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Section 1:
Purpose & Methodology



Purpose & Methodology

MALTA COMMUNICATIONS AUTHORITY

EMCS Ltd carried out the survey between January and February 2019 on behalf of the MCA

e Interviews were carried out by * Sample size was representatively * 390 net respondents ( Main
telephone lasting around 20 distributed across 7 predefined Sample — Microenterprises plus)
minutes industries of the business sector in e 156 net respondents (Boosted

Malta (SOUI"CGZ NACE Codes) Sample — SMEs and Large

e The survey respondents were enterprises)
chosen randomly from the Yellow * The interviews were carried out with
Pages Directory businesses that have been randomly e Any refusals / incomplete surveys

selected on the basis of this distribution were re-allocated to achieve net

e |nterviews on behalf of the samples of at least 390 and 156
organisation were carried out with * To capture more qualitative information interviewees
those responsible for mail items on medium to large sized businesses, e Margin of error +/-4.21% at 95%
within the business the 10— 49 and 50+ employee confidence interval

categories were boosted



Responses Distribution
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How many people does your company employ ?
Main Sample ( Micros plus) - 390

4% 3% 0% 1%

25%

M 10-49 impjegati / 10-49 employees9(§%all enterprise)
m 10-49 impjegati / 10-49 employees (small enterprise)
250+ impjegati / 250+ employees (large enterprise)
m 50 - 249 impjegati / 50 - 249 employees (medium-sized enterprise) o ) ) )
50 - 249 impjegati / 50 - 249 employees (medium-sized enterprise)

250+ impjegati / 250+ employees (large enterprise) W sa 9 impjegati / up to 9 employees (micro enterprise)
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Section 2:
Main Sample : (mainly Microenterprises)
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Section 2.1:

Product sales over the internet



Sales over the internet - Businesses

MALTA COMMUNICATIONS AUTHORITY

Sample size - 390 Sample size - 22
Does your company sell products/services over the
internet? Mention three main destinations abroad where the organisation sells its
roducts or services
%, 8% i

90%
82%

80%
70% 64%
60%
50% 45%
40%
32%
87% 30% 25%
0 18%
20% 14%
Iva - barra minn Malta biss / Yes - abroad only L% 9% 9%
m |va - f'Malta biss / Yes - Malta only l . .
0%

m lva - kemm f'Malta kif ukoll barra minn Malta / Yes - both Malta & abroad

United Italy France Germany  Australia Spain  Netherlands  Turkey Other
mle/No Kingdom

12% of businesses sell products over the internet, with 4% indicating to sell both locally and overseas.




MALTA COMMUNICATIONS AUTHORITY

Section 2.2:
Addressed Letter Mail



Expenditure on Addressed Letters — Businesses (1)
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Sample size - 390

What is the average amount of money spent by your company on posting articles during Previous study results

the past 12 month? are indicated in the |:|

30% 28% and relate to 2017
25%

20%

7%

8% ‘ | 6%
10% 9% 8% -
5

0% I

€>5-10 €>10-20 €>20-30 € >30-50 €>50-100 €£>100-250 €>250-500 €>500 Ma nafx /
Don't know

15

X

3%

10%

16% ‘ 4% ‘ ‘ 9% ‘ ‘ 10%

X

9% of businesses claim to spend less than €5 a year on addressed letters. In 2017 this stood at 16%. The

amount of businesses that spend less that €50 has decreased since the last study (now 36%, in 2017 this
stood at 45%.)




Expenditure on Addressed Letters — Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

. i . . . Sample size - 390
Do you consider that this financial outlay on posting articles

(during the past 12 months) as being significant for your
company?

40% of businesses were not able to indicate whether
40% the financial outlay on postal articles was significant or

not for their entity.

25% of businesses did however consider the financial

outlay on posting articles to be significant.

mlva/Yes mle/No Ma nafx / Don't know



Activity of Postal Services — Businesses (1)
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Sample size is 390 Sample size is 390
Can you tell me if the number of addressed letters What type of addressed letters did your organisation RECEIVE over the
(not unaddressed/junk mail) RECEIVED by the past 12 months- (Tick all that apply, beginning with the category of letter
organisation each week has increased, decreased or mail which is most often received)
remained the same over the past twelve months? 90% 82%
30% Respondents could provide
7% 70% multiple responses

60%

Er

50% 241% 43% 0%
40%
30% 23%
20%
10% 1%
In 2017: -
Don’t o )
Know 12% 68% Bills/statements Correspondence Personal Correspondence Addressed Other
from businesses communications from government  advertising
(medical, legal, (e.g. letters, (e.g. tax, social  material (direct
insurance, etc.) greeting cards,  security, etc.) marketing)
mIncreased m Remained the same Decreased invitations)

The majority of businesses claim to have received the same volume of addressed letters over the past 12 months. 82% of respondents

cited bills/ statements as the most common type of addressed letters received.
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Sample size is 390

Activity of Postal Services — Businesses (2)

Did the number of addressed letters (not unaddressed/junk mail)
SENT by your organisation increase, decrease or remain the same

In 2017: Don’t
Know : 19%

over the past twelve months?

_

21%

\ a7

27%_/

m Increased m Remained the same
= Didn't send mail Decreased

47% of respondents indicated to have sent the same

volume of addressed letters over the past 12 months. A
total of 27% indicated not to send addressed letters.
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Sample size — 21

Respondents could provide
multiple responses

What are the main reasons for the INCREASE in the
number of addressed letters sent by the

organisation-
40%

60%

55%
50%
30%
30%
20% o
- . -
0% |
Marketing Printed bills More clients Other
campaigns

Activity of Postal Services — Businesses (3)

80%

70%

60%

50%

40%

30%

20%

10%

0%

Sample size — 81

Respondents could provide
multiple responses

What are the main reasons for the DECREASE in the number of addressed letters sent by

the organisation?

62%

22%
9%

16%
7%
m =

Use of voice Messaging Online payment  Usage of Social eBusiness Other
communications  services ( e.g. facilities Media (e.g. solutions (e.g.
(Fixed / SMS, Messenger, Facebook) electronic billing,
MobileTelephone)  WhatsApp) complaint

handling, etc)
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Sample size — 282

80%

70%

60%

50%

40%

30%

20%

10%

0%

Respondents could provide
multiple responses

What type of addressed letters did your organisation send over
the past twelve months? (Tick all that apply, beginning with the
type most frequently sent)

71%
49% 50%
41%
Bill payments  Correspondence Correspondence Correspondence Other

with customers with other with government
businesses (legal, (e.g. tax, social
insurance, etc.) security, etc.)

Activity of Postal Services — Businesses (4)

The majority of businesses (71%) indicated to
have sent bill payments. Correspondence was

also mentioned by half the businesses (both with
customers and other businesses).




