OFCOM CONSUMER SWITCHING AND BUNDLING. 18th February to 1st March 2010.

Note to reading tables

The tables detailing the survey findings for those who used a MAC/PAC or C&R switching process to switch provider in the last 12 months exclude those decision makers who were found to have given inconsistent responses. Those
decision makers who indicated they had used a switching process which requires contact with the losing provider (MAC/ PAC or C&R), but did not indicate that they had been in contact with the losing provider have therefore been
excluded from the MAC/PAC and C&R columns.

QA1. Which Of these SEIVICES @re iN YOUI NOUSENOIA?.............uevuueeueiieiieiierie etttk 1 8881888888888 E £ R84 E £ R84 HEHEH £ E 8 E £ £ £ £ £ £ A8 E b8+ £ bbbttt 1
Base : All respondents

QA2. Do you receive more than one of these services as part of an overall deal or package from the SAME SUPPIEI? ...tttk kbbb 3
Base : Those with more than one service in the household

QA3. Does your TV service include sports or movie channels wWhich you pay @n adItIONal fEE 10 TECEIVET...........cuuiuuiuiriiiiiiii ettt bbb bbb 4488414488841 5
Base : Those with a TV service via cable, Satellite or a broadband connection

QAA4. Is your mobile phone a pay as you go phone which requires top-ups, or do you have @ monthly CONrACE FOr the PRONETY............c.uiiiiiiiiiiiie it bbb bbbt 7
Base : Those with a mobile phone they personally use

QA5 Do you pay the same company for both the calls and the line rental for your fixed line phone service, or do yOu USE QIffErENt COMPANIEST ............vuuruuiiuuiiueiisriieits i s s8££t 9
Base : Those with a fixed line phone service for making and receiving calls

QABA Which supplier do you use for your TV service with monthly subscription? Please say which company you pay for this service, Not the MANUFACIUIEI'S NAME. ..........c.iiiiiiiiiii it 1
Base : Those with a TV service via cable, Satellite or a broadband connection

QABB. Which supplier do you use for your fixed line broadband? Please say which company you pay for this service, N0t the MaNUFACIUTEI'S NBME ...ttt ettt bbb E bbb 15
Base : Those with a fixed line broadband service

QAGC. Which supplier do you use for your mobile phone network? Please say which company you pay for this service, not the MaNUFACIUIE'S NAME. ...ttt bbb bbbk 21
Base : Those with a mobile phone they personally use

QABD. Which supplier do you use for your fixed line phone (calls)? Please say which company you pay for this Service, N0t the MANUIACIUTEI'S NAME..........c. ittt ettt bbb 25
Base : Those with a fixed line phone service for making and receiving calls

QA?7. Do you receive one bill or separate bills for your package of SErVICES oM (SUPPLIER)? ...ttt sttt bbb e84 446 E £k 31
Base : Those use use the same supplier for any two or more services

QATA. So, just to confirm, which services do you receive covered by @ SiNglE Dill fromM that SUPPIEI? ..........c.iuiiiiieiieieiei ettt s 88888 b bbb 33
Base : Those who receive one bill for the services they have with the same supplier

QAS8. You said you receive (SERVICE) from (SUPPLIER). Do you get these Services as @ Package Or @S SEPAIAE SEIVICES? ... iuuiuuiuuiisiieiise st ssis e bbb bbb £ E bbb e e R e bbb bbb 35
Base : Those unsure if they receive one bill or separate bills for the services they have with the same supplier

QAIB. ServiCes that @re NOT DAt Of @ PACKAGE. ... ....cuueeereerreereiieeieesseeteessees st sess s8££ 1814188888888 8 88888888 E £ £ £ 4488814181818 14814884 R 84 R EEEE R0 R E R84 RE Rttt 37

Base : Those with standalone services

QA11B. How long ago did you start taking TV service with monthly SUDSCHIPHON fTOM (SUPPLIER)? ...ttt sttt bbb s8R £k 39
Base : Those with TV as a monthly subscription as a standalone service

QA21B. How satisfied are you with the overall service provided for your TV service With @ MONEHIY SUDSCIIPHONT.............cuuuiiueriiiiieiiieie ittt R8s 8 bbb bbb 41
Base : Those with TV as a monthly subscription as a standalone service

QA22B. How satisfied are you with your experience of dealing with the customer services for your TV service With @ MONthIY SUDSCIIPHONT .........cuuiuuiii bbb bbb bbb+ 43
Base : Those with TV as a monthly subscription as a standalone service

QA23B. How satisfied are you with the value for money for your TV service With @ MONTNIY SUDSCIIPHONT ...........cuueiuiieiiciieiieeire ittt bbb E 8RR E bbb 45
Base : Those with TV as a monthly subscription as a standalone service
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QA24B. When you took out TV service with a monthly subscription with (SUPPLIER), did you have a contract which tied you to their service for a period of time? IF YES - How long was that Contract for?..............nnnnssssssssssssesssessissienes 47
Base : Those with TV as a monthly subscription as a standalone service

QA25A. When does your current contract for YOUT PACKAGE Of SEIVICES FUN OUL? ..........vuueuriurieseisieesessesssesssessse s s s s ss s st b8 8884445488188 8188181814281 8 H 8 R84 E R84 R84 R84 E R E R8skt 49
Base : Those who have a contract for their standalone TV service with monthly subscription

QA11C. How long ago did you start taking fixed line broadband from (SUPPLIER)? ...t bbb 44848+ s 88444 R4 R4 E bbb bbb bbb 51
Base : Those with fixed line broadband as a standalone service

QA21C. How satisfied are you with the overall service provided for your fIXed INE BrOGADANAT ..ottt b bbb 53
Base : Those with fixed line broadband as a standalone service

QA22C. How satisfied are you with your experience of dealing with the customer services for your fiXed INE DrOAADANAT ... bbb 55
Base : Those with fixed line broadband as a standalone service

QA23C. How satisfied are you with the value for money for your fIXed lINE DrOBADANAT ..ottt 1 828R £ £ R8st 57
Base : Those with fixed line broadband as a standalone service

QA24C. When you took out fixed line broadband with (SUPPLIER), did you have a contract which tied you to their service for a period of time? [F YES - How long was that CONraCt fOr?............cuuiiiiiiiisrisisisississi s 59
Base : Those with fixed line broadband as a standalone service

QA25C. When does your current contract for your fixed N BrOBADANG UM QUL? ... s8££ 8888188181818 1R 88 8 H 888 E R E Rk 61
Base : Those who have a contract for their standalone fixed line broadband service

