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1. Background

This report covers customers’ experiences with the Kingdom of Bahrain’s main mobile,
broadband and fixed-line providers. It is TRA's first annual consumer satisfaction comparison
report. As part of TRA's goals to ensure consumer transparency, this report is published to
help people make more informed decisions about which provider is most suitable for them.

By comparing the performance of the telecom providers from the consumers’ perspectives,
this report allows people to look beyond price when choosing between telecom providers.
The report covers both residential and corporate customers' experiences in 2022. It compares
various aspects of customer satisfaction with their telecom providers, including service
experience, complaints handling and shop experience.
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Disclaimer

This report contains information that has been obtained from a
survey sample of 1500 residential consumers and 500 corporate
consumers and is indicative of the survey sample's opinions and
perceptions only.

This report does not constitute commercial, legal or other advice
however so described. The Authority excludes any warranty and, or
liability, expressed or implied, as to the quality, completeness,
adequacy and accuracy of the information, statements and
statistics contained within this report. This report represents the
results of a survey and it is a non-binding document. It has no legal
effect. This report does not represent an official position of the
Authority but is intended to provide an overview/snapshot as to the
consumers’ perceptions of the Telecommunications Services
provided to them.

The Authority reserves the right to change and update the
information, statements and statistics provided in this document at
its discretion and without prior notification.

To the fullest extent permitted by law, neither the Authority or any
of its officers however so described or agents will assume
responsibility and/or liability for any loss or damage, including
losses or damages such as loss of goodwill, income, profit or
opportunity, or any other claim of third parties, arising from or
related to the use of the content of this report.

This report or parts thereof may only be reproduced or copied with
the prior written permission of the Authority.

Consumer Experience Report 2022 -



EE—
Background Residential Corporate Survey Approach

Satisfaction
approach

Consumer satisfaction levels were measured on a scale of 1-10. Respondents
were provided with questions and asked to score their telecom providers
according to the following scale:

Score of 9-10 . . . .
(Delighted) This score represents a high level of customer satisfaction
Score of 7-8 i ' .
(Satisfied) This score represents an average level of customer satisfaction
score of 1.6 This score represents a poor level of customer satisfaction
(Dissatisfied) P p

Satisfaction scoring

dEERERE | ED
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Key Insights

=7

Across all mobile network providers, the satisfaction with voice
quality experience is notably high, with Batelco leading with a 62%
satisfaction rate.

Voice quality
experience

Indoor/ a All mobile network providers have performed significantly better in
outdoor network relation to outdoor network coverage compared to indoor network
coverage coverage.

Batelco achieves the highest rate of consumer satisfaction with
shop experience across mobile (58%), broadband (64%), and fixed-
line services (66%).

Shop
experience

Ability to Zain achieves the highest rate of consumer satisfaction with the
carry out ability to carry out transactions online across mobile (68%),
transactions broadband (76%) and fixed-line (59%) services.
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2.1 Mobile

The table below provides the top-scoring mobile network providers based
on the providers obtaining the lowest levels of consumer dissatisfaction

Areas of satisfaction

Customer Charging | Consumer
service Activity knowledge

Satisfaction with services
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StC

* Top-performer

Batelco is the top-performing mobile network operator, achieving the highest scores in satisfaction areas that
include overall satisfaction, network experience, shop experience and call center experience

Zain follows after Batelco, particularly top-performing in satisfaction areas under ‘charging activity’ and
‘consumer knowledge’ such as overall billing and transparency of information
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2.1 Mobile

Satisfaction with services

Overall satisfaction with mobile service provider ?‘

Bl Delighted

B satisfied ] Dissatisfied

14%

% Batelco 51% 46%

Average
38%

40%

Batelco customers report the highest level of overall satisfaction (51%), followed by Zain
(48%). STC customers (40%) were less likely to be satisfied than the average.

Overall network experience (@)

B Delighted

B satisfied ] Dissatisfied

5
38%

Batelco (52%) leads with the highest level of consumer satisfaction with its overall network,
followed by Zain (49%).
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2.1 Mobile

Satisfaction with services

Voice quality experience ‘0)

Bl Delighted

B satisfied ] Dissatisfied

Batelco (62%) and Zain (59%) customers report a higher-than-average level of consumer
satisfaction.

