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e eiehE Project objectives

Research

The project primarily focussed on the mobile market, but consumer behaviour in the fixed-
line market was also given some consideration. The objectives of the project were to
identify and assess:

the extent of consumer switching of telecommunications service providers
why consumers switch telecommunications service providers
barriers to mobile consumers switching telecommunications service providers

consumer satisfaction with the switching experience

A N e

the extent to which contract breakage (early termination) fees for mobile services limit
consumer switching

6. the extent to which consumer preferences for remaining on the same network as
friends and family limit switching

7. the impact of consumer broadband concerns on switching of fixed-line
telecommunications services provider.



O EEELE Survey approach

Research

The first stage in the survey utilised Roy Morgan’s existing ‘Single Source’ database of
consumer behaviour. This is compiled from annual surveys utilising a ‘mail-out’ questionnaire
and a short computer-assisted telephone interview. The database provided historical data on
consumer behaviour in relation to telecommunications services and covers 12,000 consumers
across New Zealand. Comparisons with Australia were possible by utilising the database of
50,000 Australian consumers.

Data from the ‘Single Source’ was drawn from the 6-month period November 2010 to April
2011. This period was chosen because the earliest data available for 2degrees was that for
August 2010, and that the most recent survey data available was that for April 2011. Where
useful earlier data was also utilised.

The second stage in the survey involved the development of a customised questionnaire. Field
work was undertaken between mid October and early November 2011. 1,053 respondents
were selected from the Roy Morgan ‘Single Source’ database, and through a short computer-
assisted telephone interview asked specific questions relating to their mobile, fixed-line and
broadband services.
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Research

Roy Morgan

The qualifying respondents™ for the customised questionnaire met all of the following
criteria:

>

YV V VYV V

they were ‘Single Source’ respondents from May 2010 — April 2011**
they had a fixed-line phone at home

they had a mobile phone and were the main user of the mobile phone ***
they had a broadband fixed-line at home

their fixed-line broadband service was bundled with their home fixed-line service.

Quotas and weighting were implemented for age groups and gender by North Island and

South Island to enable Roy Morgan to obtain a nationally representative sample.

* Given all respondents have both a mobile and fixed lines phone accounts, the survey cannot be used to assess switching from a fixed line account to a mobile account.

**|n order to achieve our target quotas, some respondents were Single Source recontacts from prior May 2010 (less than 8% of respondents).

*** Referred to in the tables to this report as the Main Mobile User (MMU).



Key observations — mobile phone
services

» Just over 37% of respondents had switched mobile telecommunications service providers,
and just under 14% had switched in the previous 12 months.

Roy Morgan

Research

» Almost 80% of respondents indicated that they were unlikely to switch mobile
telecommunications service providers in the next 12 months.

» The main reason for switching mobile service providers has consistently been to obtain
‘cheaper rates’. This driver has become stronger since 2degrees entered the market.

» The overwhelming majority of respondents who had switched mobile phone service
providers in the past 12 months indicated that it had been a positive experience.

» Respondents were fairly evenly split on the importance of being on the same network as
family and friends with a small majority (53.8%) indicating it was not important. 46%
regarded it as important. 19.4% regarded it as very important.

» For those that regarded it important to be on the same network as family and friends
obtaining cheaper rates (on-net discounts) was the main reason for regarding it as
important

—
-
(@]
N
—
(«b)]
>
(@]
(@)

Iﬂ

O

» Of those respondents that had not switched mobile phone service providers, 77.4%
indicated they were satisfied with their current service provider and only 5.6% indicated
that they were dissatisfied.



Key observations — mobile phone services:

Roy Morgan . . .
comparisons with Australia

Research

» The proportion of active mobile users in New Zealand (85.9% of the population over 14
years old) is very similar to Australia (85.3%).

» Of active mobile users more had switched service providers in Australia (43.2%) than New
Zealand (37.2%).

» Switching was more heavily driven by ‘cheaper rates’ in New Zealand with 46.6% of main
mobile users stating this as the reason for switching, compared to 37.1% in Australia.

» Overall, satisfaction with the service provider was higher in New Zealand, with 74.7%
stating they were satisfied, compared to 68% in Australia.

» The proportion of people who had switched fixed-line service providers in the past 12
months was higher in New Zealand (9.4%) than in Australia (6.8%).
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el Key observations — fixed line services

Research

» Around 10% had switched fixed-line telecommunications service providers.

» The biggest driver for switching fixed-line service providers was ‘in order to improve my
broadband service’, with approaching half (48.6%) agreeing with this statement.

» Of those respondents that switched service providers or dropped broadband services in
the previous 12 months, over 40% indicated that it was because the cost of their previous
broadband service was too high, and over 33% indicated that it was because they needed a
higher data cap.

» Over 60% of respondents indicated that it was important to have all their
telecommunications services billed together by the same provider.

