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Background

In the second half of 2013, the TRA undertook an intensive survey focusing on
business usage of ICT services in the UAE in order to better understand business
perceptions on their usage of, and demands for, ICT services.

The business survey spanned multiple services including fixed telephony, mobile
telephony, Internet, advanced telecommunication services and E-commerce and
targeted the following:

* the extent to which businesses in the UAE have access to ICT services;

* the extent to which businesses in the UAE use the ICT services that they are
connected to;

* the extent to which businesses are satisfied with their ICT services; and

* the extent to which businesses in the UAE engage in E-commerce activities.

The TRA also completed a similar ICT survey for businesses in 2011. The results of
the 2011 survey can be found at: http://www.tra.gov.ae/ict in _uae.php
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The survey was conducted by face-to-face interviews with calls back where
necessary to ensure the authenticity of the responses. A total of 1,502
businesses across the UAE participated in this study. The businesses were
drawn from all seven Emirates.

The surveyors targeted the key/joint decision maker of the business regarding
the subscription decisions and expenditure on ICT services.

The E-Commerce section of the survey was only used if the key/joint decision
maker was authorized to engage in an e-commerce activity within the
company.

The survey was limited to businesses with 10 or more employees.



Methodology (2) - Sample Structure

Distribution of Businesses by:

Emirate

Small
(10-49)
53%

Sector Industrial Classification

Trade 27% Retail Trade & Wholesale

25%

Services Construction

Construction Services

. Manufacturin

Industrial J
IT & Telecomm Services
Transport & Communications
Financial Services

Financial
Agriculture

Agriculture Others 15%

0% 10% 20% 30% 0% 10% 20% 30%




Introduction and Main Results - General

88% of the organizations across the country consider telecommunications as an
important aspect to the running of their business.

Importance of telecommunications to the running of the business




Introduction and Main Results - Subscriptions

Businesses with Fixed Line

Businesses with Internet Access

Business provides an employee with a paid Mobile Phone

Types of Internet Connection

Fixed Broadband 87%
Mobile Broadband
Dial-up

Internet dedicated access

Leased lines

Others




Introduction and Main Results

Breakdown of call expenses of Mobile & Fixed Telephones

100% -

80% -

60% -

Calls From Mobile Calls From Fixed

= Domestic M International

Percentage of employees routinely using a computer at work

50%

40%

30%

20%

10%

0%

Businesses doing Online Sales & Purchases

B

Sales Purchases

Carrier Selection used for
International calls




Introduction and Main Results - Spending

* More than 28% of businesses spend over AED 3,000 per month on a fixed telephone line.

* 33% of the businesses spend over AED 3,000 per month on mobile telephony services.

Business Monthly Spending on:

Fixed Telephony Mobile Telephony

AED 100 or less } 1% AED 150 or less h 2%

AED 151-300 - 8%
20%

| AED 301-500 - 8%

23%

] AED 501-1000 _ 18%

28% |

AED 101-500

AED 501-1000

AED 1001-3000

AED 1001-3000

11%
AED 3001-5000 - 12%

17% AED 5001 or more

31%

AED 3001-5000

AED 5001 or more 21%

I

0% 10% 20% 30% 0% 10% 20% 30% 40% 50%




Introduction and Main Results — Satisfaction

Satisfaction with all types of ICT services is fairly high among businesses in the country

Overall Satisfaction of Telecommunication Services

100% - 9 1% 1% 1%
6% 8%
80% -
60% -
40% -
20% -
0% I T T T
Overall Fixed Overall Mobile Overall Internet Overall Mobile Internet

m Satisfied  m Neither Satisfied or Dissatisfied  m Dissatisfied
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Introduction and Main Results

Key results of the survey

Indicator %

Personal computer (Desktop, laptop, handheld) 100%
Fixed telephone lines (including Fax lines) 100%
Mobile phone that business pays for 65%
Internet connection 95%
Employees routinely use Internet at work 49%
Businesses with Local Area Network (LAN) 82%
Businesses with website presence 75%
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Fixed Line Telephony
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Fixed Line Telephony - Subscriptions

* All businesses surveyed have a fixed line telephone.

* 90% of businesses have Etisalat as their primary provider while 4% have both Etisalat and
du

Fixed Line Subscriptions Fixed Lines Distribution
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Fixed Line Telephony — Usage

The majority of the calls were made to fixed line phones with 64% of the businesses
making more than 30 calls per day.

