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DISCLAIMER

• TRA does not make any representations or warranties, either express or implied, that:

• the information is free from inaccuracies, errors or omissions;

• the information is exhaustive;

• the information is of merchantable quality and fitness for a particular purpose.

• TRA, including its officers, board members, employees, agents and contractors, is not liable for:

• any inaccuracy, error or omission in the information contained in this document; nor

• any loss, damage, cost or expense whether direct, indirect, consequential or special, incurred by, or arising by reason of, any person using or

relying on the information and whether caused by reason of any inaccuracy, error, omission or misrepresentation in the information or otherwise.

• TRA notes that the information contained in this report is based on a survey of a sample of 1548 residential consumers and as such may not necessarily

represent the market or the population as a whole.

• This survey fulfills the requirement to undertake research and publish information as set out in Article 54 of the Law. It also fulfills the requirements of

Article 25 to provide information to the Regulator as set out in the Individual Licenses granted to the Operators mentioned in this survey.
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Introduction and Objectives

The key role for TRA Bahrain is to build and regulate a strong telecommunications infrastructure and induce an environment that would

enable growth and benefits for citizens, businesses and the government.

Hence, crucial to understand the current level of service provided to the consumers, associated satisfaction to identify problem areas and

look into their future requirements to direct further investments.

This would help remove barriers and ensure the market environment remains abreast of global developments and competitive to fuel

growth.

The main objectives of the telecommunications Services Market Survey are :

 enable TRA to gain better understanding of consumers’ access to and usage of telecommunications services, and its evolution over 

time; 

 enable TRA to identify any market failures and assist in its decisions to take appropriate regulatory action as may be required;

 give an indication of consumer satisfaction and assist in the identification of any issues of concern; and 

 identify the changes in consumer needs and find their new trends in terms of telecommunications usage. 



Governorates Gender Nationality

Age
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Survey Sample

We conducted 1548 interviews in December 2018 with tablets (Computer assisted personal interviews) among residents of Bahrain

39%
18%

22%

21%

Male

65%

Female

35%

%18 33 26 23

15 to 25 yrs 26 to 35 yrs 36 to 45 yrs 46 yrs and above 

60%

40%

Bahraini Non-Bahraini



Bahrain Telecommunications 

Survey 2018 (Residential)

2Summary of 

Findings



Key Findings

8

Device ownership
Universal mobile ownership among the 

respondents, computer ownership also 

high at 86%. Smart devices ownership also 

on a rise currently 45% of respondents own 

smart devices.

Mobile services
More than 80% of respondents use 

one phone and one SIM card. In terms 

of connection type, 58% of respondents 

primarily use a prepaid connection and 

42% of respondents use postpaid 

connections.

International calling
The most common countries the 

respondents are calling internationally 

are India, KSA, UAE, Kuwait, 

Philippines.

Fixed Line Service
Currently, 16% of households have a 

fixed line telephone. High penetration 

of mobile is the key reason for not 

having a fixed line.

Internet
98% of households have access to 

internet at home and 99% have used 

internet from any location in the last 3 

months.

Roaming services
30% of respondents have 

used roaming services.
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Key Findings – Device Ownership among the survey respondents 

Q. Which of these items do you have in a usable state or a working condition in your house (regardless of whether they are regularly used)? Base: All respondents

Mobile 

Phone

99%

Smartphone

98%

Feature phone

20%

Smart Devices

45%

Smartwatch

19%

Digital Media player

5%

Smart Security System

10%

Smart TV

10%

TV

98%
Fixed line

16%
Radio

58%
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Key Findings - Fixed line service

Overall, high satisfaction levels for 

fixed line service – over 85% are 

satisfied with their fixed telephone 

services.

Satisfaction

quality of services is the key 

improvement area.

Improvements

Access

Only 16% of respondents have 

access to a fixed line at home.

On an average, BD 10.5 is spent 

on fixed line services per month.

Spend

Most of the calls from fixed line are 

made to mobile phones.

Usage

Cancellation

10% of respondents cancelled their 

fixed line connection and moved 

only to mobile.
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Q. Do you have fixed telephone line in your household?

Q. On an average, how many calls do you make each week (include both weekday/ weekend of 7 days) from your fixed line telephone?

16% of respondents have fixed line connection at home and on average majority of 

calls are being made to mobile

16%

13%

17%

2018

2017

2016

Average number of calls per week made from fixed line to..