Speed of mobile Internet / data quality experience (4

B Delighted

B satisfied ] Dissatisfied

Batelco (51%) leads with the highest satisfaction of customers with speed of Mobile Internet
and data quality experience.
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2.1 Mobile

Satisfaction with services

Outdoor network coverage experience %

Bl Delighted

B satisfied ] Dissatisfied

16%

45%

Average

% Batelco Pl

38%

39%

Batelco (49%) and STC (45%) report a higher-than-average satisfaction with the outdoor
network coverage.

Indoor network coverage experience ﬁ

B Delighted

B satisfied ] Dissatisfied

31% 32%
Average

Batelco’s customers were more likely than average to be satisfied with the indoor coverage
(39%), while STC (30%) and Zain (28%) were less likely to be satisfied.
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2.1 Mobile

Satisfaction with services

Overall prices of the services provided @

Bl Delighted

B satisfied ] Dissatisfied

25%
40%

Average

35%

Zain customers are the most satisfied with the overall prices of the services provided (42%),
followed by Batelco (40%).

Variety of offers ﬂ

B Delighted

B satisfied ] Dissatisfied

19%

44%
- 0
399
: 37%

Batelco (47%) leads with the highest level of satisfaction for its variety of mobile offers,
followed by Zain (46%).
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2.1 Mobile

Satisfaction with customer service

Overall shop experience R

Bl Delighted

B satisfied ] Dissatisfied

Batelco’s customer satisfaction with the overall shop experience (58%) is significantly higher
than the sector average (51%), followed by Zain (48%) and STC (45%).

Overall call center experience

bo

B Delighted

B satisfied ] Dissatisfied

Batelco customers report to have the highest level of overall call center experience (51%),
followed by Zain (48%). STC (42%) is relatively lower than the sector average.
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2.1 Mobile

Customer service

Overall complaints handling experience 9)

Bl Delighted

B satisfied ] Dissatisfied

29% 31%

Average

Zain (36%) received the highest level of customer satisfaction with complaints handling,
followed by Batelco (33%), and STC (26%).

Types of complaints 9)
I Quality of service [ Poor knowledge of Company's agents Contact issues
™ Billing Il Customer service related
46%
42% 42% 41%

38% 38%

©) Bareico 9zaiN stc Frereee

Quality of service appears to be the most common cause of complaints across the various
mobile network providers. This is followed by complaints related to billing and customer
service.
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Background ~ Residential ~ Corporate
o
2.1 Mobile
Charging activity
Overall billing &2
B Delighted [ Satisfied ] Dissatisfied

AR

44%

Average

35%

Zain (48%) has the the highest level of consumer satisfaction with the overall billing, followed

by STC (44%) and Batelco (42%).

Ability to carry out transactions through an app/website portal

31%57%

Zain's customer satisfaction with the ability to carry out transactions through an app or
website portal (68%) is significantly higher than the sector average (57%), followed by Batelco

B satisfied ] Dissatisfied

B Delighted

(57%) and STC (47%).
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2.1 Mobile

Consumer knowledge

Overall transparency of information on website & ads 0

Bl Delighted

B satisfied ] Dissatisfied

Average EEMG

Zain customers report having the highest level of satisfaction with the overall transparency of
information (53%), followed by Batelco (49%) and STC (45%).

Overall tariff information availability h@

B Delighted

B satisfied ] Dissatisfied

- b
32% 33%

Zain's customer satisfaction with tariff information availability (53%) is considerably higher
than the sector average (49%), followed by Batelco (49%) and STC (45%).
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2.2 Broadband

The table below provides the top-scoring broadband network providers based
on the providers obtaining the lowest levels of consumer dissatisfaction

Areas of satisfaction

Customer Charging Consumer

Satisfaction with services . .2,
service activity knowledge
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% Batelco * * *
9zaiN * * %

stC
* Top-performer

Batelco is the top-performing broadband network operator with the highest consumer satisfaction
across the majority of areas, including overall satisfaction, service network experience, connection
speed, download threshold, and shop experience

Zain follows after Batelco, top-performing in aspects including call center experience and complaints
handling
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2.2 Broadband

Satisfaction with services

. . )
Overall satisfaction l‘

Bl Delighted

B satisfied ] Dissatisfied

400/51%
AL

Batelco (51%) customers report the highest level of overall satisfaction, followed by Zain
(47%) and STC (46%).

