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  Page Table Title Base Description Base

 1 1 S1A. Gender Base: All respondents 2585

 2 2 S1B. Is your current gender the same as (or does your current 
gender align with) your sex assigned at birth?

Base: All respondents 2585

 3 3 S2. Age Base: All respondents 2585

 4 4 S2A. Region Base: All respondents 2585

 5 5 Urban/Rural Base: All respondents 2585

 6 6 S3A. Which of the following best describes the employment status 
of the Chief Income Earner in your household?

Base: All respondents 2585

 7 7 S3B. Does the Chief Income Earner have a private pension / 
allowance?

Base: All respondents who are 
retired

637

 8 8 S4. Which of these services do you or does your household have? Base: All respondents 2585

 9 9 S5. Does your household pay line rental in order to receive your 
fixed broadband service?

Base: All respondents who have a 
fixed broadband internet

1005

 10 10 Q1. Which, if any, of these services are you the primary or joint 
decision maker when deciding which provider to use in your 
home?

Base: All respondents 2585

 11 11 Q2. Do you receive any of these services from the same provider? Base: All respondents who have 
more than one service

2211

 12 12 Q2. Do you receive any of these services from the same provider? Base: All respondents 2585

 13 13 Q3. Please indicate which company you pay for this service, not 
the brand of your set top box or handset. 
Summary

Base: All respondents asked 2481

 14 14 Q3. Please indicate which company you pay for this service, not 
the brand of your set top box or handset. 
mobile phone service

Base: All respondents asked 2481
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  Page Table Title Base Description Base

 15 15 Q3. Please indicate which company you pay for this service, not 
the brand of your set top box or handset. 
fixed line Phone

Base: All respondents asked 1444

 16 16 Q3. Please indicate which company you pay for this service, not 
the brand of your set top box or handset. 
fixed Broadband

Base: All respondents asked 2125

 17 17 Q3. Please indicate which company you pay for this service, not 
the brand of your set top box or handset. 
pay TV Service

Base: All respondents asked 1276

 18 18 LSUM. Landline Provider SUMMARY TABLE Base: All Landline respondents 
asked

1444

 19 19 L1. In terms of your landline service, how satisfied are you with the
OVERALL SERVICE PROVIDED by <Landline>

Base: All Landline respondents 1444

 20 20 L1. In terms of your landline service, how satisfied are you with the
OVERALL SERVICE PROVIDED by <Landline>

Base: All Landline respondents 1444

 21 21 L2. How satisfied are you with the overall VALUE FOR MONEY of 
your service from <Landline>?

Base: All Landline respondents 
not having the service in a bundle

234

 22 22 L2. How satisfied are you with the overall VALUE FOR MONEY of 
your service from <Landline>?

Base: All Landline respondents 
not having the service in a bundle

234

 23 23 L3. How satisfied are you with the RELIABILITY of your landline 
service from <Landline>?

Base: All Landline respondents 1444

 24 24 L3. How satisfied are you with the RELIABILITY of your landline 
service from <Landline>?

Base: All Landline respondents 1444

 25 25 L4. How satisfied are you with the clarity of the line when making 
or receiving calls on your landline from <Landline>.

Base: All Landline respondents 1444

 26 26 L4. How satisfied are you with the clarity of the line when making 
or receiving calls on your landline from <Landline>.

Base: All Landline respondents 1444

 27 27 M1. Which of these best describe the mobile phone package you 
personally use most often?

Base: All Mobile respondents 2481



Page 3

  Page Table Title Base Description Base

 28 28 M1. Which of these best describe the mobile phone package you 
personally use most often?

Base: All Mobile respondents 2481

 29 29 MSUM. Mobile Provider SUMMARY TABLE Base: All Mobile respondents 
asked

2481

 30 30 M2. In terms of your mobile phone service, how satisfied are you 
with the OVERALL SERVICE PROVIDED by <Mobile>?

Base: All Mobile respondents 2481

 31 31 M2. In terms of your mobile phone service, how satisfied are you 
with the OVERALL SERVICE PROVIDED by <Mobile>?

Base: All Mobile respondents 2481

 32 32 M3. How satisfied are you with the overall VALUE FOR MONEY of 
your service from <Mobile>?

Base: All Mobile respondents not 
having the service in a bundle

2047

 33 33 M3. How satisfied are you with the overall VALUE FOR MONEY of 
your service from <Mobile>?

Base: All Mobile respondents not 
having the service in a bundle

2047

 34 34 M4. How satisfied are you OVERALL with the RECEPTION OR 
SIGNAL STRENGTH that you get on your mobile phone service 
from <Mobile>?

Base: All Mobile respondents 2481

 35 35 M4. How satisfied are you OVERALL with the RECEPTION OR 
SIGNAL STRENGTH that you get on your mobile phone service 
from <Mobile>?

Base: All Mobile respondents 2481

 36 36 IN1. Which of these fixed broadband services does your 
household have?

Base: All Internet respondents 2125

 37 37 IN1. Which of these fixed broadband services does your 
household have?

Base: All Internet respondents 2125

 38 38 INSUM. Fixed Broadband Provider SUMMARY TABLE Base: All Internet respondents 
asked

2125

 39 39 IN2. In terms of your fixed broadband service, how satisfied are 
you with the OVERALL SERVICE PROVIDED by <Broadband>?

Base: All Internet respondents 2125

 40 40 IN2. In terms of your fixed broadband service, how satisfied are 
you with the OVERALL SERVICE PROVIDED by <Broadband>?

Base: All Internet respondents 2125
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 41 41 IN3. How satisfied are you with the overall VALUE FOR MONEY of
your service from <Broadband>?

Base: All Internet respondents not 
having the service in a bundle

616

 42 42 IN3. How satisfied are you with the overall VALUE FOR MONEY of
your service from <Broadband>?

Base: All Internet respondents not 
having the service in a bundle

616

 43 43 IN4. How satisfied are you with the SPEED OF SERVICE while 
online from <Broadband>?

Base: All Internet respondents 2125

 44 44 IN4. How satisfied are you with the SPEED OF SERVICE while 
online from <Broadband>?

Base: All Internet respondents 2125

 45 45 IN5. How satisfied are you with the RELIABILITY of your fixed 
broadband service from <Broadband>?

Base: All Internet respondents 2125

 46 46 IN5. How satisfied are you with the RELIABILITY of your fixed 
broadband service from <Broadband>?

Base: All Internet respondents 2125

 47 47 PTSUM. Pay TV Provider SUMMARY TABLE Base: All TV respondents 
respondents asked

1276

 48 48 PT1. How satisfied are you with the OVERALL SERVICE 
PROVIDED by your television service provider <TV>?

Base: All TV respondents 1276

 49 49 PT1. How satisfied are you with the OVERALL SERVICE 
PROVIDED by your television service provider <TV>?

Base: All TV respondents 1276

 50 50 PT2. How satisfied are you with the overall VALUE FOR MONEY 
of your service from <TV>?

Base: All TV respondents not 
having the service in a bundle

462

 51 51 PT2. How satisfied are you with the overall VALUE FOR MONEY 
of your service from <TV>?

Base: All TV respondents not 
having the service in a bundle

462

 52 52 B1. In terms of your overall package of services, how satisfied are 
you with the OVERALL SERVICE PROVIDED by 
<BundleProvider>?

Base: All Bundle respondents 1628

 53 53 B1. In terms of your overall package of services, how satisfied are 
you with the OVERALL SERVICE PROVIDED by 
<BundleProvider>?

Base: All Bundle respondents 1628
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 54 54 B2. How satisfied are you with the overall VALUE FOR MONEY of 
your service from <BundleProviderText>?

Base: All Bundle respondents 1628

 55 55 B2. How satisfied are you with the overall VALUE FOR MONEY of 
your service from <BundleProviderText>?

Base: All Bundle respondents 1628

 56 56 BM1. Which, if any, of these other services are you the primary or 
joint decision maker when deciding which provider to use?

Base: All respondents 2585

 57 57 BM2. Which bank do you use for your MAIN current account? Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Bank current accounts

2359

 58 58 BM3. In terms of your main current account, how satisfied are you 
with the OVERALL SERVICE PROVIDED by <Bank>?

Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Bank current accounts

2359

 59 59 BM4. Do you use the same provider for both gas and electricity? Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Gas supplier and 
Electricity supplier

1879

 60 60 BM5. Which supplier do you use for gas and electricity? Base: All respondents who use 
the same provider for both gas 
and electricity

1709

 61 61 BM6. In terms of your gas and electricity service, how satisfied are 
you with the OVERALL SERVICE PROVIDED by <Supplier>?

Base: All respondents who use 
the same provider for both gas 
and electricity

1709
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 62 62 BM7. Which supplier do you use for gas? Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Gas supplier and who 
don't use the same provider for 
both gas and electricity

200

 63 63 BM8. In terms of your gas service , how satisfied are you with the 
OVERALL SERVICE PROVIDED by <Supplier>?

Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Gas supplier and who 
don't use the same provider for 
both gas and electricity

200

 64 64 BM9. Which supplier do you use for electricity? Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Electrcity and who don't 
use the same provider for both 
gas and electricity

534

 65 65 BM10. In terms of your electricity service, how satisfied are you 
with the OVERALL SERVICE PROVIDED by <Supplier>?

Base: All respondents who are the
primary or joint decision maker 
when deciding which provider to 
use for Electrcity and who don't 
use the same provider for both 
gas and electricity

534

 66 66 QD1. You said earlier you were dissatisfied with the overall service
from your landline provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the Landline provider

81

 67 67 QD1. You said earlier you were dissatisfied with the overall service
from your landline provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the Landline provider

81
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 68 68 QD2. You said earlier you were dissatisfied with the overall service
from your mobile phone service provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the mobile service provider

88

 69 69 QD2. You said earlier you were dissatisfied with the overall service
from your mobile phone service provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the mobile service provider

88

 70 69 QD2. You said earlier you were dissatisfied with the overall service
from your mobile phone service provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the mobile service provider

92

 71 70 QD3. You said earlier you were dissatisfied with the overall service
from your fixed broadband provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the Broadband provider

146

 72 70 QD3. You said earlier you were dissatisfied with the overall service
from your fixed broadband provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the Broadband provider

155

 73 71 QD3. You said earlier you were dissatisfied with the overall service
from your fixed broadband provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the Broadband provider

146

 74 71 QD3. You said earlier you were dissatisfied with the overall service
from your fixed broadband provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the Broadband provider

155

 75 72 QD4. You said earlier you were dissatisfied with the overall service
from your pay TV provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the TV provider

69

 76 73 QD4. You said earlier you were dissatisfied with the overall service
from your pay TV provider. Why do you say that?

Base: All respondents dissatisfied 
with the overall service provided 
by the TV provider

69
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 77 74 QN1. Based on your overall experience of using <Landline> for 
your landline service, how likely would you be to recommend them 
to a friend or family member as a landline provider?

Base: All Landline respondents 1444

 78 75 QN1. Based on your overall experience of using <Landline> for 
your landline service, how likely would you be to recommend them 
to a friend or family member as a landline provider?

Base: All Landline respondents 1444

 79 76 QN2. Based on your overall experience of <Mobile> as your 
mobile service provider, how likely would you be to recommend 
them to a friend or family member as a mobile service provider?

Base: All Mobile respondents 2481

 80 77 QN2. Based on your overall experience of <Mobile> as your 
mobile service provider, how likely would you be to recommend 
them to a friend or family member as a mobile service provider?

Base: All Mobile respondents 2481

 81 78 QN3. Based on your overall experience of <Broadband> as your 
fixed broadband provider, how likely would you be to recommend 
them to a friend or family member as a fixed broadband provider?

Base: All Broadband respondents 2125

 82 79 QN3. Based on your overall experience of <Broadband> as your 
fixed broadband provider, how likely would you be to recommend 
them to a friend or family member as a fixed broadband provider?

Base: All Broadband respondents 2125

 83 80 QN4. Based on your overall experience of <TV> as your pay TV 
provider, how likely would you be to recommend them to a friend 
or family member as a pay TV provider?

Base: All TV respondents 1276

 84 81 QN4. Based on your overall experience of <TV> as your pay TV 
provider, how likely would you be to recommend them to a friend 
or family member as a pay TV provider?

Base: All TV respondents 1276

 85 82 QC1. Please look at the different statements people have made 
about technology services such as mobile phones, landline 
phones, broadband or TV services. 
For each statement please indicate how much you agree or 
disagree. 
Summary

Base: All respondents 2585
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 86 83 QC1. Please look at the different statements people have made 
about technology services such as mobile phones, landline 
phones, broadband or TV services. 
For each statement please indicate how much you agree or 
disagree. 
I try to keep up with technology

Base: All respondents 2585

 87 84 QC1. Please look at the different statements people have made 
about technology services such as mobile phones, landline 
phones, broadband or TV services. 
For each statement please indicate how much you agree or 
disagree. 
My friends tend to come to me if they have questions about 
technology

Base: All respondents 2585

 88 85 QC1. Please look at the different statements people have made 
about technology services such as mobile phones, landline 
phones, broadband or TV services. 
For each statement please indicate how much you agree or 
disagree. 
I'm as knowledgeable about these technologies as the next person

Base: All respondents 2585

 89 86 QC2. Which, if any, of these do you use the internet for? Base: All respondents 2585

 90 87 QC3. Please look at these two statements people have made 
about shopping around generally, whether for services such as 
mobile phones, broadband, insurance or for goods. 
For each statement please indicate how much you agree or 
disagree 
Summary

Base: All respondents 2585

 91 88 QC3. Please look at these two statements people have made 
about shopping around generally, whether for services such as 
mobile phones, broadband, insurance or for goods. 
For each statement please indicate how much you agree or 
disagree 
Finding a cheaper deal is a priority for me

Base: All respondents 2585
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 92 89 QC3. Please look at these two statements people have made 
about shopping around generally, whether for services such as 
mobile phones, broadband, insurance or for goods. 
For each statement please indicate how much you agree or 
disagree 
I look out for and use discount codes or discount vouchers 
whenever I can

Base: All respondents 2585

 93 90 QC4. What is the total number of people in your household 
(including yourself and any  children)?

Base: All respondents 2585

 94 91 QC5. What is the total number of children aged under 18 in your 
household?

Base: All respondents 2585

 95 92 QC6. Are any other adults in the household working either full time
or part time?

Base: All respondents asked 534

 96 93 QC7. Do we have your permission to ask you about any issues 
that impact your daily activities or the work you can do?

Base: All respondents 2585

 97 94 QC8. Which of these, if any, impact or limit your daily activities or 
the work you can do?

Base: All respondents asked 2451

 98 94 QC8. Which of these, if any, impact or limit your daily activities or 
the work you can do?

Base: All respondents asked 2455

 99 95 QC10. Which one of these bands describes your total household 
income before tax or any other deductions are made?

Base: All respondents 2585

 100 96 QBen. Could you please tell us whether you or anyone in your 
household currently receives any of the following benefits?

Base: All respondents 2585

 101 97 Benchmarking. Overall Satisfaction with each service provider Base: All respondents asked 2481



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

902274194105353957422679335053171624129036635047691091023147144179192185250150-12471247Male
50%Xz43%40%50%Xy52%Xv46%47%50%Xs43%46%p50%np39%54%Xnpr47%p53%Xnpr42%49%57%Xil48%54%45%44%46%45%59%Xcefgh45%-100%Xb48%bpsyz

902358293103649165625878345461071636724341430263728211121271742242292241691831329-1329Female
50%56%XA60%Xx49%48%53%w53%w50%56%Xt53%mo50%m60%Xmnoqr46%53%moq46%58%j51%43%52%j46%55%d56%d54%d55%d40%54%d100%Xa-51%adjmotwxA

252525*25343-22--16----223--7Other / prefer to use
*1%XA******1%Xt***-**--1%*----*1%1%--*tAmy own term

2*-222*2**2*--2--*2-----2---2Prefer not to say
**-*********--*--**-----*X---*

Page 1

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 1
S1A. Gender
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

17776124812036101712064761567782111114045925197596451071391832088267315394413399409319130112142517Yes
98%Xz96%98%97%98%X98%98%99%Xs97%97%98%97%97%97%98%97%98%95%97%98%99%Xcd98%98%c97%97%95%98%97%97%c

812220412431710125575-1417---247931222No
*2%XA*1%*1%1%*2%Xt1%1%1%1%1%1%-*2%1%---*1%2%gh3%XfghB*1%b1%btA

2212640121959112422149167325376396788252246Prefer not to say
1%2%1%2%1%2%1%1%1%2%2%2%2%2%1%3%1%2%2%2%1%2%1%2%2%2%2%2%2%tA

Page 2

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 2
S1B. Is your current gender the same as (or does your current gender align with) your sex assigned at birth?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

231803729812912386203937925638419016721416304------33618315033616-24
13%13%8%14%Xy12%10%18%Xvw13%12%7%18%Xnopr6%8%11%opr25%Xnopqr1%10%l8%l14%Xjl------100%XdefghB14%12%13%defghBlopr

vy

315864338021217771294891332904489105185111840355-----423-16925042325-34
17%z14%9%18%Xy21%Xuv14%15%19%Xs11%12%p20%Xnpr7%17%pr13%p28%Xnopqr10%13%21%l17%-----100%XcefghB-13%20%Xb16%bcefghBnpr

svyz

27711561350178175100266107224186861399195321328337----411--22418541135-44
15%18%12%17%Xy17%14%21%Xv17%s13%20%Xmnpq13%14%26%Xmnpqr12%15%29%Xijk10%15%16%----100%XcdfghB--17%15%16%cdfghBnqsv

y

25814675346168192902551362211981467513266192940333---421---22919242145-54
14%23%XA15%16%16%16%19%16%17%19%Xmoq14%m24%Xmnoqr14%17%mq10%17%21%21%16%---100%XcdeghB---17%15%16%cdeghBimqA

266117100303151203752401462211821596212161262231324--403----22417940355-64
15%18%X20%Xx14%15%16%15%15%18%X19%Xmoq13%m26%Xmnoqr12%16%mq9%24%15%16%15%--100%XcdefhB----17%14%16%cdefhBmoqx

241578323410219536179122154163876712340112428254-318-----17414431865-74
13%Xz9%17%Xx11%10%16%Xuw7%11%15%Xt13%m11%m14%m13%m16%Xmq6%10%17%15%12%-100%XcdefgB-----13%12%12%cdefgBmuwx

z

2193589185931702814211611216251611194310209235274------12714727475+
12%Xz6%18%Xx9%9%u14%Xuw6%9%14%Xt10%m11%m8%11%m15%Xmpqr6%9%14%j5%11%j100%Xcdefgh------10%12%11%cdefghjmtu

xz

48.8047.1155.46Xx46.7246.6751.42Xuw44.7547.1652.12Xt51.03Xmoq46.27m52.94Xmoqr48.83mq51.77Xmoq39.7151.4052.16Xi48.0448.0078.82Xcdefgh69.07Xcdefg59.62Xcdef49.75cde40.11cd30.13c21.8548.6848.1948.37cdeimqtuAverage Age
wx
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Table 3
S2. Age
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

864757845083187955637848154830-141--202422291318147269141Wales
5%7%XA12%Xx4%5%7%Xu4%5%7%6%o5%o8%Xmor3%6%o5%-100%Xijl--7%8%e5%7%e3%4%4%5%6%5%ijloxA

1315229163709830122588610643436442--192-928314028401682109192Scotland
7%8%6%8%7%8%6%8%7%8%7%7%8%8%6%--100%Xikl-3%9%cB8%9%cB7%9%cB5%6%9%Xb7%bBikl

15085133671776859100841513056699661175502464637538---2142235254324333337355304111210232142NET: England
83%81%75%85%Xy83%82%86%83%83%84%p82%82%87%Xmnpqr81%82%---100%Xjkl86%80%80%79%82%84%91%Xdefgh84%82%83%jkly

593712914257265940436026173427---10371518152116115448103North East
3%6%XA2%4%4%5%5%4%5%4%4%4%3%4%4%---5%Xjk3%5%5%4%5%4%3%4%4%4%jkA

179792923397130471558912613763638254---26230293837493940145115262North West
10%12%6%11%Xy9%11%10%10%11%11%9%10%12%11%8%---12%Xjkl11%9%9%9%12%9%12%11%9%10%jkly

164525218686125461288311212360525865---23727323841333334121117237Yorkshire and the
9%8%11%9%8%10%9%8%10%10%9%10%10%7%10%---11%Xjkl10%10%9%10%8%8%10%9%9%9%jkltHumber

166623121885128521636111313550637957---24917204329445740119129249West Midlands
9%10%6%10%Xy8%10%11%10%8%10%9%8%12%10%9%---12%Xjkl6%6%11%h7%11%13%XfhB12%fhB9%10%10%hjklsy

135445713174953510764998956435039---188212235372723239589188East Midlands
7%7%12%Xx6%7%8%7%7%8%9%Xq6%9%q8%6%6%---9%Xjkl8%7%9%9%7%5%7%7%7%7%jklqx

174577016990106521497811013065457258---24018344846333526137103240East of England
10%9%14%Xx8%9%9%11%9%10%10%9%11%8%9%9%---11%Xjkl7%11%12%11%8%8%8%10%8%9%jklx

2478033371561288222487134206557998108---34129323243676375165176341London
14%13%1%16%Xy15%v10%17%Xv14%s11%12%p14%np9%15%pr13%16%Xpr---16%Xjkl10%10%8%10%16%fgh15%gh22%XdfghB12%14%13%ghjklpsvy

22166612511471265217710913217970629089---31148384951335438155156311South East
12%10%12%12%14%Xv10%11%11%13%12%12%12%12%12%14%---15%Xjkl18%Xe12%12%12%8%13%e11%12%13%12%ejklv

16235521608111123143569711556417341---2123833243330361812191212South West
9%z6%11%8%8%u9%u5%9%7%8%8%9%8%9%q6%---10%Xjkl14%Xcefg10%cg6%8%7%8%5%9%7%8%jkluxz

822537735446217329298019103447110---10112619321126347110Northern Ireland
5%4%8%Xx3%5%4%4%5%4%3%6%Xnopr3%2%4%o7%Xopr100%Xijk---4%c4%c6%Xcd5%c8%Xcdh3%c*5%4%4%cijkorx
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Table 4
S2A. Region
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

803288-1162485524240712338464698240224351347383999986761071411822022292255376221162Urban - Population over
44%45%-55%Xy47%v42%49%Xv45%42%41%49%Xnopr39%42%45%53%Xnopqr34%28%52%kl46%Xkl28%34%35%43%ghB49%ghB54%XfghB67%XdefghB40%50%Xb45%bghBkprsvy10,000

646246-93435246716057530246846624921926819835456479010812816216314815273499431934Town and Fringe
36%39%-45%Xy34%38%33%36%37%41%Xmnq32%41%Xmnq41%Xmnq34%30%32%32%33%37%40%c40%c40%c39%c36%c36%c22%38%35%36%cmqy

30797430-17221274247160194234112821429224402634075728469554034261168430Village
17%15%88%Xx-17%17%15%16%20%Xt17%16%18%15%18%14%22%28%Xij13%16%28%Xcdef23%Xcde21%Xcde17%cd13%9%10%20%Xa13%17%acdix

50659-24341145101841108211912173271411166634322759Hamlet & Isolated
3%Xz1%12%Xx-2%3%2%3%Xs1%2%3%2%2%3%3%11%Xij12%Xij2%1%5%Xcdef4%cd4%Xcde1%1%1%1%2%2%2%dirsxzDwelling

1450534-20968379914001287640932116448944361954573841631776185234303346350380298103610532096NET: Urban
80%84%-100%Xy81%80%82%81%79%81%81%80%83%79%83%67%60%85%kl83%Xkl67%74%75%82%ghB85%XghB90%XfghB89%XfghB78%84%Xb81%bghBkly

358103489-1962458529217021327512290163112375729367898310075614337293194489NET: Rural
20%16%100%Xx-19%20%18%19%21%19%19%20%17%21%17%33%Xij40%Xij15%17%33%Xcdef26%Xcdef25%Xcdef18%cd15%10%11%22%Xa16%19%acdeix
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Table 5
Urban/Rural
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

117028322912957706222571060340580944195385423521756512412609521962893513692587607591524Full-time employment
65%Xz44%47%62%Xy75%Xuv50%53%67%Xs42%51%p66%Xnpr32%72%Xnpqr54%p79%Xnopqr68%k46%65%k59%k3%16%B49%hB69%XghB85%XcfghB87%XcfghB77%XfghB57%61%59%ghBknprsuv(more than 29 hours a

yzweek)

16793642026115468168791151507638104475121723216406259332928147116266Part-time employment (8
9%15%XA13%x10%6%12%Xw14%Xw11%10%10%o10%mo13%mor7%13%Xmoqr7%5%9%9%11%6%13%dB15%XcdeB14%XcdeB8%7%8%11%9%10%dBmowxA- 29 hours per week)

430111164421177360752962542733111631102238921413648724922071222812305280585Retired
24%z17%34%Xx20%17%29%Xuw15%19%31%Xt24%mo22%m27%Xmoqr21%m28%Xmoqr14%19%29%19%23%91%Xcdefgh69%Xcdefg18%cdef5%de1%2%4%e23%22%23%cdefgmtuwx

z

23723026161812-33--33-15225--111525221133Student
1%1%*1%**3%Xvw1%2%-2%Xmopr--4%Xmopqr-1%3%Xi1%1%--***1%h7%XdefghB2%1%1%eghmoprvw

171432914823947038125177-177---71813140-673502411139581177Not working / Sick /
1%23%XA6%7%2%8%w14%Xvw2%15%Xt15%Xmnoq-29%Xmnoqr---7%12%Xi7%7%-2%18%XcdefhB12%XcdehB6%dhB3%B4%B7%6%7%cdhBmnoqtwADisabled / Working less

than 8 hours per week

13373762941497830776325122741969510942724235275688078141149225922583473833992879078761790NET: Working
74%Xz59%60%71%Xy80%Xuv63%67%78%Xs52%61%p76%Xnpr44%79%Xnpr67%pr86%Xnopqr73%k55%74%k70%k9%29%B64%hB83%XghB93%XcfghB94%XcfghB85%XghB68%70%69%ghBkprsvyz

4702611955992034601603523924503443401102558930635165124922614573272549422371794NET: Not working
26%41%XA40%Xx29%20%37%Xw33%w22%48%Xt39%Xmnoq24%m56%Xmnoqr21%m33%moq14%27%45%Xijl26%30%91%Xcdefgh71%Xcdefg36%Xcdef17%de7%6%15%de32%30%31%cdefmoqtwx

A
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Table 6
S3A. Which of the following best describes the employment status of the Chief Income Earner in your household?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

464132173464172408763312753233132031202318222464952019732373203912343294637Unweighted base

43011116442117736075*296254273311163110*22389*21**41*36*48724922071*22**2**8**12**305280585Weighted base

33210112134012129560236200242223148941705514333837815325555163810256207461Effective Base

36963128336157279532501911523114211022389202727390207174627166217247464Yes
86%Xz57%78%80%89%Xuv77%71%84%Xs75%56%p100%Xpr26%100%Xpr100%Xpr100%Xpr93%65%74%80%k83%79%87%31%60%73%55%71%88%Xb79%bkprz

624836852081224763121-121---21499642469151258833121No
14%43%XA22%20%11%23%w29%w16%25%t44%Xmnoq-74%Xmnoqr---7%35%Xi26%20%17%21%13%69%40%27%45%29%Xa12%21%amnoqtwA
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Table 7
S3B. Does the Chief Income Earner have a private pension / allowance?
Base: All respondents who are retired

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

17946264842078102912254791566802113214286055277766521091401902122271313401419409422328131812342561Mobile phone
99%98%99%99%100%Xu99%99%99%99%99%99%99%99%99%99%99%100%99%99%99%98%99%99%100%100%c98%99%99%99%c

10133503051141543737264873470660787346314447340528210912032332222592381951481526967481446Landline phone (i.e.
56%55%63%Xx54%53%60%Xw54%55%58%58%m55%57%59%m57%52%47%58%57%56%85%Xcdefgh70%Xcdef64%Xcde56%cde47%d35%45%d52%60%Xb56%bcdemwxhome phone)

1692580456193897911414351475750105913335624977316021081291801978259299377398385396280123411512394Fixed broadband
94%X91%93%92%95%Xuv92%90%93%93%93%93%92%93%93%92%98%k91%94%92%94%c94%c93%c95%c94%c94%c84%93%92%93%cuinternet (through a

phone line or cable
service, perhaps using
a Wi-Fi router)

9743682371172588652279886420617792317299392400597310611721341662232342382311846967081410Any Pay TV service
54%58%49%56%Xy57%53%58%56%52%54%55%n52%56%50%61%Xnpqr54%51%55%55%49%52%55%56%58%54%55%52%57%55%bnythrough satellite,

cable or broadband
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Table 8
S4. Which of these services do you or does your household have?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

710253153852428456182631302458545250208306239485283822261201211341832741475624361005Unweighted base

71024515883944943118162629442357222419829627656*49*72*81933**84*124*165198253140562429997Weighted base

551200113666326355145485236369414197172244177354064642229695109144216112431342778Effective Base

25010263298160159742281081651959175979916203129411304470828935185174361Yes, pay line rental
35%42%40%36%36%37%41%36%37%39%34%40%38%33%36%29%41%43%36%35%36%35%42%c41%c35%25%33%41%Xb36%bcfor a fixed line

353105764092242207230813820128210696144138252430407184865759111772278206485No
50%43%48%49%50%u51%u40%49%47%48%49%47%48%49%50%44%48%41%50%54%57%52%45%46%46%51%49%48%49%u

10738191326552369048569528285639155121184616202547339949151Don't know
15%16%12%16%15%12%20%v14%16%13%17%12%14%19%14%27%Xi11%16%14%11%7%13%12%12%18%h24%Xefh18%Xa11%15%ahv
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Table 9
S5. Does your household pay line rental in order to receive your fixed broadband service?
Base: All respondents who have a fixed broadband internet

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

17376114682013100211974591521780109113885855067616281051391782059269307386408399403310127711962481Mobile phone
96%96%96%96%97%u97%u95%96%96%95%97%96%95%97%Xor96%96%99%j93%96%j98%c97%c96%97%c97%c95%92%96%96%96%cj

1029350298114655274626487946067477035931545631458751151195241225263251228151856977441444Landline phone (i.e.
57%55%61%Xx55%53%60%Xuw54%56%57%59%Xmq53%m59%m59%mq58%mq48%53%53%60%56%88%Xcdefgh71%Xcdef65%Xcde60%cd56%cd36%c25%52%60%Xb56%bcdmqxhome phone)

