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Socio Demographigues

D1.

D2.

D3.

Age de fin d’études :

Sexe [1} Homme
[2] Femme

Age Exact: [ ]JL] Ans
{oo] [REFUS/SANS REPONSE]

[AGE EXACT EN 2 CHIFFRES]

a1 ans

[00] [REFUS/ SR]

[01] [JAMAIS ETE A L'ECOLE PLEIN TEMPS]
[99] [ENCORE A L'ECOLE PLEIN TEMPS]

Sur le plan professionnel, peut-on dire qu'actuellement vous étes indépendant, employe,
ouvrier ou étes-vous sans activité professionnelle ?

[LIRE ITEMS A GAUCHE - ENSUITE FAIRE PRECISER (« c'est-a-dire ») - UNE SEULE
REPONSE]

- Indépendant
-> c'est-a-dire : - exploitant agricole, forestier, p&cheur..................iin. 11
- commergant, artisan ......................
- de profession libérale (avocat, médecin, comptable, architecte,...) 13
- chefd'entreprise ........co..oociiiiiriiiiii e

- autre (PRECISER)

- Employé

> cest-a~dire : - de profession libérale (médecin, avocat, comptable, architecte,...)21
- cadre supérieur/dirigeant d’entreprise .............cccoocvvvininiciiinnns 22
- cadre MoYeN.......cccovveeeccrimiiiieeniens .23
- fonctionnaire ........ .24
-employé de bureau .........ccccceereveenns .25

- autre employé (vendeur, infirmier, etc...) . ...26
-autre (PRECISER)......ccocciiiiiiiiiiiiiiiicinn e e 27
- Quvrier
- c'est-a-dire : - agent de maitrise (chef d'équipe) ..ol 31
- ouvrier qualifié
- ouvrier non quakifié............cooooriiii 33
-autre (PRECISER) ... 34
- Sans activité professionnelle
> cest-a-dire : - vous occupant de votre MENAage ..........ccoceveviciiiiieie e 41
- étudiant (2 temps Plein).......cccvoiiiiiiiiii
STRHMAME ..ot et e
- a la recherche d’un emploi
- autre (PRECISER)..........

- (Refus)

CONFIDENTIAL

D1.
D2.

D3.

U100 W

Flash EB ‘Quality of services’
Questionnaire Version 07/10/2003 — Page 1

Socio Demographics

Sex [1] Male
[2} Female

Exact Age: LiQ Years old
[oo0] [REFUSAL/NO ANSWER]

Age when finished full time education : [EXACT AGE IN 2 DIGITS]

LI years old

[00] [REFUSAL/ NO ANSWER]

[01] [NEVER BEEN IN FULL TIME EDUCATION]
[99] [STILL IN FULL TIME EDUCATION]

As far as your current occupation is concerned, would you say you are self-employed, an
employee, a manual worker or would you say that you are without a professional activity ?
[READ OUT LEFT ITEMS - THEN ASK TO SPECIFY (‘that is to say”)

- ONLY ONE ANSWER]

- Self-employed

2ie.: - farmer, forester, fisherman ... 11
- owner of a shop, craftsman ...........cccoviiiiennen e 12
- professional (lawyer, medical practitioner, accountant, architect,...)13
- manager of @ COMPANY..........cocoiiiniiiiiiine s 14
~0ther (SPECIFY) ..ot 15

- Employee

2>ie.: - professional (employed doctor, lawyer, accountant, architect) ....... 21
- general management, director or top management ....................... 22
- middle management,
S CIVIE SEIVANE ... e
S OffICE ClOTK ...t
- other employee (salesman, nurse, etc...)
- other (SPECIFY) it

- Manual worker

2ie.: - supervisor / foreman (team manager, etc ...} ... 3N
-manual Worker ...
- unskilled manual worker ..
- other (SPECIFY) ..........

- Without a professional activity

>ie.: -looking after the NOMe ... .....ccociiiiirnir e 41
- student (full time)....... .42
STEHIEA .o 43
-86eKINg @JOb ..o 44
- other (SPECIFY) .45

- (Refusal)



Flash EB ‘Qualité des services' CONFIDENTIAL

Flash EB ‘Quality of services’
Version Questionnaire 07/10/2003 — Page 2

Questionnaire Version 07/10/2003 — Page 2

D5. Région= "European Administrative Regional Unit" (N.U.T.S. 1) D5. Region = “"European Administrative Regional Unit” (N.U.T.S. 1)
[2 CHIFFRES] [2 DIGITS]
D6. Type de localité? D6. Type of Locality?
- ZONE MEFOPONLAING .......veviereeerieeereee et e et ee e re e e s ebesee et et es s esaeee e nensanaan - METOPOILAN ZONE ...t ettt ettt r e e sttt ebs et e e seee e sanerennea 1
- autre ville/centre urbain .. - other town/urban Centre...........ooc e 2
- ZONE TUFAIE ...t teaee et ettt en e e s e ennea - TUFAL ZOME.......eciiirieiei ettt ettt st e e es e st re s sa s nns s em s b ensnenennnnean 3
Q1. Kennt Dir mir soen ob Dir folgend Zervisser benotzt oder net ? Q1. Could you tell me whether or not you use each of the following services?
m 0 et et et s ba e e e e e 1 L (= SO O PRSP 1
= N ettt et e bt e e e e e arenenae 2 = N ettt ns s b e ra e en 2
{LIRE ~ UNE REPONSE PAR ITEM] [READ OUT ~ ONE ANSWER PER ITEM]
a. Mobiltelephonen a. Mobile telephony
b. Natiileche Gas b.  Natural gas
c. Zervisser bei der Post fir normale Courrier wéi Bréiwer, Postkaarten oder Pack c. Postal services for regular mail such as letters, postcards or packages
ze verschécken d. Local transport (Trams, Buses, Metro...)
d. De lokalen &ffentlechen Transport (Tramen, Bussen, Métro...) e. Air transport
e. De Loftverkéier f.  Rail transport
f.  De Schinnentransport
Q2. Géift Dir soen datt Dir ganz zefridden, éischter zefridden, éischter net zefridden oder guer Q2. Would you say that you are very satisfied, rather satisfied, rather unsatisfied or not
net zefridden mat der Qualitéit vun den Zervisser sidd, déi ugebuede ginn duerch... satisfied at all with the quality of services provided by the following ...
- Ganz zefridden.........ccooeeeneennnnnnen. 1 - Very satisfied .........ccccccevenne
- Eischter zefridden..... .2 - Rather satisfied.....
- Eischter net zefridden... .3 - Rather unsatisfied.
- Guer net zefridden...........c.cccceeueeeeee. 4 - Not satisfied atall..............ccoccieieee
= [NSP/SR]..coiiiviiiiiicecceeeeceeeciennenn 5  [DKINAL o
[LIRE - UNE REPONSE PAR ITEM] [READ OUT — ONE ANSWER PER ITEM]
a. Aere Stroumubidder a. Your electricity company
b.  Aere Fournisseur vum fixen Telefon b. Your fixed telephone provider
c.  Aere Fournisseur vum mobilen Telefon [seulement si Q1a = OUI] c. Your mobile telephone provider [only if Q1a = YES]
d. Aere Gazfoumisseur [seulement si Q1b = OUI] d. Your gas provider [only if Q1b = YES]
e. Zervisser vun der Post fir den normale Courrier wéi Bréiwer, Postkaarten oder Péack e. Postal services for regular mail such as letters, postcards or packages [only if Q1c
ze verschécken [seulement si Q1c = OUI} =YES]
f.  De lokalen 6ffentlechen Transport (Tramen, Bussen, Métro...) [seulement si Q1d f. Local transport (Trams, Buses, Metro...) [only if Q1d = YES]
=oul} g. The aifline company you most frequently use [only if Q1e = YES]
g. D’Fluchgesellschaft déi Dir am meeschte benotzt [seulement si Q1e = YES] h. The railway company you usually use [only if Q1f = YES]
h.

D’Zuchgesellschaft déi Dir normalerweis benotzt [seulement si Q1f = OUI]
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Q3.1.

Q3.1.1

Q3.1.2.

Electrizitéit

Ech liesen lech elo verschidde Propositiounen vir déi mat der Qualitéit vun der Offer
vum Elektreschen ze dinn hunn. Kennt Dir mir soen ob Dir eischter zefridden oder
eischter net zefridden mat follgenden Aspekter sidd.

- Eischter zefridden.............cccoeevvvennnn.
- Eischter net zefridden.

[LIRE = ROTATION - UNE REPONSE PAR ITEM]

a) D"Manéier wéi d’Elektresch par rapport zur Emwelt hirgestallt get

b) D’Zuel vun de Stromausfall

c) De Reparatiounszerviss am Fall vun engem Stromausfall oder vu
Problemer um Réseau

d) D’Kloerheet vun de Rechnungen vum Elektreschen

e) D’Méiglechkeet fir sdin eegene Konsum un Elektresch ze moossen

f)  D’Gestioun vun de Beschwéierungen

Wéi eng vu foligenden Aspekter déi mat der Offer vum Elektreschen ze dinn hunn
mussen Aerer Meenung no am meeschte verbessert ginn ?

[LIRE = ROTATION - UNE SEULE REPONSE]

- D’Manéier wéi d’Elektresch par rapport zur Emwelt hirgestallt get ........ 1
- D'Zuel vun de Stromausfall
- De Reparatiounszerviss am Fall vun engem

Stromausfall oder vu Problemer um Réseau............ccccviiiiiinninnecciccene 3
- D’Kloerheet vun de Rechnungen vum Elektreschen. ... 4
- D’Méiglechkeet fir sdin eegene Konsum un Elektresch ze moossen.................. 5
- D'Gestioun vun de Bedschwéierungen
- [NSP/SR]
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Electricity

| will now read out different aspects of the quality of the provision of electricity. For
each aspect | would like you to indicate if you are rather satisfied or rather unsatisfied
with this aspect.