Overall service experience and network (((o)))

B Delighted

B satisfied ] Dissatisfied

8%

o % Barelco I [/
O ]

Zain's customer satisfaction with the overall service experience and network (52%) is
considerably higher than the sector average (49%), followed by Batelco (51%) and STC (44%).
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2.2 Broadband

Satisfaction with services

Connection Speed Experience (4%

Bl Delighted

B satisfied ] Dissatisfied

Batelco (59%) reports having the highest level of customer satisfaction in relation to
connection speed, followed by Zain (49%) and STC (47%).

Service Reliability Experience %

B Delighted

B satisfied ] Dissatisfied

Batelco's customer satisfaction with service reliability (59%) is significantly higher than the
sector average (50%). Zain (46%) and STC (42%) have a lower-than-average level of customer
satisfaction.
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2.2 Broadband

7z
=
Satisfaction with services
Satisfaction with download threshold Ii,
B Delighted [ Satisfied ] Dissatisfied
Zain customers (54%) have the highest level of satisfaction with the download threshold for
broadband, followed by Batelco (49%) and STC (46%).
Satisfaction with variety of home broadband offers ﬁ

B Delighted

B satisfied ] Dissatisfied

Compared to the average, Batelco customers have a higher level of customer satisfaction for
variety of home broadband offers (52%), followed by Zain (49%) and STC (47%).
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2.2 Broadband .
7z
o
Customer service
Satisfaction with shop experience &
B Delighted [ Satisfied ] Dissatisfied

32%55%

Batelco (64%) has the highest level of satisfaction with the overall shop experience, followed
by Zain (55%) and STC (48%).

bo

Satisfaction with call center experience

B Delighted

B satisfied ] Dissatisfied

-
30%

Zain's customer satisfaction with call center experience (61%) is significantly higher than she
sector average (50%), followed by Batelco (56%). Compared to the average, STC customers
were less likely to be satisfied with the call center experience (32%).
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2.2 Broadband .
7z
o
Customer service
Satisfaction with complaints handling @)
B Delighted [ Satisfied ] Dissatisfied

24%
34%

Average

42%

Zain(40%) has the highest level of customer satisfaction with complaints handling. Compared
to the average, Batelco (18%) and STC (17%) have achieved a lower level of customer
satisfaction.

Charging activity
Satisfaction with ability to carry out transactions through app/website D
B Delighted | Satisfied ] Dissatisfied

Average Bl
40%

6%

i % Batelco o[
(1] .

Zain's customer satisfaction (76%) with the ability to carry out transactions through
application or website is significantly higher than the sector average (50%), followed by
Batelco (50%) and STC (25%).
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Background Corporate

2.2 Broadband

Charging activity
Satisfaction with billing $

g

B satisfied ] Dissatisfied

Bl Delighted

% Barelco [/
36%

Zain (52%) has the highest level of consumer satisfaction with the overall billing, followed by

Batelco (51%) and STC (41%).

Consumer knowledge
Satisfaction with transparency of information

B satisfied ] Dissatisfied

B Delighted

10%

.
: 60%

Zain customers (62%) have the highest level of satisfaction with transparency of information

among the broadband service providers.
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2.2 Broadband

Consumer knowledge

Satisfaction with tariff information availability ERg

Bl Delighted

B satisfied ] Dissatisfied

8%

20 % Barelco [/
0 ]

Batelco (51%) has a higher-than-average level of consumer satisfaction with tariff
information availability, followed by Zain (50%) and STC (47%).
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2.3 Fixed-line

The table below provides the top-scoring fixed-line network providers based
on the providers obtaining the lowest levels of consumer dissatisfaction

Areas of satisfaction

Charging Consumer

Satisfaction with services Customer service "
activity knowledge
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* Top-performer

Batelco top-performs in most areas of satisfaction, including overall satisfaction, overall service
network experience, connection speed experience and billing experience
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2.3 Fixed-line

Satisfaction with services

. . )
Overall satisfaction l‘

Bl Delighted

B satisfied ] Dissatisfied

Average A
41%

STC (47%) achieves the highest level of overall satisfaction with fixed-line providers.

