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INTRODUCTION

Background and aim of the survey

The assignment of the Swedish Post and Telecom
Agency (PTS) includes monitoring and promoting
competition within the electronic communications
market in Sweden. PTS draws up parameters for
the market by issuing regulations, making
decisions and distributing licences.

PTS also monitors markets and describes them
with a view to discovering problems related to
competition and rectifying these. As part of its
work, PTS may resolve disputes by deciding what
should apply between operators, and exercising
supervision of the stakeholders in the market.
Furthermore, PTS may also decide on certain
obligations for dominant stakeholders.

The preconditions for effective competition mean
that the thresholds for new businesses to enter the
market should be as low as possible and that there
are clear rules promoting competition. Consumers
should be well-informed so that they can easily
choose between different services and providers
and they should be offered clear information about
their rights and obligations. In addition to this, the
services offered should be easy to use, affordable
and of good quality.

Since 2002, PTS has conducted an annual survey
of individuals which aims to provide information
about the market from a consumer perspective.
The survey encompasses electronic
communications, which include fixed telephony,
mobile telephony, as well as the Internet and IT
infrastructure with high transmission capacity.

The survey was conducted by TNS Gallup.
Questionnaire

The questionnaire (see appendix) was drawn up in
collaboration between PTS and TNS.

This year, some changes were made to the
guestionnaire. Some new questions were added,
some questions were removed and some
questions reworded. In the report, a note has been
made where questions have been revised or the
response options changed. This means that a
cautious interpretation should be made of certain
comparisons over time.
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The questionnaire and diagrams contained in the
report consistently refer to operators/providers by
means of the trademarks that they normally use
vis-a-vis consumers; for example, ‘Telia'. On the
other hand, the corporate name 'TeliaSonera' is
used in other parts of the report.

Target group and sample

The target group for the survey is the general
public in Sweden between the ages of 16 and 75.

The sample is a random sample representing
Sweden and encompasses 4 000 individuals.

Field work and response frequency

Data was compiled during September and October
2008 (Weeks 38-42), mainly using postal
questionnaires.

In the first phase, a mailing was made by post
comprising an information letter to everyone in the
sample. The letter informed the respondents about
the possibility of responding to this survey via a
postal questionnaire, or alternatively via the
Internet. The possibility of responding via the
Internet (see the example below) meant that
respondents, in the information letter, received a
link with an associated and unique ID number and
password. The guestionnaire was sent by post to
those respondents who had not responded to this
survey via the Internet within one week. This was
followed by two postal reminders and a final
telephone reminder.

e TS

Example 1: Example from the questionnaire for those respondents who
chose to respond to the survey via the Internet.

The response frequency in the survey was 54%.
Around a quarter of these persons chose to
respond via the Internet. In 2007, the response
frequency was 50%. See the last chapter for a
more detailed discussion of response frequencies,
a comparison between those who responded via
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the Internet and by post, and reasons for failure to
respond.

Weighting of data

As in previous years, the results have been
weighted in relation to the variables of sex, age
and H Region (see the table appendix for an
explanation of 'H Region’) in proportion to
percentages of the population. This aims to
compensate for the failure to respond in some
target groups and in order to provide better
representation in the survey.

As in the previous surveys, it should be
emphasised that this survey is based on a sample
of individuals. This means that the results in terms
of market shares cannot be directly compared with
household-based  surveys, as households
comprising more than one individual are
overrepresented in the sample of individuals
compared with household-based samples.

Graphics used in this report

The results from the previous two years are also
included, where available, in the figures used to
present this year's results. Please see the table
appendix for comparisons further back in time.

The question number used in the questionnaire is
shown in brackets after the diagram's heading.

The base indicated at the bottom of each figure
applies for 2008. See the table appendix for the
bases for other years.

Other sources in the report

In some parts of the report, reference is made to
the 'E-Communications Household Survey'. This
survey was conducted by TNS on the assignment
of the EU by means of personal interviews (face-
to-face) with almost 27 000 individuals in the 27
Member States.

The survey covers a number of different areas,

such as, for instance, fixed telephony, mobile
telephony, the Internet and television.

&
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SUMMARY

Fixed telephony

Nearly 9 out of 10 persons (88%) in the
Swedish population stated that they had
fixed telephony in their household, which
was the same as in previous years. The
percentage of people without fixed
telephony usually consists of those living in
households where the maximum age is 26;
just over a quarter (27%) were of the opinion
that they could manage without it.
TeliaSonera was  still the largest
stakeholder, with a market share of 54%, but
the company lost ground since 2007. Tele2,
Com Hem and Bredbandsbolaget all
experienced a slight increase in their market
shares.

The percentage of people who were
generally satisfied with their fixed telephony
operator generally remained unchanged
over the years and was still at just under 3
out of 4 persons (72%).

Just over 7 out of 10 persons (72%) also
purchased other services from their fixed
telephony operator. This was generally at
the same level as in previous years. On the
other hand, a growing percentage of people
purchased broadband and television
services, while the percentage who
purchased mobile telephony and dial-up
Internet services fell. This year, almost 1 in

10 persons (7%) purchased mobile
broadband from their fixed telephony
operator.

IP/broadband telephony

The percentage of the Swedish population
using IP/broadband telephony has
increased. In 2008, 25% stated that they
used IP/broadband telephony in their
household. Usually, calls were made by
means of an ordinary wall jack.

Almost half (45%) of those who used
IP/broadband telephony had experienced
problems. Poor sound quality continued to
be a common problem, but many were also
unable to make calls and/or get a dialling
tone.

Around one-third of all Swedes would
consider giving up their traditional fixed
telephone  and using IP/broadband

© TNS Gallup 2008

telephony instead (of which 10% had
already done so).

Mobile telephony

Ninety-six per cent of the population had a
mobile telephone, most of whom had it for
private use (94%).

Nearly half of all Swedes were still unwilling
to only use a mobile telephone and do
without a fixed telephone in their household.
However, nearly 1 out of 10 persons (9%)
only used a mobile telephone, and this was
still most common among the youngest age
groups.

TeliaSonera was the largest stakeholder for
mobile telephony (as well as fixed
telephony) with a market share of 39%,
followed by Tele2/Comvig (25%) and
Telenor (16%). On the other hand,
TeliaSonera lost ground over the year (four
percentage points), while Tele2/Comviq
strengthened its position (three percentage
points).

The percentage stating that they were
satisfied with their mobile operator dropped
from 74% to 71% between 2007 and 2008.
Of the largest operators, TeliaSonera,
Tele2/Comvig and 3 had the highest
percentage of satisfied customers, whereas
Telenor remained a little behind.

The percentage who switched mobile
operator in the past six months fell from 9%
to 5% since the previous year. Once again,
the main reason for the switch was the cost.
Those who did not switch operator were in
most cases simply satisfied with their
present operator.

In the past six months, two out of three
mobile phone users used content services.
As in previous years, it was most common
for people to send or receive images (MMS).
A service that, relatively speaking, fewer
people seemed to be using was the
downloading of ring tones, logos, images
and/or games.

This pattern was increasingly prevalent
among those who had already sent text
messages. Seven per cent stated that they
sent more than ten text messages per day
and this was most common among
teenagers (32%).
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Just over 1 out of 10 persons (14%) did not
know whether they paid an opening charge
for their mobile phone calls, or knew what
this meant, and as many as 7 out of 10
people (71%) did not know their charging
interval.

The Internet and access to broadband/mobile
broadband

Ninety per cent of Swedes between the
ages of 16 and 75 used the Internet, which
was an increase of three percentage points
since 2007. Eighty-nine per cent of Swedes
between the ages of 16 and 40 used the
Internet virtually every day.

Eighty-nine per cent had access to the
Internet at home, which was also an
increase from previous vyears (by five
percentage points).

TeliaSonera was the largest stakeholder,
with a market share of 38%, followed by
Com Hem and Bredbandsbolaget, with
market shares of 14% each. There were no
significant changes compared with previous
years.

The percentage of people who were
generally satisfied with their Internet service
provider generally fell for the largest
stakeholders, with the exception of
Bredbandsbolaget, where the situation
remained unchanged. Glocalnet
represented the largest reduction (13
percentage points).

As for mobile telephony, a smaller
percentage switched Internet service
provider compared with previous years. Six
per cent stated that they switched to a new
provider in the past six months, compared
with 10% in 2007.

The percentage of people in Sweden with
broadband continued to rise this year.
Nearly 3 out of 4 people (74%) had a
broadband access line in their household, of
whom 7% stated that mobile broadband was
the form of connection they used most often.
Around 50% experienced problems at some
point during the past six months when using
the Internet; this was nevertheless six
percentage points lower than in the previous
two years. Above all, fewer people
experienced problems related to SPAM
(unsolicited e-mail).

Eighty-nine per cent had taken some kind of
measure to protect the computer used most
frequently in their household.

Fifty-one per cent of those who used mobile
broadband agreed with the statement that 4t
works well from homed Only 24% agreed
with the statement that they deceive the
connection rate they paid foré

Twenty-four per cent of households that paid
for their own Internet subscriptions would
consider  switching  from  wired/fixed
broadband to only using mobile broadband
at home, and 6% had already made this
switch. The most common reason for not
switching was lower transmission capacity.

© TNS Gallup 2008 7



FIXED TELEPHONY

This chapter covers fixed telephony and discusses areas such as the number of subscriptions, choosing and
evaluating operators, other services purchased, switching operators, charges and areas of application.

'Fixed telephony' is defined as a traditional fixed telephone subscription, a subscription for IP/broadband
telephony or what is known as 'Fastmobil technology' (a subscription where a special decoder enables
customers to make calls via the mobile network using an ordinary fixed telephone). Specific areas concerning
IP/broadband telephony are discussed in the next chapter.

The areas discussed in this chapter mainly involve a fixed telephony subscription itself, as a small proportion
of the Swedish population have different operators for subscriptions and calls. In previous years, these areas
were separated between subscriptions and operators for calls in light of the change to the telecommunications
market in early 2005, which meant that consumers could switch operator for fixed telephone subscriptions as
well. Prior to this, it was only possible to choose an operator for calls.

Percentage with fixed telephony

Eighty-eight per cent stated that the household where all members were under the age of 26

had a fixed telephony subscription; this was the
same level as in previous years. However, the
change among those without fixed telephony,
which rose from 6% to 10%, should be interpreted
cautiously as a higher proportion responded to this
guestion this year (the percentage of those who
did not respond fell from 5% to 2%).

From an international perspective, we can see that
the proportion with fixed telephony in the
household is falling over time. In 2008, 70% of
households in the European Union had fixed
telephony, which was a drop of eight percentage
points from 2006, when this figure was 78%". One
reason for this is that many people are satisfied
with only having a mobile telephone for making
calls and that they could manage without a fixed
telephone.

Fixed telephony was much more common among
those living in detached houses (96%) compared
with those living in rental apartments (75%).

The percentage who did not use fixed telephony
was largest among those living in households

(40%), whereas very few (3%) of those living in
households where all members were over the age
of 60 did not use fixed telephony. Students were
also less likely to use fixed telephony than other
people (20%).

! Source: 'TNS E-Communications Household Survey', June
2008.