9

16

5

Fixed Line Mobile International

2017 5 12 1

2016 11 16 6

Households with fixed line telephone

Base: those who have a fixed lineBase: All respondents

Fixed line telephone 

Access and Usage



Q. What is your household's average monthly bill on fixed line telephone services? (including international calls)

On monthly average, BD10 is spent on fixed line services among respondents who said 

they have fixed line at home. Spends on fixed line are higher among Bahraini Nationals as 

compared to other nationalities.

2018 2017 2016 2015

Average (in BD) 10.5 10.4 11.3 10

Less than BD 10

BD 10.1 – BD 20

More than BD 20

57%

35%

8%

Spends by Nationality*

54%

39%

6%

49%

41%

11%

53%

44%

3%

Bahraini 
Other 

nationalities

12.2 9.3

44%

47%

9%

65%

30%

5%

*low base for Expat Arabs

Monthly spend on fixed line

Base: those who have a fixed line

14

Fixed line telephone

– monthly spends
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10% of respondents have cancelled their fixed line in the last 12 months and moved to 

mobile only. Having a mobile phone is the primary reason for not having a fixed line. 

Q. Have you previously cancelled a fixed line service and instead relied solely on mobile service?

Q. You mentioned that you do not have a fixed line. Please see this card and tell us which of the following most 

closely describe your reasons for not having a fixed line telephone?

cancelled fixed line 

connection in the past

and switched to mobile 

only

Reasons for not having fixed line telephone

92%

Have a mobile 

phone, so I don't 

need a fixed line 12%

Building that I stay in, 

is not served by fixed 

line 12%

The cost of getting a 

fixed telephone is 

too high

2018 2017 2016 2015

10% 13% 18% 11%

Fixed line cancellations in previous years

Base: those who do not have a  fixed line

Base: all respondents

Fixed line telephone

Switching behavior

10%
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Only 2% of respondents who used fixed line have switched the provider in the last 12 

months. Among respondents who stated that they have switched, the main reason was due 

to lower price or better processes.

Q. Have you ever switched between fixed line service providers in the last 12 months?

Q. Please tell me what was the most important reason for which you have switched your fixed line service provider.

Reasons for switching fixed line provider*

36%
Better 

processes 36%
Lower 

prices 29%
Quality of 

Services

*low base

Base: those who switched fixed line

Base: those who have fixed line

Fixed line telephone

– Switching behavior

Of respondents switched their fixed line 

providers in the last 12 months2%
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Q. Do you know that you can change to another fixed line service provider without changing your current fixed line number?

Q. Have you switched between fixed line services provider without changing your number in the last 1 year?

55% of respondents are aware of the fixed line number portability feature in 2018 

compared with 41% in 2017. 18% of respondents who have switched their fixed line 

connection in the past have used fixed line portability number.

41%

55%

18%

Fixed line number portability Awareness Switching using fixed line number portability *

*low base

Base: those who switched fixed lineBase: All respondents

2018

2017

Fixed line telephone 

number portability
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Q. How satisfied are you with the following elements of your fixed phone services?

Satisfaction with fixed line services has been consistently high over the past 4 years 

with 86% of respondents satisfied with their fixed line services in 2018.

1

16

1

8

12

20

13

40 

39 

38 

50 

50 

43 

42 

36 

Not at all Satisfied Not Satisfied Neither Satisfied nor dissatisfied Fairly Satisfied Very Satisfied

Mean

2018 4.21

2017 4.22

2016 4.16

2015 4.39

Overall satisfaction with fixed line services

Base: those who have a fixed line

Satisfaction with fixed line services - diagnostics

Figures in % (except mean)

Fixed line telephone 

satisfaction

Quality of voice while making national calls i.e. within Bahrain

Ability to make calls without call dropping

Price of national calls made from fixed line

Ease of billing

Quality of the customer services

Quality of voice while making international calls

Transparency and clarity of offers

Price of international calls made from fixed line

82%

81%

80%

79%

78%

78%

76%

76%

82%

83%

68%

84%

75%

70%

78%

55%

2018 2017
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Unlike previous years, in 2018, improvement in range of services and quality of customer 

service come across as the key improvement areas for fixed line services as opposed to 

pricing.

Q. Could you please tell me if there are any suggestions you would like to make to help serve you better in the future for fixed line?