QA11D. How long ago did you start taking mobile phone NEtWOrK fTOM (SUPPLIER)? ...ttt bbb bbb 4444844888844 6646 bbb bbb bbb bbb 63
Base : Those with mobile phone as a standalone service

QA21D. How satisfied are you with the overall service provided fOr yOUr MODIIE PRONE MEIWOTK? ............. ittt 4 88888818888 E bbb bbb 65
Base : Those with mobile phone as a standalone service

QA22D. How satisfied are you with your experience of dealing with the customer services for your MODIIE PRONE NEIWOIK? ... bbb bbb bbb 67
Base : Those with mobile phone as a standalone service

QA23D. How satisfied are you with the value for money for YOUr MODIIE PRONE MEIWOTK? ...t 8888881888181 8 8RRt 69
Base : Those with mobile phone as a standalone service

QA24D. When you took out mobile phone network with (SUPPLIER), did you have a contract which tied you to their service for a period of time? IF YES - How [ong was that CONract fOr?............ouiiiiiiisrssi st 7
Base : Those with mobile phone as a standalone service

QA25D. When does your current contract for your Mobile PRONE NEIWOTK TUN QUL? ... bbb 8848881888181 E R £ £k 73
Base : Those who have a contract for their standalone mobile phone service

QAT1E. How long ago did you start taking fixed line phone (CallS) from (SUPPLIER)? ...ttt bbb bbb 84488+ 4 444 b 44k 75

Base : Those with fixed line phone as a standalone service

QA21E. How satisfied are you with the overall service provided for YOUT fIXEA INE PROME (CAIIS)?..........c.ueuuiurireiieiireiei ettt s 881818 E £k 77
Base : Those with fixed line phone as a standalone service

QA22E. How satisfied are you with your experience of dealing with the customer services for your fiXed N PRONE (CAIIS)? ... bbb bbb 79
Base : Those with fixed line phone as a standalone service

QA23E. How satisfied are you with the value for money for yOUr fIXEA N PRONE (CAIIS)? ...t 8 8181818188 R £ £k 81
Base : Those with fixed line phone as a standalone service

QA24E. When you took out fixed line phone service (calls) with (SUPPLIER), did you have a contract which tied you to their service for a period of time? IF YES - How long was that CONtract for?............ciiissnissssssssssssssississsissssssississinees 83
Base : Those with fixed line phone as a standalone service
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QA25E. When does your current contract for your fixed liNe PhONE (CAIIS) FUN QUL? ...t bbb 44484888884 R 44 R4 R4 44 bbb bbb 85
Base : Those who have a contract for their standalone fixed line phone service

QAOA. SErVICES that 8re Pt O SAME PACKAGE. .......cuuvrueeereirreiseiseiseeseeseessess s ess s8££ 8282814818888 88888888888 E £ 4488818141818 181 E 188488 R 8 E R E R E RO R8s 87
Base : Those with a bundle of services for which they receive one bill

SERVICES COVERED IN BUNDLE.........cooutitutitreitmertseesisestseesssessseesssessssessss st sss st ss 8041884480488 H8 8141888848440 8 4188884488814 0881488814 R 8818 R 8888814881 R 8888848888 R84t 89
Base : Those with a bundle of services for which they receive one bill

QAT0A. PACKAGES OF SERVICES SUPPLIER ........ooiuieiieeeseisssesseessssassessseesssesssss s asss s esssesssseessesssse st essesessseessessssessssoesssesssssesssssesssessssessssesssssesssenesssesssseesssessssessssesssnssssaessssessssesssseesssessssaesssesssssesssseesssesss e ss e et eees e eR s e e s R et 9N
Base : Those with a bundle of services for which they receive one bill

QA11A. How long ago did you start taking Package of SEIVICES frOM (SUPPLIER)?.............iis s8R 8 84844444 E 4R E R4k 95
Base : Those with a bundle of services for which they receive one bill

QA12. How much is your average MONTHLY bill fOr thiS PACKAGE Of SEIVICES? ...t 4 8884818818181 8 18188 H 28R E 8RR E R8s 97
Base : Those with a bundle of services for which they receive one bill

QA13. Do you receive a discount or special deal for having this PACKAGE O SEIVICEST ...t bbb R8s 44 4R 444644 bbbk bbb 99
Base : Those with a bundle of services for which they receive one bill

SUMMARY OF ALL PACKAGES ........coueiireiueiiresiessseesisesessesssseesssesse st sssse st ss e assseess s ess et 2845108488455 8845188580828 8 8888858484081 RE 88 E 48R48R 0888888088t 101
Base : Those with a bundle of services for which they receive one bill

SUMMARY OF ALL PACKAGES ........couiiumeeimerireestestseesessessseesesesssesss st eesss et es e 8ss 4414881448488 4441484144888 8 4884141480814 E £ 4884 E 4188484 H 84 £ 44081141 R 884881441 R 84488 E 818848 R 88814 RE 48R R bR bbbt 103
Base : All respondents

QA14. Do you think you pay less for having these services from the same supplier than you would if you had shopped around and bought the services separately from different SUDPIIEIS? ... 105
Base : Those unsure if they receive a discount or special deal for having this package of services

QA15. How much do you think you are saving each month by having thiS PACKAGE OF SEIVICEST ... bbbt bbb bbbk 444 b L4 107
Base : Those who receive a discount or special deal for having this package of services

QA16. When you first took a subscription from (SUPPLIER), WhiCh SEIVICES WETE i the PACKAGE?..........ucuuueuuueuuiiueiueiiesi sttt ettt £ 888 £ £ 4+ £ 4141144141414 109
Base : Those with a bundle of services for which they receive one bill

QA17B. Who did you use for your TV service with Monthly subscription before you had your package of SErVICES With (SUPPLIER)?............c.iiiiiiiisiieiteiie ittt sse bbb 1M1
Base : Those with TV in their package of services

QA17C. Who did you use for your fixed line broadband before you had your package 0f SEIVICES With (SUPPLIER)?..........c.uiuuiiiiiieriesesesiesesesseseessesss st esssesss st sess bbb bbb 4144414181411 8 88411111 113

Base : Those with fixed line broadband in their package of services

QA17D. Who did you use for your mobile phone network before you had your package of SEIVICES With (SUPPLIER)? ...........c. ittt sss bbb 115
Base : Those with mobile phone in their package of services

