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NOTE:

« Data on ICT expenditure is measured in every edition (the
four quarters of the year).

« Data on penetration and uses of ICT equipment and services
are measured by means of questionnaires in odd editions
(first and third quarters of the year).

« For practical purposes, the following convention is used: In
even editions, data from the previous odd edition is taken.
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Total expenditure on ICT services this quarter amounts to €3,357 million.

Total expenditure on ICT services (thousands of euros)

3,345 3,463 3,362 3,382 3,357

2Q2010 3Q2010 4Q2010

1Q2011 2Q2011

2010 2011 % year-on-
2Q 3Q 4Q 1Q 2Q year var.
ICT Services 3,345 3,463 3,362 3,382 3,357 0.4%
Fixed telephone 952 938 953 938 933 -2.0%
Mobile telephone 1,507 1,598 1,514 1,535 1,536 1.9%
Internet 625 643 619 641 617 -1.3%
Pay television 261 284 276 267 272 4.2%
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Fixed and mobile telephone in households onts
r>o

p— ' '

Expenditure on mobile telephone has grown by 7% over the last year

Households with fixed Total expenditure (€ thousands) Monthly average expenditure per
Q telephone lines (%) household (€)
£
o 82.4 81.3 81.8 1,025 952

A A A 933

= 28.9 26.7 26.3
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L 1Q2009 1Q2010 1Q2011 2Q2009 2Q2010 2Q2011 2Q2009 2Q2010 2Q2011
) Households with mobile Total expenditure (€ thousands) Monthly average expenditure per
g telephone (%) household (€)
2
Q 88.2 90.2 91.7
(%) 1,437 1,507 1,530 37.8 38.1 38.6
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4 Almost six out of ten households have access to the Internet
Households with Internet (%) Total expenditure (€ thousands) Monthly average expenditure per
household (€)
525 625 617
25.2 25.7
48.5 55.5 59.5 23.9
HES )
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i
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E 1Q2009 1Q2010 1Q2011 2Q2009 2Q2010 2Q2011 2Q2009 2Q2010 2Q2011
Households with Pay TV (%) Total expenditure (€ thousands) Monthly average expenditure per
- household (€)
O
5 23.3 21.3 21.9
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Two out of three persons aged 10 and over has used the Internet at some
time

Internet users aged 15 and over (thousands and %)

2009 2010 2011 |9 year-on-
1Q 3Q 1Q 3Q 1Q year var.
In some occasion 22,538 | 23,329 | 24,966 | 25,214 | 25,417 1.8%
In the last week 17,847 | 17,800 | 20,415 | 19,434 | 21,571 5.7%
In the last 15 days 1,007 832 798 1,104 923 15.7%
In the last month 667 810 538 722 456 -15.2%
In the last 3 months 662 986 579 749 401 -30.7%
A long time ago 2,355 2,901 2,636 3,205 2,066 -21.6%
Internet users aged 10 and over (thousands and %)
2009 2010 2011 |o% year-on-
1Q 3Q 1Q 3Q 1Q year var.
In some occasion 24,308 | 25,083 | 26,911 | 27,066 | 27,341 1.6%
In the last week 19,095 | 18,933 | 21,906 | 20,774 | 23,173 5.8%
In the last 15 days 1,212 921 1,045 1,212 1,050 0.5%
In the last month 757 927 630 797 491 -22.1%
In the last 3 months 751 1,170 620 882 446 -28.1%
A long time ago 2,493 3,132 2,710 3,401 2,181 -19.5%

|
|
|

"N

Eo.1 64.0 65.1
1Q2009‘ 1Q2010 1Q2011
60.5 65.4 66.4
1Q2009 ‘ 1Q2010 1Q2011



Mobile telephony users
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i More than 32 million people have used their mobile phones in the

onts

last month, with a year-on-year growth of 2.2%

Mobile telephone users (thousands and %)

78-8 80'5 82.2

Itrim Itrim Itrim

2009 2010 2011

2009 2010 2011
10 3Q 1Q 3Q 1Q % year-on-
year var.

Mobile phone usersinthe | 5, o5 | 39375 | 31415 | 31,906 | 32,119 | 2.2%
last month
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Penetration and monthly average expenditure per servic N
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91.7% of all households have at least one mobile phone
Percentage of households with Monthly average expenditure per household (€)
Including VAT
100 - 90.5 91.7 100 -
81.4 81.8
80 - 80 |
60 - 55.9 232 60
o o ©
TR R
4 4 0o N I1n ™ ) ~N
- "~ wnew RAE8 943m
21.9 21.9 RO
_ _ I I l
0 0
Fixed Mobile Pay-TV Internet Fixed Mobile Pay-TV Internet
BASE: Total households BASE: Households with each service
[ 3Q2010 []4Q2010 0 1Q2011 BN 2Q2011
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Main data
2009 2010 2011
Q3 & Q4 Q1 & Q2 Q3 & Q4 Q1 & Q2
Total households 16,650,518 16,938,727 17,068,913
Households which have fixed telephones 13,655,973 13,772,053 13,789,220 13,955,028
Households with Pay TV 3,628,199 3,609,289 3,708,118 3,745,495
Households which have mobile telephones 14,842,240 15,286,032 15,323,304 15,643,068
Households which have Internet access 8,434,308 9,393,091 9,464,070 10,148,006
Q3 Q4 Q1 Q2 Q3 | Q4 Q1 Q2
Total expenditure on Fixed telephone (€ millions)| 997 980 979 952 938 953 938 933
Total call minutes (millions) 7,425 8,263 | 9,039 8,329 7,042 8,376 | 9,412 | 8,576
Expenditure on minutes (€ millions) (*) 188 176 171 170 158 166 161 169
Expenditure on Pay-TV (€ millions) 277 293 281 261 284 | 276 267 272
Expenditure on Mobile phone (€ millions) 1,638 { 1,595 | 1,536 | 1,507 | 1,598 1,514 | 1,535 } 1,536
Expenditure on Internet (€ millions) 579 587 642 625 643 619 641 617

(*) For the calculation of expenditure on minutes used, especial discounts of Telefonica have also been included

11
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Main results of this quarter O
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Expenditure on end-user services of the ICT sector

e Expenditure on ICT services incurred by Spanish household in the second quarter of 2011 amounts to €3,357 million,
0.7% less than in the previous quarter. However, this represents a year-on- year increase of € 12 million or, what is the
same of 0.4%).

e Comparing the four services analysed this quarter with the previous quarter, expenditure on fixed telephone and Internet
experiences a decrease of five and twenty-four millions of € respectively, while on mobile telephone and Pay-TV experiences
an increase of on and five million of euros respectively.

Data by markets:

e Expenditure on fixed telephone falls with respect to the previous quarter from €938 million to €933 million, which means
a quarterly decrease of 0.5% reaching a historical minimum again. Compared to the same period in 2010, we observe a
variation of -2.0%. Average expenditure per household on fixed telephone fells by twenty cents standing now at €26.3/
month, —including VAT-.

e As for mobile telephone, expenditure reaches €1,536 million. The quarter-on-quarter increase is of 1 million euros, that is
a variation of 0.1%. The year-on-year variation is more substantial, of 1.9%. Average monthly expenditure per household
remains as in the previous quarter at €38.6 -including VAT-.

e Total quarterly expenditure of households with Pay-TV services rises this quarter. It goes from €267 million to €272
million (a quarter-on-quarter variation of 1.9%). The year-on-year increase this quarter is therefore of 4.2%. Per household,
average monthly expenditure on pay TV increased by €0.50, standing at €28.5/household/month -including VAT-.

e Lastly, expenditure on Internet services totals €617 million, recording the greatest fall with respect to the first quarter of
the year, with a variation of -3.7%. The year-on-year variation is less sharp (-1.3%). And average monthly expenditure
stands at €23.9/month per household -including VAT-, an euro less than in the previous quarter.

12
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ICT equipment and expenditure Pyramid

The ICT equipment pyramid represents the number of services per household based on equipment. In the third quarter
of 2010, there was a notable rise of four p.p. in the percentage of households with three ICT services, from 39% to 43%.
The percentage of households with one or two services fell by 1.8 p.p. and 1,9 p.p. respectively, down to 18.4% and 22.3%.

The ICT expenditure pyramid represents the number of services per household based on expenditure. The distribution of
expenditure depending on the number of services in the second quarter of 2011 is the following: households with a single
service 16.6%, with two 14.4%, with three 46.0% and with four 23.1% of the total expenditure. Compared to the previous
quarter, the expenditure by households with two and four services has fallen by 1.3 p.p. and 0.4 p.p. respectively. However,
the expenditure by households with a service increases by 1.2 p.p. and by those with three services in 0.6 p.p.