Suggestions to improve fixed line services

2018 2017 2016 2015

Improve the range of services

Improve the quality of customer service

Improve the quality of overall service

Reduce charges

59

57

54

47

32

31

47

59

26

33

41

71

28

31

37

48

Base: those who have a fixed line

Figures in % 

Fixed line telephone 

suggestions
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Sim Card

16% of respondents use more than 

1 SIM card, primarily to keep 

separate numbers for business and 

personal use

58% of respondents use a prepaid 

connection as their main connection 

and 42% use post paid

Connection

19% of respondents use more than 

1 mobile phone

Mobile

58% of respondents spend less 

than BD 10 on their mobile phone

expenses

Spend

Switching

13% of respondents switched their 

mobile phone service provider in the last 

12 months

97% of respondents use internet 

on their mobile phone 

Internet on Mobile

Key Findings – Mobile service
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19% of respondents use more than one mobile handset in 2018 compared with 33% in 

2017.

Q. Do you own a mobile phone since the last 3 months?

Q. How many Mobiles i.e. how many handsets have you used for your own needs in the last 3 months?

100% 100% 100% 100%

2018 2017 2016 2015

Mobile phone ownership Number of mobile handsets used

Base: All respondents

81%
67% 72%

62%

15%
30% 24%

32%

4% 3% 4% 6%

2018 2017 2016 2015

3 or more

2

1

Mobile phone 

ownership and usage



To have separate SIMs for business or 

personal use

To take advantage of different promotions 

from different operators

To use separate SIMs for voice and 

mobile data

To get better connectivity in different 

regions of the country

To use when traveling abroad

23

16% of respondents have more than 1 SIM card and the main reasons for having 

multiple SIMs is to keep business and personal numbers separate.

Q. How many Active SIM cards do you use for your own needs?

Q. You mentioned that you use more than one active SIM card for your needs; could you please tell us the reasons why do you use more than 

one SIM Cards?

84%

15%

1%

1 2 More than 2

Number of SIM cards Reasons for multi SIMs

64%

46%

40%

29%

15%

Base: All respondents Base: those who have more than 1 SIM

Mobile phone SIM 

card usage

62%

32%

6%

69%

26%
5%

59%

32%

9%

1 2 More than 2

2017 2016 2015

2018
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42% of respondents claimed to have a postpaid connection as their main mobile 

connection, while 58% of respondents claimed to have prepaid connection.

Q. Can you please tell me which mobile network providers are you using for your mobile phone services currently?

Q. Why do you use a prepaid connection only?

Q. Can you tell me the reasons why you use a postpaid connection only?

Type of connection type Reasons for using prepaid SIMs

71%

61%
57% 58%

29%

39%
43% 42%

2015 2016 2017 2018

Prepaid Postpaid

Reasons for using postpaid SIMs

62%
48% 47%

28%

To avoid monthly 

payment/ 

commitments

To manage my 

expenditures

Subscription was 

part of a good 

offer

Better promotions 

on prepaid

To avoid having to 

recharge

Roaming easier to use 

with postpaid

Subscription was part of 

a good offer

79%

38% 36%

Base: All respondents
Base: Postpaid SIM users

Base: Prepaid SIM users

Mobile phone 

type of connection
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Respondents mainly use their mobile phone to make calls to other mobile phones.

Q. On an average, how many calls do you make each week (include both weekday/ weekend of 7 days) from your mobile phone?

6

25

6

Fixed Line Mobile International

Average weekly calls made from mobile to..

Base: All respondents

2017 9 60 8

2016 9 26 11

Mobile phone

Usage 

2018



Bahrainis Non Bahrainis

11.9 9.2

67

27

6

58% of respondents spend less than BD 10 on their mobile expenses on monthly 

basis. Bahrainis spend higher than Expats on their mobile services.

Monthly spend on mobile

2018 2017 2016 2015

Average (in BD) 10.4 12.3 10.2 11.9

Less than BD 10

BD 10.1 – BD 20

More than BD 20

58

31

11

Spends by Nationality

54

27

19

61

29

9

48

40

12

48

37

15

Q. On average, how much do you spend on mobile phone service (including international calls and mobile data) each month?

Base: All respondents

26

Figures in % (except average)

Mobile phone

Monthly spends



27

97% of respondents use internet through their mobile and 78% have mobile data 

subscription.

Q. Do you access internet through your mobile phone by that I mean browse sites, access apps, social media, mobile banking, etc.?

Q. Can you please tell me if you have subscribed to a mobile data plan i.e paying monthly/ weekly/ daily for mobile data?