- Rather satisfied ..........ccccooeevvnrincl 1
- Rather unsatisfied .2
- IDKINAL ...coteeeeeieete e 3

[READ OUT ~ ROTATION - ONE ANSWER PER ITEM]

a) The way electricity is produced in environmental terms

b) The number of power cuts

¢) The repair service in case of power cuts or network problems
d) The comprehensibility of electricity bills

e) The possibility of measuring your own electricity consumption
f)  The handling of complaints

In your opinion, which of the following aspects of providing electricity needs to be
improved the most?

[READ OUT — ROTATION - ONLY ONE ANSWER]

- The way electricity is produced in environmental terms 1
- The number of POWEF CULS. ........ccoeeeeriiriiiiritictirre et 2
- The repair service in case of power cuts or network

PrODIEIMS ...ttt e r e s b 3
- The comprehensibility of electricity bills ............c..ccoovovviiii, 4
- The possibility of measuring your own electricity consumption ................... 5

- The handling of complaints. ...........ccccoiimiii,
= [DKINA] ettt b et 7
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Q3.1.3.  Wadert Dir bereet méi fir Aert Elektresch ze bezuele wann... Q3.1.3. Would you be willing to pay more for your electricity if....
- Jo -
- Nee -
- [NSP/SR]...oeeiireeeeciiiec e 3 -
a) [SiQ3.1.2=1] ...méi ee groussen Deel vun Aerem Elektreschen aus a) [IfQ3.1.2=1]... a higher share of your electricity came from
emeierbaren Energiequelle kennt ? renewable sources of energy?
b) [SiQ3.1.2=2]...D'Zuel vun de Stromausféll pro Joer op d”Hallschent b) [IfQ3.1.2=2] ... the number of power cuts per year was cut in half?
reduzéiert géif ? c) [IfQ3.1.2=3] ... your company guaranteed a 24 hours repair service?
c) [SiQ3.1.2=3] ... Aer Geselischaft e 24 op 24 Stonne d) {if Q3.1.2=4] ... your electricity bills were made clearer and easier to
Reparatiounszerviss ubidde géif? understand?
d) [SiQ3.1.2=4] ... Aer Rechnunge vum Elektreschen méi kloer a méi e) [IfQ3.1.2=5]... youwere able to measure your own electricity
einfach ze verstoe waeren? consumption?
e) [SiQ3.1.2 =85} ... et méiglech wéer sain eegene Konsum un Elektresch fy [If Q3.1.2=6] ... the complaints were better handled?

ze moossen ?
f) [SiQ3.1.2= 6] ... Beschwéierungen besser behandelt géifen?

Q3.2 De fixen Telefon Q3.2. Fixed telephony

Q3.2.1. Ech liesen lech elo verschidde Propositiounen vir déi mat der Qualitéit vun der Offer Q3.2.1. | will now read out different aspects of the quality of the provision of fixed telephony.

vum fixen Telefon ze dinn hunn. Kennt Dir mir soen ob Dir eischter zefridden oder For each aspect | would like you to indicate if you are rather satisfied or rather
eischter net zefridden mat follgenden Aspekter sidd. unsatisfied with this aspect.
- Rather satisfied ...
- Eischter zefridden.............c.cccocecoe. - Rather unsatisfied.. .
- Eischter net zefridden - [DKINA] oo

- [NSP/SR]...c.covevianans
[READ OUT ~ ROTATION — ONE ANSWER PER ITEM]
[LIRE ~ ROTATION - UNE REPONSE PAR ITEM]
a) The availability of complementary services such as voice mail,

a) D’Existenz vun den zousétzlechen Zervisser wéi Anrufbeantworter, redirection of calls etc.
Rufumleitung, asw. b) The repair service in case of interruptions
b) De Reparatiounszerviss am Fall vun Gespraichennerbriechungen c) The comprehensibility of telephone bills
c) D'Kloerheet vun den Telefonsrechnungen d) The sound quality of telephone lines
d) D’Qualitéit vum Toun wahrend den Telefonsgespréicher e) The waiting time of having a new line installed
e) D'Waardezait fir d'Installatioun vun enger neier Ligne fy  The cost of having a new line installed
fy  D'Installatiounsk&schten fir eng nei Ligne g) The service when contacting the telephone company

g) Den Zerviss wahrend dem Kontakt mat der Telefonsgeselischaft
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Q3.2.2.

Wéi eng vu follgenden Aspekter déi mat der Offer vum fixen Telefon ze dinn hunn
mussen Aerer Meenung no am meeschte verbessert ginn ?

[LIRE ~ ROTATION - UNE SEULE REPONSE]

D'Disponibilitéit vun zousatzlechen Zervisser wéi Anrufbeantworter, Rufumleitung,

De Reparatiounszerviss am Fall vun
Gespréichennerbriechungen
D’Kloerheet vun den Telefonsrechnungen 3

D’Qualitéit vum Toun wahrend den Telefonsgespréicher

D'Waardeziit fir d'Installatioun vun enger neier Ligne ...........

D'Installatiounskéschten fireng nei Ligne............cccoccoeiicennn. .

Den Zerviss wahrend dem Kontakt mat der Telefonsgesellschaft ..................

INSPISR.o oot e eeee e eeee e eee e e eeeee e s e s ee s eeres e eee e ee e 8

- Jo1
- NEE .. 2
- INSP/SRY.....cveieeeeieee e 3

a) [SiQ3.2.2 = 1] ...een lech méi zousétzlech Zervisser wéi Anrufbeantworter
oder Rufumleitung ubidde géif ?

by [SiQ3.2.2=2] ... Aer Gesellschaft e 24 op 24 Stonne Reparatiounszerviss
garantéire géif?

c) [SiQ3.2.2=3]... Aer Telefonsrechnungen méi kloer an einfach ze verstoe
waeren ?

d) [SiQ3.2.2 = 4] ... d'Tounqualitéit verbessert géif ?

e) [SiQ3.2.2=85]... dWaardeziit fir d’Installatioun vun enger neier Ligne
verkierzt géif?

f) [Si Q3.2.2 = 6] ... d’Installatiounskaschte reduzéiert géifen?

g) [SiQ3.2.2=7]... den Zerviss wihrend dem Kontakt mat der
Telefonsgesellschaft verbessert géif ?

CONFIDENTIAL
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In your opinion, which of the following aspects of providing fixed telephony needs to be
improved the most?

[READ OUT — ROTATION — ONLY ONE ANSWER]

a)

b)
o

d)
€)

9)

The availability of complementary services such as voice mail,
redirection of calls, 1€ ........coccuiiiii i
The repair service in case of interruptions. ...
The comprehensibility of telephone bills............c.coccoin
The sound quality of telephone line..................
The waiting time of having a new line installed
The cost of having a new line installed...................

The service when contacting the telephone company .
[DIINA] .ottt ettt s b e ae s

RNONHAWN =

[if @3.2.2 = 1] ...you were offered more complementary services such as voice
mail, redirection of calls etc.?

[If @3.2.2 = 2] ... your company offered a guaranteed 24 hours repair service?
[if Q@3.2.2 = 3] ... your fixed telephone bills were made clearer and more easily
understandable?

[If Q3.2.2 = 4] ... the sound quality was improved?

[Iif Q3.2.2 = 5] ...the waiting time of having a new line installed was reduced

{if Q3.2.2 = 6] ...the cost of having a new line installed was reduced?

fif Q3.2.2 = 7] ...the service when contacting the telephone company was
improved?
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Q3.3.

Q3.3.0.

De mobilen Telefon [seulement si Q1a = OUI]

Kritt Dir Telefonsrechnungen fir d’'Benotze vun Aerem mobilen Telefon oder kaaft
Urufkrediter, déi lech erméigelechen Aer Verbindungen am viraus zebezuelen ?

- A. E Kontrakt (Dir kritt Rechnungen) ................ccccccovniinniiin,

- B. Prepaid-Kart (Urufkrediter am firaus kaafen)

= . DI ZWEE... ot e e e e

[SiQ3.3.0=10u 3]

Q3.3.1.

Q3.3.2.

Ech liesen lech elo verschidde Propositiounen vir déi mat der Qualitéit vun der Offer
vum mobilen Telefon ze dinn hunn. Kennt Dir mir soen ob Dir eischter zefridden oder

eischter net zefridden mat follgenden Aspekter sidd.

- Eischter zefridden............cccoccoceeneinnnn.
- Guer net zefridden..
- [NSP/SR]...coviiiiiieiicieneeerecere e

[LIRE - ROTATION — UNE REPONSE PAR ITEM]

a) D'Ofdecke vum Réseau vun Aerem mobilen Telefonsubidder

b) D'Kloerheet vun de Rechnungen vum mobilen Telefon

c) D’Disponibilitéit vun zousatzlechen Zervisser wéi Anrufbeantworter,
Rufumleitung, asw.

d) D'Tounqualitéit vun de Gespréicher um mobilen Telefonsréseau

e) D'Méiglechkeet fir Aere mobilen Telefon am Ausland ze benotzen (de
‘roaming')

fy  Den Zerviss wahrend dem Kontakt mam mobilen Telefonsubidder.

Weéi eng vu follgenden Aspekter déi mat der Offer vum mobilen Telefon ze dinn hunn
mussen Aerer Meenung no am meeschte verbessert ginn ?

[LIRE — ROTATION ~ UNE SEULE REPONSE]

- D'Ofdecke vum Réseau vun Aerem mobilen Telefonsubidder....... ............ 1
- D’Kloerheet vun de Rechnungen vum mobilen
TIBTON. oottt e e e et ae s e nanees 2

- D'Disponibilitéit vun zousatzlechen Zervisser wéi
Anrufbeantworter, Rufumleitung, asw. .............oocoeeviecieninin.