» The amount spent on a bundle of fixed-line, Pay TV and Internet has increased by almost
$30 per month over the past 5 years, driven largely by increased spend on Internet.
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AV esisl Mobile user demographics (IMlay 2006 — April 2011)

Research
As of April 2011, 85.9% of the population aged 14+ Both Telecom and Vodafone have lost market share of
’ ° - - - -
. . . . +
were active mobile users, an increase from 82.3% in main Tn_Ob'Ie users age 14+,with 2degrees the main
May 2006 beneficiary.
1 5 S
o, 46.4% Vodafone, 44.4%
A ohone, 83.5% 45% 4
1___________———-—— 45.8%
% 4 405 1 Telecom, 41.5%
&
- ; E
b
&
:2 o 0% 1
9
End
[\ . <
Q.
[]
a .
= ¥ 20%
o
[
I 15
o
N
Xt 10%
4.0%
108 I
1.1%
; T T T T T T T T T 0% T T T
\ o \ cf\@ .-\ﬁv:"ﬁ\\ ..'\-‘5{\> <\*§ +-‘3“\\'v 5 *@ o o : .-\-‘3“{' .-'S*&\
\3\_’5;:.. o o \\)}\w & ) \\ N & e \'-,\' b 3 A \\ = \_\,\_w \\)}\, \\-?3\"

Base: Single Source data: total NZ Population Aged 14+ (May 2006 — April 2011) n=57,792

This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Roy Morgan

Research

Users by region by service provider
(November 2010 - April 2011)

Two-thirds (66.7%) of the Auckland main mobile user population were on Vodafone, while 8.2% were on
2degrees.

[OTAL South Island

TOTAL Central

MNorthern Excl Auckland

Auckland

0% 20% 40% 60% 80% 100%

W 2degrees (From August 2010) B Telecom M Vodafone

E.g. 66.7% of NZ main mobile users aged 14+ living in Auckland were on Vodafone

Base: Sinale Source data: total NZ MMU Population Aaed 14+ (Nov 2010 — April 2011). n=5.048
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Research

13.7% of respondents to the customised survey had switched mobile phone service provider in
the preceding 12 months to November 2011.

0.2%

Switching in the past 12 months

BEYes

ENo

O Can't Say

Base: Has mobile phone, n=1,025
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Respondents switching within the previous 12 months:

16V IVIay 2006 to April 2011

Research
Single source data indicates that after mid 2009 there was a sharp increase in
consumers who had switched in the preceding 12 months. As of April 2011 13.3% had
switched in the preceding 12 months.*

20% 7

o/ -
15% Switched in past 12

months, 13.3%

10.3%

10% 7 \

Percentage of MMU population aged 14+

5% -
0%
F & & © &£ & © »© »
v Q v Q v Q v Q O Q
& AN SR AN of Sl

N 3 2 3 )
@’b $0 @’b $O @'b $O @'b éo
*The previous slide (Slide 12) compiled from customised data, indicates that 13.7% had switched service providers in the
previous 12 months to November 2011.

Base: Single Source data: Main Mobile User Aged 14+ (May 2006 — April 2011), in NZ n=48,371
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Switching overview (IMay 2006 — April 2011)

Main mobile users that indicated that they had switched mobile service providers increased from 30.7% in May-
October 2006 to 37.2% in November-April 2011. An upward trend in switching is evident for all age groups 25 and

over, but not for those in the 14-24 age groups.

50%

10%

Base: Sinale Source data: Main Mobile User (Mav 2006 — April 2011). n=48.371. sample for 14-24 vear olds = 6.502
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Roy Motgan Thought about switching?

Research

Of those who had not switched in the preceding 12 months, a little over one-quarter (25.9%) had thought
about switching.

0.2%

EYes BNo OCan'tSay

Base: Has mobile phone and has not switched mobile phone service providers in the past 12 months, n=886

15
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Roy Motgan Likelihood of switching

Research
ne majority (79.3%) of respondents indicated that they were unlikely to change mobile service

providers in the next 12 months.

EVery likely @Likely ONeither likely norunlikely @ Unlikely ®Very unlikely 0OCan'tsay

Base: Has mobile phone, n=1,025

16



0\l on Intention to switch vs. actual switching

Research

Most of respondents that said they were likely to switch did not. Of those respondents who said they were
likely to switch mobile phone service providers when interviewed between May 2010 and April 2011, only
20.2% had actually switched by September 2011.

ESwitched MBDid not Switch
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Base: Has mobile phone and stated thev were likely to switch, n=110.

17



—
-
(@]
N
—
(«b)]
>
(@]
(@)

Iﬂ

O

Intention to switch revisited
Rov Morean

Research
Of those respondents who indicated in the ‘Single Source’ survey that they were likely to switch, but had not switched by

the time of the customised survey, 64.7% indicated that they were then unlikely to switch in the next 12 months. *

0.8%

EVery Likely [Likely O Neither Likely Nor Unlikely B Unlikely B Very Unlikely 0O Can'tSay

* The ‘Single Source’ survey asked about intention of switching without stipulating a defined time period, whereas the customised survey
specified a time period of 12 months for switching.