Internet access on mobile

97%

95%

96%

2018

2017

2016

Subscribe to a 

Monthly/Weekly/Daily/ 

Social Data plan

Had in the past 

subscribed to a data 

plan

No subscription – only 

pay as you go

Use internet only on 

WiFi

78%

11% 9%
1%

Mobile data subscription

2017 90 - 10 1

2016 80 9 8 3

Base: those who use internet on mobile

Base: All respondents

Mobile phone 

mobile data usage

2018



Vs. 2017

Social networking sites +23%

Sending or receiving e-mail No change

Sending emails with files attached +14%

Getting information about goods or services -16%

Downloading movies, music/ watching videos, 

listening to music
+12%

Telephoning over the Internet/VoIP -24%

Downloading software +1%

28

Social networking and sending or receiving e-mails are the key mobile internet 

activities carried in 2018.

Activities on mobile internet

71%

67%

53%

51%

50%

48%

45%

Q. For which of the following activities did you use mobile internet for personal purposes in the last 3 months?

Base: those who use internet on mobile

Mobile phone –

internet activities
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13% of respondents switched their mobile service provider In the last 12 months The 

primarily reason for switching was for better coverage followed by attractive promotions 

from competitors.

13% switched their mobile provider in the last 12 

months

Reasons for switching mobile provider

33%

Better mobile coverage

24%

Attractive promotion

18%

Unhappy with current 

customer service

13%

Good price

9%

Was offered a better 

bundle

3%

Better data connectivity

Q. Have you switched between mobile providers in the last 12 months where you do not use the previous provider anymore?

Q. Please tell me what was the most important reason for which you have switched your mobile service provider?

Base: those who switched mobile provider

Base: All respondents

Mobile phone 

switching
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Only 5% of respondents switched from prepaid to a postpaid connection in the last 12 

months.

5% switched from a prepaid connection to postpaid in 

the last 12 months

Reasons for switching from prepaid to postpaid

32%

Bought a mobile handset with 

bundled postpaid offer

23%

Take advantage of volume 

discounts for Voice & Data

23%

Offered a special deal for 

switching from prepaid to postpaid

19%

Better Network connectivity for 

Postpaid connections

Q. Have you switched from prepaid to postpaid connection in the last 12 months?

Q. Please tell me what was the most important reason which led you to switch your connection from prepaid to postpaid?

Base: those who switched – prepaid to postpaid

Base: All respondents

Mobile phone 

switching prepaid –

post paid
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Only 3% of respondents switched from prepaid to a postpaid connection in the last 12 

months.

3% switched from a postpaid connection to prepaid in 

the last 12 months

Reasons for switching from postpaid to prepaid

Q. Have you switched from postpaid to prepaid connection in the in the last 12 months?

Q. Please tell me what was the most important reason which led you to switch your connection from postpaid to prepaid?

Base: those who switched – postpaid to prepaid

Base: All respondents

27%

Daily promotions/ Easy 

subscription to add-ons

25%

Cutting down expenses

16%

Wanted no contractual 

obligation

14%

Flexibility of changing 

plans with prepaid

11%

Better control of spends 

- Paying as you use

7%

Unhappy with the Billing 

issues

Mobile phone 

switching prost paid –

prepaid



2018

2017
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85% of respondents are aware of mobile number portability feature (slight improvement in 

awareness compared with 2017 results). 27% of respondents who have switched their 

mobile phone provider in the past have used mobile number portability.

Awareness – Mobile Number Portability (MNP)

81%

85%

27%

Switched mobile provider through Mobile number portability

Satisfaction with Mobile Number Portability

7% 44% 47%

Not at all Satisfied Not Satisfied Neither Satisfied nor dissatisfied Fairly Satisfied Very Satisfied

Q. Do you know you can change to another mobile network provider without changing your current number?

Q. Have you switched between mobile phone service provider without changing your number in the last 1 year?

Q. How satisfied were you with your experience of switching the mobile network provider without changing your number?

Base: those who used MNP

Base: those who switched mobile provider

Base: All respondents

Mobile phone 

number portability



82% of respondents are satisfied with the overall mobile services.

33

Q. How satisfied are you with the following elements of your mobile services?

3

1

2

1

1

2

2

7

8

14

15

90 

40 

55 

43 

50 

28 

39 

Not at all Satisfied Not Satisfied Neither Satisfied nor dissatisfied Fairly Satisfied Very Satisfied

2018

2017

2016

2015

Overall satisfaction with mobile services

Base: All respondents

Figures in % (except mean)

Mobile phone 

satisfaction



Network quality and coverage is better liked as compared to customer services or 

variety & pricing of services.

