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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 1520 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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The main objectives of the telecommunications Services Market Survey are :

Give an indication of consumer

Access to and usage of satisfaction and assist in the
telecommunications services — identification of any issues of
| concern.

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

identify any market failures and
assist in its decisions to take
appropriate regulatory action.
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Survey Sample

1520 Telephonic interviews has been conducted among residents of Bahrain in 2020

GOVERNORATES GENDER NATIONALITY

Capial &, u (&
36% L 2
— 0
MALE FEMALE BAHRAINI NON-BAHRAINI
l\/IuDarraq 65% 359, a1% 59%
19%
Northern
259%, AGE GROUP(%)
.—
Southern
20%
30%
15-24 25-34 35-44 45+
-

oLl st dles . Change in Methodology: For 2020, because of Covid situation and subsequent lockdown, we have changed from Face to Face methodology to Telephonic to
l(ANTAR R - encourage participation and meet local government rules on social distancing. 6
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KEY FINDINGS OF 2020 RESIDENTIAL SURVEY

FIXED LINE SERVICE MOBILE SERVICES INTERNET SERVICES INTERNATIONAL CALLING SEEVICES
100% use °
19% of 2 100% of respondents have T1% prefer OTT App to
respondents - » Mobile services and = . make international calls.
access to internet

@ S " Y 'ﬁ
have fixed line o all own smart phone
- ~a 95% of respondents have 25% prefer Mobile phone
services at
87% use mobile . . . .
home used the internet daily in the for International calling

data to access

80% of internet

respondents are
@ . @ satisfied with @

last 3 months

45% of respondents

purchase goods & services

@ 95% of
@ @ online

respondents are

Fixed Services [
satisfied with Fixed 88% of respondents are
Services satisfied with internet service
o o +/ - means increase / decrease in 2020 compared to 2019
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SATISFACTION

19% 80%

Of respondents have fixed line Of respondents are satisfied with
services at home their fixed line services

AREAS OF IMPROVEMENT

QUALITY & PRICE PERCEPTION

Pnc_:e percqptlon S sty [eer Residents would like to see
for international call. : :
reduced charges for fixed services

Quiality of customer service of
fixed line is steady
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Access to fixed line service at home is at 19%.

EE HOUSEHOLDS WITH FIXED LINE TELEPHONE

19%

17% 16%
13% T

8%

Base: All

[
l(ANTAR =il aaddlg . Q. Do you have fixed telephone line in your household? 11
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Access to mobile phone key reason for not having a fixed line telephone

REASON FOR NOT HAVING FIXED LINE CONNECTION

B 2019 B 2020

91%

i

9% 9
3% 3% 8%
Have a mobile phone, Building that | stay in, The cost of getting a
so | don't need a fixed IS not served by fixed fixed telephone is too

line high

line

fixed line
connection in the past and
switched to mobile only

. Base: Those who do not have a fixed line
Base: All
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Satisfaction with Fixed Line service remains high among current users.
Decrease in satisfaction with Pricing for International Calls

SATISFACTION WITH FIXED LINE SERVICES

Figures in % (except mean) :
Mean |
21% |
| R 5
2020 4.28 | 44%
: | i , s 2020 z
T | Price of national calls made from: 2.% =" ;
: ’ | fixed line 2019 Jolsw 12%
2019 429 | 13% 46% | f
| L
1% 1% | _ _ _ 2020 6 19%
| Price of international calls made: 2on0 [ 1%
2018 421 | 1% e | from fixed line O
006 1% |
R e
2017 422 20% 42% . o0 [ 1e
0%60% 2010 JBIs%  17%

2016 416 I 12% 43%
1% 6%
o015 430 18
' 0%
1%
m Not at all Satisfied m Not Satisfied
Neither Satisfied nor dissatisfied Fairly Satisfied
m Very Satisfied

s -
Base: Current Users

**Don’t Know Mentions Not Shown. Will not add to 100%
" ) Al
l(ANTAR 2 il b d e . Q How satisfied are you with the following elements of your Fixed line services? Calibrated scores to account methodology change 13
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For fixed line services, Pricing is the key improvement area