Base: Has mobile phone stated thev were likely to switch, but didn’t n=130

18
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Percentage of MMU Switching

Roy Morgan

Research

70%

60%

50%

Reasons for switching mobile - (IMay 2006 — April 2011)

Obtaining ‘cheaper rates’ was consistently the most cited reason for switching over the period from May
2006 to April 2011.

Roy Morgan begins collecting
2degrees data (August 2010).

Cheaper rates, 46.6%

1
1
1
1
1
1
1
1
1
1
1
1
1
1
|
1

35.4% '
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

40%
30%
Better network coverage, 22.4%
20.1%
20% To be pn the same network as
family/friends , 20.4%
Not locked into fixed-term
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source data: Main Mobile User & Switched Provider Aaed 14+ (Mav 2006 — April 2011). n=14.882
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Likelihood of switching — by mobile service

Roy Morgan provider

Research

keliness to switch in the next 12 months was found to be low across the three main service providers.
2degrees’ customers were less likely to switch in the next 12 months.

90% A 84.0%
80% A
70%
60%
50%
40%
30%
20% -
10%

8.3%

0% -
2Degrees

76.0%

Telecom

@ Likely W Unlikely

79.0%

Vodafone

Note: percentages do not add up to 100% because “neither likely nor unlikely” and “can’t say” responses are not included in this graph.

Base: Has mobile phone and has not switched in the past 12 months, n=886

20
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Switching by service provider*

AORNEECEE (November 2010 — April 2011)

Research

Switching from Telecom to... Switching from Vodafone to...

Any Other, 11.4%

Any Other, 12.3%

Telecom, 22.4%

Vodafone, 48.0%

2degrees, 39.7%

2degrees, 66.2%

E.g. 48.0% of those who switched from Telecom in the past 12 months, switched to Vodafone.

* 2degrees is not charted because insufficient data was available.

Base: Main Mobile User & Switched Provider Aaed 14+ (November 2010 — April 2011). n=580
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Research

Reasons for Switching from Telecom (IVMlay 2006 — April

LAV st 2011)

e most cited reason for having switched from Telecom over the 5 years to April 2011 was to obtain
cheaper rates.

70%
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1
60% .
. . !
Roy Morgan begins collecting !
2degrees data (August 2010). !
50% |
o |
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o 0,
12.0% i Not locked into fixed-term
1 contract, 10.3%
1
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E.g. 41.1% of NZ main mobile users aged 14+ that switched from Telecom did so because of cheaper rates.

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source: Main Mobile User & Switched From Telecom Aaed 14+ (Mav 2006 — April 2011). n=7.227
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Research

MMU % of Vodafone Switching

Reasons for switching from Vodafone (May 2006 - April

eV 2011)

e most cited reason for having switched from Vodafone over the 5 years to April 2011

was also to obtain cheaper rates.
70%

Roy Morgan begins collecting
2degrees data (August 2010).

60% -

Cheaper rates, 57.5%

50%

40%

30%

Better network coverage, 18.7%

Not locked into fixed-term
contract , 15.6%

20% | 18.4%

16.7% To be on the same network as
family/friends , 14.7%
10% 599 Free or discounted phone, 11.6%
Dissatisfied with service of
previous provider, 10.0%
0%
o Q S V) Q Q N
S < c’,&/\ S K Q«Q 0& & & &
O X O X O X Q e O be
o Q\ QA & & O O Q Q
Q Q Q Q Q Q Q Q 3 2
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E.g. 57.5% of NZ main mobile user saged 14+ that switched from Vodafone did so because of cheaper rates.

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source: Main Mobile User & Switched From Vodafone Aaed 14+ (Mav 2006 — April 2011). n=5.558
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Reasons for switching from Telecom and Vodafone

L6t (November 2010 — April 2011) (1)

Research

heaper rates’ and ‘not being locked into a fixed term contract’ were mentioned as reasons for switching more

often by ex-Vodafone respondents than ex-Telecom respondents. ‘Better network coverage ‘and ‘to be on the same

network as family and friends’ was mentioned more by ex-Telecom respondents than ex-Vodafone respondents.

Cheaperrates

Better network coverage

Not locked into fixed-term contract

To be on the same network as family/friends
Free or discounted phone

Dissatisfied with service of previous provider
Better features available on new network

Wanted the model of phone they offered

57.5%

-10% 10% 30% 50%

B Vodafone M Telecom

E.g. 57.5% of NZ main mobile users aged 14+ that switched from Vodafone had done so because of cheaper rates.

Note: percentages do not add up to 100% because multiple responses were permitted.
Note: 2degrees is absent from this graph due to a low sample size.

Base: Sinale Source: Main Mobile User Aaed 14+ (November 2010 — April 2011). & Switched From Telecom n=788. Vodafone n=759.
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.