Base : Those with fixed line phone in their package of services

QA18. Is there one service in your package which you particularly Wanted 0 USE (SUPPLIER) fOF? ........... itttk 4 bbb 119
Base : Those with a bundle of services for which they receive one bill

QA19. Which, if any, of these were important in your decision to take a package of services rather than take theSe SEIVICES SEPATALEIY? ..........c.u i ruruurrierieii it es bbb s8Rt 121
Base : Those with a bundle of services for which they receive one bill

QA20. Which one was most important in your deciSion t0 take @ PACKAGE OF SEIVICES? ... bbb £ 4444444 b L4t 125
Base : Those with a bundle of services for which they receive one bill
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QA21B. How satisfied are you with the overall service provided for your TV service With @ MONtHIY SUDSCIIPHONT.............cuuiiiiiiiii ittt bbbk 130
Base : Those with TV in their package of services

QA22B. How satisfied are you with your experience of dealing with the customer services for your TV service With @ MONthIY SUDSCIPHONT ...........uuiuiiuiiiiiiiie ittt s8R 132
Base : Those with TV in their package of services

QA23B. How satisfied are you with the value for money for your TV service With @ MONENIY SUDSCIIPHONT ...........cuuiiiiiiiii ittt bbbk bbbk 44444444 134
Base : Those with TV in their package of services

QA21C. How satisfied are you with the overall service provided for your fIXed lINE DIOGADANAT.............cuuiuuiiii et 8 8884414114141 136
Base : Those with fixed line broadband in their package of services

QA22C. How satisfied are you with your experience of dealing with the customer services for your fiXed lINE DrOAADANAT ... bbb 138
Base : Those with fixed line broadband in their package of services

QA23C. How satisfied are you with the value for money for your fIXed lINE DFOBADANAT ... 8 £ £ £ 8444141414846 140
Base : Those with fixed line broadband in their package of services

QA21D. How satisfied are you with the overall service provided for yoUr MODIIE PRONE MEIWOTK? ..otttk b bbbk 4 bbb 142
Base : Those with mobile phone in their package of services

QA22D. How satisfied are you with your experience of dealing with the customer SErvices for yOUr MODIIE PRONE MEIWOTK?............c.u ittt eees bbb bbb bbbk s 8418 144
Base : Those with mobile phone in their package of services

QA23D. How satisfied are you with the value for money for your MODIIE PRONE NEIWOTK? ...t bbbk 444444444t 146
Base : Those with mobile phone in their package of services

QA21E. How satisfied are you with the overall service provided for YOUr fIXEA INE PROME (CAIIS)?..........c.. vttt 8 8884448141414 148
Base : Those with fixed line phone in their package of services

QA22E. How satisfied are you with your experience of dealing with the customer services for your fIXed N PRONE (CAIIS)? ..........cuu bbb bbb 150
Base : Those with fixed line phone in their package of services

QA23E. How satisfied are you with the value for money fOr YOUT fIXEA N PRONE (CAIIS)? ...ttt et £ £ £ 848441+ 8 1141414141 152
Base : Those with fixed line phone in their package of services

QA24A. When you took out a package of services with (SUPPLIER), did you have a contract which tied you to their service for a period of time? IF YES - How long was that CONract fOr?.............viiniiseseseiseensesse e 154
Base : Those with a bundle of services for which they receive one bill

QA25A. When does your current CONtract for YOUT PACKAGE OF SEBIVICES TUN OUL? ...........vuueuururiusiesisusetsesssessseesssesssesssssssessessess s s s 888888 £ £ E £ £ £ £ E R84 HE £ £ £ 88 £+ 4418141414181 41884 156
Base : Those who have a contract for this package of services

QA26/ QA17. DETAILED BEHAVIOUR IN LAST YEAR ....oouiirtitmectmmeesmeeesssessseessssesssasasssesssssesssesessee e ess 8188458145844 1081488488458 8 8104148844884 4 188488 R 888141181 E 844 E 8 £ 4188 E 8884 E 141 R 8RR R bbbt 158

Base : Those with a bundle of services for which they receive one bill

QA27. Which of the individual services in your package have you SWItChed SUPPIIET fOT iN the TASTYEAI? ...ttt bbbk b4 £ 4144414141411 160
Base : Those switched supplier for any individual services in their package in the last year

QA27. Which of the individual services in your package have you SWitched SUPPIEr fOr iN the TASTYEAT? ...tttk bbbk b 4444 162
Base : BT double play who have switched supplier for any individual services in their package in the last year

QA27. Which of the individual services in your package have you SWItched SUPPIIET fOT iN the TASTYEAI? ...ttt bbb 8 b4 £ 14441414141 164
Base : Other double play who have switched supplier for any individual services in their package in the last year

QA27. Which of the individual services in your package have you SWitched SUPPHIEr fOr iN the TASTYEAIT? ...tttk bbbk 166
Base : Sky triple play who have switched supplier for any individual services in their package in the last year
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QA27. Which of the individual services in your package have you SWitched SUPPIEr fOr iN the TAST VBT ...tttk bbbk 168
Base : Virgin triple play who have switched supplier for any individual services in their package in the last year

QA28. Which of the individual services in your package have you considered switching supplier for in the [ast year, DUE NOE SWICREA? ... 170
Base : Those who considered switching supplier for any individual services in their package in the last year, but not switched

QA29B. Which of these applies to your TV service with a monthly subscription in the last year? IF SWITCHED/ CONSIDERED SWITCHING TV SERVICE - Would you switch to another service with a monthly SubSCrption? ..o 172
Base : Those with TV as a monthly subscription as a standalone service

QA29C. Which of these applies to your fixed liNe broadband iNthe ST YEAI? ... bR E £ 88 £ 88848 £ 8484141418481t 174
Base : Those with fixed line broadband as a standalone service

QA29D. Which of these applies to your mobile Phone NEIWOIK IN TE TASE YEAI? ...k 4 4444 176
Base : Those with mobile phone as a standalone service

QA29E. Which of these applies t0 your fixed liNe PhONE (CAIIS) IN The TASE YA ... e £ £ £ £ £ £ 8848481414414 E £ttt 178
Base : Those with fixed line phone as a standalone service

QA30A. Which, if any, of these have you done when considering switching supplier for your packages 0f SEIVICE iN the ST YEAIT.............cuiiii bbbt 180
Base : Those who have considered but not switched their whole package of services in the last year

QA31A. Why haven't you taken any of these steps (SHOWN AT QA30A) towards switching to another supplier for yoUr Package Of SEIVICES SO faI?...........cuu i8££ 184
Base : Those who have considered switching their whole package of services but not taken any action