SUGGESTIONS TO IMPROVE FIXED LINE SERVICES

IMPROVE THE RANGE OF SERVICES

IMPROVE THE QUALITY OF
CUSTOMER SERVICE

IMPROVE THE QUALITY OF OVERALL
SERVICE

Base: Those who have a fixed line

KANTAR 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? 14
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MOBILE SERVICES

MOBILE D INTERNATIONAL CALLS USE MOBILE DATA

100% 59% 87%

Use Mobile services and all use Mobile to make use mobile data to
own smart phone International calls. access internet

SWITCHING PROVIDERS

SATISFACTION

o
10% 95%
switched their mobile phone Customers are Satisfied with
provider in last 12 months. Mobile services.
Primary reason being to get Network quality and
good VFM (Discounts and connectivity rated high vs.
Promotions) last year
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Better coverage, promotion & pricing driving switching between
mobile service provider

REASON FOR SWITCHING MOBILE PROVIDER

0%

: : : Better mobile Attractive Good Was offered Better data Unhappy Others
. Mobile Service Provider coverage promotion price a better connectivity with current
in the last 12 months bundle customer
service
Base: All Base: Those who switched

l(ANTAR =il aaddlg . . Q Please tell me what was the most important reason for which you have switched your mobile service provider? 17



Usage of Mobile Data remains high at 87%. Satisfaction too remains high with Mobile Data

Connectivity with 51% very satisfied with data connectivity.

MOBILE DATA TO ACCESS INTERNET

SATISFACTION WITH MOBILE DATA CONNECTIVITY

MOBILE DATA CONNECTIVITY 2019 2018

Very Satisfied % 38% 29%
2020

Mean Score 4.15 4.06
2019
2018
2017 -

O R ——— .
Satisfaction with mobile data connectivity has

2016 improved in 2020 with the advent of 5G connectivity in §

Bahrain from Q3 2020.

+
Base: All respondents

-

*Calibrated mean scores
i i ? . .
I.(ANTAR [ —— Q- Do you use mobile data to access the internet: Base: those who use internet on mobile 18
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Satisfaction with mobile services improved primarily due to network quality and with

transparency in offers

SATISFACTION WITH MOBILE SERVICES
Figures in % (except mean)

Mean s L

6% é . . . é ]
° : Voice quality when making local. 2020 tfase sw 250 eae
2020  4.47 | calls 2010 JEREH
4

0% — 0%

2019 4.27 I8% | Mobiledataconnectivity§ 20201}1% i

| : 2019 0, 0 :
196 2% | s WWind L
2018 4.17 I 15% 39% | Voice quality when making: 2020 o 19%
19 2% | international calls 2019 {f2% 12%
0000000 00O ooV WO
0, ) : g
2017 404 I 14% : . _ - 2020 2% 10%
2% 2% z Price of National Calls
| 2019 4%
2016 437 N8% 1
1% 1% |
|
0 ;
2015 384 W% i
0% :
3% :
® Not at all Satisfied ® Not Satisfied I
Neither Satisfied nor dissatisfied Fairly Satisfied _
= Very Satisfied - 2019 2% 17%
Base: Current Users
o **Don’t Know Mentions Not Shown. Will not add to 100%
T

l( A NTAR i Lol i s . Q. How satisfied are you with the following elements of your Mobile services? *Calibrated scores to account methodology change 19



Customer services rated positive vs. 2019

SATISFACTION WITH MOBILE SERVICES

Figures in % (except mean)

Mean i A A i :
6% | . . :
| Variety of mobile voice and data S 3% 21%
2020 4.47 | products (Tracked in 2020 only)
0% — 0% I |