70%
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Reasons for switching from Telecom and Vodafone
Roy Morgan (November 2010 - April 2011) (2)

Research

Provided with a company phone
Unlimited access to specific websites
Free call time

Helpfulness of staff

Other

To bundle/package with other services
Better billing details provided

Cash incentive

-10%

30% 50%

B Vodafone B Telecom
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 14+ (November 2010 — April 2011), & Switched From Telecom n=788, Vodafone n=759.
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.

70%
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Reasons for switching from Telecom to Vodafone or
L6V 2 Degrees (November 2010 — April 2011) (1)

Research

eaper rates was the key driver for respondents switching from Telecom to 2degrees. Cheaper rates and ‘to be
on the same network as family and friends’ were cited as the leading reasons for switching from Telecom to
Vodafone.

Cheaperrates 73.8%
To be on the same network as family/friends
Better network coverage
Better features available on new network
Wanted the model of phone they offered
Provided with a company phone
Free call time
Unlimited access to specific websites

-10% 10% 30% 50% 70% 90%

B Vodafone M 2degrees

E.g. 73.8% of NZ main mobile users aged 14+ that switched from Telecom to 2 Degrees in the past 12 months indicated that they did so
for cheaper rates.
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source: Main Mobile User Aaed 14+ (November 2010 — April 2011) & Switched from Telecom to Vodafone n=120. to 2dearees n=88.

26

This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Reasons for switching from Telecom to Vodafone or
L6V 2 Degrees (November 2010 - April 2011) (2)

Research

Other

Free or discounted phone

Not locked into fixed-term contract

Wider International roaming

Dissatisfied with service of previous provider
Helpfulness of staff

Dealer recommended

Better billing details provided

-10% 10%

30% 50%

B Vodafone M 2degrees

70%

90%

E.g. 10.3% of NZ main mobile users aged 14+ that switched from Telecom to Vodafone in the past 12 months indicated that they did so for a free

or discounted phone.
Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 14+ (November 2010 — April 2011) & Switched from Telecom to Vodafone n=120, to 2degrees n=88.

This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.



Reasons for switching from Vodafone to Telecom or
L6V 2 Degrees (November 2010 - April 2011) (1)

Research

eaper rates was the leading reason by far in switching from Vodafone to 2degrees. The leading reasons
given for switching from Vodafone to Telecom were to obtain better network coverage, cheaper rates, and to
be on the same network as family and friends.

Better network coverage

Cheaperrates

To be on the same network as family/friends
Free or discounted phone

Other

To bundle/package with other services

Free call time

Provided with a company phone

-10% 10% 30% 50% 70% 90%

B Telecom M 2degrees

E.g. 89.7% NZ main mobile users that switched from Vodafone to 2degrees in the past 12 months did so for cheaper rates.
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source: Main Mobile User Aaed 14+ (November 2010 — April 2011) & Switched From Vodafone to Telecom n=73 and to 2dearees n=182

28

This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.



Reasons for switching from Vodafone to Telecom or
L6V 2 Degrees (November 2010 - April 2011) (2)

Research

Not being locked into a fixed-term contract, dissatisfaction with service, and helpfulness of staff in the new
provider were mentioned significantly more as factors in moving from Vodafone to 2degrees than to Telecom.

Wanted the model of phone they offered

Not locked into fixed-term contract

19.3%
6.2%

Better features available on new network

6.6%
5.1%
Dealer recommended 0.6%

Di ified with . ¢ . id 4.7%
issatisfied with service of previous provider 13.6%
Unlimited ii bsi 3.4%
nlimited access to specific websites 2.0%

- . . 2.2%
Better billing details provided 1.7%
o)
Helpfulness of staff 1'77/?0%
-10% 10% 30% 50% 70% 90%

B Telecom M 2degrees

E.g. 8.2% of NZ main mobile users aged 14+ that switched from Vodafone to Telecom in the past 12 months did so because they were provided
with a company phone.
Note: percentages do not add up to 100% because multiple responses were permitted.
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Base: Single Source: Main Mobile User Aged 14+ (November 2010 — April 2011) & Switched From Vodafone to Telecom n=73 and to 2degrees n=182
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Reasons for switching to 2degrees, Telecom and
L6V Vodafone (November 2010 — April 2011) (1)

Research

eaper rates’ was by far as the main reason for switching to 2degrees. ‘Better network coverage’ and ‘to be
on the same network as family and friends’ were most mentioned as reasons for switching to Telecom and
Vodafone.

o)
Cheaperrates 86.8%

Better network coverage

To be on the same network as family/friends
Free or discounted phone

Not locked into fixed-term contract
Unlimited access to specific websites
Provided with a company phone

Wanted the model of phone they offered

-10% 10% 30% 50% 70% 90%

B 2degrees B Vodafone B Telecom

E.g. 86.8% of NZ main mobile users aged 14+ that switched mobile phone service providers and switched to
2degrees did so because of cheaper rates.
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source: Main Mobile User Aaed 14+ (November 2010 — April 2011) & Switched to 2dearees n=397. to Telecom n=503. to Vodafone n=715
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Research

Better features available on new network

To bundle/package with other services

Other

Free call time

Dissatisfied with service of previous provider
Helpfulness of staff

Better billing details provided
Cash incentive

Wider International roaming
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Reasons for Switching to 2degrees, Telecom and
Ol Vodafone (November 2010 — April 2011) (2)

0%

10%

20% 30% 40% 50% 60% 70%

B Telecom BVodafone B 2degrees

E.g. 13.0% of NZ main mobile population aged 14+ who have switched mobile phone service providers and switched to
2degrees, did so because they were dissatisfied with the service of their previous provider.