- D'Tounqualitéit vun de Gespréicher um mobilen Telefonsréseau................ 4

- D’Méiglechkeet fir Aere mobilen Telefon am Ausland ze benotzen (de ‘roaming’)

- Den Zerviss wahrend dem Kontakt mat Aerem mobilen Telefonsubidder...... 6
- INSP/ISRY. ..t e e e e 7
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Mobile telephony [only if Q1a = YES]

Do you receive bills for your mobile phone or do you purchase call credit allowing you
to pay for your calls in advance?

- A. Contract (receive billS) ............cccccoviiviiinninnn. 1
- B. Prepay (purchase call credit in advance).. .2
= CLBOth 3

[ Q3.3.0.=10r 3]

Q3.3.1.

Q3.3.2.

| will now read out different aspects of the quality of the provision of mobite telephony.
For each aspect | would like you to indicate if you are rather satisfied or rather
unsatisfied with this aspect.

- Rather satisfied ............ccooeevvveeiiiinnnns
- Rather unsatisfied... ..
- [DKINA] ..ot

[READ OUT — ROTATION ~ ONE ANSWER PER ITEM]

a) The network coverage of your mobile telephone provider

b) The comprehensibility of mobile telephone bills you receive

c) The availability of complementary services such as voice mail, redirection of calls,
etc.

d) The sound quality of mobile telephone lines

e) The possibility of using your mobile phone abroad [roaming]

fy  The service when contacting your mobile telephone provider

In your opinion, which of the following aspects of providing mobile telephony needs to
be improved the most?

[READ OUT — ROTATION - ONLY ONE ANSWER]

- The network coverage of your mobile telephone provider........................... 1
- The comprehensibility of mobile telephone bills .............c.ccoeerrininnn 2
- The availability of complementary services such as

voice mail, redirection of calls, etC.............o.ciieiiiiiviee
- The sound quality of mobile telephone lines ..
- The possibility of using your mobile phone abroad [roaming] ........................ 5
- The service when contacting your mobile phone provider
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Q3.3.3. Wiert Dir bereet méi fir d'Zervisser vum mobilen Telefon ze bezuele wann..

- OUi e 1
- NEE ...t 2
- [NSP/SR]....ooiiiiiiiiiieeeieeeeie e e 3

a) [SiQ3.3.2=1]... D'Ofdecke vum Réseau verbessert géif?

b) [SiQ3.3.2=2] ... d'Rechnungen vum mobilen Telefon méi kloer a méi
verstandlech wieren?

c) [Si1Q3.3.2=3] ... dir méi zousatzloech Zervisser wéi Anrufbeantworter,
Rufumleitung, asw. ugebuede kritt?

d) [SiQ3.3.2=4)] ... dTounqualitéit daitlech verbessert géif?

e) [SiQ3.3.2=5] ... d’'Méigiechkeet Aere mobilen Telefon am Ausland ze
benotzen verbessert géif (de ‘roaming’)?

fy [S1Q3.3.2=6] ... den Zerviss wahrend dem Kontakt mat Aerer mobiler
Telefonsgeselischaft verbessert géif?

[SiQ3.3.0=2]
Q3.3.4. Ech liesen lech elo verschidde Propositiounen vir déi mat der Qualitéit vun der Offer

vun Aerem Prepaid-Kaart-Ubidder ze dinn hunn. Kennt Dir mir soen ob Dir eischter
zefridden oder eischter net zefridden mat foligenden Aspekter sidd.

- Eischter zefridden.........ccccooeeevvveennnee
- Eischter net zefridden ..
- [NSP/SRY].......cccevivvreiree e eeieeeieeeee

[LIRE - ROTATION - UNE REPONSE PAR ITEM]

a) D'Ofdecke vum Réseau vun Aerem mobilen Telefonsubidder

b) D'Zait déi Dir hutt fir Urufkrediter ze benotzen ier se oflaafen

c) D'Liichtechkeet fir Urutkrediter opzelueden

d) D'Tounqualitéit vun de mobilen Telefonsgespréicher

e) Den Zerviss wahrend dem Kontakt mat Aerem mobilen Telefonsubidder

Q3.3.5. Wéi eng vu follgenden Aspekter déi mat der Offer vum mobilen Telefon ze dinn hunn

mussen Aerer Meenung no am meeschte verbessert ginn ?

[LIRE — ROTATION — UNE SEULE REPONSE]

- D'Ofdecke vum Réseau vun Aerem mobilen Telefonsubidder
- D'Zait déi Dir hutt fir Aer Telefonskaart ze benotzen ier se ofieeft
- D'Liichtechkeet fir Urufkrediter opzelueden ...... ....................
- D’'Toungqualitéit vun de mobilen Telefonsgespréicher.............c.ccccccevieenes .

- Den Zerviss wahrend dem Kontakt mat Aerem mobilen Telefonsubidder ...... 5
- INSPISR. ..t e e e e e e e e e e 6
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Q13.3.3. Would you be willing to pay more for your mobile telephony services if...

a) [If Q3.3.2=1] ... the network coverage was improved?

b) [If Q3.3.2=2}... mobile telephone bills were made clearer and more
understandable?

c) [if Q3.3.2 = 3] ... more complementary services such as voice mail, redirection of
calls, etc. were offered to you?

d) [1fQ3.3.2=4]... the sound quality was substantially improved?

e) [if Q3.3.2=5] ... the possibility of using your mobile abroad was improved
(roaming)?

f)y [if Q3.3.2=6] ... the service when contacting your mobile telephone company
was improved?

[If Q3.3.0.=2]

Q3.3.4. 1 will now read out different aspects of the quality of your prepay call credit network
provider. For each aspect | would like you to indicate if you are rather satisfied or

rather unsatisfied with this aspect.

- Rather satisfied ..........cc.cccceevivcnrennen. 1
- Rather unsatisfied..............cc.cccceeenne 2
- [DKINA] ..ot 3

[READ OUT - ROTATION ~ ONE ANSWER PER ITEM]

a) The network coverage of your mobile telephone provider
b) The time you have to use your call credit before it expires
c) The ease of topping up your call credit

d) The sound quality of mobile telephone communications
e) The service when contacting your mobile phone provider

Q3.3.5. In your opinion, which of the following aspects of providing mobile telephony needs to

be improved the most?

[READ OUT - ROTATION — ONLY ONE ANSWER]

- The network coverage of your mobile telephone provider ............................. 1
- The time you have to use your call credit before it expires 2
- The ease of topping up your call credit ......................... .3
- The sound quality of mobile telephone communications ............................. 4
5
6

- The service when contacting your mobile telephone provider..
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Q3.3.6.

Q3.4.

Q3.4.1.

Q3.4.2.

Waert Dir bereet méi ze bezuelen fir Aer mobil Telefonszervisser wann...

- [NSP/SR]....

a) [SiQ3.3.5=1]... dOfdecke vum Réseau vun Aerem mobilen Telefonsubidder
verbessert géif ?

b) [SiQ3.3.5=2] ...d Zait déi dir hutt fir Aer Urufkrediter ze benotzen méi laang
wier?

c) [S$i1Q3.3.5=3]... dOplueden vun aerem Urufkredit méi liicht géif ?

d) [Si1Q3.3.5=4] ... d'Tounqualitéit vun Aere Gespréicher verbessert géif?

e) [SiQ3.3.5=5]...den Zerviss wahrend dem Kontakt mat Aerer mobiler
Telefonsgesellschaft verbessert géif ?

D’Gasgesellschaft [seulement si Q1b = OUI] Q3.4.
Ech liesen lech elo verschidde Propositiounen vir déi mat der Qualitéit vun der Offer Q3.4.1.
vum natiileche Gas ze dinn hunn. Kennt Dir mir soen ob Dir eischter zefridden oder
eischter net zefridden mat follgenden Aspekter sidd.
- Eischter zefridden..........c.cccoocceeinene 1
- Eischter net zefridden......................... 2
- [NSP/SR]...cciineeeieeieienceceeeeeeneeans 3
[LIRE — ROTATION - UNE REPONSE PARITEM]
a) Bestannechkeet vum Service
b) De Reparatiounszerviss am Fall vun engem Problem
c) D'Kloerheet vun de Rechnungen
d) D’'Méiglechkeet fir sdin eegene Gaskonsum ze moossen
Waat fir een von de folgenden Aspekter déi mat der Offer vum natiidechen Gas ze din Q3.4.2.

hun, missten am meeschten verbessert gin?
[LIRE = ROTATION ~ UNE SEULE REPONSE]

- Bestdnnechkeet vum Service..........cooooiciiiiiiini e A
- De Reparatiounszerviss am Fall vun engem Problem..
- D’Kloerheet vun de Rechnungen...................cooiiaeee .
- D’Méiglechkeet fir sédin eegene Gaskonsum ze MOOSSEN .........ccocceevvevvveueene 4
= INSPISRY...co 5

CONFIDENTIAL
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Q3.3.6. Would you be willing to pay more for your mobile telephony services if...

a) [If Q3.3.5=1] ... the network coverage of your mobile provider was improved?

b) [If @3.3.5 =2] ... the validity time of the call credit was longer?

c) [ifQ3.3.5=23]... it became easier to top up your call credit?

d) [If Q3.3.5=4] ... the sound quality of your calls was improved?

e) [IfQ3.3.5=25] ... the service when contacting your mobile provider was
improved?

Gas Company [only if Q1b = YES]

1 will now read out different aspects of the quality of the provision of natural gas. For
each aspect ) would like you to indicate if you are rather satisfied or rather unsatisfied
with this aspect.