Activity of Postal Services — Businesses (5)

MALTA COMMUNICATIONS AUTHORITY

Sample size — 283

What is the most convenient time of the day (Monday to Saturday)
for your organisation to post a letter in a Maltapost post-box? (Tick
one)

17%

33% of businesses indicated that the most
convenient time for them to post a letter was after

5.30pm and before 7pm. After 7am and before
12.30pm ranked second with 28% responses.

33%/

= After 7am and before 12:30 pm m After 12:30 pm and before 5:30pm

m After 5:30 pm and before 7 pm After 7 pm and before 7 am
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88% of businesses
write down the post-
code when sending a
postal article (though

not necessarily
always).

In 2017 80% indicated
to do so.

Awareness on Post-code — Businesses (1)

Sample Size — 283

Does the organisation write the post-code when sending a letter?

20%

12%

46%

36%

M Yes, always M Yes, sometimes Yes, rarely ®No



Awareness on Post-code — Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample size - 283

Is your organisaiton aware that there is a post-code finder on MaltaPost's
website?

2017

57% of businesses are
aware of the post-code

finder available on the
MaltaPost’'s website.

mYes mNo Not sure
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68 % of businesses would use
non-postal alternatives if the
price of a 509 letter were to
increase.

While the percentage of non
postal alternatives increased
in 2019 when compared with
2017, the ‘No’ respondents
remained unaltered (32%).

70%

60%

50%

40%

30%

20%

10%

0%

Price Analysis: Substitution to Non-Postal Alternatives -

Businesses
Sample Size — 283

Respondents could provide
multiple responses

If the price of a 50g addressed letter were to increase by 5-10% (e.g. from 26¢
to 29c¢) would your organisation consider switching to non-postal alternatives?

61%
45%
32%329
299% ©32%

18% 17%
I 13%

4%

0, 2% 0 4ty 0, 0, I
- 0/) — -_0 O%J 0/)
Yes - email Yes - voice Yes - Usage of Yes - SMS, Yes - other No Don't know

communication online platforms  WhatsApp,
services (fixed (inc. payment Messenger, etc
telephone / facilities)
mobile)

m 2019 m2017
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Sample size - 283

Has the organisation sent a letter using other
operators (i.e. excluding MaltaPost) over the past

12 months?
100% 94%
90%
80%
70%
60%
50%
40%
30%
20%
10% 4% 1% 1%
0% _—
No Yes - DHL Yes - TNT Yes - UPS

Operators used - Businesses

Sample size - 16

How often did the organisation send an addressed letter
using other operators besides MaltaPost over the past 12
months? (Tick one)

13%

6%

m Every week m Once every month = Once every 6 months ® Once ayear © Other

The majority of businesses do not use other operators to send letters. Those that do, generally send letters using such operators once a

month or more often (63%). The main reasons given for opting for such operators being: more reliable (56%), more secure (44%), faster

(38%) , cheaper (25%) and easily accessible (25%).
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51% of businesses
believe that a letter
should be delivered by
the next day (58% in

2017), while 46%
indicated within two days
(31% in 2017).

Collection and Delivery of Letters - Businesses (1)

Sample size - 390

What, in your opinion, is an acceptable lead-time (in days)
from date of posting a letter to actual delivery?

2017

=

m Next day 2 days 3days m4days m5days mDon't Know
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25% would opt for the
cheaper option while a
further 51% indicated

“‘depends on the urgency”. A
total of 24% indicated ‘no’.
In 2017 those indicating ‘no’
stood at 34%.

Collection and Delivery of Letters - Businesses (2)

Sample Size — 390

Would you prefer a postal service that is
cheaper/discounted for deferred delivery, whereby your
postal article is then delivered after 3 days instead of next
day?

2017

m Yes No = Depending on urgency Don't know



Collection and Delivery of letters - Businesses (3)

Sample Size — 390

If MaltaPost delivered mail 5 days a week, instead of 6, would Would your organisation consider it reasonable if prices were
your organisation find it to be: to increase in order to maintain the current 6 day (Monday to
Saturday) frequency of delivery?

33%
47%

10% 63%

9%

m Acceptable ® A minor inconvenience
m A major inconvenience Inconvenient but workable m Yes = No

47% of businesses felt that a 5-day week delivery of postal services would be acceptable. A further 33%

indicated that though inconvenient, such a situation was workable. 63% of businesses would not however,
consider an increase in price reasonable in order to maintain the current 6-day frequency of delivery




Section 2.3:
Parcel Post
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Delivery of Parcels - Businesses (1)

Total sample size - 390

Can you tell me if the number of addressed parcels (not unaddressed / junk mail)
received by the organisation each week has increased, decreased or remained the
same over the past twelve months?

Sample size - 160

)\
59% of businesses do not [ \

receive parcels in the past 12 64% 220
months (42% in 2017). This

increased when compared to

2017 (then 42%).

Of the respondents who

received parcels, the majority 27%

64% claimed to have received 17%
the same number of parcels in I 9% 10%

the past 12 months while 17% >%

- o |l

claimed to have received more
parcels. Increased Remained the Decreased Don't know
same

m 2019 m2017

59%

42%

We don't
receive parcels



MALTA COMMUNICATIONS AUTHORITY

Sample Size — 160

Is the organisation aware of the availability of parcel lockers in some
parts of Malta?

m Yes, but do not use the service  ® Yes, and we use the service = No

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Delivery of Parcels - Businesses (3)

Sample Size — 160

Respondents could provide
multiple responses

How does your organisation prefer to receive parcels?

79%
24%
17%
4%
l . 1%
||
Have the parcel Pick up the parcel Pick up the parcel Collect from a Other

from the head
office/depot
myself

delivered on the from the closest
address indicated post office

parcel locker
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Sample Size — 160

80%

70%

60%

50%

40%

30%

20%

10%

0%

In the last 12 months, has your organisation used any of the
following 'postal article forwarding services' when
purchasing online?

76%
16%
9%
| —
SendOn by ShipLowCost You Shop We Box Notch No
Maltapost Ship

MaltaPost’s Parcel Service - Businesses (1)

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Sample Size — 42

Why did your organisation make use of such services?

81%

Vendor did not deliver
goods to Malta

Respondents could provide
multiple responses

19%
14%

Service offered more Cheaper than delivery
flexible delivery options option offered by vendor

than delivery options

offered by the vendor



MaltaPost’s Parcel Service - Businesses (2)

How often did the company send a parcel using MaltaPost’s service within the last 12 months?

Sample Size — 77

Respondents could provide
multiple responses

Sample Size — 390

Has your organisation sent a parcel using
MaltaPost's service within the last 12 months?