N T
2019 427 [ew DO | Quaiity of customer service 0 e 2o

2019 Phaw  20%

|2
EN
R
S

2018 417 [ 15% T
1% 2% |
I
2017 404 I 19% 8% |
2% 2% :
2016 437 N8% s
1% 1% |
|
2015 384 W% |
0%
3% :
m Not at all Satisfied m Not Satisfied |
Neither Satisfied nor dissatisfied Fairly Satisfied

m Very Satisfied Base: Current Users

**Don’t Know Mentions Not Shown. Will not add to 100%
-
l(ANTAR 2 il b d e . Q How satisfied are you with the following elements of your Mobile services? Calibrated scores 10 account methodology change 20



Internet
Services

Bahrain Telecommunications Survey
2020 (Residential)

KANTAR | (onesnse i




INTERNET SERVICES

eCommerce ?

100% 100% 45%

have access to internet at have used the internet Purchase goods & services

home daily in the last 3 months. online with purchase
frequency at highest level

SATISFACTION

o
1 2 /0 8 BOA)
switched their internet

service provider in the last : _
12 months mainly due to provided. However, rating

quality and price perception on value for money has
to Mobile reduced

Satisfied with service

ICANTAR 0@



Universal accessibility of internet at home

INTERNET ACCESS AT HOME

99%
98%

89%

2015 2016 2017

98%

2018

100%

2019

100%

2020

Base: All respondents

l(ANTAR il akhit il . Q Do you have access to internet at home?

23



100% internet usage from any location in the last 3 months

INTERNET USAGE IN LAST 3 MONTHS

100% - 98% 99%

96% 96%

95% - 93%
90% -
85% -
80% -
75% -
70% -

65% -

60% -
2015 2016 2017 2018 2019 2020

Base: All respondents

l(ANTAR il authiiila Q. Have you used internet from any location in the last 3 months? 24
Wingdam of Nzbra - sl Edlar



95% accessing internet on daily basis in the last 3 months.
And 100% within the last 1 month

USAGE FREQUENCY

4%

2016 2017 2018 2019 2020

3%
0

® Less than once a month m At least once a month m At least once a week ® Every day

Base: All those used internet

l(ANTAR Ll uthit fie . Q. On an average, how often did you use the internet in the last 3 months? 25
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Usage of internet home based.
Work related access reduced significantly due to COVID.

Location of using internet in the last three months

Figures in %

1 1 1 1
2015 2016 2017 : 2018 2019 2020
1 1 1
: ! : ! :
: ! ! ! !
i = i i i
1
Home 84 76 % 87 | o4 ¢ [N o8
! 1 1 1 1
| | ! ! !
! 1 1 1 1
Work 62 | 58 | 73 66 70 48
Community internet E : : i i
access facility 20 ! 14 | 42 E 46 : 23 : . 20
! : 1 1 1
! 1 1 1 1
Commercial internet . I I I I
access facility 26 ! 16 E 24 E 35 E 9 E I 15
! 1 1 1 1
| | 34 16 N3
Place of education 14 ! 10 : 10 E ! !
! : 1 1 1
| | ! ! ! W2
Another person’s home 38 : 20 ! 37 ! 25 ! 33 !
! 1 1 1

Base: All those used internet

T J
l(ANTAR 2 il b d e . Q. Please look at this card and tell us where did you use the internet in the last 3 months? 26
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Internet activities increased in current year, higher incidence of Sending/ receiving emails,
Higher social network access etc.

