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Disclaimer

« TRA does not make any representations or warranties, either express or implied, that:

the information is free from inaccuracies, errors or omissions;

the information is exhaustive;

the information is of merchantable quality and fitness for a particular purpose.

« TRA, including its officers, board members, employees, agents and contractors, is not liable for:
e any inaccuracy, error or omission in the information contained in this document; nor

« any loss, damage, cost or expense whether direct, indirect, consequential or special, incurred by, or arising by reason of, any person using or
relying on the information and whether caused by reason of any inaccuracy, error, omission or misrepresentation in the information or

otherwise.

« TRA notes that the information contained in this report is based on a survey of a sample of 1621 residential consumers and

as such may not necessarily represent the market or the population as a whole.

» This survey fulfills the requirement to undertake research and publish information as set out in Article 54 of the Law. It also
fulfills the requirements of Article 25 to provide information to the Regulator as set out in the Individual Licenses granted to

the Operators mentioned in this survey.

[CANTAR TNS- 3
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Background and objectives




Background and objectives

The key role for TRA Bahrain is to build and regulate a strong telecom infrastructure and induce an environment that
would enable growth and benefits for citizens, businesses and the government.

Hence, crucial to understand the current level of service provided to the consumers, associated satisfaction to identify

problem areas and look into their future requirements to direct further investments.

This would help remove barriers and ensure the market environment remains abreast of global developments and

competitive to fuel growth.

The study objectives therefore looks at evaluating telecom services (fixed voice & data internet, mobile — voice and data,

international calls) on the following parameters:
 Access,

 Usage,

« Switching Behaviour

« And Satisfaction.
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Research design




Sample Summary

X

Data
Collection

1621 Face to Face
Interviews with
tablets (Computer
assisted personal
interviews)

Resident in Bahrain
for at least the past
12 months

[CANTAR TNS-

Demographics

Gender:
» Male: 67%
* Female: 33%

Age:

« 15-25years : 23%
» 26-35years: 37%
» 36-45years: 21%
* >46years: 18%

Nationality

Nationalities:

Bahraini: 43%
Non-Bahraini: 57%




Report Map

Mobile service

Device ownership

overview International

calling

Fixed line service Internet service
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Key Findings

98% of respondents
have access to internet
at home

17% of the respondents 29% of internet users buy

have access to a fixed line - -
products online especially for
telephony at home Internet fashion

Fixed Line 04 E-Commerce
97% of
respondents 98% of respondents
have smart who have mobile data
phones package using

WhatsApp

” EgEulEl 489% of respondents
100% of - Gl make international
respondents have calls directly from their
access to mobile mobile phone; 46%
telephony services use VOIP app (e.qg.
Skype, Tango and
Viber)

[CANTAR TNS-
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Key Findings — Device Ownership

]

Mobile
phone
100%
D .Q
Smartphone Feature phone
97% 30%

5
Fixed

telephones
17%

2016

Base: all respondents

O T
Smart Wi-Fi
devices router

14% 49%

&

Smart watch

Digital media ~ Smart home
player security system

9% 4% 3%

Q. Which of these items do you have in a usable state or a working condition in your house (regardless of whether they are regularly used)?

[CANTAR TNS-
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Fixed line Telephone

Key Findings - Fixed line service

49% of those who have 23% of those who
a fixed line spend less have fixed line
than BD 10 monthly switched the

In 2016, only 17% of all
respondents have access
to a fixed line

provider in 2016.

Reduction of
charges is the key
suggestion to
Switchers improve the service.

/

Access Satisfaction

Improvements

Usage

More used to call mobile 82% of fixed line users are
phones than fixed lines. overall satisfied with the
service provided

[CANTAR TNS-
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Fixed line Telephone

17% of the respondents have access to a fixed line in 2016.

As expected - a higher proportion of calls made from fixed line are
made to mobile phones.

1 7% of the respondents have access to a fixed line in 2016.

Base: all respondents

Average
number of ﬁ
calls made
per week
11 16 6

to..

Base: those

phofave s Fixed Line Mobile International

Q. On an average, how many calls do you make each week (include both weekday/ weekend of 7 days) from your fixed line telephone?