- Rather satisfied ............ccccceeeeeivennnns 1
- Rather unsatisfied.............cccovvveeee. 2
- [DKINA] e 3

[READ OUT -~ ROTATION - ONE ANSWER PER ITEM]

a) The continuation of service

b) The repair service in case of a problem

¢) The comprehensibility of bills

d) The possibility of measuring your own gas consumption

In your opinion, which of the following aspects of providing natural gas needs to be
improved the most?

[READ OUT — ROTATION — ONLY ONE ANSWER]

- The continuation of service ..o,
- The repair service in case of a problem
- The comprehensibility of bills .................................
- The possibility of measuring your own gas consumption

[ YR XN
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Q3.4.3. Wiaert Dir bereet méi fir d’ Zervisser déi mat der Liwwerung vum Gas ze dinn hunn ze Q3.4.3. Would you be willing to pay more for your gas if...
bezuelen wann...

a) [SiQ3.4.2=1]... dir manner Ennerbriechunge vum Zerviss hatt? a) [IfQ3.4.2=1] ... you had fewer interruptions of the service?

b) [SiQ3.4.2=2] ... dir vun engem 24 op 24 Stonne Reparatiounszerviss b) [If Q3.4.2=2] ... you received a 24 hours guaranteed repair services?
profitéire kéint ? c) ([ifQ3.4.2=13]... gas bills were made clearer and more

c) [SiQ3.4.2=3]... dGasrechnungen méi kloer a méi verstandlech understandable?
wieren? d) [If Q3.4.2 = 4] ... you were able to measure your own electricity

d) [SiQ3.4.2 = 4] .. et méiglech wier sdin eegene Gaskonsum ze consumption?
moossen ?

Q3.5. Postal service [only if Q1c = YES]
Q3.5. D’Postzervisser [seulement si Q1c = OUIJ

Q3.5.1. | will now read out different aspects of the quality of the provision of postal services
Q3.5.1. Ech liesen lech elo verschidde Propositiounen vir déi mat der Qualitéit vun der Offer (this includes both letters and parcels). For each aspect | would like you to indicate if
vun de Postzervisser ze dinn hunn (einschliesslech Bréiwer a Pack). Kennt Dir mir you are rather satisfied or rather unsatisfied with this aspect.
soen ob Dir eischter zefridden oder eischter net zefridden mat follgenden Aspekter
sidd. - Rather satisfied ... 1
- Rather unsatisfied.. .2
- Eischter zefridden............ccoccceeeeie. - [DKINA] ..o 3
- Eischter net zefridden .
- [NSP/SRY].....cooiiiiiiieniniiiiiecen [READ OUT - ROTATION - ONE ANSWER PER ITEM]
[LIRE - ROTATION — UNE REPONSE PAR ITEM] a) Timely delivery
b)  Proximity of post offices
a) D’Liwweren an den Delaien c) Proximity of mailboxes
b) De Fait dass de Postbiirc nobéi ass d) Ease fo obtain stamps, envelopes or boxes
c) De Fait dass d'Bréifkéschten nobai sin e) Service provided in post offices
d) DLiichtechkeet séch Timberen, Enveloppen oder Késchten se ze f)  The frequency of delivery of mail
besuergen g) The arrangements for collecting parcels

e) Den Service deen an de Postburoen geleescht gét
f)  D’'Héifechkeet mat d4t d’Post ausgedroen gét
g) D’'Modalitéiten fir Asammlen vun de Pack
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Q3.5.2.

Waat fir een vun de folgenden PostZervisser déi offréiert gin, missten drer Meenung
am meeschten verbessert gin ?

[LIRE — ROTATION — UNE SEULE REPONSE]

D'Liwweren anden Delaien ..........cooooiiiiiiii i 1
De Fait dass de Postbiiro nobdi ass. ....... e 2
De Fait dass d'Bréifké&schten nobai sin. ... 3
D’Liichtechkeet séch Timberen, Enveloppen oder Késchten se ze besuergen
Den Service deen an de Postburoen geleescht gét (z.B. Wardeziit) ............ 5

D'Héifechkeet mat dat d’Post ausgedroen gét
D’Modalitéiten fir d'’Asammlen vun de Péck ...
IN S P S R ..ttt e e e e ae e e et et et e e e e ebe e e eaes

Q3.5.3. Wierd Dir bereet nach méi fir d’'Postservicer ze bezuelen wann...

- Jo 1

a) [SiQ3.5.2=1]... d'Zait vun der Liwerung betrachtléch verbessert géif

b) [SiQ3.5.2=2] ... een de Postbilro vili méi no bei lech doheem géif
opmaachen?

¢) [SiQ3.5.2=3]... nach méi Bréifkéschten méi no bei lech doheem
géifen installéiert gin?

d) [SiQ3.5.2=4] ... é& méieinfach géif goen Timberen ze kréien ?

e) [SiQ3.5.2=5]... de Service deen an de Postbiiroen geleescht gét
wesentléch verbessert géif gin?

f) [SiQ3.5.2=6] ... d'Post méi dachs ausgedroen géif gin?

g) [SiQ3.5.2=7] ... d'Modalitéiten fir d’Asammelen vun de Pack
verbessert géif gin ?

CONFIDENTIAL

Q3.5.2.

Flash EB ‘Quality of services'
Questionnaire Version 07/10/2003 — Page 10

In your opinion, which of the following aspects of providing postal services needs 1o be
improved the most?

[READ OUT - ROTATION — ONLY ONE ANSWER]

Timely delivery ....................c..
Proximity of post office..
Proximity of mailboxes. .............ccccceevveenie

Ease to obtain stamps, envelopes orboxes .................... 4
Service provided in post offices (for instance queuing time at post office) ..... 5
The frequency of delivery of mail ......c..ccooiiiiiiii e
The arrangements for collecting parcels .

- Y S .ittieee et e 1
- NO Lo s 2
- (OKINAY ..o 3

a) [if Q3.5.2=1] ... the delivery time was improved significantly?

b) [If Q@3.5.2=2] ... you got a post office much nearer your home?

¢) [if Q3.5.2 = 3] ... more mail boxes were installed nearer to your home?

d) [if Q3.5.2 = 4] ... it became easier to obtain stamps?

e) [IfQ3.5.2=5] ... the service provided in post offices was significantly
improved?

fy [fQ3.5.2=6]...

g) [fQ3.5.2=7]...
improved?

mail was delivered more frequently?
the arrangements for collecting your parcels were
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Q3.6.

Q3.6.1.

Q3.6.2.

De lokalen 6ffentléchen Transport ( Bus) [seulement si Q1d = OUI]

Ech wierd lech elo verschidden Propositiounen iwert Qualitéit vun der Offer vum
lokalen offentléchen Transport virliesen (bus). Fir jiddereen vun désen Aspekter, kénnt
Dir mir soen op Dir éischter zefridden oder nét zefridden domat sidd.

- Eischier zefridden..............cccooovnervns
- Eischter nét zefridden
- [NSP/SR]....ccceeerennee.

[LIRE - ROTATION - UNE REPONSE PAR ITEM]

a) d'Punktiéchkeet vum Service

b) d’Héifechkeet vum Service

c) d'Liichtechkeet an d'Schneliechkeet vun de Verbindungen
d) d’Propretéit an den Zoustand vun de Ween

e} Den Service dee vum Personal geleescht gét

f)  D'Liichtechkeet séch Transportbillet'en ze besuergen

Aerer Meenung no, waat fir een vun de folgenden Zervisser vum lokalen offentléchen
Transpont, soll am meeschten verbessert gin?

[LIRE - ROTATION - UNE SEULE REPONSE]

- d’Piinktléchkeet vum Service ...........cooiiiiiiiiii el 1
- d’Héifechkeet vum Service. .........ccooooviiiiiniiiicicieeceene .
- d'Liichtechkeet an d’Schnellechkeet vun de Verbindungen. .......................... 3
- d'Propretéit an den Zoustand vun de Ween

- D'Liichtechkeet séch Transportbillet'en ze besuergen.
- [NSP/SR]

Q3.6.3. Wierd Dir bereet méi fir déi lokal 6ffentléch Zervisser ze bezuelen, wann...

- Jo1
- NEE .ot 2
- [NSP/SR]......iieeeeeticcicer e

a) [SiQ3.6.2=1] ... d’Punktiéchkeet wesentéch verbessert géif gin?

b) [SiQ3.6.2 = 2] ... d’'Héifechkeet vun de Zervisser wesentléch erhéischt
géif gin?

c) [SiQ3.6.2 = 3)... d'Verbindungen méi liicht a méi schnell wiren?

d) [SiQ3.6.2= 4] ... dWeen méi proper an an engem besseren Zoustand
wiren?

e) [SiQ3.6.2 = 5] ... de Service deen vum Personal geleescht gét
verbessert géif?

CONFIDENTIAL
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Local transport (trams, buses and metros) [only if Q1d = YES]

1 will now read out different aspects of the quality of the provision of local transport
(trams, buses and metros). For each aspect | would like you to indicate if you are
rather satisfied or rather unsatisfied with this aspect.

- Rather satisfied ..........ccoocoeecenn,
- Rather unsatisfied.. ..
- [DKINA] .....ooiiiierieesceeeeiieenceereenes

[READ OUT ~ ROTATION — ONE ANSWER PER ITEM]

a) Punctuality of services

b) Frequency of services

¢) Ease and rapidity of connections

d) Cleanliness and condition of vehicles
e) Service provided by personnel

fy  Ease to buy tickets

In your opinion, which of the following aspects of local transport services needs to be
improved the most?