)

TOP 10 INTERNET ACTIVITIES IN 2020

m=2020 2019

. — e B
Sending and receiving mails 77%

Participating in social networks _60% 71%

- ™™, 1%
Calling over the Internet/VolP 820

Streaming, downloading movies, videos S7% 83%

- e 549
Downloading software/ Apps 66%

i i ion H—— 519
Seeking health information 5206

n i - os T 48%
9 Getting information on goods, services 5204

Internet banking _38% 47%

Getting information from Govt organizations 36% 46%

Watching web television 20% 46%
Base: All those used internet

Q. For which of the following activities did you use the internet (from any location) in the last three months? 27




E-commerce has expedited its footprint with online purchase and frequency significantly
Increased

ONLINE PURCHASE : INCIDENCE FREQUENCY OF ONLINE PURCHASE : LAST 12 MONTHS

Figures in % Figures in %

2018 2019 2020 o

26% 45%

N
NS C
4 TN
m Online purchase = No 2204 | Purchased |
.I Onlineinlast3 |
I months (76%) |
2018 2019 2020 ‘e — /
| 3-5 times 6-10 times ® More than 10 times

Base: All who used Internet Base: All who purchased online in last 3 months

[ |
l(ANTAR Zod Lyl o _._.'. Q Q. For which of the following activities did you use the internet (from any location) in the last three months

o gy kel Q How many online purchases did you do in the past 12 months? 28



Overall Internet satisfaction continues to be rated high.
However, value for money rated lower in comparison to previous year

SATISFACTION WITH INTERNET SERVICES

Figures in % (except mean) :
Mean I
11% I ................................................................................................. ...........................................................................................................................................
2020 4.28* | 42% : Response of service provider toé 2020 1.% 16% |
0% 1% : problemsé 2019 fhs%e 15%

2019 4.99 I7% 45% | .................................................................................................

I
) g 2020 1065%  19%
16— 2% : Range of internet speed packages .0 .
2018 421 [ - &
0% 204 | ..............................................................................................................................................................................................................................................
|
g 2020 106 6% 229 45%
2017 4.22 .10% : Value for Money fee ’ o
2016 416 Ne® |
1% 1% |
I
0,
2015 439 % |
0%
2% :
m Not at all Satisfied m Not Satisfied |
Neither Satisfied nor dissatisfied Fairly Satisfied

= Very Satisfied

Base: All those used internet

**Don’t Know Mentions Not Shown. Will not add to 100%
L e
. AT . . . . Calibrated scores to account methodology change
l(AN IAR =uaiil e dias . Q How satisfied are you with the following elements of your Internet services? 29
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Reduced charges and better quality of service are seen as improvement areas

SUGGESTIONS TO IMPROVE INTERNET SERVICES

REDUCE CHARGES

IMPROVE THE QUALITY OF
SERVICES

IMPROVE THE QUALITY OF
CUSTOMER SERVICE

Base: All those used internet

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? 30



28% of the respondents are willing to pay BD 5 extra for high-speed internet - high in

comparison to the last 3 years

Willingness to pay BD 5 for high speed internet

2017 2018 2019 2020
28%

l(ANTAR 1 Q. Would you be willing to pay an additional BD5 per month to shift to ultra-fast 100 Mbps fiber-based broadband? 31
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REASONS for switching internet provider are largely Quality related

Figures in %

35043/ %0

Service
Quality

in last 12 months

32%
27%
19%
14%I
Price Range of
services
offered

15%

Fewer
Packages
With current
provider

12%
7% 6%
mb =~
—
Customer Privacy and
Service security
reasons

6% 5%
|

Reliability

Base: Those who switched
Internet service providers

ICANTAR
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Please tell the reasons for switching your internet service provider

32



REASONS for replacing fixed internet with mobile is mainly Speed than

Price

Figures in %

63% 61%

51%
41% 41%
I 21%

More Speed Can be used anywhere Cheaper

Fixed Internet
with Mobile Internet

Base: Those replaced fixed internet with mobile

[
l(ANTAR oLyl o dls . Q What were some of the reasons why you replaced fixed broadband service with mobile internet? 33

[ Sy p— By



\\

OTT
Applications

Bahrain Telecommunications Survey
2020 (Residential)

KANTAR | “oieiee @



OTT USAGE

M

97 % 88%
WhatsApp remains most Majority of
used OTT respondents use OTT

application to
communicate

ICANTAR 0@




Multiple OTT App fighting for screen time along with WhatsApp.