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 14+ (November 2010 — April 2011) & Switched to 2degrees n=397, to Telecom n=503, to Vodafone n=715
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.

80%

90%
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Reasons for switching - the 14-17 age group
VSR (May 2006 — April 2011)

Research

e main reason for having switched amongst 14-17 year old respondents was for cheaper rates, although
being on the same network as family and friends was also cited as an important factor.

E.g. 53.6% of NZ main mobile users aged 14-17 that had switched mobile phone service providers did so because of cheaper rates.

0, 1
70% Roy Morgan begins collecting :
6129 2degrees data (August 2010). i
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S 50% |
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£ i
S ! To be on the same network as
-‘é 30% ! family/friends, 33.6%
wv 1
5 |
X i
1
2 20% !
= |
(- 12.8% 1 Better network coverage, 15.5%
: Not locked into fixed-term
> 10% | contract, 10.8%
O Free or discounted phone, 8.9%
> ﬁﬂ% Dissatisfied with service of
0% previous provider, 3.4%
- °
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Sinale Source: Main Mobile User Aaed 14-17 (Mav 2006 — April 2011) & Switched Provider n=977
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.



Reasons for switching - the 18-24 age group
eV (May 2006 — April 2011)

Research

he main reason for having switched amongst 18-24 year olds was for cheaper rates. Being on the
same network as family and friends and obtaining better network coverage also appear significant.

70%
1
61 3% Roy Morgan begins collecting i
= 2degrees data (August 2010). ~» | Cheaper rates, 64.0%
60% i
|
i
1
0 50% |
E 1
o |
g :
> 1
5 40% !
o0 | To be on the same network as
:'o ! family/friends, 34.9%
£
S 30% i Better network coverage, 28.7%
S 1
3 :
‘e 1
X Not locked into fixed-term
g 20% contract, 16.9%
S Dissatisfied with service of
e previous provider, 12.4%
3 10% Free or discounted phone, 11.1%
> 0%
Q N N N
— g &8 S F & & © »©» ¢
% IS NN S N R e
> & S & $ & S & & > S
o R O S
()] E.g. 64.0% of the NZ main mobile users aged 18-24 and had switched mobile phone service providers had
DE— done so because of cheaper rates.

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 18-24 (May 2006 — April 2011) & Switched Provider n=1,509
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.



Reasons for switching - the 25-34 age group
VSR (May 2006 — April 2011)

Research

> most cited reason for having switched amongst 25-34 year olds was for cheaper rates.

70%
Roy Morgan begins collecting
2degrees data (August 2010). \
60%
Cheaper rates, 52.3%
50%

40%

30%

Better network coverage, 25.5%

To be on the same network as

20% family/friends, 22.1%

MMU % of Switching 25-34 Year Olds

Dissatisfied with service of
previous provider, 14.8%
Free or discounted phone, 14.7%
Not locked into fixed-term
contract, 12.1%

10%

0%
I U S I R S S Sy
9 X O X O X O X O X
& & S S & & N S o N
@’b\\ $04 @’b* $04 @’b* 5 5 ’b&\' 5

Q)
$0 @’b éo @
E.g. 52.3% of main mobile users aged 25-34 that had switched mobile phone service providers had done so
because of cheaper rates.
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 25-34 (May 2006 — April 2011) & Switched Provider n=3,404
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.



Reasons for switching - the 35-49 age group
eV (May 2006 — April 2011)

Research

e main reason for having switched amongst 35-49 year olds was for cheaper rates.

70%
1
60% i
o . .
Roy Morgan begins collecting !
2degrees data (August 2010). e
1
b=} 50% i
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e | To be on the same network as
OD 20% - family/friends, 15.6%
=
= :
Free or discounted phone, 13.2%
10% - Not locked into fixed-term
contract, 10.8%
Dissatisfied with service of
previous provider, 10.8%
0%
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E.g. 43.9% of NZ main mobile users aged 35-49 that switched mobile phone service providers,had done so
because of cheaper rates.

—
-
(@]
N
—
(«b)]
>
(@]
(@)

Iﬂ

A

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 35-49 (May 2006 — April 2011) & Switched Provider n=4,882
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Research

Reasons for switching - the 50-64 age group

eV (May 2006 — April 2011)

2 main reason for having switched amongst 50-64 year olds was for cheaper rates. The second most

common reason was better network coverage.
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E.g. 32.7% of NZ main mobile users aged 50-64 that had switched mobile phone service providers had done so
because of cheaper rates.