34

Satisfaction with mobile services (diagnostics)

Q. How satisfied are you with the following elements of your mobile services?

Mobile phone 

satisfaction

Voice 

Network

Ability to make calls without call dropping

Voice quality when making local calls

Voice quality when making international calls

Data 

Network

Mobile data connectivity

Speed of mobile internet

Consistency of speed of internet

Customer 

Service

Choice of service made available to you

Quality of customer service

Transparency and clarity of offers

Ease of recharge

Ease of billing

Number of operators providing mobile 

services

80%

81%

71%

77%

75%

73%

73%

63%

73%

75%

75%

79%

87%

91%

81%

93%

88%

79%

73%

72%

76%

92%

91%

75%

Variety of 

Products

Variety of mobile voice products

Variety of mobile data products

Variety of roaming products

Pricing

Price of national calls made

Price of international calls made

Price of text messages

Price of mobile data

Price of roaming services

Price of value added services

71%

69%

72%

72%

59%

66%

67%

61%

72%

68%

71%

72%

56%

65%

61%

2017 2018

Top 2 Box (5 pt. scale)
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Reduction in charges is still the key suggestion to improve mobile services in 2018.

Suggestions to improve mobile services

2018 2017 2016 2015

Reduce charges

Improve the quality of customer 

service

Improve the range of services

Improve the quality of overall service

62%

55%

55%

53%

67%

38%

39%

60%

72%

33%

36%

45%

65%

28%

35%

52%

Q. Could you please tell me if there are any suggestions you would like to make to help serve you better in the future for fixed line?

Base: All respondents

Figures in % (except mean)

Mobile phone 

suggestions
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Usage
99% of respondents have used 

internet in the last 3 months –

almost all of them use internet 

more than once a day

Only 33% of respondents use wired 

broadband to use internet at home, the rest 

rely on wireless technology such as mobile 

broadband or Wimax.

Connection Type

Internet access almost universal 

among the respondents – 98% 

have access to internet at home.

Access

Only 4% of respondents switched 

their internet service provider in the 

last 12 months.

Switchers

Satisfaction
More than 85% of respondents are 

satisfied with their current internet 

services 

Key Findings – Internet service

Spend

66% of respondents spend less 

than BD 15 on their internet 

services
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Almost all respondents have access to internet service at home. 

Almost all respondents have used internet in the last 3 months. 

Internet access at home

98% 99% 98%

89%

2018 2017 2016 2015

Internet usage – last 3 months

99% 96% 98%
93%

2018 2017 2016 2015

Q. Do you have access to internet at home?

Q. Have you used internet from any location in the last 3 months?

Base: All respondents

Internet 

Access and usage



Don’t want 
Internet

Have access to 
internet 

elsewhere

Internet service 
is not available 
in the region

Lack of time Cost of service is 
too high

Don't need 
Internet

Lack of 
confidence, 

skills or 
knowledge

Lack of Arabic or 
Bahraini specific 

content

Equipment cost 
is too high

37%

29% 29%

21% 21%
18%

16%
13% 13%

39

The main reason for those who do not have internet at home is they don’t want 

internet followed by have internet access elsewhere 

Reasons for not having access to internet at home

Q. What are the reasons for not having access to the internet at home?

Base: those who don’t have access to internet at home

Internet

Reasons for not 

having internet
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Almost all respondents use the internet on daily basis 

Internet usage has mostly increased from last year across various locations

Frequency of using internet in the last three months Location of using internet in the last three months

Q. On an average, how often did you use the internet in the last 3 months? 

Q. Please look at this card and tell us where did you use the internet in the last 3 months?

122

9

99 98 100

88

2018 2017 2016 2015

Every day

At least once a
week

At least once a
month

Less than once a
month

2018 2017 2016 2015

In mobility

Home

Work

Community internet access 
facility

Commercial internet access 
facility

Place of education

Another person’s home

99

87

66

46

35

34

25

96

98

73

42

24

10

37

99

76

58

14

16

10

20

51

84

62

20

26

14

38

Base: those who used internet in the last three months 

Figures in % 

Internet 

Usage

Figures in % 



Wireless mediums of connection Wired broadband connection

Mobile broadband network via handsets 
(data added to voice)

Fixed wireless broadband (e.g. Wimax) Mobile broadband network via card, USB 
or router

Fixed wired broadband (e.g. DSL and 
Fibre)

51%

30%
33%

30%

41

Only 33% respondents using fixed wired broadband to access internet at home, the 

rest rely on wireless means.

Type of internet connection at home

Q. What are all the types of internet access you or your family members used? Please let me know all the methods used to access internet at home.