Were the parcels sent through MaltaPost by the organisation during
the past 12 months domestic (Malta - Malta) or were they sent to a

90% foreign destination
80% &
80% 70%
) 0,
70% 60% 56% 58%
60%
50%
50%
40%
40%
30%
30%
20% 20%
0, 7% 0,
10% 9 9 10%
2% 4% >% 2% 4% 1% 0% 1% 4%
P — - [ H — °
0 0%
Once a year Once every Once every Once every  Other No In Malta Within North South Asia Africa Australia
week  sixmonths  month Europe  America (USA, America

Canada, etc)



MaltaPost’s Parcel Service - Businesses (3)
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Sample Size — 43

50%

How reasonable do you find the price of MaltaPost's How reasonable do you find the price of MaltaPost's outgoing
domestic (Malta-to-Malta) parcel e? (i.e. to foreign destinations) parcel service?

o 50%
Don’t M 50%

10/
know 10% 35%

40%
30%
19% 23%
5

13%
3% 10%

w
xR

7%
2%

10%

| 0%
1 2 3 4 1 2 3 4 5
Not reasonable — Extremely Not reasonable — Extremely
at all reasonable at all reasonable

79% of respondents who sent domestic parcels with MaltaPost are satisfied with the price of this service. This

represents an increase in satisfaction over 2017 (then 65%). 73% of respondents who sent cross-border
parcels with MaltaPost are satisfied with the price of this service. An increase of 20% over 2017.




Alternative Postal Operators - Businesses (1)
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Sample Size — 390 Sample Size — 66
Has the organisation sent a parcel using other operators (i.e. How often did the organisation send a parcel using other
excluding MaltaPost) within the last 12 month operators (excluding MaltaPost) within the last 12 months

17%

™~

83% 17%

T 9%

= No mYes m Once every week m Once every month = Once every six months ® Once ayear  Other
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Sample Size — 66 Respondents could provide

70%

60%

50%

40%

30%

20%

10%

0%

multiple responses

Were the parcels sent by the organisation using operators
(other than MaltaPost) during the past 12 months ‘domestic’
(Malta-Malta) or sent to another destination

58%
42%
8% 8%
. 3% . 3% 3% 2%
| [ | | -
In Malta Within North South Asia Africa  Australia  Other
Europe  America America countries

40%

35%

30%

25%

20%

15%

10%

5%

0%

Alternative Postal Operators — Businesses (2)

Sample Size — 66

Respondents could provide
multiple responses

Why did you use the Parcel post services of other

operators?
35%
° 33%
27%
20%
11%
8%
More reliable  Cheaper Faster More secure Easily Other
accessible

A higher percentage of parcels were sent to countries within Europe (58%) than in Malta (42%).



Section 2.4:
Registered Mail



MALTA COMMUNICATIONS AUTHORITY MaltaPost’s Registered Mail Service (1)

Has the organisation sent registered mail using MaltaPost over the ~ S@mple Size =390

past 12 months?

2017

57% of businesses
sent registered mail

over the past 12
months. In 2017 this
stood at 46%.

o

m Once every week Once amonth  m Once every 6 months Onceayear mNo mOther




MaltaPost’s Registered Mail Service (2)

Sample Size — 222

How do you find the price of MaltaPost's registered mail service?

60%

81% of businesses

56%

50% perceive MaltaPost’s
registered letter mail
tariffs to be reasonable.
A slight increase over
2017 (then 76%).

50%

40% 20%

31%
30%
17%

The proportion of
businesses who perceive
registered mail tariffs as
being unreasonable has
decreased from 7% in
2017 to 4% in 2019.

20% 16%

3% 4%
10%
4%

0% —_—

o
X
-1
-l
- I
4 ___Hil

Not reasonable Extremely

atall reasonable

|
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MaltaPost’s Registered Mail Service (3)

If MaltaPost made one delivery attempt instead of two for delivering registered
mail to your premises, would your organisation find it to be :

17%

23%

m Acceptable m Inconvenient but workable

Makes no difference

24%

A minor inconvenience ® A major inconvenience

Sample size - 390

17% of businesses would
find it acceptable if
MaltaPost made one

delivery attempt instead of
two for delivering registered
mail.




Section 2.5:
Bulk Mail



Bulk Mail - Businesses

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 390 Sample Size — 22
Does your organisation make use of the bulk mail service How do you find the price of MaltaPost's bulk mail service?
provided by MaltaPost? 5% 1%
0
100% 94% 20% 36%

90% _—
80%

30%
70%
60% 25%
50% 20%

0,
40% 15% 14%
30% 10%
20% 5 5% 5%
10% 4%
o 2% o 1l
0% | —
1 2 3 4 5
Yes, but less than 750 Yes, but 750 addressed No
addressed letters are sent letters or more are sent per Not reasonable Extremely
per year using the bulk mail  year using the bulk mail at all — reasonable
service. service.

The majority of entities do not make use of bulk mail. Among businesses that do make use of MaltaPost’s bulk

mail service, 77% are satisfied with the service offering.



Section 2.6:
MaltaPost’s Website and Offices Services



MaltaPost’s Website - Businesses

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 390

Respondents could provide

What are the main reasons for using MaltaPost’s website? multiple responses
60%
49%
50% ;
44% 44%o0f businesses do not use
a0% MaltaPost’s website(49% in
S5 2017). Among those that

0% 26% — do/did, ‘search for post codes’

22% was the primary reason for
20% 18% using MaltaPost’s website

13%, .,
o (30%).
10% %
5%
3% 3%
1% 0,
. Hm [] [ II m o
Searching for Searching for Searching for  Tracking Prices of Tracking  Other reason Do not use

a nearby information  post codes parcels postal postal articles  (please MaltaPost's

letterbox, about its services specify) website

post office products

m2019 m2017



Post Office Services - Businesses (1)
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Sample Size — 390

Has the organisation made use of the post office in the last 12 months?

A total of 79% of businesses
indicated to have used the

post office at one point or -

another over the past 12
months. This is an increase >%
over 2017 when 51% had
indicated to have done so.

9%

m Yes, every week m Yes, every month Yes, every quarter Yes, every 6 months Yes, once m No



Post Office Services - Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 307

Respondents could provide
multiple responses

Which services did the organisation make use of when visiting the postal office?

60% 55%

50%
40% 38% ‘0%
? 35% 35%
30% 28%
20% 17% 16%
10% 7%
[]
0% [

Post letters Buy stamps Send parcels  Collect parcels Pay bills Cash cheques Collect Send registered Deposit money Other reasons
registered letters
letters

The main reason why businesses visit the post office is to post letters (55%).
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45%

40%

35%

30%

25%

20%

15%

10%

5%

0%

Sample Size — 307

How reasonable does the organisation find the waiting time at the post
office?

