%) 7% - 14%| 18% 12% 18% - 13% 14% 23%] - 17%)

25 9 17 40 33 8 - 30 2 5 - 40 8 1 24 - 5 13 15 - 33
6% 9% 6% IS 9%] 10% - 13% 7% - 11% 8% 2% 11% - 6% 9% 12% - 9%

41 17 40 67 64 1 5 45 6 24 - 67 29 3 30 2 18 28 18 - 64
11% 17% 14%] 18%a 17%2) 14% 15% 19% 38% L 18% 12%) - 18% [ 7% 14% 40%] 20% 18% 14% - 17%)

68 18 76 64 85 13 6 42 3 12 26 26 - 64 17 11 56 1 24 41 20 - 85
18% I 17% 23%] 16% 18% 17% 19%| 17% 20% 16%) - 17%) 17% 26% 25% 207 | 16%| - 23%]

14 57 42 48 10 2 30 - 14 20 - 42 9 9 29 1 14 24 10 - 48
14% LS 11% 13% 13% 6% 12% - 11% 1% 12%) - 11% 9% 21% 13% 20%) 16% I 8% - 13%)

43 103 157 140 37 20 95 5 23 55 79 - 157 37 19 83 1 29 46 65 - 140
43% 35% 42% 38%) 47% G 39% 31%) 32% 42%| 4794 - 42%) 37% 44% 37% 20%] 32% 30%) - 38%]

8.51 7.37 8.67 8.93 8.82 7.82 8.98 5.20 4.81 8.00K 1100kl - 8.67 9.27 8.68 8.99 2.01 7.02 7.40 - 8.93

Table 88
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Total

The service not performing as
it should

A problem relating to the
installation or set up of
your service

A billing, pricing or payment
issue

A problem with a repair to
the service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else

SUMMARY:
Billing and Customer service

Repairs and Installation
Service Issues

Something else

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 89
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) (9) (h) [0} @ (k) (0] (m) (n) (0) (p) (q) (4] (s) ® (u) v) (w) (x)

507 796 332 578 82* 133 281 11 349 108 50* 399 105 354 178 228 36* 493 212 91* 462 327

281 228 244 237 - - 281 - 202 56 23 237 43 - - 228 - 137 64 27 128 98
55%bd 73%abd 41% - - - 58% 52% PR 59%) 41%) - - - 28% 30% 30% 28% 30%)

105 22 49 - 97 - - 72 17 79 18 - 105 - - 65 30 10 67 36
19%bed 13%cd 7% 8% - - - 21% 16% 16%) 20% 17%) - - - 13% 14% 11%) 15% 11%)

61 290 28 208 61 - - - 35 14 12 8 23 - - - 185 75 30 177 112
127 8% - - - 10% 13% I 10%) 22%n 82%ar - - - 38% 35% 33%] 38% 34%]

36 73 13 - 36 - - 23 12 1 28 8 - 73 - - 53 12 8 44 29
7 I 4% - - - 7% 1% 2% 7% 8% - - - | R 6% 9% 10% 9%

21 64 17 - - - 11 7 3 12 8 64 - - - 30 22 12 25 9
P2 8%ad - - - 3% 6% 6% 3% Z - - - 6% 10% 13% 5% 12%

- - 1 6 2 3 5 - - 36 23 9 4 21 13
- - 100%] 2% 2% 6%] 1%] - - 5% 4% 4%] 5% 4%

- - - 46 21 15 50 - - - 215 97 42 202 151
- - - 13% 19% L 13%] - - - 44% 46% 46% 44% 46%]

133 - - 95 29 9 107 178 - - 118 42 18 111 65
- - - 27% 27% 18%| 27% - - - 24% 20% 20%] 24% 20%]

- 281 - 202 56 23 237 - 228 - 137 64 27 128 98
- - 58% 52% 46% 59% - - - 28% 30% 30% 28% 30%)

- - 11 6 2 3 5 - - - 36 23 9 4 21 13
- - 100%] 2% 2% 6%) 1% - - - 5% 1% 4%| 5% 4%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing
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Total

The service not performing as
it should

A problem relating to the
installation or set up of
your service

A billing, pricing or payment
issue

A problem with a repair to
the service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else

SUMMARY:
Billing and Customer service

Repairs and Installation
Service Issues

Something else

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 90
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) (9) (h) [0} @ (k) (0] (m) (n) (0) (p) (q) (4] (s) ® (u) v) (w) (x)

507 796 332 578 45* 35* 244 8" 240 68* 24** 269 60* 232 96* 237 13* 344 145 89" 337 234

281 228 244 237 - - 244 - 191 45 8 221 22 - - 237 - 142 58 37 140 96
557 Ty s : - - 66% SR 37% - - - 41% 0% 429 2% 419

105 22 49 - 22 - - 10 9 3 - - 33 11 5 36 12
ETERET 7% 8% . . - o 13% . - 10% 8% o 5%

61 290 28 208 28 - - - 14 7 7 - - 115 55 38 110 6
127 8% - - - 6% 10% 29% - - 33% 38% 43%] 33%| 41%

36 73 13 - 13 - - 12 1 - - - 34 11 2 31 16
7 I 4% - - - 5% 1% - - - [T 8% 2% 9% 7%

21 64 17 - - - 9 3 5 - - 14 5 5 16 7
P2 8%ad 5% - - - 4% 4% 21%| 4% 12%n 10%q - - - 4% 3% 6%| 5% 3%

- - 8 4 3 1 5 2 - - - 13 6 5 2 4 7
- - 100%] 2% 4% 4%] 2% 3% - - - 100%] 2% 3% 2% 1% 3%

- - - 23 10 12 25 20 232 - - - 129 60 43 126 103
- - - 10% 15% 50% 9%] 33%n 100%q - - - 38% 41% 48% 37% 44%]

- 35 - - 22 10 3 18 16 - 96 - - 67 22 7 67 28
- - - 9% 15% 13%) 7% A - - - | 15% 8% [ 12%f

- - 244 - 191 45 8 221 22 - - 237 - 142 58 37 140 96
- - - 80%| 66% 33%) 82%0) 37%) - - - 41% 40% 42%) 42% 41%)

- - - 8 4 3 1 5 2 - - - 13 6 5 2 4 7
- - - 100%] 2% 4% 4%] 2% 3% - - - 100%] 2% 3% 2% 1% 3%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 91
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Billing and Customer service
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Biling and Customer service complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) v) (W) (x)

Total 82* - - - 46* 21* 15* 50* 31* 354 - - - 215 97* 42* 202 151
Bill was a lot higher than 35 - - - 20 7 8 24 11 160 - - - 94 50 16 91 69
expected 43% - - - 43% 33% 53%) 48% 35%) 45% - - - 44% 52% 38%| 45% 46%)
The format of the bill 25 - - - 18 5 2 19 6 20 - - - 17 3 - 12 8

30% - - - 39% 24% 13% 38% 19% 6% - - - 8% 3% - 6% 5%]
Bill contained items | 24 - - - 16 3 5 17 7 41 - - - 26 7 8 24 17
shouldn't have been charged 29% - - - 35% 14% 33%] 34% 23% 12% - - - 12% 7% R 12% 11%)
for
Payment issues (including 24 - - - 17 5 2 18 6 30 - - - 25 2 3 20 10
setting up/making a payment, 29% - - - 37% 24% 13% 36% 19% 8% - - - 2% 7% 10% 7%
non-direct debit charges)
Bill was inaccurate 17 - - - 10 3 4 10 7 54 - - - 33 15 6 32 22

21% - - - 22% 14% 27%) 20% 23%j 15% - - - 15% 15% 14%| 16% 15%)
Getting a refund, credit note 15 - - - 8 4 3 10 5 31 - - - 24 5 2 22 9
or cashback 18% - - - 17% 19% 20%j 20% 16%) 9% - - - 1% 5% 5% 1% 6%
Unable to get through to 14 - - - 9 3 2 10 3 5 - - - 2 1 2 2 3
anyone 17% - - - 20% 14% 13%| 20% 10% 1% - - - 1% 1% 5% 1% 2%j
Didn't do what they said they 13 - - - 8 4 1 8 4 17 - - - 6 7 4 3 14
would do 16% - - - 17% 19% 7% 16% 13%| 5% - - - 3% 7%] 10%y 1%] 9%
Rude/dismissive 10 - - - 7 1 2 8 2 18 - - - 8 4 6 6 12

12% - - - 15% 5% 13%| 16% 6% 5% - - - 4% 4%| 14%t 3%] 8%W|
Gave incorrect information 8 - - - 3 3 2 5 3 16 - - - 9 3 4 8 8

10% - - - 7% 14% 13%) 10% 10%) 5% - - - 4% 3% 10%) 4% 5%|
Unable to get through to 5 - - - 2 1 2 3 2 15 - - - 9 3 3 7 8
relevant person 6% - - - 4% 5% 13%] 6% 6%) 4% - - - 4% 3% 7%| 3% 5%
Took too long to resolve 5 - - - 1 2 2 2 3 27 - - - 10 12 5 10 17
issue 6% - - - 2% 10% 13% 4% 10%, 8% - - - B 12 12%) 5% I
Pre-pay credit lost or not - - - - - - - - - - - - - - - - - -
credited to card - - - - - - - - - - - - - - - - - -
Costs of international and - - - - - - - - - - - - - - - - - -
roaming calls - - - - - - - - - - - - - - - - - -
A different issue 1 - - - - - 1 - 1 32 - - - 16 10 6 15 16

1% - - - - - 7% - 3%) 9% - - - 7% 10% 14%| 7% 11%]

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing
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Billing and Customer service

Total

Bill was a lot higher than
expected

The format of the bill

Bill contained items |
shouldn't have been charged
for

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Bill was inaccurate

Getting a refund, credit note
or cashback

Unable to get through to
anyone

Didn't do what they said they
would do

Rude/dismissive
Gave incorrect information

Unable to get through to
relevant person

Took too long to resolve
issue

Pre-pay credit lost or not
credited to card

Costs of international and
roaming calls

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 92
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Biling and Customer service complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
plier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) v) (W) (x)

45* - - - 23" 10* 12% 25" 20 232 - - - 129 60* 43* 126 103
6 - - 3 1 2 2 4 104 - - - 53 32 19 54 49

13% - - 13% 10% 17%| 8% 20%j 45% - - - 41% 53% 44%| 43% 48%|
7 - - 6 1 - 4 3 16 - - - 13 1 2 11 5

16% - - 26% 10% - 16% 15%) 7% - - - 2% 5% 9% 5%
8 - - 2 2 4 - 8 45 - - - 22 13 10 27 17

18% - - 9% 20% 33%| - 40%| 19% - - - 17% 22% 23%j 21% 17%|
6 - - 6 - - 4 2 24 - - - 1 6 7 1 12

13% - - 26% - - 16% 10%) 10% - - - 9% 10% 16%) 9% 12%)

10 - - 6 2 2 6 4 37 - - - 17 13 7 20 17

22% - - 26% 20% 17%| 24% 20%j 16% - - - 13% 22% 16%) 16% 17%|
7 - - 4 1 2 3 4 27 - - - 17 6 4 16 1

16% - - 17% 10% 17%| 12% 20%j 12% - - - 13% 10% 9% 13% 11%|
1 - - 1 - - 1 - 4 - - - 3 - 1 4 -
2% - - 4% - - 4% - 2% - - - 2% - 2%j 3% -
4 - - 3 - 1 2 2 8 - - - 4 1 3 5 3
9% - - 13% - 8% 8% 10%| 3% - - - 3% 2% 7%| 4% 3%
3 - - 1 1 1 2 1 5 - - - 4 - 1 3 1
7% - - 4% 10% 8% 8% 5% 2% - - - 3% - 2%j 2% 1%
4 - - 2 - 2 3 1 3 - - - 1 1 1 2 1
9% - - 9% - 17%) 12% 5%| 1% - - - 1% 2% 2% 2% 1%
3 - - 1 - 2 1 2 3 - - - - 1 2 1 2
7% - - 4% - 17%| 4% 10% 1% - - - - 2%| 5%4 1% 2%j
9 - - 4 2 3 4 5 9 - - - 4 2 3 6 3

20% - - 17% 20% 25%) 16% 25%) 4% - - - 3% 3% 7%| 5% 3%|
- - - - - - - - 5 - - - 5 - - 5 -
- - - - - - - - 2% - - - 4% - -
- - - - - - - - 9 - - - 7 2 1
R - - - - - - - 4% - - - 5% 3% 1%,
2 - - - 1 1 1 1 36 - - - 23 7 18
4% - - - 10% 8% 4% 5% 16% - - - 18% 12% 17%|

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Service issues

Total

Connection speed slower than
advertised or led to expect

Unable to get certain
channels/content

Problems with voice over
internet (VOIP) telephone
calls

Poor picture quality
Complete loss of service
Poor line quality

Service is not consistently
available

Unable to access 4G service

Text or voice mails delivered
late

Problems with calls being
disconnected during a call or
not connected at all

Poor indoor reception/
coverage

Poor outside reception/
coverage

A different issue (please

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 93
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Service issue complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (W) (x)

281 228 244 237 - - 281 - 202 56* 23" 237 43* - - 228 - 137 64* 27 128 98*

13 24 - - 133 - 110 18 5 123 10 - - 24 - 17 4 3 15 9
11%) 61%abd 24%H - - 47% - 32% ey 52%) 23%] - - 1% - 12% 6% 11%) 12% 9%

75 99 65 - - 114 - 77 25 12 92 22 - - 75 - 42 25 8 46 29
33% I 27% - - 41% - 38% 45% 52%) 39% 51% - - 33% - 31% 39% 30% 36% 30%

7 9 0 - - 112 - 17 - 1 - - 7 - 4 1 2 3 4
3% 57%abd 13% - - 40% - 47%| 30% - 47%0 2%) - - 3% - 3% 2% 7%) 2% 4%

36 126 46 - - 111 - 3 16 2 101 10 - - 36 - 24 8 4 23 13
169 I 199 - - 40% - 46%) 29% 9% 43%] 23% - - 16% - 18% 13% 15%) 18% 13%)

81 87 100 - - 109 - 76 22 1 93 15 - - 81 - 49 21 1 44 36
36% 36% 42%| - - 39% - 38% 39% 48%| 39% 35%] - - 36% - 36% 33% 41%| 34% 37%)

1 120 26 - - 108 - 93 14 1 103 5 - - 1" - 6 3 2 8 3
5% 49%abd 11%b - - 38% - 25% 49T 129 - - 5% - 4% 5% 7% 6% 3%

66 81 72 - - 88 - 63 14 1 69 19 - - 66 - 37 19 10 34 32
29% 33% 30%] - - 31% - 31% 25% 48%) 29% 44%| - - 29% - 27% 30% 37%) 27% 33%|

3 22 - - 3 - 2 - 1 3 - - - 22 - 13 2 8 13
1% IS - - 1% - 1% - 4% 1% - - - 10% - 9% 1% 7%| 6% 13%|

describe it briefly in your
own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Service issues

Total

Connection speed slower than
advertised or led to expect

Unable to get certain
channels/content

Problems with voice over
internet (VOIP) telephone
calls

Poor picture quality
Complete loss of service
Poor line quality

Service is not consistently
available

Unable to access 4G service

Text or voice mails delivered
late

Problems with calls being
disconnected during a call or
not connected at all

Poor indoor reception/
coverage

Poor outside reception/
coverage

A different issue (please

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 94
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Service issue complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(@ (b) (© (d) @ (h) 0] 0] (k) 0] (m) (n) (0) () @ n (s) (t) (u) v) (W) (x)
281 228 244 237 244 191 45+ 8 221 20+ 237 142 58 37* 140 96*
13; 24 - - 148 - 124 22 2 145 3 - - 57 - 33 16 8 38 19
11%) 61%abd 24%H - - 61% - 49% 25% 66% 14%) - - 24% - 23% 28% 22% 27% 20%
75 99 65 - - 99 - 72 24 3 88 10 - - 65 - 39 18 44 21
337 27%) - - 41% - 38% 53% 38% 40% 45%) - - 27% - 27% 31% 22%| 31% 22%|
7 9 0 - - 139 - 116 23 - 138 1 - - 30 - 22 7 1 27 3
3% 57%abd 13%4 - - 57% - 61% 51% - 62% 5%] - - 13% - 12% 3% | 3%|
36 126 46 - - 126 - 115 9 2 124 2 - - 46 - 29 9 8 26 20
16% s 19%) - - 52% - 20% 25%| 56% 9%] - - 19% - 20% 16% 22%| 19% 21%|
81 87 100 - - 87 - 68 17 2 81 6 - - 100 - 56 22 22 60 40
36% 36% 42%) - - 36% - 36% 38% 25%] 37% 27%) - - 42% - 39% 38%] 59%t 43% 42%)
11 120 26 - - 120 - 113 7 - 120 - - - 26 - 19 2 5 20 6
5% 49%abd 1% - - 49% - 16% - 54% - - - 1% - 3% 14% 14% 6%
66 81 72 - - 81 - 66 10 5 72 9 - - 72 - 43 15 14 35 36
29% 33% 30%] - - 33% - 35% 22% 63%] 33% 41%) - - 30% - 30% 26% 38%] 25% IR
- - - - - - - - - - - - - 7 - 6 1 -
- - - - - - - - - - - - - 3% - 4% 2% -
- - - - - - - - - - - - - 7 - 5 2 -
- - - - - - - - - - - - - 3% - 4% 3% -
- - - - - - - - - - - - - 6 - 5 1 -
- - - - - - - - - - - - - 3% - 4% 2% -
- - - - - - - - - - - - - 3 - 3 - -
- - - - - - - - - - - - - 1% - 2% - -
- - - - - - - - - - - - - 2 - 2 - -
- - - - - - - - - - - - - 1% - 1% - -
3 22 - - 4 - 2 - 2 1 3 - - 34 - 17 1 17
1% IS - - 2% - 1% - 25% * 14%) - - 14% - 12% 19% 18%|

describe it briefly in your
own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Repairs and Installation

Total

Time taken to install the
service

Missed/ moved installation
appointment

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Arranging an installation

Damage to property during
installation

Time taken to repair a fault
Complaining about an engineer

Damage to property during
repair

Arranging an appointment for
an engineer visit

Missed/moved repair
appointment

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 95
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Repair and Installation complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(© (d) ((*)} (h) (0] 0] (k) (0] (m) (n) (0) () @ n (s) (t) (u) v) (w) x)
35" 96* 133 - - 95* 29** 9™ 107 26+ 178 > 118 42 18" 11 65*
11 21 - 60 - 44 12 4 51 9 - 43 - 32 9 2 31 12
31% 22%) - 45% - 46% 41% 44%| 48% 35%] - 24% - 27% 21% 11%) 28% 18%)
4 21 - 53 - 45 5 3 49 4 - 30 - 17 8 5 18 1
11% 22%) - 40% - 47% 17% 33% 46% 15%) - 17% - 14% 19% 28%) 16% 17%)
7 28 50 - 41 5 4 44 6 - 32 - 21 9 2 21 1
oy 29% - 38% - 43% 17% 44%] 41% 23%] - 18% - 18% 21% 11%) 19% 17%)
- 48 - 42 3 3 44 4 - 35 - 26 6 3 27 8
- 36% - 44% 10% 33% 41% 15%) - 20% - 22% 14% 17%) 24% 12%)
- 45 - 42 3 - 44 1 - 20 - 16 3 1 17 3
- 34% - 44% 10% - 41% 4% - 11% - 14% 7% G 15% 5%]
- 19 - 12 7 - 16 3 - 38 - 25 8 5 24 14
- 14% - 13% 24% - 15% 12%) - 21% - 21% 19% 28%) 22% 22%)
- 18 - 14 4 - 17 1 - 14 - 11 2 1 10 4
- 14% - 15% 14% - 16% 4% - 8% - 9% 5% 6%| 9% 6%)
- 16 - 11 5 - 14 2 - 13 - 11 - 2 7 6
- 12% - 12% 17% - 13% 8% - 7% - | o - 11% 6% 9%
- 14 - 11 3 - 12 2 - 26 - 21 3 2 18 8
- 1% - 12% 10% - 11% 8%) - 15% - 18% 7% 11%) 16% 12%)
- 13 - 9 3 1 10 3 - 1" - 8 2 1 6 5
- 10% - 9% 10% 11% 9% 12%) - 6% - 7% 5% 6% 5% 8%)
- - - - - - - - - 11 - 5 4 2 3 7
- - - - - - - - - 6% - 4% 10% 11%) 3

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Repairs and Installation

Total

Time taken to install the
service

Missed/ moved installation
appointment

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Arranging an installation

Damage to property during
installation

Time taken to repair a fault
Complaining about an engineer

Damage to property during
repair

Arranging an appointment for
an engineer visit

Missed/moved repair
appointment

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 96
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Repair and Installation complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
() (d) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (w) (x)

35+ 96" v 35 v - Do 10 3 18+ I v 96" - v 67 o 7 67 28+

1 21 - 11 - 5 5 1 6 5 - 21 - - 16 2 3 16 5
31% 22%] - 31% - 23% 50% 33%| 33% 31%] - 22% - - 24% 9% 43%| 24% 18%]

4 21 - 4 - 4 - - 2 2 - 21 - - 17 3 1 17 3
1% 22%) - 1% - 18% - - 1% 13%] - 22% - - 25% 14% 14%) 25% 11%]

7 28 - 7 - 2 4 1 3 4 - 28 - - 19 6 3 23 4
oy 29% - 20% - 9% 40% 33%] 17% 25%] - 29% - - 28% 27% 43%] 34% 14%)

- 8 - 4 4 - 4 - 19 - - 18 - 1 16 3
- 23% - 18% 40% - 22% 25%) - 20% - - 27% - 14% 24% 11%)

- 9 - 5 3 1 3 5 - 16 - - 15 1 - 15 1
- 26% - 23% 30% 33%| 17% 31%] - 17% - - 22% 5% - 22% 4%

- 8 - 8 - - 5 3 - 26 - - 19 6 1 19 7
- 23% - 36% - - 28% 19%] - 27% - - 28% 27% 14%) 28% 25%)

- - - - - - - - - 12 - - 12 - - 11 1
- - - - - - - - - 13% - - 18% - - 16% 4%

- - - - - - - - - 17 - - 16 1 - 14 3
- - - - - - - - - 18% - - 24% 5% - 21% 11%]

- 4 - 3 1 - 3 1 - 21 - - 18 2 1 16 5
- 1% - 14% 10% - 17% 6% - 22% - - 27% 9% 14%| 24% 18%]

- 6 - 6 - - 2 - 13 - - 1 2 - 12 1
- 17% - 27% - - 22% 13%] - 14% - - 16% 9% - 18% 4%|

- 1 - 1 - - 1 - - 5 - - 4 1 - 4 1
- 3% - 5% - - 6% - - 5% - - 6% 5% - 6% 4%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/I/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Something else

Total

Change to your package or
service (upgrading or
downgrading your service)

Complaining about the terms
of your contract

Service not performing as
advertised or as told in
store/over the phone
Switching issues (e.g.
problems trying to switch or
problems porting your number)
Keeping your mobile phone
number when changing
suppliers

A different issue (please
describe it briefly in your
own words)

DK/NA

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 97
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Something else complaint
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (W) (x)
117 36" g 137 e - e 11 & e 3 5o 5o e e - 36° 23+ 9 4 o1+ 13
4 17 4 6 - - - 4 3 1 - 2 2 - - - 17 9 5 3 1 6
36% 47% 50% 46%] - - - 36%) 50% 50% - 40% 40%] - - - 47%) 39% 56% 75%) 52% 46%j
3 3 1 4 - - - 3 - - 3 - 2 - - - 3 2 1 - 1 2
27% 8% 13% 31%| - - - 27%| - - 100%) - 40%) - - - 8% 9% 1% - 5% 15%)
2 7 3 3 - - - 2 1 1 - 1 1 - - - 7 3 3 1 4 3
18% 19% 38% 23%) - - - 18%] 17% 50% - 20% 20%) - - - 19%) 13% 33% 25%) 19% 23%|
2 2 - 1 - - - 2 2 - - 2 - - - - 2 1 1 - - 1
18% 6% - 8% - - - 18%] 33% - - 40% - - - - 6% 4% 1% - - 8%
1 9 1 2 - - - 1 1 - - 1 - - - - 9 9 - - 5 3
9% 25% 13% 15%] - - - 9% 17% - - 20% - - - - 25%| 39% - - 24% 23%|
- 1 - - - - - - - - - - - - - - 1 - - 1 - 1
- 3% - - - - - - - - - - - - - - 3% - - 25%f - 8%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Something else

Total

Change to your package or
service (upgrading or
downgrading your service)
Complaining about the terms
of your contract

Service not performing as
advertised or as told in
store/over the phone
Switching issues (e.g.
problems trying to switch or
problems porting your number)
Keeping your mobile phone
number when changing
suppliers

A different issue (please
describe it briefly in your
own words)

DK/NA

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 98
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months - Something else complaint
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) ((¢)] (h) (i) 0] (k) 0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) (W) (x)
117 36" g 137 e - e g+ 4 3+ I 5o v e e o 13 & 5o o 4 7er
4 17 4 6 - - - 4 2 1 1 3 1 - - - 6 3 2 1 3 3
36% 47% 50% 46%] - - - 50%) 50% 33% 100% 60% 50%) - - 46%j 50% 40% 50%j 75% 43%j
3 3 1 4 - - - 1 1 - - 1 - - - - 4 1 1 2 1 3
27% 8% 13% 31%| - - - 13%] 25% - - 20% - - - - 31%) 17% 20% 100%) 25% 43%j
2 7 3 3 - - - 3 1 1 1 1 1 - - 3 1 2 - 1 2
18% 19% 38% 23%) - - - 38%) 25% 33% 100% 20% 50%) - - 23%| 17% 40% - 25% 29%)
2 2 - 1 - - - - - - - - - - - - 1 1 - - 1 -
18% 6% - 8% - - - - - - - - - - - - 8% 17% - - 25% -
1 9 1 2 - - - 1 - 1 - - 1 - - - 2 2 - - - -
9% 25% 13% 15%] - - - 13%] - 33% - - 50%) - - 15%) 33% - - - -
- 1 - - - - - - - - - - - - - - - - - - - -
- 3% - - - - - - - - - - - - - - - - - - - -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Only/mainly on the phone

Only/mainly via email
Only/mainly via webchat
Only/mainly by social media
Only/mainly via another
contact method

Only/mainly in store

Only/mainly by letter

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 99
Q8: In dealing with [Provider] about this complaint did you contact them...?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d (<)} (h) (i) () (k) (1) (m) (n) (0) () @ (n (s) (t) (u) (v) W) (x)

507 796 332 578 82" 133 281 1% 349 108 50" 399 105 354 178 228 36* 493 212 91* 462 327

214 521 131 413 33 45 131 5 113 62 39 154 59 234 106 164 17 310 145 66 292 225
429 T 39 MGREE  40% 34 I 45%] 329 I 39% g e 60 IERET 47%) 63% 68% 73%) 63% 69%

58 68 42 34 14 14 28 2 44 10 4 45 13 28 21 15 4 49 12 7 40 27
Z B 13%bq] 6%| 17% 11% 10% 18%| 13% 9% 8% 1% 12% 8% 12% 7% 11% 10% 6% 8% 9% 8%|

30 36 10 10 33 14 3 42 13 53 11 27 6 59 28 10 61 36
9% 6%] 12% 8% 12% 13% 6%] 1% 12% | 6% 12%] 17%q] 12% 13% 11%) 13% 11%

26 26 7 16 29 6 45 7 1 1 6 - 16 10 2 21 7
2 %] 4%| 9% 12% 10% 6% 4% 1% 7%) 3% 6% 3% - 3% 5% 2% 5% 2%

20 34 19 8 22 19 5 1 44 5 6 8 5 1 14 4 2 10 10
3% 3% 10% G 7% 5% 2% 1% 5% 2% 4% 2% 3% 3% 2% 2% 2% 3%

31 40 20 6 16 19 6 - 36 5 12 12 2 5 24 5 2 22 7
PRz 12%0d 3%] 7% 12% 7% 6% - 9% 5%] 3% 7%] 1% RS 5% 2% 2% 5% 2%

23 27 23 4 9 22 5 - 33 2 9 9 5 - 16 6 1 1 12
3% T 4%] 5% 7% 8% 5% - 0 2% 3% 5% 2% - 3% 3% 1%] 2% 4%]

8 2 7 - 1 - - 1 - 1 1 - 4 3 5 2 1 5 3
1% 1% 1%) - 1% - - 2% - 1%) v - 2% L 1% 1% 1%) 1% 1%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Only/mainly on the phone

Only/mainly via email
Only/mainly via webchat
Only/mainly by social media
Only/mainly via another
contact method

Only/mainly in store

Only/mainly by letter

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 100
Q8: In dealing with [Provider] about this complaint did you contact them...?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d (<)} (h) (i) () (k) (1) (m) (n) (0) () @ (n (s) (t) (u) (v) W) (x)
507 796 332 578 45* 35" 244 8™ 240 68* 24 269 60" 232 96* 237 13" 344 145 89" 337 234
214 521 131 413 23 9 96 3 76 40 15 103 27 182 41 178 12 231 107 75 219 188
429 T 399 IR 26% 39% 38%] 329 I 63%) 38% 459 | 437 I 92%) 67% 7494 Ed) 65%) By

58 68 42 34 5 7 29 1 34 7 1 37 5 7 10 16 1 26 7 1 26 8
Z B 13%bq] 6%| 1% 20% 12% 13%| 14% 10% 4% 14% 8% Rz 10%) 7% 8% 8% 5% 1% 8% 3%|

30 36 4 1 22 3 26 2 2 26 4 18 10 8 - 19 13 4 23 13
9% 6%] 9% 3% 9% 38% |G 3% 8% 10% 7% 3% - 6% 9% 4% 7% 6%]

26 26 3 4 19 - 21 4 1 19 7 6 8 12 - 20 4 2 18 8
PZ 8% 4%] 7% 11% 8% - 9% 6% 4%] 7% 12% 3 5% - 6% 3% 2% 5% 3%]

20 34 19 4 2 28 - 31 1 2 29 5 6 6 7 - 15 4 - 17 2
3% 3% 9% 6% 1% - 1% 8% 1% 8% 3% 6% 3% - 4% 3% - 1%

31 40 20 3 5 32 - 29 10 1 34 6 6 7 - 15 2 3 14 6
pRA  12%bd] 3%| 7% 14% 13% - 12% 15% 4% 13% 10% 3%| 7% 3% - 4% 1% 3%] 4% 3%|

23 27 23 3 6 18 - 22 3 2 21 6 6 13 4 - 13 6 4 16 7
3% T 4%] 7% 17% 7% - 9% 4% 8% 8% 10% 3% 2% - 4% 4% 4% 5% 3%]

8 2 7 - 1 - 1 1 1 - - - 1 1 5 - 5 2 - 4 2
1% 1% 1%) - - 13%| v 1% - - - v 1% 2% - 1% 1% - 1% 1%)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total

10 - Extremely satisfied (10)
9- 9)
8- (8)
7- 7
6- (6)
5- (5)
4- (4)
3- (3)
2- @)
1 - Extremely dissatisfied

NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 101
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) ()] (o] (s) (t) (u) v) (w) (x)
507 796 332 578 82* 133 281 11 349 108 50" 399 105 354 178 228 36" 493 212 91* 462 327
13 109 19 100 8 - 4 1 13 - - 12 1 47 27 28 7 109 - - 100 8
3 I T : 1% - 3% 1% % 12%
28 84 69 65 15 42 7 41 19 20
25%b00) 11% 11%] 18% IR 25% 12% 11% 9%
120 163 91 96 10 64 41 54
24%d 207 T 17%) 12%| 26%g 25%g) 18% 23% 24%
88 137 61 83 13 19 56 63 31 35
17% 17% 18% 14%] 16% 14% 20% 18% 17% 15%
58 93 39 61 13 12 32 43 16 30
1% 12% 12% 11%) 16% 9% 1% 12% 9% 13%
33 76 23 53 5 10 18 33 16 24
7% 10% 7% 9% 6% 8% 6% 9% 9% 1%
17 43 6 31 3 7 6 21 10 10
39 I 29 I 4% 5% 2% 6% 6% 4%
12 26 8 23 2 4 6 - - 7 7 11
2% 3% 2% 4% 2% 3% 2% - - 2% 4% 5%
19 19 6 18 6 4 8 - 10 3 5
4% 2% 2% 3%] 7% 3% 3% 9% - 3% 2% 2%
19 46 10 48 1 9 2 - 25 8 11
4% 6% 3%] 8%ac 9%hi 1% 3% 18%) - 7% 4% 5%
50 91 24 89 9 23 3 - 42 18 27
10% S 7%] 15%abc 18%hi 7% 8% 27% - 12% 10% 12%
108 212 68 145 21 29 56 2 - 97 42 64
21% S 20% 25%) 27% 24% 28%
349 493 24 344 215 118 137
69%bal 60%] 61% 66% 60%
6.97d 6.65 6.68 6.95 6.71

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total

10 - Extremely satisfied (10)
9- 9)
8- (8)
7- 7
6- (6)
5- (5)
4- (4)
3- (3)
2- @)
1 - Extremely dissatisfied

NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 102
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) ()] (o] (s) (t) (u) v) (w) (x)
507 796 332 578 45" 35" 244 8™ 240 68* 24 269 60* 232 96* 237 13" 344 145 89" 337 234
13 109 19 100 4 5 3 19 - - 16 2 34 30 35 1 100 - - 94 6
3%| 14%ac 6%a 17%ac 16%l 1%} 2% 38%) - 6% 3% 15% I 15% - - 3%
28 84 69 65 4 7 57 1 - 66 2 21 13 29 - - 10
25%bd] 1% 11%) 9% 20 S 13%| - 0 3%| 9% 14% 12% - - 4%|
120 163 91 96 8 4 79 - - 85 6 43 8 44 - - 19
B coMEERE 7 1% o - - S & - - 8%
88 137 61 83 4 7 50 - - 53 8 31 16 34 - - 29
17% 17% 18% 14%) 9% 20% 20% - - 20% 13%| 13% 17% 14% - - 15% 12%|
58 93 39 61 4 5 29 1 - 28 11 25 8 27 1 - 61 - 32 29
1% 12% 12% 11%) 9% 14% 12% 13% - 10% 18% 1% 8% 1% 8% - -
33 76 23 53 3 14 2 - 14 8 22 10 18 3 - 53 -
7% 10% 7% 9%] 7% 11% 6% 25%| - 5%] 9% 10% 8% 23%| - -
17 43 6 31 3 1 2 - - 6 - 3 13 4 13 1 - 31 -
32 S 2% 5% 7% 3% 1% - - 9%K - 1% 6% 4% 5% 8%| -
12 26 8 23 2 1 5 - - - 8 1 13 1 9 - - -
2% 3% 2% 4% 4% 3% 2% - - - 33%) . 1% 1% - - -
19 19 6 8 4 1 1 - - - 6 3 3 7 - - -
4% 2% 2% 3% - - - - 25%) 1%| 3% 3% - - -
19 46 1 2 1 - - 10 - 3 21 2 - -
1% 6% 3% 1% 13%| - - 42%) - 3% 9% 15%) - -
50 91 3 8 1 - - 24 4 7 37 2 - -
10% S 9% 3% 13%) - - 100%] 1%] Wz 16% 15%) - -
108 212 10 45 3 - 68 - 45 22 58 5 -
21% S 29% 18% 38% - - 17%] 23% 24% 38%
349 22 191 4 240 - - 220 18 129 67 142 6
s o MREEL 5% - : EE oW SoEEEEEREE  60%  46%
6.97d 6.97 7.449 7.00 8191 5.49 1.92 7.670 4.95 6.38 6.61

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 103
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of finding provider contact details.
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 507 796 332 578 82" 133 281 11 108 50* 399 105 354 178 228 36* 493 212 91 462 327
10 - Extremely satisfied ~ (10) 64 152 43 164 19 14 30 1 1 9 67 30 45 10 128 15 9 113 36
13% 13%] 28%abc 23%hi 11% 1% 9%] 9%] 19% 17% 20% 28%| 7% 10%| I 11%
9- (9) 124 93 97 91 14 40 70 - 7 50 19 21 3 8 6 60 33
12%) 29%bd 16%1 172 25% - 7% 14% 11% 9% 8%| 4% 7% 13% 10%
8- (8) 78 167 57 93 6 23 47 2 9 63 50 50 23 5 122 45
15% IS 17% 16%) 7% 17%g 17% 18% 9%] 18% S 22% 5% 14%
7- @) 44 102 24 57 6 7 30 1 10 47 22 29 3 61 41
F 13%d] 7% 10%] 7% 5% 1% 9%] 10% 13% 12% 13% 3% 13% 13%
6- (6) 54 87 32 39 9 12 32 1 12 31 21 28 7 40 47
Z 10% 7% 11% 9% 1% 9%| 11%| 9% 12% 12%) 8%
5- (5) 77 33 55 10 17 42 - 28 16 31 19 23 4
10% 10% 10%) 12% 13% 15% - 15%) 9% 1% 10% 11%)
4- (4) 37 18 16 8 10 16 - 11 11 22 9 -
5% 3%] 10% 8% 6% - 3% 10% 6% 3% 4% -
3- 3) 14 24 15 23 5 2 6 1 1 15 2 7 -
3% 3% 5% 4% 6% 2% 2% 9%| . 1% 1% 3% -
2- @) 10 20 6 6 - 3 4 3 2 12 3 4 1
2%] 3% 2% 1%) - 2% 1% 27%] 1% 3% 2% 2% 3%|
1 - Extremely dissatisfied 16 33 6 31 5 5 4 2 1 6 10 1
(1 3% 4% 2% 5% 6%] 4% 1% 18%| . 3% 1% 3%|
Not applicable - 4 1 3 - - - - - - 2 2
- 1% v 1%) - - - - - - 1%
NET: Dissatisfied (1-3) 40 77 27 60 10 10 14 6 4 11 21 2
8% 10% 8% 107/ 8% 5% 55% 1%] 6% 9% 6%]
NET: Neutral (4-6) 157 201 83 110 27 39 90 1 67 78 12 46 60 11
31%bd 25%d 25% 19%) 33% 29% 32% 9%] 19%REES 24%| 26% 26% 31%
NET: Satisfied (7-10) 310 514 221 405 45 84 177 4 278 21 11 121 145 21
61% 65% 67%) 70%ab 55% 63% 63% 36% 80%| 19% 22%) 68% 64% 58%
Mean score 7.04 7.08 7.31 7.462h 6.85 7.12 7.16 4.55 7.98Im 5.381] 4.08 7.24 7.08 7.41

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of finding provider contact details.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10
©

®)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 104
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 89" 337 234
64 152 0 3 27 3 3 1 39 3 61 36 65 6 122 38
13% 13%] 28%abc 22%] 9% 1% 38% 4% 4%] 0 5%] 26%| 38% 27% 16%
124 93 9 8 7 2 2 - 91 6 28 15 48 27
12%) 29%bd 16%1 20% 23% 32% 25%] 3% - 0 10%| 12% 16% I 12%)
78 167 3 5 49 - 4 3 51 6 44 14 33 28
15% IS 17% 16%) 7% (g 20%g - 6% 13% 19% 10% 19% 15% 14% 12%
44 102 24 57 3 3 18 - 9 - 20 4 25 9 20
F 13%d] 7% 10%] 7% 9% 7% - 13% - 7% 7% 1% 9% 8%
54 87 32 39 4 2 25 1 14 2 23 8 17 6 16
Z 10% 7% 9% 6% 10% 13% 77 8% 9% 13% 7% 6% 7%
77 33 55 5 4 24 - 11 19 3 20 13 17 7 28
10% 10% 10%) 11% 11% 10% - 5% L 13% 7%| 22% 7% 7% 12%
37 18 16 2 4 1 1 7 8 3 14 4 6 3 6 6 10
2 5% 3%) 4% 11% 5% 13% i 124 13% 5% 3% 3% 3% 2% 4%
14 24 15 23 3 3 9 - 4 8 3 8 1 8 7 16
3% 3% 5% 4% 7% 9% 4% - 129 13% 3% 2% 79|
10 20 6 6 1 2 - 2 1 3 2 4 2
29| 3% 2% 1% 7%} 3% 1% - 1% 1% 13%| 1% 1% 1%)
16 33 6 31 3 1 1 1 - - 6 1 7 23
3% 4% 2%| 5%C 7%} 3% * 13%| - - 25% * A 10%]
- 4 1 3 - 1 - 1 - - - 2 1
- 1% : 1% . - : : - : - 1% 1% .
40 77 27 60 9 5 12 1 6 9 12 1 5 18 41
8% 10% 8% 107/ I 5% 13% 3% L 50% 4%| 5% 5% 18%]
157 201 83 110 11 10 60 2 34 41 8 57 16 43 67
31%bd 25%d 25% 19%) 24% 29% 25% 25%) 142 33% 17% 29%w|
310 514 221 405 25 19 172 5 199 18 74 125
61% 65% 67%) 70%ab 56% 54T 63%) 83%| 26% 77%
7.04 7.08 7.31 7.462h 6.69 6.56 7.529h) 7.38 8.141 5.59 3.92

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of getting through to the right person (PHONE).

