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Malta Communications Authority — e-commerce survey

Definition of e-commerce for purposes of survey

* Includes on-line shopping, use of government e-services,
payment of fines/bills and on-line banking transactions
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Malta Communications Authority — e-commerce survey

Methodology (1 of 3)
« Telephone survey between 15 and 29 September 2006

« Survey carried out amongst 1500 respondents to obtain at least
400 e-commerce users

* Individuals were chosen at random from telephone directory

* Person answering the phone had to fit into gender/age quotas to
reflect gender/age proportions of population as reported in
Demographic Review 2004 published by NSO
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Malta Communications Authority — e-commerce survey

Methodology (2 of 3)

« Gender / Age distribution of sample:

Age Male Female Totals
18-29 years 177 166 343
30-39 years 121 122 243
40-49 years 141 142 283
50+ years 294 337 631
Totals 733 767 1500

4 Ell ERNST & YOUNG

Confidential — All Rights Reserved — Emst & Young Quality In Everything We Do



Malta Communications Authority — e-commerce survey

Methodology (3 of 3)

* Initial batch of 500 telephone interviews was carried out using
gender/age quotas

 Proportion of respondents who carried out e-commerce
transactions was estimated

« Another batch of 1000 telephone interviews was carried out

« Out of 1500 telephone interviews, number of respondents who
used Internet for e-commerce was 403 individuals
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Internet Access - Total Cases (base 1500)
20% 1 634
40% -
30% -
20% -
0fn -
10% 18
0% = T T —_—
Yes No Do not know w hat
internet is
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—

36%

Male

Internet Access by Gender (base 1500)

24—

48%

Female

B Do not know
w hat internet is

O No

B Yes

v
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Malta Communications Authority — e-commerce survey

Internet Access by Age (base 1500)

—3%6
31%
B Do not know
66% w hat internet is
O No
B Yes

18 - 29 30 -39 40 - 49 S50+
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Where do you have internet access? (base 848)

90% - 682
80% -
70% -
60% -
50% -
40% -
30% -

20% - 130
10% - 31 5
0% - : [
At home At work Both Other
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Internet access by gender (base 848)
O Other
@ Both
O At work
B At home
Male Female
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Malta Communications Authority — e-commerce survey

Reasons for not having internet access (base
634)
40% - 223 211
30% 1 148
20% - 76
10% -
O% 7 T T |
Do not have a Do not need it Do not know how Do not use
computer to use the internet computer at w ork
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Malta Communications Authority — e-commerce survey

Ever used internet for e-commerce? (base 848)

0f -
>3% 445
52% -
51% -
50% -

0f -
49% 403
48% -
47% - -
46% . :

Yes No
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Malta Communications Authority — e-commerce survey

Use of internet for e-commerce by gender (base
403)

60% - 243

50% - 160

40% -

30% -

20% -

10% -

0% . :
Male Female
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Malta Communications Authority — e-commerce survey

Use of internet for e-commerce by age (base 403)
70% - 103
60% - 155
50% -
40% - 72 3
30% -
20% -
10% -
0% - . . . :
18 - 29 30 - 39 40 - 49 50+
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Malta Communications Authority — e-commerce survey

Ever used internet for online shopping? (base
403)
80% - 300
70% -
60% -
50% -
40% -
2006 - 103
20% -
10% -
0% . :
Yes No
15 Ell ERNST & YOUNG

Confidential — All Rights Reserved — Emst & Young Quality In Everything We Do




Malta Communications Authority — e-commerce survey

Respondents using the Internet for online
shopping by gender (base 300)

100% -
195

80% 1 105

60% -

40% -

20% -

O% 1 1
Male Female
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Malta Communications Authority — e-commerce survey

Respondents using the Internet for online
shopping by age (base 300)

2894 - 119 -

76% -

74% - 53

72% -

70% - 50

68% -

66% -

64% - . . . :
18 - 29 30 - 39 40 - 49 50+
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Ever made use of online government services?
(base 403)

60% - 221
50% - 182
40% -
30% -
20% -
10% -

0% . |

Yes No
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Malta Communications Authority — e-commerce survey

Respondents using the internet for government
online services by gender (base 182)

48% - 113
A7% -
46% -
45% -
44% - 69
43% -
42% - -
41% . .
Male Female
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Malta Communications Authority — e-commerce survey

Respondents using the internet for government
online services by age (base 182)
70% - 25
60% -
50% - 33
40% -
30% -
20% -
10% -
0% - . . :
18 - 29 30 - 39 40 - 49 50+
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Malta Communications Authority — e-commerce survey

Online government services used (base 182)

30% - 47
25% -
20% - > 33
15% A 21 19
10% - 15 A
5% - 7
O% 1 1 1 1 1 1
Certificates Water & Income tax Education Paymentof Passport General Other
electricity declaration related fines/rent related information
bills
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35%
30%
25%
20%
15%
10%

5%

0%

Reasons for not using online government services
(base 221)

12
67
I I " -

Do not

know

w hat
they are

Never
felt the
need

—1 — —_—

| forget
about
them

| prefer

to talk

directly
to people

No Not user Never Other
apparent friendly tried
reason
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Malta Communications Authority — e-commerce survey

Use of internet banking (base 403)