Average number of calls originated from Fixed Telephones per day

Calls to fixed line phone in UAE
64%

Calls to mobile phone in UAE

International calls

0% 20% 40% 60% 80%

H No Calls 1 Less than 30 calls B More than 30 calls
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Fixed Line Telephony — Spending

* 28% of businesses spend AED 3,000 or more per month on fixed line services.

* 82% of fixed line expenditure is for domestic calls.

Monthly spending on Fixed Telephone Line Breakdown of call Expenses made from
Fixed Telephone Line

AED 100 or less } 1%

International

AED 101-500 20% 12%

AED 501-1000

23%

AED 1001-3000 28%

AED 3001-5000

11%

AED 5001 or more 17%

0% 10% 20% 30%
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Mobile Telephony
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Mobile Telephony — Subscriptions (1)

65% of businesses provide paid mobile phones to its employees with the most prominent

for doing so being to enable easy accessibility of employees.

Business provides an employee
with a paid Mobile Phone

To enable easy accessibility of
employees

Employees work out of office

Easy to control spending with
mobile phones

Mobile phones have better
service quality

Cheaper than fixed lines

Others

32%

27%

21%

1%

I

Reasons why business provide paid Mobile handset

66%

49%

0% 10% 20% 30% 40%

50%

60% 70%
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Mobile Telephony — Subscriptions (2)

* 40% of businesses have only postpaid subscriptions, whilst 33% have both postpaid
and prepaid subscriptions.

Mobile Subscriptions by Service Provider Percentages of Prepaid & Postpaid Mobile Subscriptions
100% -

78%

80% -
60% -

45%

40% -
20% -

0%

Both 33%

Etisalat

Proportion of Mobile
Subscriptions

Subscription Type

Etisalat Prepaid 47%
Etisalat Postpaid 61%
du Prepaid 29%
du Postpaid 23%
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Mobile Telephony —Subscription (3)

The convenience of never running out of credit was cited as the main reason for using

| prefer the convenience of never running out of credit

Postpaid subscriptions offer a greater range of services and
products

International roaming is easier to use with a postpaid
subscription

| want the bill breakdown that comes with postpaid
subscriptions

This subscription was part of a good offer/package deal that
| took advantage of

My company bought this type of subscription for me. |
didn’t have any choice

Others

0%

postpaid subscriptions by the majority of businesses.

Reasons for using a Postpaid Subscription

61%

|

40%

36%

32%

21%

20% 40% 60% 80%
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Mobile Telephony — Subscriptions (4)

59% of the businesses reported that the main reason for using prepaid subscriptions
was to enable better management of monthly expenditure.

Reasons for using a Prepaid Subscription

| don’t want to pay for a monthly subscription _ 43%
It is cheaper to buy the line _ 38%

This subscription was part of a good offer/ package - 14%
deal that | took advantage of ?

My company bought this type of subscription for me. |
didn’t have any choice

I recharge only when | have the money. | don’t want to
| M
pay a bill at end of month

Others F 1%

0% 20% 40% 60% 80%

20



Mobile Telephony — Subscriptions (5)

Most of the businesses that do not have a mobile phone subscription say it is because
they use a fixed phone line instead (63%).

Reasons for not having any mobile phone services Likelihood of business getting a mobile phone

within next 6 months
Use fixed phone lines instead — 63%

Employees use their own personal

mobile phones for business & business - 20% Very/Somewh
4 at Unlikely

pays for it

Employees use their own personal . 9% 34%
mobile phones and pay for it 0

Mobile phone services are too
N 6%

expensive
Mobile phone handsets are too I 3% Not Soure
expensive 0 48%

Others F 2%

0% 50% 100%




Mobile Telephony — Usage (1)

The majority of businesses pay for multiple mobile services for employees.

Data Bundles (see Etisalat and du website for
examples)

iPhone Packages _ 15%

Other Smartphone Packages _ 10%

Samsung Package - 8%

Bulk SMS - 4%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%
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Mobile Telephony — Usage (2)

* The majority of calls and SMSs from businesses within the UAE are to other mobile
phones within the UAE.

Average number of calls originated from Mobile per day Types of SMSs sent

Calls to another mobile phone
in UAE

Calls to fixed line phone in UAE 63%

International calls

5%

0% 10% 20% 30% 40% 50% 60% 70%

B No Calls i Less than 30 calls ® More than 30 calls
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Mobile Telephony — Usage (3)

* Only 8% of businesses have switched from one mobile operator to another.

* Of those businesses that did switch mobile operators, 73% reported that it was
because the other operator had lower prices.