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 50-64 (May 2006 — April 2011) & Switched Provider n=2,890
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Reasons for Switching - the 65 + age group
VSR (May 2006 — April 2011)

Research

e main reason for having switched amongst 65+ year olds, was for cheaper rates.

70%
:
1
1
60% - Roy Morgan begins collecting i
2degrees data (August 2010). \ i
1
50% - E
1
I
40% i Cheaperrates, 40.5%
I
1

30%

Better network coverage, 20.6%

Not locked into fixed-term
contract, 19.9%

Dissatisfied with service of

previous provider,16.1%

Free or discounted phone, 12.0%

To be on the same network as
family/friends, 10.1%

MMU % of Switching 65+ Year Olds

20% A

10%

E.g. 40.5% of NZ main mobile users aged 65+ that switched mobile phone service providers had done so
because of cheaper rates.
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Single Source: Main Mobile User Aged 65+ (May 2006 — April 2011) & Switched Provider n=1,220
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.



Importance of being on same network as family
eyplesiland friends

Research
Respondents were fairly evenly split on the importance of being There were significant differences by service providers
on the same network as family and friends. A small majority with 55.1% of respondents on Vodafone considering this
(53.8%) of respondents indicated that it was not important to important whilst over 70% of respondents on 2degrees
be on the same network as family and friends. 46% regarded considered this not important.

being on the same network as family and friends as important.

80%

70.9%

70%

60%

0.2%

50% A

40%

30% A

20%

10% 1

@Very important ESomewhat important B Not important O Can'tsay 0%

2Degrees Telecom Vodafone
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Base: Has mobile phone, n=1025
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Research

70%
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30%
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0%

Importance of being on the same network as family

Leales s and friends — by age group

8-24 year olds place much more importance on being on the same network as family and friends compared to
older age groups.

- 65.6%

18-24 25-34 35-50 50+

B Important B Not important

Note: percentages do not add up to 100% because “can’t say” responses are not included in this graph.

Base: Has mobile phone n=1,025
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Research

70%

60%

50%

40%

30%

20%

10%

0%

Importance of being on the same network as family

LoaieiEeiEand friends - by gender

male respondents placed more importance on being on the same network as family and friends than males.

59.9%

51.5%

Male Female

B Important B Not important

Note: percentages do not add up to 100% because “can’t say” responses are not included in this graph.

Base: Has mobile phone n=1,025
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Importance of being on the same network as family
LoVt and friends — by region

Research

Being on the same network as family and friends was more important for Auckland respondents than those
elsewhere.

70% - 62.1% 55 79,
60% - 56.6%

50%
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Auckland urban Hamilton urban Wellington urban Christchurch urban Minor urban/ rural
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Note: percentages do not add up to 100% because “can’t say” responses are not included in this graph.

Base: Has mobile phone n=1,025
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Reasons why it is important to be on the same
Lol network as family and friends

Research

The importance placed on being on the same network as family and friends was overwhelmingly because of
cheaper service costs (78.9%) rather than convenience (23.7%) or concern that family and friends would
contact them less frequently if on a different network (12.1%).

It Is Cheaper For Me To Call Or Text My Family And Friends If We Are On — 0
The Same Network 78.9%

It Is More Convenient To Be On The Same Bill As My Family And Friends - 23.7%

| Am Afraid My Family And Friends Will Contact Me Less Frequently If1 - o
Am On A Different Network Than Them 12.1%

Other I 2.8%

Can't Say F 2.5%
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Has mobile phone and thinks it is important to be on same network as familv and friends, n=469

42



Thought about switching but haven’t — all main
AV mobile users: the reasons

Research

Around a fifth of respondents indicated that it was ‘easier to stay with their current provider’ as a reason why
they had not switched and a slightly smaller proportion indicated that being ‘happy with current provider’ as a
reason.

Easier to stay with same provider 21.5%
Other 20.7%
Happy with current provider 18.9%
To stay on same network as friends or family 11.0%
Too Much Paperwork 9.6%

Other 8.1%

Would have to pay cancellation fee 7.9%

Too many fees 7.0%

No difference in providers 5.2%

Can't Say 2.5%

0% 5% 10% 15% 20% 25%

‘Other ‘category comprised of following: ‘couldn’t keep same mobile number’, ‘changed plan but stayed with same provider’, ‘other providers have bad
coverage’, ‘waiting for a better deal’, °on CDMA network’, ‘cannot afford new phone’, ‘“don’t use mobile phone very much’, ‘my employer pays for my mobile
service’, ‘my mobile phone is new’, and handset availability.
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Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Has mobile phone and has not switched mobile phone service providers in the past 12 months, but has thouaht about it, n=227
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Thought about switching but haven’t - the
Lol reasons: pre and post-pay compared