IKANTAR TNS- .,




49% of those who have a fixed line spend less than BD 10 monthly in
2016. Among current users- spends by Expat Arabs lower vs. others.

y m2011 =2014 w2015 ®=m2016
0

Monthly
spend on 64 53 49
fixed line

Base: those
who have a
fixed line Less than BD 10

BD 10.1 - BD 20 BD 20.1 - BD 30 More than BD 30

%
Monthly
spend on
fixed line by
Nationalities

38

25

1 0 0

T

Less than BD 10 BD 10.1 - BD 20 BD 20.1 - BD 30 More than BD 30

Base: those
who have a

fixed line m | ocals/Bharainis Expat Arab mAsians

Fixed line Telephone

Q. What is your household's average monthly bill on fixed line telephone services? (including international calls)

[CANTAR TNS-




Fixed line Telephone

18% of respondents have cancelled their fixed line and moved to

mobile only.
Having a mobile phone is the primary reason for not having a fixed line.

ﬁ >

. Reasons Have a mobile phone, so |
18% have cancelled their o not donftneed a fixed line -98

fixed line in the past and having
. fixed line The cost of getting a fixed
moved to mobile only telephone is too high 16

Base: those

11% in 2015 who do not

Base: all respondents Iri]r?;/irﬁj;ﬁelde Building that | stay in, is
; P not served by fixed line
esponse
allowed) telephony 6

Q. Have you previously cancelled a fixed line service and instead relied solely on mobile service
KANTAR TNS Q. You mentioned that you do not have a fixed line. Please see this card and tell us which of the following most closely describe your reasons ‘
7 for not having a fixed line telephone? |

16



Fixed line Telephone

23% of those who have fixed line switched the provider in 2016. Switching
Among those who have switched, the main reason was due to lower
price.

% i
Lower price
Switched . Reasons for
flxed. line  ,,.c - 12 | swﬂc_:hmg Quality of Services
providers . providers
Base: those i Base: those
who have 2014 - 10 : who T}a‘éef. .
fixed li ! switched fixe
ixed line : line provider Better Processes
2011 4
% E Others
%
m2016 ®m2015 ®m2014 =2011
ICANTAR TNS- -




: : Fixed line Telephone
Almost half of the respondents are aware of the Fixed line number Number porta%”ity

portability feature offered with their fixed line connection. 1 in 4 among those
who have switched their provider opted to port the number.

Time taken to install the new line
h %

46% are aware that they can switch between

. . . . . Onthe same 1-2days 3-4days Morethan4
fixed line providers without changing the day days
number Base: Fr_\ose who have switched fixed line provider using number
Base: all respondents portability

Satisfaction with number portability

h Me;ln 3.69

m Very satisfied
m Satisfied
m Neither satisfied nor

dissatisfied

26% of those who have switched fixed line = Not very saisfied
providers done so using number portability

Base: those who have switched fixed line provider

Base: those who have switched fixed line provider using number
portability
Q. Do you know that you can change to another fixed line service provider without changing your current fixed line number?

KANTAR TNS Q. Have you switched between fixed line services provider without changing your number in the last 1 year? ‘
1 Q. How long did it take to install the new telephone line from the date of your official request?

Q. How satisfied were you with your overall experience of switching your fixed line provider without changing the number?




Fixed line Telephone
Customers are satisfied with the fixed line services in general although Satisfaction

overall satisfaction decreased in 2016, especially due to pricing for
iInternational calls (largely driven by Asians).

Fixed line Overall Satisfaction through the years
%

Mean score: Scale 1to 5

2015 2016
m Very Satisfied Overall fixed telephone service
Quiality of voice while making national calls
I.e. within Bahrain
® Fairly Satisfied

Ease of billing

: L Transparency and clarity of offers
m Neither Satisfied

nor dissatisfied
Ability to make calls without call dropping

= Not Satisfied Quiality of the customer services
Quality of voice while making international calls
m Not at all
satisfied Price of national calls made from fixed line
2014 2015 2016 Price of international calls made from 4 10 BYEEY »
fixed line
1
Q. How satisfied are you with the following elements of your fixed phone services?  Largely driven by Expat ‘
[CANTAR TNS 19
a1




Reduction of charges is the key suggestion to improve the service.

Fixed line Telephone
Improvement Suggestions

% 2007 =2011 =2014 =m2015 m2016

Suggestions for

Improvement
Base: those
who have a
fixed line 11
Reduce charges Improve the quality Improve the quality  Improve the range of Others
of fixed line service of customer service services available from
in case of problems/ fixed phone
iIssues

Q. Could you please tell me if there are any suggestions you would like to make to help serve you better in the future for fixed line?