80% - 302
70% -
60% -
50% -
40% -
30% -~
20% -+
10% -

0% A T T |

Yes No Cannot Answer

100
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Malta Communications Authority — e-commerce survey

Respondents using the internet for online
banking by gender (base 403)

78% 1 186
77% -
76% -
75% -
74% - 116
73% -
72% - -
71% : .
Male Female
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Malta Communications Authority — e-commerce survey

Respondents using the internet for online
banking by age (base 403)
85% - 86
80% -
54
75% - 111
51

70% -
65% -
60% n T T T |

18 - 29 30 - 39 40 - 49 50+
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Malta Communications Authority — e-commerce survey

Internet Banking Services Used (base 302)

80% - 222
70% - 198
60%
50%
40%
30%
20%

10% 13
O% n T T T

179

Payment of bills  Transfer of funds Checking Account Other
betw een accounts Balances
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Malta Communications Authority — e-commerce survey

ltems bought online (base 302)

A5% - 125
40% -
35% -
30% - 82
25% - 63
20% - 43
15% - 37
10% -
5% -
0% - . . . .
Books CDs Hectronics  Clothing Auctioned Mobile
Cards

24
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Malta Communications Authority — e-commerce survey

Reasons for buying online (base 302)
- 138

Skt 130

40% -

30% -

10% | -

O% n T T T |
Better prices Convenient ltems not available No need to go out
in Malta
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Malta Communications Authority — e-commerce survey

Reasons for not buying online (base 103)
30% -
25% -
20% - 16
15% -
10% 7 4
5% - 2 2
O% 1 1 1 1 - 1 1
Never Prefer to Not Card No Notyet  Someone Other
tried handle interested details apparent familiar else does
things may be need to it
then buy stolen  buy online
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Malta Communications Authority — e-commerce survey

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

26

I

E-shops used (base 300)

225

0% -

Maltese

49

Foreign

Both
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Malta Communications Authority — e-commerce survey

Reasons for not buying online from Maltese
shops (base 225)
40% - 80
35% -
30% -
25% -
15% -
10% -
5% -
0% n T T T |
Prefer to go Maltese outlets Do not know More expensive
directly to shop limited Maltese outlets
that | need
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Last bought online (base 300)

60% - 165
50% -
40% -
30% -

20% - 43

23
10% -

0% n T T T 1
Last month Last 3 months Last 6 months Longer
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Malta Communications Authority — e-commerce survey

Frequency of purchases during last 6 months
(base 277)
80% - 196
70% -
60% -
50% -
40% A
20% - 32
]
O% n T T |
1 -5 times 6 - 10 times More than 10 times
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Malta Communications Authority — e-commerce survey

Preferred method of payment when buying online (base
300)
60% -
500 - 143
124
40% -
30% -
20% - 2
10%1 , 20 10 ; 23
0% | Il = | | N
APS Credit Payment Cashlink Quickcash BOV HSBC Paypal Postal Other
Card  ondelivery Credit Credit Orders
Card Card
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Method of payment accepted by all sites? (base
300)
100% - 217
80% -
60% -
40% -
20% - 23
0% . | ! .
Yes No
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Malta Communications Authority — e-commerce survey

Why not accepted by all sites? (base 23)

60% - 12
50% -
40% -
30% -
20% -
10% -

O% n T T |
Some sites do not accept Do not know Other
it
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Ever had problems buying online? (base 300)

90% - 240

80% -

70% -

60% -

50% -

40% -

30% - 60

20% -

0% : :
Yes No
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Malta Communications Authority — e-commerce survey

Problems when buying online (base 60)
30% 1 17
25% -
12
20% -
15% - 7
5
10% 1 4 4 4
3
0% T T T T T T T T
items did Goods Delay in Damaged Internet Goods not No Card Cannotsay Others
not arrive  delivered  delivery goods conection shippedto shipping details
not as Malta details stolen
show n
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Malta Communications Authority — e-commerce survey

Precautions taken when buying online (base 300)
60% - 171
0fH -
0% 1 y33
40% -
30% -
20% -
27
10% - 14 15 18 20
. - - m I
0% T T - T T - T — T T - T T T 1
- © © (7)) +— (7)) Q = © (_5 (0]
g.& 85 98 %%g v 2 B_ § 05 e £88 8 aq < & -
S S v w29 = g » S2s 9220 © 0% % o Z S
85 585 5235 o 9 ;mggm.cggg e o 5
g5 €55 wEs £5 82 ¢ 0o g2 3
8 & 5Q.m 598 o 8 S g o £ 5 éo 4
[%2)
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Malta Communications Authority — e-commerce survey

Whom would you contact if you encounter a
problem when buying online? (base 300)

30% - 81 78
25% -
20% -
15% 1 30 30
10% -
5% -
O% 1 1 1
Bank Vendor Vendor & Bank Web-site Do not know
customer care
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What would make you buy online? (base 103)

25% -

22
20% A

18
15% - 14
9 10 9
10% A 8
5
5% 1 3 3
2
O% T T T T T T - T T . T T
More More security Protection as Would never Better prices No other  Less complex Do not know Familiarity Cannot say Other
information consumer buy online alternative w ebsites w ith vendor
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Tharik You for Your Aftention
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