ICT Equipment: households and individuals

Compared to the third quarter of 2010, the technologies showing the greatest increase in households are the same: laptop
computers increase their presence by 3.6 p.p. (they are present in 49.6% of the households), TFT/Plasma TVs by five p.p.
(52.8% of the households) and netbooks in 3.4 p.p. (7.9% of the households). Internet penetration rate in households
rises by 3.6 p.p., with 59.5% of the households having Internet connections.

The latest data from questionnaires on personal equipment reflect stability with respect to the third quarter of 2010, with
the exception of /laptops, which increase by 3.6 p.p. (with 35.2% of individuals having one) and portable videoconsoles,
which increase in 1.3 p.p. reaching a penetration of 21.2%.

Attitudes

The perceived cost-benefit ratio has improved compared to the third quarter of 2010. Pay-TV is the service with the best
perceived cost/benefit ratio, with 48.5% of the users considering they receive a lot or sufficient in return for the price paid.
The perception of this service has improved by 1.5 p.p. Internet is the second service with the best perceived cost/benefit
ratio and has experienced an increase of 1.8 p.p., with 47.7% of its users considering they receive a lot or sufficient.

13
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Main results of this quarter O
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Fixed telephone

Penetration:

e The penetration rate of fixed telephones in households remains at 81.8%.
Expenditure:
e Total expenditure falls by 0.5% compared to the previous edition, down to €933 million.

e Average quarterly expenditure per household on calls is €78.9, €0.5 less than the previous quarter. The year-on-year
variation is of -€1.3.

Traffic/ Access:

e The number of minutes used falls compared with the previous quarter, from €9,413 to €8,576 million, with a variation of -
8.9%. In terms of call-minutes per household, this means a drop of 20 minutes down to 205 minutes/month/household. The
year-on-year variation in the total number of minutes used is of 3%.

e If we separate call minutes in fixed and mobile, fixed telephone call minutes fall to 615 minutes/household/quarter (59
minutes less). On the contrary, mobile telephone call minutes increase from 388 to 403 minutes/household/quarter (15
minutes more).

Traffic/Type of call:

e There is an important decrease in the volume of metropolitan calls compared to the previous year, from 5,548 to 4,760
millions of minutes, which represents a quarter-on-quarter variation of -14.2%.

e Additionally, interprovincial calls fall from 1,651 to 1,464 millions of minutes, a decrease of 11.3%.

14
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Main results of this quarter O
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Mobile telephone

Penetration:

e The number of households with at least one mobile phone user is 15.6 millions (91.7% of the total), this means 300,000
more than in the third quarter of 2010. The number of individuals with at least one active mobile telephone continues to rise
(specifically, 122,000 new users) and stands now at 32.1 millions. This means 82.2% of all individuals aged 15 and over.

Expenditure:

e Expenditure on end-user mobile services in the second quarter of 2011 remains quite stable compared to the previous
quarter, going from €1,535 to €1,536 million. However, the year-on-year variation amounts to +1.9%.

e Differentiating expenditure on pay as you go (€405 million) and contract (€1,131 million), we observe variations of -1.5% (a
decrease of €6 million) and 0.6% (an increase of €7 million) respectively.

Use and functionality:

e As for mobile telephone functions, the use and desire for multimedia functionalities like the photo camera, video recording,
and music reproduction (FM radio or MP3) records high scores. And as for the connection technology, bluetooth and
handsfree car kits are very desirable.
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Main results of this quarter O
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Pay TV

Penetration:

o Pay TV has a penetration rate in the first half of 2011 of 21.9%, as in the previous six months.

Expenditure:

o The penetration of Pay-TV in households is very stable. This is reflected in the historical evolution of the expenditure on
this service, which has risen slightly during this quarter. Specifically, it has increased by €5 million from €267 million to
€272 million, which means a variation of +1,9% with respect to the previous quarter.

) Average household expenditure on this service is €28.5 per month (including VAT), with and increase of €0.5 on the first
quarter of 2011.

o As for the access technology, expenditure of households on satellite TV increases, on cable TV falls and on ADSL remains
stable. Quantifying and comparing these variations with respect to the previous quarter, satellite technology accounts for
€158 million with a 5.3% increase, cable falls from €84 million to €81 million (-3.6%) and expenditure on ADSL TV remains
the same as in the previous quarter, at €33 million.
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Main results of this quarter O
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Penetration:

J 59.5% of households have Internet access (3.6 p.p. more than in the previous semester). 65.1% of the population aged 15
and over has used the Internet at some time. Taking into account individuals aged 10 and over, this humber rises to
66.4%.

° 90% of households with Internet access connect via a fixed broadband connection. 81.6% of all broadband connections are
ADSL. Internet access via mobile broadband in households stands at 13.6%.

J 19.4 million Internet users (76.2%) started using the Internet more than three years ago.

Expenditure:

o In the second quarter of 2011, total household expenditure on Internet services reached €617 million. This represents a
decrease of €24 million compared to the previous quarter, a variation of -3.7%.

o The historical evolution of average monthly expenditure per household is negative. In this quarter, it falls to €23.9 -
including VAT-, a euro less than in the previous quarter.

Access and use:

o The home continues to be the most usual location to access the Internet (with 80.7% of the users who access from their
homes). The workplace is the second location with 35.1% of the users.

o As for the equipment used to access the Internet, we observe a notable and continued rise in laptop computers (six million
users) and an increasing presence of mobile telephones (24.5%).

o Indicators on Internet use, experience and expectations remain stable.

17
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e Regarding Internet uses, there is an important rise in activities related to online banking, search engines, news, e-mail and
streaming content.

Security:

e The IT security problems that affect the Internet population the most are, as in the previous quarter, computer viruses and
unwanted e-mail. This quarter, we observe a generalised drop of Internet security measures.

eGovernment:

e Almost ten million individuals have contacted the public administration via the Internet, with an increase of 423,000 users on
the previous edition.

e Additionally, we observe a slight increase in the preference for virtual contact with the Administration via the Internet.

e As for the use of the services offered by the Administration via the Internet, we observe a slight drop in info searches about
taxes, public employment and grants. At the same time, downloads of official forms for birth/marriage certificates or Social
Security issues increase.

Internet and health:

e Lastly, searches about health issues on the Internet also experience a slight increase. This increase is most notable in
searches for information about nutrition, prevention of illnesses and public institutions and services.

18



—

observatorio

DALS] (s
ﬂ\/‘ 1121  ydelasl
Attitudes towards new technologies
slides
1. MaiNn RESUILS . .....ieeeneesseensessssessessnssnses 4
2. Attitudes towards new technologies . . .. 19
3. ICFEquipment JCT v 24
4. ICT Services Pyramid ICT .. ... 27
5. Fixed telephone Fixed . . . . . . ..o 31
6. Fixed telephone Mobile . . .. . . ... 44
7. Audiovisual . . e 62
B Internet 70
9. Objectives and Methodology ... 109
.o

19



Evolution of attitudes

observatorio
nacional de las
telecomunicaciones

onts

8l y de la SI
New technologies are considered essential in the field of education
Completely agree
s - They are important for social relations They are not for me
They make life easier For the work environment
= For education = ] would use it more if someone taught me
41 3.88 3.84 3.88 3.82 3.86 3.89 3.92 3.90 ggg
3.77 3.76 T 3.73 3.78 3.79 3.83 iz '
3.48 3.47 3.52 3.48 3.53 3.54 3.58 3.56 3.60
3.22 3.22 3.23 el 3.21 g;g :'23 3.20 :;214;
p 3.17 A : :
3 | 3.06 TOE St Stk 3.16
2.75 2.71
2.74 2.72 2.71 2.72 268 5. 64 2371
2 Ad|
1
1Q2007 3Q2007 1Q2008 3Q2008 1Q2009 3Q2009 1Q2010 3Q2010 1Q2011

Completely disagree

BASE: Individuals aged 15 and over
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Knowledge on NTs / eSkills 0]

Three out of ten individuals consider themselves as advanced computer users

Do you consider yourself a beginner, advanced or
expert user of the following activities /
programs?

Computer handling 30.7 8.3 26.4
Internet 27.3 10.5 30.6
Word processors 25.4 7.9 36.6

B 257 96 34.6 : [l Beginner !

Spread sheets 18.3 6.2 42.3 Advanced

Graphic presentations 14.1 5.4 48.3 S
: Expert :

Electronic mail programs 17.7 6.7 48.1 . :
Databases 12.5 3.9 50.7 : Non-user :

Messaging programs 19.2 7.3 46.7 - DK/NA

' .