[CANTAR TNS-
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Key Findings — Mobile Service

61% of the respondents

are pre-paid users, while Switchers base Al
72% of the respondents 39% own a post-paid increased by +9% usrg;) ?rt]tz\r/r?(ra)t/%nne
- connection 201 : :
i onl{;;e mobile N SR Ee o) 20 their mobile (96%
goig)e (+3% compared to of the respondents)

and most of them
(80%) subscribed a
data plan

Connection Switching

Mobile S Sim Card ~ Spend Mobile data

69% of the respondents
own only one sim Card
(10% higher compared to
2015)

61% of users spend less
than BD 10 on their mobile
expenses

[CANTAR TNS-
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Mobile — Handsets VS Sim

72% of respondents declared to have used one mobile phone while
69% own only one sim Card (+10% compared to 2015).

Number of SIM cards
Base: all respondents

2007 99
2011 99
2014 100 1 2 3 More than
. 3
Number of mobile phones used
2011 100 Base: all respondents

%
——2016

—=—2015

1 2 3 More than 3

Q. How many Mobiles i.e. how many handsets have you used for your own needs in the last 3 months?

KANTAR TNS Q. How many Active SIM cards do you use for your own needs?
n




o _ _ bile — Si q
Among multi Simmers, the advantage of promotions made by different

providers is the main reason to get multi Sim Cards

To take advantage of
different promotions offered
by different operators

Other 1/
\W To use separate SIMs
for voice and mobile

data (i.e. internet)
Base: Multi simmers

To get better connectivity
with other regions of the 50
country

To use when traveling
abroad

To have separate SIMs for
Online banking business or personal use

Q. You mentioned that you use more than one active SIM card for your needs; could you please tell us the reasons why do you use more than

KANTAR '|'Ns__1 one SIM Cards?

24




: : : : . Mobile — Prepaid VS Postpaid
The trend for Prepaid connection continue to decline even in 2016;

61% of the respondents are prepaid users, while 39% own a postpaid
connection.

2011 | 2014 2015 | 2016

m Prepaid Connection
m Postpaid Connection

[CANTAR TNS-




Mobile — Usage Reasons

Expenditure control and avoid monthly payments/commitments are the
main reasons to use a prepaid connection. On the other side, avoid often
recharge or getting a good offer subscription are the key reasons for
postpaid usage.

Mobile Phone Reasons for using prepaid
Connection Type % ”
Base: those who only have a prepaid connection . Base: those who only have a postpaid connection
To manage my - 71 To avoid having to recharge
expenditures i phone credit
48 i 42
39% i
0 To avoid monthly payment/ - 61 ~ Subscription was part of a
To avoid commitments | ood offer
46 9 44
Subscnptlgn :c/fvaslparLOf a - 34 International roaming easier
| gooad orrer /package . to use with postpaid
= Prepaid connection Postpaid Connection -
I\/IO_re promotions are - 34 SIM card was provided by
available with prepaid ‘ company
m 2016 = 2015 2016 m 2015
KANTAR TNS- .-




Mobile — Calls

Weekly average calls made from mobile reach out mainly to other
mobile phone, followed by International calls and Fixed line

Average ﬁ
number of

calls made

each week to..

Base:

those Fixed line Mobile International
who have

used a 9 26 11
mobile

Q. On an average, how many calls do you make each week (include both weekday/ weekend of 7 days) from your mobile phone?

[CANTAR TNS-
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Mobile — Calls

Majority of users spend less than BD 10 on their mobile expenses,
significant increment compared to 2015.

y 2007 m2011 =2014 =2015 m2016
Monthly i

spend on @
mobile I 2 -

Base: those - 5 3 3

who have used - . - — __‘ TR EN D

a mobile Less than BD 10 BD 10.1 - BD 20 BD 20.1 - BD 30 More than BD 30

Monthly
spend on
mobile by
Nationalities

Base: those LessthanBD 10  BD10.1-BD20 BD20.1-BD30  More than BD 30
who have used

a mobile

m Locals/Bharainis mExpat Arab Asians m\Western

Q. On average, how much do you spend on mobile phone service (including international calls and mobile data) each month?

IKANTAR TNS- :
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Mobile — Data

Almost everyone uses internet on their mobile and 80% of those who
have used internet on mobile, subscribed to a data plan.

