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The MCA commissioned an independent company, PKF, to
conduct a nationwide study assessing the quality of
experience of end-users in Malta across telecoms services:
mobile and fixed telephony, internet, and television.
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Similar studies were conducted in 2019 and 2022. Where
relevant, results are compared with findings from those
earlier surveys.







Methodology

WHO were the HOW was the WHEN was the

respondents? study carried out? study carried out?
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Standalone vs Bundles

Reasons for choosing a standalone service

bbb dih

| only needed one service

Other

| prefer flexibility to choose
different providers

Bundles include services |
don’t need

Didn’t find a suitable
bundle with the right price

Total number of respondents: 75




Standalone vs Bundles

Reasons for choosing a bundle service

2?09

Price

Convenience of having 1
bill

Convenience of dealing
with 1 provider

Other

Total number of respondents: 325




Bundled Subscriptions

Services included in the bundle which are not needed

55%

33%

12%

3%

1% 1%
- — /
" P
Q j | wouldn’t remove 9
v Fixed telephony Mobile Internet any service Don’t know

Total number of respondents: 325
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Payment methods

The main payment method customers use to pay their telecoms bills

Vending machine available at the service

o
providers’ outlets 0 1%

The most methods of payment used
Other [l 4%
Internet banking - | N 350

o)
Don't know [l 2% 3 5 /0

Direct Debit Mandate |, <2

Cheque by post [l 2%

Direct Debit mandate Internet banking

Cash or Cheque (over the counter) [ 7%

Bank standing order | I 9%

Total number of respondents: 400




Billing

Clarity of telecom bills
= Most respondents found their telecom bills
easy to understand. A combined figure of

84% rated their bills as very clear or clear.

A minority of respondents (9%) expressed

difficulty in understanding their bills as they

rated them unclear or very unclear, while

7% were unsure.

= Very unclear = Unclear Clear = Very clear Don't know

Total number of respondents: 400




Billing

Contacting service providers to request a
bill correction in the past 12 months

Don't know I 5%

Yes - | did request a bill correction - 14%

No - | didn't request a bill correction _ 81%

Total number of respondents:400

Outcome of bill correction

25%

mVery Dissatisfied m Dissatisfied m Satisfied m Very Satisfied

Total number of respondents: 56




Faults and Compensation

Reporting faults or service discrepancies Compensation provided to those who
in the previous 12 months reported a fault or a service discrepancy

Yes - Provided free
services/free telephony

= No - | didn't report a credit

fault or service
dicrepancy

Yes - | did report a
fault or service
discrepancy

= Yes - Received a pro-
rata refund

= No - Didn't receive any
compensation

Total number of respondents:400 Total number of respondents:128







Contract summary

Ease of understanding the contract summary

53%

20%
18%

8%

Not easy to
understand at all

Not very easy to
understand

Fairly easy to
understand

Very easy to
understand

Total number of respondents:88

The majority of respondents who received a
contract summary reported that it was easy to

understand.

However, 26% indicated that it was not easy to
understand. The main reasons mentioned
included:

+ Excessive text

« Technical or legal terminology




Changes to the terms and conditions

Clarity and understandability of notifications
to changes to terms and conditions in the
previous 12 months

Very cear | -
Unclear _ 14%
Very unclear _ 9%

Total number of respondents:265

Perceived fairness of contract modifications

59%

No, the terms should Yes, as long as | am Yes, but only if the
remain the same for the  notified beforehand and changes do not negatively
entire contract period have the option to impact the quality of the
terminate the contract service or the price

without penalties

Total number of respondents:400







Customer care channels

Preferred channel for contacting service providers

49%
Preferred contact channel trend

2019 2022 2025

N o) 0
I I
o) (o)
16% 16%
11% Still the highest
preference
4% 3%

Email Facebook Onllne chat Telephone Visiting a WhatsApp
(on website) retail outlet

Total number of respondents: 390




Customer care satisfaction

Customer Care Satisfaction (Mean score)

9 J 8O

Telecoms
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Market offers comparison behaviour

Frequency of checking market offers Ease of comparing different telecom
among telecom users offers on the market

43%
39%
. I I

Between one More than 3 Never Over the past

to three months ago 30 days . . - )
months ago = Very difficult = Fairly difficult = Fairly easy = Very easy

Total number of respondents: 400 Total number of respondents: 244




Deals for new vs existing customers

Perception of better deals offered to
new vs existing customers

No — Same
or better for
existing
customers

13%

Yes —
Better deals
for new
customer:
38%

Not sure
49%

Total number of respondents: 400

Perception of fairness in promotional
deals to new customers

63%

28%

9%

| don’t mind — | | feel treated unfairly No opinion
understand it's part of
competition

Total number of respondents: 151




MCA’s price comparison tool — lTelecosts

Awareness of MCA'’s price comparison website — Telecosts.com

Yes, but I've
never used it
1%
Rl < Telecosts Awareness Trend
3%

2022 2025

@

No. | wasn't Increase in awareness since 2022

/ aware of it

86%

Total number of respondents: 400




Overall satisfaction
with telecoms services




Overall satisfaction with telecoms services

Overall Satisfaction

9%
5%

o =
Very dissatisfied Dissatisfied Satisfied
m 2022 m2025

Total number of respondents: 400

Very satisfied

Overall Satisfaction Trend

94% (2022)

(2025)







Scams

Channels of scam communications received in the previous 6 months

Phone calls - | 1%
svs I 67
8 8% Email - I /3%
of respondents received scams Messages via OTT apps - |, 47

Calls via OTT apps | NN 4 1%

other |G 12%

Total number of respondents: 400




Scams

Victims of scams

12%

of respondents were victims of
scams

Total number of respondents: 400

Channels through which victims fell for scams

Email 27%

Messages from OTT apps
(Whatsapp,Facebook)

44%

Calls from OTT apps (Whatsapp,Facebook)

33%

SMS

27%

Phone calls 52%

Total number of respondents: 48




Scams

Financial loss experienced by scam victims

—

42%

suffered a financial loss that
was less than €500

N 8%

suffered more than €10,000

13%
8%

I

More than Between €3,001 Between €500 Less than €500 |did notincur any | prefer not to say
€10,000 and €10,000 and €3,000 financial losses/
Recognised the
scam in time

Total number of respondents: 48
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