Satisfaction with overall service experience and network (((o)))

B Delighted

B satisfied ] Dissatisfied

% Batelco Rkl Average k&
38% 40%

STC (49%) has the highest level of customer satisfaction with the overall service experience
and network, followed by Batelco (47%) and Zain (46%).
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2.3 Fixed-line

Satisfaction with services

Connection Speed Experience (4R

Bl Delighted

B satisfied ] Dissatisfied

Zain (53%) achieves the highest level of consumer satisfaction with connection speed
experience.

Satisfaction with service reliability experience %

B Delighted

B satisfied ] Dissatisfied

Compared to the average, Zain (50%) achieved a higher level of consumer satisfaction,
followed by Batelco (48%) and STC (39%).
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2.3 Fixed-line

Satisfaction with services

[

Download threshold

Bl Delighted

B satisfied ] Dissatisfied

16%

46%

Average

38%

STC's consumer satisfaction with download threshold (55%) is significantly higher than the
sector average (46%).

Satisfaction variety of offers &

B Delighted

B satisfied ] Dissatisfied

Average 53%
32%

Batelco (55%) achieves the highest rate of consumer satisfaction with variety of offers.
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2.3 Fixed-line

Customer service

Shop experience ]

Bl Delighted

B satisfied ] Dissatisfied

18%

Compared to the average (53%), Batelco’'s consumer satisfaction with shop experience (66%)
is significantly higher.

Call center experience

bo

B Delighted

B satisfied ] Dissatisfied

22% 22%

: b
30% ASK

Zain's consumer satisfaction with call center experience (62%) is significantly higher than the
sector average (49%), followed by Batelco (48%) and STC (37%).
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2.3 Fixed-line

Customer service

Complaint handling 9)

Bl Delighted

B satisfied ] Dissatisfied

Zain (14%) and STC (14%) are the leading fixed-line providers in relation to customer
satisfaction with complaints handling, followed by Batelco (12%).

Charging activity
Ability to carry out transactions through online portals D
B Delighted | Satisfied ] Dissatisfied

10%

% Batelco el
41%

Zain's consumer satisfaction with the ability to carry out transactions (59%) is significantly
higher than the sector average (51%), followed by Batelco (49%) and STC (43%).
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2.3 Fixed-line _

Charging activity
Satisfaction with billing 8=

B satisfied ] Dissatisfied

Bl Delighted

Zain (47%) has the highest level of consumer satisfaction with the overall billing, followed by
Batelco (44%) and STC (35%).

Consumer knowledge

Satisfaction with transparency of information 0

B satisfied ] Dissatisfied

B Delighted

Batelco (53%) is the top-performing fixed-line provider in relation to consumer satisfaction
with transparency of information.
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2.3 Fixed-line

Consumer knowledge

Satisfaction with tariff information availability ERg

Bl Delighted

B satisfied ] Dissatisfied

Average Rkl
39%

Zain (49%) and STC (49%) are the top-performing fixed-line providers in relation to consumer
satisfaction with tariff information availability.
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Key Insights

HE.'
Shop Zain (50%) and STC (50%) are the mobile service providers with the
experience highest level of satisfaction with shop experience

Batelco has the highest level of satisfaction with account managers

I e e s with regards to mobile (53%) and broadband (48%) experience

2
Call center/ shop Zain (0%) achieves the lowest dissatisfaction rate across call center
experience experience and shop experience among mobile service providers

Batelco (16%) and Zain (16%) are equally top-performing, having the
lowest dissatisfaction rates with regards to transparency of
information with mobile service providers

Transparency of
information

EE

Tariff information
availability

Batelco (17%) and Zain (17%) are equally top-performing, having the
lowest dissatisfaction rates with regards to tariff information
availability for mobile service providers
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3.1 Mobile

The table below provides the top-scoring mobile network providers based
on the providers obtaining the lowest levels of consumer dissatisfaction

Areas of satisfaction

Satisfaction with services Customer T Consumer

service activity knowledge
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StC *

* Top-performer

Batelco is the top-performing mobile network operator, achieving the lowest dissatisfaction scores in
areas that include overall satisfaction, overall service experience, network coverage, and voice quality
experience

Zain follows after Batelco, top-performing in aspects including shop experience, call center
experience and ability to carry out transactions online
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3.1 Mobile

Satisfaction with services

. . ()
Overall satisfaction l‘

Bl Delighted

B satisfied ] Dissatisfied

18%

44%

Average

38%

Zain's overall customer satisfaction (48%) is considerably higher than the sector average
(44%), followed by Batelco (47%) and STC (41%).