Base: those who have access to internet at home

Type of internet 

connection at home



64% of respondents spend less than BD 15 on their mobile expenses and unlikely to 

increase their spend even for higher speed.

Q. How much on an average, do you spend on internet services each month?

Q. Will you be willing to shift to the ultra-fast 100 Mbps fiber based broadband at the same price you are paying now for your broadband services?

Q. Would you be willing to pay an additional BD5 per month to double the speed of your broadband subscription?

64%

16%

3%

17%

Under BHD 15 BHD 16 to BHD 25

BHD 26 to BHD 35 Don't know

Monthly spend on internet services Willingness to pay BD 5 for high speed internet

13%

Yes No

Base: those who used internet

42

Internet Spends

16%

Yes No

2018 2017



Q. Have you switched your internet service provider in the last 12 months?

Q. You mentioned that you have switched your internet service provider. Please tell the reason for switching your internet service provider
43

4% of respondents who used the internet switched their internet service provider in the last 

12 months.

4% switched their internet provider in the last 12 

months

Reasons for switching mobile provider

48%

Service quality

41%

Price

38%

Range of services 

offered

3%

Fewer packages with 

current provider

35%

Customer Service

30%

Reliability

24%

Privacy and 

security reasons

Base: those who switched internet provider

Base: those who used internet

Internet

Switching Providers
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6% of respondents who have internet replaced their fixed internet with mobile internet

The key reason for not replacing fixed with mobile internet is the speed.

6% replaced their fixed internet with mobile internet

Reasons for not replacing fixed with mobile internet

76%

More speed

46%

Cheaper

33%

Can be used anywhere

2018 2017 2016 2015

5% 5% 12% 21%

Replaced fixed internet with mobile internet - trend

Q. Have you ever replaced your fixed broadband service with a mobile internet service?

Q. What were some of the reasons why you replaced fixed broadband service with mobile internet?

Base: those who replaced fixed internet with mobile

Base: those who used internet

Internet 

Switching – fixed to 

mobile



56%

53%

53%

53%

42%

40%

39%

45

Majority use it to connect, entertain or express themselves online.
27% of respondent purchase goods & services online and 22% use it for formal online courses. 

Q. For which of the following activities did you use the internet for private 

purposes (from any location) in the last three months?

Base: those who used internet in the last three months

Internet

Activities

Vs. 2017

Participating in social networks 96%

Sending or receiving e-mail 83%

Reading or downloading on-line newspapers or magazines, e-
books

54%

Streaming or downloading images, movies, videos or music 
or games

67%

Seeking health information (on injury, disease, nutrition, etc.) 40%

Telephoning over the Internet/VoIP 30%

Downloading software or applications 57%

Activities on internet in the last 3 months



99% 99%
95% 94%

90%

78% 76% 75%
70%

Whatsapp Youtube Facebook Instagram Snapchat Twitter Google+ Google Duo LinkedIn
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Among those who use social networking platforms, WhatsApp is the Social Media platform 

used by almost everyone, followed by YouTube, Facebook and Instagram.

Q. How often do you use or visit the following social networks/Sites/Forums?

B
a

s
e
: 
th

o
s
e

 w
h

o
 a

c
c
e
s
s
e

d
 S

o
c
ia

l 
M

e
d
ia

Internet

Social Media

Social Media sites accessed

Avg. frequency of usage (no. 

of times per days)
5.8 3.6 3.6 2.8 2.4 1.4 1.1 1.3 0.9



Among those who made an online purchase, 50% did in the last 3 months.

Frequency of online purchase is still low – 67% online shoppers have only bought 

products online 1 or 2 times.

Q. When did you last buy or order goods or services over the internet?

Q. How many online purchases did you do in the past 12 months?

Last online purchase Frequency of online purchase in the past 12 months

67%

26%

4%
3%

1-2 times

3-5 times

6-10 times

More than 10
times

Base: those who made online purchase
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50%

38%

12%

In the last 3 months
Between 3 and 12 months
More than 1 year ago

Internet

E-Commerce



Fashion items such as clothing, clothing, accessories is the most popular commodity 

bought online.

Q. What types of goods or services did you buy or order over the Internet for private use in the last 3 months?

Types of goods purchased online

Clothing, footwear, 
sporting goods or 

accessories

Travel products 
(travel tickets, 

accommodation, 
vehicle hire, 

transport services 
etc.)

Cosmetics Tickets or bookings 
for entertainment 

events (sports, 
theatre, concerts, 

etc.)