[READ OUT — ROTATION - ONLY ONE ANSWER]

- Punctuality of SEIVICES ....c...ceeviiiiiiniiii e 1
- Frequency of services................ .2
- Ease and rapidity of connections. .........cc..ccoccciiiiiniiiies 3
- Cleanliness and condition of vehicles ... 4
- Service provided by personnel ... 5
- Ease to buy tickets

a) [IfQ3.6.2=1] ... punctuality was significantly improved?

b) [IfQ3.6.2=2] ... the frequency of service was significantly improved?
c) [ifQ3.6.2=23] ... connections were easier and faster?

d) [IfQ3.6.2=4] ... vehicles were cieaner and in better condition?

e) [IfQ3.6.2=5] ... service provided by personnel was improved?

fy [if Q3.6.2=6) ... it was easier to buy tickets?
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fy [SiQ3.6.2=6] ... & méi liicht wir séch Transportbillet'en ze
besuergen? Q3.7.
Q3.7.1.

Q3.7. De Lofttransport [seulement si Q1e = OUJ]

Q3.7.1. Ech wierd lech elo verschidden Propositiounen iwert Qualitéit vun der Offer vum
Lofttransport virliesen. Fir jiddereen vun désen Aspekter, kénnet Dir mir soen op Dir
éischter zefridden oder nét zefridden domat sidd.

- Eischter zefridden....................ccc.....
- Eischter nét zefridden .
- [NSP/SR]...cccoteteirairreenireineseeecieeenne
[LIRE — ROTATION — UNE REPONSE PAR ITEM]
a) d'Pinktiéchkeet beim Start a bei der Landung
b) d’Héifechkeet vun de Flich
c) d'Offer vun direkten Flich fir ar Destinatiounen
d)} d'Zuel vun den Destinatiounen
e) de Service um Flughafen virun an no dem Fluch
f)  de Service am Fliger Q3.7.2.
g) Zougangléchkeet vum Flughafen
Q3.7.2. Aerer Meenung no, waat fir een vun de folgenden Zervisser vum Lofttransport, soll am

meeschten verbessert gin?
[LIRE - ROTATION - UNE SEULE REPONSE]

- d’Pinktiéchkeet beim Start abeider Landung ... 1
- d’Heifechkeet vun de Flich. ...
- d'Offer vun direkten Flich fir ar Destinatiounen...
- d’Zuel vun den Destinatiounen
- de Service um Flughafen virun an no dem Fluch ..
- de Service am Fliger..........cccccreeeomnn i
- Zougangléchkeet vum Flughafen............c.cooo e

- INSP/SRY. ..ottt e e 8

Flash EB ‘Quality of services’
Questionnaire Version 07/10/2003 — Page 12

Air transport [only if Q1e = YES]

1 will now read out different aspects of the quality of the provision of air transport. For
each aspect | would like you to indicate if you are rather satisfied or rather unsatisfied
with this aspect.

[READ OUT - ROTATION — ONE ANSWER PER ITEM]

a) The punctuality of departure and arrival

b) The frequency of flights

c) The offer of direct flights to your destinations
d) The number of destinations

e) Before and after flight airport service

fy  In-flight service

g) The accessibility to airport

In your opinion, which of the following aspects of air transport needs to be improved
the most?

[READ OUT — ROTATION — ONLY ONE ANSWER]

- Before and after flight airport service...

- In-flight service...........ccocoveeevenenn. .6
- The accessibility to @irport.... ... 7
S IDKINALL e e s 8
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Q3.7.3. Wierd Dir bereet méi fir de Lofttransport ze bezuelen, wann ...

Q3.8.

Q3.8.1. Ech wierd lech elo verschidden Propositiounen iwert Qualitéit vun der Offer vum Q3.8.1.

Q3.8.2.

a) [SiQ37.2=1]...
b) [SiQ3.7.2=2]...
¢ [SiQ3.7.2=3]...
d) [SiQ3.7.2=4]...
e) [SiQ3.7.2=5]...
f) [SiQ3.7.2=6]...
g) [5iQ3.7.2=7]...

d’Piinktiéchkeet verbessert géif?

d’Flich fir ar Destinatioun méi heefech wiren?

€t méi direkt Flich fir ar Destinatioun géifen gin?

een lech méi eng grouss Zuel un Destinatiounen géif ubidden?
een d'Zervisser um Flughafen wesentléch géif verbesseren?
de Buedemzerviss wesentléch verbessert géif gin?

de Flughafen méi liicht zougangléch wir?

Den Zuchtransport [seulement si Q1f = OUlJ

Zuchtransport virliesen. Fir jiddereen vun désen Aspekter, k&nnet Dir mir soen op Dir
éischter zefridden oder nét zefridden domat sidd..
- éischter zefridden.............cccceoceen,
- éischter nét zefridden ... .
- [NSP/SR]..cieieiiiaineeeeeiee e

[LIRE — ROTATION —~ UNE REPONSE PAR ITEM]

a) d'Pinktléchkeet vun den Ukonften an den Depart'en

b) D’Propretéit an de Konfort vun den Zich

c) D’Schnellechkeet an Bequemlechkeet vum Ticket's Service
d) Den Service am Zuch

e) D’Heefechkeet vun den Zich

f)  D'Vitesse vun den Zich

g) D'Informatiun iwert d’'Horairen an Tariffer

Aerer Meenung no, waat fir een vun de folgenden Zervisser vum Zuchtransport, soll
am meeschten verbessert gin?
[LIRE - ROTATION - UNE SEULE REPONSE]

- d’Pinktliéchkeet vun den Ukonften an den Depart'en

.............................................. 1
- D’Propretéit an de Konfort vun den Zich. ..., .2
- D’'Schnellechkeet an Bequemlechkeet vum Ticket's Service......................... .3
- Den Service am ZUCh ... e 4
- D'Héifechkeet vun den Zich. .5

- D'Vitesse vunden Zich...............cccccoeeee .6
- D'informatioun iwert d'Horairen an Tariffer ...
- [NSP/SR]

CONFIDENTIAL
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Q3.7.3. Would you be willing to pay more for your air transport if...

Q3.8.

Q3.8.2.

[If @3.7.2 = 1] ... punctuality was improved?

[If Q3.7.2 = 2] ... there were more frequent flights to your usual destination?
[If Q3.7.2 = 3] ... there were more direct flights to your destination?

[If Q3.7.2 =4] ... you were offered a greater number of destinations?

[If Q3.7.2 = 5] ... there was a significant improvement in airport services?
[If Q3.7.2 = 6] ... the in-flight service was substantially improved?

[If @3.7.2 =7] ... you had easier access to an airport?

Rail Transport [only if Q1f = YES]

| will now read out different aspects of the quality of the provision of rail transport. For
each aspect | would like you to indicate if you are rather satisfied or rather unsatisfied
with this aspect.

- Rather satisfied .........cccccceenn

- Rather unsatisfied.. .

- [DK/NA] .....oiiiieciieeecnee e

[READ OUT = ROTATION —~ ONE ANSWER PER ITEM]

a) The punctuality of arrivals and departures

b} The cleanliness and comfort of trains

c) The speed and convenience of ticketing services
d) On-board services

e) The frequency of trains

f) The speed of trains

[4)] The information about timetables and fares

In your opinion, which of the following aspects of rail transport needs to be improved
the most?
[READ OUT - ROTATION -~ ONLY ONE ANSWER]

- The punctuality of arrivals and departures ....
- The cleanliness and comfort of trains....................

- The speed and convenience of ticketing services. ..
- On-board ServiCes ...........c..coeeiiiiceenveicniinanns
- The frequency of trains .
- The speed of trains .............coooviiiieeennnnes
- The information about timetables and fares
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CONFIDENTIAL

Q3.8.3. Wierd Dir bereet méi fir den Zuchtransport ze bezuelen, wann ... Q3.8.3.Would you be willing to pay more for your rail transport if...

a) [SiQ3.8.2=1]... dPunktléchkeet wesentléch verbessert géif? a) [If Q3.8.2 =1] ... punctuality was significantly improved?
b) [SiQ3.8.2=2]... d'Zich méi konfortabel a proper géife gin? b) [If Q3.8.2=2] ... trains were made more comfortable and cleaner?
c) [SiQ3.8.2=3]... den Ticket's Service verbessert géif gin ? c) [ifQ3.8.2=3]... the ticketing service was improved?
d) [SiQ3.8.2=4]... den Service am Zuch verbessert géif gin? d) [if Q3.8.2=4]... on-board service was improved?
e) [S5iQ3.8.2=5] ... dHéifechkeet vun den Zich eropgesaat géif gin ? e) [if Q3.8.2= 5] ... the frequency of trains was increased?
fy [SiQ3.8.2 = 6] ... méi schnell Zich, fir lech méi séier op &r Destinatioun fy [If Q3.8.2 = 6] ... faster trains could allow you to reach your destination in reduced
ze bréngen? time?
g) [SiQ3.8.2=7]... d'Informatioun iwert d’'Horairen an Tariffer verbessert g) [ Q3.8.2=7] ... information about timetables and fares were improved?
géif gin ?
[A TOUS]
{TO ALL]}
Q4. Waat fir een vun de folgenden zwee Aspekter — de Prais oder d’Qualitéit — ass dee

wichtesten wann Dir een Ubidder musst wielen ?

- Firunallem de Prais deen de Ubidder proposéiert
- Firunallem d’'Qualitéit déi den Ubidder offréiert ....
- [NSP/SR]

[LIRE - ROTATION — UNE REPONSE PAR ITEM]

a)
b)
c)
d)
e)
f)

9)
h)

Fir d’Elektrescht

Fir den fixen Telefon

Fir de mobilen Telefon

Fir den natiirlechen Gas

Fir d’Postservicer

Fir den lokalen 6ffentléchen Transport
Fir den Lofttransport

Fit den Zuchtransport

.................... - Mostly quality offered by the provider..

Q4. Which of the two elements — price or quality — is the most important for you when
choosing a service provider?

- Mostly price proposed by the provider.............