QA32A. Which, if any, of these are reasons why you have not considered switching to another supplier for your package 0f SEIVICES i the ISE YEAIT ...t 186
Base : Those who neither switched nor considered switching their package of services in the last year

QA32A. ANY MENTIONS OF HASSLE.........couuvimreeieemmeeseseessesssseessseessseesssessssessssse s asssessssesssesss s ss 8885588518888 2888058888848 5 4881088 R 884888808+ R SRR R et 190
Base : Those who neither switched nor considered switching their package of services in the last year

QA32A. ANY MENTIONS OF HAPPY AND HASSLE .........ocvuutuuuecemmeesmeeesseessseesssesssssesssessss st st e ess 8188581885418 1488884848884 41884488 £ 148814484 RE 48841481 R 844 E 84888 R 88 R 18R£8 R bbbt 192
Base : Those who neither switched nor considered switching their package of services in the last year

QA33A. Which one of these is the main reason why you have not considered switching to another SUPPIIEr fOr YOUF PACKAGE Of SEIVICES? ..........uuuuuruurerrisiiseieseitsessssesseesssesssesss s s ses s s s8Rt 194
Base : Those who neither switched nor considered switching their package of services in the last year

QA30B. Which, if any, of these have you done when considering switching supplier for your TV service with @ monthly SUDSCIPLION iN the ST YBAI? ... 198
Base : Those who have considered but not switched their TV service with monthly subscription in the last year

QA31B. Why haven't you taken any of these steps (SHOWN AT QA30B) towards switching to another supplier for your TV service with @ monthly SUDSCIPHON SO FAI7 ..........c.uiuuiiriiiieieeiee bbbt 202
Base : Those who have considered switching their TV service but not taken any action

QA32B. Which, if any, of these are reasons why you have not considered switching to another supplier for your TV service with monthly SUbSFPtION in the TASE YEAI? ... 204
Base : Those who neither switched nor considered switching their standalone TV service in the last year

QA32B. ANY MENTIONS OF HASSLE.........oouivirrerieeeseeseseessesssseessseessseesssessssesssssess s asssessssess s s ss 0888888881888 8 8888050888884 £ 84488088 R £ £ 4888488888888t 208
Base : Those who neither switched nor considered switching their standalone TV service in the last year

QA32B. ANY MENTIONS OF HAPPY AND HASSLE .........ocviuteuuecemeesmeeesssessseesssesssasesssesssssessses s se e ess 8188581844188 8884848881448 844848 £ 1488148188418 1 R84 E 804188 E 8888 E 18R£8 8RR bbbt 210
Base : Those who neither switched nor considered switching their standalone TV service in the last year

QA32B. DISSATISFIED WITH PROVIDER AND HASSLE...........cottvuitimieeiseiisresseesssesssesesssesssesesses s essseassss st ss st sssass st 8588548205188 8 0888888882588 R85 88888808t 212

Base : Those who neither switched nor considered switching their standalone TV service in the last year

QA33B. Which one of these is the main reason why you have not considered switching to anOther SUPPIIET fOr YOUE TV SEIVICE? ..........cuueiuuiiiiiciieiie ittt ssss s bbb bbb e 214
Base : Those who neither switched nor considered switching their standalone TV service in the last year
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QA30C. Which, if any, of these have you done when considering switching supplier for your fixed line broadband in the ISt YEAIT ... 218
Base : Those who have considered but not switched their fixed line broadband in the last year

QA31C. Why haven't you taken any of these steps (SHOWN AT QA30C) towards switching to another supplier for your fixed liN€ BrOBADANG SO FAr?..........ccuiuu i 222
Base : Those who have considered switching their fixed line broadband service but not taken any action

QA32C. Which, if any, of these are reasons why you have not considered switching to another supplier for your fixed line broadband in the 1St YEAI? ............c. bbbt 224
Base : Those who neither switched nor considered switching their standalone fixed line broadband service in the last year

QA32C. ANY MENTIONS OF HASSLE........oouivireeiereseeseseesssssseesssesssseessseesssesssss st asssessssess s ss 8208888888518 8 088 E 8888050888888 £ 858408+ R £ 88 R4+ 8 8888408888808 R S8R E RS R et 228
Base : Those who neither switched nor considered switching their standalone fixed line broadband service in the last year

QA32C. DISSATISFIED WITH PROVIDER AND HASSLE ........cooutriuutiiumeetseiiseessesssasesssessssessses st se st s st 8144181488448 8488488818418 8884841488888 814188 E 8488141888884 141 R 8RR E bbbt 230
Base : Those who neither switched nor considered switching their standalone fixed line broadband service in the last year

QA33C. Which one of these is the main reason why you have not considered switching to another supplier for your fixed iNE BrOBADANGT ...........c...cuuruurriiisiiiiieiieis s8Rt 232
Base : Those who neither switched nor considered switching their standalone fixed line broadband service in the last year

QA30D. Which, if any, of these have you done when considering switching supplier for your mobile phone NEtWOTK iN The TASE VBT ...t 236
Base : Those who have considered but not switched their mobile phone service in the last year

QA31D. Why haven't you taken any of these steps (SHOWN AT QA30D) towards switching to another supplier for your mobile PhONE NEIWOTK SO FAI? ... 239
Base : Those who have considered switching their mobile phone service but not taken any action

QA32D. Which, if any, of these are reasons why you have not considered switching to another supplier for your mobile Phone iNThe TASE YEAIT? ...t 241
Base : Those who neither switched nor considered switching their standalone mobile phone service in the last year

QA32D. ANY MENTIONS OF HASSLE........oouiiireeieeeseesiseessesssseeesseessseesssessssesssss st asssesss s ess s ss £ s 8888888458888 888808 R 888848508408+ RE 8848188888888 8RR R8RSR R et 247
Base : Those who neither switched nor considered switching their standalone mobile phone service in the last year

QA32D. ANY MENTIONS OF HAPPY AND HASSLE ......couiiimtituecimiesmeeesssessseesessesssssesssessssessse s e 4s 8188581841814 8884884848144 8 84488 £ 4884418488414 4 8R4 H 8418848 R 88 R84 1R 8RR E bbbt 249
Base : Those who neither switched nor considered switching their standalone mobile phone service in the last year

QA32D. DISSATISFIED WITH PROVIDER AND HASSLE .........ooiviitimieesieeiiseresseessresssesssssessse et ss s essseass st st 8158885885582 8 8888880888885 8 5888880888888 R8s 251
Base : Those who neither switched nor considered switching their standalone mobile phone service in the last year