How many fixed telephone subscriptions
does your household have? (1)

Have 88%
fixed 89%
telephony 89%

10%
6%
6% m2008
32007
2%

No 02006

0
response 5%
5%

No fixed
telephony

Base: All (2179)

Living in
households where
everyone is under
the age of 26

Living in

Have fixed

telephony 60 (55) 87 (93)

households with
children between
the ages of 6 and 25

Living in households Living in
with members between households
the ages of 26 and 60 where all

members are over
the age of 60

(no children between
the ages of 6 and 25)

87 (89) 94 (93)

No fixed telephony 40 (37) 12 (2) 12 (7) 3(2)

No response 0(9)

Total 100 100 100 100

8 © TNS Gallup 2008 e gaillp



Choosing operator s

TeliaSonera was by far the largest stakeholder in the
fixed telephony market, with a market share of 54%. e
Tele2 came after TeliaSonera, with a share of 12%, household pay a subscription charge
and they were followed by Com Hem, for fixed telephony? (2)

Bredbandsbolaget and Glocalnet, with between six Telia m’m%
and eight percentage points. 61%

Tele2

To which operator does your

However, TeliaSonera lost market share compared

with previous years (from 60% to 54%), whereas Com Hem

Tele2, Com Hem and Bredbandsbolaget gained

ground slightly (all by two percentage points). This Bredbandsbolaget

suggested that the market became slightly more 12008
diversified during 2008; that is, the largest fixed Glocalnet a2007

telephony operator lost ground while the smaller 2008

stakeholders experienced a slight increase.

Optimal Telecom

Other operator

Since early 2005, it has been possible for people to
switch fixed telephony subscription provider; that is,
to choose a provider other than TeliaSonera. The
table below shows that a large proportion of those No response
who previously had Tele2, Glocalnet, Optimal
Telecom or another provider (and thus switched
from TeliaSonera after the implementation of the
pre-selection reform) also happened to switch back
to TeliaSonera. Furthermore, TeliaSonera lost the
largest proportion of subscription customers to Tele2

Do not know

Base: Have fixed telephony (1925)

Figure 2

(31%).
Previous operator
TeliaSonera Tele2 Glocalnet Optimal Other
Telecom operator
Present operator n=402 n=118 n=51 n=60 n=439
Telia Sonera
Tele2 31 - 8 6
Com Hem 17 9 6 8 7
Bredbandsbolaget 15 4 8 7
Glocalnet 14 8 - 18 5
Other operator 23 14 12 5 10
Do not know (0] 1 2 2 2
No response 0 0 0 0 0
Total 100 100 100 100 100

Table 2: Present subscription provider by previous subscription provider (%). Base: Have switched subscription provider (1070)

© TNS Gallup 2008 9



Evaluation of operator s

The proportion of people who were generally
satisfied with their subscription provider for fixed
telephony (72%) did not change compared with
2007. This also applies to the proportion who were

by having a lower proportion of customers
perceiving that the sound quality of calls was high
and that they could make calls without technical
disruptions.

expressly dissatisfied with their provider (6%).

Just over 3 out of 4 agreed with the statement that
they could make calls without technical disruptions,
whereas 7% did not agree with this and
consequently had experienced some type of
technical problem.

How accurate are the following statements
about your present fixed telephony
operator? (3)

| am generally satisfied with my fixed
telephony subscription provider, 2008

Just under 70% felt that the sound quality of calls
was high for their fixed telephony, whereas 4% did
not agree with this statement.

2007
The attitude to whether prices were low for fixed
telephony operators varied: 33% agreed with this
statement, 29% stated "neither", while 24% did not 2006
agree with this statement.

Can make calls without technical
disruptions, 2008*

As in 2007, Optimal Telecom had a strong position,
with the highest proportion of subscription customers
who were generally satisfied (86%). The sound quality of calls i high
Bredbandsbolaget was the stakeholder with the 2008 ’
lowest proportion of generally satisfied subscription
customers (60%) and was also the operator that lost
the most ground out of the major stakeholders
(eleven percentage points compared with 2007).
Com Hem also lost ground in terms of satisfied 0% 100%
customers, from 76% last year to 70% this year.

Prices are low, 2008*

N

© Do not know/No response  EDo not agree (1+2) ™3  HAgree (4+5)

Base: Have fixed telephony (1925)
*New statement for 2008

TeliaSonera's customers did not perceive the
company as a 'low price provider'; only 17% agreed
with the statement prices are low. On the other
hand, customers felt that the sound quality of calls

Figure 2

was high for TeliaSonera (74%) and that they could e

make calls without technical disruptions (81%). Both

ComHem and Bredbandsbolaget were characterised
Telia Tele2 ComHem  Optimal Bredbands  Glocalnet  Other
Sonera Telecom  -bolaget operator

(n=233) (n=1509) (n=83) (n=127) (n=109) (n=172)

(n=1042)

74 (71) 73 (66) 70 (76) 86 (77) 60 (71) 72 (75) 68 (69)

Prices are low 17 42 63 63 51 41 52

74 64 55 72 Y 65 67

Can make calls without

technical disruptions 81 76 51 83 59 81 71

Table 3: Percentage who answered 4 or 5 on a scale of 1 to 5, where 1 represents 'Do not agree at all' and 5 represents ‘Completely agree', by present
subscription providers (%). Base: Have fixed telephony (1925)

@gallup
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Same operator for subscriptions and calls?

Eighty-five per cent stated that they had the same
operator for subscriptions and for calls, whereas
only 7% had different operators. There were no
major differences between the subscription
providers, besides Tele2, where 13% of subscription
customers said that they had another provider for
calls. Between 4% and 6% of those who indicated
'Other operators' said that they had another fixed
telephony call provider.

Of the 7% of Swedes who had different operators for
subscriptions and for calls, 3 out of 4 (75%) would
also consider continuing this arrangement. One
interpretation of this is that the relatively few people
who had different fixed telephony operators for
subscriptions and for calls were satisfied with this
arrangement.

Do you have different operators for your
subscriptions and for your calls? (11)

m2008

Yes 7%
No 85%
Do not know 6%
No response 2%

Figure 4

Would you consider continuing to have
different operators for your subscriptions
and for your calls? (12)
B2008

Yes 75%
No

Do not know

No response

Figure 5

&

Other services purchased

Just over 7 out of 10 people (72%) purchased one or
more services from their subscription provider in
addition to fixed telephony. In total, this was no
different to the previous year (71%). Only 1 out of 4
people (25%) stated that they did not purchase any
additional services.

As in previous years, the most common service to
be purchased among the additional services was
broadband (50%), which represented an increase
from 2007 (46%). In two years, this proportion has
increased by a full 14 percentage points. After this,
mobile telephony was the most common service to
be purchased (37%), where the percentage fell from
2007 (41%) and was back at the same level as in
2006. The third most common supplementary
service was television (16%), which rose in
comparison with 2007 (11%); this was also an
increase for the third year in a row.

Seven per cent stated that they also purchased
mobile broadband/Internet from the same operator
as for their fixed telephony subscription. This option
was new in this year's survey and is particularly
intriguing considering the investment of many
operators in this service.

For obvious reasons, the supplementary service that
continued to lose ground was dial-up Internet, which
was at 5% this year.

Does your household purchase any of the
following services from the operator
specified in Question 27 (4) Several
responses can be provided

é Broad

é Mobile t

é Tel ev

é Mobile broad

é Diuplhternet

No, no service is purchased

Do not know

No response

Figure 6

© TNS Gallup 2008 11



If we look outside the borders of Sweden, it is
increasingly common for operators to provide
different combination offers. Within countries in the
European Union, 29% of households purchased
several services from the same operator this year,
which was an increase of nine percentage points
since last year. The most common combination was
fixed telephony and the Internet, which 13% of
households within the European Union stated that
they had.’

People using Bredbandsbolaget (98%) and Com
Hem (95%) were those who still most commonly
purchased other services (see Table 4). It was
apparent that Bredbandbolaget's customers
purchased broadband as a supplementary service
and Com Hem's customers purchased broadband

Just under half (46%) of those who purchased
another service from their fixed subscription provider
stated that they got some kind of discount or
package offer when purchasing several services. As
many as 1 in 4 (25%) stated that they did not know
whether they received any discount or package
offer.

Of the various operators, it was most clear that Com
Hem's customers knew that they received a discount
or package offer together with their fixed telephony
(83%), followed by Bredbandsbolaget (67%) (see
Table 5).

Of the other major stakeholders, TeliaSonera's and
Tele2's customers most commonly did not receive
any discount/package offer, or alternatively were not

and/or television as a supplementary service. aware of it.

2 Source: 'TNS E-Communications Household Survey', June

2008.
Telia Tele2 ComHem Optimal Bredbands  Glocalnet  Other
Sonera Telecom  -bolaget operator

(n=1042)

(n=233)
77 (76) 62 (66) 95 (93) 27 (18) 98 (94)
52 (55) 41 (41) 1(3) 22(16) 13 (32)
6 (9) 5 (13) 1(1) 4 (3) 4 (3) 7 (12) 3(5)
50 (46) 28 (34) 89 (86) 3(1) 97 (87) 67 (69) 26 (18)
14 (10) 6 (5) 75 (65) 2 (0) 8 (7) 2 (1) 3(3)

9 10 3 0 7 2 5

(n=159) (n=83) (n=127) (n=109)

74 (83) 35 (28)
13 (14) 11 (8)

(n=172)

Mobile telephony

Broadband

Mobile
broadband/Internet

20 (20) 35 (30) 5(3) 69 (75)  1(3) 23 (16) 52 (67)

Do not know 2 (2) 0 (0) 0(3) 3(2) 1(4) 3(1) 9 (3)
1(2) 0(3) 0(1) 1 (5) 0 (0) 0 (0) 4 (4)

Total 100 100 100 100 100 100 100

Table 4: Services purchased by present subscription provider (%). Base: Have fixed telephony (1925)

Telia Tele2 Com Hem Bredbands - Glocalnet Other
Sonera bolaget operator
(n=807) (n=145) (n=150) (n=125) (n=80) (n=84)

Yes 37 33 83 67 63 42

No 25 28 9 12 7 27

Do not know 31 30 6 14 21 20

No response 8 9 2 6 9 11

Total 100 100 100 100 100 100

Table 5: Proportion who get a discount/package offer from their operator when they purchase several services (%). Base: Purchase several services (1391)

@ gallup
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Switching operator s

Just under half (49%) stated that their household
had switched subscription provider at some point;
that is, they had requested the switch themselves or
had actively accepted a switch. The majority
switched operator more than 12 months ago (33%).
The total percentage that switched operator
increased by 11% since 2007 (from 38% to 49%).
However, some caution must be taken when making
a comparison, as the response options have been
changed since previous years.

This year, a slightly lower percentage stated that
they actively switched operator in the past six
months (6%) compared with 2007 (8%).

Has your household ever actively switched
its operator for this subscription (i.e., a
switch that the household has requested
itself or where the household has actively
accepted an offer? (6)

49%
Yes 38%
40%

é between six and

é more than twel

é more than si:
44%
No 48%
49%
6%
Do not know 2%
2%
1% B2008
No response 5% @2007

3%
02006

Figure 7

Why did the household switch  operator?

The most common reason for households switching
operator was to reduce costs (53%). In previous
years, statements relating to costs and price had
percentages of between 32% and 37%. Otherwise,
there were only minor changes from previous years.
The next most common reason for a switch was the
household having been contacted by another
operator and having been made an attractive offer
(27%).

Note that when making a comparison with previous
years, the question asked then related to operators
for subscriptions and/or call providers.

The percentage that made their own active switch
between operators was largest among those who
are currently customers of Glocalnet (86%) and
lowest among those who are currently customers of
TeliaSonera (33%). See Table 6 on the next page.

Why has your household switched
operator? (9) Several responses can
be provided

53%
To reduce costs* ?