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 105
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months by phone
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) (x)
191 255 113 379 26+ 38* 122 5 103 53* 35* 138 53* 124 52" 74" 5 157 64" 112
17 32 20 2 4 10 1 17 - 13 4 13 3 8
9% 13% 18%a 17%] 8% 11% 8% 3% L - 10% 8% 18% 5% 7%
15 35 10 39 1 6 7 - 14 1 13 16 6 1 3
8% 14% 9% 10%) 4% 16% 6% - 10% 2%| 10% IR 8% 2% 3%
24 41 7 57 2 4 18 - 21 3 21 9 1 4 12
13% L 6% I 8% 11% 15% - 15% 6% 17% 17% 15% 6% 11%
30 42 20 44 2 3 25 2 25 5 21 5 15 9 16
16% 16% 18% 12%) 8% 8% 20% 6%| 18% 9%| 17% 10% 20% 14% 14%|
45 25 22 39 5 9 31 1 39 6 8 7 10 - 12 11 14
107 IS 10% 19% 24% 25% 39 11% 6% 13% 14% - % I 13%
19 25 15 39 3 3 13 - 15 4 16 3 6 - 8 13 4 7 18
10% 10% 13% 10%) 12% 8% 1% - 1% 8% 13% 6% 8% - 5% IESE 12%) 5% LY
7 17 9 20 3 1 3 1 3 3 - 3 0 6 11
4% 7% 8% 5% 12% 3% 2% 9% 6% 4% - 29| 16%t 129 4% 10%
8 12 3 28 2 1 5 6 2 3 1 2 5 5 3 9
1% 5% 3% 7% 8% 3% 1% 5% 1% 8%t
9 9 3 14 1 1 4 4 6
5% 4% 3% 4%) 4% 3% 3% 3% D
17 16 4 35 5 6 6 10
9% 6% 4% 9% 197G 5% 8%
- 1 - - - - - 1
. * - - . . - 1%
34 37 10 77 8 8 15 20
18%] 15% 9% I 31% 21% 12% 16%
71 67 46 98 11 13 47 35
37%bd 26% T 26%) 42% 34% 39% 28%
86 150 57 204 7 17 60 68
5% 50%] 54%] 27% 45% 49% 55%
| eo07 NSO 6.62 6.36 4.96 6.08 6.34 6.26

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of getting through to the right person (PHONE).

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 106
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months by phone
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (u) v) W) (x)
191 255 113 379 14 6 90* 3 72* 32 9 98 14 169 37* 162 11 98* 66* 201 173
17 32 20 5 1 12 2 0 - - 19 - 27 6 29 2 4 2 51 11
9% 13%) 18%a 17% 36% 17% 13% 67%) 28% - - 19% - 16% 16% 18% 18%| 4% 3% 25%) 6%|
15 35 10 39 - - 10 - 10 - - 10 - 18 3 17 1 2 1 29 10
8% 14% 9% 10%) - - 1% - 14%] - - 10% - 1% 8% 10% 9% 2% 2% 14% 6%)
24 41 7 57 - - 7 - 3 3 1 6 1 28 6 22 1 11 2 33 23
13% L 6% I - - 8% - 4% 9% 11% 6% 7% 17% 16% 14% 9%] 11% 3% 16% 13%
30 42 20 44 3 1 16 - 14 5 1 19 1 23 4 16 1 14 5 21 23
16% 16% 18% 12%) 21% 17% 18% - 19% 16% 11%| 19% 7% 14% 11% 10% 9%| 14% 8% 10% 13%|
45 25 22 39 1 1 20 - 12 10 - 21 1 14 3 20 2 11 2 24 14
107 10%) 7% 17% 22% - 17% 31% - 21% 7% 8% 8% 12% 18%| 11% 3%] 12% 8%|
19 25 15 39 1 - 14 - 8 6 1 14 1 15 3 19 2 12 23 4 16 23
10% 10% 13% 10%) 7% - 16% - 11% 19% 11% 14% 7% 9% 8% 12% 18% A 23 6% 8% 13%
7 17 9 20 1 - 8 - 4 4 1 7 2 9 3 8 - 10
4% 7% 8% 5% 7% - 9% - 6% 13% 11% 7% 14% 5% 8% 5% -
8 12 3 28 1 - 2 - - 3 - - 3 13 3 12 -
1% 5% 3% 7% 7% - 2% - - 9%K - - 21%] 8% 8% 7% -
9 9 3 14 - 2 1 - 1 1 1 2 1 7 4 3 -
5% 4% 3% 4%) - 33% 1% - 1% 3% 11%| 2% 7% 1% 2% -
17 16 4 35 2 1 - 1 - - 4 - 4 15 2 16 2
9% 6% 1% 9%) 14% 17% - 33%) - - 44%| - 29%] 9% 5% 10% 18%|
- 1 - - - - - - - - - - - - - - -
34 37 10 77 3 3 3 1 1 4 5 2 8 35 9 31 2
18%] 15% 9% I 21% 50% 3% 33% 1%L 56% 2% 57% 21% 24% 19% 18%
71 67 46 98 3 1 42 - 24 20 2 42 4 38 9 47 4
37%bd 26% T 26%) 21% 17% 47% - 337 22%| 43% 29%| 22% 24% 29% 36%
86 150 57 204 8 2 45 2 47 8 2 54 2 96 19 84 5
Py 59%) 50%| 54%] 57% 33% 50% 67%] 25% 22% 55% 14%) 57% 51% 52% 45%]
| 607 NEECED 6.62 6.36 6.50 4.67 6.76 7.00 5.50 3.33 7.03 3.50 6.39 6.14 6.40 6.18

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 107
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 507 796 332 578 82" 133 281 11 50* 399 105 354 178 228 36* 493 212 91 462 327
10 - Extremely satisfied ~ (10) 71 101 58 105 15 22 33 1 - 69 2 44 20 30 7 98 2 1 87 12
14% 13%) 17%b 18%4 18% 17% 12% 9%| - 0 2% 12% 11% 13% 19%| ‘ 1% 1% 4%|
9- (9) 132 108 90 76 16 37 78 1 49 30 27 2 3 1 21
14% S 13%) 20% 28% 28% 9%| 14% 17% 12% 6%| 1% 1% 6%)
8- (8) 78 150 48 75 8 17 52 1 67 32 45 13
15% 14% 13%) 10% 13% 19% 9%] 19% 18% 20%
7- @) 68 118 36 64 10 11 46 1 43 35 36
137 I 11% 11%) 12% 89/ I 9% 129 I 16%
6- (6) 58 78 30 57 8 17 33 - 38 16 22
1% 10% 9% 10%) 10% 13% 12% - 1% 9% 10%
5- (5) 25 75 31 56 6 9 9 1 30 13 23
5%] 9%a 9%a 10%] 7% 7% 3% 9%| 8% 7% 10%) o]
4- (4) 20 55 13 25 6 5 8 28 10 16
A 7 4% 4%] 7% 4% 3% 9%| 8% 6% 7% 1290
3- 3) 14 34 6 35 4 6 4 - 2 18 8 7
3% L 2% 6%ac] 5% 5% 1% - 1%] 5% 4% 3%
2- @) 12 26 5 19 2 4 4 2 1 12 5 9
2% 3% 2% 3%) 2% 3% 1% 18% * 3% 3% 4% W]
1 - Extremely dissatisfied 29 50 13 62 7 5 14 3 - 25 9 13
(1 6% 6% 4% 11%ab 9% 4% 5% 27%] - 7% 5% 6% 12%0
Not applicable - 1 2 4 - - - - - - - -
- * 1% 1% - - - - - - - -
NET: Dissatisfied (1-3) 55 110 24 116 13 15 22 5 3 55 22 29
119 I 7% LT 11% 8% 45% 194 16% 12% 13% B
NET: Neutral (4-6) 103 208 74 138 20 31 50 2 43 55 5 96 39 61
207 22% 24%) 24% 23% 18% 18% 12% S 10% 27% 22% 27% 39%w|
NET: Satisfied (7-10) 349 477 232 320 49 87 209 4 303 42 4 203 17 138
69%bd] 60%) b 55%) 60% 65%) g 36%| 87%m 39%m| 8%| 57% 66% 61%
Mean score 7.19bd) 6.64 7.44bd 6.46 6.74 7.25 7.40g 4.55 8.32Im 5.81m 2.28 6.53 6.83 6.66

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 108
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 89" 337 234
10 - Extremely satisfied ~ (10) 71 101 58 105 8 5 43 2 8 - - 55 2 31 30 4 3 1 1 91 12
14% 13%] 17%b 18%b) 18% 14% 18% 25%| 24%] - - 0 3%] 13% 17% 23%| 1% 1% 5%]
9- (9) 132 108 90 76 7 4 78 1 87 2 1 85 5 28 14 34 - 4 - 10
14% S 13%) 16% 11% S 13%| 36%| 3% 4%| 0 8%| 12% 15% 14% - 3% - 4%|
8- (8) 78 150 48 75 5 5 37 1 41 7 - 43 5 36 8 29 2 13 3 21
15% 14% 13%) 11% 14% 15% 13% 17% 10% - 16% 8% 16% 8% 12% 15% 9% 3% 9%]
7- @) 68 118 36 64 6 5 24 1 21 15 - 31 5 31 8 25 - 2 21
13% I 1% 11%) 13% 14% 10% 13%| 2 229 - 12% 8% 13% 8% 1% - 2% 13% 9%
6- (6) 58 78 30 57 2 3 25 - 1" 18 1 21 9 21 9 26 1 26 27 4
11% 10% 9% 10%) 4% 9% 10% - 5 4%| 8% 15%) 9% 9% 11% 8%| 8% IS 4%
5- (5) 25 75 31 56 5 4 22 - 13 15 3 20 11 25 8 20 3 18 32 6
5% 9%a 9% 10%a] 11% 11% 9% - 5% L 13% 7%| 18%n) 1% 8% 8% 23%| 5% 7%
4- (4) 20 55 13 25 2 5 5 1 5 5 3 7 12 5 8 - 9 14 2
2 7v%ad] 4% 4%] 42 2% 13% 2% 794 13% 3%| 10% 5% 5% 3% -
3- 3) 14 34 6 35 - 3 - 2 3 1 4 2 16 3
3% L 2% 6%ac 7% - 1% - 1%] 4%4 4%] 1% 3% 7%
2- @) 12 26 5 19 1 - 4 - - 2 3 2 3 6
2% 3% 2% 3%) 2% - 2% - - 3% 13% 1% 5% 3%
1 - Extremely dissatisfied 29 50 13 62 6 3 1 1 - 12 1 12 26
(1) 6% 6% 4% 11%abc 13% 9% 1% 13%| . - 50%) . 20%n| 1%
Not applicable - 1 2 4 - 1 1 1 1 - - - -
- * 1% 1% - - 13% * 1% - - - -
NET: Dissatisfied (1-3) 55 110 24 116 10 3 10 1 3 16 7 17 48
119 I 7% T 9% 4% 18% 194 Gk 67% 3% B 21%
NET: Neutral (4-6) 103 208 74 138 9 12 52 1 29 38 48 26 58
207 22% 24%) 20% 34% 21% 13% 129 29%| 18%] 43%0 25%
NET: Satisfied (7-10) 349 477 232 320 26 19 182 5 207 24 1 214 17 126
69%bd 60% b 55%) 58% 54% S 63% 86%| 35% 4%| 80%0 28%) 54%
Mean score 7.19bd) 6.64 7.44b) 6.46 6.38 6.53 7.00 8.351 5.90 2.63 7.980 4.95 6.26

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Getting the issue resolved to your satisfaction.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

(10
©
®)
™

(6)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 109
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 82" 133 281 11 349 108 50* 399 105 354 178 228 36* 493 212 91 462 327
106 126 65 121 15 26 64 1 - 1 104 2 51 29 40 6 124 2 - 118 8
21% 16% 20% R 18% 20% 23% 9%] 2% 2% 14% 16% 18% 17% 1% - Z 2%
111 106 100 76 12 40 59 - - 4 48 29 26 3 5 1 21
22%bd] 13% s 13%) 15% I 21% - - 4%| 14% 16% 1% 8%| 1% 6%)
98 151 52 91 12 18 65 3 - 7 69 37 40 5 - 40
19% 19% 16% 16%) 15% 142 L 27%) - 7% 19% 21% 18% 14% - 12%
70 119 36 60 16 13 40 1 38 30 14 56 26 33 4 4 51
14% I 1% 10%{ I 10% 14% 9%| 1% 4%| 14% 13%| 16% 15% 14% 11%| 4%
38 65 29 42 8 1" 18 1 11 26 1 22 16 31 14 17 3 22 41 2
7% 8% 9% 7% 10% 8% 6% 9% 3 2%| (g 5 9% 8% 7% 8% A 1o 2%
13 70 19 49 - 10 3 - 5 7 1 8 5 24 18 22 12 54 4
3% 6% - 1% - 1%] 6% 2% 2% 5%] 7% 10% 10%] 17%p 2% 4
12 36 6 4 3 - 3 5 7 16 5 12 3 8
2% IS 2% 3% 1% - 1% 1% 3% 5% 8% 29|
14 30 7 4 8 - 2 6 10 1 1
3% 4% 2% 3% 3% - 1% 3% 1% 3%| .
15 34 3 16 3 3 8 1 - 6 12 - -
3%0 4% 1% 3%] 4% 2% 3% 9% - 3% 5% -
29 54 13 66 9 13 3 - 6 15 3 2
6% 7% 4% 11%abc 11%hi 3% 5% 27%] - 3% 7% 8%| .
1 5 2 4 - - - 1 - 2 1 2 5
* 1% 1% 1%) - - - 9%| - - I * 2! 1%
58 118 23 112 14 1 29 4 2 18 37 4 3
7% 19%ab 17% 8% 10% 36% 1%] 10% 16% 11% 1%]
63 171 54 114 13 25 24 1 19 39 5 37 51 12 42
12% R 16%] 20%3] 16% 9% 9%] B2 36%n) 10% 21% 22% 33%
385 502 253 348 55 97 228 5 328 54 3 224 121 139 18
76%bd 63% 60%) 67% 45%| 94%Im 50%m| 6%| 63% I
7.46bd| 6.76 7.73bd| 6.65 6.77 5.20 8.63Im 6.11m| 2.18 6.66

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Getting the issue resolved to your satisfaction.

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 110
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 89" 337 234
106 126 65 121 8 4 51 2 65 - - 60 4 33 31 55 2 1 - 111 9
21% 16% 20% R 18% 11% 21% 25%| 27%] - - 0 7% 14%] 32%p 23% 15% 1% - 4%]
111 106 100 76 9 7 82 2 93 7 - 98 2 33 12 31 - - 7
22%bd] 139 13%) 20% 20% 34% 25%) 39%| 10% - & 3% 14% 13% 13% - - 3%
98 151 52 91 4 4 44 - 38 13 1 43 9 52 13 25 1 - 23
19% 19% 16% 16%) 9% 11% 18% - 16% 19% 4%] 16% 15% (L 14% 1% 8% - 10%
70 119 36 60 4 6 26 - 20 15 1 27 9 16 17 26 1 2 19
14% I 1% 10%) 9% 17% 1% - s I 4%| 10% 15%| 7% I 1% 8%| 2% 12% 8%|
38 65 29 42 4 4 20 1 12 15 2 22 7 17 5 20 - 19 17 6
7% 8% 9% 7% 9% 11% 8% 13% 5L 8% 8% 12% 7% 5% 8% - 6% IS 7%
13 70 19 49 3 3 13 - 6 12 1 12 23 4 20 2 9 35 5
3% 9%a 6% 8%a| 7% 9% 5% - 3% L 4%] 4%| 10% 4% 8% 15% 3% 6%
12 36 6 1 1 3 1 3 1 2 3 10 3 8 2 4
2% IS 2% 4%] 2% 3% 1% 13%| 1% 1% 8% 1% 4% 3% 3% 15%
14 30 2 - - 3 4 2 13 1 15 1 2
3% 4% 1% - - 4%4 17% 1%] 6% 1%L 8% 1%]
15 34 - - 2 - 1 1 6 2 8 - -
3%c 4% - - 1% - 4%| v 3% 2% 3% - -
29 54 3 1 - 1 12 1 7 28 2 3
6% 7% 1% 13%| - 1% 50%) . 7% 12% 15%) 1%
1 5 - 1 1 1 - - 1 1 2 4
v 1% - 13%| * 1% - - 1% v 15%| 1%
58 118 5 1 2 17 4 10 51 3 5
2% 18% 194 5T 71%) 19 g 2 23% 19
63 171 36 2 21 28 5 37 12 48 4 32
12% R 15% 25%) 9% IR 21%| 14%] 13% 20% 31%
385 502 253 348 25 21 203 4 216 35 2 228 73 137 4
76%bd] 637 I 60% 56% 2 83%h) 50%) 90%| 51% 8%| 85%0 Eeid  76% 58% 31%
7.46bd) 6.76 7.73bd) 6.65 6.27 6.82 7.00 8.571 6.51 2.75 8.280 5.22 6.43 6.58

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Courtesy and politeness of advisors.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10
©

®)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 111
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 82* 133 281 11 349 108 50* 399 105 354 178 228 36* 493 212 91* 462 327
60 173 15 15 30 - 4 3 3 53 7 78 28 55 12 155 15 3 134 35
12% 14%] 18% 11% 1% - 15%] 3% 6%] 13% 7% 22% 16%] Z 7% 3% 29% 11%
124 115 107 15 43 65 1 120 1 3 117 7 50 27 33 5 14 4 77 38
14%) 33%abd 19%1 18% IR 23% 9%| 34%! 1% 6%) 0 7% 14% 15% 14% 14%| 7% 4% 179 12%)
94 182 2 8 25 59 2 68 20 6 74 20 71 51 56 4 33 10 17 65
19% 16% 16%) 10% 19% L 18% 19% 19% 12% 19% 19% ERA  29%p] 25% 11% 16% 11%) 25% 20%|
42 113 20 51 12 7 21 2 29 10 3 31 10 48 31 31 3 62 43 8 63 50
B 1av%ecd 6% 9%/ A 5% 7% 18% 8% 9% 6% 8% 10% 14% 17% 14% 8% 13% I 9%] 14% 15%
48 77 28 56 7 8 33 - 23 21 4 34 14 37 16 17 7 22 42 13 33 44
9% 10% 8% 10%) 9% 6% 12% - 77 8% 9% 13% 10% 9% 7% I Z
54 31 44 9 14 40 2 32 26 7 49 16 26 10 16 2
7% 9% 8% 11% 11% 14% 18% 9% L 14% 12% 15% 7% 6% 7% 6%]
25 25 22 5 14 14 - 14 15 28 5 15 2 7 1
39/ T 4% 69/ I 5% - 49/ 4% 1% 3% 3%
16 9 17 8 4 1 2 8 9 2 5 -
2% 3% 3% D 3% 4% 18% 2% 3% 1% 2% -
11 6 7 - 1 5 1 - 5 5 1 -
1% 2% 1%) - 1% 2% 9%| - 1% 3% - -
8 26 5 30 3 2 3 - 1 13 6 6 1
2% 3% 2% LT 4% 2% 1% - * 4% 3% 3% 3%
1 4 2 7 - - - 1 - 2 - 1 1
v 1% 1% 1%) - - - 9%| - 1% - - 3%
40 53 20 54 11 7 19 3 9 27 13 12 1
8% 7% 6% 9% | IS 5% 7% 27%| 3%] 8% 7% 5% 3%
146 156 84 122 21 36 87 2 69 62 15 78 28 40 10
207 S 21%) 26% 27% 31% 18% 207 30% 22% 16% 18% 28%|
320 583 226 395 50 90 175 5 271 34 15 247 137 175 24
63% IS 68% 68%) 61% 68% 62% 45%) 78%! 31% 30%] 70% 77% 77% 67%]
7.12 7.50a 7.44 7.44a 6.91 7.34 7.13 5.70 7.87Im 5.72n] 4.90 7.38 7.44 7.69 7.86

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Courtesy and politeness of advisors.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10
©

®)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 112
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (0 () @ n (s) (t) (u) W) (x)
507 796 332 578 45* 35* 244 8 240 68 24+ 60* 232 96* 237 13" 344 145 89" 337 234
60 173 9 4 30 2 3 1 2 51 41 52 3 134 5 8 117 28
12% 14%] 20% 11% 12% 25%| 17%] 4% 4%] 3%] 22% 22% 23%| 39%u 3% 9% 35% 12%
124 115 107 6 8 94 1 107 2 - 5 36 11 59 1 90 10 7 71 33
14%) 33%abd 19%1 13% 23% T 13%| 45%| 3% - 8%| 16% 1% S 8%| 26%u) 7% 8% 21% 14%|
94 182 6 5 39 2 41 7 4 45 7 41 11 36 2 60 22 8 57 33
19% 16% 16%) 13% 14% 16% 25%| 17% 10% 17% 17% 12% 18% 11% 15% 15% 17% 15% 9% 17% 14%
42 113 20 51 3 - 17 - 9 9 2 12 8 27 11 13 - 26 21 4 29 22
B 4o 6% 9% 7% - 7% - prA 13 8% 4% 13%n 12% 11% 5% - % IS 4%) 9% 9%
48 77 28 56 6 2 20 - 16 10 18 10 25 7 22 2 20 28 8 24 32
9% 10% 8% 10%) 13% 6% 8% - 77 8% 7%] 17% 1% 7% 9% 15% 6% IS 9% 7%] 14%w]
54 31 44 4 8 19 - 11 18 22 9 16 5 22 1 5 7 16 28
7% 9% 8% (23] 8% - 5% L 8% 8% 15% 7% 5% 9% 8% 1%] 5% 12%]
25 25 22 3 4 16 2 13 3 17 7 10 2 9 1 3 10 12
37T 4%] 7% 11% 7% 25%] 2 19%Y 13%| 6% 12%| 4% 2% 4% 8% 1% 3%
16 9 17 - 1 7 1 3 5 1 7 2 6 2 8 1 1 4
2% 3% 3% - 3% 3% 13%| 1% 79K 4%| 3% 3%| 3% 2% 3% 8%| .
11 6 7 4 1 1 - 1 1 1 3 2 1 1 -
1% 2% 1% 9%] 3% v - * 1% 17%) v 1% 2% v 8%| -
8 26 5 30 1 - - - - 5 1 15 3 1 1 2
2% 3% 2% 5%ac 9% 3% - - - - 21%] . 6% 3% 5% 8%| 1% 1%
1 4 2 7 - 1 1 - 2 - - - 2 1 4 - 3 2
v 1% 1% 1%) - 3% v - 1% - - - 1% 1% 2% - 1%
40 53 20 54 8 3 8 1 4 6 10 9 24 7 20 3 3
8% 7% 6% A 18%] 9% 3% 13% 2% 9% 42% 3% 10% 7% 8% 23%| 1%]
146 156 84 122 13 14 55 2 36 41 7 57 51 14 53 4 28
207 S 21%) 297 23% 25%) 15% 29%| 21%| 22% 15% 22% 31%
320 583 226 395 24 17 180 5 198 21 7 203 155 74 160 6
63% IS 68% 68%) 53% LA 74%h) 63%] 83%| 31% 29% 75% 67% 77% 68% 46%]
7.12 7.50a 7.44 7.44a 6.51 6.65 7.73gh 7.00 8.241 5.68 4.42 7.840 7.22 7.49

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Advisor doing what they said they would do.

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 113
Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 82* 133 281 11 349 108 50* 399 105 354 178 228 36* 493 212 91 462 327
92 151 81 15 32 45 - 89 1 2 88 4 70 21 49 11 140 9 2 121 26
18% 19%] 24%ab 24%al) 18% 24% 16% - 26%! 1% 4%] 0 P 20%q 4% 2% 26% 8%
103 135 62 94 12 31 57 3 98 3 2 94 9 59 8 2 104 31
20% 17% 19% 16%) 15% 23% 20% 27%] 28%! 3% 4%| 0 9%| 17% IS 4% 2% 23% 9%|
71 153 53 90 11 15 44 1 58 10 3 56 14 59 31 6 99 54
14% R 16% 16%) 13% 11% 16% 9%] 17% 9% 6% 14% 13% 17% 15% 7%) 21% 17%
62 117 30 60 8 9 43 2 34 26 2 46 16 47 42 8 62 55
122% I 9% 10%) 10% 7% L 18%| 107 I 4%| 12% 15%| 13% 17% 16% 8%| 149 I 9%| 13% 17%)
68 66 36 42 8 1" 48 1 37 28 3 59 9 26 13 22 5 25 35 6 31 35
8% 1% 7% 10% s 9%| 1% 6%| 15% 9%| 7% 7% 10% 14%| 5% I 7% 7% 11%0]
47 75 29 48 10 16 21 - 19 24 4 34 13 39 13 20 3 10 52 13 25 49
9% 9% 9% 8% 12% 12% 7% - 5% IS 8% 9% 12% 1% 7% 9% 8% 2% 5% 15%]
28 26 15 22 7 10 1 - 12 5 14 6 5 1 4 1 15
b 3% 5% 4%) 9% 8% 4% - 3% 4% 3% 2% 3% 1% 2% 5%
7 19 9 14 3 2 1 1 1 12 2 4 1 3
1% 2% 3% 2% 2% * 9%] . 3% 1% 2% 3%]
15 11 7 1 1 5 7 1 7 2 2 -
b 1% 2% 2% 1% 4% 2% 18%| * 2% 1% 1% -
2 37 9 2 4 - - 18 8 10 1
2% 5% 3% 2% 1% - - 5% 4% 1% 3%|
2 6 1 - - 1 - 3 - 1 2
v 1% v - - 9%| - 1% - * 6%par]
34 67 25 9 12 3 2 37 12 16 2
7% 8% 8% 7% 1% 27%] 1% 10% 7% 7% 6%|
143 167 80 37 80 1 68 63 12 79 32 47 9
21% 24% 28% 28% 9%] 19% S 24%| 22% 18% 21% 25%|
328 556 226 87 189 6 279 40 9 235 134 164 23
65% 70% 68% 65% 67% 55% 80%Im 37%m| 18% s6% IEEE 72% 64%
7.26 7.29 7.47 7.41 7.38g 6.20 8.15Im 5.98m| 3.73 7.14 7.36 7.41 7.68

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Advisor doing what they said they would do.

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 114
Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 89" 337 234
92 151 81 7 4 68 2 80 1 - 77 3 46 2 58 3 2 3 123 14
18% 19%] 24%ab 24%al) 16% 1% 25%| 33%| 1% - 0 5%] 20%| 33% 24% 6%
103 135 62 94 7 5 49 1 60 2 - 58 4 43 14 37 24
20% 17% 19% 16%) 16% 14% 20% 13% 25%| 3% - & 7%] 19% 15% 16% 10%
71 153 53 90 7 7 38 1 45 8 - 46 7 33 15 40 36
14% R 16% 16%) 16% 20% 16% 13% 19% 12% - 17% 12% 14% 16% 17% 15%
62 117 30 60 5 3 22 - 18 10 2 22 8 29 12 18 23
129 9% 10%) 11% 9% 9% - 8% 15% 8% 8% 13% 13% 13% 8% 10%
68 66 36 42 3 6 26 1 16 20 - 26 9 1 3 26 2 5 22
8% 11% 7% 7% 17% 11% 13%| 7% - 10% 15%) 5% 3% 15%) 19 IS 4% 6% 9%|
47 75 29 48 3 3 23 - 13 12 4 22 7 19 9 20 - 10 28 10 16 32
9% 9% 9% 8% 7% 9% 9% - 5% L 17% 8% 12% 8% 9% 8% - 3%
28 26 15 22 1 1 1 2 4 9 2 10 2 9 1 1
b 3% 5% 4%) 2% 3% 5% 25%) 27 8% 4% 2% 4% 8%| -
7 19 9 14 1 1 7 - 1 6 2 7 1 6 - 2
1% 2% 3% 2% 2% 3% 3% - . 9%K 8%| 3% 1% 3% - 1%
15 11 - - 2 - 5 6 2 2 1 1
b 1% - - 1% - 21%] 3% 2% 1% 8% -
2 37 - 1 - - 9 22 6 16 2 1
2% 5% - 13%| - - 38%) 9% 6% 7% 15%) .
2 6 - - 1 - - 6 - 5 1 3
v 1% - - * - - 3% - 2% 8% 1%
34 67 7 1 3 6 16 35 9 24 3 4
7% 8% 3% 13%| 1% 9%K 67%) 15% 9% 10% 23%] 1%
143 167 60 3 33 41 6 40 14 55 3 24
21% 24% 19%) 16% 29% 25% 38% 142 25%) 17% 15% 23% 23%|
328 556 226 383 26 19 177 4 203 21 2 151 73 153 6
65% 70% 68% 66% 58% 2 73%) 50%) 85%| 31% 8%| 65%IEGE 65% 46%
7.26 7.29 7.47 7.18 6.20 6.68 6.50 B 5.82 2.79 6.95

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 115
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Logging of query details to avoid having to repeat yourself.
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)
Total 507 796 332 578 82* 133 281 11 349 108 50" 354 178 228 36" 493 212 91* 462 327
10 - Extremely satisfied (10) 81 138 47 110 17 21 42 59 24 43 12 8 - 112 23
16% 17% 14% 19%] 21% 16% 15% 17% 13% 19%] 4% - a 7%
9- 9 121 110 105 84 10 41 70 50 28 29 7 1 26
149 R 15% 129 31%g 25% 14% 16% 13% 8% 3% 1% 8%|
8- 8) 66 150 42 80 6 15 44 65 41 38 6 24 5 50
13% I 13% 14%) 7% 11% 16% 18% 23% 17% 17% 11% 4
7- (7) 83 105 33 69 13 1 57 46 32 24 3
13% 10% 12% 16% 8o I 137 I 11% 8%
6 - (6) 54 69 44 43 10 19 24 27 12 27 3
1% 9% 7% 12% 14% 9% 8% 7% 12% 8%
5- (5) 37 78 27 47 9 9 18 38 13 25 2
7% 10% 8% 8% 11% 7% 6% 1% 7% 1% 6%
4- (4) 20 31 8 31 5 5 10 16 10 4 1
4% 4% 2% 6% 4% 4% 5%] 6% 2% 3%|
3- (3) 11 31 10 21 - 3 6 2 14 4 13 -
2% 4% 3% 4% - 2% 2% 18% 4% 2% 6% -
2- (2) 11 17 3 12 3 3 3 2 8 5 4 -
2% 2% 1% 2%] 4% 2% 1% 18%) 2% 3% 2% -
1 - Extremely dissatisfied 21 46 9 52 9 5 7 - 23 7 13 3
(1) oA 6% 3%] - 6% 4% 6% 8%
Not applicable 2 21 4 1 - 1 8 2 8 3
v 1% 1% - 9% 2% 1% 4%| 8%pq 3%
NET: Dissatisfied (1-3) 43 94 22 1 16 4 45 16 30 3
B 12 7% 8% 6% 36% 13% 9% 13% 8%
NET: Neutral (4-6) 111 178 79 33 52 2 81 35 56 6
22% 22% 24% 21% 25% 19% 18% 23% 20% 25% 17%|
NET: Satisfied (7-10) 351 503 227 343 88 213 220 125 134 24
& 637 IS 6 667 NG 629/ I 59% 67%
Mean score 6.88 7.10 6.94 7.61

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 116
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Logging of query details to avoid having to repeat yourself.
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
Total 507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 89" 337 234
10 - Extremely satisfied ~ (10) 81 138 47 110 6 4 35 2 7 - - 45 2 40 32 37 1 1 2 98 11
16% 17% 14% 19%) 13% 11% 14% 25%| 20%] - - Z 3%] 17% 16% 8% 1% 2% 5%]
9- (9) 121 110 105 84 10 5 88 2 104 1 - 101 4 26 12 43 3 9 6 20
14 T 15%) 22% 149 I 25% o 1% - i 7% 11% 139 I 23% 6% 7% 9%
8- (8) 66 150 42 80 4 5 32 1 31 10 1 35 6 34 15 29 2 9 2 20
13% I 13% 14%) 9% 14% 13% 13% 13% 15% 4%] 13% 10% 15% 16% 12% 15% 6% 2% 9%]
7- @) 83 105 33 69 4 4 25 - 20 12 1 27 6 22 10 36 1 30 4 30
13% 10% 12%) 9% 11% 10% - s I 4%| 10% 10%| 9% 10% 15% 8%| {21y 4% 12% 13%|
6- (6) 54 69 44 3 3 7 34 - 23 17 30 13 23 4 15 1 8 21 4 17 26
1% B 13%bq] 7% 7% 20% 14% - 107 17%) 10% 4% 6% 8%| 5% I 4%
5- (5) 37 78 27 47 4 4 19 - 9 17 1 21 7 19 - 12 30 5
7% 10% 8% 8% 9% 11% 8% - Pz 5% 4%] 9% 7% 8% - 3%
4- (4) 20 31 5 1 1 4 3 12 4 13 2 4
4% 4% 2% 13%| * 69K 13%| 5% 4% 5% 15% 1%
3- 3) 1 31 2 1 2 4 4 10 2 9 - 6
2% 4% 1% 13%| 1% 6% 17%) 1% 2% 1% - 2%
2- @) 1 17 - - - - 3 4 1 6 1 3
2% 2% - - - - 13%| 2% 1% 3% 8% 1%
1 - Extremely dissatisfied 21 46 2 - 2 1 26 7 17 2 4 9 41
(1) oA 6% 1% - 1% 1% 25% 1% 7% 7% 15%) 1% 3% 3%] 18%w
Not applicable 2 21 2 1 1 2 1 14 2 13 - 17 8 18 11
- 1% 13% * 3% 4% 6% 2% 5% - 5% 5% 5%
NET: Dissatisfied (1-3) 43 94 4 1 4 5 13 40 10 32 3 13 17 66
B 12 2% 13% 2% 7944 54% 17% 10% 14% 23%| 4%| 5% 28%w|
NET: Neutral (4-6) 11 178 58 1 33 38 56 15 47 3 34 45 76
22% 22% 24% 21% 18% 34% 24% 13% 142 33% 24% 16% 20% 23%| 10%] 13%] 32%w]
NET: Satisfied (7-10) 351 503 227 343 24 18 180 5 202 23 2 122 69 145 7 81
69%bd 63% Z 59% 53% 519 63% 84%| 34% 8% 535S 61% 54%
Mean score 7.27bd) 6.98 6.80 6.18 6.68 7.57 8.321 5.89 3.48 6.49 6.85 6.00