QA33D. Which one of these is the main reason why you have not considered switching to another supplier for your MODIIE PRONET ...t 253
Base : Those who neither switched nor considered switching their standalone mobile phone service in the last year

QA30E. Which, if any, of these have you done when considering switching supplier for your fixed ine phone (CalIS) iN the TAST YEAI?.........c... ittt 8888888t 257
Base : Those who have considered but not switched their fixed line phone service in the last year

QA31E. Why haven't you taken any of these steps (SHOWN AT QA30E) towards switching to another supplier for your Fixed ling Phone (CalIS) SO fAI?..........ccuiuiiiiiiiiiii st 261
Base : Those who have considered switching their fixed line phone service but not taken any action

QA32E. Which, if any, of these are reasons why you have not considered switching to another supplier for your fixed ine phone Calls i the IASt YEAI? ... 263
Base : Those who neither switched nor considered switching their standalone fixed line phone service in the last year

QA32E. ANY MENTIONS OF HASSLE.........ccoutvtrtitteetmmeseseessesesesssessseesssesssseessss st ssssesssess s 8s 4414081448814 8 4884188881 E 4888418848 H 84 £ 4088141 R 848 RE 410418444 E 888 f 48R 888 E 104 RE 8RR bR bbb 268
Base : Those who neither switched nor considered switching their standalone fixed line phone service in the last year

QA32E. ANY MENTIONS OF HAPPY AND HASSLE .........ciiiiriiuueeemiemieeesseissessssseessesesssesssssesssesssss s esss s ess st 5188880888808 5 882080888884 £ 10888088 R 85 £+ 28R 0£E8 S8R 8 08 RS ERsREeesebreneeneen 270
Base : Those who neither switched nor considered switching their standalone fixed line phone service in the last year

QA32E. DISSATISFIED WITH PROVIDER AND HASSLE...........coutctutiuumeesueiiseessesssasesssesessesssesessse e ess s eess st £4 1814880884588 4 8144188448841 4 88288 E 8814181 R 44880 E 104188 E 1R 8 HE 4141 R 8RR s bbbt 272

Base : Those who neither switched nor considered switching their standalone fixed line phone service in the last year
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QA33E. Which one of these is the main reason why you have not considered switching to another supplier for your fiXed lINE PRONE CAIIST ...t 274
Base : Those who neither switched nor considered switching their standalone fixed line phone service in the last year

SECTIONS TO COMPLETE - TICK ALL THAT APPLY .....ooutitrittecisnremsseeessessssesesseessesesssesesssesssesesss s esssesss st et e5s 8858088188888 8 20518888808+ 8 8288 R 8888888888058 88 R 88 R 18R£8 278
Base : All respondents

SECTIONS TO COMPLETE - TICK MAXIMUM OF TWO SECTIONS.......ccoutvurteuuuertseeseseeesseeseseessesssseesssessseessssesssessssesssssssessssessssesssssesssasssssesssssesssesssseestsaesssoesssaeessesssseessssesssesssssesssseesssesssseesssessssoessseessssesssseessseesssaesssaeesseessaeesseess et st e st e b s R bbbt R bbbt 282
Base : All respondents

SERVICES COVERED IN SECTION QB0 ........oouueuuueresueeeseessessseessseessseesssessssesssssesssesesssesssssesssessssessssesesssssssesesssessssessssessssesssseesssesssessssessssesssssessssesssessssessssessssossssanesssesssssesssessssesssseesssesssesssessssessssoessssssseesssseessesssseesssesesssesssenessesssseesseess st ess s ssesss s s st seessssessesssees 286

Base : All respondents

QB1A. Did you make this change of provider for your package of services at the Same time @S MOVING NOME? ..ottt bbbttt bbb bbbk s s 288
Base : Those switched their package of services in last 12 months

QB2A. Could you have chosen to stay with your previous package of SErviCes SUPPHET WHEM YOU MOVEA? ..........cuuiuuiuuiuiiiiiiiiesi ittt 8 8444414414111 290
Base : Those who switched supplier for their package of services at the same time as moving home

QB3A. Why did you change from one provider to another fOr YOUr PACKAGJE OF SEIVICES? ...tttk 8 444444144t 292
Base : Those who did not switch supplier for their package of services at the same time as moving home

QB4A. Which company previously Provided the PACKAGE O SEMVICES? ...........euuuiuuririiirieeieeiesiessesisessess st ss a8 1888181888888 £ R84 RE £ £ £ £ £ £ £ EEE £ £ £ £ £ 8 E 18181841 b b8ttt 294
Base : Those switched their package of services in last 12 months

QB5A. How much was your average MONTHLY bill from your old package of services SUpplier at the iMe YOU SWILCIEAT ... bbbt 297
Base : Those switched their package of services in last 12 months

QBB6A. How long had you been with your old supplier for your package oOf SEIVICES DEfOTE YOU SWIECNEA? ...........cuuiuuiiuiiiiiiiii ettt bbb 8 8444144414141 299
Base : Those switched their package of services in last 12 months

QB1B. Did you make this change of provider for your TV service with a monthly subscription at the Same time @S MOVING NOME?.........c..ciiiiiiiie it 301
Base : Those switched their TV service provider in last 12 months

QB2B. Could you have chosen to stay with your previous TV SErVICE SUPPIIEr WHEN YOU MOVEA? .........c..iuuiuuiuuiuuiiseisessessessessess et ss sttt £ £ £ £ 68888888888 £ 888888 £ 4481414144144 303
Base : Those who switched supplier for their TV service at the same time as moving home

QB3B. Why did you change from one provider t0 @NOthET fOF YOUN TV SEIVICET ...ttt se bbb £ 444k £ kbbbt 305
Base : Those who did not switch supplier for their TV service at the same time as moving home

Base : Those switched their TV service provider in last 12 months

QB5B. How much was your average MONTHLY bill from your old TV service Supplier at the IME YOU SWItCHEAT ...ttt bbbtk bbb 309
Base : Those switched their TV service provider in last 12 months

QB6B. How long had you been with your old supplier for YOUr TV SEIVICE DEIOTE YOU SWILCNEA? ...........cuuiuuiiuiuiiiiieii ittt £ 8888848144144+ 4141118 3N
Base : Those switched their TV service provider in last 12 months

QB7B. Which one of these best describes the process you went through when you switched your TV service with @ monthly subscription to the SUPPIIEr YOU USE MOW? ...t 313
Base : Those who have switched their TV service supplier in last 12 months (including those with TV in a bundle of services)