Overall service experience (@)

B Delighted

B satisfied ] Dissatisfied

40%
Average
46%

Batelco (42%) has the highest level of consumer satisfaction with the overall service
experience, followed by STC (41%) and Zain (31%).
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3.1 Mobile

Satisfaction with services

Mobile Internet/ data quality experience (4%

Bl Delighted

B satisfied ] Dissatisfied

19%

43%

Average

38%

Batelco (46%) and STC (46%) are the top-performing consumer mobile providers in relation
to consumer satisfaction with mobile Internet/ data quality experience.

Experience with variety of offers @

B Delighted

B satisfied ] Dissatisfied

22% 28%

Average

Compared to the average, Batelco (30%) has a higher consumer satisfaction with experience
with variety of offers, followed by STC (27%) and Zain (24%).
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3.1 Mobile

Satisfaction with services

Outdoor network coverage ﬁ

Bl Delighted

B satisfied ] Dissatisfied

24%

30%

32%

Average

44%

Batelco (33%) has the highest level of consumer satisfaction with outdoor network coverage,
followed by STC (32%). Compared to the average, Zain (24%) achieved a lower level of
consumer satisfaction.

Indoor network coverage as

B Delighted

B satisfied ] Dissatisfied

32% 2

Average

Batelco’s customers were more likely than average to be satisfied with the indoor coverage
(31%), while STC (24%) and Zain (20%) were less likely to be satisfied.
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3.1 Mobile

Satisfaction with services

Voice quality experience "))

Bl Delighted

B satisfied ] Dissatisfied

Average
A 54%

Batelco (57%) has the highest level of consumer satisfaction with voice quality, followed by
STC (55%) and Zain (48%).

Customer service

Overall satisfaction with account manager -

B Delighted

B satisfied ] Dissatisfied

Average EYEY)

Compared to the average, Batelco (53%) has achieved a higher customer satisfaction rate
with account managers.
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3.1 Mobile

Customer service

Shop experience ]

Bl Delighted

B satisfied ] Dissatisfied

43%
50% 50% °
)

STC (50%) and Zain (50%) have the highest customer satisfaction with shop experience.

Call center experience

bo

B Delighted

B satisfied ] Dissatisfied

@1 :
69%

18%

30%

Average

52%

Batelco’s customers were more likely than average to be satisfied with call center experience
(32%), followed by Zain (31%) and STC (28%).
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Background

3.1 Mobile

Charging activity

Ability to carry out transactions through an app/website portal

B satisfied ] Dissatisfied

Bl Delighted

Compared to the average, Batelco (54%) has a higher level of consumer satisfaction with the
ability to carry out transactions through an app/ website portal, while STC (46%) and Zain

(46%) customers were less likely to be satisfied.

Satisfaction with billing

B satisfied ] Dissatisfied

B Delighted

43%
Average

37%

Batelco (44%) has the highest level of consumer satisfaction with billing, followed by STC

(43%) and Zain (38%).
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3.1 Mobile

Consumer knowledge

Overall transparency of information 0

Bl Delighted

B satisfied ] Dissatisfied

20%
37%

Average

43%

Batelco (40%) achieves a higher-than average consumer satisfaction with overall
transparency of information, followed by Zain (38%) and STC (35%).

Tariff information availability Egg

B Delighted

B satisfied ] Dissatisfied

18%

44%

Average

3 Batelco LIAL

38%

Zain (49%) has the highest level of consumer satisfaction with tariff information availability.
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3.2 Broadband

The table below provides the top-scoring broadband network providers based on
the providers obtaining the lowest levels of consumer dissatisfaction

Areas of satisfaction

Customer Charging Consumer

Satisfaction with services . . 2
service activity knowledge
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* Top-performer

Batelco and Zain are equally top-performing across the broadband network experience. Batelco is
leading in satisfaction areas under ‘customer service’ and ‘consumer knowledge’. Zain outperforms
the sector in areas under ‘satisfaction with services'.
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3.2 Broadband

Satisfaction with services

Overall satisfaction with broadband provider 9‘

Bl Delighted

B satisfied ] Dissatisfied

20%
39%

Average

41%

Batelco (41%) has the highest level of overall satisfaction among broadband providers,
followed by STC (35%) and Zain (32%).