151650640817178811035376132766495811655134456655011031181691735249288358361355338176106210582125Fixed broadband
84%Xz80%84%82%85%Xu84%u77%84%X82%84%m81%m84%m84%m85%Xmq76%94%Xik84%88%Xi81%91%Xcd91%Xcd89%Xcd86%cd86%Xcd80%c52%80%85%Xb82%bcimuinternet

893329211106553561025081137756670929427236234855689610561291612112182242071286226481276Pay TV service through
49%52%43%51%Xy52%49%51%51%X47%49%49%n48%51%46%53%nq51%48%50%49%47%51%c52%c52%c54%c49%c38%47%52%Xb49%bcysatellite, cable or

broadband [such as Sky
TV, Virgin Media TV, EE
TV, or Talk Talk TV]
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Table 10
Q1. Which, if any, of these services are you the primary or joint decision maker when deciding which provider to use in your home?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

156753941617958561125400137367910601149574486695454961191821814208416373295344393182112510782211Unweighted base

15615324251777904108639813626849861213530456684530104*121*1641813261294368370374352184111510792201Weighted base

116841330213556358363131026514817849435382525332698813613661603232942362682991308418091656Effective Base

202875924612114170190851261796661829815152724928404753504839157148306Mobile phone
13%16%14%14%13%13%18%Xv14%12%13%15%n12%13%12%18%Xnpqr14%13%16%14%11%14%13%14%13%14%21%XdeghB14%14%14%

87631025998247266023074441260463832627838625147701001025219206237215193116566126301241Landline phone (i.e.
56%58%61%55%52%61%Xw58%55%60%Xt61%Xmq53%m62%Xmq61%Xmq57%mq47%46%58%61%l57%84%Xcdefgh70%Xcdef64%Xcde58%cd52%cd33%31%55%58%56%cdmqwhome phone)

1038365287117657874227290847269476938031445431560841191200225227267252234172877207421463Fixed broadband
66%69%67%66%64%68%68%67%69%70%Xmq63%72%Xmq69%m66%mq59%58%69%73%l66%86%Xcdefgh77%Xcdef72%Xcde68%cd63%cd49%47%65%69%X66%cdmqinternet

505220916662883811514782343703881961742071813633656237610513912913811953371385758Pay TV service through
32%41%XA21%38%Xy32%35%38%w35%34%38%Xnq32%37%n38%nq30%34%35%27%40%34%29%36%38%35%37%34%29%33%36%34%nqyAsatellite, cable or

broadband [such as Sky
TV, Virgin Media TV, EE
TV, or Talk Talk TV]

46413612651529229810139918924539313211421018340354152431599110312115780342292641None of these
30%26%30%29%32%Xuv27%25%29%28%25%32%Xopr25%25%31%pr35%Xopr38%29%25%29%12%20%B25%B28%hB32%ghB45%XefghB44%XefghB31%27%29%hBopr
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Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 11
Q2. Do you receive any of these services from the same provider?
Base: All respondents who have more than one service

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

4041761125112292721423701932533701361181672041935445254058769879103169339284623Mobile phone
22%28%XA23%24%22%22%29%Xvw23%24%22%26%n22%22%21%31%Xnopqr18%25%23%25%15%18%19%23%B19%24%hB50%XdefghB26%23%24%eghBnrvA

88231326398747766323274841360664432727938725747701011031219207238215194118616156351250Landline phone (i.e.
49%49%54%Xx47%46%54%Xuw48%47%51%53%Xmq45%m54%Xmq52%mq50%mq39%43%50%53%48%80%Xcdefgh65%Xcdef59%Xcde51%cd47%cd28%c18%46%51%Xb48%cdmqxhome phone)

1068372289121559375228093348471479038632846532562841271232225231271256239183997387651504Fixed broadband
59%58%59%58%57%61%X58%59%60%62%Xmq55%m63%Xmq62%mq60%mq50%57%59%66%Xi57%82%Xcdefgh73%Xcdef67%Xcde61%cd58%cd43%c30%56%61%Xb58%bcdmqinternet

514226966772883891574872393793942001792071863633676377610614013113912359381389773Pay TV service through
28%36%XA20%32%Xy28%31%32%31%30%33%Xnq27%33%nq34%nq27%28%33%23%35%30%28%c33%c35%Xc31%c34%c29%c17%29%31%30%cnqyAsatellite, cable or

broadband [such as Sky
TV, Virgin Media TV, EE
TV, or Talk Talk TV]

46413612651529229810139918924539313211421018340354152431599110312115780342292641None of these
26%21%26%25%28%Xuv24%21%25%23%21%27%Xopr22%21%27%opr28%opr36%Xij25%21%24%11%18%B22%B24%B29%XhB37%XcefghB24%B26%23%25%hBpruz
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Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 12
Q2. Do you receive any of these services from the same provider?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Services
fixed linemobile phone

pay TV Servicefixed BroadbandPhoneservice

1276212514442481Unweighted base

1276212514442481Weighted base

939159810711900Effective Base

87499360-BT
7%24%25%-

279638523EE
2%4%3%21%

---169giffgaff
---7%

---454O2
---18%

-8445-Plusnet
-4%3%-

----Post Office
----

761455387127Sky
60%21%27%5%

48170136-TalkTalk
4%8%9%-

---194Tesco Mobile
---8%

---283Three
---11%

266461257-Virgin Media / Mobile
21%22%18%-

-10897362Vodafone
-5%7%15%

---92Lebara
---4%

88252124278Other provider
7%12%9%11%
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ONLINE Fieldwork : 18th - 29th November 2024

Table 13
Q3. Please indicate which company you pay for this service, not the brand of your set top box or handset.
Summary
Base: All respondents asked

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

173561645620259461237463152677211651314628537780534971351962053212431394323366451304128811852481Unweighted base

1737611468201310021197459152178010911388585506761628105*1391782059269307386408399403310127711962481Weighted base

1320484339156371693736911616009169944864305994057010214915821653383132632893512409879071900Effective Base

-----------------------------BT
-----------------------------

3681221074162142509832216421430910810617613311294543960578472819377264259523EE
21%20%23%21%21%21%21%21%21%20%22%19%21%23%21%10%21%25%l21%l22%18%22%18%20%23%25%f21%22%21%l

101553213771752995579079474341387716139915292533312810068169giffgaff
6%9%XA7%7%7%6%6%6%7%8%Xnq6%8%9%nq5%6%7%5%9%7%3%5%8%6%8%B8%B9%B8%6%7%BqA

32710670384181223773081182002539310713911430182138643547886837437250200454O2
19%17%15%19%18%19%17%20%Xs15%18%p18%16%21%pr18%18%28%Xjk13%12%19%j16%18%20%c21%c21%c18%c12%20%17%18%cjs

-----------------------------Plusnet
-----------------------------

-----------------------------Post Office
-----------------------------

8931231034257338237527529233639861795131518252021157154127Sky
5%5%5%5%4%5%7%w5%5%5%5%5%4%5%6%8%4%10%Xi5%5%5%5%6%5%5%5%6%5%5%i

-----------------------------TalkTalk
-----------------------------

13253391557010236111691088566434936912181543531333723171711678194Tesco Mobile
8%9%8%8%7%9%8%7%9%10%Xmnq6%11%Xmnq8%6%6%9%9%10%7%13%Xcde10%cde9%d9%d6%4%5%9%Xa6%8%adq

19872472361101494617286117166665082848231124128264042545934123158283Three
11%12%10%12%11%12%10%11%11%11%12%11%10%11%13%7%16%j6%12%10%8%10%10%14%h15%Xh11%10%13%Xb11%bhj

-----------------------------Virgin Media / Mobile
-----------------------------

26975732891701607423210014421875701249428222328945484357585853175187362Vodafone
15%12%16%14%17%Xv13%16%15%13%13%16%13%14%16%15%27%Xij16%13%14%17%16%11%14%15%14%17%g14%16%15%

642318743356155330454625212620*67789141715111113454692Lebara
4%4%4%4%3%5%X3%3%4%4%3%4%4%3%3%*4%4%4%4%4%4%4%3%3%4%4%4%4%

190756021811112551147120120158764487714171923827474449363836132146278Other provider
11%12%13%11%11%10%11%10%15%Xt11%o11%13%or9%11%11%4%12%11%12%10%15%Xde11%12%9%10%12%10%12%11%ot
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ONLINE Fieldwork : 18th - 29th November 2024

Table 14
Q3. Please indicate which company you pay for this service, not the brand of your set top box or handset.
mobile phone service
Base: All respondents asked

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1030351297114751977026188844971373138033346426759711271187191317272197211176807037391444Unweighted base

1029350298114655274626487946067477035931545631458*75*115*119524122526325122815185*6977441444Weighted base

764262213858385564199661336537539282255344199435294884146245214157165128585215491071Effective Base

274741112491531795622911615420684701277919243328475586854443824171189360BT
27%21%37%Xx22%28%24%21%26%25%23%27%23%22%28%25%33%32%28%24%31%e26%26%21%19%25%28%25%25%25%x

27810281419624101424681311124325754286162138EE
3%2%3%2%3%2%2%3%2%2%3%2%2%3%3%1%2%3%3%2%3%2%2%1%6%Xe7%e2%3%3%

-----------------------------giffgaff
-----------------------------

-----------------------------O2
-----------------------------

331014311726629122025128178223386979921241945Plusnet
3%3%5%3%3%4%2%3%3%3%3%3%3%4%3%4%2%3%3%3%4%3%4%4%2%1%4%2%3%

-----------------------------Post Office
-----------------------------

258107623251451977422812918220597851198617234230643537480684920196191387Sky
25%31%21%28%Xy26%26%28%26%28%27%27%27%27%26%28%29%30%36%Xi26%18%23%28%B32%B30%B33%B24%28%26%27%BiyA

993220115497328784465713431413047111132423272323976471136TalkTalk
10%9%7%10%9%10%11%9%10%10%9%10%10%9%9%8%10%10%9%10%10%10%9%10%6%8%9%10%9%

-----------------------------Tesco Mobile
-----------------------------

-----------------------------Three
-----------------------------

180641823991136391647812713063647456791522743464541482311115143257Virgin Media / Mobile
17%18%6%21%Xy17%18%15%19%17%19%17%18%20%16%18%11%12%13%19%X18%20%17%16%21%15%13%16%19%18%y

6923257241492261214255172529265648210111514221510494897Vodafone
7%7%8%6%7%7%8%7%5%6%7%5%8%6%8%8%7%4%7%4%5%6%6%10%B10%B11%7%6%7%

-----------------------------Lebara
-----------------------------

9031388742683268497054462436184341143418222512576163124Other provider
9%9%13%Xx8%8%9%12%w8%11%10%Xo7%13%Xmnoq8%8%6%6%4%3%10%Xj14%Xde8%9%10%d5%4%8%9%8%9%djx
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Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 15
Q3. Please indicate which company you pay for this service, not the brand of your set top box or handset.
fixed line Phone
Base: All respondents asked

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

150951839917268301073372133066010221101552470675426961161841729199409362282328373172107210472125Unweighted base

15165064081717881103537613276649581165513445665501103*118*1691735249288358361355338176106210582125Weighted base

11304012891310616802294999499794814420375512311698613713081533212852272592871238057891598Effective Base

36210514535422823473325148190310969418612334364338774699178657943255245499BT
24%21%36%Xx21%26%u23%19%24%22%20%27%Xopr19%21%28%Xopr25%33%i30%25%22%30%e24%25%e22%18%23%24%24%23%24%eiprx

6922177841451860293759221530294511759161213171613514496EE
5%4%4%5%5%4%5%4%4%4%5%4%3%4%6%4%5%7%4%4%5%3%4%5%5%7%5%4%4%

-----------------------------giffgaff
-----------------------------

-----------------------------O2
-----------------------------

64152757364911532840421723301259268817122012105463684Plusnet
4%3%7%Xx3%4%5%3%4%4%4%4%3%5%4%2%5%8%j1%4%3%6%3%6%3%3%3%4%3%4%x

-----------------------------Post Office
-----------------------------

30912568387189216952871422112431129914210223284735742577595837329230224455Sky
20%25%17%23%Xy21%21%25%22%21%22%21%22%22%21%20%22%24%28%21%17%20%21%26%cB23%22%17%22%21%21%y

1194424146619232102587892433550427915139263132262917108882170TalkTalk
8%9%6%9%7%9%9%8%9%8%8%8%8%7%8%7%8%9%8%11%d11%d9%7%8%5%6%8%8%8%d

-----------------------------Tesco Mobile
-----------------------------

-----------------------------Three
-----------------------------

323116364251802276528613821924211510412611610163540145527570908248220240461Virgin Media / Mobile
21%23%9%25%Xy20%22%17%22%21%23%21%22%23%19%23%10%14%21%l23%Xkl18%18%21%19%25%h24%27%h21%23%22%luy

7926268248502273305058262432266788681219192120104959108Vodafone
5%5%6%5%5%5%6%5%5%5%5%5%5%5%5%6%6%5%5%3%4%5%5%6%6%5%5%6%5%

-----------------------------Lebara
-----------------------------

192526418898122591419113211981517049137922236354340374219124128252Other provider
13%10%16%Xx11%11%12%16%Xw11%14%14%Xq10%16%Xmnq11%10%10%13%6%5%13%Xj14%12%12%11%11%12%11%12%12%12%jqtx
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Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 16
Q3. Please indicate which company you pay for this service, not the brand of your set top box or handset.
fixed Broadband
Base: All respondents asked

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

8893352051071503629258811366604671313291369302556010710541032242091702062381266266451276Unweighted base

893329211106553561025081137756670929427236234855*68*96*1056129*161211218224207128*6226481276Weighted base

6522521467943664602015992724614852352262712183743777847917116313416017487456479939Effective Base

5628196834471955243947142523245287241098162317364987BT
6%8%9%6%6%8%8%7%6%7%7%5%9%6%7%9%4%8%7%3%6%4%4%7%11%XfgB13%XfgB6%7%7%

2064231214520591854711123201153169131427EE
2%2%2%2%2%2%2%3%1%2%2%2%1%2%3%1%3%3%2%1%1%2%1%1%3%7%XefhB2%2%2%

-----------------------------giffgaff
-----------------------------

-----------------------------O2
-----------------------------

-----------------------------Plusnet
-----------------------------

-----------------------------Post Office
-----------------------------

549186145616341349147499225310451165145235216385061612819312013413112279381378761Sky
61%56%69%Xx58%64%Xv57%59%62%60%55%64%Xopr56%53%65%Xopr62%69%74%Xi63%58%63%58%57%61%59%59%62%61%58%60%iorx

351354319221426122225121111142234167910962242448TalkTalk
4%4%2%4%4%4%6%3%3%4%4%4%4%3%4%4%2%3%4%5%4%4%5%4%3%1%4%4%4%

-----------------------------Tesco Mobile
-----------------------------

-----------------------------Three
-----------------------------

175692324394139431638213413271636666671923433394545473918131135266Virgin Media / Mobile
20%21%11%23%Xy18%23%w17%20%22%24%X19%24%23%18%19%11%10%20%22%X25%24%21%21%21%19%14%21%21%21%wy

-----------------------------Vodafone
-----------------------------

-----------------------------Lebara
-----------------------------

59271672354021472851372725201744377411231818113384988Other provider
7%8%7%7%7%6%8%6%8%9%Xq5%9%q9%q5%5%7%6%3%7%3%7%11%XcdB8%8%5%3%6%8%7%q
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Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 17
Q3. Please indicate which company you pay for this service, not the brand of your set top box or handset.
pay TV Service
Base: All respondents asked

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



L. Summary
ClarityReliabilityValueOverall

SatisfactionSatisfactionSatisfactionSatisfaction

144414442341444Unweighted base

144414442021444Weighted base

107110711651071Effective Base

64167051503Very satisfied
44%46%25%35%

46649781557Fairly satisfied
32%34%40%39%

18716238275Neither satisfied nor
13%11%19%19%dissatisfied

41422159Fairly dissatisfied
3%3%11%4%

1821825Very dissatisfied
1%1%4%2%

110611671321060NET: Satisfied
77%81%65%73%

59643084NET: Dissatisfied
4%4%15%6%

9151225Don't know
6%4%1%2%

1.241.260.731.02Mean

0.890.891.080.93Standard deviation

0.020.020.070.02Standard error
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ONLINE Fieldwork : 18th - 29th November 2024

Table 18
LSUM. Landline Provider SUMMARY TABLE
Base: All Landline respondents asked

Prepared by Yonder



Landline bundleLandline providers
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

2341210671092521992911041023201444Unweighted base

2021241124*97*25713638745*38*3601444Weighted base

165908587923016423890882631071Effective Base

78425503463431391612146503Very satisfied
39%34%40%f36%24%32%36%f35%33%41%Xf35%f

674904242109501422217133557Fairly satisfied
33%39%34%43%42%37%37%48%44%37%39%

4622916166235885647275Neither satisfied nor
23%18%13%16%24%Xac26%Xabcg23%ac12%15%13%19%adissatisfied

356931168*22159Fairly dissatisfied
2%5%7%d3%4%5%2%1%4%6%d4%d

421-*5*7**1125Very dissatisfied
2%2%-*2%*2%1%1%3%2%

14591592761729328137292801060NET: Satisfied
72%74%74%79%67%69%73%83%Xef78%78%ef73%f

7779317715123184NET: Dissatisfied
4%6%7%3%7%5%4%2%5%9%Xcd6%

4218261411225Don't know
2%2%6%Xade2%2%a1%1%3%a3%a*2%

1.071.021.13f1.13f0.850.961.04f1.19ef1.08f1.07f1.02fMean

0.940.930.930.810.930.890.920.770.861.020.93Standard deviation

0.060.030.120.080.060.060.050.080.090.060.02Standard error
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Table 19
L1. In terms of your landline service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Landline>
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1030351297114751977026188844971373138033346426759711271187191317272197211176807037391444Unweighted base

1029350298114655274626487946067477035931545631458*75*115*119524122526325122815185*6977441444Weighted base

764262213858385564199661336537539282255344199435294884146245214157165128585215491071Effective Base

3551259940419126597328156225278122103157122152642421116718370716032227275503Very satisfied
35%36%33%35%35%36%37%37%X34%33%36%34%33%34%39%25%35%37%35%48%Xefgh32%32%28%31%40%f37%33%37%35%f

4041311214352113088335216125530112712818611534284544976989197916538269288557Fairly satisfied
39%37%41%38%38%41%u31%40%35%38%39%35%41%41%37%59%Xijk38%39%38%32%44%gB34%39%40%43%B45%39%39%39%u

20257532211161175814794137137736478598151923328426761461813136138275Neither satisfied nor
20%16%18%19%21%v16%22%v17%20%20%18%20%20%17%19%14%20%16%19%11%19%26%XdB24%dB20%B12%15%20%19%19%dBtvdissatisfied

3920124722321632252436121223121184911612141421293059Fairly dissatisfied
4%6%4%4%4%4%6%4%6%3%5%3%4%5%4%2%1%7%4%4%3%5%5%6%d1%1%4%4%4%

1375207126111316911563*3*22628252118725Very dissatisfied
1%2%2%2%1%2%2%1%3%2%1%3%2%1%1%*4%*2%2%1%3%1%2%1%1%3%1%2%a

760256220840403573180679317480580249232343237495487870192169174167162125704965631060NET: Satisfied
74%73%74%73%73%77%Xu68%77%Xs69%71%75%69%74%75%75%84%72%76%73%80%fg75%g66%67%71%83%Xefg82%fg71%76%73%fgs

5227176729442243383945221730151497117720151942473784NET: Dissatisfied
5%8%6%6%5%6%8%5%8%Xt6%6%6%5%7%5%2%5%8%6%7%3%8%dh6%9%dh2%3%7%5%6%h

1697185125101017716253-2*22462814-18625Don't know
2%3%2%2%1%2%2%1%2%3%Xoq1%4%Xmnoqr1%1%1%-3%*2%2%3%1%3%*3%-3%Xa1%2%aqt

1.041.021.021.031.021.060.961.10Xs0.940.991.060.981.001.031.091.061.021.051.021.21Xefg1.06g0.880.910.921.22Xefg1.160.971.071.02gsMean

0.910.980.920.940.910.921.030.891.020.950.920.990.920.920.900.710.980.930.940.990.831.010.900.990.800.820.970.900.93Standard deviation

0.030.050.050.030.040.030.060.030.050.040.030.050.050.040.060.090.120.080.030.070.050.060.070.070.060.090.040.030.02Standard error
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Table 20
L1. In terms of your landline service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Landline>
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Landline bundleLandline providers
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

234-1025222029272477234Unweighted base

202-**20**21**21**17**40**12**11**60*202Weighted base

165-920211525222158165Effective Base

51-94538421551Very satisfied
25%-47%21%22%20%20%34%20%25%25%

81-8139717441881Fairly satisfied
40%-40%63%42%44%43%32%35%31%40%

38-32356421338Neither satisfied nor
19%-13%9%12%32%16%30%22%22%19%dissatisfied

21--*415*2921Fairly dissatisfied
11%--2%19%4%11%4%22%15%11%

8--11-1--58Very dissatisfied
4%--5%5%-4%--8%4%

132-17181411258633132NET: Satisfied
65%-87%85%65%64%63%66%55%56%65%

30--1516*21430NET: Dissatisfied
15%--7%23%4%15%4%22%23%X15%

2-----2---2Don't know
1%-----6%---1%

0.73-1.330.940.590.810.680.960.530.500.73Mean

1.08-0.720.931.180.831.070.931.101.241.08Standard deviation

0.07-0.230.190.250.190.200.180.220.140.07Standard error
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Table 21
L2. How satisfied are you with the overall VALUE FOR MONEY of your service from <Landline>?
Base: All Landline respondents not having the service in a bundle

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

171524718792103391595393141484580611592218820263629415131102130234Unweighted base

15339*38*16480*86*34**13548*70*13233*37*69*63*11**5**15**17022**19**26**36**36**34*29**85*115*202Weighted base

125343313266703011738671003433534710615135162028223035226995165Effective Base

36148432125939111734513171623542722981310173351Very satisfied
23%37%21%26%26%29%26%29%22%25%p26%14%34%25%26%14%52%34%24%32%10%7%24%22%39%X36%19%29%25%

6314176533351060162854131530235257079914171412295181Fairly satisfied
41%35%43%39%41%40%31%44%33%39%41%38%41%43%37%45%38%30%41%30%49%33%40%48%40%40%34%44%40%

3165321314101813162210710123-5303399842191938Neither satisfied nor
20%15%14%20%16%16%30%13%27%t23%16%29%18%14%19%23%-32%18%14%14%36%24%22%11%8%22%16%19%tdissatisfied

1455179841457154210511*20454321214821Fairly dissatisfied
9%13%12%10%11%9%13%10%11%9%11%13%6%14%8%6%10%3%12%18%28%14%8%6%4%7%16%7%11%a

7-1725-532621231-*71-3112-448Very dissatisfied
5%-3%4%3%6%-4%7%3%4%6%2%3%5%11%-2%4%5%-10%3%3%6%-5%3%4%

99282510854601999274587182847406510111141111232527224684132NET: Satisfied
65%72%64%66%67%70%57%73%Xs55%64%66%52%75%68%63%59%90%63%65%62%58%40%64%69%79%76%54%73%Xb65%b

2156241113419992163129211265564342181230NET: Dissatisfied
14%13%15%15%14%15%13%14%18%13%16%19%7%17%14%18%10%5%15%23%28%24%12%9%10%7%21%10%15%a

2-2-2-----2---2---2------22-2Don't know
2%-6%Xx-3%-----2%---4%---1%------9%3%-1%

0.710.950.720.730.800.790.700.84X0.530.73p0.730.431.00pr0.730.740.441.320.900.710.660.400.130.740.791.021.150.490.89Xb0.73bMean

1.071.041.061.091.061.131.011.071.161.051.101.080.961.091.121.211.001.001.081.271.021.091.040.951.110.901.141.011.08Standard deviation

0.080.140.160.080.110.110.160.080.160.110.090.160.140.120.150.310.330.210.080.280.200.180.190.150.160.160.110.090.07Standard error
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Table 22
L2. How satisfied are you with the overall VALUE FOR MONEY of your service from <Landline>?
Base: All Landline respondents not having the service in a bundle

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

Prepared by Yonder



Landline bundleLandline providers
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

2341210671092521992911041023201444Unweighted base

2021241124*97*25713638745*38*3601444Weighted base

165908587923016423890882631071Effective Base

875836039103571802117193670Very satisfied
43%47%49%40%40%42%46%48%44%54%Xefs46%f

70427353694481321716118497Fairly satisfied
35%34%28%37%37%36%34%38%44%g33%34%

2913312123523455326162Neither satisfied nor
14%11%10%13%14%a17%Xa12%10%9%7%11%adissatisfied

439656411-1942Fairly dissatisfied
2%3%5%5%3%3%3%-2%3%3%

41721514*-921Very dissatisfied
2%1%1%1%2%1%1%1%-2%1%

1571010957519810531238333111167NET: Satisfied
78%81%77%78%77%77%81%86%88%f86%Xef81%

8568611515*11864NET: Dissatisfied
4%4%6%6%4%4%4%1%2%5%4%

8421041421511551Don't know
4%3%8%a4%5%a2%4%3%1%1%4%a

1.201.271.271.151.171.171.271.351.321.34f1.26Mean

0.910.890.950.920.910.880.860.770.720.910.89Standard deviation

0.060.030.120.090.060.060.050.080.070.050.02Standard error
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Table 23
L3. How satisfied are you with the RELIABILITY of your landline service from <Landline>?
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1030351297114751977026188844971373138033346426759711271187191317272197211176807037391444Unweighted base

1029350298114655274626487946067477035931545631458*75*115*119524122526325122815185*6977441444Weighted base

764262213858385564199661336537539282255344199435294884146245214157165128585215491071Effective Base

47416714252825836712141922529837216813021315925415754714811711299917231303366670Very satisfied
46%48%48%46%47%49%46%48%49%44%48%47%41%47%51%o43%54%49%46%62%Xcdefg52%Xcefg43%39%40%48%37%43%49%46%

365113964021882608631414323026711211816310428233341373778184975333247251497Fairly satisfied
35%32%32%35%34%35%32%36%31%34%35%31%37%36%33%49%Xj31%29%35%30%34%31%34%43%XgB35%38%35%34%34%

1193326136637132934986764045522526201347154736311887982162Neither satisfied nor
12%9%9%12%11%10%12%11%11%13%10%11%14%m11%8%4%8%17%l11%3%7%18%XhB14%hB14%hB12%B10%B11%11%11%hBdissatisfied

2812142921171317201527781214112398379529152742Fairly dissatisfied
3%3%5%2%4%2%5%v2%4%t2%3%2%3%3%5%1%1%2%3%3%1%3%4%2%1%10%XdefghB2%4%3%t

11971551061161210845511-19*-8633116621Very dissatisfied
1%2%2%1%1%1%2%1%1%2%1%2%1%1%1%2%2%-2%*-3%XhB2%h1%2%h1%2%a1%1%a

839280238930446627207733368528639281248376263546490960221194193183188124645506161167NET: Satisfied
82%80%80%81%81%84%X78%83%X80%78%83%78%79%83%84%92%j85%78%80%92%Xcdefg87%Xcfg73%73%82%g83%75%79%83%81%fgr

392020432627182826273715121819222588315157510313364NET: Dissatisfied
4%6%7%4%5%4%7%v3%6%4%5%4%4%4%6%3%3%2%5%3%1%6%h6%h3%4%11%XdehB4%4%4%htx

321714371721725183318249107*3444512817333371351Don't know
3%5%5%3%3%3%3%3%4%5%Xnoq2%7%Xmnoq3%2%2%1%4%3%4%2%5%e3%7%Xe1%2%4%5%Xa2%4%aq

1.271.261.241.261.261.32Xu1.181.30X1.271.231.281.271.181.271.301.321.411.301.241.53Xcdefg1.45Xcdefg1.111.111.191.271.031.221.291.26fgMean

0.860.950.970.870.880.850.980.840.920.900.880.920.880.860.910.770.830.820.900.730.701.000.980.830.891.010.910.870.89Standard deviation

0.030.050.060.030.040.030.060.030.040.030.030.050.050.040.060.100.100.070.030.050.040.060.070.060.070.110.040.030.02Standard error
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Table 24
L3. How satisfied are you with the RELIABILITY of your landline service from <Landline>?
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Landline bundleLandline providers
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

2341210671092521992911041023201444Unweighted base

2021241124*97*25713638745*38*3601444Weighted base

165908587923016423890882631071Effective Base

755655239105621691816178641Very satisfied
37%46%i42%41%41%46%44%41%43%49%44%i

77389283181461351514117466Fairly satisfied
38%31%22%32%31%34%35%33%38%g32%32%

3015726133820447634187Neither satisfied nor
15%13%21%a14%15%14%11%15%15%9%13%adissatisfied

239717591*1141Fairly dissatisfied
1%3%6%1%3%4%2%2%1%3%3%

315214-7--418Very dissatisfied
1%1%1%1%1%-2%--1%1%

152955807118610830333312951106NET: Satisfied
75%77%64%73%72%80%g78%g74%81%g82%Xfg77%g

55492105161*1559NET: Dissatisfied
2%4%7%2%4%4%4%2%1%4%4%

1576101122324411691Don't know
7%6%8%12%ae9%ae2%6%9%e3%4%6%e

1.171.251.061.261.181.251.231.241.281.321.24Mean

0.850.901.030.830.920.850.900.820.750.870.89Standard deviation

0.060.030.130.090.060.060.050.080.080.050.02Standard error
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Table 25
L4. How satisfied are you with the clarity of the line when making or receiving calls on your landline from <Landline>.
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1030351297114751977026188844971373138033346426759711271187191317272197211176807037391444Unweighted base

1029350298114655274626487946067477035931545631458*75*115*119524122526325122815185*6977441444Weighted base

764262213858385564199661336537539282255344199435294884146245214157165128585215491071Effective Base

4691491265152513649541120128535615113420515223335453114811711094785935300339641Very satisfied
46%43%42%45%46%u49%Xu36%47%44%42%46%42%43%45%48%40%44%47%44%61%Xcdefg52%Xdefg42%37%34%39%41%43%46%44%eu

33411192374169234992831492132531091041589524233738368706678935833224242466Fairly satisfied
32%32%31%33%31%31%37%32%32%32%33%30%33%35%30%40%30%32%32%28%31%25%31%40%XgB39%g39%g32%32%32%g

1304342145738536112541008852475532910161531122593336171179109187Neither satisfied nor
13%12%14%13%13%11%14%13%12%15%11%15%15%12%10%15%13%14%13%5%10%22%XdfhB13%B16%B11%B13%B11%15%13%Bdissatisfied