[READ OUT — ROTATION -~ ONE ANSWER PER ITEM]

a) For Electricity

b) For Fixed telephony
c) For Mobile telephony
d) For Natural gas

e) For Postal services
f) For Local transport
)] For Air transport

h) For Rail transport
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Q5. Fir verschidden Sekteuren déi mir schons ernimmt hun, ass ét méigelech téschend
verschidden Ubidder ze wielen. Ech hatt elo géren, dass dir verschidden Argumenter, Q5. In some of the sectors mentioned earlier there are several providers to choose from. |
fir een Ubidder ze wieselen oder nét betruecht, a mir dann soot waat fir eng would now like you to consider some arguments about changing or not changing
Argumenter am bdschten dre Standpunkt erémspigelen. provider and tell me which argument best reflects your point-of-view.
Q5.1. D’Elektrescht Qs.1. Electricity
Q5.1.1  Fir waat fireng vun de folgenden Ursaachen wir Dir geneigt dren Stroumubidder ze Q511 zlc; rc‘t'::l'g] ;ﬁ th(leigglli?w(l)r:]ghr::;c‘)gsd\]N;;(l:J‘Ig)you be most inclined to change your
wiesselen wann Dir d'Wiel hatt? {READ OUTp-PON'LYYONE ANSWER] ’
[LIRE — UNE SEULE REPONSE]
- Schons eng kleng Praisreduktioun  ...........cccceeirioeiiiieiiiniee e 1 ) gl:;?;?; ?:;;n:gc%"rec%i%‘;ﬁﬂon """"""""""""""""""""""""""""" 12
- Némmen fir eng betrachtléch Praisreduktioun...............c.ccooiinniinnnnnnne. 2 A TR A :
- Schons fir eng liicht Verbesserung vun der Qualitéit vun deem Aspekt deen ) '::gi?%;g:tg:t"ght improvement in the quality aspect that you find the 3
firiech amwichtesten ass...............ooiiiiiiiii 3 PRSP AR P T
- Némmen wir eng betrachtléch Verbesserung vun der Qualitéit vun deem Aspekt ) Only for a significant improvement in the quality aspect that you find the

most IMPortant ... ...

deen fir lech am wichtesten ass .. _ You wouid not change electricity provider for any of these reason .

- Fir keng vun deen Ursaachen géift Dir den Stroumubidder wiesselen...
- INSP/SR]

[S1Q5.1.1 =5 poser Q5.1.2] [IF Q5.1.1 = 5 ask Q5.1.2]

Qs.1.2 x::p?ﬂnﬁ:ﬁ:grg?;?:é,?rlgﬁnmduir; dL;;sra:ec r‘:ﬁgé;:sl a;iﬂg d‘iI:ILQIrV:ZIC: é;:te;selnlech den Q512 From t_he following Ii§t.of reasons, for you personally_what would be the main barrier to
[LIRE - UNE SEULE REPONSE] ’ changing your electricity provider, if you had the choice?
[READ OUT - ONLY ONE ANSWER]
- Etass ze komplizéiert den Ubidder ze wieselen .............coccerveiiiiiecnnneeenn, 1
- Et ass schwéier d’Praisser vun deene verschiddenen Ubidder ze verglaischen...2
- D’Késchten déi mam Wiessel vum Ubidder verbonn sin, sin ze héisch..............

- ltis too complicated to change provider .................cccociviiiiiiniiiiiiiiic e,
- It is difficult to compare prices from different providers

- De Qualitéitsniveau vun deenen aaneren Ubidder ass ongewéss .......... . The COStTQ' associated w1t.h cha.nglng proylder are too high ... 3
R De Wiessel vum Ubidder dauert ze 13ang oo - The qualllty of other provnders is uncerta}n ............................................... 4
- [Ech sin mat mengem aktuellen Ubidder zefridden] ... : I[“f‘ tho: t'maﬁgr::mg:,nr?eﬁ cf:s;%;r}’mv'defs g
o U INSPISRI.. .ot PPy y e
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Q5.2. Le fixen Telefon Q5.2.
Q5.2.1  Firwaat fireng vun de folgenden Ursaachen wir Dir geneigt dren fixen Telefonsubidder Q5.2.1

ze wiesselen wann Dir d'Wiel hatt?

[LIRE - UNE SEULE REPONSE]

Schons fir eng kleng Praisreduktioun

N&mmen fir eng betrach&ch PraiSreduKtioUN...................o...oooooeeveoesrerrrroe, 2
Schons fir eng liicht Verbesserung vun der Qualitéit vun deem Aspekt deen
fir lech am wichtesten ass ............coiiiiii i e 3

Némmen wir eng betrachtléch Verbesserung vun der Qualitéit vun deem Aspekt
deen fir lech am wichtesten ass
Fir keng vun deen Ursaachen géift Dir den fixen Telefonsubidder wiesselen....5
[NSPISR]. ... e e et e e e 6

[Si Q5.2.1 = 5 poser Q5.2.2]

Q5.2.2

Vun der Léscht mat de folgenden Ursaachn, waat fir een wir fir lech perséinléch den

haapt Hindernis fir are fixen Telefonsubidder ze wieselen, wann dir d’'Wiel hatt ?

[LIRE ~ UNE SEULE REPONSE]

Et ass ze komplizéiert den Ubidder ze WIieSeleNn ................ccevevereerrereeeeinnincacannan 1
Et ass schwéier d’Préisser vun deene verschiddenen Ubidder ze verglaischen....2
D’Kischten déi mam Wiessel vum Ubidder verbonn sin, sin ze héisch 3
De Qualitéitsniveau vun deenen aaneren Ubidder ass ongewéss. 4
De Wiessel vum Ubidder dauert ze laang ........cc..ccocveeveiceeennee. 5

6

7

[Ech sin mat mengem aktuellen Ubidder zefridden]
[NSP/SR]

Q5.3. De mobilen Telefon [seulement si Q1a = OUl]

Q5.3.1

Fir waat fireng vun de folgenden Ursaachen wir Dir geneigt dren mobilen

Telefonsubidder ze wiesselen wann Dir d'Wiel hatt?
[LIRE — UNE SEULE REPONSE]

Schons fir eng kleng Pradisreduktioun ...
Némmen fir eng betrdchtiéch Praisreduktioun
Schons fir eng liicht Verbesserung vun der Qualitéit vun deem Aspekt deen
fir lech am wichtesten ass
Némmen wir eng betrachtléch Verbesserung vun der Qualitéit vun deem Aspekt

deen fir lech am wichtesten ass 4
- Firkeng vun deen Ursaachen géift Dir den mobilen Telefonsubidder wiesselen ...5
= INSPISRI. ..t e 6

[Si Q5.3.1 = 5 poser Q5.3.2]
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Fixed telephony

For which of the following reasons would you be most inclined to change your fixed

telephony supptlier, if you had the choice?

[READ OUT - ONLY ONE ANSWER]

Already for a small price reduction ... 1
Only for a large price reduction. ............ccccooiiiiiinnnii s 2
Already for a slight improvement in the quality aspect that you find the

most important ... e 3

Only for a significant improvement in the quality aspect that you find the
MOSE IMPOMTANT ... . it e
You would not change fixed telephony provider for any of these reasons

[IF Q5.2.1 = 5 ask Q5.2.2]

Q5.2.2

From the following list of reasons, for you personally what would be the main barrier to

changing your fixed telephony provider, if you had the choice?

[READ OUT — ONLY ONE ANSWER]

It is too complicated to change provider............ccccoococcinininnnnncee s
it is difficult to compare prices from different providers......
The costs associated with changing provider are too high ...
The quality of other providers is uncertain........................

It is too time consuming to change providers
[I'm happy with my current provider]...........

[DKINA] ..t

~NOAWN=

Q5.3. Mobile telephony [only if Q1a = YES]

Q5.3.1

For which of the following reasons would you be most inclined to change your mobile

telephony supplier, if you had the choice?
[READ OUT — ONLY ONE ANSWER]

Already for a small price reduction ... 1
Only for a large price reduCtion .............ocoiiiiiii e 2
Already for a slight improvement in the quality aspect that you find the

MOSEIMPOTANT ..ot e et 3

Only for a significant improvement in the quality aspect that you find the

MOSEIMPOTTANT ... e ec e s e ete s
You would not change mobile telephony provider for any of these reasons
[DK/NA]
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Q5.3.2

Q5.4.

Q54.1

Vun der Léscht mat de folgenden Ursaachen, waat fir een wir fir lech perséinléch den
haapt Hindernis fir 4re mobilen Telefonsubidder ze wieselen, wann dir D'Wiel hatt ?

[LIRE = UNE SEULE REPONSE]

- Et ass ze komplizéiert den Ubidder ze wieSelen ..............ccceoveeveverieeeceeeierennn. 1
- Etass schwéier d’Praisser vun deene verschiddenen Ubidder ze verglaischen....2
~  D’Kaschten déi mam Wiessel vum Ubidder verbonn sin, sin ze héisch.......cc.ceoveeeiienne.
- De Qualitéitsniveau vun deenen aaneren Ubidder ass ongewéss ................c....... 4
- De Wiessel vum Ubidder dauert ze laang ..............cccccovvvniennnns

- [Ech sin mat mengem aktuellen Ubidder zefridden]

Den natiirleche Gas [seulement si Q1b = OUl]

Fir waat fireng vun de folgenden Ursaachen wir Dir geneigt dren Gasubidder ze
wiesselen wann Dir d’'Wiel hatt?
[LIRE — UNE SEULE REPONSE]

- Schons fir eng kleng Préisreduktioun ...
- Némmen fir eng betrachtiéch Prdisreduktioun
- Schons fir eng liicht Verbesserung vun der Qualitéit vun deem Aspekt deen

fir lech am wichtesten ass
- Némmen wir eng betrachtléch Verbesserung vun der Qualitéit vun deem Aspekt
deen fir lech am wichtesten ass s
- Fir keng vun deen Ursaachen géift Dir den Gasubidder wiesselen
- [NSP/SR]

[Si1Q5.4.1 = 5 poser Q5.4.2]

Q54.2

Vun der Léscht mat de folgenden Ursaachen, waat fir een wir fir lech perséinléch den
haapt Hindernis fir are Gasubidder ze wieselen, wann dir D'Wiel hatt ?
[LIRE —~ UNE SEULE REPONSE]

- Et ass ze komplizéiert den Ubidder ze wieselen ...............ocovevieeivieeeeeiviieereeenns 1
- Et ass schwéier d’Préisser vun deene verschiddenen Ubidder ze verglaischen....2
- D’Kaschten déi mam Wiessel vum Ubidder verbonn sin, sin ze héisch............cccovvveen...