QB1C. Did you make this change of provider for your fixed line broadband at the SAME tIME @S MOVING NOME?..........c.uiuiiiiiiiiiiii ittt sttt et bbb bbb 8884444444181 315
Base : Those switched their fixed line broadband provider in last 12 months

QB2C. Could you have chosen to stay with your previous fixed line broadband SUPPIIEr WHEN YOU MOVEA? ........c.iuuiiiiiiiiiiiiiii ittt bbbtk bbb 44444444+ 444444 317
Base : Those who switched supplier for their fixed line broadband at the same time as moving home
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QB3C. Why did you change from one provider to another for your fiXed lINE DrOGADANAT ...t bbb bbbk 4444444444 319
Base : Those who did not switch supplier for their fixed line broadband at the same time as moving home

QB4C. Which company previously provided the fIXed lINE DIOGADANAT ... f £ £ H £ 488 £ 8 E 48 E bbbttt 321
Base : Those switched their fixed line broadband provider in last 12 months

QB5C. How much was your average MONTHLY bill from your old fixed line broadband Supplier at the tiMe YOU SWICREA? ...t 325
Base : Those switched their fixed line broadband provider in last 12 months

QB6C. How long had you been with your old supplier for your fixed line broadband DEfOTE YOU SWIHCREA?...........cuuiuuiiiiiii ittt bbbk 327
Base : Those switched their fixed line broadband provider in last 12 months

QB7C. Which one of these best describes the process you went through when you switched your fixed line broadband to the SUPPIIET YOU USE MOW? ...ttt 329
Base : Those who have switched their fixed line broadband supplier in last 12 months (including those with broadband in a bundle of services)

QB1D. Did you make this change of provider for your mobile phone network at the SAME tIME @S MOVING NOME? ...ttt ettt etttk bbb+ 8884841441811 £ 11811118 33
Base : Those switched their mobile phone network in last 12 months

QB2D. Could you have chosen to stay with your previous mobile phone SUPPIIEr WREN YOU MOVEA? ...........cuuiuuiuiiiiiiiciiiiseii etttk b 4444444444 333
Base : Those who switched supplier for their mobile phone network at the same time as moving home

QB3D. Why did you change from one provider to another for YOUr MODIIE PRONE MEIWOTK?............c.uiuuiiuiiuiieiiiisi ittt et 8 £ 8844144181414+ 4 18181+ 335
Base : Those who did not switch supplier for their mobile phone network at the same time as moving home

QB4D. Which company previously provided the MODIIE PRONE MEIWOIK?............c..ciiiiiiii bbbk b bbbt 337
Base : Those switched their mobile phone network in last 12 months

QB5D. How much was your average MONTHLY bill from your old mobile phone network SUPPlEr @t the IME YOU SWILCNEA?. ...ttt bbb bbb M
Base : Those switched their mobile phone network in last 12 months

QBG6D. How long had you been with your old supplier for your mobile phone NEtWOrk DEFOIE YOU SWILCEA?.............cuuiiiii bbbk bbb 343
Base : Those switched their mobile phone network in last 12 months

QB7D. Which one of these best describes the process you went through when you switched your mobile phone Network to the SUDPIIET YOU USE NMOW? ...........uuuiuuiiuiiiiiieiieeiieeiieissesseess s8££ 345
Base : Those who have switched their mobile phone network supplier in last 12 months (including those with mobile in a bundle of services)

QB1E. Did you make this change of provider for your fixed line phone (calls) at the Same tiMe @S MOVING NOME? ...ttt bbbtk bbb bbb s £ s £ se e ees 347
Base : Those switched their fixed line phone supplier in last 12 months

QB2E. Could you have chosen to stay with your previous fixed line phone (Calls) SUPPIIEr WREN YOU MOVEA? ..........cuuiuuiuuiiiiiieiiieeiee it sttt sttt ettt 8888884441848 1 £ 349
Base : Those who switched supplier for their fixed line phone at the same time as moving home

QB3E. Why did you change from one provider to another for your fIX@d N PRONE (CAIIS)? ...........c.u itk b 4L 351
Base : Those who did not switch supplier for their fixed line phone at the same time as moving home

QB4E. Which company previously provided the fIXEA INE PROME (CAIIS)? ...ttt s R84 £ £ £ 488 £ £ 8 E 41818481ttt 353
Base : Those switched their fixed line phone supplier in last 12 months

QB5E. How much was your average MONTHLY bill from your old fixed line phone (calls) SUpplier at the IME YOU SWILCIEAT ...t 357
Base : Those switched their fixed line phone supplier in last 12 months

QB6E. How long had you been with your old supplier for your fixed line phone (CallS) DETOTE YOU SWILCIEAT ...........iuuiiuiiiiiiciiiiiii ittt sttt bbbk 4484144841411 359
Base : Those switched their fixed line phone supplier in last 12 months

QBYE. Which one of these best describes the process you went through when you switched your fixed line phone (Calls) to the SUPPIIET YOU USE NMOW?...........cuuuiuuiiuiiiiiiiiietiiiiie ittt 361
Base : Those who have switched their fixed line phone supplier in last 12 months (including those with fixed line phone in a bundle of services
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QB9. Overall, how easy or difficult did you find the switching process to change the different SEIVICES iN YOUR PACKAGET? .........c..ruuiuiiiiiiiieiie ittt bbb bbbk bbb 363
Base : Those switched their package of services in last 12 months

QB11A. Did you face any problems or issues when switching from one provider t0 anOther fOr YOUE PACKAGE OF SEIVICES?..........c.ueuuuuuueriueriueriesiseetsertsesssesssesssesss s sss bbb eess b s bbb s 4 s 8181811811188 8 888888888t 365
Base : Those switched their package of services in last 12 months

QB12AA. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Finding information about 0ther SUPPIIEIS YOU COUIA USE..........c.uururmeveurimmereserisessseesseesssesssess s sssse s sttt bbb 367
Base : Those switched their package of services in last 12 months

QB12AB. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Knowing what steps you needed to take to switch from one SUPPlIEr {0 @NOHET ...ttt 369
Base : Those switched their package of services in last 12 months

QB12AC. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Knowing whether you needed to pay a cancellation or early termination charge to your previous SUPPIET ... 3n
Base : Those switched their package of services in last 12 months

QB12AD. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Keeping Your CUITENt PROME NUMDET ..........c..uruuurermerirressesisesessessseessessssesssesssssssseess e ss st st s8R 373
Base : Those switched their package of services in last 12 months

