MOVINT 2 – QUESTIONNAIRE

PERSONAL INFORMATION:

❑ Male


❑ Female


Age: _________

Level of education:  
❑ No studies
    ❑ Basic
❑ Medium
❑ Higher 
QUESTIONNAIRE

A.- MOBILE TELELPHONE

1.- D
o you own a mobile phone? 


❑  Yes. Why? Give only one reason: (_____________________________)


❑  No. Why? Give only one reason : (____________________________)

2.- Do you know the services offered by your mobile phone?


❑ Yes.

❑ No.

❑ Don’t know / Don’t answer 

3.- How and why did you choose the company offering your mobile phone service?(You may choose one or more answers) 


❑  Because of the advertising received (a free phone, better offers, free calls) 


❑  Because the people you most speak to are clients of this company


❑  Because friends/family with this company gave me this phone. 


❑  After having made a comparison with all the companies you had access to.

❑  Others. (_____________________)

4.- What form of contractual agreement have you chosen?


❑  Contract.


❑  Pre-paid Charge card.




Why? (You may choose one or more answers)




❑   Because I have had this since I first had a mobile phone.




❑   Because I control my expenditure better 




❑   Because I took up an offer when I bought my mobile 



❑  For convenience: to avoid having to recharge the phone, problems changing company.



❑   Because I was recommended this form by others already with this company 


❑   Because I only use the phone to receive calls




❑   Others.

5.- Do you know how long you can go without recharging a pre-paid card before the service is cut off?


❑  Yes.
State the length of time  
(_____________________)



❑  No.
State the length of time you think it should be  
(___________________)
❑ Don’t know /Don’t answer

6.- Does your contract have a minimum time period clause?  


❑ Yes.


❑  No.


❑  Don’t know/Don’t answer


If yes, do you know what the minimum period of time you must remain with the company is ?


❑  Yes.





❑  No.


❑  Less than a year.



❑ Don’t know/Don’t answer.


❑  More than a year.

7.- Do you know the real cost of each call you make? (You may choose one or two answers)


❑ The time the call I make lasts 

❑ The time the call I make lasts plus taxes. 

❑ Call connection, plus the time it lasts, plus taxes, plus other costs.

❑ This depends on each company


❑ I don’t know 

8.- When you change company, do you have the right to keep the number of the phone you had with the previous company? (You may choose only one answer)


❑   I have the total right to keep my number always


❑   I have no right, but sometimes, if they are pleasant, they accept it.


❑   I only have the right if there is an agreement between the two companies


❑   I don’t know

9.- Do you have the right to some form of compensation if there is a temporary interruption of your telephone service?


❑  Yes.

❑  No.

❑ Don’t know/Don’t answer.

10.- As well as receiving and making calls, what other services do you mobile ?(You may choose one or more answers) 

❑   SMS: text messages

❑   SMS: tunes and logos, alerts,              ❑  MMS:Multimedia messages
                subscriptions, …



❑   Vídeo call.


           ❑   E-mail 




❑   Chat.



❑   Connection to Internet.




❑   Wap.



❑   Roaming






❑   Deviation of calls.

           ❑   Others.



❑   UMTS



❑   GPRS

11.- Do you know the steps required if you wish to contract or end a mobile phone service?


❑ Yes


❑ No.


❑ Don’t know/Don’t answer.

12.- Do you know if there is a maximum period of time for an operator to register you on this service?


❑  Yes. 

❑  No.

❑  Don’t know/Don’t answer.

13.- How much notice must you give your phone company if you wish to end your contracted service?


❑   15 days

❑   1 month

❑   No notice is required 

14.- Rate the following aspects of your phone company:


Information:

❑  Awful
  ❑  Bad 
❑  Average 
❑  Good 


Advertising:

❑  Awful
  ❑  Bad 
❑  Average
❑  Good 


Contracting:

❑  Awful
  ❑  Bad 
❑  Average
❑ Good


Billing:

           ❑  Awful         ❑  Bad 
❑  Average 
❑  Good

15.- Do you use the mechanisms offered by the phone companies to control expenditure?


❑  Yes. 

❑  No.

❑ Don’t know/Don’t answer.

B.-  INTERNET

1.- Do you use Internet?


❑ Yes.

❑ No.

❑ Don’t know/Don’t answer

2.- Where do you connect to Internet?


❑ Home .

❑ Cybercafé
        ❑ Work 
❑ Others


        ❑ Don’t know/Don’t answer.

3.- Did you compare different companies before contracting your Internet service (quality of the service, maintenance services, procedures for ending the contract, guarantees)? 


❑ Yes.

❑ No.

❑ Don’t know/Don’t answer. 

4.- What type of connection do you have?


❑ ADSL
/DSL




❑ Via Satellite


❑ Cable





❑ Wireless Net


❑ RTC / RTB




❑ LMDS


❑ RDSI





❑ Others


❑ Don’t know/Don’t answer

5.- What form of payment have you contracted for access to Internet?


❑ Flat rate .


           ❑ Variable according to consumption.


❑ Semi-flat rate.


❑ Others




❑ Don’t know/ Don’t answer

6.- Have you ever bought anything using Internet? 


❑ Yes.


❑ No.


❑ Don’t know/Don’t answer


If no, briefly say why. 

(_______________________________________________________)


If yes, what product or products have you bought?


(You may choose one or more answers)


❑ Travel (tickets, hotels…)


❑ Culture (Books, magazines, tickets for shows…)


❑ IT and electronic goods (different components).


❑ Textile.


❑ Financial products.


❑ Products for the home.