Have businesses switched from one Reasons for switching mobile operators

mobile operator to the other
The other operator had lower o

Other operator was offering a
promotion

| h ith level of
was unhappy with level o . 10%

customer service | was receiving

The other operator had better
mobile coverage

4%

Others 12%

0% 20% 40%  60%  80%
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Mobile Telephony — Usage (4)

Of businesses that have switched mobile operators, 55% said it was fairly easy to do so.

Ease of switching mobile operators for businesses

Very difficult
4%
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Mobile Telephony — Usage (5)

The majority of the businesses said that they never changed their mobile calling
patterns to take advantage of promotions offered by service providers.

Do businesses change mobile calling patterns to take
advantage of promotions

Sometimes
41%
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Mobile Telephony —Spending

* 64% of businesses using mobile phones spend over AED 1,000 per month on Mobile

Telephony services.

* Domestic calls account for 86% of the total mobile expenses.

Business monthly spending
on Mobile Telephony

AED 150 or less h 4%

AED 151-300 - 8%
AED 301-500 - 8%

AED 501-1000

AED 1001-3000

AED 3001-5000

AED 5001 or more

Breakdown of call expenses for Mobile Calls

International
14%

0% 10% 20% 30% 40%

50%

27



International Services
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Top 10 Destinations of International Calls from Mobile Phones

Top 10 Destinations from Mobile Phones

40% | 38%

35% -

30% -

25% -

20% -

15% -

10% - %
? 6%

[v)
Sop KM% % &% g o,
I . . . -
0% . | | | | | | . . -

India Saudi United China Oman Pakistan Kuwait Qatar Egypt  United
Arabia Kingdom States
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Top 10 Destinations of International Calls from Fixed Phones

Top 10 destinations from Fixed Telephone

40%

35%

30%

25%

20%

15%

10%

5%

0%

35%

[+)
6% 59%

4%

4%

8%

37 3% 3% 57
B I mmm m

India

China

Saudi  United
Arabia Kingdom

Oman

Pakistan

Qatar

United
States

Iran

Egypt

30



Internet Services
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Internet Services — Subscriptions (1)

* 95% of businesses had an internet connection.

* Etisalat was the largest provider of internet services provided to businesses.

Business with Internet Access Distribution of Internet Subscriptions by Provider
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Internet Services — Subscriptions (2)

87% of businesses have fixed broadband internet & less than 27% are on speeds of
2Mbps or less.

Types of internet connections Businesses by Broadband speed
| 512 kbps
Fixed Broadband [ 87%
1 Mbps 13%
1 2 Mbps
Mobile Broadband [ 15% 4 Mbps
] 8 Mbps 18%
Dial-up - 16% 16 Mbps
. 20 Mbps
Leased lines [ 6% 24 Mbps
§ 30 Mbps
Others | 2% 50 Mbps
| | 100 Mbps 10%
0% 50% 100% Don’t know 11%

0% 10% 20% 30% 40% 50%

33



Internet Services — Subscriptions (3)

* 42% of subscribers were on a 12-month contract for their internet package.
* Of those businesses that subscribed to dial-up internet, the majority did so as a back-up for

if broadband wasn’t working.
Reasons for having

Dial-up and Broadband internet subscriptions
Subscription contract signed with a minimum period

We have dial-up as a backup for

if broadband isn't working 78%

The dialup connection was free

with the broadband connection 20%

Others 2%

0% 20% 40% 60% 80% 100%
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Internet Services — Subscriptions (4)

The majority of the businesses without internet access reported that they don’t have

an

internet connection because it is not required for their business.

It is not required for the business

The cost is too high

Don’t want staff mis-using the Internet

Have free access to the Internet

Don’t know how to use the Internet

Operator failed to give connection

50%

100%
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Internet Services — Usage (1)

* 44% of employees routinely use a computer at work and 49% routinely access the
internet.

Employees routinely use Computer at work Employees routinely use Internet at work
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Internet Services — Usage (2)

* Sending/receiving emails followed by instant messaging followed by obtaining information
were the most popular activities undertaken on the internet by businesses.

* The majority of websites accessed were English language websites.
Internet activities during last month Sites visited by language
Sending or receiving email 99%
Instant messaging

Getting information online about...

Internet banking

Getting information from and...

Other
Languages
21% 1%

Posting information on forums or...
Social networking via company...
Providing customer services online 19%

Making online payments (to dealers,...

Video conferencing
Server and data backup solutions

Recieving online payments (from...

0% 50% 100%
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Internet Services — Usage (3)

* 75% of businesses had a website, of which 23% Language of the business’s website

used a .ae domain.

* The majority of these websites were in English
only with 24% being in English and Arabic.