Antivirus/firewall protection programs 25.6 12.2 3.9 48.4

8.1 3.4 56.4
File exchange programs 12.3 5.2 55.6
9.0 3.1 57.5
10.6 4.9 56.3 10.0

Graphic design

Digital audio/video processing

Intranet/local network handling

— N
=} 5] B 0 0 <l IN

0% 20% 40% 60% 80% 100%

Results of 1Q2011
(Jan-Mar 11)

BASE: Individuals aged 15 and over 5 b
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48.5% of the individuals are satisfied with their Pay-TV service
100% 1 100%
. "EEEER TREEZEE .
telephone 5o | 80% | Mobile
fixed telephone
0% | 38.6 36.6 362 36.2 36.7 o | 222 39.6 365 379 347
40% - 40% -
37.0 36.5 40.6 39.0 38.8 41.8 4092 448 4228 413
A 20 : Bl 1 receive very little
S 5.5 I 6.1 B 5.1 B 5.5 0% | ERL_mcmu kK1 wae  EXA I receive little

1Q2009 3Q2009 1Q2010 3Q2010 1Q2011 1Q2009 3Q2009 1Q2010 3Q2010 1Q2011 :
I receive enough

100% 1+ 100% ~ : :
E i ﬂ H ﬁ E ﬁ ﬂ E : B I receive a lot

80% 80%

33.1 9.2 34.5 36.2
Internet . 335 371 320 i 32.6 36.0 36.3
Access Pay TV
A0 40% -
438 446 422 5. 400 46.2 456 43.9 4,0 42.2
20% A 20% A

o , o | 1 1 BE g [E
1Q2009 3Q2009 1Q2010 3Q2010 1Q2011 1Q2009 3Q2008 1Q2010 3Q2010 1Q2011

BASE: Individuals aged 15 and over who have the service 22
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Cost/benefit ratio OntS
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Three out of four individuals are satisfied with the cost/benefit ratio of Home

Cinema
DVD Home Cinema Videoconsole
400701 100% - % |
7.3 7.7 100
18.0 15.1 152 191 19.2
80% | : 17.9 .. | 25.0 17.0 . 18.6 -
80% 14.9 80% 1 20.0 O 18.1 21.3 19.2
600/0 y | 600/0 | 600/0 A
60.9 6 65.6
40% | 64.6 62.6 606 ., 558 680 649 655 665 ww 59 ___ 571 567 551
20% - e 20% -
107810711 RN . m X
L EEEE o mpm . woEER
1Q2009 1Q2009 3Q2009 1Q2010 3Q2010 102009 3Q2009 102010 3Q2010 1Q2011 1Q2009 3Q2009 1Q2010 3Q2010 1Q2011

B I receive very little I receive enough
4 I receive little B 1 receive a lot

BASE: individuals aged 15 and over who have the equipment
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Evolution of ICT equipment in households

There are more than 20 million computers in Spanish households

Millions of equipments

Fixed telephone lines

TFT / Plasma TV

Internet Access

DVD/ Blue Ray

Desktop computer

Laptop computer

Netbook

Computer (of both types)
Printer

Scanner

CD recorder

DVD recorder

Multimedia external hard drive
Webcam

Home Cinema

Videogame console
Videoconsole with Internet kit
GPS system for cars

Digital camera

Digital camcorder

BASE: Total households

9% of households with
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———— %:’891770 Fixed telephone lines I — 31148
_10T11é&1;56 TFT / Plasma TV _475.5%-8
E— Sl Internet Access [T _59.5
— 1111,2162%° DVD/ Blue Ray | — 879
1 3,32311“ Desktop computer [— 24.9
_8,99’89842 Laptop computer _43.%-6
* ooa” Netbook ™ 7.9
_182,8’7%92 Computer (of both types) _6;%-4
e 99,6119 Printer |E— 5%,2é9
E— 5?9')3%5 Scanner _32_73-7
— é;,'z?'o782 CD recorder | 2289.'66
E— S?éggz DVD recorder —23.17.7
— 33:’2%331 Multimedia external hard drive |WE— 115?8'9
— 4‘11,'369512 Webcam |IE—— 2245..21
— 22,'790%3 Home Cinema | 1157@)1
— 7?1330 Videogame console NN 33.5
—3 1?6-?;?9 Videoconsole with Internet kit 8.191.4
— 3?%%20 GPS system for cars | 2%)?6;0
. 1%4,?3’238 Digital camera |—— 62.940
—— P Digital camcorder [N 27.2

4,305 | | ‘ | 2%
0 5 10 15 20 25 35 B 2‘5 e 7‘5 1(‘)0

B 1st QUARTER 2011 [ 3rd QUARTER 2010 25
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Personal ICT equipment OntS
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: More than 8.2 million individuals have a portable video games console

Absolute

orceny %
(thousands of individuals)

(individuals with)

!

Laptop e s 31.6
2,188 M s
Netbook l - 4.3
1,679 4
N sss | 22
Hand-held computer (PDA) 917 2.3
we3 oiaver N - = .
ayer
play 8,960 | 23.0
Portable MP3 and video or [ 5,203 B 133
MP4 player 5,606 | 14.4
Portable videogame [N .25 N 212
console 7,769 | 19.9
N 719 | 18
eReader 1.2
485 :
0 5000 10000 15000 0 20 40 60 80 100

BASE: Individuals aged 15 and over
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Evolution of services in households and expenditure
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Total expenditure on ICT services has increased by 0.4% over the last year

% of expenditure by number of services

% of households by number of services

1Q2011 W 43.0 22.3 mO-G* 2Q2011 m 46.0 14.4 m
4
1Q2010 39.9 25.5
3Q2009 37.8 26.4 ml-o*
2Q2010 m 45.1 16.3 m
1Q2009 35.0 27.8 m0-9*
1Q2010 m 44.5 16.7 m
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
* Percentage of households with 0 services
Total expenditure by number of services
€ millions 1Q2010 2Q2010 3(22010 4Q2010 1(22011 2(22011
Typical profile: Mobile phone 564 536 543 560 521 557
2 Services Typical profile: Fixed + mobile phone 574 543 551 507 532 483
3 Services Typical profile: Fixed + mobile phone + Internet 1,530 1,508 1,567 1,512 1,534 1,543
Typical profile: Fixed + mobile phone + Internet + Pay- TV 771 757 802 783 795 774
Total ICT market 3,439 3,345 3,463 3,362 3,382 3,357 |

BASE: Total households
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e | Observatorio
tS I nacional de las
telecomunicaciones
rol

Average expenditure per household and number of servicgy
) ydelaSl

43% of households are subscribed to three ICT services

A Average expenditure per household

SERVICES EXPENDITURE ‘ Average expenditure per service
Data of 1Q2011 140
Have 4 services 774 M€
Fixed + Mobile + Pay-TV + Internet 2T (23.1%) Wi 11A4.0
100 +
82.6
Have 3 services 1,543 M€ 80 - A
Typical profile: Fixed + Mobile +3» 43.0% '(45_0%) 69.9
Internet *
60 - 69.9 49.8
A
Have 2 services RS a 40 -
Typical profile: Fixed + 22.39,
KB o (14.4%) . ¢ L 4
20 4 24.9 27.5 28.5
Have 1 service
: : 557 M€
telephone : 0 ‘ ‘ ‘ ‘

1 service 2 services 3 services 4 services

[No services 0.6 % of the households ]

Average: Average expenditure (€) in
a month's period
(including VAT)
BASE: Total households
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observatorio

Aver_age expenditure per household and number of QntSI nacional de las
services A IFD1 | ydelas

Households with 4 services have an average monthly expenditure of €28.5 per

service
Average expenditure per household (€) Average expenditure per num. of services (€)
Including VAT Including VAT
69.9
140 - 70 1 64.1 o 64.4 65.4
iR e e el 60 -
100 - 93.3 50 -
86.4 90.1
82.1 82.6
80 A 40 +
69.9
64.1 62.5 64.4 65.4 31.1
60 7% 29.4 ; 30.0 29.3 28.5
R i 28.8 = 28.3 . 27.5
st 54.9 T 26.5 24.9
40 1 48.7 S 48.7 49.8 20 { 244 24.4 275
20 - 10
0 0
2Q10 3Q10 4Q210 1Q11 2Q11 2Q10 3Q10 4Q10 1Q11 2Q11
— 4 services 2 services
3 services 1 service

BASE: Total households
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« Observatorio
ts I nacional de las
telecomunicaciones
rol

Expenditure on end-user services O
) ydelaSl

"'/E(xpenditure on fixed telephone in the second quarter of 2011 totals €933 million
(excluding VAT)

Households which have fixed telephones
13,955,028

Absolute
(€ million)

* Prices excluding VAT

1,500 ~
1,500
1,250
1,250
1,000 -~ 933
1,000 | 952 938 953 938 933
750 +
750 +
. ...............
500 - 500 |
250 - 250 -
e e e e o e o e e | 0 T
Results of 2Q2011 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011

(Apr -Jun 11)

BASE: Households which have fixed
telephones
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« Observatorio
ts I nacional de las
telecomunicaciones
rol

Expenditure on end-user services. Average O
) ydelaSl

/'Average household expenditure on fixed telephone in the second quarter of 2011
is €78.9 per month