Easier to stay with same provider
Happy with current provider
Would have to pay cancellation fee
Too much paperwork

Too many fees

Stay on same network as friends or family

No difference in providers

Of those who had thought about switching but hadn’t, more post-pay (bill) customers indicated that it was
‘easier to stay with same provider’ than pre-pay customers. Just over 14% post-pay customers gave having to
pay a cancellation fee as a reason for not switching. Significantly more respondents on pre-paid than post-paid
indicated that to ‘stay on same network as friends and family’ was a reason for not switching.
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M Pre-paid ™ Bill

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: has mobile phone and has not switched mobile phone service providers in the past 12 months, but has thought about it. Pre-pay sample =119, post-pay sample 107.
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Roy Morgan

Thought about switching but haven’t - by gender

Research
More men than women had thought about switching but had not switched service providers.

@ Male ®Female

Base: Has mobile phone and has not switched mobile phone service providers in the past 12 months, but has thouaht about it, n=227
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Roy Morgan

Research

2degrees customers were least likely to have thought about switching.

Vodafone 74.9%
Telecom 70.9%
2Degrees 82.4%

y L L L L L S L LS

0% 10% 20% 30% 40% 50% 60%

EYes BNo OCan'tsay

Base: Has mobile phone and has not switched mobile phone service providers in the past 12 months, n=886

70%

80%

90%

Thought about switching — by mobile service provider

100%

46



—
-
(@]
N
—
(«b)]
>
(@]
(@)

Iﬂ

O

Roy Morgan

Research

100%
90%
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70%
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20%
10%

0%

Likelihood of switching — by level of satisfaction

ne more dissatisfied the respondent was with their current service provider, the more respondents indicated

that they were likely to switch in the next 12 months.

89.0%

Very Satisfied Fairly Satisfied Neither Satisfied
Nor Dissatisfied

@ Likely W Unlikely

Fairly Dissatisfied  Very Dissatisfied

Note: percentages do not add up to 100% because “neither likely nor unlikely” and “can’t say” responses are not included in this graph.

Base: Has mobile phone and has not switched in the past 12 months, n=886
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Reon Levels of satisfaction amongst non-switchers (1)

Research

Of the respondents who had not switched mobile phone service providers in the past 12 months, 77.4% stated
that they were satisfied with their current service provider. Only 5.7% of respondents who had not switched
were dissatisfied with their current service provider.

1.1% ,0.8%

EVery Satisfied B Fairly Satisfied O Neither Satisfied Nor Dissatisfied B Fairly Dissatisfied B Very Dissatisfied O Can't Say
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Base: Has mobile phone and has not switched mobile phone service providers in the past 12 months, n=886
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VLo Levels of satisfaction amongst non-switchers (2)

Research

Of those respondents who had thought about switching but had not because ‘it was easier to stay with my
current service provider’ 61.9% were satisfied with their current service provider.

2.1%

@ very Satisfied B Fairly Satisfied O Neither Satisfied Nor Dissatisfied

B Fairly Dissatisfied B Very Dissatisfied
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Base: Has mobile phone and has not switched mobile phone service providers in the past 12 months because “it’s easier to stay with current service provider, n=49
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Roy Morgan

The mobile switching experience

Research

The overwhelming majority (81.6%) of mobile phone users who had switched service providers indicated

that switching providers had been a positive experience.

0.7%

1.5%

@ Positive experience B Negative experience O Neither positive nor negative experience

O Can'tsay

Base: Has mobile phone and switched mobile phone service providers in the past 12 months, n=137
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IMain mobile user satisfaction — NZ vs. Australia
Roy Morgan

Research

atisfaction with mobile telecommunications service providers was consistently higher in New
Zealand than in Australia over the two-year period May 2009 to April 2011.

80%
+
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ye]
P New Zealand, 74.7%
M 75% - B
c
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(@) g;n 65.9% Australia, 67.5%
> £ 65% -
e [}
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D o
> a
o
75 60%
'5 May09-0ct09 Nov09-Apr10 May-Oct10 Nov10-Aprll

Base: Single Source data: Main Mobile User Aged 14+ (May 2009 — April 2011), in NZ n=19,462, in AUS n=38,084
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Roy Morgan

Research
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Fixed-line Services
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Research
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R . Line rental by service provider

ough Telecom held the majority of fixed-line customers, its share of this market declined over the 5
years to April 2011 from 82.3% to 58.9%.

82.3%

58.9%

15.2%

0,

0%

May06- Nov06- May07- NovO07- May08- Nov08- May09- Nov09- May-  NovlO-
Oct0O6  Apr07  Oct07  Apr08  Oct08  Apr0S  Oct0S  Aprl0  Octl0  Aprll

s Tolecom ====Te|straClear ====\/odafone

Base: Sinale Source: NZ pop 14+ with Fixed Line (Mav 2006 - April 2011) n=57.792
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Roy Morgan Monthly spend (May 2006 - April 2011)

Research

The amount spent on a fixed-line, pay TV and Internet had increased by roughly $30 per month over the past 5
years. Around $22 of this increase is accounted for by internet spend and $8 by pay-TV spend. Spend on fixed-
line fell slightly.