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m -
* small base; ** very small base (under 30) ineligible for sig testing

n/o - p/g/r/s - tlulv - w/x

*=Lessthan .5




Offering compensation or a goodwill payment.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable
NET: Dissatisfied

NET: Neutral

(10

(1-3)

(4-6)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 117
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie

BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No

(a) (b) (©)] (d) ((¢)] (h) (i) ()] (k) 0] (m) (n) (0) () @ (0] (s) (t) (u) () W) (x)

507 796 332 578 82* 133 281 11 349 108 50" 399 105 354 178 228 36" 493 212 91* 462 327
79 95 78 13 25 41 7 - 2 43 22 23 - 12
16% 12%| 23%abd 16%D) 16% 19% 15% - 2%j 12% 12% 10% - 18%] 4%

115 107 69 54 14 36 64 - 3 51 31 24 - 91 16

3 Z 9% 17% 27% 23% - 3% 14% IS 1% - 20% 5%|
56 7 24 60 - 9 39 43 20 2 70 38
10%) 9% 18% L - 9%] 11% 9% 2% 15% 12%
35 13 1 34 1 2 10 43 24 26 2 64 30
6%) 16% 8% 12% 9%| 11% RS 4%| 12% 10%) 12% 13% 1% 29| I 9%
38 50 35 28 3 7 28 - 18 20 - 31 7 19 1 17 2 29 21
7% 6% 5%) 4% 5% 10% - 2~ 19%kn) - 8% 7%] 5% 6% 7% 2% 6% 6%|
28 75 21 4 4 1 12 1 1 14 3 18 10 3 1 19 2 4 34
6%] 9%2) 6% 7%) 5% 8% 4% 9%] 3% L 6% 5% 10%n 12% 6% 8% 2% 9% 10%
17 37 7 35 7 6 4 - 8 9 - 11
39 I 29 : 5% 1% - 2T - 3%
15 27 4 5 4 1 3
3% L 1%] 4% 1% 9%] 1%]
9 41 6 3 3 3 2
29/ T 29
42 104 19
8% I 6%
13 58 8
3% T8 2%|
66 172 29
139 T 9%
83 162 63
16% 20% 19% 18%

NET: Satisfied

Mean score

(7-10)

345
6

404

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 118
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
Offering compensation or a goodwill payment.
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (0 () @ n (s) (t) (u) v) W) (x)
Total 507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 234
10 - Extremely satisfied ~ (10) 79 95 78 7 4 65 2 6 2 - 74 3 29 33 31 1 3
16% 129%] 23%abd 16% 16% 11% 27% 25%| 32%] 3% - Z 5%] 13% 13% 8% 1%]
9- (9) 115 107 69 54 7 7 55 - 64 5 - 64 5 25 10 19 - 7
3 Z 9%| 16% 20% 23% - 27%] 7% - 24%9 8%l 1% 10% 8% - 3%
8- 56 7 4 47 - 48 8 2 52 6 21 12 23 - 10
10%) 16% 11% 19% - 20% 12% 8%| 19% 10%| 9% 13% 10% - 4%|
7- 35 4 1 21 1 14 12 1 22 5 17 5 12 1 11
6% 9% 3% 9% 13% 67 I 4%] 8% 8% 7% 5% 5% 8% 5%]
6- (6) 38 50 35 24 - 15 19 25 10 9 5 14 - 1 16 17
7% 69 I 10% - 69 IS 4% 9% 17% 4% 5% 6% - 39 I w5
5- (5) 28 75 21 13 1 10 11 - 17 4 19 4 16 2 15 23 26
6%] 9%2) 6% 5% 13% Py 16% - 6% 7% 8% 4% 7% 15% PPA  16% 11%]
4- (4) 17 37 7 5 1 4 2 1 15 - 18 13 4 15 19
3% 29| 2% 13% 2% 3% 4% 3% 6% - 5% 9% 4%) 4% 8%
3- 3) 15 27 4 - - - 1 3 4 10 1 9 7 6 13 9
3% L 1%] - - - 1% 13% 4% 4% 8% 3% 5% 7%) 4% 4%]
2- @) 9 41 6 2 - 1 3 2 6 17 3 14 19 8 7 34
2% IS 2%] 1% - * 494 8%| 6% 7% 23%) A 13 9% 29| 15%]
1 - Extremely dissatisfied 42 104 19 7 1 4 3 12 10 47 2 21 23 81
(1) B 13%d] 6% 3% 13%| 2% 4% 50%] 107 15%) 6% 7%] 35%]
Not applicable 13 58 8 5 2 4 2 2 33 3 0 17
3% 7%l 29| 2% 25%) 2% 3% 8%| 2 14%g 23%] 159 7%
NET: Dissatisfied (1-3) 66 172 29 9 1 5 7 17 20 74 6 44 124
13% 9%| 4% 13% 2% 71%) 21% 31% 46% 13%] 13%] 53%w]
NET: Neutral (4-6) 83 162 63 42 2 29 32 2 12 45 2 44 41 62
16% 20% 19% 17% 25%) 129 8% 15% 26%w]
NET: Satisfied (7-10) 345 404 232 188 3 202 27 3
68%bd 51%d 70%bd 41% 56% 169 RS 38% 84%| 40% 13%
Mean score 7.12bd 6.13d 7.53ab YoV 6.07 6.53 6.17 8.391 6.09 2.64

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Willingness to help resolve your issue.

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 119
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 82" 133 281 1% 50" 399 105 354 178 228 36* 493 212 91 462 327
75 145 42 15 22 37 1 2 71 4 67 26 44 8 139 6 - 129 15
15% L 13%] 23%ab 18% 17% 13% 9%] 4%] 4%] 19% 15% 19% 22%| 3% - 5%]
131 119 119 87 13 41 77 1 4 54 26 32 7 6 - 25
26%bd] 15% s 15%) 16%) 31%g 27% - 2% 4%| 15% 15% 14% 19%| 3% - 8%|
108 138 55 85 9 33 63 3 2 11 51 43 38 6 21 4 44
21% 17% 17% 15%) 119 25%9 22% 27%) 4%] 10% 142 17% 17% 10% 4
73 117 35 63 16 5 51 1 39 32 2 17 51 35 29 2
14 I 11% ez 20 49/ 9% 119 G 14% 16%] 149 I 13% 6%
36 77 21 41 8 7 20 1 13 20 13 23 4
7% 10% 6% 7% 10% 5% 7% 9% 4% 5%] 7% 10% 11%|
24 65 23 40 3 12 8 1 9 10 9 27 1
5% 8%2) 7% 7%) 2 9% 3% 9%] 3% 6%| 3%] 5% L 3%
17 34 13 29 4 7 6 - 6 14 11 8 2
3% 4% 4% 5% 5% 5% 2% - 2% 4% 6% 4% 6%|
15 28 9 19 4 2 8 1 3 4 4 7 1
3% 4% 3% 3% 5% 2% 3% 9%| 1% 1% 2% 3% 3%|
9 18 4 21 1 2 4 2 - 4 6 -
2% 2% 1% 4%} 1% 2% 1% 18%| - 2% 3% -
18 49 8 55 9 2 7 - - 6 1 3
4% 6%a 2% 10%abc 11%hi 2% 2% - - 3% 5% 8%|
1 6 3 7 - - - 1 - 1 2 2
v 1% 1% 1%) - - - 9%| - 1%) 1%p 6% v
42 95 21 95 14 6 19 3 3 14 24 4
8% I 6% I 27% 194 8% 11% 11%
77 176 57 110 2 28 33 58 7
15% 17% 19%) 18% 8%| 19% 25% 19%
387 519 251 366 5 18 130 143 23
76%bd] 65%) 63%) 45%| 91%im 57%m| 34%| 63% I 63% 64%|
7.49bd 7.01 7.64bd 6.88 5.90 8.38Im 6.36m] 3.65 5.01 6.86 7.21 7.04 7.29

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Willingness to help resolve your issue.

Total

10 - Extremely satisfied (10)
9- (9)
8- )
7- @)
6- (6)
5- (5)
4- (4)
3- 3)
2- @
1 - Extremely dissatisfied .
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 120
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(a) (b) (© (d) ((*)} (h) 0] ()] (k) (0] (m) (n) (0 () @ n (s) (t) (u) v) W) (x)
507 796 332 578 45* 35* 244 8 240 68 24+ 269 60* 232 96* 237 13" 344 145 89" 337 234
75 145 42 9 5 26 2 9 3 - 39 2 46 33 50 2 1 1 119 11
15% L 13%] 23%ab 20% 14% 1% 25%| 16%| 4% - 0 3%] 207 21% 15% 1% 1% 5%]
131 119 119 87 5 5 108 1 115 4 - 117 2 28 17 42 - 3 16
26%bd] 15% s 15%) 11% 14% S 13%| 48%| 6% - & 3% 12% 18% 18% - 3% 7%]
108 138 55 85 9 5 41 - 44 10 1 46 9 37 14 33 1 2 22
21%d 17% 17% 15%) 20% 14% 17% - 18% 15% 4%| 17% 15%) 16% 15% 14% 8%| 2% 9%|
73 117 35 63 5 1 28 1 15 16 26 9 27 10 25 1 2 24
14% I 1% 11%) 11% 3% 1% 13%| B2 29 17%) 10% 15%| 12% 10% 1% 8%| 2%
36 77 21 41 4 4 13 - 7 13 1 13 8 20 3 16 2 0 28 3
7% 10% 6% 7% 9% 11% 5% - iz 19 4%| 5%] 13%0 9% 3% 7% 15%) 3% IS 3%
24 65 23 40 3 5 15 - 9 11 3 14 15 7 17 1 12 22 6
5% 8%2) 7% 7%) 7% 14% 6% - i 16% 13% 5%] 15%n) 6% 7% 7% 8% 3% 4
17 34 13 8 1 4 8 1 8 5 13 13 1 3
3% 4% 4% 3% 13% g2 1294 4% 3% 8% 6% 2% 5% 8% 1%
15 28 9 3 2 4 2 3 5 3 9 2 8 - 2
3% 4% 3% 1% 25%] 2% 3% 13%| 2% 5%) 1% 2% 3% - 1%
9 18 4 - - 1 1 2 1 2 9 2 2
2% 2% 1% - - * 1% 8%| v 2% 4% 15%| 1%
18 49 8 2 - - - 8 - 5 22 1 4
4% 6%a 2% 1% - - - 33%| - 5% 9% 8%| 1% 2%
1 6 3 - 1 2 - 1 - 1 2 2 5 1
v 1% 1% - 13%| 1% - 4%| - 1% 1% 15%| 1%
42 95 21 5 2 5 3 13 6 9 39 3 8
B 12%d] 6%] 2% 25%) 2% 4% 54% 2% 9% 16% 23%| 2%
77 176 57 36 1 20 32 35 12 46 4 25
15% 17% 15% 13% 8% L 21%| 13%] 13% 19% 31%
387 519 251 203 4 213 33 5 228 74 150 4
76%bd] 65%) b 63% 62% 169 SR 50%) 89%| 49% 21%] 85%0 37%) 59% IR 63% 31%)
7.49bd 7.01 6.88 6.69 6.45 6.57 8.401 6.34 3.57 8.140 5.33 6.58 6.87

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




SUMMARY : Satisfied

Total

Ease of finding provider
contact details

The time taken to handle your
issue

Getting the issue resolved to
your satisfaction

Courtesy and politeness of
advisors

Advisor doing what they said
they would do

Logging of query details to
avoid having to repeat
yourself

Offering compensation or a
goodwill payment
Willingness to help resolve

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 121
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral Yes No service n issues else Satisfied Neutral Yes No
(@ (b) (© (d) @ (h) (0] 0] (k) (0] (m) (n) (0) () @ (0] (s) (1) (u) v) (w) x)
507 796 332 578 82* 133 281 11 349 108 50* 399 105 354 178 228 36* 493 212 91* 462 327
310 514 221 405 45 84 177 4 21 11 35 227 121 145 21 76 23 155
61% 65% 67%) 70%ab 55% 63% 63% 36% 80%! 19% 22%] 69%0) 33%] 64% 68% 64% 58% 84%u 36% 25%] 779 47%)
349 477 232 320 49 87 209 4 303 42 4 321 27 203 17 138 19 423 45 9 354 119
69%bd (2 70%d 55%) 60% 65% I 36% 87%m 39%m| 8%| 80%0) 26%] 57% 66% 61% 53% 86%uv 21% 10% 77% 36%)
385 502 253 348 55 97 228 5 54 3 27 224 121 139 18 54 5 120
76%bd 63% IS 60%) 67% 73% IR 45% 94%m 50%m| 6%| 89%0) 26%] 63%) 68% 61% 50% 90%uv 25% 5% 829 37%)
320 583 226 395 50 90 175 5 271 34 15 275 44 247 137 175 24 453 105 25 391 188
63% L 68% 68%) 61% 68% 62% 45% 78%! 31% 30%] 69%0) 42%) 70% 77% 77% 67% 92%uv 50% 27% 859%X 57%)
328 556 226 383 46 87 189 6 279 40 9 284 43 235 134 164 23 448 90 18 386 166
65% 70% 68% 66%) 56% 65% 67% 55% 80%Im 37%m| 18% 71%9 41%) (2 5% 72% 64% 91%uv 42% 20%) 84% 51%)
51 503 227 343 46 88 213 4 299 46 6 315 35 220 125 134 24 425 67 11 364 136
637 I 59%] 56% A 6%} 36% 86%Im 43%mj 12%) 79%0) 33%] oz~ 70%] 59% 67% 86%uv 329% 12%| 79%X 42%)
239 47 96 199 3 297 46 2 320 24 176 120 93 15 353 47 4 307 96
41%] 57%| 72%g 71%g| 27%) 85%Im 43%m)| 4% 80%o0} 23%) 50%r 67%pr: 41% 42%) 72%uv 22% 4% 66% 29%]
366 53 101 228 5 318 62 7 36 223 130 143 23 69 8 130
63%) 65% 76%) 81%g| 45% 91%m 57%n| 14%| 88%0) 34% 63% 73%pi 63% 64% 90%uv 33% 9%| 83% 40%)

your issue

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




SUMMARY : Satisfied

Total

Ease of finding provider
contact details

The time taken to handle your
issue

Getting the issue resolved to
your satisfaction

Courtesy and politeness of
advisors

Advisor doing what they said
they would do

Logging of query details to
avoid having to repeat
yourself

Offering compensation or a
goodwill payment
Willingness to help resolve
your issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 122
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral Yes No
(@ (b) (© (d) @ (h) (0] 0] (k) (0] (m) (n) (0) () @ (0] (s) (1) (u) v) (w) x)
507 796 332 578 45* 35* 244 8 240 68 24+ 269 60 232 96* 237 13+ 344 145 89* 337 234
310 514 221 405 25 19 172 5 199 18 4 201 19 158 74 166 7 66 34 274 125
61% 65% 67%] 70%ab 56% 224 70%] 63% 32%] 68% 77% 70% 54% 6% 81 53%]
349 477 232 320 26 19 182 5 17 126 60 129 5 64
69%bd (2 70%d 55%) 58% 2 75% 63% 28%] 54% 63% 54% 38% 27%]
385 502 253 348 25 21 203 4 24 134 73 137 4 58
I 637 I 60%) 56% 607 NG 589 I 58% 31% 259
320 583 226 395 24 17 155 74 160 6 116
63% L 68% 68%) 53% PEIA  7a%gh) 67% 77% 68% 46% 50%]
328 556 226 383 26 19 151 73 153 6 97
65% 70% 68% 66%) 58% 54%) 659G 65% 46% 41%)
51 503 227 343 24 18 122 145 7 81
637 I 59%] 53% 51%| 53%| 72%p 61% 54% 35%]
239 25 16 92 60 85 2 31
41%] 56% Pl 77%oh) PpZ 3% 36% 15% 13%)
366 28 16 138 150 4 73
63%) 62% 46%) 63% 4

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Base: All complained about cable, satellite or any other Pay TV service in past 6 months

Total
Completely resolved

Partly resolved
Not resolved at all

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 123

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) [(¢)] (h) [0} @ (k) [0} (m) (n) (0) (p) [(¢)] (4] (s) ® (u) v) (w) (x)
507 796 332 578 82" 133 281 11+ 349 108 50* 399 105 354 178 228 36* 493 212 91* 462 327
399 462 269 337 50 107 237 5 325 70 399 - 202 iR 128 21 374 77 11 462 -
s RS s 61 TG o - 57% oz sen S R 12> -
65 229 23 3 104 52 66 7 101 101 27 -
13% S 8% 27%) 29% 29% 29% 19%] 209 30%} -
40 98 20 2 13 32 6 15 2 51
B2 =] 7% 18% 7o 179 3% L% Bz -
3 7 1 1 2 2 2 3 2 2 -
1% 1% - 9% 1% 1% 1% 1% 2% -

*=Lessthan .5




Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Base: All complained about cable, satellite or any other Pay TV service in past 6 months

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) () (d) [(¢)] (h) [0} @ (k) [0} (m) (n) (0) (p) [(¢)] (4] (s) ® (u) v) (w) (x)
Total 507 796 332 578 45 35 244 8™ 240 68* 24* 269 60* 232 96* 237 13* 344 145 89" 337 234
Completely resolved 399 462 269 337 25 18 221 5 220 45 4 269 - 126 67 140 4 275 52 10 337 -
589 I 58% 56% 519 L 639 I 66% 179 - 549 G 59% 319 T 6
Partly resolved 65 229 16 - 18 20 6 - 26 66 5 61
13% S 7% - B 294 25%) - 27% 28% 38%) 18%
Not resolved at all 40 98 6 2 - 2 14 - 2 30 2 3
B2 =] 2% 25% - 58% - 29 I 15% 1%
Don't know 3 7 1 1 2 1 - - 1 1 2 5
1% 1% - 13%] 1% 1% - - 1% - 15%] 1%

Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 124

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 125
Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) (0] (m) (n) (0) (p) ()] () (s) (U] (u) v) (w) (x)
Total 507 796 332 578 82* 133 281 11 349 108 50* 399 105 354 178 228 36* 493 212 91* 462 327
Once (1 334 330 230 252 42 85 201 6 276 53 5 320 14 156 64 93 17 251 60 19 246 83
41 TS 44% 51% 647 NG 559 (T 107 IS 13% 44% 36% 41% 479 28% 219 25%

Twice (2 73 237 40 149 17 23 32 1 40 28 45 27 111 52 64 10 148 69 20 131 103

[q  30%d 129 17% 1% 9% 31% 29% 28% 28%] 30% 33% 22%] 28% 31%)
Three times (3) 50 117 40 13 27 2 47 31 37 2 45

10% L 12%] 10% 10% 10% 18% 13% 17% 16% 6%
Four times (4) 15 46 8 4 4 7 - 16 12 16 2

3%] 6%a 2%| 3% 2% - 5% 7% 7% 6%
Five times or more (5) 29 51 10 8 11 - 20 12 16 3

6% IGE 3% 6% 4% - 6% 7% 7% 8%
Don't know 6 15 4 - 3 2 4 7 2 2

1% - 1% 18%, 1% 1%] 6%pr]
Mean score 1.70 1.54 1.56 1.95 2.16 2.11 1.94

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?

Base: All complained about cable, satellite or any other Pay TV service in past 6 months

Total
Once

Twice

Three times

Four times

Five times or more

Don't know

Mean score

Fieldwork: 8th December 2016 - 6th January 2017

Table 126

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) (0] (m) (n) (0) (p) ()] () (s) (U] (u) v) (w) (x)
507 796 332 578 45 35* 244 8™ 240 68* 96* 237 13* 344 145 89" 337 234
334 330 230 252 11 8 208 3 190 37 28 111 9 187 49 16 196 51
R | 2% ST o 5% 2o R 69% T o 22
73 237 40 149 13 12 12 3 23 14 35 53 3 95 45 9 83 66
14 T 12%| 5% 38% 107 22% 23% 28% 31% 10%] 25% 28%)
50 117 40 17 1 20 12 17 31 1 31 27 22 28 52
10% L 12%] 7% 13% 8% IR 18% 13% 8% 9%]
15 46 8 2 3 - 3 2 4 16 - 18
3%] 6%a 2%| 6% 1% - 1% 3% 4% 7% - 5%
29 51 10 2 3 1 3 2 7 21 - 5
6% IGE 3% 6% 1% 13% 1% 3% 7% 9% - 1%]
6 15 4 1 - 1 1 5 5 - 8
1% * - * 1% 1% 2% - 2%
1.28 2.13 1.35 1.78k 2.20 2.06 1.38 1.69
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Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 127
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (© (d) ((¢)} (h) (i) (1) (k) 0] (m) (n) (0) () @ (9] (s) () (u) V) w) x)
Total 507 796 332 578 82* 133 281 11 349 108 50" 399 105 354 178 228 36" 493 212 91* 462 327
Less than 1 hour 247 240 204 202 35 75 133 4 208 34 5 235 12 130 28 61 21 178 48 14 173 64
oG, o5 45% s ame oo CCINE o 11% B 16% T v R 20%
Several hours 64 144 6 12 43 3 41 14 9 50 14 69 34 39 2 88 41 15 86 58
13% I 7% 9% 15% 27%) 12% 13% 18% 13% 13% 19%s 19% 17% 6% 18% 19% 16% 19% 18%
1day 61 36 7 12 42 - 48 13 - 53 8 31 28 26 1 57 23 6 59 27
S 22 Il 9% 9% 15% - - 13% 8% 97 I 11% 3% 12% 11% 79| 8%
2-4 days 47 130 1 10 23 3 24 20 3 30 16 51 32 43 4 81 38 1 72 58
Rd 6% 13% 8% 8% 27%] 7% I 6%| 8% % 14% 18% 19% 11% 16% 18% 12% 16% 18%
5-7 days 34 69 6 8 20 - 16 14 4 18 24 21 21 3 42 16 1 33 34
7% 7% 6% 7% - 5% L 7% 12% 9% 8% 9% 8% 12% 7% 10%
8-14 days 13 36 1 8 4 - 3 15 13 8 - 17 17 2 14 22
3% 5% 1% 1% - 1%) 4% 7% 4% - 3% 2% 3% 7%
15-30 days 10 23 2 3 - 5 12 5 5 1 9 8 9 14
2% 3% 2% 1% - 1% 3% 3% 2% 3% 2% 4%
Over 30 days 21 42 6 10 - 3 13 12 16 1 10 32
4% 5% 5% 4% - 1% 4% 7% 7% 3% 2%j 10%w,
Not sure 10 26 7 - 3 1 1 5 9 3 1 18
2% 3% 2% - 1% 9%| * 3% 4% 8%| 2% 6%
NET: Less than 1 hour 247 240 204 202 75 133 4 208 34 5 28 61 21 178 64
49%bl 307 RS 35% 43% 56% 47% 36% 60%Im 31%m| 10% 16%] 27%q 58%par 36%u 20%|
NET: Several hours but within 125 230 52 13 24 85 3 89 27 9 62 3 145 85
aday 25%c 29%cd 16%| 16% 18% 30%gh| 27%)| 26% 25% 18%) 8% 29% 31% 26%|
NET: 2-4 days 47 130 26 1 10 23 3 24 20 3 1 32 43 4 81 38 11 72 58
9% T 8% 13% 8% 8% 27%) 7% RS 14% 18% 19% 11% 16% 16% 18%
NET: 5 days or more 78 170 43 17 24 37 - 27 64 51 50 5 78 65 102
15% T 13% 21% 18% 13% - 8% 187 22% 14%) 16%) 14%)
Mean score 2.89 4.98abc 3.10 2.38 0.94 1.33 4.49 2.59 2.62

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 128
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)
Total 507 796 332 578 45" 35" 244 8™ 240 68* 24 269 60" 232 96" 237 13+ 344 145 89" 337 234
Less than 1 hour 247 240 204 202 14 6 181 3 176 27 1 198 6 103 23 71 5 149 38 15 149 50
S0 NGRS, 35%) 31% 179 I 389 | 40% 49+ 109 24% 30% 38%) o 26% 179 21%
Several hours 64 144 36 79 4 4 28 - 20 14 2 30 6 21 12 43 3 43 25 11 44 35
137 S 11% 14%) 9% 11% 1% - 87 L 8% 11% 10%] 9% 13% RS 23%| 13% 17% 12% 13% 15%
1 day 61 86 16 49 7 5 3 1 9 5 2 9 7 20 10 19 - 37 9 3 32 17
| 2 1% Z 1% 13% 4% 7% 8% 3% 9% 10% 8% - 1% 6% 3% 9% 7%
2-4 days 47 130 12 - 15 9 2 17 8 26 21 33 2 53 26 3 55 27
9% IS 5% - 6% 13% 8% 6% 13%) 1% 14% 15% 15% 18% 3%] 16% 12%
5-7 days 34 69 5 - 9 5 1 6 9 12 13 20 2 23 14 10 25 22
7% 2% - 4% 7% 4%] 5% 5% 8% 15% 7% 10% 11% 7% 9%]
8-14 days 13 36 8 1 4 5 2 6 4 9 3 13 - 9 5 11 7 18
3% 5% 3% 13%| 2% 79K 8%| 2% 7% 4% 3% 5% - 3% 2% 8%
15-30 days 10 23 - 1 3 - 3 1 5 11 6 5 1 10 10 13
2% 3% - 13%| 1% - 13%| . 6% 2% 8%| 3% 3% 6%|
Over 30 days 21 42 5 - 3 1 2 5 17 - 1 9
1% 5% 2% - 1% 1% 29%] 1% 5% 7% - 3% 3%] 15%0]
Not sure 10 26 2 2 1 2 4 - 3 16 - 9 6 18
2% 3% 1% 25%] * 3% 17%) - 3% 7% - 3%] 2% 8%
NET: Less than 1 hour 247 240 204 6 181 3 176 27 1 198 23 71 5 149 50
i 30 G 177D s 40% 49- R 24% 30% 359 I 26% 17% 21%
NET: Several hours but within 125 230 9 31 1 29 19 39 22 62 3 80 34 14 52
aday 25%0 29%cd 13% 13%| 129 IR 17% 14% 23% s 23%| 23% 23% 16% 23% 22%|
NET: 2-4 days 47 130 12 - 15 9 2 17 21 33 2 53 26 3 55 27
9% T 5% - 6% 13% 8% 6% 1% 14% 15% 15% Z 12%
NET: 5 days or more 78 170 18 2 19 11 13 15 54 27 55 3 53
15% T 7% 25% B 16 54%] 6% 23% 28% 23% 23% 15%|
Mean score 2.89 4.98abc 1.32 5.76 1.34 2.27 16.04 0.95 5.37 5.12 4.64 3.15 3.01

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing
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Q13 How long did it take to resolve the issue with [Provider]?

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 129
Base: All complained about cable, satellite or any other Pay TV service in past 6 months whose issue was completely resolved
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)
399 462 269 337 50" 107 237 5 325 70 4 399 * 202 11 128 21 374 77" 1% 462
235 173 198 149 31 73 127 4 204 31 - 235 93 21 45 14 152 18 3 173 -
37 T,  44%) 629 I 54% 807G 44% - 59% 199 I 679 23% 27% 37% -
50 86 30 44 5 10 35 - 39 1 - 50 39 26 20 1 74 12 - 86 -
13% I 11% 13% 10% 9% 15% - 12% 16% - 13% 19% 23% 16% 5% 20% 16% - 19% -
53 59 9 32 2 10 - 42 11 - 53 19 17 1 44 13 2 59 -
Z 4% 9%] 17% - 13% 16% - 13% 9% 15%] 7% 5%] 12% 17% 18% 13% -
30 72 7 7 15 1 21 9 - 30 30 20 19 3 52 19 1 72 -
E 6% 14% 7% 6% 20%) 6% 13% - 8% 15% 18% 15% 14% 149 9% 16% -
18 33 4 12 - 11 6 1 18 9 10 13 1 27 4 2 33 -
5% L 4% 5% - 3% 9% 25%) 5% - 4% 9% T 5%] 7% 5% 18% 7% -
7 14 2 4 - 3 2 2 7 - 5 6 3 - 10 4 - 14 -
2% 3% 2% 2% - 1% 3% 50% 2% - 2% 5% 2% - 3% 5% - 3% -
1 9 - 1 - 1 - - 1 - 3 4 2 - 4 4 1 9 -
. 2 - v - . - - . - 1% 4% 2% - 19 I 9% 2% -
4 9 1 1 - 3 - 1 4 - 3 4 2 - 4 3 2 9 -
1% 2% 1% . - 1% - 25%] 1% - 1% 4% 2% - 1% 1% 18%| 2% -
1 7 - 1 - 1 - - 1 - 1 3 2 1 7 - - 7 -
. z . v - w - - * - * 3% 2% 5% 2% - - 2% -
235 173 198 149 31 73 127 4 204 31 - 235 - 93 21 45 14 152 18 3 173 -
et 37 2o R 54% g 5% 44% - 59% - 197 IS 679 [ 23% 27% 37% -
103 145 39 7 20 76 - 81 22 - 103 - 58 43 42 2 118 25 2 145 -
26%0 31%cd 14%) 14% [EFA  32%oh) - 25% 31% - 26% - 29% 39% 33% 10% 32% 32% 18%| 31% -
72 17 7 7 15 1 21 9 - 30 - 30 20 19 3 52 19 1 72 -
14% 7% 6% 20%| 6% 13% - 8% - 15% 18% 15% 14% 14% L 9%] 16% -
5 7 18 - 18 8 4 30 - 20 24 20 1 45 15 5 65 -
10% 7% 8% - 6% 1% 100% 8% - 109G 16% 5% 12% 19% 45% 14% -
2.19 1.04 111 0.62 1.02 1.40 14.75 1.22 - 1.91 2.38 0.83 1.90 [NESED 9.24 2.46 -

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q13 How long did it take to resolve the issue with [Provider]?

Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 130
Base: All complained about cable, satellite or any other Pay TV service in past 6 months whose issue was completely resolved
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie
BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No
(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)

399 462 269 337 25+ 18" 221 5 220 45* 4 269 * 126 67* 140 4 275 52" 10* 337
235 173 198 149 10 6 179 3 175 23 - 198 73 20 53 3 133 15 1 149 -
37T 14% 40% 33% 81% 60% | 51% - 74% 30% 38% 75% 29% 10% 44% -
50 86 30 44 3 1 26 - 19 11 30 10 6 27 1 32 12 - 44 -
13% I 11% 13%) 12% 6% 12% - 97 I - 11% 8% B2~ 19%) 25%] 12% R - 13% -
53 59 9 32 4 3 1 1 6 2 1 9 10 8 14 - 30 1 1 32 -
Z 16% 17% * 20%| 3% 4% 25%| 3% 8% 12% 10% - T 2% 10% 9% -
30 72 5 4 8 - 1" 5 1 17 15 17 23 - 41 13 1 55 -
EA 6% 20% 22% 4% - 5% 1% 25%) 6% 129G 16% - 15% 25% 10% 16% -
18 33 2 3 1 - 4 1 1 6 9 8 8 - 19 5 1 25 -
5% L 8% 17% * - 2% 2% 25%) 2% 7% 12% 6% - 7% 10% 10% 7% -
7 14 - 1 5 - 3 2 1 6 1 1 5 - 4 1 2 7 -
2% 3% 2% 2%] - 6% 2% - 1% 4% 25%] 2% 1% 1% 4% - 1% 2% 20%] 2% -
1 9 1 10 - - - 1 1 - - 1 4 3 3 - 7 1 2 10 -
. 2% . - - - 20%] . - - . 3% 4% 2% - 3% 2% 20%] 3% -
4 9 2 9 1 - 1 - 1 1 - 2 3 3 3 - 5 2 2 9 -
1% 2% 1% 3% 4% - . - . 2% - 1% 2% 4% 2% - 2% 1% 20%] 3% -
1 7 - 6 - - - - - - - - 1 1 4 - 4 2 - 6 -
CCF8 B e - - - - - - - - 1% 1% 3% - 1% 4% - 2% -
235 173 198 149 10 6 179 3 175 23 - 198 73 20 53 3 133 15 1 149 -
59%bd] 377 RS 44%] 40% 33% 81% 60% L 51% - 74% 30% 38% 75% | 29% 10% 44% -
103 145 39 76 7 4 27 1 25 13 1 39 20 14 41 1 62 13 1 76 -
26%0 31%cd 14%) 28% 22% 12% 20%] 1% 25%] 14% 16% 21% s 25%] 23% 25% 10% 23% -
72 5 4 8 - 11 5 1 17 15 17 23 - 41 13 1 55 -
20% 22% 4% - 5% 1% 25%) 6% 129 16% - 15% 25% 10% 16% -
3 4 7 1 9 4 2 15 17 15 19 - 35 9 7 51 -
12% 22% 3% 20%] 4% 9% 50%) 6% 13% 22% 14% - 13% 17% 70%] 15% -
2.50 2.46 0.56 4.72 0.71 1.73 5.25 0.95 2.45 4.24 2.58 0.05 2.33 3.34 13.90 2.83 -

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Table 131
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months whose issue was not completely resolved
BT SKY
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie

BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No

(a) (b) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)

105 327 60* 234 31* 26+ 43 5 23+ 38 44* 105 151 65* 98 13" 116 133 78* * 327
12 64 6 50 4 2 6 - 4 3 5 12 37 7 14 6 24 29 11 - 64
1% 20% [~ 21%ad 13% 8% 14% - 17% 8% 11%| 1% 11% 14% 46%) 21% 22% 14%| - 20%]
14 58 6 35 1 2 8 3 2 3 9 14 30 8 19 1 14 29 15 - 58
13% 18% 10% 15%) 3% 8% 19% 60% 9% 8% 20%) 13% 20% 12% 19% 8% 12% R 19%| - 18%|

8 27 7 17 5 2 1 - 6 2 - 8 12 11 4 - 13 10 4 - 27
8% 8% 12% 7% R 8% 2% - 26% 5% - 8% B2 17 4% - 11% 8% 5%] - 8%
16 58 8 27 3 3 8 2 2 11 3 16 21 12 24 1 29 19 10 - 58
15% I 13% 12%) 10% 12% 19% 40% B2~ 20%n) 7% 15%) 14% 18% I B2 2% 14% 13%| - 18%|
16 34 9 22 4 4 8 - 5 8 3 16 15 9 8 2 15 1 8 - 34
15% 10% 15% 9%) 13% 15% 19% - 22% 21% 7%] 15%) 10% 14% 8% 15%) 13% 8% 10%| - 10%|
6 22 4 18 - 6 - - - 3 3 6 10 7 5 - 7 13 2 - 22
6% 7% 7% 8% - 23% - - - 8% 7%] 6% 7% 11% 5% - 6% 10% 3% - 7%]
9 14 5 13 5 2 2 - 4 2 3 9 9 1 3 1 5 4 5 - 14
9% 4% 8% 6%) 16% 8% 5% - 17% 5% 7%] 9%) 6% 2% 3% 8%| 4% 3% 6%| - 4%|
16 32 9 34 3 5 8 - - 4 12 16 9 8 1 6 10 32
15% 10% 15% 15%) 10% 19% 19% - - 1% 27%] 15%) 6% 12%) 14%) 8%| 5% 8% 21%t - 10%|
8 18 6 18 - 2 - - 2 6 8 8 2 7 1 3 8 7 - 18
8% 6% 10% 8% 19%} - 5% - - 5% 14%) 8%) 5% 3% 7% 8%| 3% 6% 9% - 6%
12 64 6 50 4 2 6 - 4 3 5 12 37 7 14 6 24 29 11 - 64
1% 20% 10%] 21%a(] 13% 8% 14% - 17% 8% 11% 1%L 11% 14% 46% 21% 22% 14% - 20%|
22 85 13 52 6 4 9 3 8 5 9 22 42 19 23 1 27 39 19 - 85
21% 26% 22% 22%] 19% 15% 21% 60% 35% 13% 20%) 21%) 28% 29% 23% 8% 23% 29% 24%| - 26%)
16 58 8 27 3 3 8 2 2 11 3 16 21 12 1 29 19 10 - 58
15% 13% 12%) 10% 12% 19% 40% (. 29%n) 7% 15%) 14% 18%] 24%p) 8% | 14% 13% - 18%
47 102 2 87 12 17 18 - 17 21 47 43 25 30 4 33 38 31 - 102
45%b 3 37%) 39% 65% 42% - 39% 45% 48% 45%) 28% 38% 31% 31% 28% 29% 40% - 31%
9.47b 8.24b 9.75 11.59 8.95 1.25 5.75 7.93 13.17 9.47 5.32 7.13 7.50 5.73 5.02 5.44 - 6.35