Households which have fixed telephones

13,955,028
Average: Average expenditure
s (€) per household in the period
(€) (quarter)
100 4
100 +
78.9
80 - 80.2 80.3 81.6 79.4 78.9
80 - z
220 il 11.1 12.2 12.4 12.1 12.0
60 -
40 -
20 +
e e T ]

Results of 2Q2011 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011
(Apr -Jun 11)

BASE: Households which have fixed
telephones
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observatorio

Evolution of traffic of fixed vs. mobile telephone ONLS|  nacionaldeias
SRS ;e(ljc:clc;rgtlmlcaaones

The average number of minutes used per quarter in fixed telephone has
increased by ten minutes compared to the same quarter of the previous year

(Average num. of
minutes / household /
1000 - quarter)

m Average minutes/quarter (Mobile) m Average minutes/quarter (Fixed)

800 -
S 674
618 605 605 607
600 -
511
e 377 et 381
200 -+
O .
2Q2009 3Q2009 4Q2009 1Q2010 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011

BASE: Households which have fixed 34
telephones



Minutes used by call types

In

« Observatorio
tS I nacional de las
telecomunicaciones
F21 ydelasl

The number of minutes from fixed to mobile phones amounts to 719 million

Absolute
(millions) Households which have fixed telephones
13,955,028
| 4,760
Metropolitan 5,548
4,838 0
3,969 22
I 953
Provincial 1,009 11.1
895
. 842 = Metropolitan
BN 1,464
Interprovincial 1,651 P
1,468 Provincial
1,288
| 88 T = Interprovincial
International | 91 Totq//ga méngggs
156 (millions) 8, = International
105
B 325 Intelligent
telligent network 342
382 : network
328 3.
M 719 Results of 2Q2011
Fixed to mobile 560 (Apr -Jun 11)
464
381
I 267
Other | 212
173 : ;
130 BASE: Total call minutes
0 2500 5000 7500 10000
[ 3Q2010 [ 4Q2010 O 1Q2011 M 2Q2011
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Evolution of the distribution of quarterly traffic O
) ydelaSl

~ 55.5% of all calls made by fixed telephone customers are metropolitan calls

’ (%)
100% -
80% -
g4 Wl 568 H 566 @ >>° W s6.4
60% - : m Metropolitan
Provincial
Interprovincial
40% - E 13.3 :
10.2 10.7 10.4 : 11.7 12.0 10.7 International
= Intelligent
16.5 : : 17.1 network
- 14.8 19.0 : 493 20.2 18.3 175 { 175 ' = Fixed to mobile
0 . .
2.4 2.5 ; N = Other
Sis) e e dn MR oh: i e
0% | IEER 4 28 W O>° M = W O H oo |

2Q2009 3Q2009 4Q2009 1Q2010 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011
36
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Average minutes used by call types

e | Observatorio
tS I nacional de las
telecomunicaciones
F21  ydelasi

“In the second quarter of 2011 Spanish households made calls amounting to 10
hours and 15 minutes on average

Absolute
(average num. of
minutes)

Metropolitan - 341
Provincial I 68
Interprovincial}l 105

International | g

Average number of
minutes used in the
period (quarter) = 615

Intelligent network | >3

Fixed to mobile I 52

Other | 19

0 250 500 750 1000
Results of 2Q2011
(Apr -Jun 11)

450

400

350

300

250

200

150

100

50

Households which have fixed telephones
13,955,028

Average number of call-minutes per
household and quarter

=== Metropolitan e Provincial

== Interprovincial International

e ntelligent network Fixed to mobile

398

) 118

115

105
72
63 65 68
A e 61 —
40 52
29 28 22 58 30 28 34
?g 53 - >4 24 Wz:g
T 14 T T 1 1 T 9 T 8 T 1 1 T 7 T 6
2Q09  3Q09  4Q09 1Q10 2Q10 3Q10 4Q10 1Q11  2Q11
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Evolution of call traffic o)
) ydelaSl

"The average number of minutes in metropolitan calls in the period April-June
2011 amounts to 341

900 1 Average num. of minutes /
household / quarter
800 -
700 -
05 ] :
600 - : 3
:
:
500 - :
344 351 F
400 - s
: m Metropolitan
300 - : Provincial
. Interprovincial
63 E 77 81 65 § 72 68
200 - : 61 International
115 126 122 106 : 118 105 = Intelligent network
: 93 :
100 ~ |i % E i ﬁ ® Fixed to mobile
[ 28 —-H' e et e e *s 40  Other
o | HEPEEE HS I- -l.- [ 10 | ={= — p— . 1o {0 B

2009 3Q09  4Q09 : 1Q10  2Q10  3Q10 4Q10 1Q11  2Q11

BASE: Households which have fixed telephones 38



Expenditure on services

« Observatorio
tS I nacional de las
telecomunicaciones
F21 ydelasl

Average household expenditure on fixed telephone is €26.3 per month

Total quarterly expenditure(€ Millions)

1500
] 952
1300 938 953 038 %
1100 +
813
810 798
el 773 788 — AR
700 -+
108 101
| 123
.- 124
300 +
489
100 +
-100 A
-300
i -374
e 406/ N S S e s
N N N Y Y
2Q20 3Q20 4Q20 1Q20 2Q20
10 10 10 11 11
: SUBSCRIPTION FEE B TRAFFIC :
: ADD-ONS/OTHER FEES DISCOUNTS :

BASE: Households which have fixed telephones

Monthly average per household
(€, including VAT)

30 ~
26.7 26.8 27.2 26.5 26.3

25 + 37 4.1 4.1 40 40
20 ~
ARy

10 A

2Q10 3Q10 4Q10 1Q11 2Q11

AVERAGE: Average monthly
consumption per household (excluding
Internet access)
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Evolution of expenditure by call type

onts

observatorio
nacional de las
telecomunicaciones
y de la SI

In the second quarter of 2011, one out of four euros spent on fixed telephone

corresponded to calls to mobile phones

Percentage in relation to total expenditure on traffic

40 -

36.8 36.6
35.0 35.2 351
M T—
- - 1/-.\2-.4
29.8
30
25.3
22.6 23.2
22.4 5 1.2 20.6 21.8
e 18.9 '
5745 20.6 20.6 21.7 19.1
19.6 18.5
R 17.6
10.2 10.4 o
10 A ./_;4\ 7'0 6.6 7.3 6.9 6.4 7.8
91 10.2 : 6.0 6.2 5.8 6.3 5515;
5.9 5_—5-)2/6A9 — —X/;-\)B‘;_:.(gg
: ' 4 g
5.6 e 6.8 5.6 5.6 5.7 2 3.5
: 5.5 5.1 4.6 5.4 3.3
0
2Q2009 3Q2009 4Q2009 1Q2010 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011

BASE: Households which have fixed telephones

=@ Metropolitan
Fixed to mobile
Interprovincial
—@-Intelligent network
Provincial

=== [nternational
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Expenditure on minutes by call type O
) ydelaSl

' "Spanish households as a whole spend 158 million quarterly on metropolitan calls

Households which have fixed telephones

13,789,220

Absolute

Metropolitan 158 (€ Millions)

e=m Metropolitan e Fixed to mobile

l 26 === nterprovincial Intelligent network

200 + e Provincial International

Provincial

183

Interprovincial

172
94

International

106 103 109

32 o : 94 /m
89 85‘/94 94

Intelligent network

Fixed to mobile

|
|
|
|
|
|

124 co | 45 i

4 6 31 &2 28

41 B2 6 27 32
W,

26

Oiers . 38 26 i 222 22 23 25 v

0 T T T T T 18 T T T 17 1

0 50 100 150 200 2Q09 3Q09  4Q09 1Q10 2Q10 3Q10 4Q10 1Q11 2Q11

Results of 2Q2011

(Apr -Jun 11) NOTE: Expenditure is based on direct

expenses, discounts on call traffic are not
taken into account
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observatorio

Evolution of the distribution of quarterly expenditure on Si nacional de las
& 21

telecomunicaciones

ﬂ\/' 11r y delaSl
A third of the quarterly expenditure incurred by Spanish households on fixed

telephone corresponds to metropolitan calls

(%)

100% -
80% -
60% -

40% - = Metropolitan
Provincial
Interprovincial

20% H International

m Intelligent network

® Fixed to mobile

. 1 5. . - oth
.. 1B exu 2N = - Other

2Q09 3Q09 4Q09 i 1Qi10 2Q10 3Q10 4Q10 ° 10Qi1 2Q11
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Year-on-year traffic and revenue variation O
) ydelaSl

The number of call minutes from fixed to mobile phones has increased by 114%
in @ year

(% Variation
2Q2010 vs. 2Q2011)

120 . ¢ % 1144
70 +
20 + . :
6.6 1 5 : ® Minutes
E 141 riguefig :
o -26.1 -24.7 el
_80 i
=130 . . . S .
Metropolitan Provincial Interprovincial International Fixed to mobile Intelligent

network
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observatorio
nacional de las
telecomunicaciones