Was contacted by another operator and
made an attractive offer

So that we only have one invoice for fixed
telephony, the Internet and/or television

To get access to special services linked to
my/our subscription

To get better service
Another reason
Do not know

No response

Figure 8

© TNS Gallup 2008 13



TeliaSonera  Tele2 Com Hem Optimal Bredbands Glocalnet Other
Telecom -bolaget operator
(n=1042) (n=233) (n=159) (n=83) (n=127) (n=109) (n=172)
Yes 33 (23) 68 (64) 67 (66) 74 (51) 65 (66) 86 (66) 56 (59)
Past six months 4 (3) 8 (16) 9 (14) 14 (8) 10 (112) 6 (13) 10 (18)

Between six and
twelve months
ago

More than twelve
months ago 23 47 39
26 (22)
Do not know 6 (2) 2(2) 0(@3)
No response 1(3) 0(9) 0 (5)

Total 100 100 100

No 60 (65)

27 (22)

53 44 63 36

20 (30) 25 (20) 11 (18) 35 (23)
0(3) 1 (0) 0(2) 7(5)
0(8) 0 (3) Y0 3(8)
100 100 100 100

Table 6: Percentage who actively switched operator for their subscription, by present operator (%). Base: Have fixed telephony (1925)

Why has n't the household switched operator?

The most common reason why households had not
switched operator was because they were satisfied
with their present operator (59%). Many were of the
opinion that it was simply not worth the trouble
(24%), that the household used fixed telephony so
infrequently that there was no point in switching
(20%) and were concerned that problems would
arise when switching (17%).

Note that when making a comparison with previous

years, the question asked then related to
subscription providers and/or call providers.

14 © TNS Gallup 2008

Are there any special reasons why you/your
household have/has not switched operator?
(10) Several responses can be provided

- ] § 59%
Are satisfied with the household's operator(s)

Not worth the trouble*

Use telephony so infrequently that there is no
point in switching operator

Concerned about problems when switching

Are unaware of the operators available/do not
have sufficient information regarding theé

Have not found an alternative operator that
would meet the needs of the household

Are against making a choice

Do not want to because I/we will lose special
services

1/We will get a long lock-in period if I/we
switch operators

Another reason
No, there are no special reasons
Do not know

No response

Base: Have not actively switched operator (847)
*New response option for 2008
**Response option reworded for 2008

Figure 9

@ gallup



Operators usually call households

It was still most common for households to have
become aware of their latest operator through this
telephony operator calling the household (39%); we
also observed that this was a common reason for
switching previously (Question 1). This indicates that
the marketing carried out by operators usually takes
place via telephone contact. Other common ways of
receiving information about the operators were
through friends/acquaintances or through an
advertisement sent in the post.

This year, the percentage that became aware of
their operator in some other way increased from
14% to 19%, which may be explained by the fact
that there are many points of contact today, both in
terms of coming into contact with and/or being
contacted by an operator.

In this year's survey, 3% stated that they were the
customer of another undertaking that also offered
fixed telephony.

How did your household become aware
of the last operator for the subscription
and/or calls that you actively chose? (7)
Several responses can be provided

Through the operator calling the 37%?%
household 400%

Through friends or acquaintances

Through an advertisement that the
operator sent in the post

Through articles, reports and the
like in the media

Through an advertisement on the

Internet m2008
32007

Through sales personnel in town; 02006

e.g., at a shopping centre**

Another company of which | am a
customer also offered fixed
telephony*

Through 'Telepriskollen’
In some other way

Do not know

No response

Figure 10

Switching generally goes OK

Most of those who switched operator for their fixed
subscription felt that everything went OK and that
the switch could be made quickly (65%). On the
other hand, almost 1 in 10 (9%) felt that it went OK,
but thought that it took a long time to make the
switch.

In this year's survey, the percentage who
experienced some type of problem increased from
previous years to 18%. The most common reason
was that something went wrong and the consumers
had to contact the operator themselves to have the
switch made correctly (13%). Another problem that
increased was that the consumers were without a
telephone for some time, regardless of whether they
had moved/changed address or not.

Note that when making a comparison with previous
years, the question asked then related to operators
for subscriptions and/or call providers.

How did things work out when the
household last actively switched operator?
(8) Several responses can be provided

5%
7%

Everything went OK and the switch was made _
quickly 54%

0,
Everything went OK but it took a long time to 9%

make the switch 9%
18%
13%
11%

Experienced

é There were problem 13%

contact the operator to have the switch made 10% m2008
correctly 7%

32007

é |/ We requested 02006

household was never connected

é |/ We moved/ chang
conjunction with the switch and were then
without a telephone for some time

é |/ We were without
time despite the fact that we had not
moved/changed address in conjunction with
the switch

Do not know
7%

8%
10%

No response

Figure 11
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Involuntary switching is still taking place

It is still uncommon for households to switch
operators for fixed telephony involuntarily; that is,
without having requested this. Just over 9 out of 10
(91%) answered 'No' to this question.

On the other hand, 4% still stated that they had been
switched despite having declined an offer, although
they had only asked for information and despite the
fact that they had not had any contact whatsoever
with the operator. Consequently, there is still a
problem with consumers switching operators
involuntarily, despite their not having requested this.

Has your household ever switched fixed
telephony operator involuntarily; i.e.,
without asking to be switched?* (16)

91%

No 89%
91%
4%
Yes 4%
3%
z . 2%
é and' despite tt 1%
declined the offer
1%
2008
2%
. . =]
é and despite the 206 2007
asked for information ° 02006
1%
é and this took pl 1%
having any contact whatsoever with the 1%
operator 1%
4%
Do not know 5%
5%
1%
No response 2%
1%

Figure 12
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Low level of awareness about charges

Only one-third (34%) of the Swedish population was
aware that their household paid an opening charge
and also knew how much this was. Just over 1 in 4
(26%) were aware that their household paid an
opening charge, but not what the charge was.
Awareness questions like this tend to lead to people
overestimating their knowledge, which entails that
the actual percentage who were aware of the
opening charge may be slightly lower.

Almost one-fifth (19%) of people in Sweden who had
fixed telephony were unaware of whether their
household paid an opening charge, nor what this
meant.

A full 58%, almost 6 out of 10, were unaware of the
per-minute charge that their household paid for fixed
telephony calls.

Do you know if your household pays an
opening charge for fixed telephony calls?
13)

Yes, and | know what the opening

charge is 34%

Yes, but | do not know what the opening
charge is

No, but | know what this means

No, and | do not know what this means

82008
No response

Figure 13

Do you know what per -minute charge
your household pays for fixed telephony
calls? (14)

é |k n o wmihuteehamges

é and | do no-minuea’
charges, just an opening charge

No

No response

Figure 14



Areas of application

Most of the population (61%) used the fixed
telephone in their household both to make fixed and
mobile calls; mixed behaviour in terms of user
patterns.

On the other hand, a relatively large percentage
mainly used their fixed telephone to make calls to
other fixed telephones (22%) or mainly to receive
calls (14%). The latter shows relatively passive user
behaviour for fixed telephones.

How do you use the fixed telephone in
your household? (15)

Make both fixed and mobile calls 61%

Mainly make calls to other fixed
telephones

Mainly use it to receive calls

82008
No response

Figure 15

Reporting faults

The vast majority (79%) did not report any faults in
their fixed telephone over the past year. Of the 20%
of people in Sweden who did, most had had the fault
fixed within three days (12%). Forty per cent of
those who reported a fault in their fixed telephone
over the past year had IP/broadband telephony.

Has your household reported any faults
in its fixed telephone over the past year?

17)
No 79%
Yes
é and it was fixe
é and it was fix m2008
é but it has n
No response
Figure 16

&

International calls

Around half (51%) of households with fixed
telephony in their household made international calls
in the normal way. This percentage has gradually
declined since 2006, which suggests that when
making international calls, consumers are
increasingly displaying different behaviour patterns
today compared with previous years. Seven per cent
stated that they used another type of solution and
made calls from computer to computer (for instance,
using Skype).

The percentage who stated that their household
never made international calls increased to 37% this
year. This may be due to the fact that there are
currently many other increasingly common ways of
communicating with points of contact outside the
borders of Sweden (for instance, chat, messaging,
blogging or using Facebook).

One method that was relatively rare was to use
prepaid telephone cards (3%).

How does your household make
international calls from your fixed
telephone? (18) Several responses
can be provided

51%
Make calls as normal 55%
0%

Use another type of solution*

Use prepaid telephone cards

Use another operator for international calls
that is different to the operator used for
calls within Sweden

37%
32%
31%

The household never makes international
calls

Do not know

®2008

No response 82007

02006

Figure 17
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Prepaid telephone cards for international calls

The number of problems increased for those using
prepaid telephone cards for international calls. In this
year's survey, 32% stated that they had had
problems, compared with 22% in 2007. Consumers
increasingly felt that they had not been able to make
calls for the period they had paid for (24%) and/or that
it was simply difficult to get the telephone cards to
work.

Eighty per cent of those who had not been able to
make calls for the period they had paid for also stated
that they did not receive money back from the
operator.

18 © TNS Gallup 2008

How have the prepaid telephone cards
for international calls worked? (19)
Several responses can be provided

65%
76%
7%

They have worked well; I/we have not
had any problems

32%
Have had pr
23%

é it is difficuldt
cards for international calls to work

24%
é have not been abl
the period I/we have paid for

é but have receivec
the operator
m2008
. 32007
é and have not rec
from the operator
02006

Do not know

No response

Figure 18



IP/BROADBAND TELEPHONY

This chapter covers IP/broadband telephony and discusses areas of application, problems and switching from

fixed telephony to IP/broadband telephony.

Application s and use

The percentage of the Swedish population using
IP/broadband telephony in the household increased
from 20% in previous years to 25% in 2008.

Young people were more likely to use IP/broadband
telephony; for example, this solution was used by
32% of persons between the ages of 21 and 30
compared with 17% of persons between the ages of
61 and 75. Furthermore, this was more commonly
found in big cities (30%) compared with sparsely
populated areas (23%).

The most common method was to make calls using
the ordinary wall jack (10%), which also increased
by four percentage points since 2007.

Does your household use IP/broadband
telephony? (20)

Yes, uses | P/broa:
m2008

@2007
é via the cable

é via the ordi

é via the Interne

é but | do not know

solution

57%

No 62%

Do not know
No fixed telephony

No response

Base: All (2179)
Response option reworded for 2008

Figure 19

&”

In 2008, a smaller percentage (11%) stated that they
were able to make calls from locations other than
their home using IP/broadband telephony, compared
with 2007 (16%).

The percentage who did not know whether their
subscription allowed their household to make calls
from locations other than their home increased to
48% in this year's survey, which was almost half of
those using IP/broadband telephony in Sweden.

Does your subscription permit you/your
household to make calls from locations other
than your home using IP/broadband
telephony? (21)

W2008

Yes @2007

é and |/ we have

é but |/ we have

No

48%
Do not know
43%

No response

Base: Use IP/broadband telephony (534)

Figure 20
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Problem s related to IP/broadband telephony

The outcome of this year's survey showed no
change in terms of problems related to IP/broadband
telephony. The percentage of households that
experienced problems was 45%, where poor sound
quality and/or not being able to make calls (no
dialling tone) were the most common (23% each).

During the past six months, have you/has
your household ever been affected by the
following problems when using
IP/broadband telephony? (22) Several
responses can be provided

Yes, have had

é poor sou

é unable to make ca
é calls have

é poor servicel:

é other

No, | have not been affected by any

problems 46%

Do not know*

No response

Figure 21

Those affected by problems usually experienced
them less than once a month (39%). However, 5%

stated that they were affected by problems every

day and 13% approximately once a week.

How often have you/has your household
had problems when you/your household
have used IP/broadband telephony? (23)

Every day

About once a week
About once a month
Less frequently 39%

Do not know

No response

Figure 22
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Switching from fixed telephony to IP/broadband
telephony

Around one-third of all Swedes (33%) would
consider giving up their traditional fixed telephony at
home and using IP/broadband telephony instead.
One in ten (10%) had already done this.