QB12AE. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Being able to get through to your previous supplier to tell them you wanted to cancel their SEIVICE ... 375
Base : Those switched their package of services in last 12 months

QB12AF. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Having to tell your previous supplier that you wanted f0 CANCEI tNEIN SEIVICE ..........c.ururririeriireiieisieises et 377
Base : Those switched their package of services in last 12 months

QB12AG. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Getting your previous supplier to provide you with the information that you needed to be able to switch to another SUpplier..........c.coocviiiiieincincses 379
Base : Those switched their package of services in last 12 months

QB12AH. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR PACKAGE OF SERVICES - Arranging for the old and new services to stop and start at the FIght IME ... 381
Base : Those switched their package of services in last 12 months

QB10B. How easy or difficult did you find this switching process for TV service With @ MONtAIY SUDSCHPHONT ...tttk bbbk 4 4444 383
Base : Those who have switched their TV service supplier in last 12 months (including those with TV in a bundle of services)

QB11B. Did you face any problems or issues when switching from one provider to another for your TV service With @ MONTNIY SUDSCIPHONT ............vuuiuuriuuiisiiseitieisseieeess et sess s ses s8££ 385
Base : Those switched their TV service provider in last 12 months

QB12BA. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Finding information about 0ther SUPPIIEIS YOU COUIA USE ..........cuuurvurueeumuereseesserssieessseesseessseessesssessseessseess st st 448 387
Base : Those switched their TV service provider in last 12 months

QB12BB. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Knowing what steps you needed to take to switch from 0ne SUPPIIET t0 @NOTHET ...t 389
Base : Those switched their TV service provider in last 12 months

QB12BC. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Knowing whether you needed to pay a cancellation or early termination charge to your Previous SUPPIIET.............c..ririeiiiiiiniieiiresiseiisesisesisesise s 391
Base : Those switched their TV service provider in last 12 months

QB12BD. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Keeping YOUT CUITENE PROME MUMDET...........c.uuiieiuieireeiseeisresseessssesssesessesssessssessesesssesssseess s s ess s st 8858888588 393
Base : Those switched their TV service provider in last 12 months

QB12BE. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Being able to get through to your previous supplier to tell them you wanted to cancel their SEBIVICE............c..ririiriiiii s 395
Base : Those switched their TV service provider in last 12 months

QB12BF. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Having to tell your previous supplier that you Wanted t0 CANCEI tNEIM SEIVICE .........cuuruuiuuiiiiiiieiieiiseiseeseis et 397
Base : Those switched their TV service provider in last 12 months

QB12BG. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Getting your previous supplier to provide you with the information that you needed to be able to switch to another SUPPLIET ... 399

Base : Those switched their TV service provider in last 12 months
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QB12BH. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR TV SERVICE - Arranging for the old and new services t0 stop and start at the FIGRE IME ... 401
Base : Those switched their TV service provider in last 12 months

QB10C. How easy or difficult did you find this switching process for fix@d NG DIOADANGT...............cuu e8RS 8888888888888 R8RSR 8RR 403
Base : Those who have switched their fixed line broadband supplier in last 12 months (including those with broadband in a bundle of services)

QB11C. Did you face any problems or issues when switching from one provider to another for your fiXed iNE BrOBADANGT ... bbb bbb 405
Base : Those switched their fixed line broadband provider in last 12 months

QB12CA. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - Finding information about 0ther SUPPIIEIS YOU COUIT USE ..........cuuuwrumrreureirrriseeisesseesseesssessse s asssessssess st en s 407
Base : Those switched their fixed line broadband provider in last 12 months

QB12CB. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - Knowing what steps you needed to take to switch from one SUpplier 10 @nOtNET ... 409
Base : Those switched their fixed line broadband provider in last 12 months

QB12CC. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - Knowing whether you needed to pay a cancellation or early termination charge to your previous SUPPLET ... 411
Base : Those switched their fixed line broadband provider in last 12 months

QB12CD. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - KEeping YOUF CUITENT PRONE NUMDET .........vuuuvueuresseessseesseseseesssesssseesssesesseessse st sss stk 8 88888844888 E R 413
Base : Those switched their fixed line broadband provider in last 12 months

QB12CE. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - Being able to get through to your previous supplier to tell them you wanted to CaNCEl their SEIVICE ... 415
Base : Those switched their fixed line broadband provider in last 12 months

QB12CF. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - Having to tell your previous supplier that you wanted {0 CanCeI tNEIr SEIVICE ............vuuriiiiriirisr s 417
Base : Those switched their fixed line broadband provider in last 12 months

QB12CG. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROABDAND - Getting your previous supplier to provide you with the information that you needed to be able to switch to another SUPPlIEr. ... 419
Base : Those switched their fixed line broadband provider in last 12 months

QB12CH. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE BROADBAND - Arranging for the old and new services to stop and start at the FIght timMe.............ov s 421
Base : Those switched their fixed line broadband provider in last 12 months

QB10D. How easy or difficult did you find this switching process for MODIIE PRONE MEIWOTK? .............cuuiuuiiuiiiiiii b8 8 £ £ 8841418414144t 423
Base : Those who have switched their mobile phone network supplier in last 12 months (including those with mobile in a bundle of services)

QB11D. Did you face any problems or issues when switching from one provider to another for your MODIlE PRONE NEIWOTK? ...t bbb b bbb 425
Base : Those switched their mobile phone network in last 12 months

QB12DA. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Finding information about 0ther SUPPIIEIS YOU COUIT USE.............uuuuiuuirmiumiimeiseiseessessseesessse s s 427
Base : Those switched their mobile phone network in last 12 months

QB12DB. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Knowing what steps you needed to take to switch from one supplier t0 @NOther ... 429
Base : Those switched their mobile phone network in last 12 months

QB12DC. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Knowing whether you needed to pay a cancellation or early termination charge to your previous SUPPIIET...........cc.eeriiririnrineineenssinesiesisesisssississi e 431
Base : Those switched their mobile phone network in last 12 months

QB12DD. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Keeping YOUr CUITENE PRONE MUMDET...........cvuuuriruiuiseesseriseessesssseessessssesese st ess stk 8 8884888t 433
Base : Those switched their mobile phone network in last 12 months

QB12DE. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Being able to get through to your previous supplier to tell them you wanted to cancel their SEIVICE ... 435
Base : Those switched their mobile phone network in last 12 months