Food, groceries, 
alcohol or tobacco

Household goods 
(e.g. furniture, toys, 

etc.; excluding 
consumer 

electronics)

Computer or video 
games

Movies, short films 
or images

Base: those who made online purchase
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Internet

E-Commerce

62%

31%
26%

17% 16% 15%
12% 10%



65% of respondents who made online purchase spend less BD500 on online purchase 

and most of the payment is done online through credit card.

Q. How much as an estimate did you spend buying or ordering goods or services over the Internet in the last 12 months?

Q. How did you pay for the product or service you bought online during the last 12 months? 

Q. Why did you choose to make Cash On Delivery payment instead of online payment?

Spend – online purchase Mode of payment

Credit card online

Cash on delivery (COD)

Debit card or online bank 

transfer

Mobile money account

Online payment service (e.g. 

PayPal)

79%

32%

14%

6%

5%

Reasons for Cash on Delivery

The supplier accepts only 

Cash on Delivery

I don’t have means to 

make online payment

I want to get the product 

delivered before making 

payment

I don’t trust online 

payment mechanism

I don’t know how to make 

online payment

54%

23%

21%

20%

19%

9%

28%

28%

17%

2%

BD <  50 BD 50 - 100
BD 100 - 500 BD 500 - 1000
BD > 1000

Base: those who made online purchase
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Base: those who made online purchase on cash

Internet

E-Commerce
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85% of respondents who used the internet are satisfied with their internet service. 

2

1

2

1

3

2

6

8

10

11

92 

40 

58 

47 

50 

27 

38 

Not at all Satisfied Not Satisfied Neither Satisfied nor dissatisfied Fairly Satisfied Very Satisfied

Mean

2018 4.23

2017 4.06

2016 4.37

2015 -

Reliability of the internet service

Response of service provider to problems

Speed of internet

Consistency of internet speed

Speed and quality of internet services at community facilities

Range of internet speed packages

Speed and quality of internet services at commercial places

Overall value for money for the internet services

Overall Satisfaction with internet services

Q. How satisfied are you with the following elements of your internet service?

Base: those who used internet

Satisfaction with internet services (diagnostics)

Figures in % (except mean)

Internet

Satisfaction

86%

83%

80%

80%

80%

80%

78%

78%

82%

72%

86%

78%

76%

78%

79%

71%

2018 2017

Top 2 Box (5 pt. scale)
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Improvement in quality of services comes across as a critical improvement area for internet 

services.

Suggestions to improve internet services

2018 2017 2016 2015

Improve the quality of services

Improve the quality of customer 

service

Reduce charges

74%

65%

61%

67%

41%

73%

58%

37%

71%

61%

36%

63%

Q. Could you please tell me if there are any suggestions you would like to make to help serve you better in the future for internet?

Base: those who used internet

Figures in %

Internet

Suggestions
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Substitutability 
Non Availability of App for 

communicating would lead to 80% 

of respondents moving to phone 

calls.

96% of respondents use WhatsApp 

and it is most used App followed by 

Skype at 34%

OTT App used

Satisfaction
85% of the respondents are satisfied 

with the delivery of message while only 

77% of respondents are happy with the 

quality of voice calls using OTT App.

Key Findings – OTT

Willingness to pay
Even though universal usage of OTT 

App – only 16% of respondents are 

willing to pay extra for usage  
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WhatsApp was acknowledged as the most used OTT application in 2018.

Majority of respondents tend to use OTT application when sending messages.

OTT apps used Proportion of messaging – OTT vs SMS

Q. Which of these means of communication do you use to communicate with friends and family (In Bahrain or outside of Bahrain) at least once 

a day?

Q. What proportion of your messaging do you do via SMS or by OTT instant messenger apps (Skype, Viber etc.)

96%

34%
29%

22%

Whatsapp Skype Viber iMessages

2017 99% 42% 39% 16%

2016 98% 43% 34% 28%

2015 95% 26% 39% 13%

91% 93%
88%

93%

9% 7%
13%

7%

2018 2017 2016 2015

OTT SMS

Base: All respondents Base: those who use OTT

OTT applications

2018



2018

Phone call using mobile

Used SMS

Email

Will not send message/ make 

call

Phone call using fixed line
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Calling using mobile continues to be the preferred alternative in case of unavailability 

of OTT services

What if instant messaging apps are not available What if OTT calling is not available

79%

28%

21%

17%

7%

79%

27%

20%

17%

9%

Q. Consider the last time you used an IM service (ex. WhatsApp etc.) to communicate, in the absence of that service what would you have done? 