- De Qualitéitsniveau vun deenen aaneren Ubidder ass ongewéss.
- De Wiessel vum Ubidder dauert e 12ang..............ccceevieimirieiimniniic e ceceeeenes
- [Ech sin mat mengem aktuellen Ubidder zefridden}
- [NSP/SR]
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[IF @5.3.1 = 5 ask Q5.3.2]

Q5.3.2

From the following list of reasons, for you personally what would be the main barrier to
changing your mobile telephony provider, if you had the choice?

[READ OUT - ONLY ONE ANSWER]

- ltis too complicated to change provider......................... 1
- ltis difficult to compare prices from different providers... 2
- The costs associated with changing provider are too high .3
- The quality of other providers is UNCEMAIN........c.cocerrrmriiiiii i, 4
5
6
7

- ltis too time consuming to change providers
- [I'm happy with my current provider]
- [DK/INA]

Q5.4. Natural gas [only if Q1b = YES]

Q5.41

For which of the following reasons would you be most inclined to change your natural
gas supplier, if you had the choice?
[READ OUT - ONLY ONE ANSWER]

- Already for @ small price reduction ...............ccccoeeiniiiiiiiiniiiininien e 1

- Only for alarge price redUuCHON ...........coeiiiirirne e 2

- Already for a slight improvement in the quality aspect that you find the
MOSEIMPOMTANE.......coiiiiii ettt st 3

- Only for a significant improvement in the quality aspect that you find the
MOSEIMPOMANE ..ot ettt e snnes

- You would not change gas supplier for any of these reasons..

- [DK/NA]

[IF Q5.4.1 = 5 ask Q5.4.2]

Q5.4.2

From the following list of reasons, for you personally what would be the main barrier to
changing your natural gas provider, if you had the choice?
[READ OUT ~ ONLY ONE ANSWER]

- Jtis too complicated to change provider..............cccccoiiiiiiiin i 1
- ltis difficult to compare prices from different providers....
- The costs associated with changing provider are too high...
- The quality of other providers is uncertain.......
- Itis too time consuming to change providers ..
- [I'm happy with my current provider]...............
- [DK/NA]
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Q5.5. D’Post Zervisser [seulement si Q1c = OUI]

Q5.5.1  Fir waat fireng vun de folgenden Ursaachen wir Dir geneigt dren Postserviceubidder ze  Q5.5. Postal services [only if Q1c = YES]
wiesselen wann Dir d’'Wiel hatt?

[LIRE — UNE SEULE REPONSE] Q5.5.1  For which of the foliowing reasons would you be most inclined to use another postal
service provider to send a parcel, if you had the choice?
- Schons fir eng kleng Praisreduktioun ... e 1 [READ OUT ~ ONLY ONE ANSWER]
- Némmen fir eng betrachtiéch Praisreduktioun ... 2
- Schons fir eng tiicht Verbesserung vun der Qualitéit vun deem Aspekt deen fir - Already for a small price reduction
lech am wichtesten ass fir PAck ze VErSChBEKEN oo 3 - Only for afarge price reduction.................... I T AT
- Némmen wir eng betrichtiéch Verbesserung vun der Qualitéit vun deem Aspekt - Already for a slight improvement in the quality aspect that you find the
deen fir lech am wichtesten ass fir Pack ze verschécken e 4 most important for sending a parcel .............. s 3
- Fir keng vun deen Ursaachen géift Dir den Postserviceubidder fir Pack ze verschécken - Only for a significant improvement in the quality aspect that you find the
wiesselen most important for sending @ parcel ..o, 4
B (1551 =75 = § OO OO USROS - You would not change postal services provider for sending a parcel for any
OF thESE MEASOMS.......oeiitietieircceere et et 5
[Si Q5.5.1 = 5 poser Q5.5.2] = IDKINA] ettt st s e e ae s 6

Q5.5.2  Vun der Léscht mat de folgenden Ursaachen, waat fir een wir fir lech perséinléch den  [IF @5.5.1 = 5 ask Q5.5.2]
haapt Hindernis fir 4re Postserviceubidder ze wieselen, wann dir d'Wiel hitt? o . i
Q5.5.2 From the following list of reasons, for you personally what would be the main barrier to
[LIRE - UNE SEULE REPONSE] using another postal service provider to send a parcel, if you had the choice?

- Dir hut keen Vertrauen an een aaneren Ubidder waat d’Liwerung vun de Pack

UGB e reeeeeeassnssesns e [READ OUT — ONLY ONE ANSWER]

- Etass ze komplizéiert een aaneren Ubidder ze benotzen . . .

- Etass schwéier d’Prisser vun deene verschiddenen Ubidder ze vergldischen....3 - You do not trust another provider to deliver your parcel safely and timely.......... 1

- D’Benotzung vun engem aaneren Ubidder dauert ze laang ..............cccocceeveiennnes 4 - Itis too complicated to use another Provider..........ooovvvvoormevv s 2

- [Ech sin mat mengem aktuellen Ubidder zefridden] - ltis difficult to compare prices from different providers..........c..cccooooiviinninncs. 3

= INSPYSR .. e - Itis too time consuming to use another provider ........ -4
- ['m happy with my current provider]................. ...5
o U IDKINA ettt a st 6

Q5.6. De Lofttransport [seulement si Q1e = OUI]

Q5.6.1  Firwaat fireng vun de folgenden Ursaachen wir Dir geneigt ar Fluchgesellschaft ze . i
wiesselen déi Dir am meeschten benotzt? Q5.6.  Air transport [Only if Q1e = YES]
[LIRE - UNE SEULE REPONSE]
Q5.6.1  For which of the following reasons would you be most inclined to change the airline
company you most often use?
[READ OUT - ONLY ONE ANSWER]

- Schons fir eng kleng Praisreduktioun ... s
- Némmen fir eng betrdchtléch Préisreduktioun

Schons fir eng liicht Verbesserung vun der Qualitéit vun deem Aspekt deen fir

tech am wichtesten ass 3 - Already for a small price reduction ... 1

B Y . e T e - Only for a large price redUCHON ...........cccoererieiniininiiie s 2

deer?:mr::hn :": v?/ir::%tt:eestt?ﬁgiim Verbesserung vun der Qualitéit vun deem Aspekt 4 - Already for a slight improvement in the quality aspect that you find the most

N . " T Jriroenesesesesanerm e IMPOITANT......cooitt e e e 3

_ m'skpe/g%a\]mn désen Ursaachen géif Dir d'Fluchgesellschaft wiesselen... g - Only for a significant improvement in the quality aspect that you find the most
..................................................................................................................... HIPOTLANL oo eooeer s eeeee e seeemeee e e esreeee e ceerecereeseeeess

- You would not change airline for any of these reasons .
m IDKINA] et et ettt 6
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[Si Q5.6.1 = 5 poser Q5.6.2] [IF @5.6.1 = 5 ask Q5.6.2]
Q5.6.2. Vun der Léscht mat de folgenden Ursaachen, waat fir een wir fir lech perséinléch den Q5.6.2. From the following list of reasons, for you personally what would be the main barrier to
haapt Hindernis fir ar Fluchgeselischaft déi Dir gewéinlech benotzt ze wieselen? changing the airline company you most frequently use?
[LIRE — UNE SEULE REPONSE] [READ OUT — ONLY ONE ANSWER]
- Hir Horairen entspriechen lech nét ..., - Their time schedule does Not Suit YOU ... 1

- Sifléien déi Destinatioun wou Dir hi wélt nét un - They do not fly to the destinations you need to go to ..