2612933142114151818231081211--2398298564231941Fairly dissatisfied
3%4%3%3%2%3%5%X2%4%t3%3%3%2%3%3%--2%3%3%1%3%3%2%4%h4%3%2%3%ht

1068968387125843211-15--7622-11718Very dissatisfied
1%2%3%Xx1%1%1%1%1%2%2%1%2%q1%1%1%2%2%-1%--3%XhB3%h1%1%-2%1%1%x

803259217889421598194694350498609260238362246475690914216187176171170118685245811106NET: Satisfied
78%74%73%78%76%80%Xu74%79%X76%74%79%pr72%76%80%p78%80%74%78%76%90%Xdefg83%Xefg67%68%74%78%g80%75%78%77%fgpr

36191742193017232630291812161311255821614784332559NET: Dissatisfied
3%5%6%4%4%4%6%3%6%t4%4%5%4%3%4%2%2%2%5%3%1%6%h6%h3%5%h4%5%3%4%ht

6029217039341750294744291822222887461412321683612991Don't know
6%8%7%6%7%5%6%6%6%7%6%8%6%5%7%3%11%7%6%2%6%5%13%XcdghB7%5%3%9%Xa4%6%aBv

1.271.191.151.261.26u1.30Xu1.091.30X1.201.181.281.161.201.261.311.201.291.321.231.51Xcdefg1.44Xcdefg1.051.121.121.171.201.231.241.24guMean

0.870.950.990.860.880.880.930.840.940.930.850.970.890.850.860.840.860.780.910.740.711.040.990.840.890.840.920.870.89Standard deviation

0.030.050.060.030.040.030.060.030.050.040.030.050.050.040.050.110.100.070.030.050.040.060.080.060.070.090.040.030.02Standard error
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Table 26
L4. How satisfied are you with the clarity of the line when making or receiving calls on your landline from <Landline>.
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Mobile service packageMobile bundleMobile
Monthly

contract/ SIMPrepay/ pay as
Don't knowonlyyou goNoYesOther providersLebaraSkyVodafoneThreeTesco MobileO2giffgaffEETotal

(o)(n)(m)(l)(k)(j)(f)(h)(g)(e)(d)(c)(b)(a)(X)

10207539620474342961392352581922144891614972481Unweighted base

11**20733972175306278921273622831944541695232481Weighted base

7159829616063192481191972051631724101343841900Effective Base

--3973574028916763231606085397Prepay / pay as you go
--100%Xn16%13%10%10%13%21%Xcehfj11%16%13%35%Xacdeghfj16%j16%jn- using top-ups

-2073-1811262247811112832511623941064382073Monthly contract / SIM
-100%Xm-83%86%89%Xbg89%bg87%bg78%b89%bg84%b87%bg63%84%b84%bgmonly - paying monthly

11--7431-3--13*11Don't know
100%--*1%Xl1%a1%ae-1%--*2%a**n
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Table 27
M1. Which of these best describe the mobile phone package you personally use most often?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/g/h/f/j - X/k/l - X/m/n/o
Overlap formulae used.  ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

173561645620259461237463152677211651314628537780534971351962053212431394323366451304128811852481Unweighted base

1737611468201310021197459152178010911388585506761628105*1391782059269307386408399403310127711962481Weighted base

1320484339156371693736911616009169944864305994057010214915821653383132632893512409879071900Effective Base

2531218831012621884223128209188122881068221312232460536158595155200196397Prepay / pay as you go
15%20%XA19%15%13%18%Xw18%w15%16%19%Xmnq14%21%Xmnq17%14%13%20%23%j12%16%22%Xdef17%16%14%15%13%18%16%16%16%qtwA- using top-ups

148148837616978719783741297649877119346241665354184108155172620725432535033934924910749922073Monthly contract / SIM
85%Xz80%80%84%87%Xuv82%81%85%X83%80%86%Xpr79%82%86%pr86%pr80%77%87%k84%77%83%84%86%B85%B87%cB80%84%83%84%Bprvzonly - paying monthly

32465*2234713251-191-1--363811Don't know
**1%*******1%***1%1%-**1%-*--1%2%Xefgh*1%*tvA
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Table 28
M1. Which of these best describe the mobile phone package you personally use most often?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



M. Summary
Reception/

SignalValueOverall
SatisfactionSatisfactionSatisfaction

248120472481Unweighted base

248121752481Weighted base

190016061900Effective Base

9169541154Very satisfied
37%44%47%

10668541040Fairly satisfied
43%39%42%

224218190Neither satisfied nor
9%10%8%dissatisfied

20310470Fairly dissatisfied
8%5%3%

634022Very dissatisfied
3%2%1%

198118082195NET: Satisfied
80%83%88%

26714492NET: Dissatisfied
11%7%4%

954Don't know
***

1.041.191.31Mean

1.010.930.80Standard deviation

0.020.020.02Standard error
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Table 29
MSUM. Mobile Provider SUMMARY TABLE
Base: All Mobile respondents asked

Prepared by Yonder



Mobile service packageMobile bundleMobile
Monthly

contract/ SIMPrepay/ pay as
Don't knowonlyyou goNoYesOther providersLebaraSkyVodafoneThreeTesco MobileO2giffgaffEETotal

(o)(n)(m)(l)(k)(j)(f)(h)(g)(e)(d)(c)(b)(a)(X)

10207539620474342961392352581922144891614972481Unweighted base

11**20733972175306278921273622831944541695232481Weighted base

7159829616063192481191972051631724101343841900Effective Base

-983171101913514654481661091201531022571154Very satisfied
-47%43%47%44%53%Xceh59%Xcegh38%46%c39%62%Xacegh34%60%Xacegh49%ceh47%ceh

5862173915125110306313713663235572121040Fairly satisfied
45%42%44%42%41%40%32%49%Xabdgfj38%48%bdf32%52%Xabdgfj34%40%42%bdf

11513815733146133923840742190Neither satisfied nor
13%7%10%7%11%Xl5%6%10%bdj11%bdj8%4%9%d4%8%8%dissatisfied

3561061943315132183970Fairly dissatisfied
31%3%3%3%3%1%3%2%4%4%1%4%2%2%3%

-2011923-13218-322Very dissatisfied
-1%*1%1%1%-*1%1%1%2%X-1%1%

518453441934260256841113032451823881584692195NET: Satisfied
45%89%87%89%85%92%cg91%87%84%87%94%Xcegh85%94%Xceg90%g88%cgk

377128111733181532731392NET: Dissatisfied
31%4%3%4%4%3%3%3%5%5%2%6%Xad2%2%4%

1-3311--3----*4Don't know
11%-1%Xn***--1%X----**

0.151.321.281.311.261.41Xcegh1.47Xcegh1.221.251.191.54Xacegh1.111.52Xacegh1.36ceh1.31cMean

0.960.800.770.800.820.760.740.750.870.830.690.860.680.760.80Standard deviation

0.340.020.040.020.040.040.060.050.050.060.050.040.050.030.02Standard error
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Table 30
M2. In terms of your mobile phone service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Mobile>?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/g/h/f/j - X/k/l - X/m/n/o
Overlap formulae used.  ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

173561645620259461237463152677211651314628537780534971351962053212431394323366451304128811852481Unweighted base

1737611468201310021197459152178010911388585506761628105*1391782059269307386408399403310127711962481Weighted base

1320484339156371693736911616009169944864305994057010214915821653383132632893512409879071900Effective Base

8222802229324655861987403494976552792183463093869829671691621951951601601135945591154Very satisfied
47%46%47%46%46%49%Xu43%49%X45%46%47%48%43%46%49%36%49%46%47%63%Xcdefgh53%Xcde51%cde48%cd40%40%36%46%47%47%cde

714266190850424479210625338468572238230329243534971867761161561581901901555375001040Fairly satisfied
41%44%41%42%42%40%46%v41%43%43%41%41%45%43%39%50%35%40%42%28%38%B40%B39%B48%XfhB47%XfhB50%XfghB42%42%42%B

13743331577288361006988102434654481313171471722263729332710090190Neither satisfied nor
8%7%7%8%7%7%8%7%9%8%7%7%9%7%8%12%9%10%7%6%7%7%9%7%8%9%8%8%8%tdissatisfied

47161852353594418205017326241375844716131411333570Fairly dissatisfied
3%3%4%3%3%3%2%3%2%2%o4%Xor3%or1%3%or4%or1%2%4%3%1%1%2%4%3%4%4%3%3%3%or

135517566116147685312-192*23753101222Very dissatisfied
1%1%1%1%1%*1%1%1%1%1%1%2%q1%*1%2%-1%1%*1%1%2%h1%1%1%1%1%v

15365464121783890106540813656879651227517448675552911181531833246278351352350350267113110582195NET: Satisfied
88%89%88%89%89%89%89%90%X88%88%88%88%89%89%88%86%85%86%89%91%91%91%86%88%87%86%89%88%88%

6021236940401556253458221231272677764919201914434792NET: Dissatisfied
3%4%5%3%4%3%3%4%3%3%4%4%2%4%4%2%4%4%4%2%1%2%5%h5%h5%h5%h3%4%4%h

4--4-311-31211*-211-2---11314Don't know
*--*-***-******-2%Xi**-1%X---*****i

1.321.311.301.311.311.34X1.281.34X1.291.301.311.321.281.301.331.191.301.281.311.51Xcdef1.43Xcdef1.39cde1.291.211.211.181.311.301.31cdeMean

0.790.790.840.790.790.780.790.790.790.800.800.810.790.800.810.740.880.800.800.750.700.740.840.850.830.810.790.810.80Standard deviation

0.020.030.040.020.030.020.040.020.030.020.020.030.030.030.040.080.080.060.020.050.030.040.050.040.040.050.020.020.02Standard error
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Table 31
M2. In terms of your mobile phone service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Mobile>?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Mobile service packageMobile bundleMobile
Monthly

contract/ SIMPrepay/ pay as
Don't knowonlyyou goNoYesOther providersLebaraSkyVodafoneThreeTesco MobileO2giffgaffEETotal

(o)(n)(m)(l)(k)(j)(f)(h)(g)(e)(d)(c)(b)(a)(X)

717043362047-237136641961872144861613662047Unweighted base

7**18113572175-**2209028*2982731944511694522175Weighted base

613422581606-196116541621581724071343071606Effective Base

1802151954-15568998105114140106159954Very satisfied
12%44%42%44%-70%Xacdegh76%Xabcdegh31%33%39%59%Xacegh31%63%Xacegh35%44%acg

4719130854-5018161321096919853210854Fairly satisfied
56%40%36%39%-23%20%55%Xbdfj44%bfj40%fj36%fj44%Xbfj31%f47%Xbdfj39%bfj

116849218-8323242867848218Neither satisfied nor
10%9%14%Xn10%-3%3%7%11%dfj15%Xbdfj4%15%Xbdfj5%11%bdfj10%bdfjndissatisfied

18320104-2122513135123104Fairly dissatisfied
9%5%6%5%-1%1%7%bdfj9%Xbdfj5%bdj*8%Xbdfj1%5%bdj5%bdj

-36440-3--9311111140Very dissatisfied
-2%1%2%-1%--3%1%1%3%1%2%2%

515222811808-20586242292141833381593701808NET: Satisfied
69%84%Xm79%83%-93%Xaceg95%Xacegh86%77%78%95%Xacegh75%94%Xaceg82%c83%cgm

111924144-6123417246234144NET: Dissatisfied
9%7%7%7%-3%1%7%bdf11%Xbdfj6%bd1%10%Xbdfj1%8%bdfj7%bdfj

1225-2--2--1--5Don't know
12%*1%*-1%X--1%--*--*n

0.831.201.141.19-1.61Xacegh1.70Xacdegh1.110.961.091.52Xacegh0.931.55Xacegh1.071.19acgMean

0.860.930.940.93-0.750.600.821.030.920.661.000.680.940.93Standard deviation

0.350.020.050.02-0.050.050.100.070.070.050.050.050.050.02Standard error
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Table 32
M3. How satisfied are you with the overall VALUE FOR MONEY of your service from <Mobile>?
Base: All Mobile respondents not having the service in a bundle

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/g/h/f/j - X/k/l - X/m/n/o
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1441499375167278010293671248652976106952345365441578113153170318435232426830537324110639772047Unweighted base

1535524409176788110553891332695964120951944567953091*124*1511810240267339355349355270112010482175Weighted base

11214032841323607799300974516786830414372514325568711813471432812632192462982028357651606Effective Base

659240183771361496159582318437515255182294221334665809135128158154141138101493459954Very satisfied
43%46%45%44%41%47%Xuw41%44%46%45%o43%49%Xmoqr41%43%42%37%37%43%45%56%Xcdef48%cd47%c43%40%39%37%44%44%44%cd

6142051606943713861645342573624921801822682243257587077892126129154148126455396854Fairly satisfied
40%39%39%39%42%v37%42%40%37%38%41%p35%41%39%42%p35%46%39%39%32%35%37%36%44%hB42%47%XfghB41%38%39%pv

15549411778610940125741001184753734618141617119323347293621104114218Neither satisfied nor
10%9%10%10%10%10%10%9%11%10%10%9%12%11%9%20%Xi11%11%9%8%12%10%13%8%10%8%9%11%10%dissatisfied

7125198544501662364064251538262289231015191626154954104Fairly dissatisfied
5%5%5%5%5%5%4%5%5%4%5%5%3%6%5%2%2%5%5%1%4%4%5%5%7%XB6%B4%5%5%B

31653517121026921191012613523305265976162440Very dissatisfied
2%1%1%2%2%1%3%v2%1%2%2%n2%3%n1%2%6%Xi2%2%2%2%1%2%2%2%2%2%1%2%2%nv

12734443431465732882322111757579910064353645614456510312315162132202842832952852279488551808NET: Satisfied
83%85%84%83%83%84%83%84%83%83%83%84%82%83%84%72%84%81%84%l89%df82%84%80%85%80%84%85%82%83%l

10231251196162278746628235274438841112191221242533216577144NET: Dissatisfied
7%6%6%7%7%6%7%7%7%6%7%7%6%7%7%8%3%7%7%4%5%6%7%7%9%hB8%6%7%7%

5--513-2-322111-212-21--11425Don't know
*--***-*-******-2%Xi1%*-1%X*--*1%***i

1.181.231.211.181.161.24X1.141.191.211.201.181.251.141.191.160.951.181.161.20l1.39Xcdef1.26d1.231.151.151.081.121.221.161.19dlMean

0.930.890.900.940.930.900.950.920.920.940.920.940.940.900.941.100.830.960.920.870.870.920.950.930.980.920.890.970.93Standard deviation

0.020.040.050.020.030.030.050.030.040.030.030.040.040.040.050.120.080.080.020.060.050.050.060.050.050.060.030.030.02Standard error
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Table 33
M3. How satisfied are you with the overall VALUE FOR MONEY of your service from <Mobile>?
Base: All Mobile respondents not having the service in a bundle

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Mobile service packageMobile bundleMobile
Monthly

contract/ SIMPrepay/ pay as
Don't knowonlyyou goNoYesOther providersLebaraSkyVodafoneThreeTesco MobileO2giffgaffEETotal

(o)(n)(m)(l)(k)(j)(f)(h)(g)(e)(d)(c)(b)(a)(X)

10207539620474342961392352581922144891614972481Unweighted base

11**20733972175306278921273622831944541695232481Weighted base

7159829616063192481191972051631724101343841900Effective Base

-7571588021141314641141789011976195916Very satisfied
-37%40%37%37%47%Xaceh50%Xaceh32%39%ce27%46%Xaceh26%45%ceh37%ce37%ce

4902159925141112296613611980214682411066Fairly satisfied
36%44%40%43%46%40%31%52%Xbdgfj38%42%42%47%Xgf40%46%gf43%f

518039201231012933451350844224Neither satisfied nor
48%9%10%9%7%4%13%bdj7%9%j16%Xabdhj6%11%bj5%8%j9%jdissatisfied

-1802418420195730358491535203Fairly dissatisfied
-9%6%8%6%7%5%5%8%12%adhf4%11%Xadh9%7%8%d

152115674141863212563Very dissatisfied
6%3%3%3%2%1%1%3%5%Xaj2%1%5%Xafj1%1%3%a

416603181727255242741072771971703341434371981NET: Satisfied
36%80%80%79%83%87%Xceg81%e85%ceg76%70%88%Xceg73%85%ce83%ceg80%ce

1232342402723510484111701740267NET: Dissatisfied
6%11%9%11%9%8%6%8%13%adf15%adf6%16%Xadhfj10%8%11%ad

126712--4----39Don't know
11%*1%Xn**1%--1%----1%*n

0.281.031.101.031.101.25Xcegh1.25Xceg1.06ce0.98c0.801.27Xcegh0.801.18ce1.13ce1.04ceMean

0.801.010.991.020.950.930.920.931.131.050.871.090.970.891.01Standard deviation

0.280.020.050.020.050.050.080.060.070.080.060.050.080.040.02Standard error
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Table 34
M4. How satisfied are you OVERALL with the RECEPTION OR SIGNAL STRENGTH that you get on your mobile phone service from <Mobile>?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/g/h/f/j - X/k/l - X/m/n/o
Overlap formulae used.  ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

173561645620259461237463152677211651314628537780534971351962053212431394323366451304128811852481Unweighted base

1737611468201310021197459152178010911388585506761628105*1391782059269307386408399403310127711962481Weighted base

1320484339156371693736911616009169944864305994057010214915821653383132632893512409879071900Effective Base

61425116375234048716956829643847724619225921825567376213614816214011513778487426916Very satisfied
35%41%XA35%37%34%41%Xw37%37%38%40%Xnq34%42%Xmnq38%34%35%23%40%l41%l37%l51%Xcdef48%Xcdef42%Xcde34%c29%34%c25%38%36%37%celqwA

774242197869467476192655328441623225216349275594870889971111541831891781535405221066Fairly satisfied
45%X40%42%43%47%Xv40%42%43%42%40%45%pr38%43%46%pr44%56%Xijk34%39%43%36%36%40%45%h48%hB44%h49%XghB42%44%43%hprv

146605217275112591227499126524668588221517911253332414141108116224Neither satisfied nor
8%10%11%9%8%9%13%Xvw8%10%9%9%9%9%9%9%8%16%Xi8%9%4%8%9%8%10%B10%B13%XfhB8%10%9%Bdissatisfied

1504738165918629132628212243396259118151691613313840303411192203Fairly dissatisfied
9%8%8%8%9%7%6%9%8%8%9%7%8%8%9%11%6%9%8%6%4%8%9%h10%h8%11%h9%8%8%h

46101845273294018273714132017334547871113153263763Very dissatisfied
3%2%4%2%3%3%2%3%2%2%3%2%3%3%3%3%2%2%3%3%2%2%3%3%4%c1%2%3%3%

138949236016218069623611223624879110047140760849283104143165123325931532330531523110269481981NET: Satisfied
80%81%77%81%81%80%79%80%80%81%79%81%81%80%78%79%75%81%80%87%Xcde84%Xcde82%c79%76%78%74%80%79%80%c

196575621011811838173801081585751827614111922323213849534537137129267NET: Dissatisfied
11%9%12%10%12%u10%8%11%10%10%11%10%10%11%12%13%8%11%11%9%7%10%12%h13%h11%12%h11%11%11%h

62-924131544121-21612-3-2*639Don't know
**-********1%***-2%Xi***1%-1%-*****

1.021.110.961.061.001.09X1.061.041.061.09X1.001.11q1.061.010.990.861.071.101.041.27Xcdef1.24Xcdef1.12ce1.000.890.980.871.061.011.04ceMean

1.010.981.061.001.011.010.961.021.001.001.011.011.001.001.030.981.001.011.010.980.950.991.021.041.040.951.001.021.01Standard deviation

0.020.040.050.020.030.030.040.030.040.030.030.040.040.040.040.100.090.070.020.070.050.050.060.050.050.050.030.030.02Standard error
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Table 35
M4. How satisfied are you OVERALL with the RECEPTION OR SIGNAL STRENGTH that you get on your mobile phone service from <Mobile>?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

61615091771724342324351381793582125Unweighted base

662146325210846117045584964992125Weighted base

46011431471413911943221101352951598Effective Base

1093056517524388302891414Standard broadband -
16%21%Xi26%Xfs16%11%25%Xfs19%f36%Xadfs30%Xadfs18%f19%fiBroadband through a

phone line or cable
service - which is not
superfast, so the
download speed is less
than 30MB/second

3197541055618910025338452881073Superfast broadband - A
48%52%42%51%f41%59%Xbcfg56%Xfg45%47%58%Xbcfg50%fgpremium service that

delivers higher speeds
through either fibre
optic or cable service
- so the download speed
is 30MB/ second or
higher

17827863281701379131476456Ultrafast broadband -
27%Xh19%25%abe26%abcde37%Xabcdesg7%17%e15%e15%e15%e21%abdehthe download speed is

100MB/second or higher

561261985114344845182Don't know
9%9%7%7%11%Xc8%8%4%9%9%9%
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Table 36
IN1. Which of these fixed broadband services does your household have?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

150951839917268301073372133066010221101552470675426961161841729199409362282328373172107210472125Unweighted base

15165064081717881103537613276649581165513445665501103*118*1691735249288358361355338176106210582125Weighted base

11304012891310616802294999499794814420375512311698613713081533212852272592871238057891598Effective Base

27311710830615420683255141190224105851438220242634473765559615435231183414Standard broadband -
18%23%XA26%Xx18%17%20%22%19%21%20%19%20%19%21%q16%19%20%15%20%30%Xdefg26%Xdefg15%16%17%16%20%22%Xa17%19%axABroadband through a

phone line or cable
service - which is not
superfast, so the
download speed is less
than 30MB/second

799232202871466541190675325452619250202351268545788874132135194194162169875165551073Superfast broadband - A
53%Xz46%50%51%53%52%51%51%49%47%53%Xor49%45%53%or54%o52%48%52%50%53%47%54%e54%46%50%49%49%52%50%orzpremium service that

delivers higher speeds
through either fibre
optic or cable service
- so the download speed
is 30MB/ second or
higher

3201065739920120772298127226230106120107123263037363194470831059341184270456Ultrafast broadband -
21%21%14%23%Xy23%20%19%22%19%24%Xnp20%n21%27%Xnpqr16%24%nq25%26%22%21%8%15%B20%B23%hB30%XghB27%XghB23%hB17%25%Xb21%bhBnythe download speed is

100MB/second or higher

1245141141608129997290925238642847181542433382527221313150182Don't know
8%10%10%8%7%8%8%7%11%Xt9%m8%10%m9%10%mq6%3%6%11%9%10%11%Xd11%7%8%6%7%12%Xa5%9%amtw
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Table 37
IN1. Which of these fixed broadband services does your household have?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



IN. Summary
ReliabilitySpeedValueOverall

SatisfactionSatisfactionSatisfactionSatisfaction

212521256162125Unweighted base

212521256622125Weighted base

159815984601598Effective Base

882816175825Very satisfied
42%38%26%39%

884941305958Fairly satisfied
42%44%46%45%

16819595181Neither satisfied nor
8%9%14%9%dissatisfied

13912260112Fairly dissatisfied
7%6%9%5%

46422542Very dissatisfied
2%2%4%2%

176617574811783NET: Satisfied
83%83%73%84%

18516485155NET: Dissatisfied
9%8%13%7%

6826Don't know
****

1.141.120.831.14Mean

0.970.941.040.92Standard deviation

0.020.020.040.02Standard error
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Table 38
INSUM. Fixed Broadband Provider SUMMARY TABLE
Base: All Internet respondents asked

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

61615091771724342324351381793582125Unweighted base

662146325210846117045584964992125Weighted base

46011431471413911943221101352951598Effective Base

26755811842162511633734218825Very satisfied
40%38%47%Xdef39%35%30%36%44%e35%44%def39%e

3086509151219802204049207958Fairly satisfied
46%44%36%47%48%g47%g48%g48%51%g42%45%g

461362184020344945181Neither satisfied nor
7%9%8%7%9%12%8%5%9%9%9%dissatisfied

24881762717242416112Fairly dissatisfied
4%6%X7%6%6%10%Xacd5%2%4%3%5%

142831102131*1042Very dissatisfied
2%2%1%1%2%1%3%2%*2%2%

57512082089338213138477834261783NET: Satisfied
87%Xh83%83%86%83%77%84%e91%Xef87%e85%e84%eh

381162083719373427155NET: Dissatisfied
6%8%8%7%8%11%Xabc8%4%4%5%7%

422-2----26Don't know
1%*1%-*----**

1.201.111.21e1.16e1.080.951.091.29ef1.17e1.22e1.14eMean

0.880.940.950.890.930.970.950.800.780.890.92Standard deviation

0.040.020.070.070.040.060.050.070.060.050.02Standard error
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Table 39
IN2. In terms of your fixed broadband service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Broadband>?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

150951839917268301073372133066010221101552470675426961161841729199409362282328373172107210472125Unweighted base

15165064081717881103537613276649581165513445665501103*118*1691735249288358361355338176106210582125Weighted base

11304012891310616802294999499794814420375512311698613713081533212852272592871238057891598Effective Base

59919815467233342814054124437544821715825219630486068813012513112012214156394429825Very satisfied
40%39%38%39%38%41%X37%41%X37%39%o38%42%36%38%39%29%41%35%40%52%Xcdefg43%cef37%33%34%42%f32%37%41%39%

6842191847744114601596152774295292122173002296348727758812015817118514987497458958Fairly satisfied
45%43%45%45%47%44%42%46%42%45%p45%41%49%pr45%46%61%Xijk40%42%45%36%42%44%47%B52%XhB44%49%B47%43%45%B

119524014158824383818299424065347921144122736342826188497181Neither satisfied nor
8%10%10%8%7%8%12%Xvw6%12%Xt9%9%8%9%10%7%7%8%12%8%5%9%10%10%8%8%10%8%9%9%twdissatisfied

84262290654321674146662719313528148914722271316145557112Fairly dissatisfied
6%5%5%5%7%Xv4%6%5%6%5%6%5%4%5%7%2%7%8%5%6%3%6%h7%h4%5%8%h5%5%5%hv

2710834151811211821211110156132363689852261642Very dissatisfied
2%2%2%2%2%2%3%2%3%2%2%2%2%2%1%1%2%1%2%1%2%2%3%2%2%1%2%2%2%

128341733814457448882991156522804977429375552425939613214632192452892913072901438918871783NET: Satisfied
85%82%83%84%84%u86%Xu80%87%Xs79%84%84%84%84%83%85%90%j81%78%84%j88%85%81%80%86%86%81%84%84%84%jsu

1113730125796032885967873829464131116125181430362121158173155NET: Dissatisfied
7%7%7%7%9%Xv6%8%7%9%7%7%7%7%7%8%3%9%9%7%7%5%8%10%h6%6%9%8%7%7%hv

31-6-42-342312--213-23--1-516Don't know
**-*-**-*t**1%**--2%Xi1%*-1%1%--*-***i

1.151.121.111.141.121.20Xu1.061.20Xs1.041.141.131.171.111.121.151.161.121.031.151.32Xcefg1.23cfg1.081.011.131.20f1.031.111.161.14fsMean

0.910.930.920.920.940.880.990.880.990.920.920.940.900.930.910.690.990.970.920.910.880.960.980.870.890.910.930.910.92Standard deviation

0.020.040.050.020.030.030.050.020.040.030.030.040.040.040.040.070.090.070.020.060.040.050.060.050.050.070.030.030.02Standard error
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Table 40
IN2. In terms of your fixed broadband service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Broadband>?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

616-110591465753603893616Unweighted base

662-**133*24*16450*35*51*26**178*662Weighted base

460-96521295039532781460Effective Base

175-55625141119640175Very satisfied
26%-41%Xafs23%15%28%30%f37%f22%23%26%f

305-5913692515281581305Fairly satisfied
46%-44%51%42%51%43%54%58%46%46%

95-1043064133695Neither satisfied nor
14%-8%18%c18%cg12%c11%2%12%20%cg14%cgdissatisfied

60-6*2632211860Fairly dissatisfied
9%-4%1%16%Xcsg7%7%4%5%10%9%s

25-32121321125Very dissatisfied
4%-2%7%a7%Xa2%9%a3%3%1%4%

481-113189439264621122481NET: Satisfied
73%-85%Xaf74%f57%79%f73%91%Xadfs81%69%73%f

85-923856422085NET: Dissatisfied
13%-7%8%23%Xacesg9%16%7%7%11%13%g

2---2-----2Don't know
*---1%-----*

0.83-1.17Xadfs0.81f0.430.95f0.791.17Xaf0.930.79f0.83fMean

1.04-0.931.051.150.941.220.900.890.941.04Standard deviation

0.04-0.090.140.100.120.170.120.140.100.04Standard error
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Table 41
IN3. How satisfied are you with the overall VALUE FOR MONEY of your service from <Broadband>?
Base: All Internet respondents not having the service in a bundle

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

445138107509266281963871792753391431322031363535524941981848110917072311300616Unweighted base

479141122*541303293104*41919226439713313121118542**34**50*53524**61*91*109*121*16789*342316662Weighted base

3321087838219321380286138220247113107153100242637374156466648012954231225460Effective Base

122443713872882410754731004230544710912145101922322544239876175Very satisfied
26%31%31%25%24%30%23%26%28%28%25%32%23%25%25%23%25%23%27%41%31%24%30%20%26%26%29%24%26%

226615225315012849203791271786563968320142524611292951598542153151305Fairly satisfied
47%43%43%47%49%44%47%48%41%48%45%49%48%45%45%48%40%50%46%44%47%32%46%49%g51%g47%45%48%46%g

6618108439412159293659142134254797526238202114484695Neither satisfied nor
14%13%8%16%13%14%21%14%15%13%15%11%16%16%13%10%21%17%14%10%10%25%Xdfh7%17%13%16%14%14%14%dissatisfied

441318423023734211743413202383149*3101416117322860Fairly dissatisfied
9%9%15%x8%10%8%7%8%11%6%p11%p3%10%pr9%p12%p18%8%2%9%2%5%11%12%13%6%8%9%9%9%px

205321131321689167288123191565153101425Very dissatisfied
4%3%3%4%4%4%2%4%4%3%4%5%2%4%4%1%6%5%4%3%8%e6%5%1%3%3%3%5%4%

348105903912212177330913320027910793149129302237391214851838412965250227481NET: Satisfied
73%74%74%72%73%74%71%74%69%76%70%80%Xq71%71%70%71%65%73%73%85%78%g56%76%g69%78%g73%73%72%73%g

641722634336950282659101628318546818161917159434285NET: Dissatisfied
13%12%18%12%14%12%9%12%15%10%15%8%12%13%17%19%14%8%13%5%13%17%17%14%9%11%12%13%13%