Main data of the mobile telephone market

S T

b o
o

y de la SI

2009 2010 2011
Q1 Q3 Q1 Q3 Q1
Total Households 16,650,518 16,938,727 17,068,913
e 14,688,051 | 14,842,240 | 15,286,032 | 15,323,304 | 15,643,068
(88.2%) (89.1%) (90.2%) (90.5%) (91.6%)
;’;g"zv"é'rth an active mobile phone > 10 31,120,124 | 31,497,631 | 32,641,450 | 33,224,079 | 33,355,224
Userswith avactive:mobile phone =215 30,051,703 | 30,372,392 | 31,415,112 | 31,995,915 | 32,118,504
and over
Total lines > 10 years 33,392,350 | 33,559,878 | 37,724,398 | 37,623,941 | 37,569,078
Total inee T and sver 32,308,466 | 32,530,219 | 36,441,829 | 36,242,551 | 36,268,206
Total mobile handsets > 15 and over 39,232 mill 40,834 mill 42,439 mill 44,318 mill 42,875 mill
Active mobile phones > 15 and over 33,298 mill 33,858 mill 34,950 mill 35,416 mill 35,291 mill
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Households with an active mobile phone o)
M) ydelaSl

(used in t

— The number of households with at least one active mobile phone is 15.6 millions

Thousands of % households with a mobile telephone

households
I .60 o
15,323
Si 15,286
14,842
B 1,426
1,615
No 1,653
1,808
B s
0 4,600 8,000 12,600 16,600
B 1Q2011
: 0 3Q2010
: [J 1Q2010
O 3Q2009
B 1Q2009

BASE: Total households 46



observatorio

Individuals aged 10 and over with an active maobile ontsi nacional de las
b4 telecomunicaciones
phone al If21 | ydelas

The number of individuals aged 10 and over who have at least one active mobile
telephone exceeds 33.3 million

Thousands of individuals % Individuals
W— 33,355
33,224
Si 32,641
31,498

7,914
No 8,497
8,706
0 5,000 10,000 15,000 20,000 25,000 30,000 35,000

B 1Q2011
O 3Q2010
[0 1Q2010
O]
B

3Q2009
1Q2009

BASE: Individuals aged 10 and over 47



Main uses of the mobile telephone 0

« Observatorio
tS I nacional de las
telecomunicaciones
F21  ydelasi

" 10% of individuals use the mobile phone for both personal and professional affairs

Undefined

Private

Professional

Mixed use

8.9

10.1

Population > 15 years old with mobile

20 40 60

Results of 1Q2011
(Jan-Mar 11)

phone
32,118,504
%
= Private = Professional Mixed use
100 -
81.0 g0 | 78:0 77.5 77.9 79.6 i
60 |
40 -
i 10.8
9.1 9.6 ; 10.1
Ee 5.1 5.7 5.7 8.3 4.0
‘ | o [ | [ | [ | [ _—
80 100 1Q2009 3Q2009 1Q2010 3Q2010 1Q2011

BASE: Individuals aged 15 and over with a
mobile phone
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Expenditure on mobile telephone by payment method

observatorio
nacional de las
telecomunicaciones
y de la Sl

onts
Iro

Average household expenditure on mobile telephone is €38.6 per month

Total quarterly expenditure(€ Millions)

W_ 1,536
1,535
Total 1,514
1,598
e 1,507

N 405

411

PAYG 396

442

I 413
N 1,131
1,124
Contract 1,118
1,156

I 1,095

0 200 400

660 860 1,600 1,200 1,400 l,éOO 1,500
B 2Q2011
I 1Q2011
[0 4Q2010
O 3Q2010
B 2Q2010

BASE: Households with mobile telephone

Monthly average per household
(€, including VAT)
50 -

41.0
3R 38.9 38.6 38.6

2Q2010

3Q2010  4Q2010  1Q2011  2Q2011

AVERAGE: Average monthly
expenditure per household



Expenditure on mobile telephone by payment method

observatorio
nacional de las
telecomunicaciones
y de la Sl

onts
Iro

~ Total household expenditure on mobile telephone through the contract option

Total

PAYG

Contract

P 1536

1,535
1,514
1,598
+_ 1,507
BN 405
411
396
442
+- 413
N 1,131
1,124
1,118
1,156

I 1,005

0 300 600 900 1200 1500 1800

W 2Q2011
O 1Q2011
[0 4Q2010
@ 302010
B 2Q2010

totals €1,131 million

Households with mobile telephone

15,643,068
Absolute
(€ million)
* Prices excluding VAT = Contract
PAYG
1,800
1,500
1,200 -
900 -
600 -
300 -
413 396 411 405
4 (27.5%) (26.1%) (26.8%) (26.4%)
2Q2010 4Q2010 1Q2011 2Q2011
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« Observatorio
tS I nacional de las
telecomunicaciones
If21  ydelasi

Expenditure on end-user services. Average per-household O

—

During the second quarter of 2011, average expenditure on mobile telephone
per household stands at €115.8

Households with mobile telephone

15,643,068
Absolute
(€)
a9 140 -
T 115.8 o k221 116.6 115.8 115.8
VAT - 17.8 17.7
100 100
80 - 80 -
60 - 60 -
40 - S
20 - 20
0 i s
B 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011

Results of 2Q2011
(Apr -Jun 11) Average: Average expenditure (€) per
household in the period (quarter)
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« Observatorio
tS I nacional de las
telecomunicaciones
If21  ydelasi

Average quarterly expenditure on mobile telephone of individuals aged 15 or

over is €56.4
Population > 15 years old with mobile phone
32,118,504
Absolute
(€)

100 ~ e
80 | 100 -

80 -
604 56.4
40 -
20 -

o 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011

Results of 2Q2011

(Apr -Jun 11) Average: Average expenditure (€)
per individual in the period (quarter)
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Handset upgrade. Upgrade Plan/Loyalty Program Onts
ro

observatorio
nacional de las
telecomunicaciones
y de la SI

Over 6 million mobile phone users upgraded their handsets in the last six
months through an upgrade plan/loyalty program

In the last six moths, have you upgraded your handset through an
upgrade plan, loyalty program, etc.?

(millions of individuals)

\
Yes, with the same
company/operator 5,321
Have upgraded
1 6,103
Yes, with a different
company/operator 0782
i
0 10 20 30 40 50

Results of 1Q2011
(Jan-Mar 11)

BASE: Mobile phone users aged 15 and over

100 -

80 -

60 -

40 A

20 A

81.0

16.5
I

(% of individuals)

No
= Yes, with the same company
Yes, with a different company
82.4 81.0
75.2

79.0

21.4
15.6 15.6 16.6
IZI1 I3.4 Il.5 I2.4

1Q2009

3Q2009 1Q2010 3Q2010 1Q2011
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observatorio
nacional de las
telecomunicaciones

Main uses of mobile telephones and frequency of use

e
e (o
VA,

1) ydelaSl
oo 46.1% of mobile users receive calls every day
% of individuals % of individuals (daily use)
46.1 190
Receive voice calls
80 -
41.8
60
Make voice calls
40 -
SMS 20 - I I
lDain 0 - Y Y z I I : .-
- Week| Receive voice Send voice SMS Voice mail
eekly
6.8 » 1Q2009 44.9 39.7 19.0 2.7
Voice mail box Monthly Q
5.5 Sporadic 3Q2009 42.9 39.5 19.7 3.3
16.7 1Q2010 45.3 40.7 17.6 2.9
i ‘ w w w w 3Q2010 46.5 41.2 18.8 2.0
2 4 24 29 i 2l = 1Q2011 46.1 41.8 16.3 2.8

Results of 1Q2011
(Jan-Mar 11)

BASE: Mobile phone users aged 15 and over 54



observatorio
nacional de las
telecomunicaciones

Main uses of mobile telephones and frequency of use onts
F21 ydelasl

all

y 28.1% of the users sporadically send or receive multimedia messages (MMS)

% of individuals

Rois % of individuals (daily use)
chat | %6, = Daily
3.2 = Weekly a0
0.2 Monthly
Mobile TV %3(’5 Sporadic
|21 o
W24
Internet access I ]i.15
| 4.6 1 4
0.2 I
0.3
Use from abroad
= e o wlNE S | l = 00 _
| 0.7 Mahiaih Ty Use Informa | Downlo Mucllti;me
A A A R | 12-22 Chat iy Ry from tion on | adable SR
; 11.4 abroad | mobile | games e 9
g-j »1Q2009| 0.3 0.1 1.1 0.2 0.4 0.3 0.9
Downloadable games g™ 3Q2009| 0.3 0.2 0.6 0.3 0.4 0.2 0.9
e B 1Q2010, 0.3 0.2 1.3 0.5 0.7 0.5 0.5
e o 3Q2010| 0.4 0.1 15 0.1 0.3 0.6 0.7
Multimedia messaging 71
: e ®1Q2011 1.2 0.2 2.4 0.2 0.7 0.4 1.5