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 132
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about cable, satellite or any other Pay TV service in past 6 months whose issue was not completely resolved
TALK TALK VIRGIN MEDIA
Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing and | Repairs and Billing and | Repairs and
Virgin Customer | Installatio Service | Something Dissatisfie Customer | Installatio Service | Something Dissatisfie

BT Sky TalkTalk Media service n issues else Satisfied Neutral d Yes No service n issues else Satisfied Neutral d Yes No

(a) (b) (©) (d) @) (h) (i) ()] (k) () (m) (n) (0) (p) (Q) (o] (s) (t) (u) v) (w) (x)

105 327 60" 234 20" 16* 22 2% 18* 22 20" 60" 103 28™ 96* 7 64" 93* 77" - 234
12 64 6 50 4 - 2 - 1 4 1 - 6 29 3 18 - 13 23 14 50
11% 20% 2 21%ad 20% - 9% - 6% 18% 5%| - 10%) 28% 11% 19% - 20% 25% 18%| 21%]
14 58 6 35 1 3 2 - 1 3 2 - 6 11 6 16 2 11 13 1" 35
13% 18% 10% 15%) 5% 19% 9% - 6% 14% 10%| - 10%] 11% 21% 17% 29%| 17% 14% 14%| 15%|

8 27 7 17 3 2 2 - 3 3 1 - 7 10 2 5 - 7 8 2 17
8% 8% 12% 7% 15% 13% 9% - 17% 14% 5%) - 12%) 10% 7% 5% - 11% 9% 3%| 7%]
16 58 8 2 4 1 3 - 3 4 1 - 8 11 4 10 2 12 13 2 27
15% I 13% 12%) 20% 6% 14% - 17% 18% 5%| - 13%) 11% 14% 10% 29%| 19%v 14% 3%] 12%
16 34 9 22 - 5 4 - 5 4 - - 9 3 5 12 2 4 9 9 - 22
15% 10% 15% 9% - 31% 18% - 28% 18% - - 15%) 3% 18%REL 29%| 6% 10% 12% - 9%]
6 22 4 18 1 - 3 - 1 2 1 - 4 8 2 8 - 5 4 9 - 18
6% 7% 7% 8%) 5% - 14% - 6% 9% 5%| - 7% 8% 7% 8% - 8% 4% 12%) - 8%|
9 14 5 13 3 2 - - 2 - 3 - 5 7 3 2 1 3 3 7 - 13
9% 4% 8% 6%) 15% 13% - - 1% - 15%) - 8%) 7% 11% 2% 14%| 5% 3% 9%| - 6%|
16 32 9 34 3 2 4 - 2 - 7 - 9 18 2 14 - 6 12 16 - 34
15% 10% 15% 15%) 15% 13% 18% - 1% - 35%) - 15%) 17% 7% 15% - 9% 13% 21%] - 15%)
8 18 6 18 1 1 2 2 - 2 4 - 6 6 1 1 - 3 7 - 18
8% 6% 10% 8%) 5% 6% 9% 100%| - 9% 20%] - 10%) 6% 4% 11% - 5% 9% 9%| - 8%l
12 64 6 50 4 - 2 - 1 4 1 - 6 29 3 18 - 13 23 14 - 50
1% 20% 10%) 21%ad} 20% - 9% - 6% 18% 5%) - 10%) 28% 1% 19% - 20% 25% 18%| - 21%]
22 85 13 52 4 5 4 - 4 6 3 - 13 21 8 21 2 18 21 13 - 52
21% 26% 22% 22%) 20% 31% 18% - 22% 27% 15% - 22%) 20% 29% 22% 29%| 28% 23% 17% - 22%|
16 58 8 27 4 1 3 - 3 4 1 - 8 11 4 10 2 12 13 2 - 27
15% 13% 12%) 20% 6% 14% - 17% 18% 5%] - 13%) 11% 14% 10% 29% | S 3%] - 12%
47 102 2 87 7 9 11 - 10 6 11 - 27 36 12 36 3 18 28 41 - 87
45%b 3 37%) 35% 56% 50% - 56% 27% 55%) - 45%] 35% 43% 38% 43%| 28% 30%] 53%t - 37%)
9.47b 8.24b 9.83 9.48 9.61 - 8.90 3.07 18.73 - 9.65 8.93 7.26 7.95 5.81 6.18 6.90 11,66t - 8.24

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d - g/h/i/j - k/l/m - n/o - p/g/r/s - t/ulv - wix

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total

A billing, pricing or payment
issue

The service not performing as
it should

A problem with a repair to
the service

A problem relating to the
installation or set up of
your service

Dissatisfaction with customer
service from a previous
occasion or contact

Or something else
SUMMARY:

Billing and Customer service
Repairs and Installation

Service Issues

Something else

Table 133
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No
(a) (b) (© @ | (e (f) @ (h) 0] 0] (k) (0] m | (m | (0 () @ () (s) (t) (u) M 1wl x (A) (B) ©) (D) E) | (F) G 1 H 1 O
666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16**| 242 66" 19| 264  58*
252 221 54 164 0 2 - 157 59 36 | 148 100 221 - - | 124 53 44 | 124 96 54 - - | 38 10 6 | 41 13
38%bc  30% QPR  33%c  34%c 51%abed  82%hij - - 31%  38%| 40% 35% AR - - | 28% 269 S0%tufliygl  36%w  73%BCHENE - - 16%  15%  32%| 16% 22%)
e
198 262 186 179 56 103 - - 198 - | 108 63 27 | 104 93 - - 262 - 80 16 70 - - 186 - | 143 37 6 | 162 24
30%ef  36%aef  57%abde 36%acilizi 20%] - 29% 33% 28%| 28% 33% - 18% 26%) - - 59% 56% 32%ER 41%)
64 61 23 47 35 35 - 64 - - | 33 20 11 40 23 - 61 - - 2| 32 28 - 23 - -l 15 5 3| 15 7
10% 8% 7% %R 7% - - - 9%  10% 11%| 11% 8% - - - 2% 7% 10% - - 6% 8% 16%| 6% 12%)
61 84 28 37 4 37 - 61 - - | 34 22 5| 3 24 - 84 - - 20 5| 55 29 - 28 - - 19 6 3| 22 6
o 9% 7S 7% - - - 9% 11% 5% 10% 8% - - - 10% 6% 12% 119 - - - 8% 9%  16%| 8% 10%)
57 65 20 40 _ 28 51 57 - - S| 24 22 11 25 31 65 - - - | 28 22 17 | 26 20 - - - | 18 3 1 15 3
9% 9% 6% 8% 10%c 18%ni [ - - MR 1% 7% 11 - - - 6% 1%t 19%EPA  14%w 27%BCHN - - 7% 5% 5% 6% 5%
34 36 16 33 9 23 - - - 34 | 21 7 6| 17 15 - - - 36 | 27 5 4| 28 8 - - - 16 | 11 5 - 9 5
5% 5% 5% 7% 3% 5%] - - - 6% 4% 6% 5% 5% - - - 2% 5% 6% 3% - - - 100% 5% 8% - 3% 9%
309 286 74 204 117 311 309 - - - | 181 81 47 | 173 131 286 - - - | 150 75 61 | 150 133 74 - - - | 54 13 7| 56 16
46%bc  39%cHPRLA  41%c  45%c 61%abc 100%nij [ - - 48%  42%  49%| 47%  46% | - - 34% 374D 33 S - - 22%  20%  37%| 21% 28%)
de
125 145 51 84 76 72 - 125 - - | 67 42 16| 76 47 - 145 - - o7 41 7| 87 57 - 51 - - | 4 11 6| 37 13
& 16% 17% 14%) - - - 18% 22% 17%| 21% 16% - - - 8% 19% 21% - - - 14%  17%  32%| 14% 22%)
f
198 262 186 179 56 103 - - 198 - | 108 63 27 | 104 93 - - 262 - 16 | 192 70 - - 186 - | 143 37 6 | 162 24
30%f  36%aef  57%abde 36%acEERVRNPIA - - - | 29% 33% 28% 28% 33% - - 38%v 18% 26%) - - | 59%  s6% v ERE  41%
34 36 16 33 9 23 - - 34 | 21 7 6| 17 15 - - - 4| 28 8 - - - 16 | 1 5 - 9 5
5% 5% 5% 7% 3% 5%] - - - R 6% 4% 6% 5% 5% - - - 5% 6% 3% - - - 100% 5% 8% - 3% 9%

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 134
Q7: And thinking of the most recent complaint you had to contact [Provider] about, which one of the following categories did the issue fall into?
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No
(a) (b) () (d) (e) (f) ((¢)] (h) (i) 0] (k) (0] (m) (n) (0) (p) ()] (0] (s) (t) (u) V) W) | () (A) (B) ©) (D) (E) (F) (©)] (H) (0]
Total 666 729 327 500 258 509 204 84* 179 33* | 298 132 70" | 266 223 117 76* 56* 9**| 155 59* 44* | 153 104 311 72" 103 23**| 232 132 145 | 248 258
A billing, pricing or payment 252 221 54 164 89 260 164 - - - 94 48 22 87 73 89 - - - 44 22 23 44 44 260 - 112 65 83 129 129
issue 38%bc  30%cHRPER  33%c  34%c 51%abcd  80%hij - - 32% 36% 31% 33% 33%| R - - - 28% 7R 29 IS - - 48%  49%  57%| 52% 50%
e
The service not performing as 198 262 186 179 56 103 - - 179 - 116 42 21 95 82 - - 56 - 36 13 7 37 19 - - 103 - 50 30 23 47 56
it should 30%ef  36%aef  57%abde 36%acilizi 20%] - - 39% 32%  30%| 36% 37% - 23% 22%  16%| 24% 18% - - 22%  23%  16%| 19% 22%)
A problem with a repair to 64 61 23 47 35 35 - 47 - - 31 9 30 17 - 35 - - 24 8 3 21 14 - 35 - - 22 5 8 24 1
the service 10% 8% 7% %R 7% - - - 10% 7%  10% 11% 8% - - - 15%  14% 7% 14%  13%| - - 9% L 7y 10-RPTA
A problem relating to the 61 84 28 37 41 37 - 37 - - 21 1 5 21 16 - 41 - - 34 5 2 33 8 - 37 - - 21 8 8 16 21
installation or set up of i 12T 16%acciiye - - - 7% 8% 7% 8% 7% - - - B 8% 5% 8% - - - 9% 6% 6% 6% 8%
your service
Dissatisfaction with customer 57 65 20 40 28 51 40 - - - 15 16 9 15 24 28 - - - 1" 10 7 11 17 51 - - - 16 16 19 19 31
service from a previous 9% 9% 6% 8% 10%c 20%ni [ - - 5%] 129 13%EPA  11%n  24%q] - - - 7%E 6% 7R 162:BCHN. - - 7% 12 8% 12%)
occasion or contact
Or something else 34 36 16 33 9 23 - - - 33 21 6 6 18 11 - - - 9 6 1 2 7 2 - - - 23 11 8 4 13 10
5% 5% 5% 7% 3% 5% - - - 7% 5% 9% 7% 5% - - - 100% 4% 2% 5% 5% 2% - - - 100% 5% 6% 3% 5% 4%
SUMMARY:
Billing and Customer service 309 286 74 204 117 311 204 - - - 109 64 31 102 97 117 - - - 55 32 30 55 61 11 - - - 128 81 102 148 160
46%bc  39%ciPEIA 4% 45%c 61%abc  100%hi] - - - 379 R 4% 38%  43% | - - - 35%| 2 36% 59%W 100%B(] - - 55% 61 %R 60% 62%)
de
Repairs and Installation 125 145 51 84 76 72 - 84 - - 52 20 12 51 33 - 76 - - 58 13 5 22 - 72 - - 43 13 16 40 32
& 16% 17% 14%) - - - 17%  15%  17%| 19% 15%) - - - 22%  11% 21%) - - - 10% 11%| 16% 12%
1
Service Issues 198 262 186 179 56 103 - - 179 - 116 42 1 95 - - 56 - 36 13 7 37 19 - - 103 - 50 0 3 47 56
30%ef  36%aef  57%abde 36%acirE/ANNNP IV - - - 39% 32% 30%| 36% 37% - - - 23% 22% 16%| 24% 18% - - - 22%  23%  16%| 19% 22%)
Something else 34 36 16 33 9 23 - - 33 21 6 6 18 11 - - - 9 6 1 2 7 2 - - - 23 11 8 4 13 10
5% 5% 5% 7% 3% 5% - - - 7% 5% 9H 7% 5% - - - 100% 4% 2% 5% 5% 2% - - - 100% 5% 6% 3% 5% 4%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing

Less than .5




Billing and Customer service

Total

Bill was a lot higher than
expected

Bill was inaccurate

Bill contained items |
shouldn't have been charged
for

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Getting a refund, credit note
or cashback

Costs of international and
roaming calls

The format of the bill
Rude/dismissive

Pre-pay credit lost or not
credited to card

Didn't do what they said they
would do

Unable to get through to
anyone

Took too long to resolve
issue

Gave incorrect information

Unable to get through to
relevant person

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 135
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Biling and Customer service complaint
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i 1 Resolved Issue 1 F d Issue i F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng glse ed |Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed |Neutral| sfied | Yes No
(a) (b) © @ | (e () @ (h) 0] ()] (k) 0] m 1 | ()] @ (0] (s) () (u) V) w | (A) (B) ©) (D) (SN (3] G | H [0}
309 286 74 204 117 311 309 -+ 181 81*  47*| 173 131 286 -] 150 75 61" | 150 133 74" | 54 13+ 7| 56 16*
81 66 18 53 27 85 81 - - 49 21 1 5 31 66 - - - | 33 15 18 | 36 30 18 - - - 11 6 1 11 7
26% 23% 24% 26% 23%  27%) 26% - - 27%  26%  23%| 29% 24%) 23% - - - | 22%  20%  30%| 24% 23% 24% - - - | 20%  46%  14%| 20%  44%
67 49 18 35 17 97 67 - - 43 17 7| 43 23 49 - - - | 27 15 7| 25 24 18 - - - 13 3 2| 16 2
22% 17%  24% 17% - - 24%  21%  15%] 25% 18% 17% - - - 18% 20%  11%| 17% 18%) 24% - - - | 24%  23%  29%| 29%  13%
66 68 1 45 - - 41 16 9| 38 26 68 - - - | a7 16 15 | 36 2 1 - - - 9 1 1 9 2
21% 24%  15% 22% - - 23% 20% 19%| 22% 20%) 24% - - - | 25%  21%  25%| 24% 24% 15% - - - 17% 8%  14%| 16%  13%
33 27 10 21 19 39 33 - - 19 10 4| 18 15 27 - - - |20 5 2| 19 8 10 - - - 9 1 - 8 2
1% 9% 14% 10% 16% 13%) 11% - - 10%  12% 9% 10% 11%) 9% - - - 7% 3% 13% 6% 14% - - - 17% 8% - 14%  13%|
30 32 11 16 14 42 30 - - 21 4 5| 20 10 32 - - - | 14 7 11 14 18 1 - - - 9 1 1 9 2
10% 1% 15% 8% 12% 10% - - 12% 5% 11% 12% 8% 1% - - - 9% 9% 18%| 9% 14% 15% - - - 17% 8%  14%| 16%  13%)
21 32 8 13 13 20 21 - - 16 3 2| 16 5 32 - - - 19 6 71 15 17 8 - - - 6 1 1 7 1
77 11% 6% 11% 6% 7% - - 9% 4% 4% 9% 4% 11% - - - 13% 8% 11%| 10% 13%) 1% - - - 11% 8%  14%| 13% 6%
17 18 10 11 1 15 17 - - 13 3 1 12 4 18 - - - | 10 6 2| 11 7 10 - - - 9 1 - 9 1
6% 6% 5% 9% 5% 6% - - 7% 4% 2% 7% 3% 6% - - - 7% 8% 3% 7% 5% 14% - - - 17% 8% - 16% 6%
17 17 712 5 15 17 - - 6 7 4 8 9 17 - - - 4 8 5 5 1 7 - - - 7 - - 7 -
6% 6% 9% 6% 4% 5% 6% - - 3% 9% 9% 5% 7% 6% - - - R 8% 3% 8% 9% - - - 13% - - 13% -
16 17 3 11 8 14 16 - - 10 4 2| 10 6 17 - - - 8 7 2 | 1 6 3 - - - 3 - - 3 -
5% 6% 4% 5% 7% 5%] 5% - - 6% 5% 4% 6% 5% 6% - - - 5% 9% 3% 7% 5% 4% - - - 6% - - 5% -
16 28 6 8 6 16 16 - - 5 7 4 6 10 28 - - B B 9 8 | 11 17 6 - - - 4 1 1 4 1
5% 8% 4% 5% 5% 5% - - R 9% 3% 8% 10% - - - 7% 12%  13%| 7% 13%| 8% - - - 7% 8%  14%| 7% 6%
1 17 6 7 6 7 1 - - 7 3 1 5 6 17 - - - 6 8 3 7 10 6 - - - 6 - - 5 -
4 3% 5% 2% 4% - - 4% 4% 2% 3% 5% 6% - - - 4% 1% 5% 5% 8% 8% - - - 11% - - 9% -
1 26 3 13 11 14 1 - - 7 2 2 7 4 26 - - - 9 8 9 | 10 16 3 - - - 3 - - 3 -
PTA 9%V 9% 5% 4% - - 4% 2% 4% 4% 3% 9% - - - 6% 1%L 7% 12% 4% - - - 6% - - 5% -
10 20 8 9 11 18 10 - - 4 5 1 3 7 20 - - - 8 5 71 10 9 8 - - - 6 2 - 6 2
s <R 6% 3% - - 2% 6% 2% 2% 5% 7% - - - 5% 7% 1% 7% 7% 11% - - - 1% 15% - 11%  13%]
5 17 3 4 9 6 5 - - 2 2 1 2 2 17 - - - 7 3 7 8 9 3 - - - 2 1 - 2 1
2 4% 2+ 2% 2% - - 1% 2% 2% 1% 2% 6% - - - 5% 4% 1% 5% 7% 4% - - - 4% 8% - 4% 6%
12 1 3 1 10 9 12 - - 5 1 [ 5 7 1" - - - 3 2 6 2 8 3 - - - 1 - 2 1 2
4% 4% 4% 57 3% 4% - - 3% R 3% 5% 4% - - - 2% 3% 10 6% 4% - - - 2% - 29%| 2%  13%|

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Billing and Customer service

Total

Bill was a lot higher than
expected

Bill was inaccurate

Bill contained items |
shouldn't have been charged
for

Payment issues (including
setting up/making a payment,
non-direct debit charges)

Getting a refund, credit note
or cashback

Costs of international and
roaming calls

The format of the bill
Rude/dismissive

Pre-pay credit lost or not
credited to card

Didn't do what they said they
would do

Unable to get through to
anyone

Took too long to resolve
issue

Gave incorrect information

Unable to get through to
relevant person

A different issue

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 136
Q7A/E: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Biling and Customer service complaint
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng glse ed |Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No
(@) (b) © @ | (e (U] ()} (h) (0] 0] (k) (0] m 1 () | (0 () ()} (0] (s) () (u) V) w | (A) (B) ©) (D) B 1 F G 1 H 1 O
309 286 74 204 117 311 204 -] 109 64 31| 102 o7 17 -+ 55+ 32 30| 55 61 311 | 128 81* 102 | 148 160
81 66 18 53 27 85 53 - - - | 28 19 6| 25 26 27 - - - 18 3 6| 15 12 85 - - - | 27 26 32 | 27 56
26% 23% 24% 26% 23%  27% 26% - - - | 26%  30%  19%| 25% 27%) 23% - - - R 9% 209 27% 209 27% - - | 21 329 31%| 18R
67 49 18 35 17 97 35 - - - 16 14 5| 19 16 17 - - - 5 5 7 5 11 97 - - - 35 29 33 | 46 49
22% 17%  24% 17% 17% - - - 15% 22%  16%| 19% 16%) 15% - - - 9% 16% 23%| 9% 18% 31% - - - | 27%  36%  32%| 31% 31%
66 68 1 45 45 - - - 19 15 11 20 2 26 - - - 1 6 9 | 11 14 96 - - - | 40 22 34 | 46 9
21% 24%  15% 22% 22% - - - 17% 237G 20% 26%) 22% - - - | 20%  19%  30%| 20% 23% 31% - - - | 31%  27%  33%| 31% 31%
33 27 10 21 19 39 21 - - - 1 7 3| 10 11 19 - - - 12 5 2 | 14 5 39 - - - 10 13 16 | 21 17
1% 9% 14% 10% 16% 13%) 10% - - - 10% 1%  10%| 10% 11%] 16% - - | 22%  16% 77 8% 13% - - - 8% 16%  16%| 14% 11%
30 32 1 16 14 42 16 - - - 1 3 2| 10 6 14 - - - 7 3 4 7 7 42 - - - 17 9 16 | 21 20
10% 1% 15% 8% 12% 8% - - - 10% 5% 6%| 10% 6% 12% - - - 13% 9%  13%| 13% 11% 14% - - - 13% 11%  16%| 14% 13%
21 32 8 13 13 20 13 - - - 7 5 1 6 7 13 - - - 3 - 11 2 20 - - - 12 3 5] 10 10
77 11% 6% 11% 6% 6% - - - 6% 8% 3% 6% 7% 1% - - - 18% 9% - 3% 6% - - - 9% 4% 5% 7% 6%
17 18 10 11 1 15 11 - - - 6 3 2 4 6 1 - - - 10 - 1 8 3 15 - - - 10 2 3| 10 5
6% 6% 5% 9% 5%] 5% - - - 6% 5% 6% 4% 6% 9% - - - 18% - 3% 15% 5% 5% - - - 8% 2% 3% 7% 3%
17 17 712 5 15 12 - - - 6 4 2 5 7 5 - - - 3 2 - 3 2 15 - - - 4 3 8 5 10
6% 6% 9% 6% 4% 5%] 6% - - - 6% 6% 6% 5% 7% 4% - - - 5% 6% - 5% 3% 5% - - - 3% 4% 8% 3% 6%
16 17 3 11 8 14 11 - - - 10 1 - 9 2 8 - - - 7 1 - 7 1 14 - - - 7 3 4 8 6
5% 6% 4% 5% 7% 5% 5% - - - R 2% . 9%JPYA 7% - - - 3% - BE 2% 5% - - - 5% 4% 4% 5% 4%
16 28 6 8 6 16 8 - - - 2 3 3 1 6 6 - - - 1 1 4 1 5 16 - - - 3 4 9 4 1
sl 8% 4% 5% 5% 4% - - - 2% 5% 10% QR 6% 5% - - - 2% 3%| B 2% 8% 5% - - - 2% s 3% 7Y
11 17 6 7 6 7 7 - - - 2 4 1 1 5 6 - - - 1 2 3 1 5 7 - - - 1 3 3 1 6
49 E 3% 5% 2% 3% - - - 2% 6% 3% 1% 5% 5% - - - 2% 6% 10% 2% 8% 2% - - - 1% 4% 3% 1% 4%
11 26 3 13 11 14 13 - - - 5 3 5 7 6 1 - - - 4 4 4 7 14 - - - 4 3 7 7 7
<R 2 S 5% 6% - - - 5% sMEEE 7% 6% 9% - - - 7% 9%  13%| 7% 119 5% - - - 3% 4% 7% 5% 4%
10 20 8 9 11 18 9 - - - 3 4 2 4 5 1 - - - 6 4 1 7 4 18 - - - 8 1 9 9 9
i e 11RA 9% 6% 4% - - - 3% 6% 6% 4% 5% 9% - - - 1% 13% 3% 13% 7% 6% - - - 6% 1 6% 6%
5 17 3 4 9 6 4 - - - 1 1 2 1 3 9 - - - 1 4 4 2 7 6 - - - - 3 3 3 3
2 1% 2 S 2% 2% - - - 1% 2% 6% 1% 3% 8% - - - 2%| 13%t  13% [TV R 2% - - - -HEEE 3% 2% 29
12 1 3 1 10 9 1" - - - 6 4 1 4 6 10 - - - 3 3 4 6 9 - - - 4 1 4 3 6
4% 4% 4% s+ 3% 5% - - - 6% 6% 3% 4% 6% 9% - - - 5% 9% _ 13%| 7% __10%) 3% - - - 3% 1% 4% 2% 4%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Service issues

Total
Complete loss of service

Unable to access 4G service

Poor indoor reception/
coverage

Service is not consistently
available

Poor outside reception/
coverage

Problems with calls being
disconnected during a call or
not connected at all

Text or voice mails delivered
late

Connection speed slower than
advertised or led to expect
Poor line quality

Poor picture quality

Unable to get certain
channels/content

Problems with voice over
internet (VOIP) telephone
calls

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 137
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Service issue complaint
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue 1 F d Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and |Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 [Mobile | Three | Media e service | ation issyes ng _else ed |[Neutral| sfied | Yes No | service | ation | issues | ngelse | ed [Neutral| sfied | Yes No | service | ation | issues | ngelse | ed [Neutral| sfied | Yes No
(a) (b) © @ 1 (e () @ (h) (0] 0] (k) 0] m 1 m | (0 ()] ()} (0] (s) () (u) M 1wl ® (A) (B) ©) (D) (E) F G | ¢ [0}
198 262 186 179 56* 103 198 -1 108 63" 27| 104 93" 262 | 166 80* 16| 192 70" 186 -] 143 37" 6"| 162 24"
54 119 16 37 - - 54 - |34 9 11 28 26 - - 119 75 36 8| 94 25 - - 79 - | e6 12 1| 76 3
279 T 29% 36%) - - 27% - 14%  41%| 27% 28%) - - 45% 45%  45%  50%| 49% 36%) - - 42% - | 46% 32% 179 47%  13%)
54 113 99 43 19 27 - - 54 - | 29 15 10| 29 25 - - 113 68 40 5] 92 21 - - 99 - | 80 17 2| 9 3
27%4% 34% 26%) - - 27% - | 27% 24%  37%| 28% 27%) - - 43% 41%  50% 1% 30%) - - 53% - | 56% 46% 33% 59%  13%
f
50 112 78 75 13 26 - - 50 - | 26 13 11 25 25 - - 112 78 25 9| 74 38 - - 78 - |65 10 3| 7 7
25% IR, 23% 25%] - - 25% - 24% 21%  41%| 24% 27%) - - 43% 31%  56%| 39% IR - - 2% - 27%  50%| 44%  29%
50 110 9 15 33 - - 50 - | 25 13 12 | 24 26 - - 110 73 28 9| 82 =28 - - 89 - | 70 16 3| 80 9
25% IR 27% 32%] - - 25% S| 23%  21%  44%| 23% 28%) - - 42% 44%  35%  56%| 43% 40%) - - 48% - | 49%  43%  50%| 49%  38%)
4 95 54 59 1 24 - - 44 - | 26 12 6 | 24 19 - - 95 64 26 5| 75 20 - - 54 - | 46 7 1| s0 4
220 IS 29 R 20% 23%] - - 22% - 24%  19%  22%| 23% 20%) - - 36% 39% 33% 31%| 39% 29%) - - 29% - 32% 19% 17%| 31%  17%
28 48 38 30 16 18 - - 28 - 9 8 8 19 - - 48 26 17 5| 31 17 - - 38 - | 30 6 2| 34 4
14%  18% 20% 17% L 17%) - - 14% - 10%  14%  30%| 8% - - 18% 16% 21% 31%| 16% 24% - - 20% - 21% 16% 33%| 21%  17%
22 54 49 27 14 14 - - 22 - 13 6 3| 14 7 - - 54 32 18 4 | 41 13 - - 49 - | 39 9 1| 46 3
[BEA  21%  26%adiRfPA  25%) 14%) - - 11% - 12%  10% 11%| 13% 8% - - 21% 19% 23% 25%| 21% 19% - - 26% - 27% 24% 17%| 28%  13%
5 - - - 7 - - - 5 - 2 2 1 1 4 - - - - - - - - - - - - - - - - -
T - - - - - - 3% - 2% 3% 4% 1% 4% - - - - - - - - - - - - - - - - -
3 - - - 5 - - - 3 - 1 1 1 1 2 - - - - - - - - - - - - - - - - -
BE - - - - - - 2% - 1% 2% 4% 1% 2% - - - - - - - - - - - - - - - - -
- - - - 3 - - - - - - - - - - - - - - - - - - - - - - - - - - -
- - - - 5 - - - - - - - - - - - - - - - - - - - - - - - - - - -
- - - - 5 - - - - - - - - - - - - - - - - - - - - - - - - - - -
17 3 6 6 6 4 - - 17 - 5 6 8 9 - - 3 2 1 - 3 - - - 6 - 1 5 2 4
1% 3% VI 4% - - 9% - 5% 10% 22%| 8% 10% - - 1% 1% 1% - 2% - - - 3% - 1 - 1% 17%)

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Service issues

Total
Complete loss of service

Unable to access 4G service

Poor indoor reception/
coverage

Service is not consistently
available

Poor outside reception/
coverage

Problems with calls being
disconnected during a call or
not connected at all

Text or voice mails delivered
late

Connection speed slower than
advertised or led to expect
Poor line quality

Poor picture quality

Unable to get certain
channels/content

Problems with voice over
internet (VOIP) telephone
calls

A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 138
Q7B: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Service issue complaint
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 [Mobile | Three | Media e service | ation issyes ng _else ed |[Neutral| sfied | Yes No | service | ation | issues | ngelse | ed [Neutral| sfied | Yes No service | ation | issues | ngelse | ed |Neutral| sfied | Yes No
(a) (b) © @ 1 (e () @ (h) (0] 0] (k) 0] m 1 m | (0 ()] ()} (0] (s) () (u) M 1wl ® (A) (B) ©) (D) B 1 F) G 1 H 1O
198 262 186 179 56* 103 179 116 42 21| 950 g2* BT -+ set 13 7| 37 19 103 -+ 50* 30 23| 47* 56
54 119 16 37 - - 71 - | 48 13 10| 41 30 - - 16 B IR Y 4 1 12 4 - - 37 - 14 1 12 | 18 19
279 T 29% 36%) - - 40% S| 41%  31%  48%| 43% 37%) - - 29% - | 31%  31%  14% 32% 219 - - 36% - | 28% 37%  52%| 38% 34%)
54 113 99 43 19 27 - - 43 - | 29 1 3| 2 13 - - 19 - 14 2 3| 13 6 - - 27 - | 15 5 7] 1 16
27%4% 34% 26%) - - 24% - 5% 26% 144 B 16%) - - 34% - | 39%  15%  43%| 35%  32% - - 26% - | 30% 17% 30%| 23% 29%
f
50 112 78 75 13 26 - - 75 - | 48 18 9| 3 38 - - 13 - 7 5 1 8 5 - - 26 - | 10 7 9| 13 13
25% IR, 23% 25%] - - 2% - 41%  43%  43%| 38% 46% - - 23% - 19% 38% 14%| 22%  26%) - - 25% - 20% 23% 39%| 28% 23%)
50 110 9 15 33 - - 68 - | 43 15 10 | 37 31 - - 15 - | 10 3 2| 10 5 - - 33 - 14 9 10| 15 18
259 IR 27% 32%) - - 38% - | 37% 36% 48%| 39% 38%) - - 27% - | 28% 23% 299 27%  26%) - - 32% - | 28% 30%  43%| 32% 32%)
4 95 54 59 11 24 - - 59 - | 42 9 8| 35 23 - - 11 - 8 3 - 8 3 - - 24 - 9 8 7 9 15
220 IS 29 R 20% 23%] - - 33% - 36% 21% 38%| 37% 28% - - 20% - 22%  23% - 22%  16%) - - 23% - 18%  27% 30%| 19% 27%
28 48 38 30 16 18 - - 30 - | 2 5 51 18 1 - - 16 - 12 2 2| 12 4 - - 18 - 13 4 1 9 9
14% 18% 20% 174  17% - - 17% - 17% 12%  24%| 19% 13%) - - 29% - | 33%  15% 29%| 32%  21%) - - 17% - | 26%  13% 4% 19% 16%)
22 54 49 27 14 14 - - 27 - 17 5 5| 18 9 - - 14 -] 12 2 -] 13 1 - - 14 - 9 3 2 6 8
[BEA  21%  26%adiRfPA  25%) 14%) - - 15% - 15%  12%  24%| 19% 11% - - 25% - 33%  15% - 35% 5%] - - 14% - 18%  10% 9%| 13% 14%
5 - - - 7 - - - - - - - - - - - - 7 - 6 1 - 7 - - - - - - - - - -
T - - - - - - - - - - - - - - - 13% - 17% 8% - 19% - - - - - - - - - -
3 - - - 5 - - - - - - - - - - - - 5 - 3 2 - 5 - - - - - - - - - -
BE - - - - - - - - - - - - - - - 9% - 8% 15% - 14% - - - - - - - - - -
- - - - - - - - - - - - - - - - 5% - 8% - - 8% - - - - - - - - - -
- - - - 5 - - - - - - - - - - - - 5 - 3 2 - 5 - - - - - - - - - -
- - - - - - - - - - - - - - - - 9% - 8% 15% - 14% - - - - - - - - - -
- - - - 5 - - - - - - - - - - - - 5 - 5 - - 4 1 - - - - - - - - -
- - - - - - - - - - - - - - - - 9% - 14% - - 1% 5% - - - - - - - - -
17 3 6 6 6 4 - - 6 - 5 1 - 2 3 - - 6 - 3 1 2 2 4 - - 4 - 2 - 2 2 2
1% 3% VI 4% - - 3% - 4% 2% - 2% 4% - - 11% - 8% 8% 29% 5% 21% - - 4% - 4% - 9%| 4% 4%

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Repairs and Installation

Total

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Damage to property during
repair
Time taken to repair a fault

Missed/moved repair
appointment

Arranging an appointment for
an engineer visit

Time taken to install the
service

Missed/ moved installation
appointment

Damage to property during
installation
Arranging an installation

Complaining about an engineer

A different issue

Table 139
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Repair and Installation complaint
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service |Somethi| Satisfi Dissati r Install | Service |Somethi| Satisfi Dissati r Install | Service [Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed [Neutral| sfied | Yes No | service | ation | issues [ngelse| ed [Neutral| sfied | Yes No | service | ation | issues [ngelse| ed [Neutral| sfied | Yes No
(@) (b) © (d) ©) () © (h) 0] ()] (k) 0] (m) (M | (0 ()] @ (0] (s) () (u) () w | ® (A) (B) ©) (D) (E) (F) G) (H) [0}
125 145 51* 84* 76* 72* B 125 - -+ 67" 42* 16*| 76* 47* B 145 - - 97t 41* 7| 87t 57* - 51* - - 34* " 6*| 37" 13*
52 78 26 31 31 28 - 52 - - 32 16 4 33 19 - 78 - - 55 19 4 52 26 - 26 - - 17 6 3 20 6
2B 51% 37% 41% 39% - 42% - - 48%  38%  25%| 43% 40%] - 54% - - 57%  46%  57%| 60% 46%) - 51% - - 50%  55%  50%| 54%  46%]
3 - - - 11 - - 3 - - - 3 - 2 1 - - - - - - - - - - - - - - - - - -
2% - - - - - 2% - - - Bz - 3% 2% - - - - - - - - - - - - - - - - - -
3 - - - 10 - - 3 - - 1 2 - 2 1 - - - - - - - - - - - - - - - - - -
2% - - - - - 2% - - 1% 5% - | 3% 24 - - - - - - - - - - - - - - - - - -
3 - - - 10 - - 3 - - 2 1 - 2 1 - - - - - - - - - - - - - - - - - -
2% - - - - - 2% - - 3% 2% - 3% 2% - - - - - - - - - - - - - - - - - -
2 - - - 11 - - 2 - - 2 - - 2 - - - - - - - - - - - - - - - - - - -
2% - - - 14%abcd - 2% - - 3% - - 3% - - - - - - - - - - - - - - - - - - -
1% - - - 24%abcdfji - 1% - - 1% - - 1% - - - - - - - - - - - - - - - - - - -
1 - - - 16 - - 1 - - 1 - - 1 - - - - - - - - - - - - - - - - - - -
1% - - - 21%abcd i - 1% - - 1% - - 1% - - - - - - - - - - - - - - - - - - -
1 - - - 14 - - 1 - - 1 - - - - - - - - - - - - - - - - - - - - - -
1% - - - - - 1% - - 1% - - - - - - - - - - - - - - - - - - - - - -
1 - - - 17 - - 1 - - 1 - - - 1 - - - - - - - - - - - - - - - - - -
1% - - - - - 1% - - 1% - - - 2% - - - - - - - - - - - - - - - - - -
1 - - - 10 - - 1 - - - 1 - 1 - - - - - - - - - - - - - - - - - - -
1% - - - 13%abcdfj - 1% - - - 2% - 1% - - - - - - - - - - - - - - - - - - -
64 67 25 53 25 44 - 64 - - 30 22 12 39 24 - 67 - - 42 22 3 35 31 - 25 - - 17 5 3 17 7
RS 46%  19% e  33%) 61%be - 51% - - 45%  52%  75%| 51% 51%) - 46% - - 43%  54%  43%| 40% 54%) - 49% - - 50%  45%  50%| 46%  54%]