11-2----12-11----11--1--1-112Don't know
*1%-*----1%1%-1%1%----2%*--1%--1%-***

0.810.910.840.820.780.870.840.840.790.910.771.00X0.810.800.740.730.700.850.841.190.880.580.830.750.93g0.860.870.780.83gMean

1.051.051.111.031.051.070.931.021.090.991.071.000.971.041.101.061.131.001.040.921.151.161.130.960.950.991.031.051.04Standard deviation

0.050.090.110.050.060.060.090.050.080.060.060.080.090.070.090.180.190.140.050.210.130.130.130.090.070.120.060.060.04Standard error
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Table 42
IN3. How satisfied are you with the overall VALUE FOR MONEY of your service from <Broadband>?
Base: All Internet respondents not having the service in a bundle

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

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

61615091771724342324351381793582125Unweighted base

662146325210846117045584964992125Weighted base

46011431471413911943221101352951598Effective Base

25656010140185531663334205816Very satisfied
39%38%40%37%40%e31%37%39%35%41%e38%e

30164010454193742083849221941Fairly satisfied
45%44%41%50%42%43%46%45%51%44%44%

541422383825407846195Neither satisfied nor
8%10%9%7%8%15%Xdfs9%8%8%9%9%dissatisfied

30911833214296516122Fairly dissatisfied
5%6%7%3%7%a8%as6%7%5%3%6%a

162643114131-842Very dissatisfied
2%2%2%2%2%2%3%1%-2%2%

55712002059437912737471824271757NET: Satisfied
84%82%81%87%e82%e75%82%e84%86%e85%e83%e

471182254217416525164NET: Dissatisfied
7%8%9%5%9%a10%a9%a8%5%5%8%a

532*21--128Don't know
1%*1%***--1%d**

1.141.111.121.17e1.11e0.941.071.151.17e1.20e1.12eMean

0.930.940.950.860.981.000.980.900.790.860.94Standard deviation

0.040.020.070.070.050.070.050.080.060.050.02Standard error
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Table 43
IN4. How satisfied are you with the SPEED OF SERVICE while online from <Broadband>?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

150951839917268301073372133066010221101552470675426961161841729199409362282328373172107210472125Unweighted base

15165064081717881103537613276649581165513445665501103*118*1691735249288358361355338176106210582125Weighted base

11304012891310616802294999499794814420375512311698613713081533212852272592871238057891598Effective Base

60918515166534541213553523838243220717624418828446967511412313712613113353394421816Very satisfied
40%X37%37%39%39%40%36%40%X36%40%37%40%39%37%38%28%37%41%39%46%Xcf43%c38%35%37%39%30%37%40%38%c

65922517776339945816360428241652422119529622860526276610412114817116415380481457941Fairly satisfied
43%45%43%44%45%44%43%46%42%43%45%43%44%45%46%58%Xij44%37%44%42%42%41%47%46%45%45%45%43%44%

1275545150728443106698810848406840108231551722333435332296100195Neither satisfied nor
8%11%11%9%8%8%11%8%10%9%9%9%9%10%8%10%7%13%9%7%8%9%9%10%10%13%9%9%9%tdissatisfied

86312210045622261524973222740333711100121327192112185765122Fairly dissatisfied
6%6%5%6%5%6%6%5%8%Xt5%6%4%6%6%7%3%6%6%6%5%5%8%d5%6%4%10%Xdh5%6%6%t

31813302014122118172511714111543326912472281542Very dissatisfied
2%2%3%2%2%1%3%2%3%2%2%2%1%2%2%1%4%2%2%1%2%3%3%1%2%1%3%1%2%

126741032814297448702971139520799956428370540416889613114422192442852962952851328758771757NET: Satisfied
84%81%80%83%84%u84%u79%86%Xs78%83%82%84%83%81%83%86%81%77%83%88%cg85%c80%82%83%84%c75%82%83%83%cs

1173934130657633827166983234544441214134131936312519208580164NET: Dissatisfied
8%8%8%8%7%7%9%6%11%Xt7%8%6%8%8%9%4%10%9%8%5%7%10%d9%7%6%11%d8%8%8%t

5218-52-453512*-215-33--11718Don't know
****-1%1%w-1%t1%*1%***-2%Xi1%*-1%1%--*1%1%**a

1.141.081.061.131.141.16u1.041.18Xs1.011.151.091.171.141.081.101.081.071.081.131.28Xcfg1.20c1.061.051.121.17c0.931.101.141.12csMean

0.940.930.990.920.930.911.000.881.020.920.950.910.920.950.950.781.031.000.930.840.921.010.980.900.890.980.950.920.94Standard deviation

0.020.040.050.020.030.030.050.020.040.030.030.040.040.040.050.080.100.070.020.060.050.050.060.050.050.080.030.030.02Standard error
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Table 44
IN4. How satisfied are you with the SPEED OF SERVICE while online from <Broadband>?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

61615091771724342324351381793582125Unweighted base

662146325210846117045584964992125Weighted base

46011431471413911943221101352951598Effective Base

27560711142168551723937257882Very satisfied
42%41%44%e39%36%32%38%46%e39%51%Xbdefs42%ef

2806048952199752093548176884Fairly satisfied
42%41%36%48%ag43%a44%a46%ag42%50%Xag35%42%a

501182793922285731168Neither satisfied nor
8%8%11%8%8%13%Xacd6%6%7%6%8%dissatisfied

381001154415333325139Fairly dissatisfied
6%7%4%4%9%Xabg9%b7%4%3%5%7%

1532111921221946Very dissatisfied
2%2%4%1%2%1%3%2%1%2%2%

55512102019436713038174854331766NET: Satisfied
84%83%80%87%e80%77%84%e88%ef89%ef87%ef83%ef

531322165318455434185NET: Dissatisfied
8%9%8%5%11%Xabs10%b10%b6%4%7%9%b

432-2---*26Don't know
1%*1%-*---***

1.161.131.131.19e1.030.971.091.27ef1.23ef1.30Xdef1.14efMean

0.950.981.050.831.010.970.980.890.780.920.97Standard deviation

0.040.030.080.060.050.060.050.080.060.050.02Standard error
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Table 45
IN5. How satisfied are you with the RELIABILITY of your fixed broadband service from <Broadband>?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

150951839917268301073372133066010221101552470675426961161841729199409362282328373172107210472125Unweighted base

15165064081717881103537613276649581165513445665501103*118*1691735249288358361355338176106210582125Weighted base

11304012891310616802294999499794814420375512311698613713081533212852272592871238057891598Effective Base

64121316871435946814456826740747322917727020435527372114012915013313813161420458882Very satisfied
42%42%41%42%41%45%Xu38%43%40%42%41%45%40%41%41%34%44%43%42%56%Xcdefgh45%42%37%39%39%35%40%43%42%

6182081677163764111595652653904932031882832105243637267712113716316015571457425884Fairly satisfied
41%41%41%42%43%40%42%43%40%41%42%40%42%43%42%51%37%37%42%31%42%B38%45%B45%B46%B40%43%40%42%B

12638301386480311014973953736554010619134151835253322198088168Neither satisfied nor
8%7%7%8%7%8%8%8%7%8%8%7%8%8%8%9%5%11%8%6%6%10%7%9%7%11%8%8%8%dissatisfied

923930109585029686264743134403441111112111422271924227267139Fairly dissatisfied
6%8%7%6%7%5%8%v5%9%Xt7%6%6%8%6%7%4%10%7%6%4%5%6%7%5%7%13%XeghB7%6%7%tv

3681433242110251819271010141323339641114552272046Very dissatisfied
2%2%3%2%3%2%3%2%3%2%2%2%2%2%3%2%2%2%2%2%1%3%4%1%2%1%3%2%2%

125942033514317358803031133532797967432365553414879613614472172492872962982861328778831766NET: Satisfied
83%83%82%83%83%85%X81%85%Xs80%83%83%84%82%83%83%84%81%80%83%87%c87%cg80%82%84%c85%c75%83%83%83%cs

12847431428271399280841014043544761414151171833412429249986185NET: Dissatisfied
8%9%11%8%9%7%10%v7%12%Xt9%9%8%10%8%9%6%12%8%9%7%6%9%11%7%9%14%XehB9%8%9%tv

31-6-42-342312*-213-23--1*616Don't know
**-*-**-*t**1%***-2%Xi1%*-1%1%--**1%**i

1.151.141.091.151.121.22Xuw1.071.19Xs1.061.151.131.201.101.141.111.101.131.151.141.34Xcdefg1.24Xcf1.111.041.151.140.951.111.171.14csMean

0.970.961.030.950.990.931.010.921.050.970.970.950.990.950.990.891.050.960.970.940.891.011.040.890.931.040.980.950.97Standard deviation

0.030.040.050.020.030.030.050.030.040.030.030.040.050.040.050.090.100.070.020.070.040.050.060.050.050.080.030.030.02Standard error

Page 46

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 46
IN5. How satisfied are you with the RELIABILITY of your fixed broadband service from <Broadband>?
Base: All Internet respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



PT. Summary
ValueOverall

SatisfactionSatisfaction

4621276Unweighted base

5181276Weighted base

335939Effective Base

110458Very satisfied
21%36%

204596Fairly satisfied
39%47%

84149Neither satisfied nor
16%12%dissatisfied

8851Fairly dissatisfied
17%4%

2314Very dissatisfied
4%1%

3151054NET: Satisfied
61%83%

11165NET: Dissatisfied
21%5%

99Don't know
2%1%

0.571.13Mean

1.140.85Standard deviation

0.050.02Standard error

Page 47

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 47
PTSUM. Pay TV Provider SUMMARY TABLE
Base: All TV respondents respondents asked

Prepared by Yonder



Pay TV bundlePay TV
NoYesOther providersVirgin MediaTalkTalkSkyEEBTNET: BT/EETotal
(g)(f)(e)(d)(c)(b)(h)(a)(i)(X)

46281488268102630681201881276Unweighted base

51875888*26648*76127*871131276Weighted base

335617622409148155102148939Effective Base

17628231891428293342458Very satisfied
34%37%35%33%30%37%33%38%37%36%

2503464212821352144054596Fairly satisfied
48%46%47%48%44%46%51%46%47%47%

668313307864912149Neither satisfied nor
13%11%15%11%15%11%13%10%11%12%dissatisfied

1932-14429*3451Fairly dissatisfied
4%4%-5%9%Xibe4%2%4%3%4%

113-517-2214Very dissatisfied
*2%Xg-2%1%1%-2%2%1%g

42662873216356342373961054NET: Satisfied
82%83%82%81%73%83%c84%84%84%c83%c

2044-19535*5565NET: Dissatisfied
4%6%-7%e11%Xhbe5%2%5%e5%5%

622-*6*-*9Don't know
1%*3%d-1%1%1%d-*1%f

1.131.131.21c1.060.911.16c1.171.151.15c1.13cMean

0.790.890.690.910.980.830.720.890.850.85Standard deviation

0.040.030.070.060.100.030.090.080.060.02Standard error
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Table 48
PT1. How satisfied are you with the OVERALL SERVICE PROVIDED by your television service provider <TV>?
Base: All TV respondents

Proportions/Means: Columns Tested (5% risk level) - X/i/a/h/b/c/d/e - X/f/g
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

8893352051071503629258811366604671313291369302556010710541032242091702062381266266451276Unweighted base

893329211106553561025081137756670929427236234855*68*96*1056129*161211218224207128*6226481276Weighted base

6522521467943664602015992724614852352262712183743777847917116313416017487456479939Effective Base

30713357401180234903011302122451149811113414213638762507968817543232224458Very satisfied
34%40%27%38%Xy34%38%36%37%34%38%35%n39%36%31%39%25%31%37%37%49%Xfh31%38%31%36%36%33%37%35%36%ny

4361381084882692701113931682593371261331801562735424924580891171089264300294596Fairly satisfied
49%X42%51%46%50%44%45%48%45%46%47%43%49%50%45%49%51%44%47%35%50%B42%54%B48%B45%50%B48%45%47%B

973931118606838794965843926434110814117152230231822195891149Neither satisfied nor
11%12%15%11%11%11%15%10%13%11%12%13%9%12%12%18%12%14%11%12%13%14%11%8%10%15%9%14%Xb12%btdissatisfied

401111402223630201833711201342342539910151183151Fairly dissatisfied
4%3%5%4%4%4%3%4%5%3%5%2%4%6%4%7%3%3%4%4%2%4%4%4%7%Xch1%3%5%4%

7531128268774361--*1413314219514Very dissatisfied
1%1%1%1%*1%1%1%2%1%1%2%1%2%*--*1%1%2%2%*2%1%*1%1%1%

7442711648894495042026942984715822392322912914156788791071311681851891671075325181054NET: Satisfied
83%82%78%84%84%83%81%86%Xs79%83%82%81%85%81%84%75%82%81%83%83%81%80%85%85%81%83%85%Xa80%83%a

471614512432836272539111426144235665121014162273665NET: Dissatisfied
5%5%7%5%4%5%3%4%7%4%6%4%5%7%4%7%3%3%5%5%3%6%5%6%8%c1%4%6%5%

532726223544112-215-3--32*629Don't know
1%1%1%1%*1%1%*1%1%1%1%**1%-3%Xi1%*-2%Xg--1%1%*1%*1%t

1.121.180.981.16Xy1.131.161.131.18Xs1.051.16n1.11n1.161.151.031.19n0.921.141.161.141.261.101.101.111.151.091.151.181.091.13nyMean

0.830.870.870.840.790.870.820.810.930.850.850.860.830.890.800.850.730.810.860.880.810.910.780.880.910.740.830.860.85Standard deviation

0.030.050.060.030.040.030.050.030.050.030.030.050.050.050.050.120.100.080.030.090.050.060.060.060.060.070.030.030.02Standard error
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Table 49
PT1. How satisfied are you with the OVERALL SERVICE PROVIDED by your television service provider <TV>?
Base: All TV respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Pay TV bundlePay TV
NoYesOther providersVirgin MediaTalkTalkSkyEEBTNET: BT/EETotal
(g)(f)(e)(d)(c)(b)(h)(a)(i)(X)

462-75322927484452462Unweighted base

518-**72*33**14**3704**26*30*518Weighted base

335-52242521873441335Effective Base

110-258367167110Very satisfied
21%-35%Xb25%23%18%17%24%23%21%b

204-2115814531215204Fairly satisfied
39%-30%45%54%39%67%49%51%e39%

84-10526016784Neither satisfied nor
16%-14%15%12%16%15%24%22%16%dissatisfied

88-13*272-1188Fairly dissatisfied
17%-18%i1%11%19%ia-4%3%17%ia

23--2-22---23Very dissatisfied
4%--5%-6%---4%

315-46231121241922315NET: Satisfied
61%-64%71%77%57%85%73%74%b61%

111-132293-11111NET: Dissatisfied
21%-18%i6%11%25%Xia-4%3%21%ia

9-23-4---9Don't know
2%-3%9%-1%---2%

0.57-0.84b0.930.890.451.020.93b0.94Xb0.57bMean

1.14-1.111.000.921.170.650.800.771.14Standard deviation

0.05-0.130.180.170.070.230.120.110.05Standard error
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Table 50
PT2. How satisfied are you with the overall VALUE FOR MONEY of your service from <TV>?
Base: All TV respondents not having the service in a bundle

Proportions/Means: Columns Tested (5% risk level) - X/i/a/h/b/c/d/e - X/f/g
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

3281159836420021296289129194267959914811916263538536696663789159219239462Unweighted base

388110*120*39824722999*332143*19632298*98*155167*19**35**31**43453*56*72*89*86*88*75*251263518Weighted base

2408472263145153732119514819171771058810202428230515348576342158174335Effective Base

842417935042238220426924172742-78955623171720226049110Very satisfied
22%22%14%23%20%18%24%25%Xs14%21%21%25%18%17%25%-20%25%22%10%11%32%hB19%20%23%29%h24%19%21%hs

1475140164981014013259761283640587041181812519144636342910896204Fairly satisfied
38%46%33%41%40%44%40%40%41%39%40%36%41%38%42%20%33%26%42%X47%g34%20%52%g42%g39%g39%g43%37%39%g

5723216335361749303747181929188666491516716147384584Neither satisfied nor
15%21%18%16%14%16%17%15%21%19%15%19%19%19%11%43%17%18%15%17%27%Xcf22%f8%19%16%10%15%17%16%dissatisfied

7793255513215572433541518262876767126151513169325388Fairly dissatisfied
20%Xz8%27%Xx14%21%14%15%17%17%17%17%15%19%17%17%37%18%24%15%22%11%21%17%15%19%12%13%20%17%xz

192519913411861833134-2121264421491423Very dissatisfied
5%2%4%5%4%6%4%3%6%3%5%3%3%9%Xr3%-5%2%5%4%11%Xde5%5%2%2%6%4%5%4%

231755725714814363214791171976057851124181627631253763535451168145315NET: Satisfied
59%68%48%65%Xy60%62%64%64%55%60%61%61%59%55%67%20%53%51%64%X57%45%52%71%h62%62%69%h67%Xa55%61%ahy

96113774604519683339721721393378888141219191518144168111NET: Dissatisfied
25%Xz10%31%Xx19%24%20%19%20%23%20%22%18%22%25%20%37%23%26%20%26%22%26%22%17%20%18%16%26%Xb21%bxz

524545-12362114-215-3--213459Don't know
1%1%4%1%2%2%-*1%2%2%2%1%1%3%-7%4%1%-6%X--2%2%4%2%2%2%t

0.520.79X0.280.66Xy0.530.570.650.660.410.590.56n0.670.520.380.72-0.170.480.500.620.380.240.520.630.650.640.77h0.72Xa0.430.57ahnyMean

1.180.951.141.121.141.121.121.131.111.091.171.111.081.211.110.761.211.211.131.061.171.281.121.031.091.191.081.171.14Standard deviation

0.070.090.120.060.080.080.110.070.100.080.070.110.110.100.100.190.240.210.060.180.140.160.140.120.120.160.070.080.05Standard error
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Table 51
PT2. How satisfied are you with the overall VALUE FOR MONEY of your service from <TV>?
Base: All TV respondents not having the service in a bundle

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

Prepared by Yonder



Services includedBundle providers
Pay TVBroadbandMobileLandlineOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal

(k)(j)(i)(h)(g)(l)(f)(e)(d)(c)(b)(a)(X)

8141509434121094121295191439781652701628Unweighted base

75814633061241142*102*30312546533*823241561Weighted base

61711433199087488267161324701352311217Effective Base

260484115421463488361591232116520Very satisfied
34%33%38%34%32%33%29%29%34%36%39%f36%33%

3686981455695849154582281541143742Fairly satisfied
49%48%h47%46%41%49%51%47%49%44%50%44%48%h

891883116321104220555642197Neither satisfied nor
12%13%10%13%15%10%14%16%b12%15%8%13%13%dissatisfied

30608589512918121267Fairly dissatisfied
4%4%3%5%7%5%4%7%X4%3%2%4%4%

102522241416*-925Very dissatisfied
1%2%1%2%3%1%1%1%1%1%-3%2%

6281182259990104832429538726722591261NET: Satisfied
83%h81%85%Xhj80%74%82%80%76%83%80%89%Xaefg80%81%

40851080135161024122291NET: Dissatisfied
5%6%i3%6%i9%5%5%8%b5%4%2%7%6%i

1759434--*1211Don't know
*1%k2%Xjk1%k3%d3%Xd1%d--1%d1%d1%1%jk

1.111.071.20Xhjk1.060.961.131.030.961.111.111.27Xaefg1.071.07Mean

0.850.880.780.901.010.830.840.910.840.880.710.950.88Standard deviation

0.030.020.040.030.100.080.050.070.040.100.060.060.02Standard error
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Table 52
B1. In terms of your overall package of services, how satisfied are you with the OVERALL SERVICE PROVIDED by <BundleProvider>?
Base: All Bundle respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/l/g - X/h/i/j/k
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

114640930813206058443071015504804824436368502322658513613421843422912192382351198218061628Unweighted base

1097396299126261278729796249574182039834247434664*85*1221289230235277267253195103*7737871561Weighted base

85431022199645162023576037860961132528438023550621041003141264228177190180846156011217Effective Base

3601429642420728585338158252268143109146122172947427107768675777226256263520Very satisfied
33%36%32%34%34%36%Xu29%35%32%34%33%36%32%31%35%27%33%39%33%47%Xcefgh32%31%28%30%37%25%33%33%33%

528184138604297357147460236348394177170230164344148618811191351301329055369372742Fairly satisfied
48%47%46%48%49%45%50%48%48%47%48%45%50%48%47%54%49%39%48%35%51%B49%B49%B52%B46%53%B48%47%48%B

1394342155699240110648810946427335117151643021433630251291106197Neither satisfied nor
13%11%14%12%11%12%13%11%13%12%13%12%12%15%Xq10%17%8%12%13%13%9%16%h14%12%13%11%12%14%13%hdissatisfied

44219582734164023333421121915-41053315820965372967Fairly dissatisfied
4%5%3%5%4%4%5%4%5%4%4%5%3%4%4%-4%8%Xil4%1%6%B3%7%XgB4%3%5%5%4%4%B

194916713791314117756211218143521151025Very dissatisfied
2%1%3%x1%1%2%3%1%3%t2%1%2%2%1%2%3%1%1%2%4%h1%2%1%2%1%1%2%1%2%tx

88832723410285046422327983945996623202793762865170951045188195221205209162816266351261NET: Satisfied
81%83%78%81%82%81%78%83%X80%81%81%80%82%79%83%81%82%77%81%82%83%80%77%83%83%78%81%81%81%

632518733547234936474527192421251174111612231486523991NET: Dissatisfied
6%6%6%6%6%6%8%5%7%6%5%7%6%5%6%3%6%9%6%5%7%5%9%6%4%6%7%5%6%

71553715*654223-3261212--45611Don't know
1%*2%Xx*1%1%*1%*1%1%1%1%*1%-4%Xi2%*1%1%*1%--4%XdefgB1%1%1%isx

1.071.111.031.081.10u1.11u0.971.13X1.021.081.071.091.061.041.111.021.131.081.071.21f1.091.050.961.061.15f1.001.061.091.07uMean

0.880.880.940.870.860.890.930.840.930.900.860.910.880.840.890.830.860.950.880.970.850.850.910.860.830.840.900.850.88Standard deviation

0.030.040.050.020.030.030.050.030.040.030.030.040.050.040.050.100.090.080.020.070.050.050.060.060.050.080.030.030.02Standard error
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Table 53
B1. In terms of your overall package of services, how satisfied are you with the OVERALL SERVICE PROVIDED by <BundleProvider>?
Base: All Bundle respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Services includedBundle providers
Pay TVBroadbandMobileLandlineOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal

(k)(j)(i)(h)(g)(l)(f)(e)(d)(c)(b)(a)(X)

8141509434121094121295191439781652701628Unweighted base

75814633061241142*102*30312546533*823241561Weighted base

61711433199087488267161324701352311217Effective Base

163320872824634442810371875354Very satisfied
22%22%29%Xhjk23%32%Xf33%Xdf14%22%f22%f22%22%23%f23%fj

2865941224855641129571541639140629Fairly satisfied
38%41%40%39%39%40%43%d46%d33%47%d48%d43%d40%d

14629258248201967279881851308Neither satisfied nor
19%20%19%20%14%19%22%22%21%25%22%16%20%dissatisfied

124178241531024511852532188Fairly dissatisfied
16%Xhij12%i8%12%i7%2%15%bcl9%l18%Xabcelg5%6%10%l12%bli

3977117010315224-22778Very dissatisfied
5%5%3%6%7%3%5%2%5%-2%8%Xbce5%e

44991421076710175173852572357214983NET: Satisfied
59%62%k69%Xhjk62%71%df73%Xdf57%68%df55%70%d69%df66%df63%dfk

1632553522221560131102759266NET: Dissatisfied
21%Xhij17%i11%18%i15%l5%20%bcel10%24%Xbcel5%8%18%bcel17%bceli

*134-34---*-4Don't know
**1%Xjk*j-3%Xad1%Xd---*-*j

0.540.62k0.83Xhjk0.610.82df1.02Xadf0.470.79df0.490.87df0.81df0.630.64dfjkMean

1.151.111.051.131.180.941.070.941.170.830.931.181.11Standard deviation

0.040.030.050.030.120.090.060.070.060.090.070.070.03Standard error
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Table 54
B2. How satisfied are you with the overall VALUE FOR MONEY of your service from <BundleProviderText>?
Base: All Bundle respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/l/g - X/h/i/j/k
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

114640930813206058443071015504804824436368502322658513613421843422912192382351198218061628Unweighted base

1097396299126261278729796249574182039834247434664*85*1221289230235277267253195103*7737871561Weighted base

85431022199645162023576037860961132528438023550621041003141264228177190180846156011217Effective Base

230113692851251966222012217617810572809812173329274404647606126163190354Very satisfied
21%29%XA23%23%20%25%21%23%25%24%n22%n26%n21%17%28%Xnoq18%20%27%23%32%Xfgh17%17%18%24%31%Xfgh26%21%24%23%ghnA

447149113515238325120411173293336147146206130273742523801031171121067139324305629Fairly satisfied
41%38%38%41%39%41%40%43%Xs35%40%41%37%43%43%38%42%43%34%41%35%44%42%42%42%36%38%42%39%40%s

22670612471361445717710014216673681056112221825647516351413620148160308Neither satisfied nor
21%18%20%20%22%18%19%18%20%19%20%18%20%22%18%19%26%15%20%21%22%23%19%16%18%19%19%20%20%dissatisfied

13546281608185401116886102513562409322153203132443021109790188Fairly dissatisfied
12%12%9%13%13%11%14%12%14%12%12%13%10%13%12%15%k4%18%k12%9%13%12%17%B12%11%10%13%12%12%k

5916255429371641324534222220134686191020131773423778Very dissatisfied
5%4%8%Xx4%5%5%6%4%7%6%4%6%6%4%4%6%7%6%5%4%4%7%5%7%3%3%5%5%5%x

67726318280036352118263229546951425121728522939547581515414316315916613266487495983NET: Satisfied
62%66%61%63%59%66%Xw61%66%Xs60%63%63%63%63%60%66%60%63%61%63%67%61%59%60%66%67%64%63%63%63%w

194625321311012256152100130136735782541392921429415257462813139127266NET: Dissatisfied
18%16%18%17%18%15%19%16%20%X18%17%18%17%17%15%21%11%24%k17%13%18%19%21%B18%14%13%18%16%17%

*1313*11--4--13---4------4*44Don't know
**1%x*****--1%--*1%r---*------4%XdefghB*1%*xA

0.600.75XA0.590.650.570.71Xw0.580.69X0.570.630.64n0.650.610.550.76nq0.520.660.580.650.82Xfgh0.560.500.510.650.81Xfgh0.770.610.670.64gAMean

1.111.111.181.091.101.101.131.081.191.141.081.161.121.051.111.141.061.231.101.101.061.111.101.161.101.061.111.111.11Standard deviation

0.030.060.070.030.040.040.060.030.050.040.040.060.060.050.060.140.120.110.030.080.060.070.070.070.070.100.040.040.03Standard error
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Table 55
B2. How satisfied are you with the overall VALUE FOR MONEY of your service from <BundleProviderText>?
Base: All Bundle respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

1332482284161975694535911835998731030462412599431319215816222252523203353183131409539451903Gas supplier
74%76%58%77%Xy73%76%X74%75%74%76%Xmq72%m75%m77%Xmq77%Xmq66%28%66%l82%Xkl76%Xkl82%Xcd79%Xc80%Xc80%Xc77%c74%c42%72%76%Xb74%bclmqy

158056243418109011115421139171010221222546476698524961251801843264305388389371348179114510942244Electricity supplier
87%88%89%86%87%90%Xuw87%88%X88%89%Xmq85%m89%mq89%mq89%Xmq80%87%89%94%Xi86%96%Xcde96%Xcde96%Xcdef92%Xcd90%cd82%c53%86%88%87%cdimq

1675571458190896111414431454753105313125704837285841041291781954266300379394387378262122611312366Bank current account
93%Xz90%94%91%93%92%91%92%93%92%91%m93%m91%93%mq89%95%92%93%91%97%Xcd94%Xcd94%cd94%cd94%cd89%c78%92%91%92%cm

325839201163182026911916*124513561526291848None of these
2%1%2%2%2%v1%1%2%1%2%2%1%2%1%2%*1%1%2%*1%1%2%*1%8%XdefghB2%1%2%evz
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Table 56
BM1. Which, if any, of these other services are you the primary or joint decision maker when deciding which provider to use?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

167257444619139081177442145374511171241606511742499951271961941211429383313351417255123311192359Unweighted base

167557145819089611141443145475310531312570483728584104*129*1781954266300379394387378262122611312366Weighted base

127045533114796878943561107578878940472407572377699514814991633373052542803282019438601808Effective Base

2516835142212251726171511710*-3754567992261743Bank of Scotland
2%3%2%2%1%2%3%2%2%2%n1%3%n2%1%2%*-21%Xikl*1%2%2%2%2%2%1%2%1%2%i

2089153260126150591998714317081628090319728429284657585540172141313Barclays
12%16%X12%14%13%13%13%14%12%14%13%n14%13%11%15%n3%15%jl4%15%Xjl11%9%12%14%15%h15%h15%h14%12%13%hjln

16822813134168101955613--*293-*4481082029Chase
1%1%*1%1%1%1%1%1%1%1%n1%1%1%2%--*1%X1%-*1%1%2%gh4%Xefgh1%2%b1%bgh

31863518188192018231081661*2377812573-261541Co-op bank
2%1%1%2%2%2%2%1%3%Xt2%2%2%2%2%1%1%*1%2%3%c3%c3%Xcd1%2%1%-2%1%2%

8912218449392172303075201042335568815202218101455450105First Direct
5%Xz2%5%4%5%3%5%5%4%3%6%Xor3%2%6%or6%or5%4%4%5%6%7%Xce6%c4%3%4%2%4%4%4%orvz

1647040203891175114286114129635184451291420922324646493612138105243Halifax
10%12%9%11%9%10%11%10%11%11%10%11%11%12%mq8%11%7%8%11%8%11%c12%c12%c13%c10%c5%11%9%10%c

144424315392942613146851113649555731510169201829304129299599196HSBC
9%7%9%8%10%u8%6%9%s6%8%p8%6%10%pr8%10%3%11%l6%9%8%6%8%8%11%8%11%h8%9%8%s

1806349210112123621757213012966636564-22123727273839424740125134259Lloyds
11%11%11%11%12%11%14%X12%10%12%n10%12%13%n9%11%-17%jl1%12%Xjl10%9%10%10%11%12%15%Xh10%12%11%jl

