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DOCUMENT NAME

Purpose

 The MCA Consumer Perception Surveys are carried out every two years to get
insight on the preferences of household consumers when purchasing
electronic communications services.

 This research informs us on a number of factors concerning bundled electronic
communication services:

 the average monthly expenditure by end-users on bundled products of
ECS services and their sensitivities to price changes;

 the level of satisfaction with the quality of the service and the ability of
end-users to switch between bundled products offered by different
operators;

 the type of contract agreements that are selected and the quality of the
operators’ response to faults that are reported.



Keep tabs on latest 
developments

Provide for better 
analysis of bundle 

services

Allow for robust 
regulatory decisions

Fieldwork
• Telephone interviews  

lasting around 20 minutes;

• Randomly selected survey 
participants;

• Respondents’ age: 18 years 
or over.

Sample
• Sample stratified on socio-

economic classification of 
the Maltese population;

• Interviews distributed 
among Malta’s six official 
geographic regions;

Responses
• 807 net respondents;

• Any refusals / incomplete 
surveys were re-allocated 
to achieve a net sample of 
at least 800 respondents;

• Margin of error:  +/- 3.45%  
at 95% confidence interval.

EMCS Ltd carried out the survey in January 2018 on behalf of the MCA

Methodology

Respondents by age distribution

- 18 to 29 years: 15%
- 30 to 49 years: 32%
- 50 to 64 years: 28%
- 65 years or more: 24%



Take-up of bundles and composition



Take-up and composition (1)

36%

45%

7%

6%
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2% 2%

Quadruple play (Fixed + Internet + TV + Mobile)

Triple play

Double play (Fixed + Internet)

Double play (Fixed + TV)

Double play (TV + Internet)

Other dual-play arrangements

Unaware of bundle arrangment

Number of respondents to the survey 840
807 say they have a bundle subscription at their household (i.e. 96% of the total)
Chart below shows apportionment of 807 bundle subscribers by type of bundle

Pay-TV + Internet + Telephony = 41%
Other arrangements = 3% 



ECS products most likely purchased in a bundle
Number of respondents with a bundle subscription – 807
i.e. 96% of the total number of respondents

Take-up of bundles and their composition

Take-up and composition (2)
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Number of respondents with a bundle subscription – 807
i.e.96% of the total number of respondents
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Take-up and composition (3)

Typical duration of contract term agreement
Number of respondents with a bundle – 807
i.e. 96% of the total number of respondents

2%

70%

28%

12 months 2 years Don't know



Reasons for purchasing a bundle subscription
Number of respondents with a bundle subscription – 807 
Note: In a number of instances more than one reason was provided

Take-up and composition (4)
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Expenditure



Expenditure

Average monthly expenditure on main bundle 
subscription 

Perception on the cost of bundle subscriptions

Number of respondents with a bundle subscription knowing their monthly expenditure – 641
i.e. 79% of the total number of respondents
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Quality of service and switching



Quality of service and switching (1)

Level of satisfaction with the quality of the main bundle subscription

2%
4%

23%

47%

23%

2% 3%

16%

55%

24%

1%
3%

21%

55%

20%

Least satisfied Dissatisfied Indifferent Satisfied Highly satisfied

2013 2015 2017

Number of respondents with a bundle subscription – 807
i.e.96% of the total number of respondents



Almost ¾ of respondents that indicated ‘other’ as a reason for being dissatisfied/indifferent claimed
that they were experiencing slow download speeds with their internet connection at their residence.

Quality of service and switching (2)

Reasons quoted for not being satisfied or for being indifferent with the quality of the bundle 
subscription 
Number of respondents reporting they are not satisfied or indifferent with their current bundle subscription – 209
i.e. 26% of the total number of respondents with a bundle subscription
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Quality of service and switching (3)

Propensity to switch in case of respondents 
not satisfied or indifferent with the quality of 
service

Reasons for not switching
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25%

57%

18%

Yes No Don’t know

2015 2017

Number of respondents not satisfied or indifferent with their 
bundle service saying that switching is not on the cards  – 119
i.e. 57% of respondents not satisfied or indifferent with the 
quality of the bundle subscription 
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Inconvenience to switch
providers

Other providers do not offer
what is needed

All service providers offer the
same services

Price differentials

Costly to make the switch

Issues with wiring, modem etc..

Other

Number of respondents reporting they are not satisfied or 
indifferent with their current bundle subscription – 209
i.e. 26% of the total number of respondents with a bundle 
subscription



Reported faults / disconnections in the 12 
months prior to the survey

Satisfaction level with the response of the 
operator to reported faults / disconnections

Quality of service and switching (4)
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24%

36%

28%

Least
satisfied
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Number of respondents with a bundle subscription that 
reported a fault / disconnection – 386

i.e. 48% of total respondents with a bundle subscription

Number of respondents with a bundle subscription that 
reported a fault / disconnection – 386

i.e. 48% of total respondents with a bundle subscription



Quality of service and switching (5)

Reasons for switching

Number of respondents with a bundle subscription – 807
i.e. 96% of the total number of respondents

2%

98%

Yes No

[Yes, 2015 - 9%]

[No, 2015 - 91%]

Did you ever switch between service 
providers for the bundle subscription in 
the last two years?

Number of respondents that have switched 
service providers – 16
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27%

20%

Dissatisfied with previous
service

Better customer service

Family members (and/or)
friends switched operator

Discounts & promotional offers
upon susbcribing

Other



Quality of service and switching (6)

Propensity to switch service provider in case of a 10% rise in the monthly access fee of the bundle

21%

32%
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42%

Opt for a cheaper bundle
offered by the same

operator

Buy a bundle from
another operator

Buy services on a stand-
alone basis from the same

operator

Buy services on a stand-
alone basis from another

operator

Do nothing and keep the
bundle

Number of respondents with a bundle subscription – 807
i.e.96% of the total number of respondents

53% of respondents would keep their current subscription given their satisfaction with the current 
service. Another 13% say they would not switch given that such a process may be cumbersome.



Quality of service and switching (7)

Respondents’ awareness on early termination 
fees applicable with bundle contracts
Number of respondents with a bundle subscription – 807
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Perception on the cost of early termination fees 
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2015 2017

Number of respondents knowing the cost of early termination 
fees  – 152
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Disclaimer

• This publication contains information, which may include statistics, that have been
obtained from sources believed to be reliable in regard to the subject matter covered.

• This publication does not constitute commercial, legal or other advice however so
described. In publishing this information the Malta Communications Authority (“MCA”) is
not responsible and cannot be held liable for the quality, completeness, adequacy and
accuracy of any information, statements and statistics however so described, contained
within this document.

• The MCA reserves the right to change and update any such information including any
statements and statistics provided in this document at its discretion and without prior
notification.

• To the fullest extent permitted by law, neither the MCA nor any of its officers or its
agents, however so described, will assume responsibility and/or liability for any loss or
damage, however so described, arising from or related to the use of the content of this
document.


