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Research purpose

A Mapping householcconsumer decisiormakingregarding bundle service preferences and choices in Malta.

A This research informs us on:

A Factors influencing bundle preferencesd consumer motivations for choosing bundled serviges
A Expenditure patterns
A Service qualityandreliability satisfaction levels

A Service disruptionsind operator response effectivenessand

A Enduser switching behaviouand bundle segment competitiveness.




Methodology

PKF Malta carried out fieldwork on behalf of MCA between August and October 2025

Fieldwork

Sample Design

Statistical Parameters

A 400 respondents - randomly
selected

A Data collection:

A Online - 246 (61.5%)
A Telephone - 154 (38.5%)

A One person per household
interviewed, aged 18+

A Stratification of target
responses:

A age composition aligned
with Maltese population

A Maltads si x ¢
regions

A socio-economic categories
of the Maltese population

A operatorso6 ma
bundles, based on MCA
data

A 400 net respondents

A Margin of error: +/- 4.9% at
95% confidence interval

efo Any eefpsals /égnaomplete
surveys were removed and
replaced with new responses.
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Key insights

C Fixed internet is a main driver of bundle choice82% of households citing it as such, up from 55% in 2023.
C TV influence on bundle decisions just at 6%n indicative shift from entertainmered to connectivityled demand.

C Overall satisfaction with bundles remains highi72% of households very or fairly satisfied with quality of service and
69% satisfied with mix of products in the bundle.

C Switching ratesemainlow - only 7% of households switched providers in the past two years (6% in 2023).
C Strong loyaltyis driven byinconvenience of switching and the perception that providers offer broadly similar quality.

C Over half (52%) of households experiencédwat or disconnectionin the past 12 months.

C Awareness of early termination fees has improve24% of respondents aware of these fees in 2025 (15% in 2023).




25

tandalone:
1tentions




Subscription type 1 standalone vs bundies

Type of telecommunications service arrangement

Number of respondentg 400
Of which 82% form part of a bundle, be it by itself or alongside other standalone services

m Both standalone and bundle m Bundle m Standalone

2020 2023 2025

In the 2025 survey, respondents were, for the first time, able to select both standalone and bundled telecom servioeg meftgale subscriptions.




Factors driving take -up of standalone plans

Reasons why respondents chose standalone services instead of a bundle

Number of households that do not have a bundled subscriptiQii5
In 2023 and 2025, respondents were allowed to select multiple options

57%

45%  45%
. 16% .
9% 13% I 13% 11%

Flexibility to buy only the services Financial reasons | only use a single service, no Don't want to be bound by
that are required need for bundle contract agreements for all
telecom services

m 2020 m 2023 m 2025




Likelihood of bundle subscription adoption

Respondent intension of purchasing a bundled subscription over the next 6 months

Number of households that do not have a bundled subscriptiQii5
Of which 8% are considering to switch to a bundle over the next six months

Yes8%

[2023¢ 9% 52y Qi 19%y 2 6
[2023¢ 12%)]

| am not the decision
/ maker2%

No71%
[2023¢ 79%)]

2025 is the first year where respondents where asked whether they are mainly or partially responsible for
the decision making within their household.







Composition of the bundle subscription

Service penetration in bundled subscriptions
Number of households that have a bundled subscriptiQ825

m 2020 m 2023 m 2025

99%
89%

0 0 96%
94% 90% 89% 94% 90%
83%
57%
470/ I 51%
0 I
TV

Fixed Internet Fixed Telephony Mobile Telephony

Results align with MCA data. Mobile telephony figures should be interpreted with caution, as some services may be psiechibsesl #CA defines a bundle as
services offered together at a single fixed monthly price, not when a service carries an additional monthly cost ineacsaparit




Top services influencing bundle adoption

Services consumers consider when purchasing a bundle subscription
Number of households that have a bundled subscriptio825

52y Q0 1y2¢ NBaLRyaSa FNRY HnHo KI @S % F2NJ O2 YL

. 82% of respondents who adopted a bundle cited internet availability as the main factor influencing
Fixed Internet their choice (55% in 2023)