Those who would consider switching were mainly
people who are middle-aged (aged 31-50); those
who had already switched were mainly young
people (aged 21-30).

The most common reason given by those who would
not consider switching is that the household wanted
to retain a traditional fixed telephone (18%). As
expected, it was mainly older persons (aged 61-75)
who predominantly stated this as a reason.

Would you ever consider switching
from traditional fixed telephony at
home to IP/broadband telephony?
(24) Several responses can be
provided

Yes 33%

é | would c

é and | have al

No 34%

é the househol d
traditional fixed telephone

€ | am unsure th
feasible

é since | am con
may be cut off

é since | am con
sound quality will be poor

é unable to get
telephony

é for anot

Do not know 19%
No response
No fixed telephony

Base: All (2179)

Figure 23



MOBILE TELEPHONY

This chapter covers mobile telephony and discusses areas such as use, forms of payment, choosing and
evaluating operators, switching operators, charges and areas of application.

Use of mobile telephony

Ninety-four per cent of the Swedish population
have a mobile telephone for private use. The vast
majority of households (81%) paid for their mobile
telephone themselves. Thirteen per cent had their
mobile telephony paid for (entirely or in part); for
instance, by an employer. It was more common for
men (19%) than for women (8%) to have their
mobile telephone paid for (entirely or in part) in this
way, and it was also more common in big cities
(18%) than in sparsely populated areas (10%).

Only 2% stated that they did not have a mobile
telephone for private use. A further 2% did not own
a mobile telephone, something that was most
common in the 61 to 75 age group, where 6%
stated that they did not have a mobile telephone.

Overall, the penetration of mobile telephones in
Sweden was 96%, regardless of whether they
were for private use or through, for instance, work
(94% had a mobile telephone for private use and
2% had a mobile telephone, but not for private
use). The corresponding proportions of the
Swedish population who used a mobile telephone
were 94% last year and 92% in 2006. However,
this question had a slightly different wording in
previous years and consequently no direct
comparison can be made (see Figure 25).

From an international perspective, we can see that
the percentage of those who have a mobile
telephone is also increasing over time. The
percentage of households with mobile telephony in
countries in the European Union was 83% in 2008,
which represented an increase of three percentage
points since 2006, when this figure was 80%.>

3 Source: 'TNS E-Communications Household Survey'; June
2008.

Do you use your mobile telephone for
private calls? (26)

Yes 94%

é paid for by mys

é which, for exam|
pays for, entirely or in part

No

é do not have a n
for private use
é do not have a E2008
No response

Figure 24

Do you use a mobile telephone
(include both for private calls and calls
for work/other assignment)?

i 94%
Use a mobile telephone — S

5%
5% 32007

Do not use a mobile telephone

2% 02006

No response 3%

Figure 25
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How many people in the household under
the age of 16 use a mobile telephone with
their own subscription/prepaid card? (25)

55%
At | east one chi 61%
58%

31%
é one child/» 28%

é two childrer

é€ three or more ch

34%
No children/young people m2008

32007

No response 02006

Figure 26

Among households with children/young people
under the age of 16, 55% stated that at least one
child/young person used a mobile telephone with
their own subscription/prepaid card. This was a
reduction of 6% compared with 2007 and this
reduction was mainly among households where
three or more children/young people used a mobile
telephone, where the percentage fell by seven
percentage points.

Nine out of ten persons (89%) who had a mobile
telephone for private use stated that they had one
or more subscriptions that were paid for entirely by
someone in the household. Around one-third
(37%) had several private subscriptions, which
was the same as in previous years.

Almost 3 in 10 (29%) of those who had a mobile
telephone for private use had one or more
subscriptions that were paid for (entirely or in part)
by an employer or the like. Here, it was much more
common to have just one subscription, which 86%
stated that they had.

22 © TNS Gallup 2008

How many mobile subscriptions do you
use overall at the present time (include
both private subscriptions and
subscriptions for work and other
assignments)? (27)

89%

Subscription paid for in full by 90%
myself/someone in the household °
90%

Subscription paid for (entirely or in 29%
part) by my employer/own 29%
business/other organisation 29%
m2008
2%
Do not know 1% 22007
] 2%
02006
2%
No response 1%
] 2%
Figure 27

Almost half of the Swedish population (49%) would
not consider not using their fixed telephone and
only using a mobile telephone instead (see Figure
29 on the next page). The most common reason
for this stance was that the household needed or
wanted to retain a fixed telephone (last year's
survey only included the statement 'needed’). It
was clear that the needs and views of others were
considered in their responses. This year also
showed that it was common for consideration to be
taken of others besides one's own household, as
14% stated that their fixed telephone would be
retained owing to those calling the household.

Another common reason for not wanting to do
without a fixed telephone was due to the
individuals having a broadband connection via the
fixed network (12%). This was an increase from
previous years, which may be due to more people
having broadband connections, but also because
the response option had been reworded and in
previous years was worded as follows: 'Because |
have xDSL'.

The percentage who stated that they would
consider not using their fixed telephone and only
using a mobile telephone in the future was 40%.
The most common precondition was if the price of
mobile telephony were lower than for fixed
telephony (23%). This percentage fell compared
with previous years. It is worth noting that this
statement was worded as follows in previous
years: 'Yes, but only if the price of mobile
telephony is at the same level or lower than the

price of fixed telephony'.



Nine per cent of the population had already taken
the decision not to use a fixed telephone in the
household and currently only use a mobile
telephone. This was an increase compared with
2007. It was also more common for young people
to only use a mobile telephone and not use a fixed
telephone. Twenty-five per cent of the 21 to 30 age
group only had a mobile telephone.

Changes over time should be interpreted with a
certain level of caution, as a number of statements
had been slightly reworded, but also because
there was a new response option for this year. The
percentage who did not respond to this question
had also dropped by five percentage points since
2007.

Forms of payment for subscriptions

In total, 60% of those who had a mobile telephone
for private use had a traditional subscription,
whereas 35% stated that they used a prepaid card.
Prepaid cards were more common among young
people (aged 16-20), where the figure was 46%,
and among older people (aged 61-75), where this
figure was 51%.

The percentages for subscriptions and prepaid
cards remained the same among households
which paid for the subscription themselves. The
percentage using prepaid cards increased by nine
percentage points among households whose
subscriptions were paid by, for instance, an
employer. This percentage was highest among
those employed by central or local government.
Please note that relatively few people did not have
to pay for their own subscription. Fifty-seven per
cent of households that paid for their subscription
themselves stated that they had a traditional
subscription, whereas 39% stated that they used a
prepaid card.

Which form of payment is used for the
subscription for the mobile telephone
that you usually use for private calls?

(28)
. 39%
Prepaid card %
44%
Traditional mobile Sé‘é/gl/u
subscription 4%
1% n
Do not know 1% 2008
0% B2007
3%
No response 2% 02006
2%
Figure 28

Would you ever consider not using your
fixed telephone at home and only using a
mobile telephone? (39) Several responses

can be provided
40%
Yes 42%
44%

é but only if the pri.
lower than the price of fixed telephony**

é and | have al

é | may consider it
for fixed and mobile telephony**

49%
47%
41%

No

26%
26%

é owing to the fact
needs/wants to retain a traditional fixed
telephone**

é out of considerati
household*

m2008

32007

é because | have bro

network** 02006

é owing to the

é owing to

é for anot

21%

Do not have a mobile telephone for private
calls

Do not know

No response

Figure 29

Which form of payment is used for the
subscription for the mobile telephone that
you usually use for private calls? (28)

Prepaid card

Traditional mobile

subscription
6%
Do not know 5%
6% ®2008
2%
No response 3% @2007

2%

Figure 30
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Present and previous operators ) ) ]
Which of the following mobile operators

. . do you use when making private mobile
TeliaSonera (39%) was still the largest stakeholder calis? (29)

in the mobile telephony market among those who
had a mobile telephone for private use, followed by

Tele2/Comviqg (25%) and Telenor (16%). Tia -%430/
41%

However, TeliaSonera lost ground compared with 250
previous years (from 43% to 39%), whereas Tele2/Comviq 2%
Tele2/Comviqg strengthened its position from 22%

16%
16%
17%

last year to 25% this year. Telenor
m2008

TeliaSonera was much more common as a mobile @2007

operator in sparsely populated areas, with a figure
of 63%, but also among older persons (aged 61-

02006

75), where 52% had chosen this operator. Halebop
Tele2/Comvig was most common among the 16 to
20 age group (32%) and the 21 to 30 age group oparator
(36%) and was also the most common mobile
operator in big cities (40%). Do not know
The results in the table below show that the three

No response

largest operators regularly exchange mobile
customers with one another. A large proportion of
those WhO preViOUSly had a diﬁerent Operator Base: Have a mobile telephone for private use (2048)
switched to Tele2/Comviq or TeliaSonera. The
results for last year showed a similar pattern.

Figure 31

Previous mobile operator

TeliaSonera Tele2/Comviq Telenor Other operator

Present

mobile operator n=166 n=179 n=116 n=113
TeliaSonera 35 (36) 41 (35) 31 (33)
Tele2/Comviq 30 (31) - 35 (30) 38 (27)
Telenor 27 (28) 28 (32) - 18 (17)
3 12 (9) 23 (15) 20 (20) 4(4)
Halebop 23 (16) 6 (4) 2(7) 5 (6)
Other operator 9 (10) 8 (7) 3(6) 4(4)
Do not know 0 (0) (0X(0)) (0N (0)] 0(1)
No response 0 (6) 0 (5) 0(3) 0(8)
Total 100 100 100 100

Table 7: Current mobile operator by previous mobile operator (%).
Base: Have changed mobile operator (574)
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Evaluation of present operators

In the next section, the respondents were asked to
consider a number of statements about their present
main mobile operator. Overall, the results showed
small changes, but the percentage agreeing with the
statement that their mobile operator offers a fixed
chargeffixed rate for making calls rose from 25% to
38%. This is very much in line with what operators
have communicated in the past year and what is
increasingly being offered.

The percentages who were generally satisfied with
their mobile operator fell to 71% from 74% in the
2007 survey.

How accurate are the following statements
about the mobile operator that you use
most often? (30) Proportion who answered
4-50n a scale from1to 5, where 1
represents ‘Do not agree at all'and 5
represents 'Completely agree'.

the market 87%
good coverage 71%

Offers a type of subscription
that meets my needs

Telephone bill that is easy to m2008

read and understand
32007

Efficient customer service 02006

Offers a fixed chargef/fixed rate
for making calls

Prices are low*

Offers special mobile services
that meet my needs

Recommended by friends or
acquaintances

Offers a better, subsidised
mobile telephone when the
subscription is taken outé

71%
74%
70%

| am generally satisfied with my
mobile operator

Figure 32

&

The table on the next page shows the customers of
the largest mobile operators and the extent to which
they agreed with the statements.

Hardly surprisingly, TeliaSonera's mobile customers
largely characterised their operator as being well-
known and established and having good coverage.
On the other hand, the company's own customers
did not at all feel that they offered low prices.
Nonetheless, the percentage who considered that
they offered a fixed charge/fixed rate for making
calls increased by 12 percentage points (from 17%
to 29%).

Customers of Tele2/Comviq also largely
characterised their operator as being well-known
and established. As for TeliaSonera's customers,
customers of Tele2/Comviq also felt that their own
operator was more characterised by offering a fixed
charge/fixed rate for making calls than previous
years. The proportion agreeing with this statement
increased from 27% to a full 43%. An improvement
also took place among its own customers as regards
the statement that Tele2/Comviq offered special
mobile services that met their needs. The proportion
agreeing with this statement increased from 25% to
33%.