§240
$220 A
Fixed Line, Pay TV &
$200 1 Internet, $187.48
_ $180 A
W
< $160 - =
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=
Eg_ $140 A
€
2 $120 -
5
9] 100 A
g S
$80 A Pay TV, $73.86
- $67.09 e ———
e —
60 1565.53
- ’ Fixed Line, $66.29
o 540 Y
> $25.17 Internet, $47.33
— 520 1
D
> SO T T T T T T T T T
O & SRS SE S, S &
(&) d R S R d s d R J R
& & A & N NG o N Q &
(f) *Q o *Q o ‘\Q o *Q o 4\\’ o
" — QP S QW S QP S QW S QX S
D As of April 2011, the average household that has a fixed line, Pay TV and Internet spends $187.48 per month on their Fixed line, Pay TV and Internet.

Base: NZ pop 14+ with Fixed Line. Pav TV and Internet at home (Mav 2006-April 2011) n=23.715
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Fixed line switching & changing service
e plisilipackage — an overview

Research

Approaching one-quarter of respondents had switched service providers or changed their service package in

the previous 12 months.

EYes

ENo

Base: Has fixed line n=1,048
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Fixed line switching

RV Comparison with Australia (July 2009 — June 2011)

Research

Fixed-line switching was consistently higher in New Zealand than in Australia. In both countries a downward
trend in fixed-line switching was observed over this period.

16% -
14% -
12% -
10% - 11,9%

o 9.4%
8% -

8.2%

% switched

6% - 6.8%
4% -

2% -

0% I I I I I I I I I I I 1

Base: Pop 14+ with Fixed line (Julv 2009 — June 2011) for NZ n=23.031 and for AUS n=33.332.
This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.
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Roy Morgan

Reasons for switching fixed-line service

Research
e most significant reason given for switching fixed-line services by respondents was improvement

in broadband service. Nearly half of respondents (48.6%) gave this as a reason for switching.

2.8%

0.8%

@ In orderto get broadband

OIn orderto improve my broadband service

OIn orderto drop broadband

B Broadband had nothing to do with myreasons for changing
OcCan'tsay

Base: Has fixed line and switched in past 12 months, n=247
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Reasons broadband service provided switched ox

oS service dropped

Research

Of those respondents that switched internet service providers or dropped broadband services, the leading

reason given was the high cost of services (41.1%) followed by need for a higher data cap (33.2%).

The cost was too high — 41.1%

Needed higher data cap _ 33.2%

ISP did not offer adequate customer service _ 17.1%
Other - 4.6%

Needed faster connection F 4.0%

0% 10% 20% 30% 40%

Note: percentages do not add up to 100% because multiple responses were permitted.

Base: Has fixed line, switched in past 12 months and switched to improve or drop broadband, n=121

50%

58



—
-
(@]
N
—
(«b)]
>
(@]
(@)

Iﬂ

O

Additional services included in phone bill by service

1OV w1t provider (November 2010 — April 2011)

Those respondents that had Vodafone fixed-line services were more likely to have an internet account
included in their bill (78.1%) than those with TelstraClear (72.4%) or Telecom (59.6%).

Can't say

None

Other

Pager

Dedicated fax line

This chart uses data from Roy Morgan’s Single Source database, all rights reserved. Any data reproduced must be attributed to Roy Morgan Single Source.

Pay TV
78.1%
Internet account
Additional phone lines
Mohile phone hill
T T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
M Telecom W TelstraClear M Vodafone
E.g. 78.1% of NZ fixed-line respondents aged 14+ that had a fixed-line with Vodafone, also had an internet account included on the phone bill.
Note: percentages do not add up to 100% because multiple responses were permitted.
Base: Single Source: Fixed Line (November 2010 — April 2011) n=5,910
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R T - Importance of having services billed together

Research

Approaching two-thirds (60.9%) of respondents from the customised survey indicated that they
considered it important to have all of their telecommunications services billed together by the same
service provider.

0.5%

@ Very important B Somewhat important B Not important OCan'tsay
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Base: Has fixed line, n=1,048
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Importance of having services billed together - by

Roy Morgan age group

Research

e importance to respondents of having services billed together increased with age.

50+

35-50

25-34

18-24 30.8%

0% 20% 40% 60% 80% 100%

@Very important BESomewhat important B Not important OCan'tsay

Base: Has fixed line, n=1,048
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Importance of having services billed together -

Research

Although fairly evenly-balanced, female respondents were slightly more likely to regard packaging of services in a

OB by gender

bill as very important.
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Importance of having services billed together -
oVl hy region

Research

n general respondents in the main urban areas regarded billing of services together as less important than in

‘minor’ urban and rural areas.
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