2@ 96% use internet on their phones

3G Base: all respondents

Have a Monthly/Weekly/Daily/
Social Pack Data plan/allowance

%

Mobile data
subscription
Never subscribed to any plan and | I 9
Base: those who pay as | use it
have used
nternet on their Subscribed in the past to
mobile Monthly/Weekly/Daily/ Social Pack I 8
Data plan/allowance
Only use WiFi ‘ 3

Q. Do you access internet through your mobile phone by that | mean browse sites, access apps, social media, mobile banking, etc.?
KANTAR TNS Q. Can you please tell me if you have subscribed to a mobile data plan i.e paying monthly/ weekly/ daily for mobile data? ‘ 29
|




Those who do not use mobile data either find it expensive or access
internet only through WiFi. Vs. 2015, higher proportion using social

network or accessing entertainment related content.

Activities carried out on internet from mobile Reasons for not using mobile data
Base: all respondents % Base: Those who do not use mobile data

%

Expensive [ B
Limited usage - use only WiFi B 23
Speed not satisfactory - 41
Not value for money - 35

Poor data connectivity - 27
Data allowance does not meet needs - 25

Social networking
Sending or receiving e-malil

Downloading movies/ images/ music, watching videos,
listening to music

Getting information about goods or services
Posting information or instant messaging
Telephoning over the Internet/\VVolP
Sending emails with attached files

Playing or downloading games

Education or learning activities Inadequate range of packages . 13

\'¢

Q. For which of the following activities did you use mobile internet for personal purposes in the last 3 months?

KANTAR TNS Q. Can you let us know reasons for not using mobile data?
n

Reading/ downloading e-papers, magazines, e-books
Getting information related to health

Purchasing or ordering goods or services
Downloading software

Using peer to peer file sharing

Internet banking

Getting information from government organizations

Interacting with general government Organizations

Creating a web page - ]1%

Keeping viruses, spyware and adware off your computer || ilmt%o

30




Switchers base increased in 2016 vs. previous years; The main reason Mobile — Switching

to switch is due to get more attractive promotion and a good price from
other providers.

%

Attractive Promotion
% 62
Switched - 21 Reasons for Good Price
mobile switching 29
providers providers The other operator had
Base: Base: those better mobile coverage 15 2016
those who have
2014 10 . 2015
who have switched The other operator
a mobile mobile provider offered a better bundle
16 7
2011 Unhappy with the level of
customer service | was
receiving 10
Better data connectivity

Q. Have you ever switched between mobile providers where you do not use the previous provider anymore?
KANTAR TNS Q. Please tell me what was the most important reason for which you have switched your mobile service provider?
|




Almost 4 in 5 mobile users are aware of the number portability feature. Mobile — Portability

Around one-third among those who have switched providers have done
so without changing their number. They are also satisfied with their
experience.

h Time taken to activate new SIM %

[ 7% are aware that they can switch

the number day days
Base: all respondents Base: those who have switched mobile provider using number portability

Satisfaction with number portability

« Mean 4.16

m Very satisfied

l I m Satisfied

m Neither satisfied %

30% of those who have switched providers nor dissatisfied

in the past have done so without changing " Notvery satisfied

the number m Not at all satisfied /

Base: those who have switched mobile provider in the past Base: those who have switched mobile provider using number portability

Q. Do you know you can change to another mobile network provider without changing your current number?
KANTAR TNS Q. Have you switched between mobile phone service provider without changing your number in the last 1 year? ‘ 32
Q. How long did it take for the new connection to get activated from the date of your official request? |
Q. How satisfied were you with your experience of switching the mobile network provider without changing your number? ‘



Customers are satisfied with the mobile services in general (Top 2 Box

Mobile — Satisfaction

score of 90, same score as 2015). Pricing in general seeing relatively

lower satisfaction score.

Mobile Overall Satisfaction through the years %

m Very Satisfied

Mean score: Scale 1to 5
2015 2016

Querall Mabile Service
Ability To Make Calls Without Call Dropping
Voice Quality When Making Local Calls

Voice Quality When Making International Calls

Mobile Data Connectivity
Speed Of Mobile Internet
Choice Of Service Made Available To You
Variety Of Mobile Voice Products

Variety Of Mobile Data Products

Variety Of Roaming Products

Price Of National Calls Made
Price Of International Calls Made
Price Of Text Messages