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Repairs and Installation

Total

Switching issues (e.g.
problems trying to switch or
problems porting your number)

Damage to property during
repair
Time taken to repair a fault

Missed/moved repair
appointment

Arranging an appointment for
an engineer visit

Time taken to install the
service

Missed/ moved installation
appointment

Damage to property during
installation
Arranging an installation

Complaining about an engineer

A different issue

Table 140
Q7C/D: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Repair and Installation complaint
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue i F d Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service |Somethi| Satisfi Dissati r Install | Service |Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed [Neutral| sfied | Yes No | service | ation | issues [ngelse| ed [Neutral| sfied | Yes No service | ation | issues | ngelse| ed |Neutral| sfied | Yes No
(@) (b) © (d) ©) () © (h) 0] ()] (k) 0] (m) (M | (0 ()] @ (0] (s) () (u) () w) x) (A) (B) ©) (D) (E) (F) G) (H) (0]
125 145 51* 84* 76* 72* B 84* - -l B2* 20** 12| 51* 33" B 76* - -] 58* 13* 5*| 54* 22+ B 72" - - 43 13* 16**| 40" 32*
52 78 26 31 31 28 - 31 - - 16 10 5 16 15 - 31 - - 27 3 1 27 4 - 28 - - 18 6 4 13 15
2B 51% 37% 41% 39% - 37% - - | 31%  50% 42%| 31% 459 - 41% - - | 47%  23%  20% 50%  18%) - 39% - - | 42%  46%  25%| 33% 47%)
3 - - - 11 - - - - - - - - - - - 1 - B R - -] 10 1 - - - - - - - - -
2% - - - - - - - - - - - - - - 14% - - 19% - - 19% 5% - - - - - - - - -
3 - - - 10 - - - - - - - - - - - 10 - -1 10 - - | 10 - - - - - - - - - -
2% - - - - - - - - - - - - - - 8% - - e - - 9% - - - - - - - - - -
3 - - - 10 - - - - - - - - - - - 10 - -] 10 - - 8 2 - - - - - - - - -
2% - - - - - - - - - - - - - - 13% - - 17% - - 15% 9% - - - - - - - - -
2 - - - 11 - - - - - - - - - - - 1 - - 1 - - | 10 1 - - - - - - - - -
2% - - - = - - - - - - - - - - - 14% - - 19% - - 19% 5% - - - - - - - - -
1 - - - - - - - - - - - - - - 18 - - | 18 - - | 16 2 - - - - - - - - -
1% - - - 24%abod - - - - - - - - - - 24% - - 31 - - | 30% 9% - - - - - - - - -
1 - - - 16 - - - - - - - - - - - 16 - -l 15 1 - | 18 - - - - - - - - - -
1% - - - 21%aboafi - - - - - - - - - - 21% - | 26% 8% - | 30% - - - - - - - - - -
1 - - - 14 - - - - - - - - - - - 14 - - 14 - - 14 - - - - - - - - - -
1% - - - - - - - - - - - - - - 18% - - | 2% - - | 2% - - - - - - - - - -
1 - - - 17 - - - - - - - - - - - 17 - - 17 - - | 18 1 - - - - - - - - -
1% - - - - - - - - - - - - - - 22% - - | 29% - - | 30% 5% - - - - - - - - -
1 - - - 10 - - - - - - - - - - - 10 - - 10 - - 8 2 - - - - - - - - -
1% - - - 13%abedifi - - - - - - - - - - 13% - - 17% - - 15% 9% - - - - - - - - -
64 67 25 53 25 44 - 53 - - 36 10 7 35 18 - 25 - - 12 9 4 12 13 - 44 - - 25 7 12 27 17
RS 46%  19% e  33%) 61%be - 63% - - 69%  50%  58%| 69% 55%] - 33% - - 21%  69%  80%| 22%  59%] - 61% - - 58%  54%  75%| 68% 53%)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Something else

Total

Change to your package or
service (upgrading or
downgrading your service)
Service not performing as
advertised or as told in
store/over the phone

Keeping your mobile phone
number when changing
suppliers

Complaining about the terms
of your contract

Switching issues (e.g.
problems trying to switch or
problems porting your number)
A different issue (please
describe it briefly in your

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 141
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Something else complaint
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i 1 Resolved Issue 1 F d Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome | and Custome| and Custome | and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 |Mobile| Three | Media e service | ation issyes ng glse ed |Neutral | sfied | Yes No service | ation | issues | ngelse ed [Neutral| sfied | Yes No service | ation | issues | ng else ed [Neutral| sfied | Yes No
(a) (b) © (d) ©) (U] ()} (h) 0] ()] (k) (0] (m) (n) (0) ()] @ (0] (s) () (u) V) w) x) (A) (B) ©) (D) (E) (F) G) (H) (0]
3 36" 16~ 33 o o3 o o v a4 | 21+ 7o | 17+ 15+ e o v 36 | o7 5 4| o8 g o e o 16| 11 5o - 9 5o
1 9 4 10 4 6 - - - 1 8 3 - 7 4 - - - 9 8 - 1 6 3 - - - 4 1 3 - 3 1
32% 25% 25% 30% 44% 26%)| - - - 32%| 38% 43% - 41%  27%| - - - 25%| 30% - 25%| 21%  38%] - - - 25%) 9% 60% - 33%  20%)
6 5 1 6 2 5 - - - 6 2 2 2 2 3 - - - 5 5 - - 5 - - - - 1 1 - - - -
18%  14% 6% 18% 22% 22%) - - - 18%| 10% 29% 33%| 12% 20%) - - - 14%| 19% - - 18% - - - - 6% 9% - - - -
4 4 3 2 - - - - - 4 3 1 - 2 2 - - - 4 4 - - 4 - - - - 3 3 - - 2 1
12% 11% 19% 6% - - - - - 12%|  14% 14% - 12%  13%) - - - 11%| 15% - - 14% - - - - 19%| 27% - - 22%  20%]
4 4 1 5 1 2 - - - 4 1 1 2 1 2 - - - 4 3 1 - 3 1 - - - 1 1 - - 1 -
2%  11% 6% 15% 11% 9%| - - - 12%] 5% 14%  33%j 6%  13% - - - 1% 11% 20% - 11%  13%] - - - 6% 9% - - 1% -
3 6 - - - 3 - - - 3 2 1 - 1 2 - - - 6 5 1 - 6 - - - - - - - - - -
9 - - - 13%| - - - 9% 10%  14% - 6% 13% - - - 17% 19%  20% - 21% - - - - - - - - - -
8 13 7 10 2 8 - - - 8 6 - 2 5 3 - - - 13 7 3 3 9 4 - - - 7 5 2 - 3 3
24% 36% 44% 30% 22% 35%) - - - 24%| 29% - 33%| 29%  20%) - - - 36%| 26% 60%  75%| 32%  50%] - - - 44%| 45% 40% - 33%  60%)

own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Something else

Total

Change to your package or
service (upgrading or
downgrading your service)
Service not performing as
advertised or as told in
store/over the phone
Keeping your mobile phone
number when changing
suppliers

Complaining about the terms
of your contract

Switching issues (e.g.
problems trying to switch or
problems porting your number)
A different issue (please

Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 142
Q7F: And more specifically, which of the following best describes what the complaint you contacted [Provider] was concerning?
Base: All complained about mobile phone service in past 6 months - Something else complaint
THREE VIRGIN MEDIA VODAFONE
Issue i ion Resolved Issue i ion F d Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome | and Custome| and Custome | and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 |Mobile| Three | Media e service | ation issyes ng glse ed |Neutral | sfied | Yes No service | ation | issues | ngelse ed [Neutral| sfied | Yes No service | ation | issues | ng else ed [Neutral| sfied | Yes No
(a) (b) © (d) ©) (U] ()} (h) 0] ()] (k) (0] (m) (n) (0) ()] @ (0] (s) () (u) V) w) x) (A) (B) ©) (D) (E) (F) G) (H) (0]
3 36" 16~ 33 o o3 o o v 33 | 21+ & | 18+ 11+ e o v o & 1o o 7o o o e o 23| 11 P | 13+ 10~
1 9 4 10 4 6 - - - 10 7 2 1 7 2 - - - 4 4 - - 4 - - - 6 4 2 - 5 1
32% 25% 25% 30% 44% 26%)| - - - 30%| 33% 33% 17%| 39%  18%) - - - 44%| 67% - - 57% - - - - 26%| 36%  25% - 38%  10%
6 5 1 6 2 5 - - - 6 4 - 2 3 2 - - - 2 2 - - 2 - - - 5 3 - 3 2
18%  14% 6% 18% 22% 22%) - - - 18%| 19% - 33%| 17%  18%) - - - 22%| 33% - - 29% - - - 22%| 27% 25% - 23%  20%)
4 4 3 2 - - - - - 2 2 - - 1 1 - - - - - - - - - - - - - - - - - -
12% 11% 19% 6% - - - - - 6%| 10% - - 6% 9% - - - - - - - - - - - - - - - - - -
4 4 1 5 1 2 - - - 5 4 1 - 2 2 - - - 1 - - 1 - 1 - - 2 - 2 - 1 1
2%  11% 6% 15% 11% 9%| - - - 15%| 19% 17% - 11%  18%) - - - 11%] - - 50%j - 50%) - - - 9% - 25% - 8%  10%)
3 6 - - - 3 - - - - - - - - - - - - - - - - - - - - - 3 - 2 1 1 2
9 - - - 13%| - - - - - - - - - - - - - - - - - - - - 3% - 25% 25%| 8% 20%)
8 13 7 10 2 8 - - - 10 4 3 3 5 4 - - - 2 - 1 1 1 1 - - 8 4 1 3 3 5
24% 36% 44% 30% 22% 35%) - - - 30%| 19% 50% 50%| 28%  36% - - - 22%) - 100% 50%| 14%  50%) - - - 35%| 36% 183% 75%| 23% 50%)

describe it briefly in your
own words)

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Only/mainly on the phone

Only/mainly in store
Only/mainly via email
Only/mainly via webchat
Only/mainly by social media
Only/mainly via another
contact method

Only/mainly by letter

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 143
Q8: In dealing with [Provider] about this complaint did you contact them...?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i 1 Resolved Issue 1 F d Issue i F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome | and Custome | and Custome | and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 |Mobile| Three | Media e service | ation | issues | ngelse ed |[Neutral| sfied | Yes No service | ation | issues | ngelse | ed |[Neutral| sfied | Yes No service | ation | issues | ng else ed |Neutral| sfied | Yes No
(@ (b) (© d | (e (f) ()} (h) (0] ()] (k) 0] (m | (n (0 () @ n (s) (t) (u) M 1w | ® (A) (B) ©) (D) (E) (F) (3 ()] [0}
666 729 327 500 258 509 309 125 198 34 | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16| 242 66" 19*| 264 58"
373 295 128 270 139 5 5 48 112 18 | 199 108 66 | 200 170 131 47 104 13 | 174 79 42 | 186 107 22 12 92 2 85 37 6 | 106 22
40% 397 I T ER svEEEE 539 53% sevEEY 54% 597 [ERE  32%  40% 36%| 40%  39% 48%| 41% 40% 30% 247 3% SRS 32%| 40% 38%
73 102 33 62 21 47 29 18 20 6 4 23 9 4 28 28 26 35 13 67 26 9 69 33 11 5 11 6 27 3 3 23 9
1R 10% 12% 8% 9% 9%  14%  10% 18% 11% 12% 9% 11% 10% 10%EE 10%) 15% 12% s  10% 6% 38% 11% 5% 16%| 9% 16%]
71 71 40 39 26 29 28 24 16 3 43 21 7 44 27 19 22 1 49 22 1 5 20 4 30 9 1 34 6
1% 10% 12%ERA  10%] 6% o EE 8% 9% 11%  11% 7% 12% 9% 7% 1% 11% 8% 15%  10%  11% 25%| 12%  14% 5% 13%  10%]
64 144 38 64 22 107 30 10 23 1 38 21 5 37 27 79 17 43 5 74 44 26 75 69 12 9 14 3 30 5 3 29 8
104 B 12%  13% 9% BREE 10% 8%  12% 3% 10% 11% 5% 10% 9% 12%  16% 14%| 17% 227 ER 167 IEEd 16%C  18%CHNN:T/A 19%  12% 8% 16%| 11%  14%)
39 52 37 19 22 15 13 12 13 1 26 8 5 22 17 11 17 23 1 35 14 3 35 17 6 8 23 - 27 7 3 30 6
2 3% 2R 7% 3% 7% 4% 5% 6% 6% 4%] 12%p 9%P 3% 8% 7% 3% 8% 6% 8%  16%  12% - 1% 11%  16%| 11%  10%]
21 33 3 5 8 7 6 7 1 13 7 1 14 7 9 4 20 - 24 6 3 22 10 7 6 20 - 30 2 1 28 5
3% 5% 10%abdf 4% 6% 2% 2% 5% 4% 3% 3% 4% 1% 4% 2% 3% 3% IS - 5% 3% 3% 5% @ 4% 9%  12%  11% - 3% 5% 11% 9%
14 28 14 17 13 14 4 5 4 1 9 5 - 7 6 8 12 8 - 15 9 4 18 9 3 6 5 - 11 3 - 12 2
2% 4% 4% v 3% 1% 4% 2% 3% 2% 3% - 2% 2% s 3% - 3% 4% 5% 4% 3% 2/ 3% - 5% 5% - 5% 3%
11 4 4 7 - 4 3 2 3 3 8 - 3 5 4 1 - 1 2 3 1 - 3 1 2 - 1 1 2 - 2 2 -
1% 1% 1% - 19%) 1% 2% 2 EEIEEL - 1% 1% . - . 1% " - 1% " 3% - 1% 6% 1% -t 1% -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Le

ess than .5




Total
Only/mainly on the phone

Only/mainly in store
Only/mainly via email
Only/mainly via webchat
Only/mainly by social media
Only/mainly via another
contact method

Only/mainly by letter

Don't know

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 144
Q8: In dealing with [Provider] about this complaint did you contact them...?
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue 1 Resolved Issue i 1 F d Issue i F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome | and Custome | and Custome | and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 |Mobile| Three | Media e service | ation | issues | ngelse ed |[Neutral| sfied | Yes No service | ation | issues | ngelse | ed |[Neutral| sfied | Yes No service | ation | issues | ng else ed |Neutral| sfied | Yes No
(@ (b) (© d | (e (f) ()} (h) (0] ()] (k) 0] (m | (n (0 () @ n (s) (t) (u) M 1w | ® (A) (B) ©) (D) (E) (F) (3 ()] [0}
666 729 327 500 258 509 204 84" 179 33" | 298 132 70" | 266 223 17 76" 56* 9" 155 59" 44" | 153 104 311 72+ 103 23~| 232 132 145 | 248 258
373 295 128 270 139 5 9 34 92 15 | 154 75 41 | 146 121 75 21 34 9 69 34 36 72 66 179 39 56 1 | 123 64 98 | 131 152
40% 397 I T B 0% 51% 5% 52%  57% 59%| 55% S4% L 2L 100%| 45% s EER 47 MR  58% - 54%  54% 8% 53% 4% RS 53% 59%
73 102 33 62 21 47 24 16 17 5 32 20 10 27 34 9 9 3 - 11 5 5 12 9 23 9 10 5 21 12 14 23 24
1R 10% 12% 8% 9% 12% 9% 15% 11%  15% 14%| 10% 15% 8%  12% 5% - 7% 8% 11%| 8% 9% 7%  13%  10% 22% 9% 9% 10%| 9% 9%
71 71 40 39 26 29 12 7 17 3 25 10 4 26 12 10 13 3 - 19 6 1 18 8 17 4 8 - 14 9 6 14 15
1% 10% 12%ERA  10%] 6% 6% 8% 9% 9% 8% 8% 6% 10% 5% oG 5% - 12%  10% 2% 12% 8% 5% 6% 8% - 6% 7% 4% 6% 6%
64 144 38 64 22 107 20 16 23 5 41 14 9 31 32 7 11 4 - 14 7 1 14 8 78 8 18 3 46 37 24 58 48
104 EERE2%  13% RIS 107IEE 13% 15%| 14%  11% 13%| 12%  14% T 7% - 9% 12% 2% 9% xR 11% 17% 13% 207 RS 17%| 23% 19%
39 52 37 19 22 15 5 3 1 - 12 3 4 1 8 6 9 7 - 20 2 - 18 4 3 5 6 1 11 3 1 9 6
<R 3% 2% 4% 6% - 4% 2% 6% 4% 4% 5%  12%  13% - I 3% - EEEE 4% 1 L R 2% 1% 4% 29
21 33 3 5 8 7 4 9 2 15 6 1 12 8 7 5 3 - 13 2 - 12 3 2 5 1 - 5 3 - 3 5
3% 5% 10%abdf 4% 6% 2% 3% 5% 5% 6% 5% 5% 1% 5% 4% 6% 7% 5% - 8% 3% - 8% 3% 1% 1% - 2% 2% - 1% 2%
14 28 14 17 13 14 4 4 9 - 12 4 1 10 7 3 8 2 - 9 3 1 7 6 7 2 4 1 11 2 1 8 6
2% 4% 4% R 3%] 2% 5% 5% - 4% 3% 1% 4% 3% R 4% - 6% 5% 2% 5% 6% 2% 3% 4% 49 2% 1% 3% 2%
11 4 4 7 - 4 3 - 1 3 7 - - 3 1 - - - - - - - - 2 - - 2 1 2 1 2 2
1% 1% 1% - 19%) 1% - 1R 2% - - 1% * - - - - - - - - 1% - - 9% 2% 1% 1% 1%

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 145
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue i ion F d Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |Neutral| sfied | Yes No | service | ation | issues | ngelse | ed [Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |Neutral| sfied | Yes No
(@ (b) (© () (e) () @ (h) (0] ()] (k) (0] m | () [ (0 () @ N (s) (t) (u) M 1wl X (A (B) ©) (D) (5N ()] G 1 H 10
Total 666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16**| 242 66" 19| 264 58"
10 - Extremely satisfied ~ (10) 92 64 24 70 65 44 48 16 22 6 | 92 29 9 17 9 2 9 2 8 5 | 24 - - | 20 1
9% 7% I 9% 16% 13% 11% 18% 10% 6% 6%] 25%par 15%u) (R4 12%CH 4% 31%] - - 8% 2%
9- (9) 67 102 62 22 39 28 18 15 6 28 26 45 3 12 15 17 43 1 - - 9 7
107 IR 9% 8% 9% G 8% 18% 10%] 18%p 17%p 8% 4% 20%  33%  23% 6% - - R 12%
f
8- @ 117 4 97 36 79 52 18 43 4 56 41 60 7 30 20 12 48 1 - - 3
18% RS, 19% — 14% 16%) 17% 14%  22% 12% 207 SR 23% 19% 11%) 27%  24%  26% 6% - - B 5%
7- 7| 101 110 61 69 32 70 53 15 28 5 37 21 44 8 34 10 44 4 - -] 50 1
15% 15% I 14%  12% 14%) 17%  12%  14%  15% 13%  14%  17%  22% 13%) 14% RS 25% - - 19%  19%]
6- (6) 87 92 40 52 27 46 41 17 28 1 30 17 44 1 - 6 28 3 - 40 - | 34 6
12% 10%  10% 9% 13% 14% 14% 3% 10% 129 3% 15% 19% - HEE - 13%  10%
5- (5) 63 60 21 55 16 43 22 20 17 4 23 13 21 3 - 5 2 - 21 - 8 13
9% 8% 7 6% 8% 77 9% 12% 8% 9% 8% 8% 3% 13% - L - 3%
4- 16 43 18 5 18 2 22 11 15 1 - 4 - - 5 - 2
6% 4% 9% 6%| 8% 8% 6% 3%| 2% - - - 1%
3- 17 4 5 1 3 7 2 - 3 - - - 5 1
6% 3% 3% 3%| 2% 3% 6% - 2% - - - 26%| *
2- 8 4 4 1 - 3 1 1 - - - 3 1
3% 3% 2% 3%| - 1% 3% 1% - - - 16% *
1 - Extremely dissatisfied 22 8 18 4 4 6 1 - 2 - - - 1 1
7% 6% 9%  12%) 1% - - - 58% *
NET: Dissatisfied 19 47 16 27 6 7 16 4 - 6 - - - 19 3
6% 15%  13%  14%  18% 5% 3% - - - 100%| 1%
NET: Neutral 66 132 59 81 42 63 11 37 5 - 66 S| 44
20 ERE  23% 26%  34%  32% 18%  22%  20%  31%| - - 17%)
NET: Satisfied 377 440 242 298 155 181 67 108 54 34 143 11 | 242 - - 217
60%f  74%abde 60% 59%  54%  55% 73%  67%  77% 69| - - 82|
Mean score 6.66f  7.33abd 6.68f 659 657 637 7.31p|  8.27uv 722 702 742 769 JEEE 553 1.68 |EEEEN 533

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
10 - Extremely satisfied (10)

9- )
8- ®)
7- 7
6- 6)
5- 5)
4.
3.
2.

1 - Extremely dissatisfied

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 146
Q9: Overall, how satisfied are you with the service you received from [Provider] customer services with regard to the complaint that you had?
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue F d Issue Satisfaction Resolved Issue 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service |Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service |Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ngelse| ed |[Neutral| sfied | Yes No | service | ation | issues | ngelse| ed |Neutral| sfied | Yes No | service | ation | issues | ng else ed |Neutral| sfied | Yes No
(a) (b) () (d) (e) (U] @) (h) (i) ()] (k) 0] (m) (n) (0) (p) ()] (0] (s) (U] (u) V) W) | (x (A) (B) ©) (D) (E) (F) (©)] (H) ()
666 729 327 500 258 509 204 84* 179 33* 223 17 76* 56* 9**| 155 59* 44* | 1563 104 311 72* 103 23" 232 132 145 | 248 258
92 64 24 70 65 44 35 15 16 4 17 31 15 2 65 - - 2 23 8 8 5 - - 43 1
o T o 9% 2 o MEEEE 2 22% S o 2] Tw % e% 2w - ;-
67 102 62 22 39 22 13 23 9 7 6 6 3 - - 19 3 24 8 7 - - 1
10%| 14%aef  23%abde 12%] 9% 8% 11% 15% 13% 4% 6% 8% 11% 33% - - e 3% 8% 1% 7% - - 4%
f
17 4 81 97 36 79 35 12 40 34 18 1 7 - - - 25 11 43 13 19 4 - 14
18% 22%aef  25%aciiier/s 14% 16%] 17% 14% 22%| 15%) 15% 14% 13% - - - 16%  11%] 14% 18% 18% 17%| - 5%
101 110 61 69 32 70 17 12 37 31 13 10 8 - - 18 14 38 14 16 - 4
15% 15 14%  12% 14%) 8% 14 B 14% 1%  13%  14% 119 - - 12%  13% 2%  19%  16% 9%| - 13%|
87 92 40 52 27 46 27 7 15 3 26 1 8 7 1 - 27 - 14 13 23 6 15 2 - 46
12% 10%  10% 9% 13% 8% 8% 9%] 12% 9% 11% 13% 1% - - 9%  13%) 7% s 9% -
63 60 21 55 16 43 27 9 17 2 1 2 3 - - 16 - 4 11 28 4 7 4 - 43
9% 8% 7 6% 8% 13% 1% 9% 6% 9% 3% 5% - - - 3% IS 9% 6% 7% 17% -
5 16 43 4 10 1 10 3 3 - - 16 - 7 9 30 3 8 2 - 43
2% Z 5% 6% 3% 9% 4% 5% - - 5% 9% 10% 4% 8% 9%] -
5 4 2 10 3 2 2 - - 17 2 15 22 9 8 1 - -
6% 2% 6% 9% 4% 4% 22%] - - 1% 13% 8% 4% - -
6 2 5 - - - - 1 1 5 - - -
6% 3% 6% 4% - 7%4| - - - 1% 1% 5% - - -
2 11 2 15 2 1 - - - 6 10 3 - -
2% 6% 6% 3% 2% - - - 8% 10% 13%| - -
NET: Dissatisfied (1-3) 19 12 21 6 5 7 2 - - 16 23 4 - -
6% 15% 14% 12% 18%) 7% 13% 22%] - - 100%t 22% 22% 17%| - -
NET: Neutral (4-6) 66 132 59 64 20 42 6 32 13 13 1 13 30 8 - 132
20T 23% 31%  24%  23% 27%  17%  23%  11%| 18%  29%  35% -
NET: Satisfied (7-10) 377 440 242 298 155 109 52 116 55 58 36 6 43 50 1
o0t Tivance o0 53%  62% 7o T, 67 B 0% 8
Mean score 6.66f 7.33abd _6.68f 6.60 6.87 6.68 5.85 7.33 522 6.17

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

Less than .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 147
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Ease of finding provider contact details.
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue 1 F d Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng glse ed [Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues | ngelse ed [Neutral| sfied | Yes No
(a) (b) © (d) () () @ (h) 0] ()] (k) 0] m | m | (0 () ()} (0] (s) () (u) M 1w | ® (A) (B) ©) (D) B 1 ¢ G 1 ¢H 1 O
Total 666 729 327 500 258 509 309 125 198 34" | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16**| 242 66" 19| 264 58"
10 - Extremely satisfied ~ (10) | 121 118 60 97 80 76 62 17 34 8 | 107 10 4| 99 22 54 15 38 11| 100 6 12 | 90 27 17 13 27 2 3| 52 6
18% 16%  18% ’9% 15%) 20%  14%  17% 24% 5% 4 ST 0%  15%) 31%ar 3% 10%) 23%  25%  15% 3% 16% 20% 10%
f
9- (9) 87 125 1 2 35 61 38 20 25 4 10 7 21 39 28 52 6 1" 30 19 16 34 2 2 | e2 9
13% I 14% 12%) 2%  16%  13% 12% 5% 7% 7% 14%  19%  20% 17%) 5% 7% 11%) 267 EEE  18% 3% 1% 23% 16%
8- 8| 122 139 45 87 43 98 55 25 35 7 27 9| 73 48 53 36 42 8 24 10 41 9 5 28 7 1 36 9
18 4% 17% 177 18%  20% 18% 21% 14% 9% 20% 17%) 197 16% 22%| 12%  11%] 15%) 12% 10% 15% 19% 15% 11% 5% 14% 16%]
7- @) 81 106 48 72 29 69 36 19 22 4 | 48 27 6 | 44 34 43 20 40 3 30 4 35 7 6 32 3| 30 15 3| 3 12
12% 15% 15% 14% 11% 14%) 2%  15%  11% 2% 13% 14% 6% 12% 12% 15%  14%  15% 8%| 5% 15% 13% 9%  12%  17% 19% 127 16%| 14% 21%
6- (6) 82 80 33 39 20 49 38 1" 30 3| 33 43 6 | 33 47 31 16 31 2| 28 45 71| 45 35 5 2 24 2| 19 13 1 26 7
1%  10% 8% 8% 10%) 12% 9% 15% 9% xR 6% 9% 1% 1% 12% 6% 6% 8% 10% 13% 7% 4% 13% 13% s RS 5% 10% 12%)
5- (5) 56 58 32 54 23 45 25 11 18 2 8 20 12 23 3| 1 42 5 8 4 20 - | 18 14 S| 27 5
8% 8% 10% 11% 9% 9% 8% 9% 9% 6% 2% 7% 8% 9% 8% B 6% 11% 8% 1% - 77 - 10% 9%
4- (4) 34 35 15 16 8 32 20 3 1 - 9 10 9 16 - 8 7 2 1 12 - 8 5 2 | 14 1
5% 5% 5% 3% 3% % 6% 2% 6% - 29| 3% 6% 6% - 2% 3% 2% 6% - 3% 8% 1% 5% 2%
3- 3) 25 28 8 13 12 1 6 7 1 3 5 10 1 2 2 2 3 1 3 4 1 4
4% 4% 2% 3% 5%] 4% 5% 4% 3% 1% 3% 4% 3% * 3% 4% 2% 6% 1%HEE 5% 2% 5%
2- @) 14 9 5 8 2 8 3 3 - 2 1 4 - 1 1 1 3 - 2 1 2 2 3
2% 1% 2% 2% 1% 3% 2% 2% - 1% 1% 2% - * 1% 2% 2% - 1% 2% 119 1%
1 - Extremely dissatisfied 31 23 7 12 4 11 8 9 3 2 1 4 1 1 1 2 - 1 2 4 3 3
(1) § 3% 2% 2% 2% 1% 6% 5% 9% 1% 1% 2% 3% * BE 2% 1% - . 3% 219 1%
Not applicable 8 3 10 2 5 2 4 2 9 2 2 1 4 4 - - 1 2 2 1 - 2 -
1% 17 1% 1%) 2% 2% 2% 6% 2% 1% 1% 3% 1% 1% - - 1% 13% 1% 2% - 1% -
NET: Dissatisfied (1-3) 60 20 33 18 76 30 17 19 4 7 7 18 2 4 46 7 4 8 1 6 7 7 9 9
8% 6% 7% 7% 10% 14% 10% 12% 2% 5% 7% 6% 1% 17% 9% 8% 4% 6% S 37% 3%
e
NET: Neutral 4-6)| 172 173 80 109 51 126 83 25 59 5| 50 37 70 5| 47 85 15 7 56 2| 45 32 3| 67 13
26% 24% 24% 22% 20% 25%) 27%  20%  30% 15%| 13%] 21%  26%  27% 14%| 119 32% 20% 14T 3% 197 EEE  16%| 25% 22%
NET: Satisfied (7-10) | 411 488 224 348 187 304 191 81 116 23 | 311 74 26 189 99 172 28 | 385 71 32 133 52 40 121 11 | 189 26 9 | 186 36
A 67%al  69%al  70%al  72%ailGA 62%  65%  59% 8% 38%  27% 66%  68%  66% 78% R 35%  36%) 50%) 70%  78%  65% 69 39% 47%| 70% 62%
Mean score 7.011 7.20f 7.39af 7.41af 7.71abf 666 706 689 695 731 8.19Im 6.11m| 425 708 727 720 8.00pr 8.21uv 5.92v 508 7.77x 624 746 786 721 771 7.95F 589 537 7.571 666

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of finding provider contact details.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 148
Q10A: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and |Repairs and |Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 [ Mobile | Three | Media e service | ation issyes ng glse ed |Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |Neutral| sfied | Yes No | service | ation | issues | ng else ed |Neutral| sfied | Yes No
(@) (b) © @ 1 (e () ()} (h) (0] 0] (k) (0] m | m | (0 ()] @ (0] (s) () (u) M 1wl ® (A) (B) ©) (D) (E) G 1 H 1O
666 729 327 500 258 509 204 84" 179 33" | 298 132 70" | 266 223 17 76* 56* 9*| 155 59" 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
(10| 121 118 60 97 80 76 51 14 30 2 | 77 13 7 L7 24 23 35 19 3 |7 2 14 48 8 17 3 53 8 15 | 49 26
18% 16%  18% 19% 159 17%  17% 10% 107 BRE 11%) 20%] 46%p  S4%pNETA  acvu T 13%| 15% 1%  17% 13%| 6% 10%jER 10%
f
(9) 87 125 71 92 35 61 32 14 36 10 5 28 17 6 10 2 1 10 33 13 12 3 12 7| 34
13% I 14% 12%) 16%  17%  20%] 8% 7% 13%) 15% 8%  18% 22% R 2% 10%| 1%  18%  12% 13%| 9% 5% 14% 10%
8| 122 139 45 87 43 98 28 15 37 17 7| st 36 17 14 1 1| 26 11 19 58 16 20 4 16 15 | 58 39
18R 1% 17%  17% 14% 18%  21% 13%  10%| 19% 16% 15% 18%  20% 1% 17%  19%  14%| 16% 18% 19%  22% 19% 17% 12%  10% R 15%)
@) 81 106 48 72 29 69 33 13 21 5| 40 23 9 | 31 37 15 11 2 1 14 12 3| 14 15 40 1 15 3 36 20 13 | 32 37
12% 15% 15% 14% 11% 14%) 16%  15%  12% 15%| 13% 17%  13% 12% 17%] 13% I 4% 1% 7R 7% 9% 14% 13%  15%  15% 13% 16% 15%  9%| 13% 14%
(6) 82 80 33 39 20 49 15 6 15 3| 17 20 2| 17 22 13 4 3 - 7 12 1 8 1 25 8 1 5 16 22 1 21 28
1% 10% 8% 8% 10%) 7% 7% 8% 9% 7R 3% 6% 10% 11% 5% 5% - RS 2% 5% 11%) 8% 1% 1% 22%| 77 IREE 8% 8% 11%
(5) 56 58 32 54 23 45 20 8 21 5 | 12 27 15 | 13 40 13 3 7 - 5 0 g | 10 13 26 6 1 2 7 16 | 22 22
8% 8% 10% 11% 9% 9%) 10%  10%  12% 15%| 4% B 5% 1% 4%  13% - 7 7 13%) 8% 8%  11% 9%| 3% 9% 9%
(4) 34 35 15 16 32 7 4 5 - 3 3 1 3 - 1 5 2 2 6 22 3 6 1 6 1M 21
5% 5% 5% 3% 3% Z 3% 5% 3% - 1% 1% 1% 5% - 1R 54 1R 7% 4% 6% 4%| 3% 4% 8%
3) 25 28 8 13 12 7 3 3 - 2 6 1 - 2 2 2 10 21 2 3 1 2 9 18
4% 4% 2% 3% 5% 3% 1% 2% - 1% 2% 1% - 22% 194 (B2 10%] 7% 3% 3% 4%| 1% 1% 7%
@) 14 9 5 8 2 2 4 1 1 - 3 1 1 - - 1 1 13 1 4 - - 4 14
2% 1% 2% 2% 1% 17 1% 3% - 1% 1% 2% - - 1% 1% 4% 1% 4% - - 2% IR
31 23 7 12 4 4 2 6 - - - - - - 1 3 23 4 4 - - 5 26
(1) 3% 2% 2% 2%| 2% 2% 3% - - 19 - - - - 1% 3% 7% 6% 4% - - 2%
8 3 10 2 5 1 4 - 7 5 - - - - - 2 2 - - 1 3 3 -
1% 17 1% 2% 1% 2% - 2% 2% - - - - - 2% 1% - - 4%| 1% 1% -
(1-3) 60 20 33 18 13 9 10 1 2 12 2 1 2 2 11 4 14 57 7 1 1 2 18 58
8% 6% 7% 7% 6% 1% 6% 3% 1% 5% 3% 2% 22%| 194 Z B 8% 10% 1% 4%] 1%] 7%
4-6)| 172 173 80 109 51 42 18 4 8 | 32 33 8 13 -] 13 30 73 17 28 8 29 54 71
26% 24% 24% 22%  20% 21%  21%  23% 24%| 1194 12%) 1%  23% - 8% B 23%  24% @ 27% 35%|  13%] B 22%  28%)
(7-10) | 411 488 224 348 187 144 56 124 24 | 257 28 | 216 125 72 66 42 7 | 140 26 21 58 179 48 64 13 129
] 67l 69%al  70%f  72% 71%  67%  69% 73% R 48% 40%[EEE 56%) e 75% 78% R 4%  48%|IERE 56%) 58%  67%  62% 57% 50%
701f 7200 739%af 7.41af  7.71abieNa] 754 708 742 7.45 SIS 5.40 [HEEER 6.66 7.08 7.67 R 614 6.12 [HEEEH 6.64 6.48  7.00 _ 6.88 7.14

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of getting through to the right person (PHONE).