0 5 10 15 20 25 30 35
Results of 1Q2011
(Jan-Mar 11)

BASE: Mobile phone users aged 15 and over 55



Main uses of mobile telephones and frequency of use

2t
n

observatorio
nacional de las
telecomunicaciones
y de la SI

Daily use of e-mail via the mobile phone experiences a year-on-year increase of

Ringtone/melody
download

WAP connection

E-mail

Infrared/Bluetooth

Video recording

Camera

Localisation

BASE: Mobile phone users aged 15 and over

% of individuals

0.9
| 0.6

2.4
| = Daily
= 22% = Weekly

53 Monthly
i Sporadic
M 3.1
M 2.8

1.7
M 3.4
e 7.8

13.7
1w
Bl 3.7
9.2
0
M 3.1
I 13.7
22.1

111
i 1.1

1.5
0 10 20 30

Results of 1Q2011
(Jan-Mar 11)

40

% of individuals (daily use)
6 i
5 il
4 Wi
3 pal
2 |
1 | I I I
o | M I B
I;{:]l;\gltgge Infrared/ Video Localisat
downlo; connectl E-mail Bluetoot | recordin | Camera ion
d on h g services
= 1Q2009 0.4 0.5 1.4 4.2 1.5 5.7 0.3
3Q2009 0.4 1.1 1.8 4.3 0.7 3.5 0.4
1Q2010 0.4 0.9 1.4 3.6 0.8 3.4 0.4
3Q2010 0.1 1.1 1.5 3.7 0.8 2.5 0.3
=1Q2011 0.9 2.3 3.1 3.4 17 3.1 1.1
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observatorio

Current mobile phone vs. next mobile phone O tSI nacional de las
rol

telecomunicaciones
y de la SI

The camera is the most common feature in mobile phones and the most desired
characteristic for future handsets

Population > 15 years old with mobile phone

32,118,504
Doieceanic Services Services wanted for the
current mobile commonly used next mobile phone
phone
Camera IS s4.6 58.6 | 57.1
Video recording [ 69.6 35.7 | 43.1
3G data connection | 39.6 ] 24.6 | 24.5
Videoconference [l 30.1 W s1 | 18.6
Video messages [ 38.7 ] 12.0 | 21.1
Infrared [N 29.6 | 26.9 | 21.1
Bluetooth G 72.9 | 54.1 | 51.3
WiFi I 28.7 | 44.0 | 30.6
MMS [ 70.9 | 30.3 | 38.6
FM Radio | 66.6 | 38.7 ] 40.5
MP3 | S5.1 | 46.3 | 39.8
Electronic agenda [l 17.6 ] 43.9 21.3
Electronic mail access [ 41.8 | 21.8 : 26.0
Internet access [N 56.7 ] 17.9 29.0
Voice dialling | 37.7 . 13.0 ] 19.9
WAP Browsing [ 29.8 ] 15.3 : 17.2
Chat [N 24.1 - iy | 14.2
GPS W 23.9 ] 28.3 28.6
Touch screen [ 36.7 ] 81.7 ] 30.2
Handsfree car kit [N 37.3 ] 45.5 ] 42.5
6 2‘0 4‘0 (;0 8‘0 160 0O 20 40 60 80 100 QA DO AR A0 B0
Base: Users with mobile Base: Users with mobile Base: Users with mobile

phone phone service phone 57



Current use of the mobile telephone vs. use of the onts
next mobi [2

% WHO WANT IT FOR THEIR NEXT MOBILE

65 A

60

55

50

45

40

35

30

25

20

15

10

65% of mobile users who have bluetooth use it regularly

Camera
% WHO USES IT REGULARLY

(Base: Users with that
service)

Bluetooth

Hands free kit

Video
recording

: 3G data connection
ideo: messages

[
X I Voice dialling

|
WAP Browsing
Average: 44,6%

Chat "
Videodon-
ference

0 10 20 30 40 50 60 70 80

% WHO HAVE IT IN THEIR CURRENT MOBILE

BASE: Mobile phone users aged 15 and over

90

observatorio
nacional de las
telecomunicaciones
y de la SI
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. observatorio /|\|
Households with Pay TV nacional de las

telecomunicaciones
y dela Sl

22% of Spanish households have Pay-TV

Households with Pay TV
3,745,495

% of households with Pay TV

YES

NO
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Households with Pay TV

Thousands of households

. 1,097
I 1,179
Digital satellite 1,074
I i 210
I 1255

I 768

- 930
ADSL 799

Cable 1,505

N 214
I 266

Other 291 Includes community video (71),
N 222

0 260 460 660 860 1,(;00 1,2‘00 1,400 1,é00 1,é00 2,600
B 1Q2011

3Q2010

1Q2010

3Q2009

1Q2009

BASE: Total households

—

observatorio |,
nacional de las
telecomunicaciones
y dela Sl

Cable pay television is present in more than 1.6 million households

% of households with Pay TV

NO

6



« Observatorio
tS I nacional de las
telecomunicaciones
rol

Expenditure on pay TV services 0
) ydelaSl

Average household expenditure on Pay-TV is €28.5 per month

Total diarterexpendiieta tillons) Monthly average expenditure per household (€)

Including VAT

400 - 40 1
350 -
284™) 276 267 272() 30.1 29.2 28.5
300 4 261 / 28.0 /
4.5 4.4
o 4.3
200 4
150 -
100
50
O B! T T T T T T
2Q2010 3Q2010 4Q2010 1Q2011 2Q2011 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011
(*) Expenditure on end-user services, including discounts
v . FEE PRICE ] CONSUMPTION VAT

BASE: Households with Pay TV 62



Expenditure on pay TV services

« Observatorio
tSI nacional de las
telecomunicaciones
rol

1) y de la SI
—  Quarterly expenditure on pay TV by Spanish households is €272 million
Households with Pay TV
3,745,495
Absolute
(€ million)
* Prices excluding VAT
400 - 400 -
350 1 350
300 - 1
272 300 G 284 276 267 272

250 - 220
200 - el
i 150 -
i 100
S 50 -
e B 0 -

2Q2010

Results of 2Q2011
(Apr-May 11)

3Q2010 4Q2010 1Q2011 2Q2011
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Expenditure on pay TV services. Average

observatorio
nacional de las
telecomunicaciones
y de la Sl

Average expenditure on Pay-TV per household amounts to €85.6 in the period

120 ~

100 -

80 -

60 -

40 -

20 A

April-June 2011

Households with Pay TV

3,745,495

Average: Average expenditure
(€) per household in the period

(quarter)

85.6

VAT

n

Results of 2Q2011
(Apr -Jun 11)

120 4

100 A

80

60

40 +

20 +

Of—Y—Y—Y—Y—\

1Q2010

1Q2011
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Expenditure on Pay-TV by technology type

Consumption on digital satellite Pay-TV amounts to €158 million

Digital satellite

Cable

ADSL

Absolute
(€ million)

I 158

150
161
169

I
N 81

84
70
72

I -
M 33

33
44

.

0

T T T T T 1
50 100 150 200 250 300

W 2Q2011
1Q2011
4Q2010
3Q2010
2Q2010

Households with Pay TV
3,745,495

%

observatorio
nacional de las
telecomunicaciones
y de la Sl

100 +

75 A

50 A

257 I I l .
0~ o :

Digital satellite Cable ADSL
= 2Q2010 53.8 29.5 16.7
3Q2010 59.5 25.4 15.0
4Q2010 58.5 25.4 16.0
1Q2011 56.3 31.3 12.4
= 2Q2011 58.2 29.8 12.0

BASE: Expenditure on Pay-TV end-services
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« Observatorio
tS I nacional de las
telecomunicaciones
F21 ydelasl

Reasons for not having pay TV O

Almost three fourths of all households that do not have Pay-TV say they have
enough with free TV

Households without Pay-TV

13,323,418
Enough with free TV /3.7 %
90 -
Is expensive 80 -
70 A

Do not watch much TV 60 -
50 -
40

30 1
20 A
Ll 1 .
-

We don't need it

We are not interested

Enough We dors We don't We are not Offer not
watch much
The offer is not attractive with free TV expensnve v need it interested attractive
= 1Q2009 75.3 32.1 21.5 28.8 22.0 6.7
3Q2009 73.5 31.1 25.1 28.6 20.9 7.8
Other 4Q2009 72.6 31.6 18.8 30.7 22.0 5.1
1Q2010 77.1 33.3 20.8 30.9 22.3 6.1
; ‘ ) ‘ ‘ = 2Q2010 73.7 33.7 21.5 30.6 22.6 5.9

0 20 40 60 80

Results of 1Q2011
(Jan-Mar 11)
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Internet access availability

N’ f
Six out of ten households have access to the Internet

Thousands of households

————

Yes

No

6,

9,464
9,393
8,434

8,071

921
7,475
7,546
8,216
8,580

« Observatorio
o n t S I nacional dg Ias_
b4 telecomunicaciones
21 ydelasl

% of total households

0 2000

BASE: Total households

4000 6000 8000 10000 12000

B 1Q2011
0 3Q2010
[1 1Q2010
O 3Q2009
B 1Q2009

14000
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Internet access type

RTB w
ADSL

Cable

Mobile
Broadband **

Households which have Internet access

(households with)

%

KX

2.9

74.7 >Broadband
90.0%

(*) Includes the

I 2.3 following answers:
Other (*) - Not specified
2.0 broadband (1.3%)
| - Other (1.0%)
| 1.9
DN/NA
1.1
0 20 40 60 80 100
: W 1Q2011 :
: W 3Q2010 :

BASE: Households which have
Internet access

10,148,006

Results of 1Q2011
(Jan-Mar 11)

observatorio
nacional de las
telecomunicaciones

y de la Sl

7 "61.6% of households with broadband Internet access have a Wi-Fi connection

Is your ADSL or Cable Internet
connection wi-fi (wireless)?