12% cited mobile
telephony

Mobile Telephony (16% in 2023)

6% cited
TV (21% i
2023)

Just 1% of respondents cited that fixed
Fixed Telephony telephony was the main factor influencing
their bundle choice (8% in 2023)




Factors driving bundle adoption

Reasons why respondents chose to bundle their telecom services

Number of households that have a bundled subscriptiQ825

61%

48%
45%
0
350 37%
31%
15% 13%
= .9% . &

Value for money and pricing Convenience of one bill for all Bill is a fixed amount per month Don't know
incentives services

m 2020 m 2023 m 2025







Average monthly expenditure

Total number of households with a bundled subscriptiqr825

37%

33%
30% 31%
26% 26%
15% 16%
12%
9%
7%

4% 4%
=1 I
|| -

[ S84 G(KIY €®itpodSHSHy e nn 1SR ESHvibddodn . SRS Sy dedpdn | yalke N&: diigkdidy’  Bon‘rknow/ | am not a

decision maker

m 2020 m 2023 m 2025




Satisfaction with key individual bundle attributes

Total number of households with a bundled subscriptiqr825

33%

22%
19%
8% 9% 9%
mll. m mil..
[ I

The product combination in the bundle Bundle add-ons Quality of service Value for money

m Dissatisfied mNeutral mSatisfied m52 y Qi Yy 2 ¢

In the 2025 survey, respondents were asked for the first time to rank their satisfaction with specific bundle attritheethamaprovide an overall assessment of the
service quality
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Switching considerations among dissatisfied uUsers

Number of households that are not completely satisfied with their bundle servec&05
This refers to respondents who reported dissatisfaction with at least one bundle attribute. This differs from previousheears,
respondents reporting a neutral stance were also classified as dissatisfied consumers.

52y 0Qi22Wy 2 6
" [2023¢ 5%]

Yes37%
[2023¢ 21%]

No41%
\ [2023¢ 74%]




Main bundle retention among dissatisfied users

Reasons why respondents who are not completely satisfied with their bundle choose to retain it

Number of partially/ fully dissatisfied respondents who would not switc¥3
Respondents could select multiple reasons. Reason categories have changed over time; loyalty and negative experiences related
reasons were not included in earlier years, while wiring issues are now grouped under switching inconveniences.

599 ™ 2020 m2023 m2025

47%

44%
40%
33%
30%
17%
0,
14% 19%
9%
7% 6% 7%
0, 0, 0
I alil =EB I -

Itis an Other providers do notAll service providers Other providers are It is costly to make thehave been a loyal andNegative previous Other

inconvenience/hassle offer the type of offer the same more expensive change/ Early
to change service bundle that | need services (in terms of termination fees apply
provider quality)

longtime customer experience with other
providers




Switching over the past two years

{KFNBE 2F NBALRYRSYyi(ia 6K2 agA0O0OKSR FTNRY 2yS 2LJIS

Total number of households with a bundled subscriptiqr825

Yes/%

[2023¢ 6%]_\

\No 93%

[2023¢ 94%




Motivations for switching operator

Main reasons why respondents switched operators

Number of households that have switched a bundle service during the past two ye&2
LY HAnHpIZ UKSNB 4 & cohiylts feen@lided]|frgn2 the ahilysisLI?2 V & S

Figures should be interpreted with caution due to the small sample size
m 2020 m 2023 m 2025

78%

62%
50%
19@ 170/ 19%

14% Ao

10% 0

. 5% L 6% 5%

0
] o T [ ]

Other

Good reputation Found a better/cheaper

Dissatisfied with previous Poor customer service at Recommendation from
bundle offer

service my previous provider family/friends




Views expressed on the switching process

Ease of switching and associated challenges
Number of households that have switched a bundle service during the past two ye&2