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Mean score

(10)
©
®)
™
6)
)
)

®)

(1-3)
(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 149
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about mobile phone service in past 6 months by phone
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and |Repairs and |Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 [ Mobile | Three | Media e service | ation issyes ng glse ed |Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |Neutral| sfied | Yes No | service | ation | issues | ngelse | ed [Neutral| sfied | Yes No
(@) (b) © (d) () () ()} (h) (0] 0] (k) (0] m | m | (0 ()] @ (0] (s) () (u) M 1wl ® (A) (B) ©) (D) (E) G | ¢ (0]
373 295 128 270 139 285 195 48" 112 18| 199 108 66" | 200 170 131 47" 104 13| 174 79+ 42| 186 107 22" q2r 92* 2~| 85 37 6| 106 22"
47 42 0 44 27 24 27 8 9 3 | 42 3 2 | 43 4 20 8 1 5 4 1 - Lz 2 1 18 2
13% I LI L 8%) 14%  17% 8% 17%) 4 15%  17%  11% 23%  33%  12% - 5% 17% 17% 9%
42 37 17 32 14 20 21 7 12 20 6 10 3 1 12 1 15 2 - | 15 2
117 EEEE  12%  10% 7%) 11% 15% 1% 15% 13% 10% 14% 8% 13% 50%| 18% 5% - 14% 9%]
58 50 19 55 16 43 34 8 13 12 12 3 3 13 -] 18 5 1 14 5
16% 17% 5% 12% 15%) 17%  17%  12% 9% 26%p 14%  25%  14% - 15% 14%  17%| 13%  23%
57 38 29 3 12 36 29 3 23 16 4 18 2 1 25 1 20 7 2| 25 4
15%  13% S, 13% 9% 13%) 15% (R 21 12% 9% 17% 9% 8%  27% 50%| 24% 19% 33%| 24%  18%)
39 40 18 29 13 31 17 7 15 17 5 16 4 1 13 -] 12 6 -7 1
10% 14% 14% 11% 9% 11%) 9%  15%  13% 13%  11%  15% 18% 8%  14% - 14%  16% - 16% 5%
48 29 14 26 13 18 22 4 16 10 5 13 2 - 12 - 4 10 - 3
10% 11% 10% 9% 6% 11% 8%  14% 8% 1%  13% 9% - 13% - s - 10%  14%]
24 14 5 14 10 22 14 2 6 8 2 3 1 1 3 - 2 3 - 2 3
6% 5% 4% 5% 7% 8%) 7% 1% 5% 6% 1% 3% 5% 8% 3% - 2% 8% - 2% 14%
22 12 2 9 13 25 14 3 5 6 1 4 - 1 1 - 1 - 1 1 1
E 4% 2% Z Z 7% 6% 4% 5% 2% 4% - 8% 1% - 1% - 17% 1% 5%
5 15 1 4 - 1 9 3 3 - - 1 - - 1 - 1 -
17 1% 2% - 1% 7% 6% 3% - - 1% - - 3% - 1% -
28 16 3 12 4 12 11 1 4 2 - 1 - 1 1 1 2 1
Iz 5% 2% 6% 8% 11% 8% 2% 4% 9% - 1% - 1% 3% 17% 2% 5%
3 2 - 3 1 - 1 2 - 2 - - - - - - - - - - -
1% 1% - 1% 1% - 17 - 2% - - - - - . - . - . .
55 43 6 31 91 30 7 18 26 5 1 2 1 3 - 2 2 2 4 2
5 IR 15%  15%  16% 20% 1% 11% 9% 8% 3% - 2% 5% 33% 4% 9%
11 83 37 69 36 71 53 13 37 35 12 32 4| 34 38 7 2 28 - | 18 19 - | 30 7
30% 28% 29% 26% 26% 25%) 27%  27%  33% 27%  26%  31% 31%| 207 R 32% 17%  30% - 2 vEBEE - | 28%  32%)
204 167 85 167 69 123 111 26 57 68 30 61 8 | 136 24 7 30 13 9 61 2 | 65 16 4 | 72 13
55%f  57%  G6%ael  62%(CIA 43%) 57%  54%  51% 52%  64%  59% 62%) 30%  17% 28%] 59%  75%  66%  100%|EE 43% 67% 68%  59%)
6451 663  7.6abe 6.88ael 6.201 [ECRI] 652 676  6.13 635 704 670 731 T 3.59 705 775 710 800 [EEH 616 600 |[7.30 6.50

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ease of getting through to the right person (PHONE).

Total

10 - Extremely satisfied (10)
9- 9)
8- (8)
7- (7)
6- (6)
5- (5)
4- 4)
3- (3)
2- (2
1 - Extremely dissatisfied ;
Not applicable v
NET: Dissatisfied (1-3)
NET: Neutral (4-6)
NET: Satisfied (7-10)

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 150
Q10B: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about mobile phone service in past 6 months by phone
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and |Repairs and |Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 [ Mobile | Three | Media e service | ation issyes ng glse ed |Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |Neutral| sfied | Yes No | service | ation | issues | ng else ed |Neutral| sfied | Yes No
(@) (b) © (d) () () ()} (h) (0] 0] (k) (0] m | m | (0 ()] @ (0] (s) () (u) M 1wl ® (A) (B) ©) (D) G 1 H 1O
373 295 128 270 139 285 129 34* 92" 15| 154 75 41| 146 121 75" 21 34 9| 69+ 34 36| 72* 66 179 39" 56* 1% 98" | 131 152
47 42 0 44 27 24 22 6 13 3 | 37 4 3| 34 9 8 6 10 3 | 23 2 2 | 21 6 14 4 6 - 1 20 4
13% I LI L 8%) 17%  18%  14% 20%] 7% 7% 1% 297G 3RS 6% 64 9% 8%  10%  11% - 1% 3%
42 37 17 32 14 20 17 5 8 2 1 7 9 - 2 3 | 11 - 3 9 5 11 5 4 - -] 18 7
117 EEEE  12%  10% 7%) 13% 15% 9% 13% 2% 6% 12% - 6% B - 8% 13% 8% 6% 13% 7% - - 10% 5%
58 50 19 55 16 43 20 9 21 5 - 18 9 4 3 - 1 3 2 | 12 4 23 8 3 4| 27 16
16%  17%  15% I 12% 15%) 16%  26%  23% 33% - 15% 12% 19% 9% - 16% 9% 6% 17% 6% 13%  21% 16% 27%| 1B 11%]
57 38 29 3 12 36 21 - 13 2| 22 11 3| 16 20 2 2 7 1 8 2 2 8 4 22 5 1 5| 19 17
15%  13% LS, 13% 9% 13% | A - 13%| 14%  15% 7% 11%  17%) 3% 10% RS 1% 12% 6% 6% 11% 6% 12% 13% 14% 9%] 5% 15% 11%]
39 40 18 29 13 31 10 3 16 -] 13 14 2| 14 15 7 3 3 - 8 4 1 10 20 3 5 3 71 17 13
10% 14% 14% 11% 9% 11%) 8% 9% I - R 19%m] 4 10% 12% 9% 14% 9% - 12%  12% 3% 14% 5% 11% 8% 9% 27%| 7% 13% 9%
48 29 14 26 13 18 1" 3 10 2 5 9 16 9 2 2 - 4 7 2 2 10 14 3 1 - 5| 10 8
10% 11% 10% 9% 6% 9% 9% 1% 13%| 3% 6% 13%) 12%  10% 6% - B 64 xR 8% 8% 2% - 5% 8% 5%
24 14 5 14 10 22 7 2 4 1 1 1 13 6 3 1 - 2 4 4 4 6 16 2 4 - 7 9 13
6% 5% 4% 5% 7% 8% 5% 6% 4% 7% 1% 1% 8% 14% 3% - 3% 12% 11%| 6% 9% 9% 5% 7% - 7% 7% 9%
22 12 2 9 13 25 7 1 1 - 3 6 3 8 1 3 1 1 5 7 3 10 14 2 7 2 16 4 21
E 4% 2% Z Z 5% 3% 1% - 2% 3% 4% 2% 11% 5% 9% 1% 1% z 8% 5%  13% 18%|
5 15 1 4 2 1 - 1 2 - 2 - 2 1 1 10 4 3 - -
17 1% 3% 6% 1% - 1% - 6% 3% - 6% 1% 1% 6% 10% 5% - -
28 16 3 7 3 5 - - 4 1 14 - 1 - - 35 3 9 2 2
EE 5% 2% 5% 9% 5% - - 3% 19%] - 3% - - 20% 8%  16% 18%| 2%
3 2 - 3 1 - 3 - - - 1 1 2 1 - - - - - 1 - - - - - -
1% 1% - 1% 1% - 2% - - - 1% 1% 2% 1% - - - - - 2% - - - - - -
55 43 6 31 91 18 6 7 - 4 10 24 1 6 2 2 6 27 59 9 19 4 5 74
B2 11%c  24%abod  32%abodNPTZRNENNT:A 8% - 3% 77 32% 5%  18% 22%| 3% s 33%  23% @ 34% 36%| 4%l % I
11 83 37 69 36 71 28 8 30 3| 19 24 44 22 8 6 - 14 15 71 16 19 50 8 10 3 19 34
30% 28% 29% 26% 26% 25%) 22%  24%  33% 20%| 129 B 29%  38% 18% - 20/ R 19%| 22%  29%) 28%  21% 18% 27%|  15%] 27% 22%
204 167 85 167 69 123 80 20 55 30 54 28 12 22 7 3 7 9] 50 19 70 22 27 9 79 44
55%  57%  66%ael  62%<fCL 43%] 62%  59%  60% [BE 45% 37% 7L s 21% 257 EE  29%) 39 R 8% E 29%|
6451  6.63f  7.16abe 6.88aef 6.201 RN 682  6.71 6.88 (B 5.82 5.41 7.10 767 EER 467 408 |[IEEHE 475 518  6.21 5.55 4.28

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




The time taken to handle your issue.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 151
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51" 186 16| 242 66" 19+ 264 58
(10)]_100 94 67 72 55 42 51 18 23 8 | 92 7 1 92 8 34 22 29 9 | 89 1 4 | 77 16 12 16 36 3| 62 3 2 | 6t 4
Z 8% 17% 14%  12% 24% 4% 1% E 3% 12% 15%  11%| 6% 167 RS 19% 19% 5% 11%ER 74
(9) 79 143 75 66 51 40 31 17 27 4 7 1 16 40 34 63 23 20 7 46 2 6 66 9
12%f  20%adf  23%adf 3% Z 8% 10% 14%  14% 12% 4% 1%] 6% [PEA  23%p  24%)) 9%] 27% 14%  25% 13%) 9% 1% 25% 16%)
@ 111 132 62 32 82 53 21 31 6 18 2 33 50 23 51 30 9 5 44 4 | 49 11 2 | 55 7
17% L  12% 16%| 17% 17%  16% 18%| Z 2% 12%) 17% 16%  19% 11%| 12% 10%BRE 25% 20% 17%  11%| 21% 12%]
@) 51 59 21 61 51 16 27 3 6 38 33 21 43 44 1" 10 27 3| 39 1 1 42 9
EEEE 2% 8% 12%) 17% 13%  14% 9%| 6%| 13%) 12% 14%  16% 16%| 15%  20%  15% 19%| 16% 17% 5% 16% 16%
(6) 66 66 32 49 20 43 27 12 24 3| 26 37 3 35 17 16 27 23 5 6 19 2 10 21 1 21 11
10% 9% 10% 10% 8% 8% 9% 10%  12% 9% 7% 8% 12%) 6% 1% 10%] 9%] 7% 12%  10% 13% 4T 5% s
(5) 61 59 15 57 16 32 24 12 20 5| 11 41 17 43 26 10 21 2 13 5 2 7 1 6 7 2 10 5
9% 8Tl 11%ceilieA 6% 8% 10%  10% 15%| 3% 5%) ; 9% 7% 8% 6% 7% 4% 4% 6% 27MEEEE 11% 4% 9%
(4) 35 39 9 30 9 32 19 6 9 1 10 9 12 21 8 9 1 4 4 1 4 - 3 5 1 4 5
5% 5% 3 S 6% 5% 5% 3% 3% 6% 3% 3% 1% 2% 2% 17 EE 5% 2%
3) 42 26 5 16 9 17 - 7 3 8 1 1 - - 3 - 2 2 2
2% 5% 7% 9% - 2%] 2% 3% 3% ¢ - - 1% - 1% 1% 3%
() 2 10 8 7 1 4 3 5 - - 2 - 1 1 1 1
1% 2% 3% 6% 4% 3% 1% 2% 2% - - 1% - 2% 5% * 2%
7 26 3 13 3 1 4 6 - 5 1 - 1 1 5 2 4
2% 2% 7% 9%| * 3% 2% - 1% 2% 1% - - 2% 26% 1%
2 7 1 3 1 3 - - 2 1 - 1 4 1 - 1 2 - - -
1% 1% 1% * 1%] . - - 1% 1% - 3% LA 2% - 6% 1% - - -
(1-3)| 113 91 14 66 53 174 52 20 37 4| 12 10 19 1 6 3 3 - 4 2 5
17%0c  12%QPRA  13%c  21%bed  34%abed e 16%  19% 12%| 3% 7% 7% 3% 1% 6% 2% - 2% 3% 42% 2%
e
(4-6) | 162 164 56 136 45 107 70 30 53 9 | 47 97 18 64 34 57 9 | 41 9 30 3 19 33 4| 35
179 17%  21%) 23%  24% 27%  26%| 12% R 19%) 22%  283% 22%  25%| 9% 18%  16% 19%  sx S 21%| 13%
(7-10) | 387 468 255 291 159 225 186 72 108 21 | 316 61 10 157 100 186 25 113 52 38 153 12 | 217 31 7 | 224
58%  G4%adf  78%abde 58%  62% 44% 60% 58%  55% 62% I 10%) 55% I 69% 42% 70% 757 W 47%  37% R
6.56f  6.90af 7.78abd 6.72f  6.81f 5.31 6.56 6.68 6.40 6.97 8.01im  5.56mpXeN] 6.20 7.32p 7.29p 7.86p|  8.24uv 7.22 7.80 7.87 XS 6.56 4.95 EXEDl 6.37

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 152
Q10C: And how satisfied were you with the following aspects of [Provider]'s customer service?
The time taken to handle your issue.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 204 84* 179 33" | 298 132 70" | 266 223 17 76" 56* 9*| 155 59* 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
10 - Extremely satisfied ~ (10) |__100 94 67 72 55 42 34 12 23 3 | 67 3 2 | 62 10 14 28 1 2 | 53 1 1 52 3 22 10 8 2 | a1 - 1 40 2
8% 17% 14%  13% 9%] 2% 3%] & 4% 127 S  20% 2% 3% 7% 14% 8% 9% 1%[s 1%
9- (9) 79 143 75 66 51 40 16 15 32 3 6 14 18 14 16 - a4t 10 23 8 9 - S| 24 16
12%f  20%adf  23%adf 3% 8% (R 18 18%g) 9%] 5% 6% 15% 18% L - B 10%) 7% 1% 9% - - 10% 6%
8- @® | 111 132 62 94 32 82 31 13 38 12 1 2 31 12 1 9 3| 21 11 45 18 17 2
17% L  12% 16%| 15% 15%  21%] 36%gh 279 3%| 14%) 10% 14%  16% - 14%  14% 7% 14% 119 142 s 17% 9%
7- @) 97 99 51 59 21 61 25 9 21 4 27 10 7 3 1 17 3 1 13 8 30 9 18 4
EEEECNGE 2% 8% 12% 12% 1%  12% 12% 12%) 9% 9% 5% 1% 11% 5% 2% 8% 8% 10% 137 17%
6- (6) 66 66 32 49 20 43 23 6 18 2 26 8 6 5 1 10 8 2 9 11 29 3 6 5
10% 9% 10% 10% 8% 8%| 1% 7% 10% 6% 8% 12%) 7% 8% 9% 1% 6%  14% 5% 6% 11%) 9% 1% 6%  22%
5- (5) 61 59 15 57 16 32 20 10 22 5| 11 1 3 2 - 18 2 8 4
9% 8%clVA  11%ceiio 6%| 10% 12%  12% 15%| 4% 4% 4% - 6% 3% 8% 17%)
4- (4) 35 39 9 30 9 32 16 7 7 - 5 1 2 - 22 5 5 -
5% 5% 3 S 2 8% 8% 4% - 2% 1% 4% - 7% 7% 5% -
3- 3) 42 26 5 14 5 7 3 6 2 2 - 22 4 5 1
2% 7% 4% 9%| 2% 3% 4% - 7% 6% 5% 4%]
2- () 2 10 - 1 - 1 5 2 26 3 10 1
1% 2% - 3% 1% 22% 8% 4% 10% 4%
1 - Extremely dissatisfied 7 4 1 - 1 3 1 - 73 10 16 3
2% 5% 6% - v 4% 2% - 23% 14%  16% 13%)
Not applicable 2 1 - - 4 - - - - 1 1
1% 1% - - 1% - - - - 1% 4%
NET: Dissatisfied (1-3) 14 11 18 4 7 6 8 2 17 31 5
17%bc 129 13%  10% 12%| 2% 8% 14%  22%) 24%  30%  22%)
NET: Neutral (4-6) | 162 164 56 136 45 23 47 25 10 9 1 69 10 19 9
177 17%  21%) 29%  27% @ 26% 21% 13%  16% 11%| 22% 14%  18%  39%
NET: Satisfied (7-10) | 387 468 255 291 159 225 106 49 114 54 60 39 6 120 45 52 8
s sevadt rovabde s o JNEEY BN o 467 T, 67 3o I 35%
Mean score 6.56i  6.90af  7.78abd 6721  6.811 K| 6.45 673  6.97 5.72 7.11 497 L 559 5.55 7.70FG 3.99

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 153
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Getting the issue resolved to your satisfaction.
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i 1 F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" 268 74" 51" 186 16| 242 66" 19+ 264 58
10 - Extremely satisfied ~ (10) |__107 118 65 83 4 48 55 21 23 8 | 100 5 2 | 103 4 43 17 10 10 21 9 31 4 | 64 1
6% 16%  20% 17 25%abdifieRA 18% 17%  12%  24% 3% 2% E 1% 15% 12% s 18%  17%  25% 2%
9- (9) 88 147 95 76 40 54 38 19 29 2 5 - 16 44 39 26 1" 17 65 2| 86 6
IRF]  20%adf  29%abde 15%(NTEL8 11% 12% 15%  15% 6%] 3% 6% 15% RS 10% 157 L 13%) 9%
f
8- 8| 108 131 59 85 27 66 50 17 37 29 48 30 33 9 6 42 2| 46 13
& 10% 13%| 16% 14%  19% 10%) 17%  21% 12%) 12% 12%  23% 13%| 19%  20%
7- 22 60 44 16 27 37 27 18 31 9 5 26 3| 28 14
10% 9% 12%) 14% 13%  14% 13%) 9% 12% 12%) 12% 10%  14% 19%|  12% IR
6- 23 44 19 41 29 13 15 19 12 19 7 6 8 2 13 9
7% 9% 7% 8% 9% 10% 8% 7% 8% 7% o EEE 1% 13% 5%
5- 13 50 17 50 22 16 19 5| 18 24 9 5 2 5 1 2 9
prz 10%] 2 7% 13%  10% 15%| 5% 8% 6% 7% 4% 3% 6% 1%
4- 9 19 8 10 - 3 13 8 13 1 2 4 1 1 8
3% 6% 6% 5% - 1%| 5% 6% 5% 3%| 4% 2% 6% *
3- 5 11 4 6 - 2 17 3 5 - 2 - - 4
2% 4% 3% 3% - 1%] 2% 2% - 1% - - I
2- 3 11 1 8 - - 5 7 2 1 - - 1
1% 4% 1% 4% - - 3% 3% 6%) 1% - - 2%
1 - Extremely dissatisfied 62 49 10 29 7 21 5 - 2 9 2 2 - 1 1
(1) 9% 7% lCA 9% 6% 11% 15%| - 1% 3% 6%| 1% - . 2%
Not applicable 8 5 2 7 1 3 1 3 3 1 4 2 - - - 1 1 -
1% 1% 1% 1% * 1%) - TR 2% 3% 1% 1% - - - 6% * -
NET: Dissatisfied (1-3) |__103__ 100 18 84 57 157 51 12 35 5 2 10 21 4 5 - 1 6
6%] 17% 107 R 5% 194 7% 8% 11% 3% - -
NET: Neutral (4-6) | 163 145 45 115 47 70 37 44 12 | 42 109 12 56 29 51 9 17 4 16 26
24%bce 20%IRPRA  23%cHNETA 23% 30%  22% 35% 1%  13%) 20%  20% 19%  25% 9%  25% 7R 16%)
NET: Satisfied (7-10) | 392 479 262 294 153 228 187 73 116 16 | 329 56 7 162 104 190 23 100 50 37 164 1 | 224 34 4
59%  66%adf  80%abde 59% & 45% 61%  58%  59% Z 57%) 72%  73% YA 37%) 68%  73% R 69% 52%  21%
Mean score 6.62f  6.98af  7.84abd 6.691 5.50 664 689 644 6.35 7.36 722 772 7.73 6.24 361

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 154
Q10D: And how satisfied were you with the following aspects of [Provider]'s customer service?
Getting the issue resolved to your satisfaction.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 204 84* 179 33" | 298 132 70" | 266 223 17 76" 56* 9*| 155 59* 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
10 - Extremely satisfied ~ (10) |__107 118 65 83 64 48 33 15 31 4 5 15 29 18 2 | 63 1 - | et 3 28 6 11 3| 47 1 - | 46 2
6% 16%  20% 17 25%abdifieRA 16% 18%  17% 12%) 2%] 13%| 38%p 32 2% - [EE 3% 9% 8% 11% 13% 1% Z 1%
9- (9) 88 147 95 76 40 54 28 16 25 7 15 20 12 6 2 3 1 34 6 25 16 10 3 3 12
IRF]  20%adf  29%abde 15%(NTEL8 11% 14% 19%  14%  21%) 7%) 17% 16% 11%  22% 2% R 6% s RS 10% 13%) 2% 5%
f
8- 8| 108 131 59 85 27 66 28 14 35 8 2| 53 31 1 9 6 1 - 19 7 42 13 10
10% 13%| 14% 17%  20%  24% 3%| 20% 14%) 9% 2%  11% 11%| - 12% 7% 14% 18%  10%
7- 22 60 17 8 23 2 2| 26 23 9 10 3 - 17 4 1 12 10 29 10 17
10% 9% 12%) 8% 10%  13% 6%) 3% 10% 10% 8% 13% 5% - 11% 7% 2% 8% 10% 9% 14 IR
6- 23 44 19 41 18 8 16 2 4 6 - 5 13
7% 9% 7% 8%| 9% 10% 9% 6%| 5% 11% - 7%  13%
5- 13 50 17 50 25 5 18 2 4 4 1 6 11
prz 10%] 2 12% 6% 10% 6% 5% 7% 11% 8% 1%
4- 9 1" 4 6 - 1 3 - 3 3
3% 5% 5% 3% - 1% 5% - 4% 3%
3- 13 7 7 1 2 3 1 2 8
2% 6% 8% 4% 3% 1% 3% 5% 11%| 3% 8%
2- 3 8 2 5 1 - 1 1 1 4 6
1% 4% 2% 3% 3% - 1% 2% 11%| 6% 6%
1 - Extremely dissatisfied 62 49 10 20 4 12 4 2 3 6 1 7 14
(1) 9% 7% lCA 10% 5% 7% 12%| 1%l 4% 1% 11%) 10%  14%
Not applicable 8 5 2 7 1 3 3 1 1 2 5 - - 1 - - - - 1 2 - 1 2 1
1% 1% 1% 1% * 1%] 1% 1% 1%L 2% - - 1% - - - - 4% 1% - 1% 1% *
NET: Dissatisfied (1-3)|_103__ 100 18 84 57 157 41 13 24 6 5 72 38 6 10 3 13 28 6 1 33 123 18 137
6% 20% 15%  13% 18%| 2% 8% 18%  33% 18%  27%  26% * 25%E  85%EFJEA  53%H
NET: Neutral (4-6) | 163 145 45 115 47 54 17 40 4| 33 24 9 13 1 75 14 27 5| 34 72 15 | 56 64
24%bce 20%HNNNPRA  23%INNEIA 26%  20% @ 22% 12%|  11%] 21% 12%  23% 11% 24% 19%  26%  22%| 15%ERRS 10%| 23% 25%
NET: Satisfied (7-10) | 392 479 262 294 153 228 106 53 114 21 55 60 33 5 124 45 48 1 | 195 27 6 | 172 56
50%  66%adf  80%abde 59% 45% 52% 63 R  64%) 479  59% — 56%) 207 IEES 47% 48% 1% B 22%)
Mean score 6.62f  6.98af  7.84abd 6.691 5.50 6.35 6.99  6.90 6.84 8.29Im 573 6.33 5.14 5.77 5.86 RS 2.05 [E 3.81

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 155
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Courtesy and politeness of advisors.
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue 1 F d Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng glse ed [Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues | ngelse ed [Neutral| sfied | Yes No
(a) (b) © (d) () () @ (h) 0] ()] (k) 0] m | m | (0 () ()} (0] (s) () (u) M 1w | ® (A) (B) ©) (D) B 1 ¢ G 1 ¢H 1 O
Total 666 729 327 500 258 509 309 125 198 34" | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16**| 242 66" 19| 264 58"
10 - Extremely satisfied ~ (10) | 141 117 55 100 85 72 72 21 38 10 | 121 14 6 | 113 28 54 18 34 11| 108 5 4| 97 19 13 15 21 6 | 51 3 1 47 7
16%  17% IS 14% 23% 17% 19% 7% 6% [IIERE 10%) 19% 31%qr  25%u 5B 7% 187 11% 4 5% 5% 18% 12%)
f
9- (9) 99 3 1 87 4 67 43 17 34 13 4 1 18 45 7 | 123 30 17 17 46 2 1 71 10
15% IR 7%  17% 13%) 14%  14%  17% 7% 4% 6% 16% s 11%) 23%  33%  25% 4 3% 5% 27% 17%
8- @8 | 114 139 47 85 34 113 50 23 35 24 14 | 69 42 54 7| 9 43 16 4 24 3| 35 10 2| 39 7
179 4% 17% 137 EREE 16% 18% 18% 12%  15%| 19% 15% 19% 8%| 21% 4 8% 13% 19% 14%  15%  11%| 15% 12%]
7- 7| 104 96 31 53 21 59 47 19 32 37 1 | 49 51 38 12 | 47 2 16 2| 20 8 3| 22 9
9% 11% 8% 12%) 15%  15%  16% 18%| 15% 19%  11%| 13% 14%|  10%] 15% 4% 9% 13% 8% 12% 16% 8% 16%
6- (6) 70 57 40 48 19 53 35 18 16 1 18 42 10 | 25 2| 20 34 3| 28 8 3 27 2| 23 16 1 34 6
1% 8% 10% 7% 10%) 1% 14% 8% R Y 22m  10%EEA 6% S*EEEE 3% 6% 11% 6% 15% 13% 104 BEE 5% 13% 10%
5- (5) 48 72 36 39 24 43 20 8 18 2| 1 34 3| 13 4| 14 48 3 4 8 1 21 14 1 29 7
7% 107 e 8% 9% 8% 6% 6% 9% 6% xR 3% 4% 11%| 3% 4% 8% 15%A 6% 9EBEE 5% 11% 12%)
4- (4) 25 25 32 14 39 14 4 7 - 4 17 7 1 4 2 2 13 - 9 5 3| 15 2
4% 3% SRR 5% L 5% 3% 4% - 1% 9%k 3% 1% 3% 4% 7% - 4% 8% 16% 6% 3%
3- 3) 17 23 10 26 7 5 5 - 1 - 4 8 - 2 6 2 5 4
3% 3% 3%] 5%2) 2% 4% 3% - * - 1%] 4% - %S 11% 2%
2- @) 9 17 1 9 6 1 1 1 1 - 1 1 - - - 1 -
17 - 2% 2% 1% 1% 3% * 1% - * 1% - - - 5% -
1 - Extremely dissatisfied 30 24 6 12 13 6 10 1 2 2 8 1 - 2 - - 2 4 2
) (ST 3% 2% 2% 4% 5% 5% 3% 1% 1% 3% 3% - 1% - - EE 214 19
Not applicable 9 6 3 9 2 3 2 2 5 1 - - - 1 3 - - -
1% 1% 1% 1% 2% 1% &I 1% 1% - - 1% - 6% 1% - - -
NET: Dissatisfied (1-3) 56 64 17 47 26 12 16 2 4 7 19 1 5 14 - 2 8 7 7
CRA 9P 9% 8% 10% 8% 6% 1% 5% 7% 3% 1% 3%] - 1% s 37% 3%
NET: Neutral (46)| 143 154 93 119 69 30 41 3| 33 53 29 65 7| 38 78 3| 53 35 5| 78
21%  21% R 24% 22%  24%  21% 9% 9% 12%] 19%  20%  25% 19%| 9% 17%] 19% 227 26%| 30%
NET: Satisfied (7-10) | 458 505 214 325 183 311 212 80 139 27 312 191 108 178 28 | 394 363 107 12 | 184 23 7 | 179
65%  65% ARG 61%] 69%  64%  70% 79% 67%  74%  68% 78%) 40%  34%) 58% 75%[ I 35% 37%| 68%
Mean score 7311 728t 7401 7240 6.80 732 7.1 7.30 7.94 709 745 725 8.17pr 4.63 7.04 827 [MEEEE 591 479 ﬁle.m

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible

for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 156
Q10E: And how satisfied were you with the following aspects of [Provider]'s customer service?
Courtesy and politeness of advisors.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and |Repairs and |Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile | O2 [ Mobile | Three | Media e service | ation issyes ng glse ed |Neutral| sfied | Yes No | service | ation | issues | ngelse | ed |Neutral| sfied | Yes No | service | ation | issues | ng else ed |Neutral| sfied | Yes No
(@) (b) © @ 1 (e () ()} (h) (0] 0] (k) (0] m | m | (0 ()] @ (0] (s) () (u) M 1wl ® (A) (B) ©) (D) (E) (F) G 1 H 1O
Total 666 729 327 500 258 509 204 84" 179 33" | 298 132 70" | 266 223 17 76* 56* 9*| 155 59" 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
10 - Extremely satisfied ~ (10) |_141 117 55 100 85 72 37 18 40 5 | 86 9 5| 72 27 27 36 18 4 | 76 4 5| 73 12 40 10 17 5 55 6 11 47 24
IR 6% 17% 14%) 18%  21%  22% 15%| 7% 7% 12%| 23R 32% 27 7% 11 12%) 13%  14%  17% 22%] 5% 8% 9%|
f
9- (9) 99 153 81 87 43 67 33 1 40 3 10 2 20 15 12 13 3| 35 4 4| 27 16 43 10 12 2 9 4 20
15% I 7% 17% 13%) 16%  13%  22% 8% 3% 9%| 13%  16%  23% BB 7% 9% 18% 15%) 14%  14%  12% 9%| 7% 3% 8%|
8- @8 | 114 139 47 85 34 13 30 10 20 5 9 - | 20 9 5| 17 16 61 25 20 7 26 18 49
179 R  14% 17%  13%) 15% 17%] 7% 16% - 13%  15%  11%| 11% 15%) 207 SRS 19% 30% 20%  12%| 26% 19%
7- 7| 104 96 31 53 21 10 10 8 4 - 8 2 8 13 38 8 1 2 23 5| 26 33
9% 11% 8% 12% 6% 12%) 1% 7% - 7% 14% 5% 5% 2%  11% 1% 9%| 3%| 10% 13%]
6- (6) 70 57 40 48 19 6 20 4 4 6 1 7 8 4 9 38 3 10 2 9 27 17 | 22 31
1% sx I 10% 7% 7% 1% 12% 5% 1% 1% 7R 9% 6% 10% 4% 10% 9%] 4%| 9%  12%]
5- (5) 48 72 36 39 24 9 13 1 5 3 - 3 13 8 | 11 13 26 3 1 3 4 18 24
7% 107 RE 8% 9% 1% 7% 3% 7% 5% - 2% 7% 13% 8% 4% 1% 13%| 2% 7% 9%
4- (4) 25 25 17 32 9 13 - 3 3 - 3 5 9 21 5 13 - 7 15 24
4% 3% 5% IR 1% 7% - 4% 5% - 2% 3% 9% 7% 7% 13% - 3%| 6% 9%
3- 3) 17 23 10 26 3 6 - 2 - 1 - 2 6 14 3 3 - 1
3% 3% 3R 4% 3% - 3% - 1% - 1% RS 5% 4% 3% - *
2- @) 9 17 1 9 3 1 1 - - - - 1 3 10 3 3 - 1
(B2 2%l 2% 4% 1% 3%| - - - - 2% 1% 3% 3% 4% 3% - -
1 - Extremely dissatisfied 30 24 6 12 2 4 - - - - - 2 3 1 -
(1) 3% 2% 2% 2% 2% - - - - - 3% 3% 4% -
Not applicable 9 6 3 9 5 - 2 2 1 - - - 2 - - 1 1
1% 1% 17 1% v 2% - 1% 1% - - - - - 4% v *
NET: Dissatisfied (1-3) 56 64 17 47 16 61 27 8 1 1 2 - 1 - 8 9 1 2 8 52
R SVEEEE 6% 10% 6% 3% 3% - 1% - 1% 9% 4%] 1%] 3R
NET: Neutral (4-6) | 143 154 93 119 57 44 24 46 5 32 12 12 1 13 1 34 5 20 55 79
21%  21% R 24%  22%) 22%  29% = 26% 15%| 27%  16%  21% 11%| 8% 157 22% 9% 37%ERPPRA  31%
NET: Satisfied (7-10) | _458 505 214 325 _ 183 311 128 52 120 25 71 61 44 7 | 142 25 16 57 182 53 60 16 | 209 184 126
65% 65% G 61%] 63%  62%  67% 76%) 1G5 2% 6% EEE  55%) 59% R  58% 70%) 90%FG  48%GCIPIIA 49%
Mean score 731t 728t 7.400 724t 7.74abdeRN) 7.01 6.99 7.74 7.03 844 MR 625 557 666 717  6.80 7.55 5.99

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 157
Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
Advisor doing what they said they would do.
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i 1 F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51" 186 16| 242 66" 19+ 264 58
10 - Extremely satisfied ~ (10) | 118 132 85 113 70 65 63 23 24 8 | 108 7 3 | 102 16 55 17 51 9 | 123 7 2 | 116 15 20 14 47 4 | 83 2 - | 80 4
26%abl  23%al  27%abiNREA 207 RT LNV YT 4% 3%| ZE L 12% 3% 2% R 6%) 27%  27% 25%  25% Z 3% - EE 74
9- (9) 47 48 14 32 5 12 2 17 44 32 8 - L14a o 22 13 15 20 3 | 49 1 1 42 9
6% 14% 9%] 16% 1%  16% 15% 6% 2% 6% 15%  22% 4% - 25% A 187 s 11% 19%) 2% 5% 16% 16%
8- @ | 127 107 38 88 78 49 23 50 5 27 7 43 32 32 20 4| 73 33 14 5 17 2 | 30 6 2 | 3t 6
B 5% 129 11% 15%| 16% 187 L 15% 14% 15%) 1% I 10% 5% 16% 127 10% 9% 13%| 12% 9%  11%| 12%  10%]
7- @) 77 102 46 47 23 67 34 18 23 2 39 35 23 40 4| 55 40 7| 62 40 4 4 36 2| 29 17 S| 42 4
129 L 9% 9% 13% 11% 14%  12% 6%] 14%) 12% 16%  15% 1% 137N 8% 14% 15%) 5% s 134 2 - 16% 7%
6- (6) 61 74 44 48 21 39 27 10 21 3| 18 20 16 34 4| 32 38 4| 40 34 9 4 29 2| 27 15 2| 31 13
9% 10%EEE 10% 8% 8% 9% 8% 1% 9% 5% L 1% VRS 5% 9% 13% 12% 8%  16% 13% 117 1% 2%
5- (5) 54 66 32 45 21 43 23 16 12 3| 10 10 22 3 11 7 2 22 1 18 13 1 26 6
8% 9% 10% 9% 77 6% 9%| 3% 7% 8% 8% 3% 9% 4%  12% 6% 7 EEEE 5% 10% 109
4- (4) 23 31 10 28 14 4 5 - 4 6 13 - 3 1 4 5 - 2 5 3 7 3
3% 4% 3% 6% 5% 3% 3% - 4% 5% - 1%] 1% 8% 3% - 1% s 6% 3% 5%
3- 3) 30 21 4 16 18 5 6 1 3 2 4 - 2 - 2 2 - 2 2 1 2
EE 3% 1% 3% 6% 4% 3% 3% 1% 1% 2% - * - 4% 1% - - EE 11 Z
2- () 15 22 2 1 7 5 3 - 1 4 4 - - - - 2 - - 1 1 -
2R 1% 2% 2% 4% 2% - * 3% 2% - - - - 1% - - 2% 5% -
1 - Extremely dissatisfied 48 33 9 23 25 5 14 4 2 2 6 - 1 4 1 3 1 2 3 4 4
5% 3% 5% 8% 4% 7% 12%| 1%l 1% 2% - * 5% 2% 2% 6% 1S 21% 2%
Not applicable 5 6 13 4 8 1 2 8 3 5 1 - 1 2 2 - 3 1 2 1 3 -
1% 2/ EE 2% 2% . 2T 1% 1% - 3% 3% - 2% 6% 1% 2%  16% -
NET: Dissatisfied (1-3) 76 15 50 37 123 50 15 23 5 6 8 14 - 3 63 4 3 7 1 2 6 7 5
14%bcd 10%JENEIA  10%c  14%c 24%%abc eI 12%  12% 15%| 2% 245w 5% 6% 4% 6% 17 37% 2%
e
NET: Neutral (4-6)| 138 171 86 121 51 121 64 30 38 6 63 92 17 10 56 3 | 47 33 6 | o4
21% 23% R 24% 20%  24% 21%  24%  19% 18% 22% BRI 23% 20% 30% 19% 197 32%| 24%
NET: Satisfied (7-10) | 421 477 220 316 166 257 194 78 129 20 166 110 51 38 120 1 | 191 26 3 | 195
63%  65%  67%  63%  64%CIA 63%  62% 65%  59% 58%] 41%) 69%  75% 65% 69 |EE 39%  16%|IER
Mean score 6.04f  7.121  7.55abd 7.171  7.211 KPS 6.88 693 7.02  7.06 6.60 8.09p| 8.4duv 769 784 740 767 (MEEEA 588 4.13 |[HEED 6.25

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 158
Q10F: And how satisfied were you with the following aspects of [Provider]'s customer service?
Advisor doing what they said they would do.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 204 84* 179 33" | 298 132 70" | 266 223 17 76" 56* 9*| 155 59* 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
10 - Extremely satisfied ~ (10) | 118 132 85 113 70 65 43 16 51 3 | 106 5 2 | 98 15 19 30 19 2 | 66 2 2 | 61 9 33 12 16 4 | 59 4 2| 55 10
26%abl  23%af  27%abiSRRA 21% 19% IR 9%| 4% 3%| & 7% 16%) 39%p  34%p 5% 9%) 11% 17%  16% 4 4 Z
9- (9) 47 26 12 23 7 5 1 19 22 1 8 - a7 7 32 6 9
6% 14% 9%| 13% 14%  13%  21% 1% 1%) 9%) 19% 14%  14% - B 7% 10% 8% 9%
8- (8| 127 107 38 _ 88 9 78 34 14 29 16 5 31 10 9 10 1 18 11 39 17 18
B 5% 129 11% 15%| 17% 17%  16%] 12% 7% 14%) 9% 12%  18% 2% 12% 11%] 13 17%
7- @) 77 102 46 47 23 67 21 8 16 2| 26 17 4| 14 31 8 10 4 1 15 6 2 1 12 40 10 14
129 L 9% 9% 13% 10% 10% 9% 6% 9% 13% 6% 5% 7% 13% 7% 1% 10%  10% 5% 7% 12%) 13% 14%  14%
6- (6) 61 74 44 48 21 39 13 13 22 - 18 28 2 25 8 4 8 1 5 14 2 11 10 19 6 11
9% 10%EEE 10% 8% 8% GRZ  15%ei 12%g] - R 21%kn| 8% 11% 7% 5%  14% 1% BN 5% 7% 10%) 6% 8% 1%
5- (5) 54 66 32 45 21 43 17 4 20 4 9 25 13 4 4 - 7 10 4 8 13 29 1 9
8% 9% 10% 9% 8% 8%| 8% 5% 11% 2% 3% 1% 5% 7% - s 9% 5% ] 19
4- (4) 23 3t 10 28 9 39 15 9 3 1 3 5 2 1 1 25 5 8
3% 4% 3% 6% 3% 8%abce i 2% 3% 1% 1% 3% 2% 11%| 8% 7% 8%
3- 3) 30 21 4 16 11 3 - - 2 1 - 18 2 4
sz 3% 1% 3% 5% 2% 2% - - 3% 2% - 3% 4%
2- () 15 22 2 1 5 3 2 1 1 2 - 1
2R 1% 2% 2% 4% 1% 3% * 3% - 11% 798}
1 - Extremely dissatisfied 48 33 9 23 13 2 7 1 - 1 1 - 6
“ 5% 3% 5% § 6% 2% 4% 3% - 1% 2% - 6%
Not applicable 5 6 13 4 8 6 1 3 3 6 7 3 1 - - 1
1% 2/ EE 2% 2% 3% 1% 2L 2% 3% 3% 1% - - 1%
NET: Dissatisfied (1-3) 76 15 50 37 123 29 7 12 2 1 5 2 1 17
14%bcd  10%c] 5% 10%c 14%c 24%abed 14%il 8% 7% 6% * 7% 4% 11%] 19% 17%
e
NET: Neutral (4-6)| 138 171 86 121 51 121 45 26 45 5 26 10 13 2 12 28
21%  23% R 24% 20%  24%) 22%  31%  25% 15%| 22% 13% 23%  22% 23% 17%  27%
NET: Satisfied (7-10) | 421 477 220 316 166 257 124 5 119 23 59 60 41 6 144 45 57
63%  65%  67%  63%  64%(CINA 61%  60% 66% 70%] 50 IS 67%) w67  55%
Mean score 6.04f  7.121  7.55abd 7.171  7.211 KPS 6.88  7.04 7.40 6.28 7.33 5.58

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Logging of query details to avoid having to repeat yourself.