Q. Consider the last time you used an OTT app (ex. Skype, Viber etc.) to make a call, in the absence of that service what would you have done? 

Base: those who use OTT

2018

Phone call using mobile

Used SMS

Email

Will not send message/ make 

call

Phone call using fixed line

OTT applications
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Satisfaction is higher with messaging services from OTT services as compared to 

calling.

Only 16% of those using OTT services are willing to pay extra if these services were 

not available for free.

Q. How satisfied are you with the following elements of OTT communications?

Q. Would you be willing to pay extra for communicating (making voice/ video calls) through OTT services if it is not available for free in the future?

Speed of delivery of text messages

Consistency of network coverage when 

making calls/ sending text messages

Quality of voice calls

Ability to make calls without call 

dropping

Satisfaction with OTT services Willingness to pay extra for OTT apps

16%

84%

Yes, willing to pay extra for OTT services No, will not pay extra

Base: those who use OTT

Top 2 Box (5 pt. scale)

OTT applications

85%

80%

77%

77%
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Mediums
Direct calling through mobile phone 

and OTT/ VoIP calling are the most 

popular methods of making and 

receiving international calls.

64% of respondents make or 

receive international  calls from 

Bahrain

International calling
Asian countries of India and 

Philippines and GCC countries i.e. 

KSA, UAE and Kuwait are the 

countries are the most popular 

calling destinations

Countries

Roaming
30% of respondents use roaming 

services using their local service 

provider

Key Findings – International service



Direct calls using mobile phones followed by using mobile VoIP on mobile data are 
the preferred ways of making international calls

Q. Putting aside for the moment how you pay for international calls, which of these possible options do you use most often to make 

international calls?

Methods used to make international calls

Direct dial using your 
mobile phone 

Mobile phone - VoIP (e.g. 
Skype tango viber) over 

mobile broadband service

Mobile phone - VoIP (e.g. 
Skype tango Viber) over 

Wi-Fi

Mobile phone -
international calling cards 
supplied by your mobile 

operator

Mobile phone -
international calling cards 

supplied by other 
operators

Computer to computer 
free calls (e.g. Skype, 

Viber, WhatsApp)

48%

46%

25% 22%

12% 10%

Base: All respondents
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International calling

- methods



Time spent: international calls made - mediums

60

Most of the international calls are made using OTT and direct mobile phones, and are 

made either Asian or other GCC countries.

Countries called to

Q. Thinking of the time you spent making international calls for personal use, what proportion of your international calls are made from:

Q. Which countries do you regularly call from each of the following methods?

1

11

1 1

60

32
37

30
34

47

57

48

5
10

5

12

2015 2016 2017 2018

Fixed line Mobile phone OTT VoIP India

KSA

UAE

Kuwait

Philippines

Pakistan

24

9

7

6

4

4

Base: those who make international calls

International calling -

countries

Figures in %



Mobile VoIP is the preferred medium of receiving international calls, followed by direct 

mobile calls.

Q. Which of these following  channels do you receive international calls on?

Methods used to receive international calls

Mobile phone – VoIP (e.g. 

Skype tango Viber) over 

mobile broadband service

Direct dial using your mobile 

phone

Mobile phone – VoIP (e.g. 

Skype tango Viber) over Wi-

Fi

Computer to computer free 

calls (e.g. Skype, Viber, 

WhatsApp)

Don’t receive international 

calls

51%
46%

29%

12%

34%

Base: All respondents

61

International calling –

methods to receive 

calls



Time spent: international calls received  - mediums
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Similar to making calls, calls are mainly received on OTT apps, followed by direct mobile.

Countries received calls from

Q. Thinking of the time you spent receiving international calls for personal use, what proportion of your international calls are received to:

Q. Which countries do you regularly receive calls from on each of the following methods?

57

28

12

2

OTT Mobile phone VoIP Fixed line India

KSA

UAE

Kuwait

Oman

Pakistan

Philippines

25

10

7

7

5

4

4

Base: those who receive international calls

International calling

– countries received 

calls

Figures in %
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30% have used roaming services using their Bahrain SIM card.

Used roaming services

30%

Roaming package

Q. Have you used mobile roaming services from your current provider i.e. used mobile services outside Bahrain in the past 12 months?

Q. You said that you have used mobile roaming service.Could you please tell me which mobile roaming service did you use?

Base: those who used roaming servicesBase: All respondents

47%
53%

Pay as You Go
roaming

Mobile roaming
plan

Roaming



THANK YOU