361211372314122912163112482332637-23681514281948Monzo
2%2%2%2%2%1%3%2%2%2%2%n2%1%1%4%Xnoqr3%2%3%2%-1%1%2%2%4%XghB5%XfghB2%2%2%hv

23-544*1424*1*3---5---311*145Metro Bank
*1%-*****1%t*****1%---*---1%******t

22863722391291604518911012818264641047822202524336483758544928158150310Nationwide
14%11%16%13%13%14%10%13%15%12%14%11%13%14%13%21%Xi16%14%12%14%16%g10%15%14%13%11%13%13%13%i

193605421087133461618512613861658750120423939353539434330126138264NatWest
12%10%12%11%9%12%10%11%11%12%10%11%13%m12%9%1%16%jl2%12%Xjl15%12%9%10%11%11%12%10%12%11%jlw

31131234191712271724221681112--252111196972182846RBS
2%2%3%2%2%2%3%2%2%2%2%3%2%1%2%--14%Xikl1%*4%XcB2%2%2%2%1%1%2%2%i

21762612361371395517910111618168481107117151824743465842274438159139297Santander
13%11%13%12%14%12%13%12%13%11%14%12%10%15%Xor12%17%11%10%13%16%e15%e15%e11%7%12%14%e13%12%13%e

12103198105148101373855-117-11677191423Starling Bank
1%2%XA1%1%1%1%1%1%1%1%1%1%1%1%1%5%Xijk-*1%-**2%2%2%g*1%1%1%

3817652142914272635232015176*11047481415655342458TSB
2%3%1%3%1%3%3%2%3%t3%Xmq2%4%mq3%m2%1%**6%Xikl2%2%3%4%4%2%1%2%3%2%2%mqtw

1133129628769423613--211345--8715Ulster Bank
1%1%1%1%1%**1%1%1%1%1%**1%13%Xijk--*1%*1%1%1%d--1%1%1%i

236231924320112014118131--10249314511-161834Virgin Money
1%1%1%2%1%2%Xw1%1%1%2%m1%m2%m2%m2%mq*--5%Xikl1%3%Xcde1%4%Xcdeh1%**-1%2%1%m(Clydesdale Bank /

Yorkshire Bank)

*--*-*----*---*---*------**-*Yorkshire Building
*--*-*----*---*---*------**-*Society

261113239276217162111510111821156655555251137Other
2%2%3%Xx1%1%2%Xw1%1%1%1%2%2%1%1%2%17%Xijk2%*1%2%2%1%1%1%1%2%2%1%2%aix
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Table 57
BM2. Which bank do you use for your MAIN current account?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Bank current accounts

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

167257444619139081177442145374511171241606511742499951271961941211429383313351417255123311192359Unweighted base

167557145819089611141443145475310531312570483728584104*129*1781954266300379394387378262122611312366Weighted base

127045533114796878943561107578878940472407572377699514814991633373052542803282019438601808Effective Base

8182762269194755732017393515106352852253502853959849631591671791801691761146065321145Very satisfied
49%48%49%48%49%50%45%51%X47%48%48%50%47%48%49%37%46%47%49%l60%Xcdefg56%Xcdefg47%46%44%47%44%49%47%48%

6642301707713884301785623094055371992063052325450737658398149154171164123494447942Fairly satisfied
40%40%37%40%40%38%40%39%41%38%p41%p35%43%pr42%p40%52%Xi38%41%39%31%33%39%39%44%hB44%hB47%XhB40%39%40%hBp

138515415270107461106910510165395150714151692024424037281595111206Neither satisfied nor
8%9%12%Xx8%7%9%10%8%9%10%8%11%Xnq8%7%9%7%11%9%9%8%8%11%c10%10%7%6%8%10%9%txdissatisfied

3986412225113213192814515134433627714855212647Fairly dissatisfied
2%1%1%2%2%2%2%2%2%2%2%2%1%2%2%4%3%2%2%1%2%2%4%2%1%2%2%2%2%

136121766111012107664-2219152523391322Very dissatisfied
1%1%*1%1%1%1%1%1%1%1%1%1%1%1%-1%1%1%*2%1%1%1%1%1%1%1%1%

1482506396169186210033791301660915117248443065451793109157172824226532833534034023711009792087NET: Satisfied
88%88%86%89%90%u88%85%89%X88%87%89%p85%89%90%p89%89%84%88%88%91%88%87%85%88%90%90%90%Xa87%88%ap

52147622931174322313820112217465553119191098304069NET: Dissatisfied
3%2%2%3%3%3%4%3%3%3%3%4%2%3%3%4%5%3%3%1%4%2%5%B3%2%3%2%3%3%

3*-3-*11121-21*--121----12223Don't know
**-*-******-***--1%**----*1%***

1.341.331.341.331.35u1.35u1.261.37X1.301.311.341.301.331.341.341.231.241.321.341.50Xcdefg1.39f1.311.241.281.341.301.361.291.33Mean

0.790.780.760.800.770.780.850.780.810.820.770.850.770.770.780.730.880.780.790.700.850.780.880.770.750.770.760.830.79Standard deviation

0.020.030.040.020.030.020.040.020.030.020.020.030.030.030.030.080.080.060.020.050.040.040.050.040.040.050.020.020.02Standard error
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Table 58
BM3. In terms of your main current account, how satisfied are you with the OVERALL SERVICE PROVIDED by <Bank>?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Bank current accounts

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

131947228015997019653531177589915964487428599365319316815871773593322572903361289609131879Unweighted base

131747327816017489373511171593867101245940858642630**92*1571600223252320334315303132*9439311879Weighted base

992366204121752672528089144771271637633745526921701261205137282267208229258937206961421Effective Base

11874402521456692855313105754479191742536654637158914914651962282973132892691168718321708Yes
90%93%91%91%93%91%89%90%92%91%91%m93%m90%93%Xmq87%17%96%95%92%X88%90%93%94%92%89%87%92%89%91%m

1263225141538138113467492344041522547130272423192632156997167No
10%7%9%9%7%9%11%w10%8%9%9%n7%10%7%12%Xnpq83%4%5%8%12%f10%7%6%8%11%11%7%10%Xb9%bi

411431-1313-1-3---5---2-21315Don't know
******-*1%**-*-1%---*---*-1%1%***t
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Table 59
BM4. Do you use the same provider for both gas and electricity?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Gas supplier and Electricity supplier

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

11934372571452649877313106753983587445038555631888616014551583283072422652961138848191709Unweighted base

1187440252145669285531310575447919174253665463715**89*1491465196228297313289269116*8718321708Weighted base

89633918511064876582478084066486503473014222355651191102123253247195209225836616251291Effective Base

2891044736713922981263117199215891101081071162936842445664778348176236414British Gas
24%24%19%25%20%27%Xw26%w25%21%25%np23%n21%30%Xnpqr20%29%npq16%18%20%25%22%19%19%20%27%31%Xfgh42%XefghB20%28%Xb24%bghnw

-----------------------------Bulb
-----------------------------

1-13*1-3132*31*--32-1-3-**235Co-op Energy / The Co-
*-1%***-*****1%**--2%Xi*-1%-1%-*****iAoperative Energy

21-31113-21-211---3----11*123E
**-*****-**-***---*----*1%****

2--211-21111-1----211---*-2-2Ecotricity
*--***-*****-*----**1%---*-*-*

1324919169789533119538210540426243-620161283330412424781107187EDF
11%11%7%12%11%11%11%11%10%10%11%9%12%11%12%-7%14%11%14%14%Xce10%13%8%9%6%9%13%Xb11%b

12478261858510840124741129971426435-1113187173051404029411794211E.ON Next
10%18%XA10%13%12%13%13%12%14%14%Xo11%17%Xmq11%12%9%-13%8%13%9%13%c17%XcdB13%c14%c11%c3%13%11%12%cA

3--312*2-21*2-1-2-2----112-33Npower
*--*****-***1%-*-2%Xi-*----**1%X-**

42310210644524027496347179238313133105192121-2745478767410298858234306243550Octopus
36%Xz23%42%Xx31%35%32%31%33%33%30%34%31%29%35%33%-30%30%33%39%32%34%31%29%31%29%35%Xa29%32%axz

9050261246171249648678240266022-141412112183334272058564149OVO Energy
8%11%A10%8%9%8%8%9%9%8%9%m9%7%11%Xmq6%-16%Xi9%8%6%8%11%11%9%7%4%10%8%9%A

-1-1--11--1---1---1-----1--11Power NI
-*-*--**--*---*---*-----*--**

8-265514417*152---812-13-1268Sainsbury's Energy
1%-1%*1%1%**1%*1%**1%1%---1%1%1%-*1%-1%*1%*

522010623433173333324022112021-6174971010167176433073Scottish Power
4%5%4%4%5%4%5%3%6%Xt4%4%5%3%4%6%-7%12%Xi3%3%4%3%5%2%6%e5%5%4%4%it

44-71417-52-512---7----611617Shell Energy
*1%-1%*1%*1%-1%*-1%Xnpq**---1%----2%Xfgh**1%**

33*652-5116**334-*21***5--257SSE
*1%**1%*-***1%**1%1%84%-******2%X--*1%*i

1216102011611131422717562-3323338654-20929Utilita Energy
1%4%XA4%Xx1%2%1%4%Xvw1%3%3%Xmoq1%4%Xmnoq1%1%*-3%2%2%2%1%3%2%2%1%-2%1%2%qtvxA

188126151121789174598-11241425544101726Utility Warehouse
1%2%*2%2%1%1%2%2%1%2%1%1%2%2%-1%1%2%1%2%1%2%2%2%3%1%2%2%

205423121041710151287102-23226746311151227Other
2%1%2%2%2%1%1%2%2%2%1%2%2%2%1%-2%2%2%3%3%d1%2%1%*1%2%1%2%

4--43213113-13--1-3-*---134-4Don't know
*--********-*1%--1%-*-*---*2%Xefg*-*
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Table 60
BM5. Which supplier do you use for gas and electricity?
Base: All respondents who use the same provider for both gas and electricity

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

11934372571452649877313106753983587445038555631888616014551583283072422652961138848191709Unweighted base

1187440252145669285531310575447919174253665463715**89*1491465196228297313289269116*8718321708Weighted base

89633918511064876582478084066486503473014222355651191102123253247195209225836616251291Effective Base

496188108603274383115449225320391186134227164236576171069713310711010851353354711Very satisfied
42%43%43%41%40%45%Xu37%42%41%40%43%44%37%42%44%37%40%38%42%54%Xdefh43%45%f34%38%40%44%41%43%42%fo

48118410359929235113944121632138116215922615523370597688810514813011747370331702Fairly satisfied
41%42%41%41%42%41%44%42%40%41%42%38%43%41%42%41%37%47%41%35%38%35%47%gB45%g43%40%42%40%41%g

13839271628273371066710089515062271131216321313632342879694189Neither satisfied nor
12%9%11%11%12%9%12%10%12%13%m10%12%14%m11%7%22%15%8%11%11%13%12%10%12%10%6%11%11%11%mvdissatisfied

4615657272812431722419132417-275318101211128303262Fairly dissatisfied
4%4%2%4%4%3%4%4%3%3%4%2%3%4%5%-2%5%4%1%4%3%4%4%5%B7%B3%4%4%B

22128301716817182414131169-3333-21213443182038Very dissatisfied
2%3%3%2%2%2%3%2%3%3%n2%3%n3%1%2%-3%2%2%-1%4%XhB4%hB1%1%3%2%2%2%n

97737221112025657342548914416417723492924533194681271214174184238255240224977226851413NET: Satisfied
82%84%84%83%82%86%Xw81%84%81%81%84%82%80%83%86%78%77%85%83%89%gh81%80%81%83%83%84%83%82%83%

682714874445206034455522232926-5108611022251516114952100NET: Dissatisfied
6%6%5%6%6%5%7%6%6%6%6%5%6%5%7%-6%6%6%1%5%B8%B8%B5%B6%B9%B6%6%6%B

4215141*251411--212-2*2-1-416Don't know
*********1%*1%q**--3%Xi1%*-1%*1%-*-***it

1.171.191.181.161.131.24Xuw1.091.191.131.131.191.191.071.181.211.161.111.151.171.43Xcdefgh1.191.141.041.141.161.161.161.161.17foMean

0.910.930.940.920.940.890.940.890.970.950.900.950.950.880.930.840.980.890.920.700.871.030.990.870.891.000.910.940.92Standard deviation

0.030.040.060.020.040.030.050.030.040.030.030.040.050.040.050.300.110.070.020.060.050.060.060.050.050.090.030.030.02Standard error
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Table 61
BM6. In terms of your gas and electricity service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Supplier>?
Base: All respondents who use the same provider for both gas and electricity

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

14644291716410148126568911142475754247101592031261629532586114200Unweighted base

14541*31**16464*90*47*125*55*82*113*36*45*53*60*26**4**9**15729**24**23**22**28**44*25**82*113*195Weighted base

111342312947764094457182323945391769123152921142343176785152Effective Base

7622139028493171284658192732261369416131181126193568103British Gas
52%54%42%55%44%55%66%w57%51%56%51%53%59%59%43%3%71%63%60%X55%54%49%37%37%58%77%43%60%Xb53%b

1*3113-12-4--31*--4--2-*1-*44Bulb
1%*10%*2%3%-1%4%-3%--6%r1%1%--2%--10%-1%3%-*3%2%x

-1-11111--1---1---1-----111-1Co-op Energy / The Co-
-3%-1%1%1%1%1%--1%---2%---1%-----2%2%1%-1%operative Energy

-----------------------------E
-----------------------------

2--2-2*2--2--*22--*----2*-2*2Ecotricity
2%--1%-2%1%2%--2%--1%3%7%--*----7%1%-2%*1%i

722715-634532-51-17-21-223819EDF
5%4%6%4%2%6%-4%5%5%4%7%3%-8%5%-8%4%-7%4%-6%4%13%9%Xa1%5%a

64-10241617343-3--*9122212*6410E.ON Next
4%8%-6%4%4%2%5%2%9%n2%11%nq6%-4%--4%6%4%7%8%10%2%5%1%7%3%5%

*1-2*21--*1*--1---2----*1--22Npower
*2%-1%1%2%2%--1%1%1%--2%---1%----2%2%--1%1%

731961273462215---1051-211-4610Octopus
5%7%3%6%10%v1%5%6%5%5%5%5%4%3%8%---6%16%4%-9%5%3%-5%5%5%v

11-2121*12-*2-----2-1---1--22OVO Energy
1%2%-1%1%2%1%*1%3%-1%4%-----1%-5%---2%--2%1%

1--1--1--1-1------1-----1--11Power NI
*--*--1%--1%-1%------*-----1%--**

---**--*--*---*---*------**-*Sainsbury's Energy
---*1%--*--*---1%---*------1%*-*

8-172425244-421-*162---43-448Scottish Power
5%-3%4%3%4%4%4%3%5%3%-9%4%2%-12%15%4%5%---13%6%-5%3%4%

-----------------------------Shell Energy
-----------------------------

135-18975116414226817--1412552-81018SSE
9%11%-11%14%7%10%9%10%5%12%7%4%10%14%66%--1%15%2%10%21%16%4%-9%9%9%i

-----------------------------Utilita Energy
-----------------------------

*--*-**--*-*------*----*---**Utility Warehouse
*--*-*1%--*-1%------*----1%---**

1531188102136712439331-15145223191019Other
11%7%34%5%12%11%5%10%11%9%11%10%7%16%5%13%18%-10%4%18%20%11%6%7%6%11%9%10%x

6-*541-142411*41-14-1-311-426Don't know
4%-2%3%6%1%-1%7%2%4%2%2%1%6%5%-10%2%-3%-13%5%2%-5%1%3%
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Table 62
BM7. Which supplier do you use for gas?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Gas supplier and who don't use the same provider for both gas and electricity

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

14644291716410148126568911142475754247101592031261629532586114200Unweighted base

14541*31**16464*90*47*125*55*82*113*36*45*53*60*26**4**9**15729**24**23**22**28**44*25**82*113*195Weighted base

111342312947764094457182323945391769123152921142343176785152Effective Base

4216951193412411629311711141762151138859107243660Very satisfied
29%39%28%31%29%38%26%33%30%35%o27%48%Xq25%26%28%24%52%9%32%47%32%34%23%31%23%27%29%31%31%

75161580334624662137581225263214-57610151213131915425395Fairly satisfied
52%38%48%49%52%52%52%53%38%46%51%33%56%49%53%54%-60%49%36%61%50%58%45%42%59%52%47%49%

23682386716121219571084132251337102121831Neither satisfied nor
16%14%24%14%12%7%15%12%21%15%16%14%15%19%14%17%37%31%14%18%4%12%14%24%22%8%15%16%16%vdissatisfied

32-5*222232121*---5-1---4-145Fairly dissatisfied
2%5%-3%1%3%5%2%4%4%2%3%4%3%1%---3%-3%---10%X-1%3%2%

*--1*11*11*1--*-*-1--1--*-*11Very dissatisfied
*--1%1%1%2%*1%1%*2%--1%-12%-1%--3%--1%-1%1%1%

1173224131528037107386689293740492026127242220182129216689155NET: Satisfied
81%78%76%80%81%89%X79%85%Xs68%81%78%81%81%75%81%78%52%69%81%82%93%84%81%76%65%86%81%78%79%ds

32-613333422211-*-6-11--5-156NET: Dissatisfied
2%5%-4%1%4%7%2%5%5%2%5%4%3%2%-12%-4%-3%3%--11%X-2%4%3%

21-33---3-3--121--2---1-11213Don't know
1%4%-2%5%---5%t-3%--3%3%5%--1%---6%-2%6%2%1%2%

1.081.161.041.091.151.23X0.971.150.971.101.071.211.011.021.111.070.800.781.111.291.231.111.101.060.781.211.111.061.08dMean

0.750.870.730.810.720.770.880.730.920.850.750.960.760.770.730.671.600.630.800.760.660.890.630.750.960.590.740.830.79Standard deviation

0.060.130.140.060.090.080.130.070.130.090.070.150.110.100.100.140.600.200.060.170.120.170.160.140.130.120.080.080.06Standard error
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Table 63
BM8. In terms of your gas service , how satisfied are you with the OVERALL SERVICE PROVIDED by <Supplier>?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Gas supplier and who don't use the same provider for both gas and electricity

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

381129169365199270111323168248286132116154132813635382521038666769061266268534Unweighted base

393122181355209260108*334166230306121110*152153*90*37**31**37868*78*91*76*81*78*63*274262536Weighted base

29110512828515020689243138199216105941209861272829739856754627346207205411Effective Base

3115153217211529131829991020*444027835519242448British Gas
8%12%9%9%8%8%14%9%8%8%10%8%8%6%13%*11%13%10%l4%9%8%3%6%6%30%XdefghB9%9%9%l

2121-2112-3--21---3---2--1-33Bulb
*1%1%*-1%1%*1%-1%--1%1%---1%---2%--1%-1%*

*1*1*1-*11-1*-----1----*1--11Co-op Energy / The Co-
*1%****-*1%1%-1%*-----*----1%1%--1%*operative Energy

1315141*332122--1*4--11112235E
*3%A*1%*2%1%*2%t1%1%1%2%1%--1%1%1%--1%1%1%1%3%1%1%1%tA

41142325-32-3*2*--5---1113415Ecotricity
1%1%1%1%1%1%1%1%-1%1%-3%*1%*--1%---1%1%1%5%X1%*1%

39121439212293615272611171510-4*498111247101213253EDF
10%10%8%11%10%9%8%11%9%12%8%9%15%10%7%-11%1%13%Xl11%14%c13%c5%9%13%c1%8%12%10%cl

681931582944225924454425212420-3*86151516149147464489E.ON Next
17%15%17%16%14%17%20%18%15%20%14%20%19%16%13%-7%1%23%Xl21%19%18%19%11%18%10%17%17%17%l

3--33-13*1211-2---3-*-111--33Npower
1%--1%1%-1%1%*1%1%1%1%-1%---1%-*-1%1%2%--1%1%

65164545365094837355618163026-1067514121112151511543690Octopus
17%13%25%Xx13%17%u19%u8%14%23%Xt15%18%15%15%19%17%-26%19%20%Xl20%15%12%16%18%20%17%20%14%17%lux

3910143719308321525261691511-773768610777272451OVO Energy
10%8%8%10%9%12%7%10%9%11%8%13%9%10%7%-19%22%10%l8%10%7%13%9%9%11%10%9%9%l

5392637372411471313501031733612--4816131562382563Power NI
14%7%15%10%18%Xv9%11%14%8%6%17%Xnopr8%3%11%o22%Xnopr67%Xi7%--6%10%17%c18%c18%c7%4%14%10%12%iors

-*-**--*--*---*---*-----*--**Sainsbury's Energy
-*-**--*--*---*---*-----*--**

3013152817201230122617141289-410288798335182543Scottish Power
8%10%8%8%8%8%11%9%7%11%Xq6%12%q11%5%6%-12%34%8%l11%9%10%10%4%4%8%7%10%8%lq

41-513212221211--141---112135Shell Energy
1%1%-1%*1%2%*1%1%1%1%2%*1%--3%1%1%---1%2%3%*1%1%

14261051011144113165101-5131163*9615SSE
3%1%3%3%3%4%1%3%2%2%4%2%1%4%4%11%Xi2%-1%2%3%1%1%7%3%1%3%2%3%i

6*-7*323134124----7221-*2-347Utilita Energy
2%*-2%*1%2%1%1%1%1%1%2%3%----2%2%3%1%-1%2%-1%1%1%

611741353262-15-1-74121-1-178Utility Warehouse
2%1%*2%2%*2%v2%2%1%2%n1%-*4%-2%-2%5%1%2%1%-1%-*3%b1%bv

191692711219171717198916318*1175485853201737Other
5%13%XA5%8%5%8%8%5%10%8%6%m7%9%m10%mq2%20%Xi1%3%4%7%5%9%6%9%6%4%7%6%7%imA

82*10621634622241-18-1*23217310Don't know
2%1%*3%3%1%1%2%2%2%2%1%2%2%2%1%-4%2%-1%*3%4%3%2%3%1%2%
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Table 64
BM9. Which supplier do you use for electricity?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Electrcity and who don't use the same provider for both gas and electricity

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

381129169365199270111323168248286132116154132813635382521038666769061266268534Unweighted base

393122181355209260108*334166230306121110*152153*90*37**31**37868*78*91*76*81*78*63*274262536Weighted base

29110512828515020689243138199216105941209861272829739856754627346207205411Effective Base

1314465113619433115527310544295748301110126272831252323199681177Very satisfied
33%36%36%32%29%36%30%35%31%32%34%37%26%37%31%33%30%33%33%40%37%34%33%28%30%31%35%31%33%

192479416010812456162751051494857707946191017931294833403835131122254Fairly satisfied
49%39%52%45%52%48%52%49%45%46%49%40%52%46%52%51%51%34%47%46%38%53%44%49%48%55%48%47%47%hz

4918195025251137273435181616181246468151014977303969Neither satisfied nor
12%15%10%14%12%10%10%11%16%15%11%15%15%11%12%13%12%21%12%12%19%11%18%11%9%11%11%15%13%vdissatisfied

1410421815611101114748632318-423772121325Fairly dissatisfied
4%8%2%6%4%6%6%3%6%5%5%6%4%5%4%3%5%10%5%-5%3%3%9%B9%B4%4%5%5%

62*86228*621411-11621-121-448Very dissatisfied
1%2%*2%3%1%2%2%*2%1%1%4%q1%1%-2%3%2%2%2%-2%3%2%-1%2%2%

3239115827316921888277127178253928512612776302030559587958636154227204431NET: Satisfied
82%75%87%Xx77%81%84%82%83%76%77%83%76%78%83%83%84%81%66%81%86%74%87%77%77%78%85%83%78%80%x

2012429141781911171788107334242524982161733NET: Dissatisfied
5%10%2%8%Xy7%6%8%6%7%7%6%7%8%6%5%3%7%13%6%2%7%3%5%12%g11%4%6%7%6%y

21-31-111212--1---3----12-113Don't know
1%*-1%*-1%*1%1%*2%--*---1%----1%3%X-***

1.090.991.20Xx0.991.011.131.041.101.011.001.111.070.921.131.101.151.020.831.071.211.021.181.020.910.981.121.111.011.06xMean

0.851.010.730.950.910.860.890.890.870.940.840.930.950.880.800.750.931.090.890.840.960.720.911.010.970.750.870.900.89Standard deviation

0.040.090.060.050.060.050.090.050.070.060.050.080.090.070.070.080.150.180.050.120.090.080.110.120.100.100.050.060.04Standard error
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Table 65
BM10. In terms of your electricity service, how satisfied are you with the OVERALL SERVICE PROVIDED by <Supplier>?
Base: All respondents who are the primary or joint decision maker when deciding which provider to use for Electrcity and who don't use the same provider for both gas and electricity

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

Prepared by Yonder



Landline bundleLandline providers
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

117055161111262581Unweighted base

7**77*9**3**17**7**15**1**2**31**84*Weighted base

10524415109262259Effective Base

43722869111241Service I take from
50%48%22%60%49%84%63%100%34%39%48%them is poor/ bad

connection/ doesn't
work some of the time/
unreliable

2213-315-11123Too expensive/ not good
30%27%32%-15%12%33%-67%34%27%value for money

19--1-2**710Poor customer service/
16%12%--5%-13%56%21%21%12%unhelpful

3134-411-*716I have to pay for
41%17%40%-23%11%4%-21%23%19%something I don't use/

have to have a landline

1---1-----1Difficult to contact
11%---5%-----1%anyone at the company

-171-4-4*-817I have problems with
-22%7%-24%-28%44%-26%20%other services from my

provider / the quality
of my landline affects
other services

111-1213**412Problems left
10%14%-39%9%17%20%44%21%13%14%unresolved/ takes a

long time to fix

15-1--2--46Price keeps increasing
15%7%-25%--13%--12%8%

-1-1------1Problems with payment/
-1%-28%------1%billing

-4-1-----44General negative
-6%-24%-----12%5%comments

-----------Receive lots of
-----------unwanted communication

-----------Unhappy with charges /
-----------hidden charges

-3--1-2---3They do not value
-4%--8%-13%---4%loyalty

-2------*22I am considering
-3%------12%6%2%leaving

-31---1--23Not a trustworthy
-4%9%---4%--6%4%company

17-*2----57Dislike the change to
11%9%-12%9%----17%9%VOIP

-44-----*-4Other
-6%44%-----21%-5%

-*---*----*Don't know / no reason
-*---5%----*
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Table 66
QD1. You said earlier you were dissatisfied with the overall service from your landline provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the Landline provider

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

542117642644184929394220193111241164131122111752463581Unweighted base

52*27**17**67*29**44**22**43*38**39**45**22**17**30**15**1**4**9**71*17**7**20**15**19**4**2**47*37**84*Weighted base

371810501729163822303015152471484781018101442362459Effective Base

21199319211518202417141010612136611212631281241Service I take from
40%68%54%47%30%48%68%42%53%61%37%62%60%35%42%82%56%14%52%37%16%60%78%31%71%48%60%X33%48%them is poor/ bad

connection/ doesn't
work some of the time/
unreliable

13932110108111112116584*34165332632131023Too expensive/ not good
25%33%15%31%33%23%34%26%29%30%25%29%31%26%24%18%78%43%23%31%38%14%11%31%71%100%28%27%27%value for money

64285624555412311262-3221-7310Poor customer service/
12%14%11%13%18%14%9%10%14%14%11%19%8%6%20%82%34%22%9%10%-17%11%12%34%-15%8%12%unhelpful

104115971886103391--21441426--51116I have to pay for
20%14%9%22%30%16%3%20%20%16%22%15%16%30%7%--20%20%21%10%22%11%30%--11%30%19%bsomething I don't use/

have to have a landline

-1-1-1--11-1------1---1---1-1Difficult to contact
-3%-1%-2%--2%2%-4%------1%---5%---2%-1%anyone at the company

710215213379895345-121421346-171017I have problems with
13%37%12%23%6%29%13%17%24%21%20%22%19%15%31%-22%29%20%12%11%14%30%31%-52%15%27%20%Aother services from my

provider / the quality
of my landline affects
other services

11*3952310275255---1102-334--10212Problems left
21%X2%17%13%18%5%12%23%X5%18%10%9%28%16%---17%14%13%-16%17%19%--21%5%14%unresolved/ takes a

long time to fix

341644215434-21--*62-32---6-6Price keeps increasing
5%13%4%8%16%8%9%2%14%9%6%16%-7%5%--4%9%10%-15%11%---14%-8%t

1--1-111-1--1-----1--1-----11Problems with payment/
2%--1%-2%4%2%-2%--5%-----1%--4%-----2%1%billing

3-232-12322112----421-1--14-4General negative
6%-9%4%8%-5%4%7%5%5%5%5%8%----6%10%10%-5%--48%9%-5%comments

-----------------------------Receive lots of
-----------------------------unwanted communication

-----------------------------Unhappy with charges /
-----------------------------hidden charges

13-31321231211---13-12--1-3-3They do not value
1%9%-5%3%6%9%3%5%7%1%9%4%2%---9%4%-10%10%--19%-7%-4%loyalty

2-*22--*2*2-*2---*22*-----2*2I am considering
4%-1%3%7%--1%5%1%4%-1%6%---3%2%10%3%-----4%1%2%leaving

3-122312113-112--21-1--2--123Not a trustworthy
6%-5%4%8%7%4%6%2%1%6%-3%3%12%--22%2%-12%--13%--2%7%4%company

3416342*7252*3211-622112*-717Dislike the change to
6%14%6%9%10%8%9%1%18%6%11%8%2%11%12%82%22%-8%10%21%5%5%10%10%-14%2%9%tVOIP

4-4-44-*4-4--*4--*44-------44Other
8%-25%-15%9%-1%10%-10%--1%26%--4%6%26%-------12%5%t

*-*--*-*--*--*----*-*-----*-*Don't know / no reason
1%-2%--1%-1%--1%--1%----1%-5%-----1%-*
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Table 67
QD1. You said earlier you were dissatisfied with the overall service from your landline provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the Landline provider

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

Prepared by Yonder



Mobile service packageMobile bundleMobile
Monthly

contract/ SIMPrepay/ pay as
Don't knowonlyyou goNoYesOther providersLebaraSkyVodafoneThreeTesco MobileO2giffgaffEETotal

(o)(n)(m)(l)(k)(j)(f)(h)(g)(e)(d)(c)(b)(a)(X)