Telenor's customers also largely agreed that their
operator was characterised as being a well-known
and established stakeholder in the market. On the
other hand, a low percentage of Telenor's customers
agreed with the statement that the operator was
recommended by friends/acquaintances.

‘3" was largely characterised by its own customers
perceiving that the operator was well-known and
established and offered a subscription that met their
needs. In comparison with the other major
stakeholders within the mobile telephone industry, a
large percentage of its own customers also agreed
with the statement that '3' offered better, subsidised
telephones when the subscription was taken out
(37%).

Telia, Tele2/Comviq and '3' have the highest
percentage of customers who agreed with the
statement that they were generally satisfied with
their mobile operator (72-73%). Telenor had the
lowest proportion of satisfied customers among the
major operators (64%).
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Telia
Sonera
(n=796)
Well-known and established in the
market ez
A mobile network that has good
coverage
Offers a type of subscription that meets
my needs
Telephone bill that is easy to read and

87 (88)

50 (49)

understand 46 (50)
Efficient customer service 37 (40)
Offers a fixed chargef/fixed rate for

making calls 29 (17)
Prices are low * 18

Offers special mobile services that meet 27 (29)

my needs
Recommended by friends or 24 (23)
acquaintances

Offers a better, subsidised mobile

telephone when the subscription is 9 (10)
taken out compared to other operators
I am generally satisfied with my mobile 73 (76)

operator

73 (74)

Tele2/ Telenor 3 Other
Comviq

(n=520) (n=336) (n=140) (n=255)
91 (89) 88 (87) 90 (90) 60 (75)
61 (62) 62 (57) 60 (68) 69 (80)
62 (59) 43 (48) 67 (68) 50 (62)
49 (47) 51 (54) 59 (70) 38 (41)
40 (41) 46 (51) 55 (53) 17 (38)
43 (27) 45 (44) 56 (41) 37 (18)
52 23 50 48

33 (25) 23 (29) 41 (53) 33 (37)
35 (38) 19 (21) 48 (49) 35 (38)
15 (14) 15 (20) 37 (27) 13 (14)

64 (64) 72 (78) 69 (85)

Table 8: Proportion that answered 4 or 5 to the statements about their main mobile operator on a scale of 1 to 5, where 1 represents ‘Do not agree at all' and
5 represents '‘Completely agree’ (%). Base: Use a mobile telephone for private calls (2048)

Switching operators

One in three people (32%) who use a mobile
telephone for private calls had switched operator at
some point in time. Young people between the ages
of 21 and 30 were most likely to switch operator at
some point in time; this proportion was 47%.

This question was reworded in this year's survey;
the previous surveys stated the following: "During
the past six months, have you switched operator for
the mobile subscription that you use most frequently
for private calls?" For this reason, it is difficult to
make comparisons over time. On the other hand, the
results this year showed that a lower percentage
switched in the past six months (5%) compared with
previous years (9%). The majority switched more
than 12 months ago (22%).

Those who had switched mobile operator at some
point in time were then asked why they had switched
(see Figure 34 on the next page). The results
showed that the most common reason was to
reduce costs (38%). In previous years, it was
possible to give several response options for this
question. In 2007, the results showed that the most
common reasons for switching operators were lower
prices in general (37%), followed by a lower price for
calls to the same operator (36%). This suggests that
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costs are still an important reason for switching, as
for fixed telephony (Question 9).

Have you switched operator for the
mobile subscription that you usually
use for private calls? * (31)

32%

m2008
@2007

é between six 02006

é more than

1%

Do not know

1%
No response

Base: Use a mobile telephone for private calls (2048)
*Question reworded for 2008

Figure 33
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The next most common reason for switching
operators was the offer of a new telephone (22%).
This was also a common reason for switching last
year, when 31% stated this as a reason. It is also
worth mentioning that the reason 'to get better
coverage', which 11% stated as a reason to switch
this year, was also common last year when 25%
stated this as a reason. Five per cent stated that
their main reason for switching mobile operator was
due to the fact that they were dissatisfied with their
previous mobile operator.

Those who had not switched mobile operator were
asked if there were any special reasons for this. This
question was asked in the surveys in previous years,
but is also not directly comparable as it was limited
to a switch in the past six months.

Nearly 9 out of 10 (89%) stated that there were
special reasons why they had not switched mobile
operator. The most common reason by far was that
they were satisfied with their present operator
(61%). The reasons also demonstrated this when
making a cautious comparison with previous years
(where a comparison is made knowing that
switching had at least not taken place in the past six
months). In 2007, 60% stated that they were also
satisfied with their present operator. The same also
applied to the next most common reason in this
year's survey, where 23% stated that they used a
mobile telephone so infrequently that there was no
point in switching. Twenty per cent stated this as a
reason in the 2007 survey.

Why did you switch mobile operator?*
(32)

To reduce costs 38%

Was offered a new telephone

To get better coverage

Because my employer/the other party
responsible for the subscriptioné

Was dissatisfied with my previous
mobile operator

. ) m2008
To have the same supplier for fixed

and mobile telephony

To get access to special services
To get better customer service
Other reason

No response

Base: Switched mobile operator (649)
* One response option possible

Figure 34

The third most common reason for not switching
mobile operator was wanting to have the same
operator as others in o n eldcal network (who they
often make calls to); 16% chose this option. Last
year, the corresponding figure was 15%.

Fourteen per cent felt that switching was not worth
the trouble. This reason may partly be linked to the
fact that their mobile usage was low and/or that
these individuals were quite simply satisfied with
their present situation.

Are there any special reasons why you have
not switched operator for the mobile
subscription that you usually use for private
calls? (34) Several responses can be

provided
Yes 89%
é | am satisfi e
é | use my mobié
é | have the san
é not worth

é€ no other opé

€ | am not respé

é | have a sub®
m2008

é | do not R

é | have not foé

é the tel epholockedi
é | cannot trané
é other

No, there are no special reasons

Do not know

No response

Base: Have not switched mobile operator (1339)

Figure 35
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Nearly 7 out of 10 (69%) of those who switched
mobile operator in the past six months did not have
any problems. Unfortunately, this was not a
significant improvement when compared with the
survey in the previous year, where the percentage
was 64%.

A small percentage (2%) stated that they could not
transfer their telephone number to their present
mobile operator.

How did things work out when you
switched to your current mobile operator?
(33) Several responses can be provided

Had prob

é it took 2008

3 32007
é |l ost money t

operator 02006

é telephone numbg
transferred*

é other

Do not know

No response

Figure 36
The percentage who switched their form of
subscription with the same operator remained

unchanged compared with last year. Thirteen per
cent of those who have a mobile telephone for
private use stated that they had made a switch that
may consequently give, for instance, attractive rates
at different times/on different days or lower rates to
others having the same operator. On the other hand,
most (82%) still had the same form of subscription
as they did at least six months ago.
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During the past six months, have you
switched your form of subscription
without switching your operator? (35)

82%
81%

Do not know
m2008

No response
32007

Figure 37

The respondents who had switched their form of
subscription in the past six months were asked a
follow-up question, which was new to the survey;
namely, why they switched. The main reason given
was to reduce costs, as mentioned by just over 7 out
of 10 (72%). The next most common reason for
switching the form of subscription with one's mobile
operator was because a new telephone had been
offered (29%).

Why did you switch the form of
subscription? (36) Several responses can
be provided

To reduce costs

Was offered a new telephone

Was dissatisfied with my previous form of
subscription

Because my employer/the other party
responsible for the subscription switched the
form of subscripti

Other reason

No response

®2008

Figure 38



Use of content services

In the past six months, most (66%) of those who had
a mobile telephone for private use used one or more
of the mobile content services that were available.
This usage has remained unchanged since 2007.
Older people (aged 61 to 75) were less likely to use
a content service, where one-third (33%) had used a
service in the past six months.

Sending and/or receiving images (MMS) using one's
mobile telephone was still the most common, which
around half (51%) had done in the past six months.
This was followed by a reminder service (for
instance, from a dentist or doctor), which was stated
by a quarter (26%). The third most common service
was surfing on/using one's mobile telephone, as
stated by 25%.

During the past six months, have you
used any of the following content
services available via your mobile
telephone? Several responses can be

provided (37) 66%

Yes 66%

é sent and/or rece

é€ reminder

é surfed on/using n
é information

é voted for somethii

é downloaded ring tor

games

é paid via text mess
access to services and products

18%

é downl oad:
m2008

é videote 32007

é Instant

é watched
é text c

é played ga

é other

30%
31%

27%
27%

No

é | am aware of sucHth
never used them

é | have never usec
unaware that such services were available

Do not know
No response

Base: Use a mobile telephone for private calls (2048)
*New response option for 2008

Figure 39

A direct comparison with last year's survey cannot
be made for the response option about surfing
on/using one's mobile telephone, as it had been
reworded for this year, from two options to one. For
this reason, these are not included in the figure
below. However, in previous years, the response
options and related percentages who used the
content services were 19% for surfing on the
ordinary Internet and 13% for surfing on the text-
based Internet (WAP). However, one interpretation
is that this percentage increased slightly this year.

As last year, most of those who did not use the

content services were nevertheless aware of their
existence (27%).

Services used in the past six months (37)

Sent and/or received images (MMS)
Reminder service

Surfed on/using my mobile telephone
Information or news service

Voted for something via text messaging

Paid via text messaging in order to get
access to services and products

Downloaded ring tones, logos, images or

games EBeing used

Downloaded music
ENo longer
being used

Videotelephony

Instant Messaging

Watched television

Played games online

Text comment

Other services

Base: Use a mobile telephone for private calls (2048)

Figure 40

© TNS Gallup 2008 29



In this year's survey, the question was divided up so
that the percentages who still used or no longer
used the content services could be studied (see
Figure 40 on the previous page).

Most people still used the same services in the past
six months; the only exception was downloading ring
tones, logos, images or games, which 16% stated
that they had used, but just under one-third of these
stated that they no longer used them.

SMS and MMS

The proportion of the Swedish population who sent
SMS intensified; that is, people who already used
SMS did so more often. Above all, there was an
increase in the percentage who sent more than ten
SMS a day (from 3% last year to 7% this year).
Here, the 16 to 20 year old age group were the
major users, where a full 32% sent more than ten
SMS per day.

As a consequence of this increase in frequency, the
percentage who sent SMS less than once a week
fell from 29% to 23%.

On average, how often do you send
private text messages? (38)

More than 10 times per
day

29%
1 to 10 times per day

29%
30%
32%

23%
Less frequently 29%
31%

10%
10%
13% W2008

1 to 6 times per week

Never

32007
Do not know
02006

No response

Figure 41
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On the other hand, the percentage who never sent
SMS remained the same compared with 2007. One
in ten persons (10%) stated that they still did not use
SMS.

The question about how often the respondents sent
MMS was changed this year so that it included the
same response options as for SMS and was part of
the same question. Unfortunately, the percentage
who did not answer the sub-question was 20%,
which renders a direct comparison more difficult.
Hypothetically, respondents quite simply missed the
question in the postal questionnaire.

By only studying the results from those who
answered this question (that is, excluding non-
respondents), the survey showed an increased use
of MMS among those sending MMS at least

occasionally. This percentage increased from 52%
in 2007 to 60% in this year's survey.

On average, how often do you send
private MMS? (38)

More than 10 times per day*
1 to 10 times per day*

1 to 6 times per week

Less frequently

Never

54%

1% w2
Do not know 1% 008
1% @2007

20% 02006
No response 1%
1%

Figure 42



Charges

Seventy per cent (or 7 out of 10) of those having a
mobile telephone for private use were aware that
they paid an opening charge for their mobile calls.