QB12DF. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Having to tell your previous supplier that you wanted {0 CanCel tREIr SEIVICE.............cuririiriiiis s 437

Base : Those switched their mobile phone network in last 12 months
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QB12DG. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Getting your previous supplier to provide you with the information that you needed to be able to switch to another SUpplier ... 439
Base : Those switched their mobile phone network in last 12 months

QB12DH. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR MOBILE PHONE NETWORK - Arranging for the old and new services to stop and start at the Fght M ... 44
Base : Those switched their mobile phone network in last 12 months

QB10E. How easy or difficult did you find this switching process for fIXed N PRONE (CAIIS) 7.t bbbk bbb 444444444ttt 443
Base : Those who have switched their fixed line phone supplier in last 12 months (including those with fixed line phone in a bundle of services

QB11E. Did you face any problems or issues when switching from one provider to another for your fiXed iNE PhONE (CAIIS)?.............vwuuueermreiureieeiseeieressseesssee s ess s es s8R R 445
Base : Those switched their fixed line phone supplier in last 12 months

QB12EA. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Finding information about 0ther SUPPIIES YOU COUIT USE .........vuumrvemurimmerimeiiseeiieees st sssse s ess s bbb 447
Base : Those switched their fixed line phone supplier in last 12 months

QB12EB. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Knowing what steps you needed to take to switch from one SUPPIIEr t0 @NOTHET. ..o 449
Base : Those switched their fixed line phone supplier in last 12 months

QB12EC. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Knowing whether you needed to pay a cancellation or early termination charge to your previous SUPPIIET .............cciiierierierineriersesisessesresisesesesssssissias 451
Base : Those switched their fixed line phone supplier in last 12 months

QB12ED. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Keeping YOUF CUITENE PONE NMUMDET ...........ouviuuerirresseiiseesseesseesssesssseessseesssasseesseesseess s as s es s st s s8R 453
Base : Those switched their fixed line phone supplier in last 12 months

QB12EE. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Being able to get through to your previous supplier to tell them you wanted to cancel their SEIVICE............cuiiiiiiiiee s 455
Base : Those switched their fixed line phone supplier in last 12 months

QB12EF. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Having to tell your previous supplier that you wanted to CanCel their SEIVICE ...........ceririiieiiiees st 457
Base : Those switched their fixed line phone supplier in last 12 months

QB12EG. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Getting your previous supplier to provide you with the information that you needed to be able to switch to another SUPplIEr ..o 459
Base : Those switched their fixed line phone supplier in last 12 months

QB12EH. EASE/ DIFFICULTY WHEN SWITCHING SUPPLIER FOR FIXED LINE PHONE (CALLS) - Arranging for the old and new services to stop and start at the G HME ... 461
Base : Those switched their fixed line phone supplier in last 12 months

SUMMARY OF DIFFICULTY SWITCHING PACKAGE OF SERVICES..........cotituertreesieeesieseseessessseessesssseesssee s ssssesssesssss st eesss et ssse 0410481444411 4488 1444814418444 4 8440411048818 8 4881588114418 888488 E 1441888884484 E R8st 463
Base : Those switched their package of services in last 12 months

SUMMARY OF DIFFICULTY SWITCHING TV SERVICE ........oooreveiremieeiseiiiseresseesssesssesssssesssesesssss s essseasssess s ss st ssssssssessssessssessssssssesssssessssesssessssessssessssossssasesssesssseesssoesssesssseesssoessssessssessssessssoesssenssssessssnesssessssessssesesssesssanesssesss e st s et ess s ens s s es st reneenssses 465
Base : Those who have switched their TV service supplier in last 12 months (including those with TV in a bundle of services)

SUMMARY OF DIFFICULTY SWITCHING FIXED BROADBAND SERVICE ..........cootiuieermtueseessessseesssessseesssesssaessssessseesssessssessssesssssesssasssssesssssesssesssseestsaesssoesssseesssessssaesssoesssesssssesssessssesssseesssassssoesssaessssesssseessseesssaesssaeessseessseest et e b oL E RS RE bbb b bbb 467
Base : Those who have switched their fixed line broadband supplier in last 12 months (including those with broadband in a bundle of services)

SUMMARY OF DIFFICULTY SWITCHING MOBILE PHONE SERVICE ...........etieeiririeeesiesiesesssssseesssesssseessses s sssssesssasssesssseesssesssssesssesesssesssosesssesssseesssesessossssaeesssessssessssoesssessssaessssessssessssessssessssoessssesssesssseesssessssossssesesssessseesssesssseessseeesssesssessseesssessssssssesesssesssnessnessssnes 469
Base : Those who have switched their mobile phone network supplier in last 12 months (including those with mobile in a bundle of services)

SUMMARY OF DIFFICULTY SWITCHING FIXED LINE VOICE SERVICE .........c.couiuiieermiereseessessseessessseesssessseessssessssesss st sssesssseesss e esss 4114884448144 14 1444414041108 8144880881288 1418848848814 1888818488888t 471
Base : Those who have switched their fixed line phone supplier in last 12 months (including those with fixed line phone in a bundle of services

QB13A. Was there a period of time in the switching process where you chose to or had to pay more than one company to provide a service, to make sure you didn't 10S€ that SEIVICE?...........wu i 473
Base : Those switched their package of services in last 12 months

QBTAA. HOW [ONG FOF? ....ovoveuerirsetieceseesseesesse e ess e es s8££ 8888888848818 8814480414888 8 4418848 H 84 £ 4881141888 RE 81048488 EE 810841888 E 148188 E R E bRt 475

Base : Those paying more than one company during the switching process to provide a bundle of services
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QB15A. How much extra did you spend by paying MOre than 0N€ COMPEANY? ..ot e bbb bbb b4 £ £ 44444 bbb L 477
Base : Those paying more than one company during the switching process to provide a bundle of services

QB16A. Was there a period of time in the switching process where there was an unwanted break where you were not receiving a Service from €ither COMPANY? ...........ccreirririirire s 479
Base : Those switched their package of services in last 12 months

QBATA. HOW [ONG FOF? ....ooveuveritseceseesseeesseseseess s8££ 8884888848828 8144841884 E 8148418848 H 84 E 448114148848 RE 8048 E 188 E 810841888 E 14 RE 8RR E bRt 481
Base : Those who had an unwanted break in service when switching their package of services

QB18A. While you had this unwanted break with no service from your old or new supplier, WhiCh O theSE @PPIEA 10 YOU? ...........vureuiriieeiriieeeiseeiss s ess st as s st s8R R e 483
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