Price Of Roaming Services
Price Of Value Added Services

Quiality Of Customer Service
Transparency And Clarity Of Offers

The Number Of Operators Providing Mobile Services

1
[
1
1 ™~
I l
! :
I 1
| L OHSIsEEr
® Fairly Satisfied I i
I :
! |
| 1
I I
m Neither Satisfied I L
nor dissatisfied : !
I :
I l
. . 1
= Not Satisfied : ' Price Of Mobile Data
I 1
1
: :
, r
m Not at all : !
Satisfied I !
. Ease Of Recharge
2011 2014 2015 : 2016 i Ease Of Billing
Note: 2016 scale for customer satisfaction is a 5 points scale; . 1
in the previous years was a 3 points scale : S) pomt scale on 2016 :
. How satisfied are you with the following elements of your mobile services?
y g y
[CANTAR TNS-




Other diagnostics

Mobile — Satisfaction

Price of National calls Price of Text messages

m Very Satisfied m Very Satisfied

m Fairly Satisfied m Fairly Satisfied

m Neither Satisfied

® Neither Satisfied
nor dissatisfied

nor dissatisfied

m Not Satisfied % m Not Satisfied
m Not at all m Not at all Satisfied
Satisfied
m DK m DK
2011 2014 2015 2016 2011 2014 2015 2016
Quality of Customer Service Ability to make call w/o being cut off
: m Very Satisfied I
m Very Satisfied | :
1 m Fairly Satisfied I
® Fairly Satisfied 1 I
1 m Neither Satisfied 1
m Neither Satisfied : nor dissatisfied 1
nor dissatisfied I m Not Satisfied :
® Not Satisfied 1 I
1 m Not at all 1
m Not at all Satisfied ! Satisfied 1
: m DK I
! 1
m DK
2011 2014 2015 1 2016 2011 2014 2015 1 2016

Q. How satisfied are you with the following elements of your mobile services?

I(ANTAR T N S =1 Note: 2016 scale for customer satisfaction is a 5 points scale;

in the previous years was a 3 points scale




Other diagnostics

Mobile — Satisfaction
Choice Of Service

Made Available To You Price Of International Calls Made

m Very Satisfied m Very Satisfied

m Fairly Satisfied m Fairly Satisfied

m Neither Satisfied

® Neither Satisfied
nor dissatisfied

nor dissatisfied N/A
m Not Satisfied % m Not Satisfied
m Not at all m Not at all Satisfied
Satisfied
m DK

m DK

1
1
1
1
1
1
1
1
1
1
1
1
1
|
|
2011 2014 2015 2016 1

2011 2014 2015

2016

Number Of Operators Providing
Mobile Services

Price Of Value Added Services

m Very Satisfied

m Very Satisfied
m Fairly Satisfied

I I
| 1
I I
| 1
® Fairly Satisfied 1 I
1 m Neither Satisfied 1
® Neither Satisfied : nor dissatisfied 1
nor dissatisfied I m Not Satisfied :
® Not Satisfied 1 I
1 m Not at all 1
m Not at all Satisfied ! Satisfied I
I I

I m DK
1

m DK
2011 2014 2015 1 2016 2011 2014 2015 1 2016

Q. How satisfied are you with the following elements of your mobile services?

I(ANTAR T N S =1 Note: 2016 scale for customer satisfaction is a 5 points scale;

in the previous years was a 3 points scale




Reduction of charges is the key suggestion to improve the service,
+7% compared to 2015.

Mobile
Improvement Suggestions

% 2015 m2016
72
65
Suggestions for 52
improvement 45
36

Base: those 35 33

who have a 28

fixed line

10
- Il
Reduce charges Improve the quality of Improve the range of Improve the quality of Others
mobile services services available from customer service

mobile phone

Q. Could you please tell me if there are any suggestions you would like to make to help serve you better in the future for fixed line?
36

[CANTAR TNS-




Mobile — OTT App

When messaging, respondents favour OTT, wherein WhatsApp is used

by nearly everyone. Among OTT users, only 13% also use SMS, +6%
compared to 2015

Increase mainly
WhatsApp 08 prompted by

iMessage service
OTT apps k= 13

used Skype 43 Proportion of

Base: those - 26 :
who have used messaging SMS
internet on Viber 34 SMSvs OTT
mobile - 39 Baser:] those mOTT
iMessages (regular SMS who have
e (reg 28 used OTT
sent via iPhone) . 13
apps
Other popular OTT apps in 21
Bahrain i’ 2015 2016
2016 m 2015

Q. Which of these means of communication do you use to communicate with friends and family (In Bahrain or outside of Bahrain) at least once

ICANTAR TNS. 227

Q. What proportion of your messaging do you do via SMS or by OTT instant messenger apps (Skype, Viber etc.)




Mobile — OTT App

In case of unavailability of OTT, calling using mobile is the preferred
means of communication.