274127711745131132941288Unweighted base

3**77*12**81*11**7**3**3**18**15**3**27**3**13**92*Weighted base

16311668745111032631073Effective Base

130333121154-141533Poor mobile reception/
18%39%26%41%X6%30%45%43%26%26%-51%32%42%36%coverage - unspecified

-152162---2616-318Too expensive/ not good
-20%19%20%16%---10%40%35%22%-23%19%value for money

-20120111144141321Poor customer service/
-26%11%25%6%14%31%35%25%27%35%16%24%27%23%unhelpful

-111102--131-5*112Poor mobile reception/
-14%12%12%20%--43%17%8%-18%10%12%13%coverage - at home

-2-11---2-----2Problems with payment/
-2%-1%6%---10%-----2%billing

-1431421-13324-317Poor mobile reception/
-18%25%18%22%12%-22%17%20%65%15%-22%18%coverage - in my area

-81811-114-2--8Problems left
-10%6%10%6%12%-22%7%28%-6%--9%unresolved/ takes a

long time to fix

-1-1-----1----1Overseas call centre
-2%-2%-----8%----1%

-616*2--12---17Difficult to contact
-8%9%8%3%28%--8%14%---11%7%anyone at the company

-214----21----4Poor coverage / signal
-3%11%5%----14%8%----4%indoors

-4-22---22-1--4Speed isn't as
-6%-3%16%---10%11%-3%--5%advertised/ slow

310-103---34-6--12Price keeps increasing
82%13%-12%25%---16%25%-22%--14%

-2-*1---1--*--2They offer poor deals/
-2%-1%10%---7%--2%--2%lI have seen better

deals elsewhere

-2121----1-2--3I am considering
-3%10%3%10%----8%-8%--4%leaving

-7-7-----5-1-17They do not value
-9%-8%-----32%-3%-11%7%loyalty

-213-------2113Unhappy with my package
-3%9%4%-------6%22%8%4%(other / non-specific)

-1019211-33-3--11Poor Internet
-12%10%11%14%16%24%-15%19%-13%--12%connection / does not

work properly / I
cannot use the Internet

-6-51-1---14-16General mention of bad
-8%-7%10%-22%---35%14%-7%7%provider of service

-112-1---1----2Issues with providers
-1%9%3%-14%---7%----2%online services / apps

/ website / online
account

-6-6----12-2-26Not a trustworthy
-8%-8%----6%11%-7%-13%7%company

-4-311-----12-4Other
-5%-3%9%13%-----4%44%-4%

153756532111121201860NET: Any coverage
18%69%57%69%41%47%69%43%62%83%35%74%32%65%66%issues/problems
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Table 68
QD2. You said earlier you were dissatisfied with the overall service from your mobile phone service provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the mobile service provider

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/g/h/f/j - X/k/l - X/m/n/o
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

59202167353815542436522214302235476561214201813454288Unweighted base

60*21**23**69*40**40*15**56*25**34*58*22**12**31**27**2**6**7**77*6**4**9**19**20**19**14**43*47*92*Weighted base

49181757303114452231431912251834464541112171610393473Effective Base

23662710174227132193129-16272238783191333Poor mobile reception/
38%28%28%39%26%42%30%40%28%37%36%40%30%38%34%-9%78%35%39%46%35%41%36%41%19%44%27%36%coverage - unspecified

1163148561248102637-2-152-2246251218Too expensive/ not good
18%27%15%21%21%13%38%21%18%22%17%9%48%10%26%-42%-20%34%-21%9%21%30%14%12%27%19%value for money

173714893117813619513-17231158210921Poor customer service/
28%15%31%20%21%23%19%20%27%23%23%28%12%27%19%62%52%-22%27%57%12%6%23%42%15%23%20%23%unhelpful

936645210248216311191*4-62-9312Poor mobile reception/
14%16%26%9%10%13%13%18%9%11%14%10%13%18%10%38%21%20%11%13%6%38%-30%8%-20%7%13%xcoverage - at home

11-211111-2--2----2---11--112Problems with payment/
1%6%-3%3%2%8%1%5%-3%--6%----2%---6%3%--3%1%2%billing

12561078-1236105182-3112212162211517Poor mobile reception/
20%21%27%15%18%19%-22%14%18%18%23%10%25%9%-52%20%16%27%30%17%6%32%12%15%26%11%18%coverage - in my area

17441532545225-1224--143-1448Problems left
2%33%17%6%3%12%19%4%18%12%8%10%14%14%-38%31%22%6%--8%19%17%-6%10%9%9%itAunresolved/ takes a

long time to fix

1--11--1--1--1----1-1------11Overseas call centre
2%--2%3%--2%--2%--4%----2%-28%------3%1%

522461*5215-114---7-*12-12257Difficult to contact
8%9%10%6%14%3%2%9%8%4%9%-12%4%16%---9%-7%11%11%-7%14%5%10%7%anyone at the company

213111-3-131-3--1-2-1-1-1-134Poor coverage / signal
4%6%11%2%3%3%-5%-3%4%5%-8%--21%-3%-30%-6%-6%-3%5%4%xindoors

222322-4-232-12--23---3-11-44Speed isn't as
3%10%7%4%5%4%-8%-5%5%7%-2%8%--22%3%---15%-5%4%-9%5%advertised/ slow

7349913534822271--121--42244912Price keeps increasing
11%13%17%12%23%2%18%9%12%12%15%8%18%6%25%38%--15%17%--23%9%9%25%8%19%14%v

2--22--1*-2--*1---2---2---*12They offer poor deals/
3%--2%4%--2%2%-3%--1%4%---2%---9%---1%2%2%I have seen better

deals elsewhere

3--3112212111-1---31----11-33I am considering
6%--5%3%3%15%4%4%7%2%6%9%-4%---4%17%----6%9%-7%4%leaving

41-742331161-241--6---313-257They do not value
7%6%-10%9%5%18%5%6%3%10%5%-7%14%38%--8%---18%3%14%-5%10%7%loyalty

21-3211-3121-21---3---2-11213Unhappy with my package
3%4%-5%4%2%7%-14%3%4%4%-5%3%---5%---9%-4%7%5%3%4%(other / non-specific)

823762172564133-1-10-1134114611Poor Internet
14%7%14%11%16%5%7%13%6%14%10%16%10%10%10%-9%-13%-28%15%14%20%5%4%10%14%12%connection / does not

work properly / I
cannot use the Internet

6-1551-6-25-223-1-5--1-231246General mention of bad
11%-5%8%13%1%-12%-5%8%-16%6%11%-21%-7%--9%-9%17%4%6%9%7%provider of service

1-11-111-111-1--1-1---1-1-112Issues with providers
2%-4%1%-3%7%2%-3%2%5%-3%--18%-1%---5%-5%-2%2%2%online services / apps

/ website / online
account

2225-41326-51----251--3-21436Not a trustworthy
4%11%7%7%-11%7%6%7%18%Xq-23%9%----22%6%17%--15%-9%6%8%6%7%company

21-4221-413-112---41---1-2314Other
3%5%-5%4%4%7%-14%3%4%-9%3%6%---5%17%---5%-11%6%2%4%
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Table 69
QD2. You said earlier you were dissatisfied with the overall service from your mobile phone service provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the mobile service provider

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

60*21**23**69*40**40*15**56*25**34*58*22**12**31**27**2**6**7**77*6**4**9**19**20**19**14**43*47*92*Weighted base

39161446232610401226341691717-37504351314146253460NET: Any coverage
65%73%62%67%59%64%70%72%50%76%60%73%82%55%65%-52%100%65%73%77%56%70%71%73%42%57%72%66%issues/problems
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Table 69
QD2. You said earlier you were dissatisfied with the overall service from your mobile phone service provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the mobile service provider

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

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

3611012123325307918146Unweighted base

38**116*20**8**37**19**37**3**4**27**155Weighted base

25809103022246813105Effective Base

1037113941421347Speed isn't as
26%32%55%33%25%21%37%49%34%12%30%advertised/ slow

204973141215221469Service I take from
52%42%35%43%37%63%40%67%52%51%45%them is poor/ bad

connection/ doesn't
work some of the time/
unreliable

733839210-1840Too expensive/ not good
19%29%41%34%26%11%26%-17%29%26%value for money

1025811045*-635Poor customer service/
26%22%41%18%28%19%13%14%-24%23%unhelpful

1023531227*1333Poor/ bad Wi-Fi signal/
27%20%27%37%33%9%18%11%20%13%22%doesn't reach all parts

of the house/ need
boosters

110-11141*210Problems left
2%8%-18%2%6%11%23%9%8%7%unresolved/ takes a

long time to fix

37-1721---11Difficult to contact
9%6%-7%19%12%2%---7%anyone at the company

-1-1------1Problems with payment/
-1%-10%------*billing

66114-4--212Price keeps increasing
15%5%3%9%12%-11%--8%8%

-----------Locked into a contract
-----------and can't get out

13-12-*--13They do not value
2%2%-7%5%-1%--3%2%loyalty

-1--11----1Overseas call centre
-1%--2%4%----1%

13-1-11-114I am considering
3%2%-7%-4%3%-17%4%3%leaving

-----------Their service has
-----------declined during the

pandemic

16-1----146They offer poor deals/
2%5%-18%----17%16%4%I have seen better

deals elsewhere

441-51*-*-8Not a trustworthy
11%4%5%-14%7%1%-9%-5%company

-2--2-----2Too pushy with their
-2%--6%-----1%sales

-4--2-1-*-4Issues with setup/
-3%--6%-4%-5%-2%admin/ account

management

11----1--12No/ limited options for
4%1%----2%--6%2%broadband service/

provider

-2--11----2Unhappy with charges /
-2%--3%4%----1%hidden charges

294-211*-311General negative
5%8%20%-5%6%2%8%-12%7%comments
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Table 70
QD3. You said earlier you were dissatisfied with the overall service from your fixed broadband provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the Broadband provider

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

38**116*20**8**37**19**37**3**4**27**155Weighted base

*22-----*-2Other
1%1%8%-----6%-1%

-2-*----*22Don't know/ no reason
-2%-5%----7%7%2%

Page 72

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 70
QD3. You said earlier you were dissatisfied with the overall service from your fixed broadband provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the Broadband provider

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1023729117686029825669773831433441015117132034231922157868146Unweighted base

111*37**30**125*79*60*32**88*59*67*87*38**29**46*41**3**11**16**125*18**14**30**36**21**21**15**81*73*155Weighted base

71291691474025633654532926312249118391627171619125450105Effective Base

37811352022931112125111018716535251114393222447Speed isn't as
33%22%38%28%26%37%28%35%18%31%29%28%36%39%18%19%55%29%28%10%39%37%39%15%41%17%28%33%30%sadvertised/ slow

50171554382114402433362112181727456562018785383169Service I take from
45%46%49%44%48%35%44%45%41%49%41%55%42%40%42%56%60%27%45%30%43%67%51%33%38%31%47%42%45%them is poor/ bad

connection/ doesn't
work some of the time/
unreliable

279437201792318182312511122433214512458172440Too expensive/ not good
24%25%12%30%25%29%27%26%30%26%26%32%18%24%29%62%37%17%26%4%30%18%34%20%26%54%21%32%26%value for money

23943115187241119161096111332823312852231235Poor customer service/
21%26%13%25%18%29%22%27%18%28%19%25%31%13%26%25%26%22%22%14%21%9%32%38%25%16%29%16%23%unhelpful

26642918106171412226612101362341310385171633Poor/ bad Wi-Fi signal/
23%18%13%24%22%17%19%19%25%17%25%15%21%26%24%19%27%41%19%20%8%9%27%15%37%34%21%22%22%doesn't reach all parts

of the house/ need
boosters

73555639256143211-9-2231318210Problems left
7%8%18%4%6%9%9%10%3%7%6%3%13%7%6%25%11%-7%-12%6%9%3%12%5%10%3%7%xunresolved/ takes a

long time to fix

7311044372654214122711222125611Difficult to contact
7%9%3%8%5%6%9%8%3%8%6%10%6%3%9%19%16%10%5%4%8%6%6%10%5%10%6%8%7%anyone at the company

-1-1-1-1--1---1---1-----1-1-1Problems with payment/
-2%-1%-1%-1%--1%---2%---1%-----4%-1%-*billing

4811184492665142--111-127-2-5712Price keeps increasing
3%22%2%9%10%6%11%10%4%9%7%13%4%8%5%--4%9%-4%8%19%-10%-6%10%8%A

-----------------------------Locked into a contract
-----------------------------and can't get out

2113-2-1212-12-1--3--*121-123They do not value
2%1%2%2%-4%-1%3%2%3%-4%5%-25%--2%--1%1%8%4%-1%3%2%loyalty

1--111-1-111-1----11-1----1-1Overseas call centre
1%--1%1%1%-2%-1%1%2%-2%----1%4%-2%----2%-1%

31222312222122-1-131211---134I am considering
3%3%7%1%3%5%2%2%3%4%2%2%6%3%-19%-5%2%4%13%4%1%---2%3%3%xleaving

-----------------------------Their service has
-----------------------------declined during the

pandemic

341651324333-21---63--2--1-66They offer poor deals/
2%10%2%5%6%2%9%2%7%4%4%8%-4%3%---5%15%--6%--9%-9%b4%I have seen better

deals elsewhere

44*842253443122--261-21112538Not a trustworthy
3%12%1%6%5%3%6%6%5%6%5%8%4%3%6%--12%5%7%-6%4%5%5%12%7%4%5%company

11-21--11111--1---2----11-2-2Too pushy with their
1%3%-2%1%--1%2%2%1%3%--2%---2%----5%5%-3%-1%sales

31-411-21313--1---4--*-12-3*4Issues with setup/
2%3%-3%1%2%-3%2%4%1%7%--3%---3%--1%-5%11%-4%*2%admin/ account

management

111111-2--2--2--1-1-1--1--112No/ limited options for
1%4%5%1%1%2%-3%--3%--5%--14%-1%-11%--4%--1%2%2%xbroadband service/

provider

11-211-11111-1----2----2--2-2Unhappy with charges /
1%3%-1%1%1%-1%2%2%1%3%-2%----1%----9%--2%-1%hidden charges
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Table 71
QD3. You said earlier you were dissatisfied with the overall service from your fixed broadband provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the Broadband provider

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

111*37**30**125*79*60*32**88*59*67*87*38**29**46*41**3**11**16**125*18**14**30**36**21**21**15**81*73*155Weighted base

7357944565641-6-1-1141-31-311011General negative
7%8%15%5%11%7%13%6%11%8%7%11%4%-15%-7%-8%22%4%-8%4%-20%2%14%Xb7%bcomments

2-*2*2-2--2--2*---2--2----*22Other
2%-1%1%*3%-2%--2%--4%1%---1%--6%----*2%1%

2--221--2*2-*2*--*22-*---*2-2Don't know/ no reason
2%--2%2%1%--4%1%2%-1%4%1%--3%2%10%-1%---2%3%-2%
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Table 71
QD3. You said earlier you were dissatisfied with the overall service from your fixed broadband provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the Broadband provider

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

Prepared by Yonder



Pay TV bundlePay TV
NoYesOther providersVirgin MediaTalkTalkSkyEEBTNET: BT/EETotal
(g)(f)(e)(d)(c)(b)(h)(a)(i)(X)

1752-18103227969Unweighted base

20**44*-**19**5**35*****5**5**65*Weighted base

1240-1792326750Effective Base

1227-10225-2239Too expensive/ not good
59%60%-52%32%71%-42%38%59%value for money

*1--1--**1Poor TV reception
2%2%--15%--10%9%2%

312-626*1115Too many repeats/ low
15%27%-31%44%16%51%21%24%23%quality programming/

too many channels/ poor
selection of channels/
not enough new content

29-224*2310Service I take from
8%20%-10%36%11%49%50%50%16%them is poor/ bad

connection/ doesn't
work some of the time/
unreliable

15-511---6Poor customer service/
5%11%-24%10%2%---9%unhelpful

-3-1*1-**3The equipment/service
-7%-6%10%4%-8%7%5%is poor / outdated /

not fit for purpose

*1-1---**2Speed isn't as
2%3%-6%---10%9%3%advertised/ slow

36-3-7---10Price keeps increasing
17%14%-16%-19%---15%

21--12-114General negative
11%3%--10%5%-27%25%6%comments

----------I do not have access to
----------channels that I want

42--*5*-*5I want to leave /
19%4%--8%14%51%-4%8%fcancel the service /

move to a different
service / provider

-1-1-*---1They offer poor deals/
-3%-5%-1%---2%I have seen better

deals elsewhere

-1-1-1---1Problems left
-3%-5%-2%---2%unresolved/ takes a

long time to fix

17-6*2---8I have to pay for
4%15%-29%8%5%---12%something I don't use

-1-1-----1Overseas call centre
-3%-6%-----2%

21-1-2---3For the money I'm
9%2%-6%-5%---4%paying I don't get a

lot of TV channels

14---5---5They do not value
3%9%---13%---7%loyalty

22-2-2---4Other
12%4%-9%-7%---7%
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Table 72
QD4. You said earlier you were dissatisfied with the overall service from your pay TV provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the TV provider

Proportions/Means: Columns Tested (5% risk level) - X/i/a/h/b/c/d/e - X/f/g
Overlap formulae used.  * small base; ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

491712572335104126333615182313314617718715132313769Unweighted base

47*16**14**51*24**32**8**36**27**25**39**11**14**26**14**4**2**3**56*6**5**12**10**14**16**2**27**36**65*Weighted base

361284316269301925271115189212455611612112212850Effective Base

2985341418422161623881661233334361011-142539Too expensive/ not good
62%52%35%66%X58%56%49%61%58%62%58%71%55%63%47%29%100%88%59%55%82%27%65%75%68%-52%68%59%value for money

*1-1-1-1*1-*1-----1**--*--1*1Poor TV reception
1%6%-2%-4%-2%2%5%-4%6%-----2%7%9%--2%--3%1%2%

95213764885103255--*15123225-8715Too many repeats/ low
20%29%17%25%31%18%49%21%28%20%26%24%17%18%40%--14%26%24%39%27%21%12%29%-31%19%23%quality programming/

too many channels/ poor
selection of channels/
not enough new content

7419261736434221--101*4-2225510Service I take from
14%23%9%18%10%19%13%19%10%25%10%22%28%8%12%17%--17%11%9%30%-17%10%100%19%14%16%them is poor/ bad

connection/ doesn't
work some of the time/
unreliable

42142316-51321--2*4---24--326Poor customer service/
8%11%10%8%8%10%16%16%-19%2%24%14%4%--100%12%6%---17%29%--13%6%9%unhelpful

3*-3-1-22222--21--2--*--3-223The equipment/service
6%2%-7%-4%-5%6%7%4%15%--12%29%--4%--4%--17%-6%5%5%is poor / outdated /

not fit for purpose

1*-2-2-1**1-*-11--*-*---1-2-2Speed isn't as
2%3%-3%-5%-3%2%2%3%-3%-9%29%--1%-9%---7%-6%-3%iadvertised/ slow

8246441823721442-17-1*215-5510Price keeps increasing
17%11%27%12%18%11%8%21%9%10%19%17%4%14%28%54%-22%12%-21%3%22%8%32%-19%13%15%

311313-12131-3-1--3--1-12-2-4General negative
6%4%5%6%2%10%-3%9%2%8%6%-11%-17%--5%--5%-9%11%-7%-6%comments

-----------------------------I do not have access to
-----------------------------channels that I want

5*-55*-2414*122---5211-2--*55I want to leave /
11%2%-11%23%1%-5%13%5%10%3%7%8%15%---10%33%20%5%-13%--1%14%8%cancel the service /

move to a different
service / provider

1-*1*11*11*-1-*---11-*----*11They offer poor deals/
3%-2%2%1%3%12%1%4%4%1%-7%-2%---2%17%-2%----1%3%2%I have seen better

deals elsewhere

1--11--1111-11----1--1-1---11Problems left
3%--3%4%--2%3%2%2%-4%3%----3%--7%-4%---4%2%unresolved/ takes a

long time to fix

52-81725361431--2-61*232--358I have to pay for
10%14%-15%5%21%22%13%11%25%3%32%20%5%--100%-11%17%8%14%26%14%--10%14%12%something I don't use

1--1-1-1--1---11--------1-1-1Overseas call centre
2%--2%-4%-3%--3%---9%29%--------7%-4%-2%

2-21-3--3-3--3----31--2----33For the money I'm
4%-13%2%-9%--10%-7%--11%----5%17%--18%----8%4%xpaying I don't get a

lot of TV channels

5--522-225-13-----5-1---4--55They do not value
10%--9%7%6%-7%8%18%-11%24%-----8%-20%---23%--13%7%loyalty

-42222-22222-2--2-2--22----44Other
-27%18%3%10%5%-5%9%7%6%15%-10%--100%-4%--21%17%----12%7%x
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Table 73
QD4. You said earlier you were dissatisfied with the overall service from your pay TV provider. Why do you say that?
Base: All respondents dissatisfied with the overall service provided by the TV provider

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

Prepared by Yonder



Landline bundleLandline providers
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

2341210671092521992911041023201444Unweighted base

2021241124*97*25713638745*38*3601444Weighted base

165908587923016423890882631071Effective Base

3520323152815716477239Extremely          (10)
18%16%18%15%11%11%18%f13%12%21%Xef17%eflikely

1716119163619349737178(9)
8%13%15%17%d14%14%9%20%Xad20%Xad10%12%

562701319562810311986326(8)
28%22%10%20%22%g21%27%g25%g24%g24%g23%g

2719424163924498655220(7)
13%16%20%17%15%18%13%17%16%15%15%

161011762215253226117(6)
8%8%14%6%9%11%7%6%6%7%8%

3418525194319645539219(5)
17%15%20%19%a17%14%17%11%14%11%15%a

639-11071611945(4)
3%3%-1%4%5%g4%2%4%g2%3%

330328351-1132(3)
1%2%2%2%3%2%1%1%-3%2%

115-11321*716(2)
*1%-1%*2%f1%2%f1%2%1%

*10-*325---10(1)
*1%-*1%a1%a1%---1%

8341211111111342Completely         (0)
4%3%1%2%4%e1%3%2%3%e4%3%eunlikely

52364423164341051512114417NET: Promoters (9-10)
26%29%34%32%25%25%27%33%32%32%29%

83463373595521521915141546NET: Passives (7-8)
41%37%30%37%37%38%39%42%40%39%38%

67414463099491291111106481NET: Detractors (0-6)
33%33%37%31%38%ac36%33%25%29%29%33%

-15-50-41-35-15-24418-64NPS
-7%-4%-3%1%-14%-11%-6%8%as3%2%g-4%

15504-1351524-4-1-864Negative NPS
7%4%3%bc-1%14%Xabcdsg11%Xabcsg6%abcs-8%-3%-2%4%abcs

7.127.107.287.226.766.987.117.38f7.237.24f7.10fMean

2.332.341.992.222.462.132.372.162.262.462.34Standard deviation

0.150.070.240.210.150.150.140.210.220.140.06Standard error
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Table 74
QN1. Based on your overall experience of using <Landline> for your landline service, how likely would you be to recommend them to a friend or family member as a landline provider?
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1030351297114751977026188844971373138033346426759711271187191317272197211176807037391444Unweighted base

1029350298114655274626487946067477035931545631458*75*115*119524122526325122815185*6977441444Weighted base

764262213858385564199661336537539282255344199435294884146245214157165128585215491071Effective Base

169625718210111943158751101295555696013152818254323435382223122116239Extremely          (10)
16%18%19%16%18%16%16%18%16%16%17%15%17%15%19%23%20%24%Xi15%22%Xg14%13%14%17%15%27%Xfgh17%16%17%ilikely

12646281496010424108588395443957387111015147312828201858691178(9)
12%13%10%13%11%14%9%12%13%12%12%12%12%12%12%12%14%8%13%19%Xcefg14%11%11%9%12%6%12%12%12%

2397459267129173542178915017679711106612222726447516154534416156170326(8)
23%21%20%23%23%23%20%25%X19%22%23%22%23%24%21%20%29%24%22%19%23%23%22%23%29%19%22%23%23%

16647441779012338142691011194952655489111922534413743291094127220(7)
16%13%15%15%16%16%14%16%15%15%15%14%17%14%17%13%12%10%16%11%15%16%15%19%B20%B12%13%17%15%

88232988405828743147702126393151111011519202819784572117(6)
9%7%10%8%7%8%11%8%7%7%9%6%8%9%10%8%1%10%k8%6%9%8%11%d8%4%9%6%10%8%bk

1515652167841004010578111108654667411191818229364832332316115103219(5)
15%16%17%15%15%13%15%12%17%t16%14%18%15%15%13%18%12%15%15%12%16%18%13%15%15%19%16%14%15%t

31128371523123114202515517823436491013414252045(4)
3%3%3%3%3%3%4%4%3%3%o3%4%1%4%3%4%4%3%3%2%4%d4%5%d2%*5%d4%3%3%

1812428914512141914136122-3228755933-211132(3)
2%4%1%2%2%2%2%1%3%3%2%4%m2%3%1%-3%2%2%3%2%2%4%1%2%-3%1%2%t

1074126911061067324113121-365*-9716(2)
1%2%1%1%1%1%*1%1%1%1%2%1%*1%2%1%2%1%1%-1%2%h2%h*-1%1%1%

621925545643312-1*92*222115510(1)
1%1%*1%*1%2%*1%1%1%1%1%*1%-1%*1%1%*1%1%1%1%1%1%1%1%

271013291719151821182499168-213987106622202242Completely         (0)
3%3%4%3%3%3%6%Xv2%5%Xt3%3%2%3%4%3%-2%1%3%3%3%4%2%3%1%2%3%3%3%tunlikely

2941078533116122367266133193224999412698202638333101636263594128208207417NET: Promoters (9-10)
29%31%29%29%29%30%25%30%29%29%29%28%30%28%31%35%34%33%28%42%Xdefgh28%24%25%26%27%33%30%28%29%

40412110344321929592359158251295128124175120193138457728510291967326249297546NET: Passives (7-8)
39%35%35%39%40%40%35%41%Xs34%37%38%36%39%38%38%33%42%33%38%30%38%39%36%42%B49%XcfhB31%36%40%38%B

331121110371172228105255169230251132971549719183940568769997743731240240481NET: Detractors (0-6)
32%35%37%32%31%31%40%Xvw29%37%t34%33%37%31%34%31%32%24%34%34%28%34%38%d39%d32%24%36%34%32%33%dtv

-37-14-25-39-11-6-3811-36-37-27-33-4-28128-1-7233-13-37-34-154-2-32-33-64NPS
-4%-4%-8%-3%-2%-1%-14%1%-8%-5%-4%-9%-1%-6%*3%j10%j-1%-6%13%cdeh-6%-14%-13%-7%3%c-3%-5%-4%-4%

3714253911638-1136372733428-1-2-8172-3313373415-42323364Negative NPS
4%4%8%Xx3%2%1%14%Xvw-1%8%Xt5%mo4%m9%Xmoqr1%m6%moq*-3%-10%1%6%Xjkl-13%6%d14%XcdehB13%XcdehB7%d-3%3%5%4%4%dBklmotvwxA

7.167.057.007.137.18u7.19u6.737.32Xs6.877.057.156.927.207.067.277.477.417.367.047.45fg7.106.826.857.077.40fg7.307.067.137.10suMean

2.272.442.472.312.322.272.642.202.562.372.322.412.312.352.272.052.392.272.352.482.272.402.382.321.982.342.412.272.34Standard deviation

0.070.130.140.070.100.080.160.070.120.090.090.120.130.110.140.270.280.200.070.180.130.150.170.160.150.260.090.080.06Standard error
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Table 75
QN1. Based on your overall experience of using <Landline> for your landline service, how likely would you be to recommend them to a friend or family member as a landline provider?
Base: All Landline respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Mobile service packageMobile bundleMobile
Monthly

contract/ SIMPrepay/ pay as
Don't knowonlyyou goNoYesOther providersLebaraSkyVodafoneThreeTesco MobileO2giffgaffEETotal

(o)(n)(m)(l)(k)(j)(f)(h)(g)(e)(d)(c)(b)(a)(X)

10207539620474342961392352581922144891614972481Unweighted base

11**20733972175306278921273622831944541695232481Weighted base

7159829616063192481191972051631724101343841900Effective Base

-44081461597634218237536751100521Extremely          (10)
-21%20%21%19%27%Xaceh37%Xacegh17%23%ce13%27%Xaceh15%30%Xaceh19%21%celikely

-3675937354471821535044663394426(9)
-18%15%17%18%17%20%16%15%18%23%cg15%20%18%17%

-504815166963163185764311533123585(8)
-24%20%24%23%23%18%25%23%27%22%25%19%23%24%

23207334352371427564528822482394(7)
16%15%18%16%17%13%15%21%Xj15%16%15%18%14%16%16%

517538186322351226341041958219(6)
48%8%10%9%11%8%5%10%7%12%d5%9%5%11%d9%

214239163192029301912411040182(5)
16%7%10%7%6%7%2%7%f8%f7%6%9%f6%8%f7%f

2409464312851182950(4)
15%2%2%2%1%1%1%1%2%2%1%4%Xdj1%2%2%

-28*23531154192428(3)
-1%*1%2%1%1%1%1%1%*2%1%1%1%m

-185176-*174-43424(2)
-1%1%1%2%Xl-**2%j1%-1%2%j1%1%

111212221212-21314(1)
6%1%*1%1%1%1%1%*1%-*1%1%1%

-28103444-*87291738Completely         (0)
-1%3%2%1%2%-*2%2%1%2%*1%2%unlikely

-8071408341131235242136869713385193947NET: Promoters (9-10)
-39%35%38%37%44%Xceh57%Xaceghj33%37%c31%50%Xacegh29%50%Xacegh37%c38%ce

282415485912110030581401217119756205980NET: Passives (7-8)
16%40%39%39%40%36%33%46%Xbfj39%43%37%43%bf33%39%39%

9442103483725492686752612428125554NET: Detractors (0-6)
84%21%26%22%24%20%f10%21%f24%df27%bdf13%27%Xbdfj16%24%df22%dfn

-9365373514169431650117195768393NPS
-84%18%Xm9%16%13%25%Xacegh46%Xabceghj12%ce14%ce4%37%Xaceghj2%34%Xacegh13%ce16%cem

9-365-37-351-41-69-43-16-50-11-71-9-57-68-393Negative NPS
84%-18%-9%-16%-13%-25%-46%-12%-14%-4%-37%-2%-34%-13%-16%

5.427.73X7.487.697.607.95Xce8.46Xaceghj7.647.577.358.21Xacegh7.318.09Xacegh7.65c7.68ceMean