Overall service experience (((0)))

B Delighted

B satisfied ] Dissatisfied

38%
Average

Compared to the average, Zain (42%) has a higher level of consumer satisfaction with the
overall service experience.
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3.2 Broadband

Satisfaction with services

Connection speed experience (4%

Bl Delighted

B satisfied ] Dissatisfied

24%
35%

Average

41%

Zain (40%) has the highest level of consumer satisfaction with the connection speed
experience, followed by Batelco (34%) and STC (33%).

Service reliability experience %

B Delighted

B satisfied ] Dissatisfied

24%

39%
Average

37%

Zain (41%) has a higher-than-average level of consumer satisfaction with service reliability
experience.
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3.2 Broadband

Satisfaction with services

Download threshold Iil

Bl Delighted

B satisfied ] Dissatisfied

AR
39%

Average

40%

Compared to the sector average, Zain (45%) has a higher level of consumer satisfaction with
download threshold, followed by Batelco (40%) and STC (36%).

Customer service

Account manager experience l'l

B Delighted

-
35%

Batelco (48%) has the highest level of overall satisfaction with account manager, followed by
Zain (40%) and STC (39%).

B satisfied ] Dissatisfied

0
45@
35%
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7z
o
Customer service
Shop experience g
B Delighted [ Satisfied ] Dissatisfied

18%

41%
Average

41%

Zain (54%) has a higher-than-average level of consumer satisfaction with the overall shop
experience, followed by Batelco (41%) and STC (41%).

Call center experience

o

B Delighted

B satisfied ] Dissatisfied

26%
39%
Average

Zain (43%) has the highest level of consumer satisfaction with the overall call center
experience, followed by Batelco (39%) and STC (38%).
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(
T
Charging activity
Ability to carry out transactions through an app/ website portal D
B Delighted [ Satisfied ] Dissatisfied

17%

46%

Average

37%

Batelco (46%) has the highest level of consumer satisfaction with the ability to carry out
transactions through an app/ website portal, followed by Zain (41%) and STC (37%).

Billing experience

g
' Z

B Delighted

B satisfied ] Dissatisfied

22%

46%

Average

3 Batelco LIAL

32%

Compared to the average, Batelco (47%) has a higher level of consumer satisfaction, followed
by STC (43%) and Zain (39%).
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3.2 Broadband

Consumer knowledge

Overall transparency of information 0

Bl Delighted

B satisfied ] Dissatisfied

41%
Average

40%

Batelco (44%) has a higher-than-average level of consumer satisfaction with the overall
transparency of information, followed by STC (43%) and Zain (30%).

Tariff information availability EEE

B Delighted

B satisfied ] Dissatisfied

Batelco (46%) has the highest level of consumer satisfaction with tariff information
availability, followed by STC (41%) and Zain (39%).
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4. Survey Approach

Residential

Information in this report has been collected through a market research survey carried out by
an independent research company. The research was conducted using a Computer Assisted
Telephonic Interview methodology (CATI).

The residential research survey covered 1380 mobile consumers, split into ~450 for each of
the 3 mobile providers. The CATI system selects mobile numbers randomly to determine
respondents. A total of 450 broadband/ fixed-line consumers were surveyed, split into ~150
for each of the 3 broadband/ fixed-line providers.

The data has been subject to a series of quality control measures to ensure validation. These
measures include:

* Recording calls for a sample of the interviews carried out

» Ensuring that each interviewer does not exceed 8-10% of the total sample size

* Random checks for 5% of the recorded calls

The corporate survey was conducted using the Pen & Paper Interviews (PAPI) methodology.
The interviews were carried out by an independent research company, face-to-face using a
structured questionnaire.

A total of 500 small, medium and large businesses were interviewed for the purpose of the
corporate consumer experience survey.

In order to validate the data, a series of quality control measures were undertaken after
conducting the survey. These measures include:

+ Logical checking 100% of interviews carried out

» Ensuring that interviewer does not exceed 8-10% of the total sample size
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