64%

57%
53%
24%
17%
14% 119 14%

0 0 0

9% 2% i 9%

HEEE ma = B

— L] —

The switching process was The switching process was The switching process was The switching process was The switching process was not
difficult: logistical inconveniencedifficult: customer care made it difficult: bundle was on a difficult: for other reasons difficult
to removel/install service sound difficult contract

m 2020 m 2023 m 2025




Expected response to a 10% price Increase

t 20SYUAlIf K2dzaSK2f RaAQ a4¢A0O0OKAY3
Number of households that have a bundled subscriptio825

47%

27%
23% 25
0
20% 21%
16 2% 2% 195 270 3% I

Buy a bundle from another Buy services on a stand- Buy services on a stand- Do nothing and keep my Opt for a cheaper bundle
operator alone basis from another alone basis from the same current bundle offered by the same
operator operator operator

m 2020 m 2023 m 2025

Don't know




Reasons for bundle retainment despite price increase

Reasons why households choose to keep their current bundle in the event of a 10% price increase

Number of households likely to keep their bundle after a 10% price incregsé!
This refers to response who chose to do nothing and keep the existing bundle in the event of a 10% increase in the monthly

access fee of the bundle
57%

439% 46%
0
36%
31%
0,
21% - 24%
0
16%
I 8% 9%
49, 0
2% 1% 1% no 3% . 3%
— o 2 0% —

Logistical | am satisfied with Lack of options from Poor experience My employer/  Contractual terms/ Other Don't know

inconvenience to my current service which to choose with other service someone else pay®bligations/ exit fees
remove and install a from in the market providers for my subscription
new service

m 2020 m 2023 m 2025




Service faults in the past 12 months

Total number of households with a bundled subscriptiqr825

65%

56%
52%
48%
44%
I :

Have not experienced service faults Experienced 1 or more service faults

m 2020 m 2023 m 2025







Awareness on early termination fees

Number of households that have a bundled subscriptiQi325

396[2023¢ 2%]

24%
[2023¢ 15%)]

m Do not have any termination fees as | do ni
form part of a contract

= Not aware of the early termination fees

= Aware of the early termination fees

73%
[2023 ¢ 83%)]




Perceived affordability of early termination fees

Number of households that know the cost of the early termination fees attached to their bundle

contractg 77
42%

38%
36%
28%
I ; e

Neither expensive nor cheap Expensive Very expensive Don't know

m 2020 m 2023 m 2025




Awareness of exit notice

WSaLIR2YRSYUO gl NBySaa UUKIFG 2LISNY G§2NJ Ydzald LINRYJAR
termination fees in the event that contract terms change
Number of households that have a bundled subscriptiQ825

No 45%
[2023¢ 63%]

’

Yes55% L/
[2023¢ 37%







Sample stratification (1 of 3)

Stratification of target responsesgender distribution

Population data is based on national statistics, (NSO 2025)

Population Survey sample

48% = Female
= Male

INational Statistics Office Malta, 2025. World Population Day: 11 July 2025. Availdtipsatinso.gov.mt/population/worldpopulationday-11-july-2025/ [Accessed
November 3! 2025]
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Sample stratification (2 of 3)

Stratification of target responsesage distribution

Population data is based on national statistics, (NSO 2023)

40%

39%
21% 22% 22%
9% ! I ! I I

18-29 30-49 50-64 65-90

m Sample m Population

2National Statistics Office Malta, 2023. Census of Population and Housing 2021: Final Report: Population, migrationsaethbdharacteristics (Voluns.
16 February. Available ahttps://nso.gov.mt/themes_publications/censws-populationand-housing2021-final-report-populationmigration-and-other-sociat
characteristicsszolume1/ [Accessed Novembe¥2025].
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Sample stratification (3 of 3)

Stratification of target responseslocation of residence distribution

Population data is based on national statistics, (NSO 2023)

m Sample = Population

34%

23%
20% 20%

18%
16% 149, 16% 16%
0
11%
7%
4%

Gozo and Comino Northern District Northern Harbour District South-Eastern District Southern Harbour District  Western District

3National Statistics Office Malta, 2023. Regional Statistics MALTA 2023 Edition. 17 July. Avalltbke/atso.gov.mt/themes publications/regionatatisticsmalta-
2023edition/ [Accessed Novembet2025].
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