1.472.042.212.072.102.011.691.852.272.161.742.132.012.012.07Standard deviation

0.470.040.110.050.100.120.140.120.140.160.120.100.160.090.04Standard error
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Table 76
QN2. Based on your overall experience of <Mobile> as your mobile service provider, how likely would you be to recommend them to a friend or family member as a mobile service provider?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/g/h/f/j - X/k/l - X/m/n/o
Overlap formulae used.  ** very small base (under 30) ineligible for sig testing

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

173561645620259461237463152677211651314628537780534971351962053212431394323366451304128811852481Unweighted base

1737611468201310021197459152178010911388585506761628105*1391782059269307386408399403310127711962481Weighted base

1320484339156371693736911616009169944864305994057010214915821653383132632893512409879071900Effective Base

3511461034182032608032417524427713710716511316384442284777991776647298223521Extremely          (10)
20%24%22%21%20%22%17%21%22%22%20%23%m21%22%18%15%28%25%20%31%Xcdefg25%Xcd21%22%c19%16%15%23%Xa19%21%acdlikely

3119882344161231832771231792471017812412322192236351617674576642218207426(9)
18%16%17%17%16%19%X18%18%16%16%18%17%15%16%20%21%13%13%18%19%20%c20%18%14%16%14%17%17%17%

425132115470261273108379176241343125116177165332832492607390881059871305279585(8)
24%22%25%23%26%23%23%25%23%22%25%21%23%23%26%31%j20%18%24%22%24%23%22%26%24%23%24%23%24%

2591105833715718582228128196198941021069216193532516396473667563200194394(7)
15%18%12%17%Xy16%15%18%15%16%18%Xnq14%16%20%Xmnq14%15%15%13%20%16%6%13%B16%B18%B17%B18%hB20%XhB16%16%16%Bqy

156445016987100491237184135414392439121618230202821393546103114219(6)
9%7%11%8%9%8%11%8%9%8%10%m7%8%12%Xmpqr7%9%8%9%9%11%f7%7%5%10%f9%15%Xdfgh8%10%9%f

13242351477376349463821005231534741117151172320333532228793182(5)
8%7%7%7%7%6%8%6%8%8%7%9%6%7%7%4%8%9%7%6%8%5%8%9%8%7%7%8%7%t

341254516263341021291551118-53422*71151411212750(4)
2%2%1%2%2%2%1%2%1%2%2%3%1%1%3%-3%2%2%1%*2%h3%h1%3%XhB3%h2%2%2%hu

1785241214617712166697-1324-358544161328(3)
1%1%1%1%1%1%1%1%1%1%1%1%1%1%1%-1%2%1%-1%1%2%1%1%1%1%1%1%

14941981451598164488113191264343111224(2)
1%2%1%1%1%1%1%1%1%1%1%1%1%1%1%1%1%2%1%*1%2%1%1%1%1%1%1%1%

12259842103865424---1421421316814(1)
1%*1%*1%**1%*1%*1%1%*1%---1%1%*1%1%*1%**1%1%

2597311614823141722610147462267872682122638Completely         (0)
1%1%2%2%2%1%2%1%2%2%2%1%2%2%1%4%4%Xi1%1%3%2%f2%*1%2%1%1%2%Xb2%biunlikely

66324418576236449116360129942352423718528823638576778513513815516513313288516430947NET: Promoters (9-10)
38%40%40%38%36%41%Xuw35%39%38%39%38%41%37%38%38%36%41%38%38%50%Xcdeg45%Xcde40%cd40%cd33%33%29%40%Xa36%38%cd

68424217380741745919060730443754121921828325849476781776112154161171173133505473980NET: Passives (7-8)
39%40%37%40%42%38%41%40%39%40%39%37%43%37%41%46%34%38%40%28%36%40%B40%B43%B43%B43%B40%40%39%B

39012511044422024810731417723132312810318913419354445758577781949988256294554NET: Detractors (0-6)
22%21%24%22%22%21%23%21%23%21%23%22%20%25%21%18%25%25%22%22%18%20%20%24%24%28%Xfgh20%25%Xb22%bt

273118743181442435628712119120110982991022022233287682788440331260136393NPS
16%19%X16%16%14%20%Xuw12%19%X16%18%Xn14%19%nq16%13%16%19%16%13%16%28%Xcdeg27%Xcdeg20%Xcde20%Xcde10%c8%c*20%Xa11%16%acdenu

-273-118-74-318-144-243-56-287-121-191-201-109-82-99-102-20-22-23-328-76-82-78-84-40-33-1-260-136-393Negative NPS
-16%-19%-16%-16%-14%-20%-12%-19%-16%-18%-14%-19%-16%-13%-16%-19%-16%-13%-16%-28%-27%-20%-20%-10%-8%*-20%-11%-16%

7.697.747.717.677.667.78X7.597.757.687.707.667.747.667.667.667.707.607.617.698.03Xcde7.92Xcd7.707.76c7.617.457.407.83Xa7.537.68acdMean

2.052.092.112.062.072.012.032.062.102.082.072.062.102.102.042.122.452.122.042.192.112.152.001.992.121.891.972.162.07Standard deviation

0.050.080.100.050.070.060.090.050.080.060.060.080.090.080.090.220.210.150.050.150.100.110.110.100.100.110.060.060.04Standard error
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Table 77
QN2. Based on your overall experience of <Mobile> as your mobile service provider, how likely would you be to recommend them to a friend or family member as a mobile service provider?
Base: All Mobile respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Broadband bundleBroadband
NoYesOther providersVodafoneVirgin MediaTalkTalkSkyPlusnetEEBTTotal
(i)(h)(g)(s)(f)(e)(d)(c)(b)(a)(X)

61615091771724342324351381793582125Unweighted base

662146325210846117045584964992125Weighted base

46011431471413911943221101352951598Effective Base

1132336717472176181091346Extremely          (10)
17%16%26%Xabdefs15%10%13%17%f22%bef10%18%bf16%bflikely

852313819732651122076316(9)
13%16%15%18%d16%15%11%15%21%Xd15%15%d

1633403725108341272226124503(8)
25%23%15%23%g23%g20%28%Xg26%g27%g25%g24%g

1352434022793577142092378(7)
20%17%16%20%17%21%17%17%21%18%18%

511272554812418830178(6)
8%9%10%5%10%a7%9%10%8%6%8%

561382275418375744194(5)
8%9%9%7%12%X10%8%6%7%9%9%

20518417919111270(4)
3%3%3%3%4%5%b4%1%1%2%3%

10363310410*11546(3)
2%2%1%3%2%3%2%*1%3%2%

10185111432*228(2)
2%1%2%1%2%Xa2%a1%2%**1%

3111132311214(1)
*1%1%*1%1%1%1%1%*1%

16346312510*21250Completely         (0)
2%2%2%3%3%3%2%1%2%2%2%unlikely

19846410436120471273129167663NET: Promoters (9-10)
30%32%42%Xdef33%26%28%28%36%f31%34%f31%f

2985837747186692043646216881NET: Passives (7-8)
45%40%30%44%g40%g41%45%g43%g48%g43%g41%gh

1664157025155531231820116581NET: Detractors (0-6)
25%28%28%23%34%Xabcs31%abc27%21%21%23%27%

33493411-35-6413105182NPS
5%3%14%Xde10%Xde-8%-4%1%16%Xde10%Xde10%Xdef4%def

-33-49-34-11356-4-13-10-51-82Negative NPS
-5%-3%-14%-10%8%bcdsg4%d-1%-16%-10%-10%-4%

7.357.287.52ef7.336.986.987.32f7.74Xef7.48ef7.47ef7.30efMean

2.202.262.382.332.272.362.181.981.972.182.24Standard deviation

0.090.060.180.180.110.160.100.170.150.120.05Standard error
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Table 78
QN3. Based on your overall experience of <Broadband> as your fixed broadband provider, how likely would you be to recommend them to a friend or family member as a fixed broadband provider?
Base: All Broadband respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b/c/d/e/f/s/g - X/h/i
Overlap formulae used.

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

150951839917268301073372133066010221101552470675426961161841729199409362282328373172107210472125Unweighted base

15165064081717881103537613276649581165513445665501103*118*1691735249288358361355338176106210582125Weighted base

11304012891310616802294999499794814420375512311698613713081533212852272592871238057891598Effective Base

23697692781321826522510317217495781056921233027248504864615025193152346Extremely          (10)
16%19%17%16%15%18%17%17%16%18%15%18%17%16%14%20%20%18%16%20%17%13%18%17%15%14%18%Xa14%16%alikely

223855825813017846208951341818153919020151626560485746433924152164316(9)
15%17%14%15%15%17%Xu12%16%14%14%16%16%12%14%18%o20%j13%9%15%24%Xcdefg17%16%13%12%12%14%14%15%15%j

3681091004031962698031316321928412397158126192643415507385788510824240263503(8)
24%21%25%23%22%26%X21%24%25%23%24%24%22%24%25%19%22%25%24%20%25%c24%c22%24%c32%XcefgB14%23%25%24%c

28284743041841646724611616621275911238919153231230406472736039197178378(7)
19%17%18%18%21%Xv16%18%19%17%17%p18%15%21%pr18%18%19%12%19%18%12%14%18%20%B21%hB18%22%hB19%17%18%hBpv

130363714166754411444761023937643781110150172024323317348494178(6)
9%7%9%8%8%7%12%Xvw9%7%8%9%8%8%10%7%8%9%6%9%7%7%7%9%9%5%19%XdefghB8%9%8%d

127463615879793010759911034942634079261511930402934291394100194(5)
8%9%9%9%9%8%8%8%9%9%9%10%9%9%8%7%8%15%Xi9%8%10%11%8%10%9%7%9%9%9%v

46218632828163930323821112117263592715187139373370(4)
3%4%2%4%3%3%4%3%4%3%3%4%3%3%3%2%5%2%3%1%2%4%B5%B2%4%5%B4%3%3%

33147402020927152621141210104823211567486202746(3)
2%3%2%2%2%2%3%2%2%3%2%3%3%2%2%4%7%Xij1%2%4%2%2%2%1%2%4%2%3%2%i

27162215104171012164879--127646354-121628(2)
2%Xz*1%1%2%1%1%1%2%1%1%1%2%1%2%--1%2%2%1%2%1%1%1%-1%2%1%z

104113855586842441-211123241-8614(1)
1%1%*1%1%1%1%*1%1%1%1%*1%1%*-1%1%*1%1%1%1%*-1%1%1%

351113372324102522232781518914541510109682242550Completely         (0)
2%2%3%2%3%2%3%2%3%2%2%2%3%3%2%1%3%3%2%2%3%3%3%2%2%1%2%2%2%unlikely

459182127536263360111433198306355175131197159413845538109981051101048949345316663NET: Promoters (9-10)
30%36%XA31%31%30%35%Xw30%33%30%32%30%34%29%30%32%40%33%27%31%44%Xcdefgh34%d29%30%29%26%28%32%30%31%d

6501931747073804331465592793864951981882812143941757278011414915015816863437441881NET: Passives (7-8)
43%38%43%41%43%42%39%42%42%40%43%39%42%42%43%37%35%44%42%32%39%42%B42%44%B50%XchB36%41%42%41%B

4071321074742382421183351872663151401271871272339494706077104101948164280300581NET: Detractors (0-6)
27%26%26%28%27%23%31%v25%28%28%27%27%28%28%25%22%33%29%27%24%27%29%28%26%24%36%XdehB26%28%27%tv

5249206224118-79811404136493118*-468482118108-15651682NPS
3%10%XA5%4%3%u11%Xuw-2%7%Xs2%4%no3%no7%Xnoqr1%1%6%Xnoq18%Xijk*-2%4%j19%Xcdefgh7%Xcdefg*2%3%g2%g-9%6%Xa1%4%acgjnosu

-52-49-20-62-24-1187-98-11-40-41-36-4-9-31-18*4-68-48-21-1-8-10-815-65-16-82Negative NPS
-3%-10%-5%-4%-3%-11%2%-7%-2%-4%-3%-7%-1%-1%-6%-18%*2%-4%-19%-7%*-2%-3%-2%9%defg-6%-1%-4%

7.287.437.347.297.217.51Xuw7.167.42Xs7.157.307.307.417.187.277.347.687.167.187.307.587.347.157.267.357.317.127.367.247.30Mean

2.242.242.262.242.282.182.342.152.412.282.212.212.362.222.192.012.472.312.232.322.372.312.272.132.192.012.252.242.24Standard deviation

0.060.100.110.050.080.070.120.060.090.070.070.090.110.090.110.210.230.170.050.160.120.120.140.120.110.150.070.070.05Standard error
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Table 79
QN3. Based on your overall experience of <Broadband> as your fixed broadband provider, how likely would you be to recommend them to a friend or family member as a fixed broadband provider?
Base: All Broadband respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Pay TV bundlePay TV
NoYesOther providersVirgin MediaTalkTalkSkyEEBTNET: BT/EETotal
(g)(f)(e)(d)(c)(b)(h)(a)(i)(X)

46281488268102630681201881276Unweighted base

51875888*26648*76127*871131276Weighted base

335617622409148155102148939Effective Base

771231731412242025199Extremely          (10)
15%16%19%12%9%16%17%23%Xcd22%Xcd16%likely

72878417905813159(9)
14%11%9%15%15%12%20%ia9%11%12%

1091971954919172835307(8)
21%26%X21%20%18%25%25%32%Xcd31%Xcd24%

9314913631313541419242(7)
18%20%15%24%X28%Xibe18%16%17%16%19%

6159917579369120(6)
12%f8%11%6%10%10%12%7%8%9%f

64681434472268132(5)
12%9%16%13%9%9%6%7%7%10%f

17233832511240(4)
3%3%3%3%7%ia3%3%1%2%3%

121715122*-*29(3)
2%2%1%2%2%3%1%-*2%

61132-12---17(2)
1%1%4%i1%-2%---1%

*7-61--118(1)
*1%-2%Xb3%Xb--1%b1%b1%

71616-14-2223Completely         (0)
1%2%1%2%-2%-3%2%2%unlikely

149210257211211102838358NET: Promoters (9-10)
29%28%29%27%24%28%37%32%33%28%

2033463211622326114253549NET: Passives (7-8)
39%46%X36%44%46%43%41%49%47%43%

16720231771522461722369NET: Detractors (0-6)
32%27%35%ia29%i30%29%ia22%19%20%29%iaf

-198-6-4-3-1341115-10NPS
-4%1%-7%-2%-6%-2%15%c13%Xcde14%Xbcde-1%

19-864313-4-11-1510Negative NPS
4%Xf-1%7%Xhbd2%h6%Xbd2%Xah-15%-13%-14%1%hf

7.227.267.167.077.017.257.79cd7.71Xcd7.73Xbcd7.24Mean

2.072.222.252.242.032.151.682.092.002.16Standard deviation

0.100.080.240.140.200.090.200.190.150.06Standard error
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Table 80
QN4. Based on your overall experience of <TV> as your pay TV provider, how likely would you be to recommend them to a friend or family member as a pay TV provider?
Base: All TV respondents

Proportions/Means: Columns Tested (5% risk level) - X/i/a/h/b/c/d/e - X/f/g
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

8893352051071503629258811366604671313291369302556010710541032242091702062381266266451276Unweighted base

893329211106553561025081137756670929427236234855*68*96*1056129*161211218224207128*6226481276Weighted base

6522521467943664602015992724614852352262712183743777847917116313416017487456479939Effective Base

1316019180819839131541079348593855611201632519333039322010593199Extremely          (10)
15%18%9%17%Xy15%16%16%16%14%19%Xnq13%n16%22%Xnq10%16%12%16%20%15%20%12%16%14%18%16%16%17%14%16%nqylikely

104473112866752610346698940294049767139231927352416159563159(9)
12%14%15%12%12%12%10%13%12%12%13%14%11%11%14%12%9%7%13%18%d12%13%16%d11%8%12%15%Xa10%12%ad

219784326411716061194931411657963848213101826528364955535927152154307(8)
24%24%20%25%22%26%24%24%25%25%23%27%23%23%24%24%15%19%25%22%22%23%25%24%29%21%24%24%24%

17956362061061145417156109133535672617202319314283641424239121121242(7)
20%17%17%19%20%19%22%21%Xs15%19%19%18%21%20%18%12%30%24%18%11%17%17%19%19%20%30%XeghB19%19%19%s

8924348653542876334178192243357699871620222419124277120(6)
10%7%16%Xx8%10%9%11%9%9%7%11%r7%8%12%pr10%13%9%9%9%5%10%9%10%11%9%9%7%12%Xb9%brx

86342410861612468495676322335418613105192218172320125674132(5)
10%10%12%10%11%10%9%8%13%t10%11%11%9%10%12%15%8%14%10%15%14%9%8%10%10%9%9%11%10%t

35653519148291010307416143-1363676783231740(4)
4%2%2%3%4%2%3%4%3%2%4%r2%1%5%or4%5%-1%3%3%3%3%3%3%4%2%4%3%3%r

19101019151131514821541743531871115-5-72029(3)
2%3%5%x2%3%2%1%2%4%1%3%m2%1%5%Xmoqr1%6%7%Xi3%2%5%ceh1%5%Xceh2%-2%e-1%3%b2%bix

125413482125983662--315-34543-71017(2)
1%2%2%1%1%1%1%1%1%2%1%1%2%2%1%--3%1%-2%2%2%2%1%-1%2%1%

421725153343-31-2*6111311-448(1)
*1%*1%*1%1%1%1%1%1%1%-1%*-3%*1%1%*1%1%1%*-1%1%1%

157419101148141211579212-201105-51-101323Completely         (0)
2%2%2%2%2%2%2%1%4%Xt2%2%2%2%2%1%1%3%-2%1%6%XcdfB3%-2%1%-2%2%2%tunlikely

235107513071481736523410017618288887810413172730148386065644835200157358NET: Promoters (9-10)
26%32%24%29%28%28%26%29%26%31%Xn26%n30%n32%n22%30%n24%25%28%29%37%dh24%28%30%29%23%28%32%Xa24%28%an

39713579470222274115365149250298132118155143203141458426485969510166273275549NET: Passives (7-8)
44%41%38%44%42%45%46%45%39%44%42%45%44%43%41%36%45%42%43%33%40%40%44%42%49%B52%B44%43%43%

260888128816516370212129140229756512810022202929738586657655726149216369NET: Detractors (0-6)
29%27%38%Xx27%31%27%28%26%34%Xt25%32%Xor25%24%36%Xopr29%40%30%30%28%30%36%Xc31%26%29%28%21%24%33%Xb29%brtx

-2519-3020-1710-522-2936-461323-504-9-4-2410-20-68-1-9951-59-10NPS
-3%6%X-14%2%X-3%2%u-2%3%X-8%6%Xm-7%4%Xm9%Xm-14%1%-16%-5%-2%*jk7%deg-13%-3%3%eg*-4%7%eg8%X-9%-1%

25-1930-2017-105-2229-3646-13-2350-4942-4-10206-819-9-515910Negative NPS
3%Xz-6%14%Xx-2%3%Xv-2%2%-3%8%Xt-6%7%Xmopr-4%-9%14%Xmopqr-1%16%Xij5%X2%*-7%13%XcdefgB3%X-3%*4%Xcef-7%-8%9%Xb1%cfBimv

7.217.366.907.31Xy7.187.337.307.36Xs6.967.41Xnq7.11n7.36n7.47nq6.847.39nq6.926.927.277.287.416.777.087.37h7.29h7.27h7.58h7.45Xa7.067.24ahnqsyMean

2.122.262.152.162.162.142.032.042.442.192.132.172.222.271.952.152.432.072.152.242.532.372.002.181.991.572.102.202.16Standard deviation

0.070.120.150.070.100.090.130.070.130.090.080.120.130.120.110.290.310.200.070.220.170.160.150.150.130.140.080.090.06Standard error
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Table 81
QN4. Based on your overall experience of <TV> as your pay TV provider, how likely would you be to recommend them to a friend or family member as a pay TV provider?
Base: All TV respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Statements
I'm asMy friends tend

knowledgeableto come to me
about theseif they haveI try to keep

technologies asquestions aboutup with
the next persontechnologytechnology

258525852585Unweighted base

258525852585Weighted base

198619861986Effective Base

408226474Agree strongly
16%9%18%

10366391118Agree slightly
40%25%43%

664653545Neither agree nor
26%25%21%disagree

342550286Disagree slightly
13%21%11%

135516162Disagree strongly
5%20%6%

14448651592NET: Agree
56%33%62%

4771067447NET: Disagree
18%41%17%

0.48-0.190.56Mean

1.071.251.10Standard deviation

0.020.020.02Standard error

Page 85

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 82
QC1. Please look at the different statements people have made about technology services such as mobile phones, landline phones, broadband or TV services.
For each statement please indicate how much you agree or disagree.
Summary
Base: All respondents

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

328130474272222188231312518728775112115173312130392283245699011893181292474Agree strongly
18%20%10%20%Xy21%Xuv18%17%20%Xs15%16%p20%npr12%21%npr15%26%Xnpqr28%Xijk15%16%18%10%10%11%16%h22%ghB28%XfghB28%XfghB14%23%Xb18%bghBnprsy

794260217901489498216710336443674231212360314415987932961161541811972091655615521118Agree slightly
44%41%44%43%47%Xv40%44%45%41%39%47%Xopr38%40%46%opr48%Xopr37%42%45%43%35%36%38%43%48%ghB49%XghB49%XghB42%44%43%ghBprv

373133118427187269108307183276269154122164105182845454101879675706254312233545Neither agree nor
21%21%24%20%18%22%w22%19%23%24%Xmq19%25%Xmq23%m21%mq16%17%20%24%21%37%Xcdefgh27%Xcdef24%cde18%17%15%16%23%Xa19%21%acdmqtwdisagree

201717521088155481651011441428658944812211723636507346382518182103286Disagree slightly
11%11%15%Xx10%9%13%Xw10%10%12%13%Xm10%m14%Xmq11%12%mq7%11%15%9%11%13%cd16%Xcde18%Xcdef11%cd9%6%5%14%Xa8%11%acdmwx

11044311304696318465956767285017813121281334354915969468162Disagree strongly
6%7%6%6%4%8%Xw6%5%8%Xt8%Xmoq5%m11%Xmnoqr5%m6%mq3%7%10%6%6%5%11%XcdeB9%Xcde12%XcdeB4%2%2%7%5%6%cdemqtw

112338926413297117162981023461629961305324475486727911713241241471992502873272587418441592NET: Agree
62%61%54%63%Xy69%Xuv58%61%65%Xs57%55%p67%Xnopr50%61%pr61%pr74%Xnopqr66%56%61%62%45%46%49%59%ghB70%XfghB77%XefghB77%XfghB56%68%Xb62%bghBprsvy

311114107341134251792501662392081538614465193430364498310896533524276171447NET: Disagree
17%18%22%Xx16%13%20%Xw16%16%21%Xt21%Xmoq14%m25%Xmnoqr16%m18%mq10%18%24%15%17%18%cd26%XcdeB27%XcdeB23%Xcde13%cd8%7%21%Xa14%17%acdemqtwx

0.570.570.350.61Xy0.73Xuv0.480.560.63Xs0.440.42p0.68Xnpr0.260.60pr0.51p0.88Xnopqr0.690.370.550.570.330.190.250.41h0.75XfghB0.95XefghB0.96XefghB0.420.72Xb0.56bfghBprsvMean
y

1.091.141.051.101.031.151.081.081.141.151.051.171.091.080.971.191.181.061.090.991.141.141.221.020.930.901.101.081.10Standard deviation

0.030.040.050.020.030.030.050.030.040.030.030.050.050.040.040.120.100.070.020.070.050.060.070.050.040.050.030.030.02Standard error
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Table 83
QC1. Please look at the different statements people have made about technology services such as mobile phones, landline phones, broadband or TV services.
For each statement please indicate how much you agree or disagree.
I try to keep up with technology
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

1496729198921104214659841423153588314102018267183049605675151226Agree strongly
8%10%6%9%Xy9%9%9%9%7%7%p10%npr5%10%pr7%13%Xnpqr13%7%11%8%2%2%4%7%hB12%XghB14%XfghB17%XfghB6%12%Xb9%bghBpry

4491588755229728012142417224139810913116423424265253726427885124158125264373639Agree slightly
25%25%18%26%Xy29%Xv23%25%27%Xs21%21%p28%Xnpr18%25%pr21%36%Xnopqr22%18%27%25%9%13%19%hB20%hB30%XfghB37%XfghB37%XfghB20%30%Xb25%bghBnprsvy

45316111254126129813539420029735516213520315231454153661709712811411272321331653Neither agree nor
25%25%23%26%25%24%28%25%25%26%25%26%25%26%23%28%32%21%25%22%22%24%30%Xch28%27%21%24%27%25%disagree

39813112542520327410033217925429613312018511122314145581748996747068315232550Disagree slightly
22%21%26%Xx20%20%22%21%21%22%22%m21%m22%23%m24%mq17%21%22%22%21%29%Xcde23%d22%23%18%17%20%24%Xa19%21%admx

35912013638018027587283201269247176931717618293743210112512282502315354161516Disagree strongly
20%19%28%Xx18%17%22%Xw18%18%25%Xt24%Xmoq17%m29%Xmnoqr17%m22%mq12%16%21%19%20%37%Xcdef39%Xcdefg30%Xcdef19%cde12%cd5%4%27%Xa13%20%acdemqtwx

597224115750389389163570231325540140185222318383672719325096116172219181339523865NET: Agree
33%35%24%36%Xy38%Xv31%34%36%Xs28%28%p38%Xnpr23%35%npr28%p48%Xnopqr35%25%38%k34%12%16%24%hB28%hB42%XfghB52%XefghB54%XefghB26%42%Xb33%bfghBnprsy

75725226180538354918761538052354431021335618740607988818119821117712493836693931067NET: Disagree
42%39%53%Xx38%37%44%Xuw39%39%47%Xt46%Xmoq38%m51%Xmoqr40%m46%Xmq29%37%43%41%41%66%Xcdefg62%Xcdefg52%Xcdef42%cde30%d22%25%50%Xa32%41%acdemqtwx

-0.20-0.13-0.52-0.11Xy-0.08Xv-0.26-0.14-0.12Xs-0.36-0.33p-0.08Xnpr-0.51-0.13npr-0.32p0.21Xnopqr-0.06-0.30-0.12-0.20-0.89-0.84-0.54hB-0.27ghB0.12XfghB0.39XefghB0.42XefghB-0.460.10Xb-0.19bghBnprsvMean
y

1.251.271.231.251.241.271.231.251.261.251.251.221.251.231.211.271.191.301.251.071.151.231.191.201.081.121.231.211.25Standard deviation

0.030.050.060.030.040.040.060.030.040.040.030.050.050.040.050.130.100.090.030.070.050.060.070.060.050.060.030.030.02Standard error
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Table 84
QC1. Please look at the different statements people have made about technology services such as mobile phones, landline phones, broadband or TV services.
For each statement please indicate how much you agree or disagree.
My friends tend to come to me if they have questions about technology
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

2891055235618218874283109164244739110813629183632623315573837469143262408Agree strongly
16%16%11%17%Xy18%15%15%18%Xs13%14%p17%np12%17%pr14%21%Xnpqr26%Xik12%19%15%8%10%14%17%hB20%XghB18%hB20%XghB11%21%Xb16%bhBpsy

73125817885845646919765729942461120921530930138597386673961321591872251624985331036Agree slightly
40%41%36%41%44%Xv38%41%42%37%37%p42%Xnpr34%40%pr40%46%Xnpr35%42%38%40%27%30%33%38%B46%XghB53%XfghB48%XfghB37%43%Xb40%bghBpr

4451701395242293101423822073253391831422091302040525537991121117919075388275664Neither agree nor
25%27%29%25%22%25%29%w24%26%28%Xmq24%m30%Xmq27%m27%mq20%18%28%27%26%29%29%d30%cde28%22%21%22%29%Xa22%26%admqwdisagree

24672822601211905119912015618699571117520181928670656747382825216125342Disagree slightly
14%11%17%Xx12%12%15%Xuw10%13%15%14%o13%16%Xmor11%14%11%18%13%10%13%26%Xcdefg21%Xcdef17%Xcde11%d9%7%7%16%Xa10%13%acdex

95323798468022587577594828451437131122834272412648352135Disagree strongly
5%5%8%Xx5%4%7%Xw5%4%9%Xt7%Xmq4%m8%Xmq5%m6%mq2%3%5%7%5%10%Xcde11%Xcdef7%cde6%cd3%1%1%6%Xa4%5%acdemqtx

1021363230121463765627093940858885528230641743767761081192961281872332703002316427951444NET: Agree
56%57%47%58%Xy62%Xuv53%56%59%Xs50%51%p59%Xnpr46%57%pr53%p67%Xnopqr61%54%57%56%35%40%47%B55%ghB66%XfghB71%XfghB69%XfghB48%64%Xb56%bghBprsvy

34110411935816727173258195232245147851568923253239899999472493430299177477NET: Disagree
19%16%24%Xx17%16%22%Xuw15%16%24%Xt20%Xmo17%m24%Xmoqr16%20%mq14%21%18%17%19%36%Xcdefg31%Xcdefg23%Xcde17%cd12%8%9%22%Xa14%18%acdemtwx

0.480.520.260.53Xy0.59Xv0.400.510.57Xs0.300.39p0.55Xnpr0.260.53pr0.42p0.72Xnopqr0.640.440.520.47-0.030.080.30hB0.50ghB0.71XfghB0.79XfghB0.79XfghB0.300.66Xb0.48bghBprsvyMean

1.081.051.101.061.051.111.021.041.161.091.041.111.061.070.991.141.031.111.061.131.151.111.080.980.860.901.061.051.07Standard deviation

0.030.040.050.020.030.030.050.030.040.030.030.040.040.040.040.110.090.080.020.080.050.050.060.050.040.050.030.030.02Standard error
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Table 85
QC1. Please look at the different statements people have made about technology services such as mobile phones, landline phones, broadband or TV services.
For each statement please indicate how much you agree or disagree.
I'm as knowledgeable about these technologies as the next person
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

1688574450193097211284371483745104413345754707365991051311771967248287381398395390282125611152380Online shopping
93%Xz90%92%92%94%Xuv91%90%94%X92%91%o93%o94%or88%94%Xoqr91%96%93%92%92%91%c90%c95%ch94%ch96%XcdhB92%c84%95%Xa89%92%aco(purchasing goods /

services / tickets
etc.) or online trading
/ auctions (e.g. eBay)

1676587441194297711404451480744102613545434847366181051261751977248275372394391403301121811562383Online banking
93%92%90%93%95%Xuv92%92%94%X92%90%94%Xopr89%91%94%Xopr94%pr95%89%91%92%90%87%92%h93%h95%XchB95%XchB90%92%93%92%hpr