100 ~
80 4
60 4
40 -
- .
0 .

Yes No DK/NA

3Q2010 59.0 29.9 11.0

= 1Q2011 61.6 20.7 17.7

** Question changed in 1Q2011

BASE: Households with broadband

Internet access
(9,135,418)
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Expenditure on end-user services O
) ydelaSl

o Quarterly expenditure on Internet services by Spanish households amounts to
€617 million in the period April-June 2011

Households which have Internet access
10,148,006

Absolute
(€ million)

* Prices excluding VAT

700 -
617 8 643 641
625

600 - 619 617

600 -
500 -

500 -
400 - i
300 - 300 -
200 - 200 -
100 - 100 1

0- e B
0 2Q2010 3Q2010 4Q2010 1Q2011 2Q2011

Results of 2Q2011
(Apr -Jun 11)
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Expenditure by type of technology

« Observatorio
tS I nacional de las
telecomunicaciones
F21 ydelasl

Average household expenditure on Internet services is €23.9 per month

Total quarterly expenditure(€ Millions)

W_ 461

600

483
ADSL 485
498
D 489
N 153
153
Cable 132
143
I 133
'3
5
Other 2
2
3
0 160 260 360 460 560 ‘
: W 2Q2011
: W 1Q2011
[0 4Q2010
: [ 32010
;. W 202010 .

BASE: Households which have Internet access

Includes line

Monthly average expenditure per
household (€)

Including VAT
30

26.7

25.7 25.7

3.5 4.1 3.9

24-9 23.9

3.8

3.6

2Q2010

3Q2010 4Q2010 1Q2011 2Q2011

rental fee

T



Internet access devices

observatorio
nacional de las
telecomunicaciones
y de la Sl

" Six million households connect to the Internet via a laptop computer, a million
more than in the previous year

Thousands of households

R 7,503

Desktop 77'1286321 Desktop
computers B computers
+_ 6,688
IR 5,974
Laptop 4 9856'600 Laptop
computer 3,901 : computer
+_ 3,401
. 2,489
1,937
Mobile Phone 723 Mobile Phone
346
W 255
| 85
145
PDA | 84 PDA
174
4 BARIL:
B 743
469
Videoconsole 305203 Videoconsole
%I 302
i 211
88
Other | 59 Other
46
30
0 2,000 4,000 6,000 8,000
: MW 1Q2011
: [ 3Q2010
=l 0
: O 32009
BASE: Households which have Internet access s ] 182009
T VA A

% households

R 73.9

|
|

75.9
77.3
79.7

I 82.9

I 58.9
59.2
53.1
46.3
T 4241

. 24.5

20.5
7.7
vl
B 3.2
I

O Pa

0
1
0
2.
1

LN

M 3
i

100
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Internet users aged

15 or over. Last access

observatorio
nacional de las
telecomunicaciones
y de la SI

on

ts

4 65.1% of the population aged 15 or over has used the Internet at some time

Thousands of individuals

oooooooooooooooooooooooooooooooooooooooo

Yes, in the last 3 months

Yes, in the last month

Yes, in the last 15 days

Yes, in the last week

No

22,330
20,428

P 22,950
21,260
21,751
19,442

e 22,494
20,538
21,212
18,632
I 01571
19,434
20,415
17,800
N 13,169
13,375
13,539

14,315
T

BASE: Individuals aged 15 and over

10 20

B 1Q2011
0 3Q2010
O 1Q2010
O 3Q2009

% of individuals

------------------------------------------
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Internet users aged 10 or over. Last access

/\\/”nro

27.3 million people aged ten and over have accessed the Internet at some time

_—

Thousands of individuals

. 27,342
27,067

Yes, I am an Internet user 26,911

Yes, in the last 3 months

Yes, in the last month !

B 04,223
21,986
22,951
19,854

I 23,173
20,774
21,906
18,933
B 13,349
13,612
13,672
14,579

Yes, in the last 15 days

Yes, in the last week

No

0 10 20 30

B 1Q2011
0 3Q2010
[0 1Q2010

BASE: Individuals aged 10 and over : O 3Q2009

observatorio
nacional de las
telecomunicaciones
y de la SI

onts

% of individuals

ooooooooooooooooooooooooooooooooooooooooooo
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e | Observatorio
tS I nacional de las
telecomunicaciones
rol

Internet Users. Access frequency O
) ydelaSl

Over 15.8 million individuals use the Internet every day

Thousands of individuals % of individuals

2 - 4 days a week l 3,754
Once a week I 1,748

One or twice a month 1,686
Not monthly, but a least once 0,227 1.0
every three months
DK/NA | 0,129 0.7
5 5 56 30 T g

BASE: Individuals aged 15 or over who have used the Internet in the last three months
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. .. s . b tori
Internet use, simplicity and expectations tSI nacional de fas
' ES ;eéiclc;n;tlmlcauones

The Internet has met or exceeded the expectations of over 88% of Internet
users

% of individuals

Internet use compared to the Based on your experience, you On your expectations, you would say
previous year... would say that the Internet... that the Internet...
I did not use it before W. 7.5 32.2
and have started using 6.1 W_ 39.9 Has exceeded my W_ 29.4
it now 9.2 It is very easy to use 38.1 expectations 30' 2
| 40.2 | '
Now I use it more than I 37.2 |
37.3 PN 55.9
before _ 50.0 Has met my
38.2 oy ; 58.0
4 It is quite easy to use 51.0 expectations e
Now I use the same as _4‘;40:4 50.5 J ;
before : } - 8.8
40.5 7.2 ;
— It is quite difficult to . Hasmot met.my. 9.6
_ B s6 AR 8.1 expectations
Now I use it less than 8.1 676 7.8
before ; | b
6.1 1.5 1.5
| It is very difficult to I have been
_ B2 Yjse 2.4 disappointed | 1/
I do not use it any more | 5.0 2.2 1.3
4.1 Ao 8
1 1.5
A | 1.3 |
DK/NA 2.1 DK/NA 0.6 DK/NA 1.3
2.0 0.5 0.8
0 10 20 30 40 50 60 70 0 10 20 30 40 50 60 70 0 10 20 30 40 50 60 70
: W 1Q2011 :
! @ 3Q2010
1020100

BASE: Internet users aged 15 or over
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observatorio
nacional de las
telecomunicaciones
y de la Sl

First use of the Internet OntS
' ro

4 Almost 20 million individuals state that they started using the Internet more
than three years ago

Millions of individuals % of individuals
1 o0.781 1 23'21
0.543 3 8
Less than 6 months ago 0.943 3.8
0.892 N 4'0
I o0.901 + :
| 0.580 | 23
0'690 ....................... 3. 4
Between 6 months and 1 year ago 0.847 : . :
0.889 : W 1Q2011 - S
1 0.728 i @ 3Q2010 =
B 1200 : O 1Q2010 : o8
Between 1 and 2 years ago 1.289 : O 302009 5%23
1.697 3 . X
B 1.707 M 6.7
2.184 8.7
Between 2 and 3 years ago 2.239 9.0
1.927 8.3
+- 2.368 %_ 10.5
e 19.379 e 76.2
19.067 75.6
More than 3 years ago 18.324 73.4
16.793 72.0
P 15.983 _ 70.9 ‘
0 10 20 30 0 20 40 60 80 100

BASE: Internet users aged 15 or over

77



Internet access place

onts
_ Iro

Eight out of ten users connect to the Internet from their homes

From home

Another person’s home

From work

Study Centre

Library

Public access point

Paid access points

Other

Millions of individuals

| ———— 20.511

19.291
18.982

B 1Q2011
[ 3Q2010
[1 1Q2010
O 3Q2009
B 1Q2009

BASE: Internet users aged 15 or over

10

20 30

% of individuals

il
Pow00E PROOM
PoNWg OPRrWO

observatorio
nacional de las
telecomunicaciones
y de la Sl

100
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Internet access place

onts
_ 11

observatorio
nacional de las
telecomunicaciones
y de la SI

The greater the frequency of use at home, the greater the frequency of use work

Total Internet
users

Another person’s home - 20.1
From work - 35.1

Study Centre

Library

Public access point

Paid access points

Other

I 10.2
I 9.8

5.6

BASE: Internet users aged 15 or over

Last month
Internet users

85.4

19.3

37.2

10.5

10.0

5.2

2.6

2.8

20 40 60 80 100

Results of 1Q2011
(Jan-Mar 11)

Last week Internet

users
86.8
18.8
38.5
11.1
9.6
5.1
2.6
2.8
2‘0 4‘0 E;O 8‘0 160
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Do you have an e-mail address?