52%
41%

15%

26%

25%

19%

6%
3%

8%
6%

w-

5
Not reasonable Extremely
atall reasonable

Post Office Services - Businesses (3)

67% of businesses
are happy with the

waiting time (67%
in 2017).
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Sample Size - 17

45%

40%

35%

30%

25%

15%

10%

5%

0%

How useful does the organisation find the business reply service
provided by MaltaPost?

41%

35%

18%

6%

2 3

1 4 5

Not Useful at Extremely

All — Useful

Post Office Services - Businesses (4)

A total of 17entities
indicated to use

this service. Of
these, 76% (13)

found MaltaPost’s
business reply
service as useful.




Contact & Complaint Issues - Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

) Sample Size — 55
Sample Size — 307

In the last 12 months did your organisation contact Why did the organisation contact MaltaPost?
MaltaPost? 70% E5m

60%
50%
40%

30%
18%
20%
13%

10%

0%
To ask about the status of my To ask about information about  To make a complaint (with

parcel MaltaPost's products and regard to a postal service)
m Yes = No services



Contact & Complaint Issues — Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 32

Respondents could provide
multiple responses

What were the reasons for the organisation's complaint(s)?

60%

50% 48%

41%
0% 349
31%

30%
20% 16% 169

’ 13%13% &
10% 6% 6% II I o 6% o o 39 6% 6% 6%

0 0 0 0
0, 0, 0, 0, 0,

o m 0% W o -. - 0% i} 0% i} 0% i}

Delay in receiving  Loss of mail  Damage to postal Re-direction of Misdelivery Post office Registered mail  Behaviour and Post office Lack of access to Lack of access to Other
mail article postal articles (posted to the  opening/closing competence of counter service customerinfo  postal services
wrong address) hours postal personnel  waiting time

m2019 m2017

The two main complaints made by businesses were ‘loss of mail’ (41%) and ‘delay in

receiving mail’ (34%)



Contact & Complaint Issues — Businesses (3)

MALTA COMMUNICATIONS AUTHORITY ‘

Sample Size — 32

How satisfied was the organisation with the way the

|2 | complaint was dealt with?
6%
45% 41%
40%
35% 31%
30%
20% 19%
15% - 13%
9%
10% 6% ’
o ]
1 2 3 4 5
Not at all Extremely
satisfied satisfied

44% of businesses that made a formal complaint with MaltaPost were satisfied or highly satisfied with the way

their complaint had been handled [12% in 2017]. The percentage of businesses that were dissatisfied increased
too, but to a lower extent (now standing at 47%, then 41%).




Overall Satisfaction with MaltaPost Services -
MALTA COMMUNICATIONS AUTHORITY B us i n esses

Sample Size — 390

What does the organisation think of the overall quality of postal services provided

by MaltaPost?

50%

45%
45%
0,
35% 31%
25%
19%
20%
0,
15% 2%
10% 1%
()
. 1o 3%
0%
1 2 3 4 5

Not at all Extremely satisfied
satisfied —

76% of businesses perceive the overall quality of postal services provided by

MaltaPost to be good or very good. Results are slightly lower than in 2017 (then 83%).



Highlights



Main Highlights (1)

MALTA COMMUNICATIONS AUTHORITY

The majority of respondents ( 28%) were not aware of their expenditure on postal services. Respondents
who gave an answer tended to spend within the lower brackets, with the majority (48%) claiming to have

spent €100 or less in the twelve months preceding the survey.

Of those respondents who claimed to have sent more letters cited reasons such as marketing

campaigns (52%) and printed bills (29%)as the cause.

The majority (72%) pointed to email as the reason for sending fewer letters, followed by use of voice

communications (62%) and messaging services (28%).

68% of businesses would opt for non-postal alternatives if the price of a 509 letter were to increase (by 5%
- 10%).



Main Highlights (2)

MALTA COMMUNICATIONS AUTHORITY

« Participants were also asked about what lead-time (in days) from the date of posting a letter to actual delivery

they would find acceptable. 51% of respondents claimed that they would find next day delivery acceptable.

* 47% of respondents claimed that they would find a 5-day delivery week acceptable.

* 79% of respondents claimed to have visited a post office in the 12 months preceding the survey. The main

reasons for visiting the post office were; to send letters and send registered letters (55% and 40% respectively).

+ 8% of respondents claimed to have made a complaint with MaltaPost. Complaints mainly related to loss of

(48%) and delay in receiving mail (34%).



Section 3:
Booster Sample: Small, Medium & Large Size
Businesses



Purpose & Methodology

MALTA COMMUNICATIONS AUTHORITY

EMCS Ltd carried out the survey between January and February 2019 on behalf of the MCA

e Interviews were carried out by * Sample size was representatively e 156 respondents
telephone lasting around 20 distributed across 7 predefined
minutes industries of the business sector in e Any refusals / incomplete surveys
Malta (Source: NACE Codes) were re-allocated to achieve a net
* The survey respondents were sample of at least 156
chosen randomly from the Yellow * The interviews were carried out with interviewees
Pages Directory businesses that have been randomly

selected on the basis of this distribution

¢ Interviews on behalf of the

organisation were carried out with * To capture more qualitative information
those responsible for mail items on medium to large sized businesses,
within the business the 10— 49 and 50+ employee

categories were boosted



Responses Distribution

MALTA COMMUNICATIONS AUTHORITY

Sample size — 156

How many people does your company employ? Indicate the industry in which your business operates?
25% 5
4% 23%
20%
25%
15%
15%
10%
10% 8% 8% 8%
7%
49
5% 3% . 4% 3%
1% I I 2% 1% I 1%
0% . . . -
o . & Q> N\ © o & < . oo A e <
3§ RY \\_\&e \é\o K (’}\O . &\o 3 & A\;\{&\e ,@"\Q O&e -\A{& 3§ Y Q\"o& § & @o&o
NN ¥ ¢ & N € & & &
Y & S s © & & & & <& & @ & Q’b\‘
b"‘?} & R 5 & 7}& S & zé\o \z&e‘ \<&x q}\o(\ ¢
. . ) . & O X A 13 X 2
m 10-49 impjegati / 10-49 employees (small enterprise) S‘oo QQO & Qb\ bto°° O&OQ Qob t}0"’ ¢ %Qo‘ ,\@b
o AR a7 N & S S N
m 50 - 249 impjegati / 50 - 249 employees (medium-sized enterprise) \ooq’ &L & L & o <& R &
O < - < O
. . . ° S <& S &8 S
250+ impjegati / 250+ employees (large enterprise) &@0 '(;\@& 6@“ '0(3}‘ @6" 2
& & N &5 S &
¥ ?,bé\ Q‘\o\z \gé@ SQ



Section 3.1:

Product sales over the internet



Product Sales over the Internet — Small, Medium
& Large Size Businesses

MALTA COMMUNICATIONS AUTHORITY

Sample size — 156

Does your company sell products/services over the internet?