Arabic Only
3%

English only
73%

Types of web presence of the Business Activities business uses website for (MOSt USEd)

. . : To provide product or services
Website with another domain — sz‘y p p _ 41%
(e.g.'.com’, ".net’, etc.) ° information to customers

T in advertisi
Website with a '.ae' domain _ 23% ° engaiea:*zt:ti::r e/ _ 24%
We don't have a web-site [ 17% To communicate with customers _ 23%

To engage in business
gag - 7%

transactions with customers

We don't have a website but
0,
intend to get one within the... . 6%

Don’t know y,
F 2% Market research [l 4%

0% 20% 40% 60% ' ' '
0% 20% 40% 28 60%




Mobile Internet
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Mobile Internet— Subscription and Usage (1)

* Mobile internet was mainly accessed from PCs using dongles or data cards.

* Of businesses that have both Mobile and Fixed Broadband, the fixed connection is used to
access the internet 89% of the time and the mobile connection 11% of the time.

Proportion of time internet is accessed using Mobile

Devices used to access Mobile Internet Internet compared to Fixed Internet services

PC using 3G/4G/LTE
dongles or data _ 65%
cards

Mobile phone - 58%

Other | 1%

0% 20% 40% 60% 80%
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Mobile Internet — Usage (2)

* Sending/receiving emails followed by instant messaging were the most popular
activities undertaken using mobile internet.

* 39% of businesses said a reduction in price would lead to great usage of mobile
internet
Mobile Internet Activities Drivers that may increase the use of Mobile internet

Checking/ writing emails _ 95% Nothing; would not change _ 48%
(]

usage patterns

Reduced prices for mobile _ o
Internet 39%

73%

General Internet browsing

Working from home - 35% Improved download speeds _ 27%
(1]

for mobile Internet

Watching or listening to
streaming services (e.g. radio, . 9% T

movies, TV, sports broadcasts) |
Improved Internet content - 20%

On-line shopping FG%
I T T T T 1

0% 20% 40% 60% 80% 100% 0% 20% 40% 60%
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Network and Advanced Services
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Networks & Advanced Services

95% of businesses had some type of advanced network service. Of these 82% had a local
area network (LAN).

Types of Networks Advanced Telecommunication Services
Internet Dedicated Access (Leased 6%
lines) ?
LAN (Local Area o
Network) 82% Domestic leased line services 6%
SMS Broadband Services 5%
Managed WAN services 5%
Intranet 28% Virtual Private Networks (including a%
MPLS or IPVPN)
Managed Ethernet services 4%
Toll free 800 numbers 4%
Extranet 4% Satellite services (e.g. VSAT) 2%
ATM 1%
0% 50% 100% International leased line services 1%

0% 5% 10% 15% 20% 25% 30%
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E-Commerce
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E-Commerce — Online Purchases

* 18% of businesses have made online purchases.

* Of those businesses who made purchases online, through a website was the most
prevalent mode of purchase.

Purchases Modes of Online Purchases
We do not make online
| — 82%
purchases

Websites - 13%
Offline

82% Specialized Internet market I 5%
places (e.g. eBay, Dubizzle, etc.) 0

Internet-enabled mobile phones
but excluding orders submitted I 3%
via conventional e-mail

Electronic Data Interchange (EDI)
over the Internet

Extranets | 0%
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E-Commerce — Online Sales

* Only 15% of businesses had online sales.

* Of those businesses who had online sales, sales through their website were the
most prevalent.

Modes of Online Sales

We do not make online sales — 85%

Websites . 10%

Sales

Internet-enabled mobile
phones but excluding orders...

Specialized Internet market
places (e.g. eBay, Dubizzle, etc.)

EDI over the Internet | 0%

Extranets | 0%
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Consumer Satisfaction
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Satisfaction (Fixed Telephony)

Satisfaction levels were relatively high across all dimensions of fixed telephone services.

100%

80%

60%

40%

20%

0%

Satisfaction with Fixed Telephone Services

| 93% 92%

Overall Fixed Line Price Of National Voice Quality Of Customer Quality Of Network
Service Calls From Fixed Lines Service
® Extremely Satisfied/Satisfied B Somewhat Satisfied M Dissatisfied/Extremely Dissatisfied
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Satisfaction (Fixed Internet)

Fixed Internet Service also enjoy high levels of satisfaction

Satisfaction with Fixed Internet Services

100% - 91%

80%

60%

40%

20%

0%

Overall Internet The Speed Of The The Price Of Quality Of The Range Of
Service Connection Internet Services Customer Service Internet Services
(packages And

Speeds) Available

® Extremely Satisfied/Satisfied B Somewhat Satisfied M Dissatisfied/Extremely Dissatisfied
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Satisfaction (Mobile Telephony)

Overall satisfaction levels are high with respect to mobile Satisfaction with SMS Services
telephony. The highest level of dissatisfaction related to prices ;4 84%
of national calls. 80%

60%

40% .