- Et ass ze komplizéiert d’Fluchgesellschaft ze wiesselen.............c..c..ccco. 3 - Itis too complicated to change airline ........................
- Etass schwéier d’Praisser téschend deenen verschiddenen Fluchgesellschaften - Itis difficult to compare prices from different airlines .
Z€ VEIGIAICNEN ...ttt e s et - The quality of other providers is uncertain.............c..cooovriiniininin

- D’Qualitéit vun deenen aaneren Ubidder ass ongewéss
- De Wiessel vum Ubidder dauert ze 1ang..............c.cceeviiiininniiicinccceee
- {Ech sin zefridden mat dar Fluchgesellschaft déi ech am Moment benotzen].
- [NSP/SR]

- ltis too time consuming to change Providers ............c.cccceieviiiiiicniniiienecenns
- [I'm happy with the airline company | currently use] -
w [DKINA] L.ttt e et e s s s s s s ne e e e reas

Q5.7. Local transport [Only if Q1d = YES]
Q5.7. De lokalen éffentléchen Transport [seulement si Q1d = OUIJ

Q5.7.1  For which of the following reasons would you be ready to use local transport more

Q5.7.1  Fir waat fireng vun de folgenden Ursaachen wierd Dir bereet de lokalen éffentiéchen (trams, buses or metro)?
Transport nach méi oft ze benotzen (bus)? [READ OUT — ONLY ONE ANSWER]
[LIRE — UNE SEULE REPONSE]
- Already for a small price reduction............cc.cccocevviiiininniniee 1
- Schons fir eng kleng Praisreduktioun..............c..cocoiviiiiimiiininn e - Only for a large price reduction ..............c.ociviviiriiiiiiinine e 2
- Némmen fir eng betrachtiéch Préisreduktioun... - Already for a slight improvement in the quality aspect that you find the
- Schon eng kleng Verbesserung vun der Qualitéit vun dem Aspekt, deen fir MOSEIMPOTtANt ... 3
lech am wichtesten ass... - Only for a significant improvement in the quality aspect that you find the
- Némmen fir eng betrachtiéch Verbesserung vun der Qualitéit vun dem Aspekt, MOSEIMPOMtANt ... 4
deen fir lech am wichtesten ass. ..., - You would not use local tfransport more for any of these reasons ..5
- Fir keng vun désen Ursaachen géift dir de lokalen Transport méi benotzen... = [DKINAT e ebasr e 6
= INSPISR] et e

[IF Q5.7.1 = 5 ask Q5.7.2]
[Si Q5.7.1 = 5 poser Q5.7.2]

Q5.7.2  From the following list of reasons, for you personally what would be the main barrier for

Q5.7.2 Vun der Léscht mat de folgenden Ursaachen, waat fir een wir fir lech perséinléch den not using local transport more?
haapt Hindernis fir den lokalen Gffentléch Transport nét méi ze benotzen? [READ OUT — ONLY ONE ANSWER]
[LIRE - UNE SEULE REPONSE]
- You cannot get to where you want to go with local transport............................. 1
- Den lokalen 6ffentiéchen Transport erméigelecht lech ét nét fir dohin ze kommen - Their time schedule does not sUit YOU ..o 2
WOU DIFTWEIIL. ..o e e e e een e 1 - ltis too time consuming to use local transport compared to other means
- D’Horairen passen lech nét OF trANSPOMt ... 3
- Am Verglach mat aaneren Transportméttel hélt et zevill Zait eweg de lokalen - There are too many delays or cancellations ... 4
offentléchen Transport ze benotzen...........co..coververee e 3 - [l already use it as much as | can). 5
- Etgin zevill Verspéidungen oder Annulatiounen 4 = IDKINA] et 6

- [Ech benotzen schons souvill wéi ech kann]....
= INSPISR]. ... s 6
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Q5.8. Den Zuchtransport [Seulement si Q1f = OUI]
Q5.8.1  Fir waat fireng vun de folgenden Ursaachen wierd Dir bereet den Zuch nach méi oft ze
benotzen?

[LIRE - UNE SEULE REPONSE]

- Schons fir eng kleng Praisreduktioun...........cc.ccoiiiimii s 1
- Némmen fir eng betrachtiéch Praisreduktioun..............ocoooiiiiiiiicn e 2
- Schon eng kleng Verbesserung vun der Qualitéit vun dem Aspekt, deen fir

lech am wichtesten ass
- Némmen fir eng betrachtiéch Verbesserung vun der Qualitéit vun dem Aspekt,

deen fir lech am wichtesten ass ...
- Fir keng vun désen Ursaachen géift dir den Zuch méi benotzen.
- [NSP/SR]

[IF Q5.8.1 = 5 ask Q5.8.2]

Q5.8.2  Vun der Léscht mat de folgenden Ursaachen, waat fir een wir fir lech perséinléch den
haapt Hindernis fir den Zuch nét méi ze benctzen ?
[LIRE — UNE SEULE REPONSE]
- Dir kommt nét dohin, wou dir gdren hikéimt .. s
- Hir Horairen passen ieCh N8t .............occeiiiiiiiicc et e 2
- Am Verglach mat aaneren Transportméttel hélt et zevill Z&it eweg den Zuch ze
DEIIOIZEN. ..ottt e 3
- Etgin zevill Verspéidungen oder Annulatiounen .. )
- [Ech benotzen schons souvill wéi ech kann] ..... .5
= INSPISR] .ottt st s s en e e 6
{A TOUS]

A fir ofzeschiéissen, géif ech lech gaeren e puer Froen iwert Bezuelen mat der Kaart
stellen...

Q6. Hut Dir perséinléch, eng oder méi Kreditkaarten oder Bankkaarten ?

[Si ‘NON’ (code 3), ALLER A LA FIN DE L'INTERVIEW]
[Si linterviewé répond ‘carte de débit’ = OUI]
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Q5.8. Rail transport [Only if Q1f = YES]

Q5.8.1  For which of the following reasons would you be ready to use rail transport more?
[READ OUT — ONLY ONE ANSWER]

- Already for a small price reduction...............ccccoooiiiiinmiii e 1
- Only for alarge price reduction ...........cccoccoviriiiiiiiii e 2
- Already for a slight improvement in the quality aspect that you find

the MoStIMPOrtant ..ot 3
- Only for a significant improvement in the quality aspect that you find

the MOStIMPOTTANE ... et ier e s 4
- You would not use rail ransport more for any of these reasons.............c........... 5
m [DKINA] ettt ettt en 6

[IF Q5.8.1 = 5 ask Q5.8.2]
Q5.8.2 From the following list of reasons, for you personally what would be the main barrier for
not using rail transport more?

[READ OUT - ONLY ONE ANSWER]

- You cannot get to where you want to go
- Their time schedule does not suit you
- Itis too time consuming to use rail transport compared to other

MEANS Of tTANSPOI ........oiieie ittt ee s e seasssas s s e
- There are too many delays or cancellations
- [l already use it as much as | can]
- [DK/NA]

[TO ALL]

And finally, | would like to ask you several questions concerning payments by card...

Qe. Yourself, do you own one or several credit or bank payment card(s)?

S XS, ONE....ooiieieveiee e et e s re e e e e e s aeraeas
- Yes, several

[If ‘NO’ (code 3), GO TO END OF INTERVIEW]
[If respondent mentions debit card’ = YES]
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CONFIDENTIAL

Q7.

Q7. Et kann een seng Kreditkaart oder Bankkaart verléieren oder geklaut kréien. Am
Moment muss een, fir seng Kaart ze blockéieren an d’'Responsabilitéit vum Titutalire
vun der Kaart ofzelehnen, eng bestémmten Telefonsnummer urufen, wéi zum Beispili
déi vun Titulaire senger Bank.

Wir arer Meenung no, d’'Schaafen vun enger gemeinsamer eenzeger Telefonsnummer
— déi liicht ze verhaalen an, an all Land vun der europdescher Unioun, déi selwecht wir
— eng ganz effikass, éischter effikass, éischter nét effikass oder guer nét effikass
Mossnahm, fir d'Vertrauen vun de Leit an d’'Benotzung vun Karten fir ze bezuelen rem
ze starken ?
[LIRE — UNE SEULE REPONSE]
-Ganz effikass.......cooooiiiiinii e
- éischter effikass ... .
- éischter nét effikass .......cccooveeveniiiiiininnes 3
- guer nét effikass........cccccooveervniiiniiicccenns 4
S [NSP/SR] .ottt 5
[Si Finterviewé mentionne le probléme des préfixes internationaux, insister sur
Paspect unique et identique du numéro de téléphone dans tous les pays membres
de I'UE ; uniquement le préfixe international peut étre différent]

Q8. Wierd Dir bereet fir d’Bestoen vun esou engem Service vun enger gemeinsamer

eenzeger Telefonsnummer bannend der européescher Unioun ze bezuelen?
[LIRE - UNE SEULE REPONSE]
=J0, SBCNET .o
- Jo, wahrscheinléch ... .
- Nee, wahrscheinlechnét.................................. 3
-Nee, séchernét ... 4
SINSP/SR] ..ottt 5
Q9. Wann désen Service vun enger gemeinsamer eenzeger Telefonsnummer bannend der

européescher Unioun eng Bezuelung géif fuederen, waat fir eng Léisung géift Dir
firzéihen?

[LIRE ~ UNE SEULE REPONSE]

- Eng Erhéigung vun der jahriécher Gebiihr an keng Annerung op der

d’Kéaschten fir d’Kaart blockéieren ze 100SSen. .........cccceeveeviineiinnecevcenccnnne. 1
- Eng Erhéigung vun de Kaschten fir d’'Kaart blockéieren
ze loossen, an eng onverdndert jahriéch Gebohr. ... 2

= INSPISR] oot eeeeeeeeeeooeee et e eeee e 3

Q8.

Q9.

Flash EB ‘Quality of services’
Questionnaire Version 07/10/2003 — Page 21

One’s credit or bank payment card may be lost or stolen. Currently, in order to block
one's card and to exclude the cardholder's liability, it is necessary to call a specific
telephone number, e.g. the number of the cardholder’s bank

In your opinion, would the creation of a single common telephone number, easy to
remember and the same in all of the countries of the European Union, be a very
effective, rather effective, rather ineffective or not effective at all, measure to increase
people's confidence in using payment cards?

[READ OUT - ONLY ONE ANSWER]

- Very effective ..o 1
- Rather effective...
- Rather ineffective

.2
.3
4
5
[If respondent mentions the problem of ‘international area codes’, insist on the

fact that it is a single common telephone number throughout the EU; only the
international area code might be different]

Would you be prepared to pay for the availability of such a service within the European
Union?

[READ OUT ~ ONLY ONE ANSWER]

-Yes, certainly ......ocoociiveenni e 1
-Yes, probably ... 2
- No, probably not..........ccccccomiiiiiiiiiiee. 3
- No, certainly not ... 4

If this single common telephone number service within the European Union had to be
paid for, which solution would you prefer?

[READ OUT -~ ONLY ONE ANSWER]

- An increase in the annual fee and unchanged charges

for blocking the Card ............cccoi et 1
- An increase in the blocking charges and the unchanged

annual fee
- [DK/NA]
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