Main Sample

Medium to
Large

Yes - abroad only m Yes - Malta only Yes - both Malta & abroad m No

A larger proportion of small to large entities indicated to sell products/services over the internet than the

main sample.



Section 3.2:
Addressed Letter Mail



Expenditure on Addressed Letters — Small, Medium &
Large Size Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample size — 156

What is the average amount of money spent by your company on posting articles during the past 12 months

30% 28%
25% 24%
20%
15% 13%
11%
10% 9%
5%
5% 3% 3%
1% 2%
0%
€0-<5 €>5-<10 €>10-<20 €>20-<30 € >30-<50 € >50-<100 € >100-<250 € >250-<500 €>500 Don't know

24% of medium to large size businesses claimed to have spent more than €500 a year on addressed letters




Expenditure on Addressed Letters — Small, Medium &
Large Size Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample size — 156

Do you consider that this financial outlay on posting articles (during
the past 12 months) as being significant for your company?

37%
33% of small to large size

businesses consider the financial

outlay on posting article to be
significant for their company.
Conversely, 30% did not consider
such outlay to be considerable.

30%

m Yes No = Don't know



Activity of Postal Services — Small, Medium &
MALTA COMMUNICATIONS AUTHORITY Large Size Businesses (1)

Sample size is 156

Can you tell me if the number of addressed letters (not unaddressed/junk mail) RECEIVED by the organisation each
week has increased, decreased or remained the same over the past twelve months

80%
68%

70% 65%
60%
50%
40%
30% 23% 25%
20%
12%
10% 7%
. [
Increased Remained the same Decreased

Medium & Large M Main Sample

65% of the booster sample indicated the number of addressed letters received by their business have

remained the same. Figures from this cluster indicate no significant variance from the main sample.




Activity of Postal Services — Small, Medium &
Large Size Businesses (2)

Sample size is 156

What type of addressed letters did your organisation RECEIVE over the past 12 months- (Tick all that apply,
beginning with the category of letter mail which is most often received)

100%

9 87%
90% 82%
80%
70%
60%
60%
49% 49%

20% 43%

41% 40% °
40%
30% 26% 239
20%
10% 2% 1%

O% —
Bills/statements Correspondence from Correspondence from Personal communications Addressed advertising Other
businesses (medical, legal, government material (direct marketing)

insurance, etc.)

Medium to Large B Main Sample

The figures indicate a similar trend between small to large businesses and the general sample, with the

former indicating a higher response rate for each sub-category.




Activity of Postal Services — Small, Medium &
Large Size Businesses (3)

MALTA COMMUNICATIONS AUTHORITY

Sample size is 156

Did the number of addressed letters SENT by your organisation increase, decrease or remain the same
over the past twelve months?

62%
60%
50% 47%
40%
30% 27%
2% 1%
20%
11%
10% 5% 6%
o ]
Increased Remained the same Decreased Didn't send mail

Medium to Large B Main Sample

11% of the booster sample indicated the number of addressed letters received by their business to have

increased. Such figure is double that of the main sample.



MALTA COMMUNICATIONS AUTHORITY

Sample size is 17
Multiple responses
possible
What are the main reasons for the INCREASE in the
number of addressed letters sent by the
organisation

70%
59%
60% 55%
50%
40% 35%
30%
30%
20%

20% 18% ’
10%

0%

Marketing campaigns Printed bills Other

Medium to Large B Main Sample

Activity of Postal Services — Small, Medium &

80%

70%

60%

50%

40%

30%

20%

10%

0%

Large Size Businesses (4)

Sample size is 34

Multiple responses
possible

What are the main reasons for the DECREASE in the number of addressed letters sent by

62%

44%

Use of voice
communications
(Fixed /
MobileTelephone)

the organisation

74%

72%
28%
519 229% 24%
18% 16%
12%
L 6%
I
—
E-mail Messaging services Usage of Social ~ Online payment eBusiness Other (Please
(e.g.SMS, Media (e.g. facilities solutions (e.g. Specify)
Messenger, Facebook) electronic billing,
WhatsApp) complaint
handling, etc)

Medium to Large B Main Sample



Activity of Postal Services — Small, Medium &
Large Size Businesses (5)

MALTA COMMUNICATIONS AUTHORITY

Sample size — 156

Multiple responses

. - ossible
What type of addressed letters did your organisation SEND over the past twelve months? P
80%

71%  71%
70%

59%
60%
49% ) 50%
0% 0 48%
42%  41%
40%
30%
20%
10%
0,
3% 1y
O% —
Bill payments Correspondence with customers  Correspondence with other Correspondence with Other
businesses (legal, insurance, government (e.g. tax, social
etc.) security, etc.)

Medium to Large B Main Sample



Activity of Postal Services — Small, Medium &
Large Size Businesses (6)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 147

What is the most convenient time of the day (Monday to Saturday) for your organisation to post a letter in a MaltaPost

post-box?

40% 38%

35% 33%
30% 29% 28%

25%

25% 22%
20% 17%
15%

10% 8%

5%

0%

after 7 am and before 12:30 pm after 12:30 pm and before 5:30pm after 5:30 pm and before 7 pm after 7 pm and before 7 am

Medium to Large  ® Main Sample

While results between the two categories are similar, a higher percentage of businesses from the main sample
indicated ‘after 7pm and before 7am’ as the most convenient time (17% of the main sample as opposed to 8%

of the booster sample). The highest percentage of Small to Large enterprises (38%) though, prefer to post
letters between 5:30pm and 7:00pm. A similar preference (33%) is prevelant in the main sample.




Awareness of Post Code — Small, Medium &
Large Size Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 147

Does the organisation write the post-code when sending a letter?
50%

6% When reviewing whether or not

. 43% organisations wrote the post-

" 40% code when sending a letter no
36% significant variances were

o observed when analysing data

30% for small to large businesses as

25% opposed to the main sample,

though a slightly higher
percentage of the small to
12% large businesses (12%)
10% oot 7% indicated not to write the post
5% code as opposed to 7% of the
. main sample.

20%

15%
10%

0%

Yes, always Yes, sometimes Yes, rarely No

Medium to Large B Main Sample



Awareness of Post Code — Small, Medium &
Large Size Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 147

Is your organisaiton aware that there is a post-code finder on MaltaPost's website?

70%
63%

60% 57%

50%

43%

40% 37%
30%

20%

10%

0%
Yes No

Medium to Large B Main Sample



Price Analysis: Substitution to Non-Postal Alternatives
— Small, Medium & Large Size Businesses

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 147

If the price of a 50g addressed letter were to increase by 5-10% (e.g. from 26¢ to 29c¢) would your organisation
consider switching to non-postal alternatives?