20% LU 59

0%
SMS Price

Satisfaction with Mobile Services

100% | 93% 91%

87% 88%

80% -

60% -

40% -

20% -

0% -

Overall Mobile Price Of Extent Of Quality Of Ability To Make Choice Of
Service National Voice Mobile Customer Calls Without Services Made
Calls Coverage Service Being Dropped Available To You

® Extremely Satisfied/Satisfied B Somewhat Satisfied M Dissatisfied/Extremely Dissatisfied
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0%

0%

40%

20%

0%

Satisfaction (Blackberry and iPhone Services)

More then 66% of business are satisfied with the price and range of Blackberry service
while more than 75% are satisfied with their iPhone services.

Satisfaction with BlackBerry Services

76% 100%

60%

40%

20%

0%

Price Of Blackberry Range And Variety Of
Packages Packages Available

H Extremely Satisfied/Satisfied
B Somewhat Satisfied

W Dissatisfied/Extremely Dissatisfied

80% -

Satisfaction with iPhone Services

82%

Price Of iPhone Packages Range And Variety Of
Packages Available

H Extremely Satisfied/Satisfied
B Somewhat Satisfied

W Dissatisfied/Extremely Dissatisfied
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Satisfaction (Mobile Internet)

87% of the businesses are satisfied with the mobile internet service.

Satisfaction with Mobile Internet Services

100% - 92%

80%

60%

40%

20%

0%

Overall mobile Internet Quality of customer The price of mobile The speed of the
service service Internet services connection
® Extremely Satisfied/Satisfied B Somewhat Satisfied M Dissatisfied/Extremely Dissatisfied
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100%

80%

60%

40%

20%

0%

Satisfaction (International Calling Services)

* A significant portion of number of businesses are satisfied with the quality
international calls. However, satisfaction levels are lower for the price of international

calls.

Satisfaction with International Calls
from Mobile Telephones

100%

87%

80%

60%

40%

20%

0%

Satisfaction with International Calls
from Fixed Telephones

91%

The Price Of International The Quality Of The Price Of International The Quality Of
Calls International Calls Calls International Calls
H Extremely Satisfied/Satisfied B Somewhat Satisfied B Extremely Satisfied/Satisfied B Somewhat Satisfied

W Dissatisfied/Extremely Dissatisfied

m Dissatisfied/Extremely Dissatisfied
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Satisfaction (Advanced Network Services 1)

Businesses were generally satisfied with the quality of leased lines & VPN services. Satisfaction
levels lower, although still relatively high, in relation to prices.

Satisfaction with Leased Line Services Satisfaction with Virtual Private Network Services

0, —_
100% - 93% 100%

80%

80%

60% 60%

40%

40%

20% 20%

0%

0%

The Price Of Leased Line  The Quality Of Leased The Price Of Virtual The Quality Of Virtual
Line Private Network Services Private Network Services
B Extremely Satisfied/Satisfied B Somewhat Satisfied B Extremely Satisfied/Satisfied B Somewhat Satisfied

m Dissatisfied/Extremely Dissatisfied H Dissatisfied/Extremely Dissatisfied
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Satisfaction (Advanced Network Services 2)

Businesses were generally satisfied with Ethernet Services and 800 Number Services.

Satisfaction with Ethernet Services

00% -

87% 8%

80%

60%

40%

20%

0%

The Price Of Ethernet The Quality Of Ethernet

m Extremely Satisfied/Satisfied B Somewhat Satisfied

M Dissatisfied/Extremely Dissatisfied

Satisfaction with 800 Number Services

100% - 94%

80%

60%

40%

20%

0%

The Price Of 800 Service

The Quality Of 800

Service
m Extremely Satisfied/Satisfied B Somewhat Satisfied

M Dissatisfied/Extremely Dissatisfied
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Service Complaints

* 40% of businesses had at one stage complained to a service provider. Only 3% had

complained to the TRA.

To Telecom Service Provider Nature of Complaints

Fxed Telephony I g,

Internet NI 53%

General Complaint/s o
Across Multiple Services I 14%

To the TRA Mobile B 13%

Yes 3%
Mobile Broadband [ 4%

Business Data Services ] 3%

Other | 2%

* The majority of complaints were about the internet and fixed telephone services.

0% 50%

100%
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