Nearly half (45%) claimed that they knew what this
opening charge was. It is worth mentioning that
people generally have a tendency to overestimate
their knowledge in connection with this type of
awareness question. The actual percentage may be
slightly lower.

A relatively large percentage (14%) stated that they
were neither aware of whether they paid an opening
charge linked to their mobile telephone calls nor
knew what this meant.

Do you know if you pay an opening
charge for mobile telephone calls? (40)

Yes 70%
é and | know what t
é but do not know
charge is
No
é but | know w
é and | do not kne
No response 82008
Figure 43

A remarkably high percentage (71%) of those who
had a mobile telephone for private use were not
aware of the charging interval that they paid for calls
using their mobile telephone. As for the above
discussion concerning general awareness
guestions, the actual percentage may be slightly
higher.

The respondents were informed of the following in
connection with this question in the questionnaire:
firhe operator charges per second or per minute for
calls made: ‘charging interval'. This means that with
a charging interval per minute you pay for a minute
despite the fact that you may only have spoken on
the mobile phone for five seconds.o

&

Are you aware of the charging interval
for calls made using your mobile

telephone? (41)
Yes 27%
No 71%
No response 2% m2008
Figure 44
Use abroad

Just over 6 out of 10 respondents (61%) with a
mobile telephone for private purposes stated in the
survey that they had travelled abroad over the past
year. They were then asked questions about
whether they had used their mobile telephone
abroad and if they had studied the prices of different
mobile operators before their stay abroad.

Of those who travelled within the European Union,
they mainly used their mobile telephones to make
and/or receive calls, in addition to SMS to a
relatively great extent (see Table 9 on the next
page). Approximately 80% stated that they had used
one or more of these means of communication
frequently or sometimes. One in four (24%) stated
that they had used MMS frequently or sometimes
within the European Union. The percentage who
surfed on the Internet, downloaded data and/or
sent/received e-mails was significantly lower; 66%
stated that they did not use these services at all.

This level of use was significantly lower for those
travelling outside the European Union, with the
exception of surfing on the Internet, downloading
data and/or sending/receiving e-mails, which were at
the same low level as within the European Union.
As the survey did not ask about exact travel
behaviour, for instance in the form of the number of
trips made over the past year and the distribution of
travel within or outside the European Union, only a
hypothetical discussion can be conducted in this
connection. One assumption is that more journeys
were generally made within the European Union
compared with outside the European Union, as the
percentage of non-respondents was higher in
connection with the latter.
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Make calls 17 59 17

Within the European Union

Outside the European Union

Text messages 27 53 11
21 52

Surf on the

Internet/download data 3 5 66

and/or send /receive e -
mails

9 17 35 29
23 2 14 57
26 2 3 66

Table 9: Use of mobile telephones abroad (%). Base: Travelled abroad in the past 12 months (1257)

Was the price studied before travelling abroad?

One-third (34%) of the Swedish population who
travelled abroad during the past year studied the
prices of different mobile operators in some way
before their departure. In previous years, this
guestion was posed to those who used their mobile
telephone abroad, regardless of when, and for this
reason a direct comparison is not possible. In 2007,
almost a quarter (24%) stated that they had studied
prices before their departure.

For travel within the European Union, mobile
operators are obliged to inform mobile owners about
the price that applies abroad by sending a text
message. This is an obligation that a relatively large
number of people are presumably still unaware of or
quite simply do not consider at all. Only 16% stated
that they received information about the price that
applied abroad via a text message from their
operator. In the previous year, the corresponding
figure was 9% (note that a direct comparison cannot
be made and that the response option was reworded
slightly).

The majority had not studied the prices of the
different mobile operators before travelling abroad
(64%), where almost all of them had not actively
searched for information themselves (62%).
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Did you study the prices of different
mobile operators before you travelled
abroad? (44) You may provide several
responses

é | found out inform
myself

é | got information
applies abroad via a text message from my
operator

é | got informatic

é | did not search
prices

é¢ | looked for infor
did not find any

No response

Base: Travelled abroad in the past 12 months (1257)

Figure 45

®2008

64%

62%
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THE INTERNET AND ACCESS TO BROADBAND/MOBILE BROADBAND

This chapter covers the Internet and access to broadband. Areas described are use, access, evaluating
service providers, switching service providers, types of Internet connections, problems and measures taken.
The chapter concludes with a few questions about mobile broadband.

Use of the Internet

The percentage of people using the Internet has
risen by a few percentage points each year since
2002, when PTS conducted this survey for the first
time. This year, 90% stated that they used the
Internet, of whom 75% used the Internet virtually
every day (an increase of six percentage points
since 2007). The percentage who used the Internet
less frequently than every week (4%) has remained
the same for the past three years. One difference
that is shown in use in geographical terms is that
only 86% used the Internet in sparsely populated
areas compared with 94% in big cities. Eighty-eight
per cent used the Internet in smaller cities/towns.

Percentage of people using the Internet
2002-2008

2008 90%

2007 87%
2006 85%
2005 83%

2004

2003

2002

Figure 46
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Not surprisingly, as in 2007, Internet use in 2008
was most common among young age groups, where
most respondents (98%) between the ages of 16
and 20 and 21 and 30, in addition to 97% of
respondents between the ages of 31 and 40, stated
that they used the Internet (see Table 10 on the next
page). There were no differences between these
three age groups in terms of frequency of use.
Among the oldest age groups (aged between 51 and
60 and 61 and 75), the percentage who used the
Internet increased by approximately five percentage
points, with the largest increase consisting of the
percentage using the Internet virtually every day. An
impressive 45% of the 61 to 75 year old age group
stated that they used the Internet virtually every day.

Do you use the Internet (include both
private and work -related use)? (45)

90%
87%
85%

Yes, | use the
Interne

I

75%

é v :-ja; tual 69%
64%
é not e 11%
day, but every 14%
week 16%
é but | 4%
frequently than 4%
every week 506
9%
No 12% ®2008
14% @2007
02006
1%
No response 1%
1%
Figure 47

© TNS Gallup 2008 33



Use of the Internet (%)

16-20 years 21-30 years 31-40 years 41-50 years 51-60 years 61-75 years

(n=201) (n=355) (n=399) (n=400) (n=383) (n=441)
98 (96) 98 (96) 97 (97) 95 (95) 91 (86) 67 (61)
Virtually every day 89 (86) 89 (84) 89 (79) 78 (76) 70 (65) 45 (38)

7 (10) 7 (15) 13 (13) 15 (15) 15 (16)

Less frequently

than every week 2(3) 2(2) 2(3) 4(5) 5 (5) 8 (7)
2(2) 2(3) 3(3) 4 (4) 9 (13) 30 (35)
No response 1(1) 0 (0) 0 (0) 0(1) 0(1) 2(4)

Table 10: Internet use by age group (%). Base: All (2179)

Use of h otspots

A detailed explanation of the term ‘hotspot’ was
provided in the questionnaire in connection with this
guestion. In the past year, there was only a small
increase in the percentage who stated that they had

Have you used a hotspot? (46)

used a hotspot (from 7% to 11%), but there was a Yes
difference in use between men and women. Fifteen
per cent of the men stated that they had used a No 74%

hotspot, whereas the corresponding figure for %

women was 6%.

If we look at use based on age (see Table 11 on the

next page), the 31 to 40 age group were most likely 6 but | knew ¢
to have used hotspots (18%). This figure rose by
seven percentage points compared with 2007, when
it was those aged 21 to 30 who were generally more
likely to have used hotspots. Twelve per cent of
young people between the ages of 16 and 20 had Do not know
used a hotspot T an increase of eight percentage

points from 2007 i whereas 55% stated that they did No response
not know about hotspots. However, this increase
should be interpreted cautiously, as 10% stated 'Do
not know' when responding to this question.

Do not use the Internet

2% B2008 @2007

Base: All (2179)

Figure 48
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Use of hotspot s (%)

16-20 years 21-30 years

31-40 years

41-50 years

51-60 years

61-75 years

16 (14) 18 (11)
No 75 (88) 79 (79) 77 (83) 82 (85) 77 (81) 57 (58)
20 (22) 30 (27) 30 (25) 19 (19) 16 (15)
and | did not
know about 55 (66) 49 (52) 47 (58) 63 (66) 61 (66) 49 (47)
hotspot s
10 (4) 2 (3) 2(2) 2(2) 3(1) 2(1)
Do not have access
to the Internet 2(2) 2(3) 303 5(4) 9(13) 33(35)
2 (1) 1(1) 1(1) 3(2) 2(2) 6 (5)

Table 11: Use of hotspots by age group (%). Base: All (2179)

Access to the Internet at home

For every year that passes, more and more Swedes
gain access to the Internet at home. This figure was
89% in 2008, five percentage points more than in
2007. This means an increase of 18 percentage
points in the past four years alone. Most households
(83%) paid for their subscriptions themselves.

Percentage of people who have access
to the Internet at home, 2002 -2008

2008 89%
2007 84%

2006
2005
2004

2003

2002

Figure 49

&gallup

The average among countries in the European
Union was much lower than in Sweden. This year,
just under half of all households (49%) had access
to the Internet, which is an increase of nine
percentage points over the past two years (2006 to
2008).*

* Source: 'TNS E-Communications Household Survey', June
2008.

Does your household have access to the
Internet at home? (47) Several responses
may be provided

89%
Yes 84%
81%

83%
79%
76%

é via a subscript
household

%
6%
6%

é but the househc
for the subscription*

9%
13%
17%

No

Do not know

B2008
32007
02006

No response

Base: All (2179)
*Response option reworded for 2008

Figure 50
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Present and previous service providers

TeliaSonera still dominated the market with a 38%
market share, and there have been no marked
changes over the past three years. Com Hem and
Bredbandsbolaget both had a market share of 14%
in 2008, followed by Tele2 with 8% and Glocalnet
with 7%. Tele2 has gradually lost market share since
2002 from having had an 18% share of the market in
2002 to 8% at the present time. See the table
appendix for more information about other Internet
service providers.

The most common type of switch between Internet
service providers was from TeliaSonera to
Bredbandsbolaget; 27% stated that they had made
this switch. The percentage who switched from
TeliaSonera to another Internet service provider
increased by six percentage points to 23% between
2007 and 2008.

Which of the following Internet service
providers is currently most often used by
yourself/your household? (48)

38%
Telia 37%
36%

14%
13%
12%

Com Hem

14%
14%
15%

Bredbandsbolaget

Tele2

Glocalnet

14%
12%
15%

Other Internet service
provider

W2008

Do not know B2007

02006
No response

Base: Have an Internet subscription paid for by the household (1811)

Figure 51

Previous Internet service provider (%)

TeliaSonera -

Com Hem 20 (20)
Bredbandsbolaget 27 (29)
Tele2 16 (13)
Glocalnet 15 (22)
Other service providers 23 (17)
Do not know 0 (0)
No response 0 (0)
Total 100

40 (34)
14 (15)
16 (14)
7 (4)

5 (15)
17 (15)
0(1)
0(2)
100

Table 12: Present Internet service provider by previous Internet service provider (%). Base: Switched Internet service provider (478)
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Evaluation of present service providers

When respondents were asked to evaluate their
present Internet service provider, 77% agreed with
the statement that their service provider was well-
known and established in the market, which was the
same level as in 2007. A number of new response
options were added this year and the results of
these showed that 66% agreed with the statement
that their  service provider had good
coverage/availability where they lived, 55% agreed
that the transmission rate and quality met their
needs, whereas only 27% agreed that their service
provider's prices were low.

