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Appendix 2

Q9 May 2002 residential questionnaire: fixed telecoms
guestions

Q1. Do you have afixed line phone in your home? SINGLE CODE

Yes 1 GO TO Q2a
No 2 GO TO Q15
Refused 3 GO TO Q15

ASK ONLY THOSE ON THE TELEPHONE

Q2a. How many companies provide your household with telephone services? Please do not
count mobile phone companies. SINGLE CODE

One

Two

Three or more

Don’t know/no answer

AIW|IN| P

ASK ONLY THOSE ON THE TELEPHONE
Q2b. And are you the person responsible for the fixed line telephone decisions in your

household?
Yes 1
No 2
Refused 3

ASK ONLY THOSE ON THE TELEPHONE

Q3. SHOWCARD B Which of these types of companies on this card do you/your household
use for your home fixed line telephone services? If you use more than one fixed line
supplier, please let me know what type of company each supplier is. Please do not
count mobile phone companies. MULTICODE

BT 1

Cable 2

Someone else not BT or Cable 3
(WRITE IN)

Don’'t know/no answer 4

ASK ONLY THOSE ON THE TELEPHONE
Q4. SHOWCARD C How satisfied are you with the following? SINGLE CODE

Very Fairly Not very  Not at all Don't
satisfied  satisfied  satisfied  satisfied  know/no
answer
a) Your fixed line telephone 1 2 3 4 5
service overall
b) Reliability of your fixed line 1 2 3 4 5
telephone service
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C) Overall value for money from
your fixed line telephone
service

ASK ONLY THOSE ON THE TELEPHONE
Q5.

Are you aware of Indirect Access Operators? These are companies which offer

telecoms services using the line already in your home. You usually enter a short code
before you dial the number you wish to call. Alternatively, you may have a box
attached to your phone, which does this for you. SINGLE CODE

Yes 1 GO TO Q6
No 2 GO TO Q8
Don’t know/no answer 3 GO TO Q8

IF AWARE OF INDIRECT ACCESS OPERATORS (Q5 code 1)

Q6 And do you use any of these companies? SINGLE CODE
Yes 1 GO TO Q7
No 2 GO TO Q8
Don’'t know/no answer 3 GO TO Q8

ASK ONLY THOSE WHO USE INDIRECT ACCESS OPERATORS AT (Q6 code 1)

Q7 SHOWCARD D Which types of calls do you use your Indirect Access operator for?
MULTICODE
International calls 1
National calls 2
Local calls 3
Mobile calls 4
Internet calls/usage 5
Business/work related calls 6
All calls SINGLE CODE ONLY 7
SINGLE CODE
ONLY
Other (WRITE IN) 8
Don’t know/no answer 9

ASK ONLY THOSE ON THE TELEPHONE
Q8

Are you aware that BT's line rental includes a certain amount of free calls? SINGLE

CODE
Yes 1 IF Q6 CODE 1, Q7 NOT CODE
7,& Q8 CODE 1,
THEN GO TO Q9
OTHERWISE GO TO Q10
No 2 GO TO Q10
Don’t know/no answer 3 GO TO Q10

ASK ONLY THOSE USING INDIRECT ACCESS (Q6 code 1) AND WHO DO NOT USE INDIRECT
ACCESS FOR ALL CALLS (NOT Q7 code 7) AND AWARE OF BT'S FREE CALLS (Q8 code 1)

Qo.

SHOWCARD E Which of these best describes how you use your Indirect Access

supplier and the free calls included with BT’s line rental? SINGLE CODE
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A | use the BT free call allowance 1
then switch to an Indirect Access
operator for all other calls

B | use the BT free call allowance 2
then switch to an Indirect Access
operator for certain calls

C | do not take the BT free call 3
allowance into account when |

choose to use BT or an Indirect

Access operator

D | sometimes use BT to make use 4
of the free calls and forget at
other times
E | never use BT 5
Other (WRITE IN) 6
Don’t know/no answer 7

ASK ONLY THOSE ON THE TELEPHONE
Q10. Apart from when you have moved house, have you ever changed the supplier which
provides your home fixed-line telephone service? IF YES, ASK: When was this?

SINGLE CODE
Yes — inthe last 12 months 1 GO TO Q11
Yes — 1 to 6 years ago 2 GO TO Q11
Yes — more than 6 years ago 3 GO TO Q11
No — never changed supplier 4 GOTOQ14
Don’'t know/no answer 5 GOTOQ 14

ASK ONLY THOSE WHO HAVE CHANGED SUPPLIER (Q10 codes1-3)
Q11. And when you changed the supplier which provides your fixed-line home telephone
service, did you change your phone number or did you keep your original number?

SINGLE CODE
Changed phone number 1 GO TO Q12
Kept original number 2 GO TO Q14
Don’t know/no answer 3 GO TO Q14

ASK THOSE CHANGED NUMBER (Q11 code 1)
Q12. Did you ask to keep your original number? SINGLE CODE

Yes 1
No 2
Don't know 3

ASK THOSE CHANGED NUMBER
Q13. Why did you change your home telephone number? DO NOT PROMPT, PROBE FOR
ALL ANSWERS, MULTICODE

ASK ONLY THOSE ON THE TELEPHONE
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Q14. Approximately how much would you estimate your TOTAL household spend per
quarter on telecoms services is for all telecoms suppliers used (including line rental,
any other charges and VAT) but EXCLUDING mobile phone costs? SINGLE CODE —

PROMPT IF NECESSARY

Up to £30

£31-£50

£51-£70

£71-£100

£101-£150

£151-£200

£201-£300

More than £300

Don’t know/no answer

OO (N0 WIN|F

ASK ALL

Q15. How often do you call directory enquiries from any phone, fixed or mobile? SINGLE

CODE

Daily

At least - once a week

At least - once a month

Atleast- once a year

Less frequently than once a year

Never

Don’t know/no answer

N OO IWIN|EF

ASK ALL

Q16. Recently plans have been announced to introduce new numbers for directory enquiry
services. Before now, were you aware of this? SINGLE CODE

Yes 1 GO TO Q17
No 2 GO TO Q18
Don’'t know/no answer 3 GO TOQ18

ASK IF AWARE THAT NEW DIRECTORY ENQUIRIES NUMBERS ARE BEING INTRODUCED (Q16

code 1)

Q17. Do you know what the new numbers will be for directory enquiries?

DO NOT PROMPT, SINGLE CODE

Yes — 118 (xxx) any mention of 1
this

Yes — Other number mentioned 2

No 3

Don’t know/no answer 4

ASK ALL

Q18. Oncethese new numbers are introduced, the national 192 and international 153
Directory Enquiries numbers will be withdrawn from service. Before now, were you

aware of this? SINGLE CODE

Yes

1 GO TO Q19

No

N

GOTO Q20

Don’t know/no answer

3 GO TOQ20




ASK ONLY IF AWARE THAT 192/153 WILL BE WITHDRAWN (Q18 code 1)
Q19. Do you know when these numbers (192/153) will be withdrawn from service?
DO NOT PROMPT SINGLE CODE

Autumn / October 2002
Summer / August 2003
This year
Next year
In 2 years time
Other (WRITE IN)

AR WIN|F

Don't know/no answer 7