Phone call using mobile

Phone call using mobile
What if OTT - E

What if
netant Used SMS calling was Used SMS 28
Messenger not available
was not Base: those _
available Email who have Emall . 14
used OTT
Base: those apps
who have N . Phone call using fixed line I 12
used OTT Phone call using fixed line I 12
apps
Not made the call I 9
Not made the call I 8

Q. Consider the last time you used an IM service (ex. WhatsApp etc.) to communicate, in the absence of that service what would you have done?

KANTAR TNS Q. Consider the last time you used an OTT app (ex. Skype, Viber etc.) to make a call, in the absence of that service what would you have done? 38
|




In terms of OTT satisfaction, Network coverage represent a critical
point among OTT users

Mobile — OTT App
Satisfaction

Mean score: Scale 1 (Not at all Satisfied) to 5 (Very Satisfied)

Quiality of voice calls

_ _ Ability to make calls
Satisfaction without call dropping

with OTT apps

Base: those Speed of delivery of text
who have

used OTT Messages

apps

Consistency of network
coverage — for calls and
messages

Q. How satisfied are you with the following elements of OTT communications?

[CANTAR TNS-
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Key Findings - Internet service

Internet access and usage
continues to increase in )
2016; 98% of respondents SErvices
has access to Internet —
majority through mobile

81% spend less than BD
20 on their internet

Satisfaction

Usage Spend Switchers

data
Access
The majority of
respondents use internet
on a daily basis
[CANTAR TNSA

Switchers are
at 9% in 2016;
Price is the
main reason
for switching

Satisfaction with
Internet service
Is very high.

40




Internet - Access

Internet access and usage continues to increase in 2016.

%

98

Internet access 89
at home (Total Access)

Base: all respondents

67
53

2007 2011 2014 2015 2016

IKANTAR TNS- -




Internet - Access

Lack of time and the high cost of service are the main reasons for not
having access to internet at home in 2016

%

Reasons for Lack of time 30
not having >3
access to _23 44
Internet at Cost of service is too high 22
home 21
I /4
. . . 9
Equipment cost is too high
Base: those
who don't
. Il °
have Have access to internet 46
access to elsewhere
internet at 20
home 33
M6

Don't need Internet 1

m2016 =2015 =2014 m=2011

Q. Which broadband internet provider do you currently use for your home internet services?

IKANTAR TNS"I Q. What are the reasons for not having access to the internet? 42




Internet - Usage

Nearly everyone has access to internet as well as uses it now.

%

87

Used internet in
the last 3 months

Base: all respondents

2011 2014 2015 2016

Q. Have you used internet from any location? ‘
43

[CANTAR TNS-




Internet - Usage

All respondents use internet on a daily basis and all of them have a
mobile broadband network via handsets, which increased significantly
compared to 2015.

100 2015 m 2016

%
Frequency of
using internet

Base: those
who have
used internet 9
0 2 0 1 0
Every day At least once a week At least once a Less than once a
month month
Type of % 2015 m 2016
0
oy . 99
- connection 63
l B th 28 o3
ase: those 24
CHD who have 20 2l
used
internet Fixed wired broadband Fixed wireless Mobile broadband Mobile broadband
(e.g. DSL and Fibre) broadband (e.g. network via handsets network via card, USB
Wimax) or router

Q. On an average, how often did you use the internet in the last 3 months?
KANTAR TNS Q. What are all the types of internet access you or your family members used? Please let me know all the methods used to access internet at home ‘
|

44




Internet — Location and Speed

Internet usage location mostly in mobility, at home and at the work
place. 40% of internet users utilize a fixed wired/ Fixed wireless with

more than 10Mbps

I 00
- 51
In mobility % 54
23
N /6
Home 84
83
83
: 57 ” wired wireless
Location Another person’s 30 w2016 ’ b |
- 1 Mbps or less 5 -
of internet home . 20 015 Speed o_f P
usage 28 2014 connection  2mMpps to 5 2Mbps 21 32
Base: those Commercial internet 2011 Base: those who
who have access facility W6 nave used 6 Mbps to 10 Mbps 32 27
used 21 corresponding
internet 1 type of ; More than 10Mbps 42 40
connection
Community internet ] ]iél
access facility ] 15
. 10
Place of education 14

14

Q. Please look at this card and tell us where did you use the internet in the last 3 months?
KANTAR TNS Q. What is the advertised speed/s of the following types of internet connection you subscribe to at home?
|




81% spend less than BD 20 on their internet services and the majority
are not willing to pay extra for a higher speed.