70%

61%
60% 55%
50%
40% 3%
0 32%
29% ’
30% 23%
21% o
20% - 13%
10% °
10%
0%
Yes - email Yes - voice communication Yes - Usage of online platforms Yes - SMS, WhatsApp, No
services (fixed telephone / (inc. payment facilities) Messenger, etc
mobile)

Medium to Large ® Main Sample



MALTA COMMUNICATIONS AUTHORITY

The chart illustrates that the
small to large enterprises
were more inclined to send
letters using operators other
than MaltaPost (over the
past 12 months).

In this respect 12% of small
to large enterprises
indicated to have used DHL
service as opposed to 4% of
the main sample.

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Operators Used — Medium & Large Size Businesses

(1)

Has the organisation sent a letter using other operators (i.e. excluding MaltaPost) over

the past 12 months?
Sample Size — 147

94%
81%
12%
4% 9 9
6 3% 1% 3% 0% 3% 1%
Yes - DHL Yes - TNT Yes - FedEx Other No

Medium to Large B Main Sample



Operators Used — Small, Medium & Large Size
Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 28

How often did the organisation send an addressed letter using other operators besides MaltaPost over the
past 12 months?

40% 38%
% 32%
30% 29%
25%
25%
20% 18% 19%
15% 13%
11% 11%
10%
6%
. .
0%
Every week Once every month Once every 6 months Once a year Other

Medium to Large B Main Sample



Operators Used — Small, Medium & Large Size
Businesses (3)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 28

Multiple responses

possible
Why did you use the services of other operators to send letters?
60% 56%
43% of small to large

50% businesses indicated ‘more

43% 43% 44% rellable’ and ‘more SeCUre’ as
40% 38% the main reasons for them

32% opting for other operators (than
0% 25% 25% MaltaPost) to send letters.
. 21 ‘Cheaper’ rated third with 32%
14% responses.

10%
0%

More reliable More secure Faster Cheaper Easily accessible

Medium to large  ® Main Sample



Collection & Delivery of Letters — Small, Medium
& Large Size Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 156

What, in your opinion, is an acceptable lead-time (in days) from date of posting a letter to actual delivery?
60%

50% 2%

0% A%  a6%

40%
30%
20%
10%

1% 2% 1% 03% 0% 1%

Next day 2 days 3 days 4 days 5 days

0%

Medium to large B Main Sample



MALTA COMMUNICATIONS AUTHORITY

Sample Size — 156

60%

50%

40%

30%

20%

10%

0%

Collection & Delivery of Letters — Small, Medium

Would you prefer a postal service that is
cheaper/discounted for deferred delivery, whereby
your postal article is then delivered after 3 days
instead of next day

32%

25%
’ 22%

Yes No

Medium to large

51%

46%

24%

Depending on urgency

B Main Sample

50%

& Large Size Businesses (2)

Sample Size — 156

If MaltaPost delivered mail 5 days a week, instead of 6, would
your organisation find it to be:

47%
39%
35%
’ 33%
13% 13%
9% 10%
Acceptable Inconvenient but A minor inconvenience A major inconvenience

workable

Medium to large B Main Sample

With 32% responses, small to large business are more inclined to prefer a cheaper / discounted and slower

delivery service than the main sample. On the other hand , with 47% responses, the main sample is more
inclined to accept a 5-day delivery service by MaltaPost instead of 6 than the small to large businesses (35%).




Collection & Delivery of Letters —Small, Medium &
Large Size Businesses (3)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 156

Would your organisation consider it reasonable if prices were to increase in order to maintain the current
6 day (Monday to Saturday) frequency of delivery?

70%
64% 63%

60%

50%

40% 36% 37%

30%

20%

10%

0%
Yes No

Medium to large B Main Sample



Section 3.3:
Parcel Post



MALTA COMMUNICATIONS AUTHORITY |

Sample Size — 156

70%

60%

50%

40%

30%

20%

10%

0%

Delivery of Parcels — Small, Medium & Large Size

Can you tell me if the number of addressed parcels (not unaddressed /
junk mail) RECEIVED by the organisation each week has increased,
decreased or remained the same over the past twelve months

40%

26%
19%
11%

Increased Remained the same

Medium to large

59%

33%

8%
4%

Decreased We don't receive parcels

B Main Sample

Businesses (1)

19% of small to large
businesses indicated that the
number of addressed parcels
received by their organisation
increased over the past 12
months. A slight increase over

the main sample (11%).
Likewise, the number of small
to large size businesses that
indicated that their number had
decreased (8%) was above the
main sample percentage (4%).



Delivery of Parcels — Small, Medium & Large Size
Businesses (3)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 104

Sample Size — 104 .
Multiple responses

Is the organisation aware of the availability of parcel N . possible
) How does your organisation prefer to receive parcels?
lockers in some parts of Malta?
0% 83%
70% 79%
62% 80%
0,
60% 28% 70%
0% 60%
50%
40%
33% 40%
30% 26% 30% 26% 24%
20% .,
20% 17%
20%
13% 10% 0
9% I 2% 4% 0% 1%
10% 0% -
. Have the parcel Pick up the parcel Pick up the parcel Collect from a Other
0% delivered onthe from the closest  from the head parcel locker
Yes, but do not use the Yes, and we use the service No address indicated post office office/depot
service myself

Medium to Large B Main Sample Medium to Large B Main Sample



MaltaPost’s Parcel Service — Small, Medium &
Large Size Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 104

In the last 12 months, has your organisation used any of the following 'postal article forwarding

services' when purchasing online? Multiple responses

possible
90%
83%
80% 76%
70%
60%
50%
40%
30%
20% 15% 16%
[s)
10% 8% 9%
0% I —
SendOn by Maltapost ShipLowCost You Shop We Ship Box Notch No

Medium to Large B Main Sample



MALTA COMMUNICATIONS AUTHORITY

48% of small to large

enterprises indicated that the
‘vendor did not deliver goods
to Malta’ as the main reason

why opted for postal article
forwarding services .

Among the main sample, this
stood at 81%.

90%

80%

70%

50%

40%

20%

10%

0%

MaltaPost’s Parcel Service — Small, Medium &
Large Size Businesses (2)

Sample Size — 23

Multiple responses

possible
Why did your organisation make use of such postal article services?
81%
48%
26%
19%
= . =
Vendor did not deliver goods to Service offered more flexible Cheaper than delivery option
Malta delivery options than delivery offered by vendor

options offered by the vendor

Medium to Large B Main Sample



MaltaPost’s Parcel Service — Small, Medium &
Large Size Businesses (3)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 156

Has your organisation sent a parcel using MaltaPost's service within the last 12 months?