Total
10 - Extremely satisfied

1 - Extremely dissatisfied
Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

(10)

(1-3)

(4-6)

(7-10)

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 159
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i 1 F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| ani Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51" 186 16| 242 66" 19+ 264 58
103 111 53 75 69 51 56 12 27 8 | 96 7 - Lo 13 49 19 35 8 | 107 3 1 92 18 11 15 22 5 | 50 3 4
T 10 10% 149 Z 17% 13%  13%  22%] 1% 7% 157 2%  31% 5% 7%]
134 77 8 42 30 25 2 2 38 25 64 7 18 20 14 43 - 2
3% 18%af  24%adef 16% 8%| 107  14% 6%) 13% 177 19%) 7% 27%  27%  23% - 3%
107 121 58 85 29 85 45 17 40 5 42 28 47 4 30 1" 7 38 2| 43 13
16% s 11 15% 14%  20% 15% 15% 19%  18% 11% 11% 15% 14%  20% 13% 18% 20% 11%| 18%
73 100 46 49 26 50 36 10 24 3 27 29 39 5 36 7 3 35 1 33 13 - | 40
11 14% 10% 10% 10% 12% 8%  12% 9%] 9  15% 14% 13% 9% 2 1999 6% 14%  20% - 15%
64 68 36 45 13 38 26 18 18 2| 20 23 15 27 3 27 9 3 22 2| 20 14 2| 29
I 9% 5% 7% 8% 14% 9% 6% 5% 8% 10%  10% 8%| 10%| 12% 6% 12% 6
64 65 21 43 26 50 27 18 16 3| 19 26 14 20 5 3 11
10% 9% 6% 9% 10% 10%| 9% 14% 8% 9%| 5% 9% 10% 8% 14%| 6% 6%
33 27 9 25 8 18 8 7 - 5 1 3 12 2 3 5
5% 4% 3% 5% 3% 5% 6% 6% 4% - 1% 4% 2% 5% 3% * 6% 3%
28 27 2 19 9 34 20 5 3 - 5 6 4 - 3 1 1
4% 4%l A ‘ 4% 2% - 1% 1% 2% - 1% 2% 1%
21 24 5 9 3 7 2 4 2 5 - 2 - 3
3% 3% 2% 3% 2% 4% 6% 1% 1% 2% - * - 2%
48 36 7 24 4 17 3 1 3 6 - 2 1 1
2% § 8% 3% 9% 9%| * 2% 2% - . 2% 1%
13 28 8 15 18 5 12 6 | 22 9 1 3 3 5 1 5
1S 3% 3%] 6% 4% 6% EEE 6% 3% 1% 1% 1% 2% 3%
14 69 41 155 53 12 27 5| 10 61 1 15 - 7 2 5
PR2  14%c  16%c ERITIEE 0% 14% 15%| 3% 8% 6% - 2% 1% 3%
e
161 160 66 113 47 11 71 44 41 5| 44 60 32 59 9 | 42 9 38
24% 22%  20% 23% 18%  22% 237 R 21% 15%|  12%] 21%  22% 23%  25%| 109 18%  20%
367 466 234 290 162 228 167 64 118 18 156 101 185 24 | 386 39 138
55%f 64%adf  72%abde 58%f 63%al 45%) 54% 51% 60% 55%] 70%p 71%p) 67%) 76% 74%
6.66f  7.00af  7.61abd 6.81f  7.03f NN 6.55 6.72 6.76 6.43 7.79p|  8.31uv 8.04 7.59

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
10 - Extremely satisfied

1 - Extremely dissatisfied

Not applicable

NET: Dissatisfied

NET: Neutral

NET: Satisfied

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 160
Q10G: And how satisfied were you with the following aspects of [Provider]'s customer service?
Logging of query details to avoid having to repeat yourself.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue 1 F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
666 729 327 500 258 509 204 84* 179 33" | 298 132 70 17 76" 56* 9*| 155 59* 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
(10) ] 103 111 53 75 69 51 32 13 29 1 2 3 17 32 18 3 2 | 61 8 24 12 13 2 | 48 1 2| 44 7
27%abcd i IoA 16% 15% IR 3%] 2% 4%] 15%] 42%  32%) 5% 5% 8% s  13% 9% 1% 1% 3%
(9) 134 77 42 26 1" 39 17 9 10 3 1 8 24 8 9 1 1 14
3% 18%af  24%adef 16% 8%| 13% 13% I 4% - 15% 12%  18% 5% 29 EE 8% 8% 1% 9% 4% 1% 5%)
@® | 107 121 58 85 29 85 36 16 23 15 4 12 1 5 6 1 19 10 51 17 13 4 4 25
16% s 11 18% 19%  13% 1% 6% 10% 14% 9% 10% 2% 12%  10%| 16%  24%  13% 17%) 3% 10%]
@) 73 100 46 49 26 50 17 8 21 17 1 9 6 11 1 14 12 28 7 13 2 5| 24 26
117 14% 10% 10% 10%| 8% 10%  12% 9%| 9% 2% 1% - R 2% 9% 12% 9% 10%  13% 9% 3% 10% 109
(6) 64 68 36 45 13 38 16 11 16 2| 13 5 3 3 2 6 7 - 8 5 18 4 13 3 12 24 2| 23 15
S 9% 5% 7% 8% 13% 9% 6% 4% 4% 4% 5% 229 4 - 5% 5% 6% o 134 YRS 1% 9% 6%
(5) 64 65 21 43 26 50 14 8 18 3 9 16 4 6 - 9 0 7 8 31 5 11 3 10 27 13 | 23 27
10% 9% 6% 9% 10% 10% 7% 10%  10% 9% 3% 14% 5% 11% - 6%] 7% 16%{ETA  17%vw 10% 7% 11% 13% 4% 9% 9% 10%)
(4) 33 27 9 25 8 10 9 6 - 4 4 1 - 2 5 3 5 16 1 5 1 4 13 6 5
5% 4% 3% 5% 3% 5%] 57 3% - 1%] 5% 2% - 1% IR 2% 5% 5% 1% 5% 4% 27 EE 4% 2% 79H
3) 28 27 2 1 5 2 3 1 1 - - 8 1 6 15 13 13 21
4% 4% 1% 3% 6% 1% 1% 2% - - 8% 1% 3% B 5% 8%
@) 21 24 1 6 1 4 2 2 1 - 6 2 4 6 22
3% 3% 1% 3% 3% 1% 3% 4% 1% - 6% 9% 2% 29| 9%H
48 36 6 7 - - - 3 - 1 10 2 2 15 76
(1) 7% 4% - - - I - 1% 10% 9% 1%l 7y 29%H]
13 - 9 6 | 22 5 1 1 1 3 2 3 2 2 1 2 2 7 8
- 5%h BT 7% 4% 1% 2% 1% 2% 3% 7% 2% 9% 5% 2% 1% 3% 3%
(1-3) 14 8 18 3 7 3 6 1 1 12 28 7 33 109 17 24 5 12 33 110 | 34 119
30%abed — 20%hi TV 7SN TV ) 9%| 2% 4% 1% 1% 1%L 24%  23%  22%| 5% 25%E  76%EFJNFRA  46%H
(4-6) | 161 160 66 113 47 11 40 28 40 5| 26 1 10 2 17 22 10 29 7| 26 64 21 51 59
24% 22%  20% 23% 18%  22% 207 22% 15%| 9% 21% 14%  18%  22%| 1% 14 S 30% 11 14%| 21%  23%)
(7-10) | 367 466 234 290 162 228 111 48 112 19 57 61 9 5 | 134 23 5 | 124 38 127 44 48 183 33 12 72
55%  64%adf  72%abde 58%  63%afPIA 54%  57% 63%  58% 49%| 80%p  70%JNIIA  86%uv 1% 37%) a1 47% Z % 28%]
6.66f  7.00af 7.61abd 6.81f  7.03f 5.55 6.49 6.74 7.07 5.98 7.50 8.62uv 3.12 3 517 5.20 4.22

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 161
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
Offering compensation or a goodwill payment.
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" 201 88" | 457 268 74" 51" 186 16| 242 66" 19+ 264 58
10 - Extremely satisfied  (10) 95 112 4 87 5 54 47 21 21 6 | ot 3 1 90 5 39 17 51 5 12 17 1 43 3 | 68 6
14% I 11% 15% 17%  11% 18%| 2% 1%) E 2% 14% 2% EE  14%) 4%| 23%  22%  23% 19% 9%
9- (9) 59 118 70 46 42 30 13 15 1 5 - 1 36 33 44 5 23 13 17 40 - 5
P 16%adf  21%abdfetd  16%adiyOA 10% 10% 8% 3% 3% - 4% 13  17% 14% 9%] 187 S 22% - 8%
8- (8) 79 116 66 75 31 64 37 14 12 16 32 33 45 6 19 14 7 44 1 50 14
127 RS 15% — 12% 13%| 12% 11% 6%) 11%) 23%p 17 17%) 7% 19% 14%  24% 6% 21% 21%
7- @) 72 72 33 38 21 58 28 17 31 23 17 29 3 26 6 1 24 28 5
1% 10% 10% 8% 8% 9% 14% 11%) 8% 2%  11% 8% 10% 8% 2L 3% 12% 8%
6- (6) 62 50 16 40 12 33 31 10 28 19 12 17 2 23 4 4 8 - 8 8
7% 5% 8% 5% 6% 10% 8% 10%] 7% 8% 6% 6% 9%] 5% 8% 4% - 3 IS
5- (5) 46 18 44 9 33 23 14 33 15 12 15 4 21 5 4 8 1 4 12
6% o EE 3% 6% 7% 11% 5% 8% 6% 11% 8% 7% 8% 4% 6% 2%
4- (4) 8 28 9 21 15 8 19 20 5 1 2 2 2 4 - 3 4
2R 3% 4%] 5% 6% 7%) 7% 3% 4% 6%] 3% 4% 2% - 1% S
3- 3) 4 18 6 15 6 1 1 1 1 2 - 3
6% 5% 5% 4% 4% 3%| 1% 2% 1% - - G
2- () 15 7 17 3 1 2 1 2
5% 6% 6% 2% 2% 1% 6% - IS
1 - Extremely dissatisfied 40 1 3 1 2 4 5
13% 9% 2% 2% 1% 25% 1%
Not applicable 25 4 4 2 9 4 15 2
8% 3% 10% 8%) 6% 3% 4% 5%  25% 6% 3%
NET: Dissatisfied (1-3) | 152 139 73 24 46 9| 26 12 3 6 5 3 10
19%] 24% 19% 23%  26%| 7% 8% 6% 3% 31 1S
NET: Neutral (4-6) | 150 134 42 112 30 69 32 44 5| 58 84 8 54 29 10 20 1 15 24
23%cel  18%celliRPA  22%cefiiPiA 22%  26%  22% 15%|  15% I 8% 19%  20% 20%  11% 6% %ERE 16% 10%)
NET: Satisfied (710) | 305 418 243 246 159 213 142 65 83 15 | 255 47 63 130 100 36 151 6 | 209 30 4 | 220
PLEA  57%adt  7a%abde 49%  62%adiiEVRA 46% 52%  42% 44% 22%) 45%| 69%p  65%pjR YA 717 3SR 45% 219
f
Mean score 5081  6.55af  7.73abd 6.281  6.75afiIeK] 6.05 631 572 559 4.12 5.68 6.59 727 784 5.25 6.16  3.65

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 162
Q10H: And how satisfied were you with the following aspects of [Provider]'s customer service?
Offering compensation or a goodwill payment.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue 1 F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 204 84* 179 33" | 298 132 70" | 266 223 17 76" 56* 9*| 155 59* 44* | 153 104 311 72" 103 23| 232 132 145 | 248 258
10 - Extremely satisfied  (10) 95 112 4 87 5 54 40 10 35 2 | 83 1 3| 78 9 18 29 15 3 | 63 1 1 61 4 35 9 10 - |49 4 1 48 6
14% I 11% 20% 12%  20% 6%) 1% 4%| & 4% 157 27% 2% 4%) 11% 13%  10% - 3% 1% 2 2%
9- (9) 59 118 70 46 42 15 8 18 5 5 - 1 19 14 9 2| 34 8 18 13 - 3 1 1
P 16%adf  21%abdfetd  16%adiyOA 7% 10%  10% 15% 4% - 5% 16% 18%  16% 59 R 8% xS 6% - 2% 1% 4%
8- (8) 79 116 66 75 31 64 30 11 27 7 24 9 10 11 1 19 12 33 15 15 1 3 22
127 RS 15% — 12% 13%| 15% 13% 15%  21% 11%) 8% 13% I 2% 12%  12%) 117  15% 4% 2% 9%|
7- @) 72 72 33 38 21 58 1 7 19 1 17 9 7 5 - 12 7 2 12 9 32 8 16 2 8 25
1% 10% 10% 8% 8% 5% 8% 1% 3% 8% 8% 9% 9% - 8%  12% 5% 8% 9% 10% 1%  16% 9% 6% 10%]
6- (6) 62 50 16 40 12 33 16 10 14 - 16 20 6 3 3 - 3 8 1 5 7 15 5 8 5 13 14 6 12
7% 5% 8% 5% 6% s 8% - 5% 9% 5% 4% 5% - 2T 2% 3% 7% 5% 7% 8% 224 e IEE 5%
5- (5) 46 18 44 9 33 17 9 15 3| 16 7 1 1 - 1 7 1 1 8 22 4 5 2 6 17 18 15
6% s 3% 6% 8% 11% 8% 9%] 6% 1% 2% - 172 2% 1% 7% 6% 5% 9%| 3%l 7% 6%
4- (4) 8 28 9 21 10 10 7 1 7 5 3 1 - 4 3 2 3 6 15 1 5 - 5 3 18
2R 3% 4%] s 1% 3% 2% 4% 4% 2% - 3% 5% 5% 2% 6% 5% 1% 5% - 1%
3- 3) 4 22 9 6 6 1 4 3 - - 4 2 1 6 1 18 2 9 - 6 10 19
4% 7% 3% 3% 1% 4% - - 3% 3% 2% 4% 1% 6% 3% 9% - 3%| 4% 7%
2- () 8 4 7 1 4 - 2 - 2 6 4 9 31 2 7 1 5 1 30
4% 5% 4% 3% 1% - 1% - 1% 3% B 0% 3% 7% % 2% PRA 2%
1 - Extremely dissatisfied 15 4 15 3 8 3 6 3 3 4 32 12 16 3 12 20 88
5% 8% 9%| 3%l 4% 1% 33%| 2% 3% (e 7% 16% 13% 5%l 8% IR
Not applicable 19 40 12 28 10 5 16 9 | 30 3 3 2 4 4 8 12 1 6 9 17 16 12
o EE 5% 6% 5% 6% 9% B 10% 4% 5%  22%| 3% 3% 8% 4% 1% 6%  39% 7% 6% 5%
NET: Dissatisfied (1-3) | 152 139 23 14 28 5| 16 6 8 3 9 14 42 129 16 32 4| 23 41 137
19%q 17%  16% 15%| 5% 8% 14%  33%| 6% 22%  31% 17%|  10%] 179 I
NET: Neutral (4-6) | 150 134 42 112 30 43 29 36 4| 39 58 15 18 7 5 - 10 18 45
23%cel  18%celliRPA  22%cefiiPiA 217 Y  20% 12%|  13% IR 21%) 15% 9% 9% - 14%  17% 17%)
NET: Satisfied (710) | 305 418 243 246 159 213 96 36 99 15 | 213 28 5 55 60 0 4 | 134 33 118 45 47 64
PLRA  57adt  7a%abde 49%  62%adiiRPEA 47%  43%  55%  45%) Z 47%] 79%p  71%pNERA  86%uwv  32% 32%) 38 RS 46% 25%)
f
Mean score 5081  6.55af  7.73abd 6.281  6.75afiIeK] 595  6.13 6.46 5.64 5.86 [EE] 4.48 4.87 5.53 3.80

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 163
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
Willingness to help resolve your issue.
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51" 186 16| 242 66" 19+ 264 58
10 - Extremely satisfied ~ (10) |__123 129 65 96 69 63 67 17 32 7 | 116 5 2 | 115 8 53 28 39 9 | 121 3 5 | 107 21 12 15 31 7 | 59 4 2| s7 7
8% 18%  20%  19%  27%abdiSPRA 22% 14%  16%  21% 3% E 3% 19% 19%  15%  25% 8%| 167 RS 7%  44% 6% 11%| 22% 12%)
9- (9) 98 153 93 89 45 74 34 24 36 4 17 14 42 30 73 8 22 17 14 62 - 10 - | 88 5
15%8% 17% 15% 1% LT 12% Z 5% 15% 217 22%) 8% 23%  27%  33% - 15% - 9%
f
8- @® | 111 129 73 86 30 69 54 19 32 6 3| 7 40 44 33 47 5 35 19 6 45 3 7 2| 63
17% IR  12% 14%| 17% 15%  16% 18% G 3% 19%  14% 15%  23%  18% 14%| 13%| 26% 12%  24% 19% 1%  11%| 24%
7- @) 81 77 34 52 24 59 39 19 20 30 13 33 1 40 32 27 7 3 22 2| 2t 12 1 29
12%  11%  10% 10% 9% 12% 13% 15%  10% 10% 9%  13% 3% 97 6% 9% 6%  12% 13% 9 5% 11%
6- (6) 56 70 26 38 18 48 27 9 19 19 13 29 9 | 23 44 3 7 12 - 10 14 2 17
8% 10% 8% 8% 7% 9%] 9% 7% 10% 7% 9% 117 S 3% 14% 6% - 2 BEE 1% 6%
5- (5) 71 55 14 52 23 42 31 17 18 25 13 16 1 10 3 6 2 3 9 2 6
11%bc  8%cPTA Z 2 10% 14% 9% 9% 9% 6% 3% 6% 3% 13% 17 1% 2%
4- (4) 25 29 5 10 4 9 13 6 9 1 2 1 - - 5 - 1
2 2% 4% 3% 3% 5% 5% 4% 3% 3% * 2% 2% - - EE - *
3- 3) 28 23 4 16 12 7 13 3 6 1 3 1 2 - - 2 2 2
s 3% 1% 3% 4% 6% 5% 5% 2% 2% 3% 1% 2% 1% - -EE 11w 1%
2- @) 20 18 4 13 10 4 5 14 2 2 - - - 2 1 - 2 2 -
3% 2% 1% 3% 3% 3% 3% 3% Z 1% 1% - - - 1% 6% - HEEE 114 -
1 - Extremely dissatisfied 44 43 8 23 3 15 3 8 1 1 1 1 - 1 1 6 1 6
(1) 7% 6%cITA 2% 2% 3% 3% * 2% 1% - * 2% 32% * 10%H
Not applicable 9 3 1 7 1 2 2 2 3 1 - - 3 - - - - 1 1 - - - -
1% * * 1% * * 1% 2% 294 1% - - 1% - - - - 6% * - - - -
NET: Dissatisfied (1-3) 92 84 16 62 39 126 45 14 29 8 16 2 4 2 5 1
5%) 15% 1% 15% 6% 6% 6% 1% 1% 3% 6%)
NET: Neutral (4-6) 45 108 50 68 30 46 57 32 54 11 35 1 21 2
R 1+ 19%) 22%  24%  23% 20%  22% 21%  31%| 8% 22%  11% 13%)
NET: Satisfied (710) | 413 488 265 323 265 194 79 120 169 104 192 23 38 160 12
d 52% 63%  63% 61% 59%) 72%  73% YA 75 75%
Mean score 6.80f  7.16f  7.92abd 7.06f 6.09 690 698 683 6.55 7.67p 738 8.04 8.00

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 164
Q10I: And how satisfied were you with the following aspects of [Provider]'s customer service?
Willingness to help resolve your issue.
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue i ion F d Issue Satisfaction Resolved Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng gelse ed |Neutral| sfied | Yes No service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No
(a) (b) © @ | () @ (h) (0] ()] (k) 0] m | m | ()] @ (0] (s) () (u) V) w | X (A) (B) ©) (D) B | G 1 H 10
Total 666 729 327 500 258 509 204 84* 179 33" | 298 132 70" | 266 223 17 76" 56* 9*| 155 59* 44* | 153 104 311 72" 103 23~| 232 132 145 258
10 - Extremely satisfied ~ (10) |__123 129 65 96 69 63 42 18 33 3 | 86 5 5| 79 17 16 35 16 2 | 67 1 1 63 6 38 10 10 5 | 59 3 1 5
8% 18%  20%  19%  27%abdiSPRA 21%  21%  18% 9%| 4% 7% E 8% 149 IR 2% 2% ERE  6%) 12% 14%  10%  22% 2% 1% 2%]
9- (9) 98 153 93 89 45 74 26 14 40 9 9 - 14 22 10 9 3 2] 35 10 38 17 19
15%8% 17% 15% 13% 17% - 6% 19% 13%  16% 5% 5% ISR 10%) 127 18%
f
8- @® | 111 129 73 86 30 69 34 12 32 8 1 30 14 9 7 5 1 21 9 36 1 19
17% IR  12% 14%| 17% 14%  18%  24%| s 1% 13%) 12% 12%  13% 8% 2% 14% 9% 12% 15%  18%
7- @) 81 77 34 52 24 59 18 10 21 3| 28 21 3 32 8 6 10 - 11 11 2 12 11 31 12 12
12% 11%  10% 10% 9% 12%| 9% 12%  12% 9% 97 1% s 7% B 1) - 77 5% 8% 11% 10% 17%  12%
6- (6) 56 70 26 38 18 48 13 6 18 1 14 20 4| 16 20 10 5 2 1 5 12 1 10 8 29 7 8
8% 10% 8% 8% 7% 9%] 6% 7% 10% 3% 5% 6% 9% 9% 7% 4% 1% 7B 2% 7% 8% 9% 10% 8%
5- (5) 71 55 12 15 5 9 10 42 12 4 7 - 5 10 8 6 17 27 3 9
14% 8% 15%| 3% 4%| 10% 5% 13% - 3%] 7% 18%EA  16%w 9% 4% 9%
4- (4) 25 29 4 4 - 1 1 5 2 2 - - 9 18 2 6
2 o] 5% 2% - v v 4% 3% 4% - - 9% 6% 3% 6%
3- 3) 28 23 5 - 1 3 2 1 1 5 7 23 2 5
s 3% 4% 3% - * 1%] 3% 2% 11% 3% 7% 7% 3% 5%
2- @) 20 18 2 1 2 3 - 1 1 1 8 25 5 5
3% 2% 2% 17 1% - 2% 11%| 1%) 8% 8% 7% 5%
1 - Extremely dissatisfied 44 43 3 9 - 2 2 2 1 - - 18 45 3 10
(1) 7%C 6% 4% 5% - 1% 1% 3% 2% - - 17%w BE 4%  10%
Not applicable 9 3 - 1 2 4 4 1 - 1 - - - 1 - - 1 1 - -
1% * - 1%Ly 1% 2% 2% * - 1% - - - 2% - - 1%] . - -
NET: Dissatisfied (1-3) 92 84 8 15 2 4 19 4 3 2 1 10 28 6 33 93 10 20

10% 8% 6%| 1% 5% 5% 22%| 1% 14% 19%

NET: Neutral (4-6) 45 108 22 37 6 27 11 11 1| 12 16 74 12 23
149 19%) 21%  26% 21%  18% 23%  14% 20%  11%| 8% 10%) 24%  17%  22%
NET: Satisfied (7-10) | 413 488 265 323 265 120 54 126 23 60 60 42 131 143 50

6
51/ T, 67
615 744

62%  67% 52%) 59% 47T  70%)

60
o
572

Mean score 6.89f 7.6  7.92abd 7.06f 6.09 6.66 7.14 7.45

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




SUMMARY : Satisfied

Total

Ease of finding provider
contact details

The time taken to handle your
issue

Getting the issue resolved to
your satisfaction

Courtesy and politeness of
advisors

Advisor doing what they said
they would do

Logging of query details to
avoid having to repeat
yourself

Offering compensation or a
goodwill payment

Willingness to help resolve

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 165
Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation issyes ng _else ed |Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No
(a) (b) © @ | (e () @ (h) 0] 0] (k) (0] (m) (W )] () ()} (0] (s) () (u) (] W | (¥ (A) (B) ©) (D) (E) (F) G 1 H 1 O
666 729 327 500 258 509 309 125 198 34* | 377 193 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16**| 242 66" 19| 264  58*
411 488 224 348 187 304 191 81 116 23 | 311 74 26 | 281 125 189 99 172 28 | 385 71 133 52 40 121 11 | 189 26 9 |18 36
[ZZ 670l 69%af  70%at  72%afoRA 62%  65%  59%  68%) 4 & 44%) 66%  68%  66%  78% 50%] 70%  78%  65%  69% 39%  47%| 70% 62%)
387 468 255 291 159 225 186 72 108 21 95 157 100 25 3 113 52 38 153 12 31 7 29
58%  64%adf  78%abde 58%  62%(NERTA 60% 58% 55% 62%] 33%] 55%] 69%p (B  69% B 42%) 70% 757 EEE 75% 47% 7%  50%)
392 479 262 294 153 228 187 73 116 16 86 162 104 190 23 100 50 37 164 11 34 4 | 235 25
66%adf  80%abde 50%  59%{IEIGVA 61%  58%  59%  47%) 30%] 57%l 72%p  73%p|TA 37%) 68%  73%EEEE 69% 52%  21%[EE  43%
458 505 214 325 183 311 212 80 139 27 139 191 108 178 28 81 140 57 38 107 12 23 33
B 65% o65%MEE 671% 69%  64%  70%  79%) 49%] 67%  74%  68%  78% 40% 2% 58% 5% 35% 57%
477 220 316 166 257 194 78 129 20 115 166 104 179 8 110 51 38 120 11 26 23
63%  65%  67%  63%  64%([NCIOPA 63%  62%  65%  59% 40%) 58%] 41%) 69%  75%  65%  69% 39% 40%|
367 466 234 290 162 228 167 64 118 18 85 156 101 185 24 102 49 39 138 8 31 21
Ga%adf  72%abde 58%  63%alllEIGVA 54%  51%  60%  53%) 30%] 55%] 70%p  71% YA 38%] 66%  76%  74%  50% 47% 36%
305 418 243 246 9 213 142 65 83 15 63 130 100 9 19 80 50 36 151 6 30 21
PILA  57%adi  74%abde 49%  62%adiiiPPRA 6% 52% 42% 44%] 22%] 45%| 69%p BEE  53% 30%] 68% 717 38% 45% 36%]
f
413 488 265 323 168 265 194 79 120 20 95 169 104 23 1105 55 38 160 12 33 26
62%  67%  81%abde 65%  65%{MNCELA 63% 63% 61% 59%] 33%] 59%] 72%p B 64% E  39%) 74% 757 R 75% 50% 45%)

your issue

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

Less than .5




Ofcom - Quality of Customer Service - Complaints

Q10: And how satisfied were you with the following aspects of [Provider]'s customer service?

SUMMARY : Satisfied

Base: All complained about mobile phone service in past 6 months

Total
Ease of finding provider
contact details

The time taken to handle your
issue

Getting the issue resolved to
your satisfaction

Courtesy and politeness of
advisors

Advisor doing what they said
they would do

Logging of query details to
avoid having to repeat
yourself

Offering compensation or a
goodwill payment

Willingness to help resolve
your issue

Fieldwork: 8th December 2016 - 6th January 2017

Table 166

THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
T- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile [ O2 [ Mobile | Three | Media e service | ation | issues | ngelse | ed |Neutral| sfied | Yes [ No | service [ ation [ issues [ ngelse| ed [Neutrall sfied | Yes | No | service [ ation | issues [ngelse| ed [Neutral| sfied No
(a) (b) © (d) (e) () 9) (h) 0] 0] (k) (0] (m) (n) (0) (p) ((¢)] (0] (s) () (u) x) (A) (B) ©) (D) (E) (F) G) (0]
666 729 327 500 258 509 204 84* 179 33* | 298 132 70" | 266 223 117 76* 56* 9**| 155 59* 104 311 72" 103 23| 232 132 145 258
411 488 224 348 187 304 144 56 124 24 | 257 63 125 72 66 42 7 140 26 58 179 48 64 13 198 56 50 129
(274 67vai  6o%al  70%i 72vailONEA 71%  67%  69%  73% 56% e RS 75% 4 56% 58%  67%  62%  57% 2% 34% 50%)
387 468 255 291 159 225 106 49 114 22 82 54 60 9 32 120 45 52 8 33 5 4l
58%  64%adf  78%abde 58%  62%(NERTA 52% sex I  67% 37%) 46%| 79%p 70%p 31%] REPA  63%A  50%ANNELPA 3% 28%
392 479 262 294 153 228 106 53 114 21 74 55 60 33 26 124 45 48 1" 6 56
G6%adi  80%abde 59% SRR 52% 63 EEE  64% 33% 47D 59% 25% 407 MR 47%  48% 4% 22%f
458 505 214 325 183 311 128 52 120 25 107 4l 61 44 57 182 53 60 16 38 126
E 65% o65%EEE 619 63%  62%  67%  76%) 48%) 61%) 80%  79%p 55%) 59% LS 58%  70% 26%) 49%
477 220 316 166 257 124 50 119 23 96 59 60 41 39 144 45 57 11 15 73
63%  65%  67%  63%  64%NECTOLA 61% 60% 66% 70%] 43%| A~ 79%  73%) 38%) 167 L 55% 48% 10%| 28%
367 466 234 290 162 228 111 48 112 19 85 57 61 39 38 127 44 48 9 12 72
64%adf  72%abde 56% 63%afJiRIEA 54%  57%  63%  58%) 38%) 49%) 80%  70%p 37%) 21% L 47%  39% 8% 28%)
305 418 243 246 9 213 96 36 99 15 61 55 60 0 33 118 45 47 3 13 64
PILA  57%adi  74%abde 49%  62%adiiiPPRA 47% 43% 55% 45%) 27%) 47%| 79%p 71%p 32%] 3% RS  46% 13% 9% 25%
1
413 488 265 323 168 265 120 54 126 23 93 60 60 2 36 143 50 60 12 16 79
62%  67%  81%abde 65%  65%{MNCELA 59% 61T  70%) 42%) 51%] 79%p 75%p 35%] PIIA  69%A  5a%ANMNCPDA  88%FG 11%) 31%]

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 167
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue i i F d Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile 02 | Mobile | Three | Media e service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (©) (d) (e) (f) ((¢)] (h) (i) ()] (k) (0] (m) (n) (0) () ()] (0] (s) (t) (u) V) (w) (x) (A) (B) ©) (D) (E) (F) (©)] (H) ()
Total 666 729 327 500 258 509 309 125 198 34" | 377 193 96* | 370 286 286 145 262 36" | 440 201 88" | 457 268 74* 51* 186 16*| 242 66* 19*| 264 58*
Completely resolved 370 45 264 266 153 248 173 76 104 17 295 64 1 370 - 150 87 192 28 9 7 - 56 37 162 9 217 44 3 264 -
63%adf  81%abdeloRIA  59%MEPATA 56%  61%  53% 507 117 - 52%  60%] 73%pq  78%pq  B2%uv 4% 1007 76% 73RS 6 67%  16% |
Partly resolved 186 37 157 67 158 82 37 59 8 68 96 22 - 186 88 47 45 6 69 9 9 14 5 19 17 1
11%] 31%bc  26%c 27%  30%  30% 24%| 18% R 23%) - 17% 17%  16%) 127 8% 319 s EE 54
Not resolved at all 82 21 66 49 10 34 9 61 - 25 2 9 7 4 10 - 3 5 13 -
15%bc  11%JNEEA  13%  14%c 20%abed 16% 8% 2% 10% 6% 2% 9% 8% 5% - 1%  658%)
Don't know 10 4 5 11 1 3 5 2 5 3 2 - - 3 2 1 - 2 3 - 2
2% 1% Z%W * 1%| 2% 2% 1% 2% 2% - - - 1% 2% - 13%] 1% - 11%] -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Q11: In your opinion, was [Provider] able to successfully resolve your complaint?