Compared with 2007, a larger percentage agreed
that their service providers had a short delivery time,
39% compared with 35%; also, 37% agreed that the
transmission rate corresponded to that promised,
which was a drop of four percentage points since
2007. The percentage who were generally satisfied
with their Internet service provider fell by three
percentage points and was 57% this year.

How accurate are the following
statements about your present Internet
service provider? (49) Percentage who
answered 4 or 5 on a scale where 1
represents 'Do not agree at all' and 5
represents 'Completely agree'

Well-known and

- p 75%
established in the market 74%

Has good 66%
coverage/availability
where | live*

Has a transmission rate
and quality that meet my
needs*

Bill that is easy to read
and understand

m2008
Had a short delivery time
32007
The transmission rate
corresponds to that
promised

02006

Efficient customer service

Prices are low*

Recommended by friends
or acquaintances

| am generally satisfied
with my Internet service 60%
provider 60%

Figure 52

&

Glocalnet received the best rating for price, where
39% agreed that the service provider's prices were
low (see Table 13 on the next page). TeliaSonera
received the lowest rating (only 16% agreed), which
undermined the overall result. Not surprisingly,
TeliaSonera was perceived as being well-known and
established in the market and having good
coverage/availability where the customers lived.

The percentage who agreed with statements about
Glocalnet also dropped for all statements posed in
2007. It received the worst rating of all service
providers for the statement that it had a short
delivery time, where only 20% of customers agreed,;
this is a drop of seven percentage points since the
previous year. On the other hand, Tele2's results
improved considerably as regards delivery times,
from 26% in 2007 to 40% in 2008.

Bredbandsbolaget was more characterised by its
transmission rate and quality meeting customers'
needs compared with other service providers.
Compared with other service providers, they had
also been recommended by friends or
acquaintances to a greater extent, and 64% of its
customers were generally satisfied. However, only
39% agreed that the transmission rate corresponded
to that promised, which was a drop of six percentage
points since the previous year.

Com Hem was characterised as being well-known
and established in the market, having good
coverage/availability where customers lived and
having a short delivery time. Its customers were also
more likely to feel that the transmission rate
corresponded to that promised compared to other
service providers.

However, over the past year, the percentage who
agreed that the transmission rate corresponded to
that promised dropped for all service providers, with
the exception of Tele2 where there was no marked
change. The percentage for Glocalnet fell by 13
percentage points and the percentage for
TeliaSonera fell by eight percentage points. This
may be a consequence of recent debate in the mass
media, where the question is whether consumers
actually receive the rate that they pay for.
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The percentage who were generally satisfied with their Internet service provider fell for all service providers
over the past year, with the exception of Bredbandsbolaget, which remained at the same level. Glocalnet
represented the biggest drop, by 17 percentage points.

TeliaSonera Tele2 Bredbands - Com Hem  Glocalnet Other
(n=685) bolaget
(n=146) (n=249) (n=250) (n=126) (n=355)

92 (92) 79 (79) 89 (87) 88 (88) 73 (73) 29 (24)

Has good coverage/availability

where | live 72 61 68 75 43 59
57 46 64 61 42 49

Bill that is easy to read and

understand y 51 (58) 54 (49) 55 (50) 58 (60) 47 (58) 47 (51)
40 (37) 40 (26) 36 (36) 47 (45) 20 (27) 38 (36)

The transmission rate

corresponds to that promised 37 (45) 33 (31) 39 (45) 41 (45) 26 (39) 37 (41)
41 (43) 35 (38) 42 (43) 35 (32) 30 (35) 33 (27)

Prices are low 16 35 35 34 39 33

21 (18) 19 (12) 25 (32) 19 (18) 12 (17) 18 (24)

I am generally satisfied with my

Internet service provider 62 (68) 51(56) 64 (63) 55 (60) 42.(59) 52 (60)

Table 13: Percentage who answered 4 or 5 to statements about their main Internet service provider on a scale of 1 to 5, where 1 represents 'Do not agree at
all'and 5 represents '‘Completely agree’ (%). Base: Have an Internet subscription paid for by the household (1811)
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Switching Internet service provider

This year's questionnaire asked whether the
household had switched Internet service provider
without any time restrictions. Thirty-one per cent
stated that they had switched service provider at
some point, of which 6% stated that they had
switched in the past six months. This was a drop of
four percentage points since 2007.

The main reason for switching among those who
had switched in the past six months was to reduce
the price of the subscription (32%), although this
percentage has dropped in recent years. Two years
ago, getting a higher rate was a strong reason, when
44% stated this, but this response option was only
chosen by 23% in 2008.

This was followed by because of moving house
(21%) and to get access to better services and/or
terms (19%).

The response options because of moving house, to
get mobile broadband (12%) and because | was
offered a good package were new for 2008 and may
explain why the percentage of respondents who
answered ‘'Other reason' fell from 26% in 2007 to
10% in 2008.

A small number of respondents (3%) compared with
2007 (14%) stated so that we only receive one bill
for the Internet and telephony and/or television as a
reason for switching.

Have you/Has your household switched
Internet service provider for the Internet
subscription that you usually use?* (50)

W2008
@2007

02006
é between six and

é more than twe
62%
Do not know

No response

Figure 53

Why has your household switched
Internet service provider? (51). Several
response options may be provided

32%
To reduce the price of the subscription 37%
44%

23%
To get a higher rate 28%

44%

21%
Because | moved house*

19%
22%
23%

To get access to better services and/or
terms

Because I/my household was dissatisfied
with the service provider that I/we previously
had

Because there were too many disruptions

and/or interruptions B2008

32007

To get better customer service
02006

To get mobile broadband*

Because | was offered a good package*

Because my tenant-owner association
procured its own Internet service provider

So that we only receive one bill for the
Internet and telephony and/or television
18%

To be able to get access to IPTV/broadband

television

In order to be able to get IP
telephony/telephony via broadband

Other reason 26%

Do not know

No response

Figure 54

© TNS Gallup 2008 39



Among those who switched Internet service provider
in the past six months, 76% stated that everything
went OK, of whom 58% stated that the connection
was quick and 18% that it took a long time. As last
year, 10% stated that their connection was faulty.

How did things work out when your
household switched Internet service
provider? (52) Several response options
may be provided

58%
53%
61%

Everything went OK and connection was
quick

18%
20%
25%

0,
10% m2008
The connection was faulty 10%
6% @2007

4%
The household lost money to the !I 02006

Everything went OK, but connection took
along time

0
previous service provider 4%
6%

4%
9%
3%

I/We ordered recently, and for this reason
have not been connected yet

1%
0%
1%

I/We ordered a long time ago, but have
still not been connected

3%

Do not know 7%
4%
| 2%
No response 1%

1%

Figure 55
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When asked whether there were any special
reasons for the household not having switched
Internet service provider, most (58%) stated that
they were satisfied with the household's present
service provider. This was followed by 16% who
stated that they had the same service provider for
telephony and/or television and did not wish to
switch for this reason.

This question cannot be compared with those of
past years, as the previous question was limited to a
switch within the last six months, as it was for the
corresponding question concerning mobile
subscriptions.

Are there any special reasons why you
have not/your household has not
switched Internet service provider? (53)
Several response options may be
provided

No, there are no special reasons

Satisfied with the household's present

0/
service provider 58%

Unwilling to switch subscription as I/we
have the same service provider for
telephony and/or television
Concerned that it will not work if | switch
service provider
Unwilling to switch owing to lock-in period
for present subscription
Unaware of alternative service
providers/insufficient information regarding
different service providers' services

My e-mail address will disappear if | switch
service provider

Because | received a(n) (advantageous)
package offer for the Internet, telephony
and/or television

Cannot have another service provider

No coverage for mobile broadband

Cannot switch as the telecommunications
exchange is full

m2008
Am against making a choice

Other reason
Do not know

No response

Figure 56



Type of Internet connection

Broadband is the most common means of
connecting to the Internet. Between 2007 and 2008,
the percentage of the Sweden population between
the ages of 16 and 75 with a broadband connection
rose from 68% to 74%. Use of ADSL/VDSL fell
slightly, although not significantly (from 50% to
47%). The percentage connected using an ordinary
modem has now fallen to 5%.

Mobile broadband was included as a new response
option in the 2008 questionnaire and 7% stated that
they used this type of connection; 5% of these
respondents only used mobile broadband and did
not have any other type of additional connection.
Mobile broadband was most common among the 21
to 30 and 51 to 75 age groups (8%), followed by
middle-aged people between the ages of 31 and 50
(6%), and mobile broadband was least common
among young people between the ages of 16 and 20
(4%).

Geographically, mobile broadband was slightly more
common in sparsely populated areas (9%) than in
big cities and smaller cities/towns (7%). If we look at
employment, we can see that those running their
own businesses were more likely to have mobile
broadband than other occupational categories
(12%).

How is your household currently
connected to the Internet? (54)

Broadba

é ADSL,
é LAN/f
é Cable telev
é Mobile br
Ordinary modem

Other way

No access to the Internet
Do not know

No response

Figure 57

&

Within the European Union, the average among
households with a broadband connection is much
lower compared with Sweden. This year, 36% of
households in the European Union had broadband
access. This was an increase of 13 percentage
points over two years (2006 to 2008). ADSL was the
most common form of connection within countries in
the European Union, with a figure of 29%.°

This year, there was a new question that asked
whether some other means of connecting to the
Internet was used to supplement the main Internet
connection. Around one in five stated that they used
another means of connection, of whom 9% used
fixed broadband and 8% used mobile broadband.
This means that a total of 14% used mobile
broadband, either as their main type of connection
or as a supplement. Among the youngest age group
(aged 16 to 20), one in three stated they had some
other means of connection, primarily fixed
broadband (17%) followed by mobile broadband
(10%).

Those who used mobile broadband as a supplement
mainly comprised households in big cities (11%)
compared with smaller cities/towns and sparsely
populated areas (approximately 5%). In terms of
age, there were no significant differences in use,
with the exception of the 61 to 75 age group, where
only 3% used mobile broadband as a supplement.
Two per cent used their mobile telephone as a
modem to supplement their main type of connection.

® Source: 'TNS E-Communications Household Survey', June
2008.

Do you/Does your household have any
other way of connecting to the Internet as
a complement to the form of connection
that the household usually uses? (55)

Broadba
é wired br m2008
é€ mobile b
Ordinary modem (dial-upé
Mobile telephone as aé
Other
No access to the Internet
No 60%

Do not know

No response

Figure 58
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Connection rate

The percentage who had Internet access of
between 2 and 9 Mbits in their household fell by
seven percentage points since 2007. However, it is
worth noting that this year's survey included the
response option ‘'connected using mobile
broadband', which may have had some impact on
the result. Furthermore, the percentage who did
not respond to the question and the percentage
who stated 'Do not know' were three percentage
points higher than last year. Among those with
mobile broadband, one in four stated that they did
not know what their rate was.

What rate (downstream) do you/does
your household have for Internet
access, according to the agreement
with your service provider?* (56)

Up to 2 Mbits

2 Mbits and
over ¢

é 2 Mbit
Mbits

w2008
@2007
02006
Do not know

No response

Figure 59

Reasons for choosing one's form of connection

Most households that paid for their own Internet
subscriptions stated that the primary reason for
choosing their form of connection to the Internet
was that it met their needs (39%). One in three
wanted a fixed connection, one in four wanted a
low cost and one in five stated that they used
Internet services that required a rapid transmission
rate.
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One in four men (25%) stated that they 'use

Internet services that require a rapid transmission

rate' as a reason for choosing their form of
connection, whereas the corresponding figure for

women was 15%.

Hardly surprisingly, mobile broadband users stated
that they wished to be mobile both at home and
outside the home (47%) as a reason for choosing

their form of connection to the Internet, but also
because they wanted a low cost (25%), it met their
needs (26%) and because they could not get

anything else (17%).