90%
80%
80%

70% 63%
60%
50%
40%
30%
20% 13%
10% 8% 4% 7% 5% 2% 8% 5% 3% 2%

0% — | —— _— —

Once every week Once every month Once a year Once every six months Other No

Medium to Large B Main Sample

A higher percentage of small to large businesses than microenterprises sent parcel using MaltaPost’s

service. (37% sent a parcel using MaltaPost’s service than did businesses from the main sample (20%).




MaltaPost’s Parcel Service — Small, Medium &
MALTA COMMUNICATIONS AUTHORITY Large Slze Bu5|nesses (4)

Sample Size — 57

Were the parcels sent through MaltaPost by the organisation during the past 12 months domestic (Malta -

Malta) or were they sent to a foreign destination? Multiple responses possible

80%

70% 67% 68%

0% 56% 58%

50%

40%

30%

20%

10%

N 2% 2 0% 1% 0% 0% 0% 1% e ﬁ

In Malta Within Europe North America (USA, South America Asia Africa Australia

Canada, etc)

Medium to Large B Main Sample



Sample Size — 38

50%
45%
40%
35%
30%

20%

15%
10%
5%
0%

MALTA COMMUNICATIONS AUTHORITY

MaltaPost’s Parcel Service — Small, Medium &

How reasonable do you find the price of MaltaPost's domestic (Malta-to-Malta)

5%
0%

1

Not reasonable
at all

3%

2%
I

parcel service?

18% 19%

3

Medium to Large B Main Sample

45% 44%

35%

29% I
5

Extremely
reasonable

Large Size Businesses (5)

74% of small to large
businesses are satisfied with
the price of MaltaPost’s

domestic parcel service, this
being slightly lower than the
main sample (79%).




MaltaPost’s Parcel Service — Small, Medium &
Large Size Businesses (6)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 40

61% of small to large
enterprises are satisfied with
the price of MaltaPost’s

outgoing parcel service. This
percentage is slightly less than
that of the main sample (73%).
Furthermore, results indicate
that small to large businesses
are less satisfied with the price
of MaltaPost’s outgoing parcel
service than they are with the
domestic price.

60%

50%

40%

30%

20%

10%

0%

How reasonable do you find the price of MaltaPost's outgoing (i.e. to
foreign destinations) parcel service?

50%
43%

33%

23%
18%
13% 10%

+x <0 |H
[ |

1 2 3 4 5
Medium to Large B Main Sample
Not reasonable

Extremely
atall

reasonable




Alternative Parcel Operators — Small, Medium &
Large Size Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 156

Has the organisation sent a parcel using other operators (i.e. excluding MaltaPost) within the last 12
months?
90% 83%
80%
70%

60% 57%

50% 43%
40%

30%
0,
20% 17%

0%

Yes No

Medium to Large B Main Sample

43% of small to large businesses have sent a parcel using an operator other than MaltaPost’s over the

last 12 months. Such percentage is considerably larger than that of the main sample (17%).




Alternative Parcel Operators — Small, Medium &
Large Size Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 67 Sample Size - 67

Multiple responses
possible
How often did the organisation send a parcel using other

. S Were the parcels sent by the organisation using operators
operators (excluding MaltaPost) within the last 12 months?

(other than MaltaPost) during the past 12 months

. .
45% 42% domestic (Malta-Malta) or were they sent to another
40% destination?
o 30% 32% 80% 74%
30% 27% 70%
25% 60% 58%
47%
20% 50%
’ 17% 15% 15% ’ 42%
15% 40%
Lo% 9% % 30%
6%
. 20%
4 8% 8%
N 10% 6% . 20 3% 5% . 3%3%  %3% .09
6 0
. 0% - - - —_—
Once every week Once every Once every six Once a year Other 0

In Malta  Within North South Asia Africa  Australia Other
Europe America America countries

month months

Medium to Large B Main Sample . .
Medium to Large B Main Sample

Small to large businesses sent parcels using operators other than MaltaPost more often than did the main

sample, with 72% of this cluster indicating to do so once a month or more frequently as opposed to 44% of
the main sample. Europe is the main destination were such parcels are sent to.




Alternative Parcel Operators — Small, Medium &
MALTA COMMUNICATIONS AUTHORITY Large S|ze BUSInesseS (3)

Sample Size — 67

Multiple responses

Why did you use the parcel post services of other operators? possible

60%

51%

50%
0,
40% 42%
40%
)
35% 33% 329
30% 27%
20%
20% 17%
11%
10% 8%
- .
0%
More reliable Cheaper Faster More secure Easily accessible Other

Medium to Large B Main Sample



Section 3.4:
Registered Mail



MaltaPost’s Registered Mail Service — Small,

Medium & Large Size Businesses (1)

50%

45%

40%

35%

30%

25%

20%

10%

5%

0%

Sample Size — 156

Has the organisation sent registered mail using MaltaPost over the past 12 months?

43%

31%
25%
21% 22%
0,
15% 13%
11%
6% 6%
I . 4% o 0 3%
[] —
Once every week Once a month Once every 6 months Once a year Other No

Medium to Large B Main Sample

75% of the small to large businesses have sent a registered mail using MaltaPost over the past

12 months, as opposed to 57% of businesses falling within the main sample.



MALTA COMMUNICATIONS AUTHORITY

60%

50%

40%

30%

20%

10%

0%

0% 0%

Not reasonable
at all

Medium to Large

MaltaPost’s Registered Mail Service — Small,
Medium & Large Size Businesses (12)

Sample Size (Booster sample) — 117

How do you find the price of MaltaPost's registered mail service?

50%
44%

36%
31%

16%

3 4 5

H Main Sample
Extremely
reasonable



MALTA COMMUNICATIONS AUTHORITY

Small to large businesses
are less likely to accept a
one delivery attempt of

registered mail by
MaltaPost instead of two
than microenterprises

MaltaPost’s Registered Mail Service — Small,
Medium & Large Size Businesses (3)

Sample Size — 156

If MaltaPost made one delivery attempt instead of two for delivering registered
mail to your premises, would your organisation find it to be :

33%

9 24%
24% N,
20% 19%
17% 179 17%
7% I I I
Acceptable Inconvenient but A minor inconvenience A major inconvenience Makes no difference
workable

Medium to Large B Main Sample



Section 3.5:
Bulk Mail



Bulk Mail — Small, Medium & Large Size
Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample Size (Booster sample) — 156

Does your organisation make use of the bulk mail service provided by MaltaPost?
100% 94%

90%

80% 74%
70%

60%

50%

40%

30%

20%
20%
o, ()
10% 6% 2% 4%
0% —— |
Yes, but 750 addressed letters or more are sent per year Yes, but less than 750 addressed letters are sent per No
using the bulk mail service year using the bulk mail service.