111531625312506776412899794245589432642944634797673107124794991892842893032467507461503Finding / downloading
62%Xz50%52%60%Xy66%Xuv52%60%v62%Xs52%49%p66%Xnopr43%55%pr59%pr73%Xnopqr69%k52%56%58%34%31%47%hB67%XghB70%XghB72%XghB73%XghB56%60%58%ghBprsvyzinformation for work /

business / school /
college / university

15264853931727892998373132166190412164654396605561001081561757213268331355345361247106210492120Accessing news
84%Xz76%80%82%86%Xuv81%77%84%X82%79%p85%Xpr76%82%pr84%pr85%pr91%Xik76%81%82%78%84%c82%c84%c84%c85%cB74%80%84%Xb82%bcpruz

143649936716678439473831268627883114848440060154784111156168315621330434034938628411099162034Using social networking
79%78%75%80%X82%Xv77%79%80%X77%77%80%no79%75%77%83%Xnoqr76%79%81%79%57%67%B76%hB81%hB85%XghB91%XcefghB85%XghB83%Xa73%79%ahBov(such as Facebook,

Twitter, Instagram,
Snapchat, LinkedIn)

514943243583235--310111-1464913None of these
**1%*******1%***1%--1%****-*1%2%Xfg*1%*tA
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Table 86
QC2. Which, if any, of these do you use the internet for?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Statements
I look out for

and use
discount codesFinding a

or discountcheaper deal is
vouchersa priority for

whenever I canme

25852585Unweighted base

25852585Weighted base

19861986Effective Base

1002901Agree strongly
39%35%

9151022Agree slightly
35%40%

419508Neither agree nor
16%20%disagree

180140Disagree slightly
7%5%

6814Disagree strongly
3%1%

19171923NET: Agree
74%74%

249154NET: Disagree
10%6%

1.011.03Mean

1.030.90Standard deviation

0.020.02Standard error
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Table 87
QC3. Please look at these two statements people have made about shopping around generally, whether for services such as mobile phones, broadband, insurance or for goods.
For each statement please indicate how much you agree or disagree
Summary
Base: All respondents

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

6122521517493574131785492884144852421722702154047657484274144161182163134497400901Agree strongly
34%39%XA31%36%35%33%37%35%36%36%o34%40%Xmoqr32%34%33%37%33%34%35%15%23%B36%hB38%hB44%XghB38%hB40%hB37%Xa32%35%ahB

726246177845430496199631314463558231231281278475773845721211491721651841595165001022Agree slightly
40%39%36%40%42%40%41%40%39%40%39%n38%43%n36%42%n43%40%38%39%26%38%B37%B41%B40%B43%B47%XghB39%40%40%Bn

3491131203881712568330215821329511796181114193144414112928766496636245263508Neither agree nor
19%18%25%Xx18%17%21%w17%19%20%19%21%m19%18%23%Xmoqr17%18%22%23%19%41%Xcdefgh29%Xcdefg22%cde16%12%16%11%18%21%20%cdewxdisagree

1092437102666224884451891933434536812440282319131166080140Disagree slightly
6%4%8%Xx5%6%5%5%6%5%4%p6%p3%6%pr5%p7%p2%4%4%6%15%Xcdefgh9%Xcdef6%cd4%3%2%2%5%6%5%cdpx

1223129102953112183-121272-31*111314Disagree strongly
1%*1%1%1%1%*1%1%*1%**1%1%-1%1%1%3%Xcdeg1%-1%***1%*1%

133849832815957879083771181602877104447340455049388104138159311419529333434734629310139011923NET: Agree
74%78%X67%76%Xy76%73%78%75%74%77%Xnq73%77%nq76%n70%75%80%73%72%74%42%61%B73%hB79%XhB85%XghB82%XghB87%XfghB76%Xa72%74%ahBny

120264011475722697495410021335149361013548302322141177183154NET: Disagree
7%z4%8%x5%7%6%5%6%6%5%p7%pr3%6%pr7%p7%pr2%4%5%6%17%Xcdefgh10%Xcdef6%cd5%3%3%2%5%7%6%cdeprxz

1.011.13XA0.891.06Xy1.031.001.091.031.031.08Xnoq0.991.13Xmnoqr1.020.971.001.151.021.001.020.370.75B1.03hB1.12hB1.25XghB1.18XghB1.25XghB1.07Xa0.971.03ahBqyMean

0.910.860.950.890.920.900.870.900.910.860.930.850.870.940.910.790.880.910.911.000.940.900.880.800.780.730.900.900.90Standard deviation

0.020.030.040.020.030.030.040.020.030.020.030.030.040.030.040.080.070.060.020.070.040.040.050.040.040.040.020.030.02Standard error

Page 91

Customer Satisfaction Tracker 2024
ONLINE Fieldwork : 18th - 29th November 2024

Table 88
QC3. Please look at these two statements people have made about shopping around generally, whether for services such as mobile phones, broadband, insurance or for goods.
For each statement please indicate how much you agree or disagree
Finding a cheaper deal is a priority for me
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

69925615684642443919762031944655423321329026438527583836771311872012121575624361002Agree strongly
39%40%32%40%Xy41%v36%41%39%39%39%39%38%40%37%40%35%37%39%39%13%24%B33%hB44%XghB49%XghB50%XghB47%XghB42%Xa35%39%aghBvy

6492171717443614631715752704025122181842682444050597669598156135158154119460451915Agree slightly
36%34%35%36%35%37%35%36%33%35%36%36%35%34%37%37%35%31%36%35%31%39%h32%39%h36%36%35%36%35%

28010610531314120875230141189230104851458516274033583768156344742218201419Neither agree nor
16%17%22%Xx15%14%17%w16%15%17%16%16%m17%16%19%mq13%15%19%21%16%30%Xcdefg24%Xcdef20%Xcdef13%8%11%12%16%16%16%demtwxdisagree

128424313771992210860801004238544691113148365127291771569111180Disagree slightly
7%7%9%7%7%8%u5%7%7%7%7%7%7%7%7%9%7%7%7%13%Xcdefg16%Xcdefg7%d7%d4%2%4%d5%9%Xb7%bdeu

511513553527194620274215122417615562415814-43204968Disagree strongly
3%2%3%3%3%2%4%3%2%2%3%2%2%3%3%5%1%3%3%9%Xcdefg5%Xcdeg2%e3%cde-1%1%1%4%Xb3%bcde

134847432715907859023691196589849106645139855850878102134160413117528732235936627710228871917NET: Agree
75%74%67%76%Xy76%73%76%76%X73%74%74%n74%75%71%77%nq71%72%70%75%48%55%71%hB76%hB87%XfghB86%XfghB82%XghB77%Xa71%74%ahBy

17957571921071264115480107142575079631512182046066354417101789159249NET: Disagree
10%9%12%9%10%10%8%10%10%9%10%9%9%10%10%14%8%10%9%22%Xcdefg21%Xcdefg9%de10%cde4%2%5%7%13%Xb10%bcde

1.011.030.851.04Xy1.030.961.041.021.001.011.001.001.030.951.050.870.990.961.020.300.54B0.93hB1.07hB1.32XfghB1.33XfghB1.23XghB1.11Xa0.891.01ahBvyMean

1.041.021.051.021.061.021.051.041.041.021.041.021.021.061.021.140.981.061.031.131.160.991.080.800.800.890.961.101.03Standard deviation

0.020.040.050.020.030.030.050.030.040.030.030.040.040.040.040.110.080.070.020.080.050.050.060.040.040.050.030.030.02Standard error
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Table 89
QC3. Please look at these two statements people have made about shopping around generally, whether for services such as mobile phones, broadband, insurance or for goods.
For each statement please indicate how much you agree or disagree
I look out for and use discount codes or discount vouchers whenever I can
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

3741401024422142771132902212542901837120981133253447911121231085139212782655441
21%22%21%21%21%22%23%18%27%Xt22%mo20%mo30%Xmoqr13%27%Xmoqr12%12%22%27%Xl21%33%Xcde35%Xcdef31%Xcde26%cde13%c9%6%21%21%21%cdemot

71517422769741646410656430141151421719329721744586076417417517112886134564984249252
40%Xz27%47%Xx33%40%Xu38%u22%36%37%36%36%36%36%38%33%40%41%31%36%64%Xcdefg55%Xcdefg43%Xcdef30%ce21%32%ce17%38%34%36%cefuxz

3341245943417327763322126219273991201171561224404187245297102118942392514933
18%19%12%21%Xy17%22%Xuw13%20%s16%19%np19%n16%23%Xnpr15%24%Xnpq11%17%21%19%2%8%B13%hB23%ghB25%XghB28%XghB28%XghB18%20%19%ghBnsuwy

2591075632113917393255911622155510798117271233305-3385410889851881893774
14%17%11%15%X13%14%19%Xvw16%Xs11%14%p15%np9%20%Xnpqr13%18%Xnpq24%Xik8%17%k14%-1%9%hB13%hB26%XfghB21%XfghB25%XfghB14%15%15%ghBps

915733131643763111416797363041561014413623162741294587761635
5%9%XA7%6%6%v3%13%Xvw7%5%6%7%n6%6%5%8%Xn9%j10%j2%6%j1%1%4%hB6%hB10%XghB7%hB13%XdfghB7%6%6%ghBjvA

3435117126848373032502111202953273--382214353842826+
2%6%XA2%3%3%v1%10%Xvw2%4%3%3%3%2%3%4%o4%2%1%3%--1%2%h5%XfghB3%ghB10%XdefghB3%3%3%ghBtvA

2.502.84XA2.442.64Xy2.53v2.403.10Xvw2.66Xs2.422.55np2.65np2.372.75Xnpr2.412.93Xnopqr3.00Xijk2.472.392.61j1.721.782.16hB2.50ghB3.18XdfghB2.97XfghB3.60XdefghB2.582.622.60ghBjnpsvwMean
yA

1.251.581.281.381.311.121.761.341.371.321.401.391.211.341.421.701.291.181.360.590.721.151.291.411.291.531.361.371.37Standard deviation

0.030.060.060.030.040.030.080.030.050.040.040.050.050.050.060.170.110.080.030.040.030.060.070.070.060.080.040.040.03Standard error
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Table 90
QC4. What is the total number of people in your household (including yourself and any  children)?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

135139137614617548982901068639820101647834260141560110134153327231335928616424419995887418370
75%Xz61%77%Xx70%73%u73%u60%68%79%Xt72%mo71%mo78%Xmoqr64%77%Xmoqr63%55%78%l70%l72%l99%Xcdefg99%Xcdefg89%Xcdef68%cde40%58%e59%e72%70%71%cdelmotuxz

24710750332141200652608415023059921061241814343162327759399831772043821
14%17%10%16%Xy14%16%13%16%Xs10%13%p16%np10%17%pr14%p19%Xnpqr16%10%18%15%1%1%7%hB18%ghB23%XghB23%XghB25%XghB13%16%15%ghBprsyA

16910447233108123861926513414652826086271420218-1125011561411421362802
9%16%XA10%11%10%10%18%Xvw12%Xs8%12%np10%n9%15%Xnpqr8%13%npq25%Xijk10%11%10%-*3%hB12%ghB28%XcdfghB14%XghB12%ghB11%11%11%ghBinpsA

31231353241331471331341516112433257--59271683926653
2%4%A3%3%2%v1%6%Xvw3%2%3%2%n2%3%1%4%nq3%2%1%3%--1%2%h7%XcfghB4%ghB2%hB3%2%3%hBnvA

10123195113129101282481-218---11145138224+
1%2%XA1%1%1%*3%Xvw1%1%1%1%1%*1%1%1%-1%1%---*3%XfghB1%1%gh1%1%1%vA

0.400.68XA0.400.49X0.440.400.80Xvw0.53Xs0.360.48np0.47n0.400.58Xnpqr0.350.61Xnpqr0.80Xijk0.360.460.470.010.020.16hB0.49ghB1.10XcdfghB0.68XfghB0.63XghB0.480.470.48ghBnpsvAMean

0.781.000.820.860.810.731.140.880.810.870.840.860.880.740.941.040.750.810.850.090.160.510.811.100.940.930.880.830.86Standard deviation

0.020.040.040.020.030.020.050.020.030.030.020.030.040.030.040.100.060.060.020.010.010.030.040.060.040.050.020.020.02Standard error
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Table 91
QC5. What is the total number of children aged under 18 in your household?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

3321641294051243108226523730622721492167601944314401261989235172046275257534Unweighted base

315158128*384132*28783*24423428622619789*16462*21**42*24**42516413989*45**19**16**42*258253512Weighted base

24613195311922336819418523816816672125431332233391011577230141740214191405Effective Base

61312381314827454560433821349284901720261018215944103Yes, somebody in the
19%20%18%21%24%17%32%Xv19%19%21%19%20%24%21%15%8%18%15%21%10%14%30%XhB22%5%54%50%XghB23%18%20%hBvhousehold is working

24812110628997235541951832171781506712751183220325147117603114719189205395No members of the
79%77%82%75%74%82%Xu65%80%78%76%79%76%76%77%82%87%76%85%76%90%Xcg85%Xcg67%c68%78%46%45%73%81%77%cguhousehold are working

55-1444347959-3213-10-2343-211314Prefer not to say
2%3%-4%3%1%3%1%3%3%2%4%-2%3%5%6%-2%-1%3%10%17%-5%B4%1%3%v
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Table 92
QC6. Are any other adults in the household working either full time or part time?
Base: All respondents asked

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

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

1715607471196299011614561579810106013715764847496231041371822010262307390396379391308126211622433Yes
95%X95%96%Xx94%96%Xv94%94%100%X100%X93%95%Xor94%r91%96%Xor95%o95%97%95%94%96%97%Xcde97%Xcde94%92%92%92%95%93%94%orx

923017134437630--8567364933346410132121113253233276686152No
5%5%4%6%Xy4%6%w6%--7%Xnpq5%6%9%Xmnq4%5%5%3%5%6%4%3%3%6%8%gh8%gh8%gh5%7%6%ghnqstwyA
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Table 93
QC7. Do we have your permission to ask you about any issues that impact your daily activities or the work you can do?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

172261646419879421208456158180611351314623512779535951361972023209436401314345440306128811542451Unweighted base

172761147419819971167456157981010671386581486759627107*1391832027263308394401382394314127611702455Weighted base

1314488344154371491936612086288959994864096044057110315015641623453192562763452439938861885Effective Base

376377170640239438186-8104153952861292431522955586691161221461361078993454350810NET: Yes
22%62%XA36%32%24%37%Xw41%Xw-100%Xt39%Xmnoq29%m49%Xmnoqr27%32%mq24%27%39%32%33%44%Xcdef40%Xcde37%de34%d28%23%30%36%Xa30%33%admoqtwA

65503495437630-128765250263320376113552723124715474128Hearing  - Poor
4%8%XA7%5%4%7%Xw7%-16%Xt7%Xmnoq4%9%Xmnq5%4%3%3%5%3%6%21%Xcdefgh9%Xcdef6%cde3%c1%2%*4%6%Xb5%bcdemqtAhearing, partial

hearing, or are deaf

59491894316029-11262504517262458594141522111116226052112Eyesight  - Poor
3%8%XA4%5%3%5%w6%w-14%Xt6%Xnoq4%8%Xmnoqr4%3%4%5%5%3%5%6%5%6%3%3%4%7%ef5%4%5%qtwAvision, colour

blindness, partial
sight, or are blind

71161631915015957-25416292123397418818182094850753926114140111254Mobility  - Cannot walk
4%26%XA13%x10%5%14%Xw12%w-31%Xt15%Xmnoq7%m21%Xmnoqr8%m10%mq3%8%13%10%10%18%Xcdef16%Xcdef19%Xcdef10%cd7%cd3%1%11%10%10%cdemqtwxAat all / use a

wheelchair or mobility
scooter etc., or cannot
walk very far or manage
stairs or can only do
so with difficulty

34482661215619-8858304810181255106813232514643503588Dexterity  - Limited
2%8%XA6%Xx3%2%5%Xw4%w-11%Xt5%Xmnoq2%8%Xmnoqr2%2%2%5%4%5%3%5%cde7%Xcdef6%Xcde4%d1%1%1%4%3%4%cdemnqtwxAability to reach /

difficulty opening
things with your hands
/ difficulty using a
telephone handset/
television remote
control/ computer
keyboard etc.

447327104288629-13179526218381331491062929341615266269131Breathing  -
3%12%XA6%5%3%7%Xw6%w-16%Xt7%Xmoq4%m11%Xmnoqr4%5%mq2%3%10%X5%5%11%Xcdef9%Xcdef9%Xcdef4%d4%d1%2%5%6%5%cdmqtwABreathlessness or chest

pains

27571575175122-90583245131913691065-41519211713464290Mental abilities  -
2%9%XA3%4%2%4%w5%w-11%Xt5%Xmnoq2%8%Xmnoqr3%3%2%6%7%5%3%-1%4%hB5%hB6%hB4%hB4%hB4%4%4%hBimqtwASuch as learning,

understanding,
concentration, memory,
communicating,
cognitive loss or
deterioration

43521289315126-10149523612322144787135222223264650101Social / behavioural  -
2%8%XA3%4%3%4%6%w-12%Xt5%o4%6%Xmoqr3%4%3%4%3%4%4%*1%1%5%ghB6%ghB6%ghB8%XghB4%4%4%ghBtAConditions associated

with this such as
autism, attention
deficit disorder,
Asperger's, etc.

1372016130610019898-36620615916343897014222330714265970745964216146366Your mental health  -
8%33%XA13%15%10%17%Xw22%Xvw-45%Xt19%Xmnoq12%28%Xmnoqr9%12%11%13%16%13%15%5%8%15%hB18%hB19%XhB15%hB20%XhB17%Xa13%15%ahBmnoqtwAAnxiety, depression, or

trauma-related
conditions, for example

103134562016814054-25814511311135763711262619440365660401510156101258Other illnesses /
6%22%XA12%10%7%12%Xw12%w-32%Xt14%Xmnoq8%m19%Xmnoqr7%10%mq6%10%19%Xi14%10%15%cd12%cd14%Xcd15%Xcd11%cd4%3%12%Xa9%10%acdimoqtwAconditions which impact

or limit your daily
activities or the work
you can do

131422529212877347072641579-623955282342497457737912213051421792402552662942037837931579Nothing -  no
76%Xz37%62%65%74%Xuv61%58%100%Xs-58%p69%Xnpr48%70%Xpr66%pr73%Xnpqr69%57%67%64%54%58%61%64%B69%ghB75%XcfghB65%B61%68%Xb64%bhBprsuvzimpairments or

conditions impact or
limit your daily
activities or the work
you can do

30854818183--2527111416124524154599911351852Prefer not to say
2%1%1%2%2%2%1%--2%2%2%3%2%2%4%3%1%2%2%1%1%2%2%2%4%3%2%2%stu
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Table 94
QC8. Which of these, if any, impact or limit your daily activities or the work you can do?
Base: All respondents asked

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

172761147419819971167456157981010671386581486759627107*1391832027263308394401382394314127611702455Weighted base

7176643--493127--113-22-1264913Don't know
**1%Xx*1%*1%--*1%1%**1%--*1%-1%1%-**2%Xf*1%1%tx
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Table 94
QC8. Which of these, if any, impact or limit your daily activities or the work you can do?
Base: All respondents asked

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

1098645157391257899851386487504024611211642621363538262086115202NET: Per week
6%13%XA9%8%4%10%Xw16%Xvw6%10%Xt12%Xmnoq4%14%Xmnoqr9%mnq5%4%5%8%11%8%9%7%9%8%9%6%6%6%9%Xb8%bmnqtwA

10244314335161625102518111330-1913237152035Up to £199
1%4%XA1%1%**7%Xvw1%2%2%Xmoq1%4%Xmnoqr*1%*1%1%2%1%-*2%B3%XdehB1%1%2%1%2%1%moqvwA

2021143144081426331129410222634410117445261845From £200 to £299
1%3%XA3%1%*3%Xw2%w1%3%Xt3%Xmnoq1%5%Xmnoqr1%1%*2%2%3%2%2%3%Xde3%2%1%1%1%2%1%2%mqtwxA

3619174034617262637192017136145461551071082223557From £300 to £499
2%3%3%2%*4%Xw3%w2%3%t3%Xmq1%3%mq3%mq2%1%1%3%3%2%5%Xcdfh2%2%2%2%2%1%2%3%2%cmqtwx

913223717712815978461-1224322102181624From £500 to £699
1%2%XA*1%1%1%1%1%1%1%1%1%1%*1%1%-1%1%1%1%1%*2%Xcdf1%*1%1%1%A

238724920921925661842-33252156952151631From £700 to £999
1%1%1%1%1%2%2%1%1%2%Xmnpq*1%3%Xmnpqr**-2%1%1%1%*1%2%2%h1%1%1%1%1%nq

11*11011129*29-227-*28-1--34411011£1,000 and above
1%***1%Xv**1%**1%n-**1%Xpr-*1%*-*--1%1%1%*1%Xb*bsv

1462485377163194810673721300604823118342739662356095110145165720525331332531934924410269752007NET: Per year
81%Xz76%77%78%92%Xuv86%Xu77%82%Xs75%72%82%Xnopr70%74%80%opr85%Xnopqr87%j78%76%77%75%80%c78%77%78%82%XcB73%77%78%78%cprs

284417589575373649274091791656468161471113512475Up to £10,399
2%7%XA3%3%1%*15%Xvw2%4%Xt4%Xmnoq2%6%Xmnoqr2%2%1%1%4%2%3%2%2%4%3%2%3%4%4%Xa2%3%amqvwA

8674411262015528788011058902049991014135273840331061310662168From £10,400 to £15,599
5%12%XA8%6%2%13%Xuw6%w5%10%Xt10%Xmnoq4%m15%Xmnoqr4%m6%mq1%8%7%7%6%10%cde12%Xcde10%Xcde8%de3%1%4%d8%Xa5%6%ademoqtwA

22114072312443259917917920517914263141389282532271677761413631221162384From £15,600 to £25,999
12%22%XA15%15%4%26%Xuw20%Xw11%22%Xt18%Xmoq12%m23%Xmnoqr12%m18%Xmoq6%9%20%l13%15%26%Xcdef21%Xcdef19%Xcde15%d10%8%9%17%Xa13%15%acdemoqtwA

32510568372132325672861271762637410215211220183436749685975696752212224439From £26,000 to £36,399
18%17%14%18%13%26%Xuw14%18%16%15%p18%p12%19%pr19%pr17%p19%13%18%17%18%21%Xg15%18%17%16%15%16%18%17%pw

352749334123721949326891722615911312713421263834935527158778558207228435From £36,400 to £51,999
19%Xz12%19%16%23%Xuv18%u10%21%Xs11%15%p18%np10%21%Xnpr16%p20%Xpr19%19%20%16%13%16%18%14%19%20%fB17%16%18%17%prsuz

450488642050639543949211139523881372583521294211720518311414477229275506£52,000 and above
25%Xz7%18%20%49%Xuv3%11%v25%Xs11%10%p27%Xnopr4%17%pr18%pr39%Xnopqr32%Xijk15%15%20%6%6%13%hB20%ghB28%XfghB34%XcfghB23%ghB17%22%Xb20%bghBprsuvz

593715951010145041555432233421146982611181913406345110Don't know
3%6%A3%5%1%1%3%vw3%5%t5%4%5%4%4%3%1%3%3%5%1%2%3%4%B5%B3%12%XdefghB5%4%4%hBtvwA

178295221336332213181129137656485517162022341374343353631154112266Prefer not to say
10%z5%11%10%3%3%5%8%10%11%m9%11%12%m11%8%7%11%10%10%15%Xde12%11%10%8%9%9%12%X9%10%tuvwz
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Table 95
QC10. Which one of these bands describes your total household income before tax or any other deductions are made?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Impacting/limiting
BenefitsUrban/RuralFinancial VulnerabilityconditionsSocial-Economic GroupNationAgeGender

Potentiall
LeastyMostNorthern

NoYesRuralUrbanvulnerablevulnerablevulnerableNoYesC2DEABC1DEC2C1ABIrelandWalesScotlandEngland75+65-7455-6445-5435-4425-3416-24FemaleMaleTotal
(A)(z)(y)(x)(w)(v)(u)(t)(s)(r)(q)(p)(o)(n)(m)(l)(k)(j)(i)(B)(h)(g)(f)(e)(d)(c)(b)(a)(X)

1803646476210997712794881581806121913646575628045601011372102137217447409333378472329133812382585Unweighted base

1808637489209610331236485157981011441438612533782656110*1411922142274318403421411423336132912472585Weighted base

137750935416337419713911208628960103651144961942773104159165216935232627129936926110289501986Effective Base

-6371185671474032072414074242593121121609925505655448691241501209183390289684NET: Total in receipt
-100%XA24%27%14%33%Xw43%Xvw15%50%Xt37%Xmnoq18%m51%Xmnoqr21%m21%mq15%23%35%Xi29%26%18%22%31%dhB36%XcdhB29%dhB21%25%29%Xa23%26%adhBmnoqtwof any kind of benefit

A

-34232719172481123831014--1331*12-1218132134Income Support
-5%XA*2%1%2%3%Xvw2%1%1%2%1%1%1%2%--1%2%****-3%Xefgh5%XefghB1%2%1%ehwA

-1511348493693236---15-1221275915Income-based
-2%XA*1%*1%1%1%**1%1%**1%---1%-**1%**2%Xh*1%1%AJobseeker's Allowance

-701554115018323749203613813197532317463107442670Pensions Credit
-11%XA3%3%1%4%Xw4%w2%5%Xt4%Xmnoq1%6%Xmnoqr2%1%2%1%6%Xi4%2%9%Xcdefg5%Xdefg1%1%1%2%2%3%2%3%egnqtwA(Guaranteed Credit)

-161154116671068224-3-1333222128716Pensions Credit (no
-2%XA*1%*1%1%*1%1%*1%n**1%-2%Xi-1%1%1%**1%*1%1%1%1%AGuaranteed Credit)

-13016114348531241009337821021161016995-24838221287258130Employment and Support
-20%XA3%5%3%7%Xw6%w2%12%Xt8%Xmnoq3%13%Xmnoqr2%3%2%9%12%Xij5%4%-1%12%XcdehB9%XcdhB5%hB3%hB2%B5%5%5%cdhBimnoqtwAllowance (ESA)

A

-1982617232119649491115837243542971114166-5225449383113067198Universal Credit (and
-31%XA5%8%3%10%Xw13%Xvw6%11%Xt10%Xmnq6%12%Xmnq8%m7%4%6%8%7%8%-2%5%hB13%XghB12%XghB9%hB9%hB10%Xa5%8%ahBmqtwAhousehold has other

earnings)

-10718908525130738126756161053892-226312114136244107Universal Credit (and
-17%XA4%4%1%4%w10%Xvw2%9%Xt7%Xmnoq2%12%Xmnoqr1%2%2%4%2%4%4%-1%6%XhB7%XdhB5%hB3%hB4%hB5%4%4%hBmnoqtwAhousehold has no other

earnings)

-280562257216869522151781021423766361625282121387960473025153122280Personal Independence
-44%XA11%11%7%14%Xw14%Xw3%27%Xt16%Xmnoq7%23%Xmnoqr7%8%q5%14%18%Xi15%10%*12%dB20%XcdehB14%cdB11%B7%B7%B12%10%11%dBimnoqtwAPayment (PIP)

-1292410521773648768643652126174981081193226267186662129Carer's allowance
-20%XA5%5%2%6%Xw7%Xw3%9%Xt8%Xmnoq3%11%Xmnoqr4%3%3%3%7%4%5%4%3%8%Xdh6%dh6%dh2%5%d5%5%5%dhmnqtwA

-28185722442225484232339239-566516171412853443175Other
-4%XA4%3%2%4%5%Xw2%6%Xt4%moq2%5%Xmnoqr2%3%1%-3%3%3%6%Xcde5%Xcde4%c3%2%1%1%3%2%3%cdmqtA

1808-358145087280626713143766731134271402602532828613115082192412662582773152319029021808None of these
100%Xz-73%69%84%Xuv65%u55%83%Xs46%59%p79%Xpr44%75%Xpr77%Xpr81%Xopr75%61%68%70%k80%Xcefg76%Xefg66%61%68%74%Xfg69%68%72%Xb70%bfkprsuvz

--1380132811242747462819202625581671313141822365793Prefer not to say
--3%4%1%2%2%2%3%t4%3%5%4%3%4%2%3%3%4%2%2%3%3%3%4%7%XhB3%5%Xb4%btvwzA
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Table 96
QBen. Could you please tell us whether you or anyone in your household currently receives any of the following benefits?
Base: All respondents

Proportions/Means: Columns Tested (5% risk level) - X/a/b - X/c/d/e/f/g/h/B - X/i/j/k/l - X/m/n/o/p/q/r - X/s/t - X/u/v/w - X/x/y - X/z/A
Overlap formulae used.  * small base

Prepared by Yonder



Benchmarking - Summary
BroadbandMain current

ElectricityLandlineinternetaccount
Gas providerproviderPay TV providerproviderBundle providerproviderproviderMobile provider

(g)(h)(d)(a)(e)(c)(f)(b)

200534127614441628212523592481Unweighted base

195536127614441561212523662481Weighted base

15241193910711217159818081900Effective Base

6017745850352082511451154Very satisfied
31%33%36%35%33%39%AEgh48%ACDEGH47%ACDEGH

952545965577429589421040Fairly satisfied
49%af47%AbF47%ABF39%48%ABF45%AbF40%42%

3169149275197181206190Neither satisfied nor
16%BCF13%BCF12%BCF19%BCDEFH13%BCF9%9%8%dissatisfied

5255159671124770Fairly dissatisfied
2%5%bF4%F4%F4%bF5%BF2%3%

18142525422222Very dissatisfied
1%2%1%2%bf2%b2%BF1%1%

155431105410601261178320872195NET: Satisfied
79%80%A83%A73%81%A84%AE88%ACDEGH88%ACDEGH

6336584911556992NET: Dissatisfied
3%6%bF5%F6%BF6%BF7%BdeF3%4%

3392511634Don't know
2%BCF*1%Bf2%BCdeF1%BcF***

1.081.061.13Ae1.021.071.14AE1.33ACDEGH1.31ACDEGHMean

0.790.890.850.930.880.920.790.80Standard deviation

0.060.040.020.020.020.020.020.02Standard error
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Table 97
Benchmarking. Overall Satisfaction with each service provider
Base: All respondents asked

Proportions/Means: All Columns Tested (1%, 5% risk level)
Overlap formulae used.

Prepared by Yonder