Why has your household chosen the
form of Internet connection that you
mainly use at the present time? (57)
Several response options may be
provided

Meets my needs 39%

Want a fixed connection

Want a low cost

Use Internet services that
require a rapid
transmission rate

Cannot get anything else

Received a package offer

including the Internet m2008

Use Internet services that
require high quality

Want to be mobile both
within and outside the
home
Recommendations from,
for instance,
friends/acquaintances

Other reason

Do not know

No response

Base: Have an Internet
subscription paid for by
the household (1811)

F Figure 60



Problems experienced

The percentage who had been affected by problems at
some time during the past six months when connected
to the Internet has fallen by six percentage points in the
past two years, predominantly the percentage affected
by SPAM (unsolicited e-mails), which fell from 46% to
38%. However, half still stated that they had been
affected by problems. SPAM (38%), viruses (24%)
and/or spyware (18%) in particular continued to be a
problem; see Figure 61 on the next page. Forty-three
per cent of the population aged between 16 and 20
stated that they had been affected by viruses, despite
the fact that 70% of those of the same age used an
antivirus program.

Have you/Has your household ever been
affected by the following problems during
the past six months when you were
connected to the Internet from the
computer usually used by the household?
(58) Several response options may be

provided
50%
Yes 56%
56%

46%
42%

é S P A Whsolicited e-mails

é Vi
é Spyw
é Other type of « 82008
@2007
I 1%
p } o
é Credit ¢ 802 02006
¢ Identity theft; i. 85“
personal information without permission 00/2
0%
é Other tyjp| 0%
1 1%

40%
33%
35%

No, | have not/my household has not been
affected by any of the above

Do not know

No response

Figure 61
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Measure s to protect computer s

Eighty-nine per cent had taken some type of
measure to protect the computer usually used by the
household; this is more or less the same percentage
as in 2007. The most common measures were
antivirus programs (67%) and firewalls (57%). One
in three updated their computer's operating system
and used the security package offered by their
Internet service provider. Only 13% regularly made
security copies of their computer's hard drive or of
their files. Generally speaking, households in big
cities and smaller cities/towns were more likely to
take measures to protect their computers than those
in sparsely populated areas; for example, 37% of
people in big cities updated their operating system
compared with 28% in sparsely populated areas.

Across the board, men were more likely to take such
measures than women; for instance, the percentage
who updated their operating system was 40%
among men compared with 27% among women.
Despite this, women were less likely to be affected
by problems than men.
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Among those who did not take any measures to

Have you/Has your household taken any protect their household's computer, around one in
measures to protect the computer usually four (23%) stated that it was because they did not
used by the household? (59) Several know how to do this, 22% that they had not thought
response options may be provided much about the risks and 22% that they used the

Internet so infrequently that there was no point.
Sixteen per cent considered that it was too
89% .
Yes, have taken a measure 88% expensive. Please. note 'that the number of
87% respondents for this question was low; only 78
people had not taken any measures.

I/We have an antivirus 67%
program with an update 69%
function that I/we use 70%

Why have you/Why has the household not
57% taken any measures to protect the
57% computer usually used by the household?
54% (60) Several response options may be
provided

I/We use a firewall

I/We ensure that the
computer's operating system
is updated

I/We do not know how to do this

I/We use the security package
offered by my Internet service

provider
I/We have not thought much about the risks
Have a protected wireless m2008
network that unauthorised
arties cannot access .
part B2007 I/We use the Internet so infrequently that we 45%
do not feel there is any point °
SPAM filter to prevent 02006

unsolicited e-mails
I/We use the Internet in such a way that the
level of risk is not very high

I/We use a logon function or
other identity verification for

the computer I/We find it too expensive

I/We make regular security 82008
copies of the computer's hard

drive or my files It is too complicated =2007

Have used PTS's program to
test the security level of my
computer

02006

The computer is owned by, for instance, an

employer or school which is responsible for
security

I/We use a function that
encrypts information in e-

mails to certain recipients Do not know

No, I/we have not taken any

measures No response

Base: Have not taken any measures (78)
Do not know

Figure 63
No response

Base: Have an Internet subscription paid for by the household
(1811)

Figure 62
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Evaluation of mobile broadband

When users of mobile broadband evaluated this
service, around half considered that it worked well
from home and one in three that it worked well
outside the home.

When asked whether they received the connection
rate they paid for, the results were divided. Twenty-
four per cent agreed, while 27% disagreed.

In the 31 to 40 age group, users were generally
more negatively inclined than other age groups; for
example, a full 51% disagreed with the statement
that they received the connection rate they paid for.

Almost one in five (18%) stated that they did not
know as regards whether they received the
connection rate they paid for and worked well
outside the home, which suggested that this was
more difficult to assess.

How accurate are the following
statements about your mobile
broadband? (61) Percentage who
answered 4 or 5 on a scale where 1
represents 'Do not agree at all'and 5
represents 'Completely agree’

Works well from home 51%

Always works

| am satisfied with the information that |
have received from my service provider
regarding my mobile broadband

Works well outside the home

| receive the connection rate | pay for

Figure 64

&

Switching from wired/fixed broadband to mobile
broadband

Twenty-four per cent of households that paid for
their own Internet subscriptions would consider
switching from wired/fixed broadband to only using
mobile broadband in the home, and 6% had already
made this switch.

Half would not consider making this switch. The
most common reasons were owing to the household
wanting wired/fixed broadband (19%) and owing to
the fact that the transmission capacity was lower
(19%). Twenty-seven per cent of the men compared
with 12% of the women, in addition to 30% of those
asked in the 16-30 age group, stated 'Because the
transmission capacity is lower' as a reason.

One in ten were concerned that the connection may
be broken; young people in particular between the
ages of 16 and 20 stated this as a reason (17%).
Furthermore, one in ten were unsure that it was
technically feasible. Seventeen per cent stated 'Do
not know' and consequently found it difficult to
respond to this question.

Would you ever consider switching from
wired/fixed broadband and only using
mobile broadband at home instead? (62)
Several response options may be
provided

No 49%

é because the trans
lower

é owing to the fact
wants wired/fixed broadband

é for anot

... am unsure that it is technically feasible

... because | am concerned that the
connection may be cut off

... there is no coverage

Do not know

No response m2008

Figure 65
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NON-RESPONSE ANALYSIS

The response frequency in this year's survey was 54%. This was a four percentage point improvement on last
year and means that the negative trend since 2005 has been broken. There may be several reasons for this;
for example, the questionnaire form has been revised and reworded and the respondents had the opportunity
to fill out the questionnaire via the Internet. In the opinion of TNS, these changes had a positive impact on the

response frequency.

Comparison between respondents via the Internet and

Just over one in four respondents filled out the
questionnaire via the Internet. This was done using
a link with an associated and unique ID number and
password in the information letter that was initially
sent out. Men were more likely to respond in this
way. Furthermore, it was clear that persons between
the ages of 16 and 30 were more likely to fill out the
questionnaire electronically. The situation was the
reverse for persons in the 61 to 75 age category,
where a larger percentage chose to respond using
the postal questionnaire.

In general, the survey results do not differ when
comparing those responding via the Internet and by
post. On the other hand, we can see certain natural
differences in terms of technical maturity and/or a
propensity to learn about new technology within
electronic communications. One example of this is
the fact that 43% of those who responded via the
Internet, compared with 30% of those who
responded by post, would consider switching from
traditional fixed telephony at home to IP/broadband
telephony (Question 24). Another example was that
76% of those who responded via the Internet,
compared with 61% who responded by post, still
used one or more of the content services available
via their mobile telephone (Question 37).
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by post

Furthermore, those who responded via the Internet
were more likely to have a broadband connection in
the home (Question 54). This percentage was 89%
compared with 69% of those who responded by
post. Moreover, the form of connection chosen
appeared to be related to the Internet services used.
A much higher percentage of those with a
broadband connection responded via the Internet
and also used Internet services that required a rapid
transmission rate compared with those who chose to
respond to the survey by post (Question 57).

It is also worth mentioning that Question 45 (do you

use the Internet?d was reworded in the web
questionnaire as 'How often do you use the
Internet?'

Response frequencies by age, county and place
of residence

The response frequency in the different age groups
varied slightly. As in previous years, it was the
highest among the oldest age groups (aged 56 to
75). The response frequency among the youngest
age group (aged 16 to 20) improved considerably.
The opportunity to fill out the survey via the Internet,
as described above, may have been an important
reason for this.



2008 2007 2006 2005 2004 2003 2002
Age

53 39 46 48 50 59 59

21-25

45 42 41 49 55 57 59

54 49 ) 53 56 61 55
31-35 57 48 57 54 51 65 57
47 44 48 55 52 62 54
47 48 55 52 52 57 56
51 52 51 ) 56 ) 61
51-55 56 52 57 59 60 58 55

63 56 55 60 56 61 58
61-65
years 61 58 60 66 63 63 63
65 59 60 68 57 72 61
7175 60 53 60 61 64 61 60

ears

54 50 53 57 56 61 58

Table 14: Response frequency by age (%)

&gallup
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The response frequency also varied slightly between the various counties. Gotland County had the highest
response frequency (67%) and Stockholm County had the lowest (48%). Most counties had a higher or similar
response frequency in this year's survey compared with 2007. The exceptions were Uppsala and Kronoberg,
which had a lower response frequency.

The response frequency was slightly higher in sparsely populated areas compared with the big cities
(Stockholm, Gothenburg and Malmé).

2008 2007 2006 2005 2004 2003 2002

County

Stockholm 48 49 52 54 50 60 53
Uppsala 50 58 49 64 54 66 66
Sddermanland 57 53 47 54 56 54 58
Ostergétland 54 52 53 62 60 59 60
Jonkoping 59 47 57 67 66 71 61
Kronoberg 49 61 46 42 64 60 80
Kalmar 57 40 60 55 59 66 60
Gotland 67 57 68 78 68 67 59
Blekinge 51 50 70 64 61 50 43
Skane 54 45 52 54 52 57 55
Halland 61 56 55 67 64 71 63
Vastra Gotaland 59 51 51 55 57 60 58
Varmland 50 54 51 56 56 63 57
Orebro 58 50 59 63 54 59 64
Vastmanland 50 52 59 54 57 65 53
Dalarna 50 40 59 52 60 64 60
Gavleborg Y4 45 52 56 47 47 65
Vasternorrland 57 45 58 62 56 64 47
Jamtland 65 61 54 63 49 67 73
Vasterbotten 62 47 57 60 57 68 65
Norrbotten 58 52 48 54 63 73 66
Total 54 50 53 57 56 61 58

Table 15: Response frequency by county (%)

2008 2007 2006 2005 2004 2003 2002
Place of residence
Sthim/G othenburg /Malmd 53 49 52 54 53 58 55
Small er cities/towns 56 50 54 58 57 63 60
Sparsely populated areas 57 51 52 58 59 64 61
Total 54 50 53 57 56 61 58

Table 16: Response frequency by place of residence (based on H Region) (%)
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Non-response factors

When the data was being collected, a non-response
analysis was conducted in conjunction with the final
telephone reminder. The table below shows the
various reasons for failing to respond that came to
light during this telephone reminder and other
reasons that TNS became aware of during the data
collection period.

Common reasons included individuals being of the

opinion that they did not have the time or them quite
simply refusing to fill out the questionnaire.

Gross sample, number

Net sample, number

Web

Total number of responses received

No time

!

Refusal on the basis of principles

Disapproved of the purpose of the
survey

[ee]

lliness

!

Language difficulties

w
S

Addressee unknown
Total number of non -respondents 1821
54%

Table 17: Reasons for failure to respond in 2008
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