Table 168
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue i F d Issue Satisfaction Resolved
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile 02 | Mobile | Three | Media e service | ation | issues | ng else e Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No service | ation | issues | ng else ed |Neutral| sfied Yes No
(a) (b) (©) (d) (e) (f) ((¢)] (h) (i) ()] (k) (0] (m) (n) (0) () ()] (0] (s) (t) (u) V) (w) (x) (A) (B) ©) (D) (E) (F) (©)] (H) ()
Total 666 729 327 500 258 509 204 84* 179 33" | 298 132 70* | 266 223 117 76* 56* 9**| 155 59* 44> 153 104 311 72* 103 23**| 232 132 145 248 258
Completely resolved 370 457 264 266 153 248 102 51 95 18 215 38 13 266 - 55 54 37 7 25 25 153 - 148 40 47 13 172 53 23 248
63%adl  81%abdeleibd  59%RILA 50%  61%  53%  55% R 29% 197 - 47%| T1%p  66%p 4 100%: [ 8%  56%  46% 57| 167
Partly resolved 186 37 157 67 158 66 22 61 8 72 63 22 - 157 37 16 14 67 95 23 35 5 52 62 44 -
11%] 31%bc  26%c 32%  26%  34%  24%| 4% 31%| - 32%  21%  25% B 31%  32%  34%  22%| 224 REEs 30%) -
Not resolved at all 82 21 31 1 21 3 - 6 5 7 65 9 21 5 8 17 -
15%bc 1% 6% 13%c 14%¢ 15% 13% 12% 9% - 8% 9% 36%w| 21% 13% 20% 22%] 3% -
Don't know 10 4 5 11 1 3 5 - 2 4 5 - - - - 3 - - - - -
2% 1% 2%m * 1%| 2% - 1 % 2% 2% 4%) - - - - 1% - - - - -

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints
Fieldwork: 8th December 2016 - 6th January 2017

Table 169
Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i i F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome | and Custome | and Custome | and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile 02 |Mobile | Three | Media e service | ation | issues | ngelse ed |[Neutral | sfied | Yes No service | ation | issues | ngelse ed |[Neutral | sfied | Yes No service | ation [ issues | ng else ed | Neutral | sfied | Yes No
(a) (b) (©) (d) (e) (U] (¢)] (h) (i) 0] (k) (0] (m) (n) (0) (p) ()] (0] (s) (t) (u) () (w) (x) (A) (B) ©) (D) (E) (F) (©)] (H) ()
Total 666 729 327 500 258 509 309 125 198 34" | 377 193 96* | 370 286 286 145 262 36" | 440 201 88* | 457 268 74 51* 186 16**| 242 66* 19*| 264 58*
Once (1) 268 352 222 201 85 138 135 43 74 16 186 64 18 198 67 118 58 156 20 268 67 17 290 61 40 32 144 6 182 34 6 206 15
40%f  48%adef 68%abde 40%[ECRI 27%| 44%  34%  37% 47% B 9% 23%) 41% 407 RS 56% 19% [ 23%) 54% e SRS 52% 2R 26%)
Twice (2 179 182 78 33 62 6 113 51 15 104 74 78 44 54 6 113 56 13 105 76 16 8 26 4 39 12 3
25%  26%  31% 18%) B 16%| 28% 26%) 277 21% 17%) 15%| 23%  28% 22%  16%  14% 25%| 16%  18%  16%)
Three times (3) 45 32 25 4 41 42 23 35 70 41 31 34 7 43 49 21 45 68 10 10 1 1 14 15 3

159 13% 12%  11%] 10%]

147 B  13% 19%|  10%] 6% 6% xS 16%)
6

Four times (4) 19 8 12 1 12 13 16 6 8 - - 2 - 1
6% 6% 6% 3% 3%l 4% 6% 4% 2% 3% 1% 2%] - - 1% - 5%]
Five times or more (5) 23 5 22 3 14 12 3 10 - 4 5 4 3 3 5 3
7% A 11 9% 4% 3%] 2% 4% - 1%] 1%] 2% 19% 1% 16%)
Don't know 9 4 3 4 1 8 3 2 2 6 4 1 2 2 - 3
3% 3% 29| 3% 2% 2% 1% I 1% 1% 1% 13% 1% - 16%)
Mean score 2.25bc X 206 217 221 197 | 1.78 2.27k  3.14k| IR gr] 2.16rs 1.69 168 | 1.54 BB 1.53 1.35 229 | 1.35 2.50

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Q12: How many times have you been in contact with [Provider] in relation to this particular complaint so far?

Total

Once

Twice

Three times

Four times

Five times or more

Don't know

Mean score

Table 170
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome | and Custome | and Custome | and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi | Satisfi Dissati
Mobile 02 |Mobile | Three | Media e service | ation | issues | ngelse ed |[Neutral | sfied | Yes No service | ation | issues | ngelse ed |[Neutral | sfied | Yes No service | ation [ issues | ng else ed | Neutral | sfied | Yes No
(a) (b) (©) (d) (e) (U] (¢)] (h) (i) 0] (k) (0] (m) (n) (0) (p) ()] (0] (s) (t) (u) () (w) (x) (A) (B) ©) (D) (E) (F) (©)] (H) ()
666 729 327 500 258 509 204 84* 179 33" | 298 132 70* | 266 223 117 76* 56* 9**| 155 59* 44* | 153 104 311 72" 103 23**| 232 132 145 248 258
(1) 268 352 222 201 85 138 7 24 89 7 6 10 157 42 36 18 27 4 1 1 13 64 21 92 12 25 9 8 13 102 36
40%f  48%adef 68%abde 40%[ECRI 27%| 35%  29%] so%gh  529h  52%im  27%miRWEN  59%ofRETH 31% 24% R MY EER  19% oS 2o%EEE  17%  24% REPA  a2%FG  21%CHNCRA 41%[RPEA
(2 179 182 56 25 39 7 7 41 15 58 67 32 35 11 3 58 15 8 53 27 59 20 34 7 17 62 58
31%bef 27%  30%  22% 21% 24%  31% 21%| 22% 27% R 20% B 25% 18%| 35% 26% 19% 287 30%) 12%| 25%  22%)
(3) 37 22 23 2 37 32 15 29 21 12 10 1 19 17 15 29 58 22 20 1 43 28 30 40 61
187  13% 6% 127 21%| 11%] 18%  16%  18% 1% 124  18%| 104 197  19% 4% 19%  21% 219 169
(4) 13 5 11 6 11 5 3 - 8 8 3 9 10 26 6 7 - 13 10 16 14 25
6% 6% 6% 2% 9% 7% 5% - s 7| 6% 109 8% 8% 7% - 6% 8% 11% 6% 10%
(5) 21 7 13 1 14 4 3 1 4 7 11 7 15 68 10 12 3 1 22 24 66
10% 8% 7% 4%| 12% 5% 5% 1% 3% S S 1% 12% 13%| 5% 10% IR
6 12 2 2 5 2 2 - 5 1 1 5 2 8 2 5 3 5 6 12
2%| 4% 2% 3% 2% 3% 4% - 3% 2% 2%j 3% 2%] 3% 3% 5% 13%| 2% 2% 5%
1.97 1.64 | 1.80 m 1.68 222 1.9 2.00 | 1.91 m‘ 1.93 q 273 274 246 205 | 202 2.16 -q

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

Less than .5




Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 171
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
Base: All complained about mobile phone service in past 6 months
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install |Service | Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No service | ation |issues | ngelse | ed |Neutral| sfied | Yes No
(@ (b) (© @ | (e) () @ (h) 0] ()] (k) m | m | () @ N (s) (1) (u) v) w | x (A) (B) ©) (D) E) | (F) G 1 H ] 0
Total 666 729 327 500 258 509 309 125 198 34* | 377 96" | 370 286 286 145 262 36" | 440 201 88" | 457 268 74" 51* 186 16**| 242 66" 19| 264 58"
Less than 1 hour 229 261 163 171 67 118 116 22 74 17 | 162 4 13 | 171 56 94 6 125 16 44 16 | 206 55 33 26 96 8 | 143 19 1| 154 9
26% 23[R 18% 37%h 50%h  43%m  28%mNPRA  A%ofPLA  33%RTLA I 227 184 21%) 45% 51%  52% 507 29% 5% R  16%)
f
Several hours 82 109 35 59 24 68 32 21 28 1 46 13 | 48 33 39 23 41 6 | 60 39 10| 75 33 7 4 23 1 25 8 30 5
2R 1% 12% 9% 13%) 107 14% 3% 12%  12%  14%| 13% 12%) 14% 16%  16% 17% 14%  19% 1% 16% 12% 9% 8%  12% 6% 10% 12% 1% 11% 9%
1 day 66 81 58 44 42 42 29 14 19 4 9 4 22 25 28 23 5 | 49 29 3| 53 28 11 7 39 1 38 17 3 | 49 8
10% 117 o7 8% 9% 1%  10% 12% L 3% 12% 8% oIS 9% 142 3% 12%  10% 15% 14%  21% 6% 16% 26%  16%| 19% 14%
2-4 days 104 102 28 4 48 33 20 3| 51 13 | 50 52 39 30 30 3| et 3 59 43 5 7 15 1 16 9 3| 15 2
14%clERA  19%bc 7% 15%q 16 %L  10% 9%| 147 R 14%| 14%  18%] 14 11% 8% 14%  16% 9% 13% 16% 7% 14% 8% 6% 7% 14%  16%| 6% IR
5-7 days 16 47 33 42 29 14 15 2 | 3 8 | 20 40 30 20 17 3| a7 26 7| 38 32 4 5 6 1 7 8 1 7
G 9% 13%ciEPA 9% 1% 8% 6% 8% 1% 8% 5% 107 6% 8%l 8% 13% 8% 8% 12% s S 3% 6% 7T 5% R
8-14 days 30 38 8 18 17 31 13 7 9 1 10 8 11 15 8 14 1 17 1 2 - 5 2 1 6 2
s MR 2% 7 4% 6% 5% 3% 7 3% 5% 6% 5% 3% 4% 2% 1% - 2% 3% 5% 2% 3%
15-30 days 22 21 1 7 7 7 1 13 5 11 12 3 - 5 - 1 - 1 - - 1 -
. 2% 6% 1% 3% 3% 2% 5% 3% 1% - 1% - 1% - . - - . -
Over 30 days 32 7 21 3 17 2 10 21 7 - 6 1 3 1 1 2
4% 2% 7% 2% I 6% 3% 3% - 1% 2% 2% 6% - 3%
Not sure 15 1 9 14 4 9 3 10 8 2 4 - 1 3 6 1
2% 3 EE 3% 5% 3% 5% 9%| 3% 4%| 1%) - 1% 19% 2% 2%
NET: Less than 1 hour 229 261 163 171 67 22 74 17 | 162 13 125 16 26 96 8 | 143 19
34%ef  36%ef  50%abde 34%efliE T4 23% 18% 37%h 50%h  43%m  28% 14%] 48%pq 51% 52% 504 29%
NET: Several hours but within 148 190 93 103 66 110 61 35 47 5| 9 16 64 11 11 62 2| e3 25 5
aday 220 T 21%  26% 20% 28%  24% 15%| 24%  22%  17% 24% 31% 22%  33% 13%| 26% 38%  26%
NET: 2-4 days 104 102 28 94 43 48 33 20 3| 51 13 30 3 7 15 1 16 9 3
9% 16% 26 10% 9% 14 RS 14% 11% 8% 14%  16% 9% 14% 8% 6% 7% 14%  16%]
NET: 5 days or more 155 161 32 70 31 48 6 | 64 41 4 51 7 12 2| 14 12 6
10%] 23%  25%  24% 18%| 17%] 16% 11% 14% 6% 13%| 6% 32%)
Mean score 1.82 4.42 436 5.06 391 |3.01 BEED 2.82 533rs 3685 PNCYS 1.29 12.51tu [P 198  1.42 3.18 |1.03 10.21

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total

Less than 1 hour
Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days
Over 30 days
Not sure

NET: Less than 1 hour

NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 172
Q13 How long did it take to resolve the issue with [Provider]/to reach this point in terms of your issue with [Provider]?
Base: All complained about mobile phone service in past 6 months
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No
(@ (b) (© @ 1 (e (f) ()} (h) 0] 0] (k) (0] m | (m | (0 () @ N (s) (t) (u) M 1w | ® (A) (B) ©) (D) E) | (F) G 1 H 1 O
666 729 327 500 258 509 204 84" 179 33" | 298 132 70" | 266 223 17 76" 56" 9*| 155 59 44" | 153 104 311 72* 103 23| 232 132 145 | 248 258
229 261 163 171 67 118 68 19 70 19 12 | 129 39 28 15 17 7| 52 6 9| 52 15 83 10 18 7| 74 24 20 | 78 40
26%  23% 33%  23%] 39%h EEEER 4% 177 17%) 24%  20%  30% 787 R  10% 207 [ERR 147 14% 17% 0% |[IEREs 18% 14% R 16%)
f
82 109 35 59 24 68 27 6 23 3| 38 13 8| 35 24 12 5 - 13 8 3| 16 7 42 6 15 5| 34 17 17 | 39 28
v 1% 12% 9% 13%) 13% 7% 13% 9%| 13% 10%  11%| 13% 11% 10% 7% 13% - 8%  14% 7% 10% 7% 14% 8% 15%  22%| 15% 13%  12%| 16% 11%)
66 81 58 44 42 42 13 14 13 4| 26 13 5| 27 17 18 13 11 - | 28 10 4| 28 14 18 11 13 - | 26 11 5| 25 17
10% 117 o7 8% T 7% 12% 9%  10% 7% 10% 8% 15% 17%  20% - 18%  17% 9%| 18%  13% (A~ 15%A  13%A - Z 8% 3% 10% 7%
104 102 28 4 38 26 26 4| 43 36 15 | 33 59 14 22 6 1 32 8 3| 28 15 39 15 18 2 24 12 | 35 39
14%cQEEA  19%bc  17% 15%q 19% LT  15% 12% 147 21% 129 2% 11% 1% 14% 7% 18%  14%) 13%  21% 17% 9% 8%| 14% 15%
16 47 33 42 23 7 14 3| 16 20 11 19 27 17 1 5 - 18 9 6| 16 17 20 9 12 1 18 17 7] 20 22
7 9% 13%(CPA 11% 8% 8% 9%| 5% 15%k  16%K O PO 15% 14% 9% - 12%  15%  14%| 10% 16% 6% 13% 12% 1% R 5% 8% 9%
30 38 8 18 17 31 6 4 8 - 11 6 1 9 9 8 5 4 - 7 5 5 5 12 21 5 5 - | 14 5 12 | 12 18
s s 2% 7 3% 5% 4% - 4% 3% 4% 7% 7% 7% - 5% 8% 119 3% IEER 7% 7% 5% - 6% 4% 8% 5% 7%
22 21 1 2 1 1 7 4 8 7 1 1 - 1 4 2 7 20 5 4 1 14 6 10| 1 18
. 2% 1% 3% 2% 2% 4% 6% 1% 2% - 1% 7% 6% 7% 4% 1% 6% 5% 7% 4% 7%
32 7 5 15 - 7 6 24 9 3 1 1 3 9 49 8 10 2| 10 14 45 | 24 45
4% 2% 6% 8% - 2% 2%] 6 8% 4% 2% 1% 2% 9% 6%  11% 10% 17%
15 1" 9 4 4 16 4 1 4 - 1 3 8
2% 4% 7% 6% 2% 6 3% 1% 7% - 1% 4% 8% 12%
229 261 163 171 67 68 19 12 | 129 39 28 15 17 7 | 52 10 18 40
34%ef  36%f  50%abde 34%NPL L ANP XA 33% 14%  17% IR 17%) 24%  20%  30% 78%| I 14% 17% 16%
148 190 93 103 66 110 40 20 36 7| 64 26 13 | 62 41 30 18 18 - o4 17 28 45
22 R 21%  26%  22%) 20%  24%  20%  21%| 21% 20%  19%| 23% 18%) 26%  24%  32% - | 26% 24%  27% 17%)
104 102 28 94 43 38 4| 43 36 15 | 33 59 14 22 6 1 32 15 39 15 18 39
9% 19%) 12% 147 R 21%| 12%] Z 2% 11% 11| 14%) 13%  21% 17% 15%)
155 161 32 109 73 172 49 18 38 4| 4 20 11 1 29 28 45 110 27 31 103
107 IS, 24% — 21%  21% 12%|  14% 26%  20% 11%| 1994 18%) 35%  38%  30% 40%
1.82 IEESEEED 455 457 444 1.97 |262 422 303 380 |277 3.07 843 763 627 [ 5.65 I

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/r/s - tlulv - w/x - A/BIC/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

Less than .5




Q13 How long did it take to resolve the issue with [Provider]?

Total

Less than 1 hour
Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days
Not sure

NET: Less than 1 hour

NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 173
Base: All complained about mobile phone service in past 6 months whose issue was completely resolved
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i ] F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No
(@ (b) (© @ 1 (e (f) ()} (h) 0] 0] (k) (0] m | (m | (0 () @ N (s) (t) (u) M 1w | ® (A) (B) ©) (D) E) | (F) G 1 H 1 O
370 457 264 266 153 248 173 76" 104 17**| 295 64* 11| 370 | 150 87" 192 28*| 359 89" 9*| 457 - 56* 37 162 9*| 217 a4+ 3| 264
171 206 154 129 52 78 91 19 51 10 | 144 23 4 | 171 - 6 22 106 12 | 177 27 2 | 206 - 32 26 90 6 | 140 14 - | 154 -
34% I 25 EEEE  59%| 49% 36%  36%| 46% - EE v SRR 30%  22%| 45% - 57% 70%  56%  67%[EE 32% - 58% -
f
48 75 30 35 16 39 17 16 15 - | a7 11 - | 48 - 24 14 32 5| 53 21 1 75 - 6 3 20 1 24 6 - | 30 -
13% 16% 11% 13% 10% 16%) 107 BEE 4% - 13%  17% - 13% - 16% 16% 17% 18% 157 B 11%| 16% - 1% 8% 12% 1% 11%  14% - 1% -
44 53 49 27 28 25 20 10 13 1 35 9 B - 13 17 18 5 | 42 10 1 53 - 9 3 33 14 2 | 49 -
12% 127 0 10%) 12% 13% 13% 6% 12%  14% - 2% - 9T 9% 18% 12% 11% 1% 12% - 16% 8% 23%9) 15 s 67% 19% -
50 59 15 33 35 24 15 9 2| 35 12 3 | 50 - 22 17 17 3| 44 14 1 59 - 3 2 9 1 9 6 - 15 -
Z 142 R 9% 12% 12% 19%  27%| 14% - 15% I 9% 1% 12% 16%  11% 13% - 5% 5% 6% 1% 2 - 6% -
20 38 7 6 5 2| 13 5 2 | 20 - 16 11 10 1 25 11 2| 38 - 1 2 3 1 4 2 1 7 -
5% IR 4% 8% 5% 12%| 4% 8% 18% 5% - 11% S 5% 4% 7% 12% 22%| 8% - 2% 5% 2% 1% 2% 5% 33% 3% -
11 15 4 5 2 - 7 3 1 1 - 3 4 7 1 12 3 - 15 - 3 1 2 - 4 2 - 6 -
3% 3% 2% 7% 2% - 2% 5% 9% 3% - 2% 5% 4% 4% 3% 3% - 3% - 5% 3% 1% - 2% 5% - 2% -
4 1 1 5 4 1 10 1 B B - 2 2 - - 2 2 - 4 - - - 1 - 1 - - 1 -
= 1% 1T 6% 3% 2% - 3% - 19 - - 1% 2% - 1% - - - 1% - * - - . -
11 5 1 7 - 4 - 10 - 1 1 - 3 - 2 - 4 - 1 5 - 1 - - - 1 - - 1 -
BE 1% - 4% - 4% - 3% - 9% 3% - 2% - 1% - 1% - 1% 1% - 2% - - - v - - * -
4 2 1 4 1 4 2 - 1 1 4 - - 4 - 1 - - 1 - 1 1 2 - 1 - - - 1 - - 1 -
1% * * 2% 1% 2% 1% - 1% 6% 1% - - 1% - 1% - - 4% - HEEE 1% - - 2% - - - - - - * -
171 206 154 129 52 78 91 19 51 10 | 144 23 4 | 171 - 66 22 106 12 | 177 27 2 | 206 - 32 26 90 6 | 140 14 - | 154 -
EEEEECEEETEE 34% 17 257 EEE  59%| 49%  36%  36%| 46% - 5% SRR  30% 22%| 45% - 57% 70%  56%  67%|EE 32% - 58% -
f
92 128 79 62 44 64 37 26 28 1 72 20 -] oe2 - 37 31 50 10 | 95 31 2 | 128 - 15 6 57 1 57 20 2| 79 -
25% 28%  30% 23% 29% 26%] 21 27% 6%| 24% 31% - 25% - 25% 36%  26% 36% 26% 35% 22%| 28% @ - 27% 167 T 11% 2o RS 67%| 30% -
50 59 15 33 28 35 24 15 9 2| 35 12 3 | 50 - 22 17 17 3| 44 14 1 59 - 3 2 9 1 9 6 - 15 -
149 IR 9% 12%| 12%  19%  27%| 14% - 15% I 9% 1% 12%  16%  11%| 13% - 5% 5% 6% 1% < - 6% -
19 16 15 3| 40 9 4 | 53 - 24 17 19 2 | 43 16 3| 62 - 5 3 6 1 10 4 1 15 -
117 BE  14% 18%| 14%  14%  36%| 14% - 16 10% 7% 12%  18%  33%| 14% - 9% 8% 4% 1% 5% 9%  33%| 6% -
2.82bc 1.94c 247 343 300 261 |288 207 574 |2.82 - 235 MEEEI 143 118 |1.77 226 589 |1.94 - 163 089  0.81 1.03 087 152 267 [1.00 -

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Q13 How long did it take to resolve the issue with [Provider]?

Total

Less than 1 hour
Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days
Not sure

NET: Less than 1 hour

NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 174
Base: All complained about mobile phone service in past 6 months whose issue was completely resolved
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No
(@ (b) (© @ 1 (e (f) ()} (h) 0] 0] (k) (0] m | (m | (0 () @ N (s) (t) (u) M 1w | ® (A) (B) ©) (D) E) | (F) G 1 H 1 O
370 457 264 266 153 248 102 51* 95* 18| 215 38" 13| 266 - 55* 54* 37" 7| 125 25 3| 153 | 148 40" a7* 13| 172 53 23*| 248
171 206 154 129 52 78 50 16 52 1| 117 9 3 | 129 - 19 15 13 5| 49 3 - | 52 - 58 6 10 4 | 64 10 4| 78 -
34% I 1L 61 R 24%  23%| 48% - 35%  28%  35% 71%| 39%  12% - 34% - 15%  21% 1% 19% 17%| 31% -
f
48 75 30 35 16 39 13 6 14 2| 29 6 - | 35 - 6 3 7 - 12 4 - | 18 - 21 4 11 3| 27 10 2| 39 -
13% 16% 11% 13% 10% 16%) 13% 2%  15% 11%| 13%  16% - 13% - 1% 6% IR - 10%  16% - 10% - 14%  10%  23%  23%| 16% 19%  9%| 16% -
44 53 49 27 28 25 9 9 7 2| 19 6 2 | 27 - 9 10 9 -] 23 4 1 28 - 1 8 6 -] 19 5 1 25 -
12% 127 0 10%) 9% 18% 7% 1% 9% 16% 15% 10% - 16% 19%  24% - 18% 16% 33%| 18% - 77 13% - 1% 9% 4% 10% -
50 59 15 33 35 16 9 8 S| 22 9 2| 33 - 8 16 3 1 22 6 - | 28 - 16 8 9 2| 20 12 3| 35 -
Z 16% 18% 8% - 107 15% 12% - 15% I 8% 14%| 18%  24% - 18% - 1%  20% 19% 15% 12 13%| 14% -
20 38 3 7 - 10 5 4| 19 - 8 5 3 - 11 4 1 16 - 9 6 5 - | 14 5 1 20 -
5% IR 9% 6% 7% - 5%] BE 319 7% - 15% 9% 8% - 9% 16% 33%| 10% - 6% 15% 11% - 8% 9% 4% 8% -
11 15 2 3 4 - 7 1 1 9 - 1 3 1 - 5 - - 5 - 9 2 1 - 9 1 2| 12 -
3% 3% 2% 6% 4% - 3% 3% 8% 3% - 2% 6% 3% - 4% - - 3% - 6% 5% 2% - 5% 2% 9% 5% -
4 1 1 2 - 1 4 - - 4 - 2 - - - - 1 1 2 - 6 4 1 - 9 1 1 1 -
30N TZS 1% 1% - 6% 2% - - 2% - 1% - - - - 4% 33% 1% - 4%  10% 2% - 5% 2% 4% 4% -
11 5 1 1 3 2 - 4 1 1 6 - 2 1 1 1 2 3 - 5 - 17 2 4 1 8 7 9| 24 -
BE 1% * 1% 6% 2% - 2% 3% 8% 2% - 4% 2% 3% 14% 2% 12% - 3% - 11% 5% 9% 8% SRS 39%| 10% -
4 2 1 4 1 4 1 - 1 2 3 1 - 4 - - 1 - - 1 - - 1 - 1 - - 3 2 2 - 4 -
1% * * 2% 1% 2% 1% - 1% 1% 1% 3% - 2% - - 2% - - 1% - - 1% - 1% - - 23% 1% 4% - 2% -
171 206 154 129 52 78 50 16 52 1| 117 9 3 | 129 - 19 15 13 5 | 49 3 - 52 - 58 6 10 4 | 64 10 4| 78 -
ST 4% 17 S 61+ 24%  23%| 48% - 35%  28%  35% 71%| 39%  12% - 34% - 15%  21% 31 19% 17%| 31% -
f
92 128 79 62 44 64 22 15 21 4| 48 12 2 | 62 - 15 13 16 - | 35 8 1 44 - 32 12 17 3| 46 15 3| 64 -
25% 28% 30% 23% 29%  26% 22%  29%  22%  22%| 22% 32%  15%| 23% - 27%  24%  43% - | 28%  32%  33% 29% - 22% 0% EER 23%| 27% 28%  13%| 26% -
50 59 15 33 28 35 16 9 8 S| 22 9 2| 33 - 8 16 3 1 22 6 - | 28 - 16 8 9 2 | 20 12 3| 35 -
8% - 107 15% 12% - 15% I 8% 14%| 18%  24% - 8% - 1%  20% 19% 15% 127 13%| 14% -
13 1 25 7 6 | 38 - 13 9 5 1 18 8 2| 28 - 41 14 11 1 40 14 13 | 67 -
14% 6% 12% 18%  46%| 14% - 24% 17%  14% 14%| 14% 32% 67% 18% - 28%  35%  23% 8% 23% 26% 57%| 27% -
2:82bc 1.94c 1.93 156 |2.09 286 570 |237 - 364 288 214 488 |221 648 9.83 |3.07 - 597 606 472 374 |422 633 1477 |5.65 -

Mean score

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/ifj - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I

* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 175
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about mobile phone service in past 6 months whose issue was not completely resolved
EE/Orange/T-Mobile 02 TESCO MOBILE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue i 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install |Service | Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati r Install |Service| Somethi | Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation |issues |ngelse | ed |Neutral| sfied | Yes No service | ation |issues | ngelse| ed |Neutral| sfied | Yes No service | ation |issues | ngelse | ed |Neutral| sfied | Yes No
(@ (b) (© @ | (e) () @ (h) 0] ()] (k) (0] m | m | () @ N (s) (1) (u) v) w | x (A) (B) ©) (D) E) | (F) G 1 H ] 0
286 268 58" 223 104 258 131 47" 93* 15| 77" 126 83" -+ 286 133 57" 70 8| 78 111 79* -+ 268 16* 13 24 5| 22v  22v 14% 58"
56 55 9 39 15 40 25 3 23 5 1 8 - 56 28 4 19 4| 24 17 14 - 55 1 - 6 2 3 5 1 - 9
20% 21% 16% 17% 14% 16% /A R 25K 22%m  25%mErA 20%|EEE 77 o R 5%  18% - 21%| 6% - 25% 40%| 14%  23% 7% - 16%)
33 33 5 24 7 28 14 5 13 1 9 12 12 - 33 14 9 1 6 18 9 - 33 1 1 3 - 1 2 2 - 5
12% 12% 9% 1% 7% 11%) 11% 1%  14% 7% 12%  10%  14%| - 12%) 1% 16%  13% 13%| 8% 16%  11% - 12%) 6% 8%  13% - 5% 9%  14%| - 9%)
22 28 8 17 14 17 9 4 6 3 9 10 3 S22 12 11 5 - 7 19 2 - 28 1 4 2 1 4 3 1 - 8
8% 10% 14% 8% 7%) 7% 9% 6%  20%| 12% 8% 4% - 8% o 7% - 9 3% - 10% 6% 31% 8%  20%| 18%  14% 7% - 14%)
52 43 12 59 15 39 23 17 1 1 15 27 10 - B2 17 13 13 - 17 19 7 - 43 2 4 6 - 7 3 2 - 12
18% 16%  21%| 14% 15%) 18RS  12% 7% 19%  21% 129 - 18% 13%  23%  19% - R 7% 9% - 16% 13% 31%  25% - 32%  14%  14%| - 21%)
40 32 9 27 17 22 22 8 10 - 18 16 6 - 40 14 9 7 2 12 15 5 - 32 3 3 3 - 3 6 - - 9
12%  16% 12% SR 9%| 17% 17%  11% - 13% 7% - 14%| 11% 16%  10%  25%| 15%  14% 6% - 12%) 19%  23%  13% - 14%  27% - - 16%)
19 23 2 9 12 18 9 2 7 1 3 9 7 - 19 12 4 7 - 5 9 9 - 23 2 - - - 1 - 1 - 2
77 3% L 7%) 7% 4% 8% 7% 4% 7% 8% - 7% 9% 7% 10% - 6% 8% 1% - 9%] 13% - - - 5% - 7% - 3%
1 17 - 8 7 18 6 2 3 - 3 3 5 - 11 10 4 3 - 3 9 5 - 17 - - - - - - - - -
4% 6% - 4% 5% 4% 3% - 4% 2% 6% - 4% 8% 7% 4% - 4% 8% 6% - 6% - - - - - - - - -
32 27 6 24 9 14 3 13 2 - 32 20 2 5 - 2 2 23 .27 1 1 3 1 - 2 4 - 6
1% 10% 10% 11% 9% 11% 6%  14% 13%| - 117 4% 7% - 3% 2% ERY - 10% 6% 8% 13%  20%| - 9% 29%| - 10%)
21 10 7 16 8 9 3 7 2 -2 6 1 2 1 2 3 5 - 10 5 - 1 1 3 1 3 - 7
7% 4 EEE 7% 8% 7% 6% 8% 13% - 7% 5% 2% 3% 13% 3% 3% 6% - 4%] 31% - 4% 20%| 14% 5% 21% - 12%)
56 55 9 39 15 25 3 23 5 - 56 28 4 19 4| 24 17 14 - 55 1 - 6 2 3 5 1 - 9
20% 21%  16% 17% 14% 16% xR 33%) BEEE  21% 77 o 15% 18% - 21% 6% - 25%  40%| 14%  23% 7% - 16%)
55 61 13 4 21 45 23 9 19 4 - 55 26 20 14 1 13 37 1 -6t 2 5 5 1 5 5 3 - 13
19% 23% 22% 18% 20% 17% 18% 19%  20% 27% - 19%| 20T 20% 13% 179 14% - 23% 13% 38% 21% 20%| 23% 23% 21%| - 22%]
52 43 12 59 15 39 23 17 1 1 - B2 17 13 13 - 17 19 7 - 43 2 4 6 - 7 3 2 - 12
18% 16%  21%|IIER 14% 15% 187 R  12% 7% 19% - 18%| 13%  23%  19% - R 7% 9% - 16%| 13%  31%  25% | 32% 14% 14% - 219
102 99 17 68 45 103 51 15 33 3| 24 - 102 56 19 22 2| 22 35 42 - 99 6 4 6 1 4 8 5 - 17
36% 37% 29% 30%] 39%  32% 35%  20%| 31% - 36%) 42%  33% 31%  25%| 28%  32% - 37%) 38%  31% 25%  20%| 18% 36% 36%| - = 29%
7.06 7.08 6.01 6.68 7.21 599 754 610 |357 - 7.06 537 569 174 | 415 492 - 7.08 710 501 572 802 285 525 1293 - 6.01

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




Total
Less than 1 hour

Several hours

1 day

2-4 days

5-7 days

8-14 days

15-30 days

Over 30 days

Not sure

NET: Less than 1 hour
NET: Several hours but within
aday

NET: 2-4 days

NET: 5 days or more

Mean score

Ofcom - Quality of Customer Service - Complaints

Fieldwork: 8th December 2016 - 6th January 2017

Table 176
Q13 How long did it take to reach this point in terms of your issue with [Provider]?
Base: All complained about mobile phone service in past 6 months whose issue was not completely resolved
THREE VIRGIN MEDIA VODAFONE
Issue Satisfaction Resolved Issue Satisfaction Resolved Issue 1 F d
Supplier
Billing Billing Billing
EE/ and Repairs and Repairs and Repairs
Orange/ Custome| and Custome| and Custome| and
- Tesco Virgin | Vodafon r Install | Service | Somethi | Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati r Install | Service | Somethi| Satisfi Dissati
Mobile | O2 | Mobile | Three | Media e service | ation | issues [ ngelse | ed |[Neutral| sfied | Yes No | service | ation | issues [ ngelse| ed [Neutral| sfied | Yes No | service | ation | issues [ ngelse | ed [Neutral| sfied | Yes No
(@ (b) (© @ 1 (e (f) ()} (h) 0] 0] (k) (0] m | (m | (0 () @ N (s) (t) (u) M 1w | ® (A) (B) ©) (D) E) | (F) G 1 H 1 O
286 268 58" 223 104 258 97* 33" 82" 1| 78~ 91 54" 223 61" 22 19* 2=l 30* 33 41 -+ 104 160 32" 56" 10| e0* 79" 119 -+ 258
56 55 9 39 15 40 18 3 16 2 | 21 9 9 -39 9 - 4 2 3 3 9 - 15 25 4 8 3| 10 14 16 - 40
20% 21% 16% 17% 14% 16%) 19% 9%  20% 187 10% 17% - 17%) 15% - 21%  100%| 10% 9% 22% - 14%) 16%  13% 14%  30%| 17%  18%  13%| - 16%|
33 33 5 24 7 28 14 - 9 1 9 7 8 - 24 5 2 - - 1 3 3 - 7 20 2 4 2 7 7 14 - 28
12%  12% 9% 1% 7% 1% - 11% 9%| 12% 8%  15% - 11%) 8% 9% - - 3% 9% 7% - 7%) 13% 6% 7% 20%| 12% 9%  12%| - 11%
22 28 8 17 14 17 4 5 6 2 7 7 3 - 17 9 3 2 - 5 6 3 - 14 7 3 7 - 7 6 4 - 17
8% 10% 14% %R 7% B2 5% 7% 18% 9% 8% 6% - 8%) 15% 14% 1% - 17%  18% 7% - 13%) 4% B2 13%A] - BE 8% 3% - 7%
52 43 12 59 15 39 20 17 18 4| 20 26 13 - 59 6 6 3 - 10 2 3 - 15 23 7 9 - 18 12 9 -39
18%  16%  21% R 14% 15%) 217  22%  36%| 26% 29% 24%| - 26%) 10%  27% 16% - 6% 7% - 14%) 14%  22% 16% - ERZE 15% 8% - 15%
40 32 9 27 17 22 14 4 7 2 6 15 6 .27 9 6 2 - 7 5 5 - 17 1 3 7 1 4 12 6 -2
W 2 16% 129 9%| 14% 12% 9% 18% 8% 16% 11% - 12%) 15%  27%  11% - | 23%  15% 129 - 16%) 7% 9% 13% 109 77 5% - 9%
19 23 2 12 18 4 1 4 - 4 5 - - 9 7 2 3 - 2 5 5 - 12 1 3 4 - 5 4 9 - 18
77EEE 3% 7%) 4% 3% 5% - 5% 5% - - 4% 1% 9% 16% - 7% 15%  12%| - 12%) 7% 9% 7% - 8% 5% 8% - 7%
11 17 - 8 7 18 7 - 1 - 3 1 4 - 8 5 1 1 - 1 3 3 - 7 13 1 3 1 5 5 8 - 18
4% 6% - 4% 7% - 1% - 4% 1%) - 4%] 8% 5% 5% - 3% 9% 7% - 7%] 8% 3% 5% 10% 8% 6% 7% - 7%)
32 27 6 24 9 2 13 - 3 13 - 24 7 2 - - 1 1 7 - 9 32 6 6 1 2 7 36 - 45
1% 10% 10% 11% 9% 6%  16% - 4% - 11%) 1% 9% - - 3% 3% 17% - 9%| 20%  19% 11% 10%) - 17%
21 10 7 16 7 1 8 - 5 8 3 - 16 4 - 4 - - 5 3 - 8 18 3 8 2 - 31
7% 47 7% 7% 3% 10% - 6% 9% 6% - 7%) 7% - 21% - - 7% - 8% 1% 9% 14%  20%) - 12%
56 55 9 39 18 3 16 2 | 21 9 9 -39 9 - 4 2 3 3 9 - 15 25 4 8 3| 10 14 16 - 40
20% 21% 16% 17% 19% 9%  20% 18% R 10% 17% - 17%) 15% - 21%  100%| 10% 9% 22% - 14%) 16%  13% 14%  30%| 17% 18%  13%| - 16%
55 61 13 4 18 5 15 3| 16 14 1 - oM 14 5 2 - 6 9 6 -2t 27 5 1" 2| 14 13 18 - 45
19% 23% 22% 18% 19% 15%  18%  27%| 21% 15%  20%| - 18%) 23%  23%  11% | 20%  27%  15% - 2094 17%  16%  20%  20%| 23% 16%  15%| - 17%)
52 43 12 59 15 20 17 18 4| 20 26 13 - 59 6 6 3 - 10 2 3 - 15 23 7 9 - |18 12 9 -39
18% 16% 219 14% 217 22%  36%| 26% 29% 24%| - 26% 10%  27%  16% - 6% 7% - 14%) 14%  22% 16% - 15% 8% - 15%)
102 99 17 68 _ 45 34 7 25 2| 16 34 18 - 68 28 1 6 - 1" 14 20 - 45 67 13 20 3| 16 28 59 - 103
36% 37% 29% 30%] 35%  21%  30% 18%| 217 R 33% -  30% 46%  50%  32% | 87% 42% 49% - 43% 2%  41%  36%  30% 27% SR - 40%)
7.06 7.08 6.01 668 7.00 4.78 7.74 2.38 |4.23 - 668 8.57 7.44 5.24 0.03 |5.09 6.99 ﬂﬁ‘ - 761 10.92 9.79 7.79 747 |544 720 MEEEE - 999

Proportions/Means: Columns Tested (5% risk level) - a/b/c/d/e/f - g/h/i/j - k/l/m - n/o - p/g/t/s - tulv - w/x - A/B/C/D - E/F/G - H/I
* small base; ** very small base (under 30) ineligible for sig testing

*=Lessthan .5