❑ Don’t know/Don’t answer


❑ Others. (Specify which) ________________________________________
7.-  What payment systems do you usually use when you buy on Internet (you may choose one or more answers)

❑ Credit Card.

❑ Cheque.


❑ Bank transfer.
❑ Payment on delivery 


❑ Others.

❑ Don’t know/Don’t answer.

8.- When you buy on Internet do you check the country in which the virtual shop is based?  


❑ Yes.

❑ No.

❑ Sometimes  
❑ Don’t know/Don’t answer.

9.- What criteria have you considered when you have chosen the virtual shop where you buy? (You may choose one or more answers)


❑ That it is a known company



❑ Recommended by third persons


❑ Because of advertising


❑ Because of the form of payment


❑ Because of the security


❑ Because of the simplicity of the buying system


❑ Others. (Specify) ________________________________________


❑ Don’t know/Don’t answer.
10.- What other Internet services do you use?

     (You may choose one or more answers)


❑ Chat


❑ E-mail 
❑ Information searches.
❑ On-line games 
❑ Others

❑ Don’t know/Don’t answer.

11.- What are the indicators on a web page that tell us that we are accessing a safe website?


❑ A locked padlock on the page


❑ A message telling us that we are accessing a safe page


❑ The address starts with https


❑ Others (Specify ) ____________________________________


❑ Don’t know/Don’t answer.

12.- For each of the following questions, rate to what extent there is a problem when using Internet (on a scale of 0-5) 


❑ Cost of access to Internet.______


❑ Navigation speed  ______


❑ Confidentiality ______


❑ Excess of advertising  ______


❑ Security problems (viruses, hackers…)______


❑ Poor quality of the connection. ______


❑ Quality and trustworthiness of the information . ______


❑ Unwanted mail . ______

13.- Rate the following aspects of your Internet service:


Information:

❑  Awful
   ❑  Bad
❑  Average
❑  Good

        Advertising:

❑  Awful
   ❑  Bad 
❑  Average
❑  Good 


Contracting:

❑  Awful
   ❑  Bad 
❑  Average    ❑ Good 


Billing:

           ❑  Awful
   ❑  Bad 
❑  Average 
❑  Good

C.- QUESTIONS ABOUT BOTH SERVICES :MOBILE PHONES AND INTERNET

1.- Did the operating company provide you with a written contract or one in a durable form (on CD for example)


Internet               ❑ Yes.

❑ No.

❑ Don’t know/Don’t answer


Mobile phone      ❑ Yes.

❑ No.

❑ Don’t know/Don’t answer 

2.- Did you carefully read the contract for the services acquired?  



Internet             ❑ Yes.       ❑ No.

❑ Don’t know/Don’t answer



Mobile phone    ❑ Yes.       ❑ No.

❑ Don’t know/Don’t answer

3.- Do you think the contract covers your rights?




Internet   
❑ Yes

❑ No.

❑ Don’t know/Don’t answer



Mobile phone 
❑ Yes

❑ No.

❑ Don’t know/Don’t answer

4.- Do you know your rights/obligations as a consumer of the mobile or Internet services?




Internet       
❑ Yes

❑ No.

❑ Don’t know/Don’t answer



Mobile phone  
❑ Yes

❑ No.

❑ Don’t know/Don’t answer

5.- Do you feel protected in the face of mobile phone and Internet companies?




Internet       
❑ Yes

❑ No.

❑ Don’t know/Don’t answer



Mobile phone   
❑ Yes

❑ No.

❑ Don’t know/Don’t answer.

6.- Have you had any problem contracting or ending a contract with any Internet-Mobile phone company? If yes, specify which.




Internet    
❑ Yes

❑ No.

❑ Don’t know/Don’t answer


Mobile phone   
❑ Yes

❑ No.

❑ Don’t know/Don’t answer

Why?

(_________________________________________________________________)

7.- Do you read the information that appears in your Internet/mobile phone invoices?




Internet      
❑ Yes

❑ No.

❑ Don’t know/Don’t answer



Mobile phone   
❑ Yes

❑ No.

❑ Don’t know/Don’t answer

8.- Do you keep a copy of your contract for your Internet connection or your mobile phone company? 




Internet  
❑ Yes

❑ No.

❑ Don’t know/Don’t answer


Mobile phone  
           ❑ Yes

❑ No.

❑ Don’t know/Don’t answer

9.- Do you keep documental proof of your contractual relations (requests to contract/end an Internet/Mobile phone service) ? 




Internet 
❑ Yes

❑ No.

❑ Don’t know/Don’t answer



Mobile phone  
❑ Yes

❑ No.

❑ Don’t know/Don’t answer

10.- Have you at any time had to use the customer service to make a complaint?


❑ Yes

❑ No.

❑ Don’t know/Don’t answer.

If yes,

10.1.- How many times did you have to call in order to make a complaint? 


❑ I only had to call once 


❑ I had to call 2 to 5 times


❑ I had to call 5 to 10 times 


❑ I had to call more than 10 times


❑ For all I phone they don’t answer me 

10.2.- How much time did you have to spend on the phone in order to make this complaint? 

❑  I was attended to immediately and very well 

❑  Between 5 and 15 minutes

❑  Between 15 and 30  minutes 

❑  More than 30 minutes

❑  I have no idea how long it took and in the end they did not solve the problem

11.- When you make a complaint where must you first go?

❑ The operator’s customer attention service


❑ Consumer Association


❑ Administration services 

12.- State briefly how you think these services should be improved :


Internet 

(_________________________________________________________________)

(_________________________________________________________________)

(_________________________________________________________________)


Mobile phone


(_________________________________________________________________)

(_________________________________________________________________)

(_________________________________________________________________)
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