SMS usage too seeing a rebound given certain services are being offered through it

OTT APPS USED

PROPORTION OF MESSAGING - OTT VS SMS

)
| 1M, Zoom, BOTIM, FB Messenger
97% I Snapchat and Telegram : mOTT mSMS
l\ ________ R j
L-=""
2020 ”
17% : :
5% 2% ™o s
Whatsapp Skype Viber iMessages Others None
OTT APPS USED - TREND
Base: All respondents
WhatsApp Skype Viber iMessages Others None
2020 97% 5% 3% 7% 17% 5%
2019 100% 18% 15% 6% 1%
0 0 0 0 0 12%
2018 96% 34% 29% 22% 1% -
2017 99% 42% 39% 16%
2016 98% 43% 34% 28% N/A 2015 2016 2017 2018 2019 2020
2015 95% 26% 39% 13% Base: those who use OTT
L . . B . . . .
l(ANTAR iUl agbhit il . Q. Which of the;e means of comml_mlcatlon do you use to communlcgte with friends and family (In Bahrgun or outside of Bahrain) at least once a day? 36
o gy kel Q. What proportion of your messaging do you do via SMS or by OTT instant messenger apps (Skype, Viber etc.)



Calls 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
2019 2020 2019 2020

I 2%

Phone call using mobile Phone call using mobile

I 7o
19%
Used SMS Used SMS .-120/
0
. _ B 0%
Email Email . 11%
0
Will not send message/ make [ 11% Will not send message/ make B 14%
call I 5% call B 7%
. . . 6% 6%
Phone call using fixed line I Phone call using fixed line I
N 5% N 4%

Base: those who use OTT

Q. Consider tharlast time you used an IM service (ex. WhatsApp etc.) to communicate, in the absence of that service what would you have done?
Q. C_;o_nside’r 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?
KANTAR %o
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OTT application (WhatsApp, Skype etc.)is most preferred way to make international calls.

Methods used to make international calls most often

= OTT application
(Whatsapp, skype
etc.)

Direct dial using
mobile

® Direct dial using

fixed
30% m Others
25%
6% 0
0% i
2019 2020

Base: All respondents

" )
l(ANTAR =iflaall aubai di . 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? 39
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Impact of Covid
On Device
Ownership &
Usage Behavior

Bahrain Telecommunications Survey
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COVID resulting in ownership of Laptop, Tablets and Desktop increasing

across households

HOUSEHOLD OWNERSHIP
2020

- @
|
Tablet
39%
0 .
Desktop e 34%
.

Base: All Respondents

1 J
l(ANTAR =uaiil e dias . 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)? 41
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We no longer “go online” | We “live online”

Digital Adoption is leading to industry barriers collapsing & customers adopting new behaviours

COMPUTER USAGE : INTERNET USAGE AND ACTIVITIES:

0 High usage persists 2020 0 Increased usage during COVID 2020
2019 2019
Calling over the Internet/VolP - using WhatsApp, Seeking health information
Skype, iTalk, etc. 50% 34%
Streaming or downloading images, movies, Purchasing or ordering goods or services 26%
videos or music, playing or downloading games 50%
Interacting with government organizations 21%
INTERNET USAGE AND ACTIVITIES :
_ Appointment with a health practitioner via a
Low usage persists website 15%
Selling goods or services Doing a formal online course 10%
Base: All

ICANTAR @ 22
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Other Device Ownership: Everybody in Bahrain has access to Smartphone

MOBILE PHONE OWNERSHIP

Smartphone
100% — 100%

| Feature phone
U 36%

Base: All

CABLE/ DTH OWNERSHIP

TV OWNERSHIP |:|

RADIO OWNERSHIP

81% 63%

Base: All Base: All Base: All

w [ | Base: All respondents
l(ANTAR =il aaddlg . 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)? 43
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