57
Monthly 0% 50

46 2014
spend on
internet 33 3231 2015

Base: m 2016
those who

have used 10 5 4 —— 0
internet - 0 O

Under BD 10 BD 10 - 20 BD 20 - 30 BD 30 - 50

More than BD
50

775
%

Willingness
to spend
extra for
100Mbps

Base: those

19 18
5
who have . 3 — 1 2 o 1
used

internet Not willing BD 5 BD 10 BD 15

BD 20 or more

Q. How much on an average, do you spend on internet services each month?

KANTAR TNS Q. Compared with your current monthly spend on the internet services how much extra money would you be prepared to spend for 100 Mb per ‘
71 second (i.e. fiber service)

46




Internet — Activities

Among other activities — approximately 30% of the audience are
shopping online, using cloud services and using internet banking
services.

%

Social networking sites 93
Sending or receiving e-mail 71
Downloading movies, images, music, watching TV 70
Getting information about goods or services 61
20 16 Sending emails with attached files 59
Posting information or instant messaging 58
ACt|V|t|eS Playing or downloading video games or computer games 55

carr | ed 0 Ut Telephoning over the Internet/VolP 52

on | n tel’ n et Reading or downloading on-line newspapers 50

B
S~

Education or learning activities 49

Base:
those who Downloading software 45

have used Getting information related to health or health services 43
internet

Using peer to peer file sharing 39
Internet banking 34
Making an appointment with a health practitioner 32

Interacting with general government Organizations 31

Using storage space on the Internet to save documents, 28

Looking for a job or sending/submitting a job application 22

Q. For which of the following activities did you use the internet for private purposes (from any location) in the last three months?
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Internet — Activities

Social networking, access to entertainment content, gaming etc
registering an increase in 2016.

%

Social networking sites I O3
o
Sending or receiving e-mail 53 71
53 -
: - - ; I O
Downloading, streaming videos and music
TREND 0 0 L
L o ) ) I O m 2016
Activities Getting information about goods or services
7 X carried out EE— 50 2015
on internet Sending emails with attached files
\ / 2014
Base: I 58
those who Posting information or instant messaging 38 50 2011
have used 2/ 55
. |
Internet . . 35
Playing/ downloading games 2267
I S
: 44
Telephoning over the Internet/VolP - 39
_31 50
Reading or downloading on-line newspapers 3037
|
- 49
Education or learning activities & 24

Q. For which of the following activities did you use the internet for private purposes (from any location) in the last three months?
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Those shopping online — use it primarily to purchase fashion products

followed by bill payments.

Q

0

Other means more convenient - o1
Barriers to Not safe - 44

%

Fashion

Types of goods _
Household utility bills online
purchased : :
i purchases Don’t understand online . o8
e _ payments
Base: those Base: those
who have Purchasing travel tickets 47 who have not
purchased
online

Don't know how to solve

Electronics/ appliances
PP problems

32

gﬁﬁéa%d Hidden fees l 20

Cinema/ Entertainment 6

N .

Q. You said that you made an online purchase in the last 3 months, could you please tell me what kind of products or services did you buy online?

KANTAR TNS Q. You said that you have not bought any products or service on the internet in the last 3 months, can you please tell me the reasons for that? 49
n




Within the country, Credit card and Cash on delivery are the main mode

to pay after an online purchase; Outside the country, Internet/mobile
banking is the most used method.

%

Mode of
online
purchase
and location
of seller

Outside the
country

m Within the
country

Base: those
who have
purchased
online

Internet banking or Credit card Debit card Cash on delivery Other payment method

mobile banking

Q. How did you pay for the product or service you bought online from sellers within the country and outside? ‘
50
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Proportion of internet users switching their providers remains stable

vs. 2015. Price is the main reason for switching.

Switched
Internet
providers
in the
past

Base: those

who have
used internet

2016

2015

2014

Reasons for
switching

Base: those
who have
switched
internet
provider

Q. Have you ever switched your internet service provider in the past?
KANTAR TNS Q. You mentioned that you have switched your internet service provider. Please tell the reason for switching your internet service provider ‘
n

Internet — Switching

%

Price 53
46
. . 36
Service Quality - 39
52
Range of Services r 35
offered 18

13
Not enough B 20
packages
Reliability 19
18
20
Customer Service 16
5
15

Privacy and security [J§ 8

m 2016 =2015 = 2014

51




12% of internet users have replaced their fixed internet with mobile

Internet and most of them have done so for a better speed and ability to

access internet on the go.