Medium to Large B Main Sample

26% of small to large businesses make use of MaltaPost’s bulk mail service, as opposed to 6% of the

main sample.



| Bulk Mail -Small, Medium & Large Size
MALTA COMMUNICATIONS AUTHORITY BUSinesses (2)

Sample Size (Booster sample) — 40

How do you find the price of MaltaPost's bulk mail service

50%

45%
45% 1%
0, 0,
40% 38% 36%
35%
30%
25%
20% 15%
o 0,
15% 14%
10%
5% 5%
5% os ’ 3% ’
0,
0
1 2 3 4 5
Medium to Large B Main Sample
Not reasonable Extremely
at all reasonable




Section 3.6:
MaltaPost’s Website and Offices Services



MaltaPost’s Website — Small, Medium & Large
MALTA COMMUNICATIONS AUTHORITY S|Ze BUSInesseS

Sample Size (Booster sample ) — 156
Multiple responses

What are the main reasons for using MaltaPost’s website? possible
60%
49%
0% 44%
40% 35%
30% o
30% 26% . 28%
219% 22% 2% 21%
20% 18% 13% 15%
’ 10%
10%
. 1% 1%
0% I
Searching for a Searching for Searching for post Tracking parcels Prices of postal Tracking postal ~ Other reason (please Do not use
nearby letterbox, information about its codes services articles specify) MaltaPost's website
post office products

Medium to Large B Main Sample

28% of the small to large businesses indicated not to use MaltaPost’s website, which percentage, is

lower than that of the main sample (44%). The main reason mentioned for using the website being to
search for post codes (49%).




MALTA COMMUNICATIONS AUTHORITY

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

Sample Size — 156

Has the organisation made use of the post office in the
last 12 months?

40%

38%

31%
25%
I 9%
1% [

Yes, once Yes, every Yes, every

week

month

Medium to Large

21%
15%
10%
5%
3% 2%
L =
Yes, every Yes, every 6 No
quarter months

B Main Sample

Post Office Services — Small, Medium & Large

80%
70%
60%
50%
40%
30%
20%
10%

0%

62%
55%

73%

37%

Size Businesses (1)

Sample Size — 132
Multiple responses

possible
Which services did the organisation make use of when visiting the postal
office?
50%
36% 359 36‘%8% 40%

Post
letters

35%

Buy

stamps

23%

Send
parcels

28% 279
22%
16%
I 5%/ % 3%2%
| -

Collect  Pay bills Cash Collect Send Deposit ~ Other
parcels cheques registered registered money reasons
letters letters

Medium to Large ® Main Sample

72% of both the small to large businesses and microenterprises make use of the post office once a month or

more often.




Post Office Services — Small, Medium & Large
Size Businesses (2)

MALTA COMMUNICATIONS AUTHORITY

Sample Size — 132 Sample Size — 14
How reasonable does the organisation find the waiting time How useful does the organisation find the business reply
at the post office? service provided by MaltaPost?
45% 41% 0.7 64%
0% 36% 0.6
35%
0.5 46%
30% 26% 26%
25% 0.4
19% 20% 31%
20% 0.3
9 21%
o 11% 02 15%
% 8%
10% 7% 6% ° o1 8% 7%
~im U
. [
1 2 3 4 5 1 2 3 4 5
Medium to Large B Main Sample Medium to Large B Main Sample
Extremely Not useful at all

Not reasonable ——

atall

Extremely
reasonab|e —

useful



Contact & Complaint Issues — Small, Medium &
Large Size Businesses (1)

MALTA COMMUNICATIONS AUTHORITY

Sample Size -156 Sample Size — 36

In the last 12 months did your organisation contact Why did the organisation contact MaltaPost?

MaltaPost? 70% 65%

90% 84% 60%
80% 77%

50%
70%

40% 36%
60% ’ 33%
50% 30% .

20% 22%
40% 20% 14%
0,
30% 23% 10% l 8%
0%
o, 0,
ZOA, 16%) 0%
10% To ask about the To ask about To make a complaint Other
status of my parcel information about (with regard to a
0% MaltaPost's products postal service)
Yes No and services

Medium to Large B Main Sample Medium to Large B Main Sample
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Contact & Complaint Issues — Small, Medium &

What were the reasons for the organisation’s complaint(s)?
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Contact & Complaint Issues — Small, Medium &

MALTA COMMUNICATIONS AUTHORITY Large Size BUSinesses (3)
How satisfied was the organisation with the way the complaint was dealt with Sample Size — 8
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Overall Satisfaction with MaltaPost’s Services —
Small, Medium & Large Size Businesses

MALTA COMMUNICATIONS AUTHORITY

Sample Size (Booster sample) — 156

What does the organisation think of the overall quality of postal services provided by MaltaPost?
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50% 45%
40%
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30%
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4% 9
1% 1% 3%
0% — .
1 2 3 4 5
Not reasonable Medium to Large B Main Sample Extremely
atall reasonable

Small to large businesses are well satisfied with the overall quality of postal service provided by

MaltaPost (75%), - such percentage score is similar to that attained by the main sample.
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MALTA COMMUNICATIONS AUTHORITY M a i n H i g h I ig hts ( 1 )

« The majority of respondents from both samples were unaware of their expenditure on postal services. Of
those who did know larger businesses tended to spend within the higher brackets (24% claimed to have
spent over €500) and smaller businesses spending within the lower brackets.

* 11% of respondents from the small and large business sample claimed to have sent more letters in the 12
months preceding the survey, citing the printing of bills for such increase (59%). The majority of
respondents who claimed to have sent fewer letters within the same period mainly used email as a
substitute (74%) but were more likely than their overall counterparts to invest in online payments (22%)
eBusiness solutions (24%).

» Both samples were asked which non-postal alternatives they would adopt in the case of a 5-10% price
increase. The majority of small, medium and large businesses, like respondents from the overall sample,

would switch to email (55% and 61% respectively).



MALTA COMMUNICATIONS AUTHORITY M a i n H ig h I ig hts (2)

When compared to smaller businesses large businesses showed similar openness towards the idea of a 2-
day lead-time, whereby a letter is delivered 2 days after it is posted (as opposed to the current D+1 delivery

service offered by MaltaPost).

Larger businesses were more likely to visit MaltaPost’s website than respondents from the overall sample
and were also likely to visit more frequently. Respondents from both samples mainly visited the website to

search for post-codes and information about prices.

While the majority of both samples visited the post office larger businesses were more likely to make use of
services related to buying of stamps, sending and receiving parcels than respondents from the overall
sample. Smaller businesses, on the other hand, were more likely than larger businesses to visit the post

office to pay bills.
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