Replaced 2016 - 12

fixed internet

with mobile 21
Internet 2015

Base: those
who have

used 2014 4
internet

2011 7

Reasons for
replacing
fixed with
mobile
internet
Base: those

who have
replaced

fixed with

mobile
internet

More speed

It can be used
anywhere

Cheaper

Internet — Fixed vs Mobile

%

I

34

m 2016
B
2015
;-
50

Q. Have you ever replaced your fixed broadband service with a mobile internet service?
KANTAR TNS Q. What were some of the reasons why you replaced fixed broadband service with mobile internet?
n




Satisfaction with internet services is generally high. There is scope for

Improvement on consistency of internet speed and value for money.

Mobile Overall Satisfaction through the years Satisfaction with services Scale 1105
o  Base: those who have used internet 2015 2016
m Very Satisfied Overall Quality Of Internet Service
Reliability Of The Internet Service
® Fairly Satisfied

Speed Of Internet

Speed And Quality Of Internet Services At

m Neither Satisfied Commercial Places

nor dissatisfied

Range Of Internet Speed Packages

= Not Satisfied Speed And Quality Of Internet Services At Community 8

Facilities

Response Of Service Provider While Dealing With
Problems

m Not at all
Satisfied Overall Value For Money aiuy 3.92
2014 2015 ' 2016 :
_ o . . Consistency Of Internet Speed
Note: 2016 scale for customer satisfaction is a 5 points scale; | -
in the previous years was a 3 points scale I S) p0|nt scale on 2016
Q. How satisfied are you with the following elements of your internet service?
IKANTAR TNS., u_ s




Internet
Improvement Suggestions

Reduction of charges is the key suggestion to improve the service.

2014 w2015 m2016
71

o4 63 61 61

| 58
Suggestions for

Improvement

Base: those
who have used
internet

Reduce charges Improve the quality of internet Improve the quality of customer Others
services service when there is problem
with the service

Q. Could you please tell me if there are any suggestions you would like to make to help serve you better in the future for internet?
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Key Findings — International calling

Close to 50% of the time is
spent using OTT services
for making international
calls.

46% of respondents use
VOIP app such as Skype,
Tango and Viber, through
WiFi connection or Mobile
Broadband [service

Pull Factor

International
Calls

Mobile

India is the most called
international destination,
followed by UAE and
Saudi Arabia

48% of respondents make
international calls directly
from the mobile phone

International Calling

Costs of call, privacy and
security are the key factors to
make international call for the
users

[CANTAR TNS-
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48% of respondents make international calls directly with the mobile
phone, while 46% use also VOIP app such as Skype, Viber.

International Calling

Currently OTT services are used at least 50% of the time relative to other

methods.

%

Direct dial using your mobile phone

Mobile phone - VoIP (e.g. Skype tango viber)
over Wi-Fi

48

46

Proportion of international calls by

medium
Base: those who make international calls

%
: : 60
Method _used Mobile phone - VoIP (e.g. Skype tango viber) 46
for making over mobile broadband service
international Computer to computer free calls (e.g. Skype, 45
(IDD) calls Viber, WhatsApp)
Mobile phone - international calling cards - 21
Base: all respondents supplied by your mobile operator
Mobile phone - international calling cards - 16
supplied by other operators 1 . l
Fixed line - 15 Mobile Fixed Operator
Provided
_ _ VOIP card
Not make international calls - 21 2015 m2016
Q. Putting aside for the moment how you pay for international calls, which of these possible options do you use to make international calls?
KANTAR TNS Q. Thinking of the time you spent making international calls for personal use, what proportion of your international calls are made from: ‘ 56
1




International Calling

T2B

India is the most called international destination and the cost of calls is
the most important factor considered when making an international call.

%
Cost of calls
India - 41 Factor important
Countries called in deciding how  prjyacy and
to (in order of to make Security
popularity) international
' ' calls
Base: those who United Arab Emirates - 32 |
make international Base: those Quallty of
calls who make .
international Service
calls

o

Saudi Arabia 23

Convenience

Q. Which countries do you regularly call from each of the following methods?
Q. What factors are most important to you when deciding how you will make your international calls. Please give importance to following factors on a *

KANTAR TNS 71 point importance scale where 5 means extremely important and 1 means not at all important “ o7
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International Calling