)

onts
_ ro

observatorio
nacional de las
telecomunicaciones
y de la Sl

85.8% of the most regular Internet users have a personal e-mail account

Total Internet
% users

Yes, I have a personal

78.2
account

Yes, I have an account at

work i

I don't have an

e-mail address 15.6

0 20 40 60 80 100

BASE: Internet users aged 15 or over

Last month
Internet users

84.1

21.3

10.8

20 40 60 80 100

Results of 1Q2011
(Jan-Mar 11)

Last week Internet

users
85.8
22.5
9.2
2‘0 4‘0 (;O 8‘0 1(50
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Blogs

—

Yes

No

I do not
know what
a blog is

DK/NA

observatorio
nacional de las
telecomunicaciones
y de la SI

onts

Three of ten Internet users have read a blog at some time

Have a personal blog

Last 3
8.4
I months
ago
I 5.5 No, never
2.6 DK/NA
0 20 40 60 80 100

Read blogs

28.3

50.5

Have read a blog
(29.8)

0.4
| 2.0

0 20

40

60 80 100

Last 3
months

A long time
ago

No, never

DK/NA

Write articles on blogs

51.1

g 72

Have written on a
blog (11.1)

15.3

| 39

33.2

0.4
| 2.0

0 20

40 60 80 100

Base: Have a personal blog

B Base: Total Internet users aged 15 or over
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« Observatorio
tS I nacional de las
telecomunicaciones
rol

Main uses of the Internet and frequency of use O
) ydelaSl

18.5 million people have used the e-mail in the last week

Absolute
(thousands of Use in the last week
individuals)
[ 15,446 =1Q2009 =3Q2009 - 1Q2010 =3Q2010 =1Q2011
E-mail 1,847
1,474
- [{e}
. 17,714 gmg_ 3
Search engine 2,247 20000 - B8 o ™~
1,416 TN S ut
, ' 18000 { I~ CP Boh
s 4,345 G0 <59
Chat 1,515 16000 - - =% o 2
] B 14000 - 8.
I 3,884 v o]
Forums 2,600 s o 2~ 9
LDwO')mw (926 —
| 3,597 10000 - SRSZD
] oot
Instant 3101 8,359 8000 s
messaging ; <9 g ~ o
f el S99 02352 §538% 40385
e 12,310 4000 | BAST Ge” e
Look up news 4,691 o A 8BS wme®
2,956 2000 I I I I e85
| : _19§é679 = Yes, in the last week 0| [ | !
Play online :2 2 Yes, in the last 3 months o= 2 © é’ =) 2 v A
] ! Yes, a long time ago E = 5 3 ) 2 s 3
M 1,368 i o 2 & o = 8
Skype calls 1,156 5 @ £ © z
1,848 5 L s = )
T T T 1 0 % 6
0 5000 10000 15000 20000 2
f o

Results of 1Q2011
(Jan-Mar 11)
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observatorio
nacional de las
telecomunicaciones
y de la Sl

Main uses of the Internet and frequency of use onts
NI

The consumption of streaming content increases by 1.2 million weekly users
since the third quarter of 2010

Absolute
(thousands of
individuals) Use in the last week
| EE
Training activities 3,318
4,463
. S 12000 = 1Q2009 3Q2009 1Q2010 3Q2010 =1Q2011
Videoconference 1,216 10000 4
2,739
Download music 4,151 =
(=] [e2) —
3,968 6000 - BoPoh 8 Bel oo ® w0
g o v";):"_—v‘—'_ SovYdd ddo d &
B B s THY ST v38ad 5
4000 - ] ] o
Download video and films 3,614 % S i % 2’
3,838 = Yes, in the last week 2} 8§88 % =
i 2000 - SoCad
Yes, in the last 3 months ThThd
B 3421 I I
Other downloads 3,694 Yes, a long time ago 0 1 | LB LB L
3,327 0 ] 3 ® o g
| B g kel ° B £
Z = c c 2 © E
 JEREE g g z z < S g
© |
View streaming content 3,235 o S 5 2 S g §
C o —
2,167 g g G S o] k]
T T 1 E S = > g >
0 5,000 10,000 15,000 53

Results of 1Q2011
(Jan-Mar 11)
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Main uses of the Internet and frequency of use

observatorio
nacional de las
telecomunicaciones
y de la SI

onts

P ' '

5.9 million individuals have made banking operations via the Internet in the last

week
Absolute
(thousands of
individuals)
T B Use in the last week
Bank operations 2,705
12000 -+
4 1452 = 1Q2009 3Q2009 1Q2010 3Q2010 =1Q2011
B 980
Telework 720 10000 -
1,191
Bl 2,357 st |
Visit a local admin site 3,799 583
3 4,586 6000 - w0
B 3,302 ST, W
Visiting other admin’ sites 4,156 4000 {88 Cuals ,3%88_2'
INT Nm®Rme N
4,199 4 [e=1= 2 ]
| ! Y OGN o3 a9g
I 656 2000 - nomn® e T e
Buying books, music, films 1,678 I EgB%m I £§§§£ SRD i 8@‘5’,&9 gg‘_Hi
2,300
o mYes, in the last week 0 - ‘v*. L AT ‘v*. !v! ‘v*. !v! Ay
B 1254 _ e ¥ 8 & $ 2 g g
Travel-related purchases 2,362 Yes, in the last 3 months o o @ £ o = Y @
4,570 B & < o 8 o8 S 2
4 " Yes, a long time ago o © £ £ o e ; 2
I 703 g % - = & oL 5 2
Tickets for shows 1,826 2 = 2 T a <= 5
3,705 © 3 . > e
W 1262 S © % 2
’ s ]
Other purchases 2,895 = &
4,268 @ =

0 5,000 10,000 15,000

Results of 1Q2011
(Jan-Mar 11)

* From Q12010 the activities ‘account
consultations’ and ‘banking operations’ are counted
as one.
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observatorio

y de la SI

Main uses of the Internet and frequency of use Qntg,! paghonslnins

_—

6.5 million Internet users actively participate on social networks, 1.5 millions
more than the previous year

Absolute
(thousands of
individuals)

W- 1,542 Use in the last week

1,486
1,499 12000 -

PN 6,455 A

2,573

1,340
E 8000 -

B 1345
1,482 6000 |
2,097

. W 7na 4000
Web 2.0: Organise info in 668 = Yes, in the last week

the web
2000 -
11062 Yes, in the last 3 months

Web 2.0: Create content
(original)
= 1Q2009 3Q2009 1Q2010 3Q2010 = 1Q2011

Web 2.0: Active in social

networks

Web 2.0: Comment on
others content

5,311
5,065

NN 6,462

4,945
4,978

o
I 6,059

4,190
3,610

993
989
873

B 1,345

. 2,951

. 4,624

W 724
541
363
360

M 649

W 589
316
380
327

M 714

B 649
Web 2.0: Use RSS | 516

1,346
N 6,462
4,335
2,786

Web 2.0: Instant N 6,059

messaging/chat in social 2,660
networks 1,997

Yes, a long time ago

|
|
|
|
|
|

Use RSS

Web 2.0: Use other users’
content

Social network chats
Use other users’ content
Organise info in the web
Active in social networks
Create content (original)

Comment on others content

0 5,000 10,000

Results of 1Q2011
(Jan-Mar 11)
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Main uses of the Internet and frequency of use O
) ydelaSl

70% of Internet users uses a search engine regularly

%
(individuals)
Use in the last week
E-mail W 7.3 Ve el
o = 1Q2009 3Q2009 1Q2010 3Q2010  =1Q2011
ss——— 0.7 0
80 100 ™~ I
Search engine 8.8 NS~ X 1 @
1, ©
P 60 1 -
Chat 6.0 “og. 3
15.3 < 3555
7\ Qe o <
B i3 AP P
Forums 10.2 ot g%dg
g ™
14.2 -
i <9 oo Q2
I | onen Sagns 0%t
Instant o 33.0 20 :ﬁﬂﬂﬂ e :BHS}E
messaging ’ oG S
- pill nlll ==
I 5.4 o JIRCEN NACER RRCRR NRCAW NACRN NACEN RRCON we-.m
Look up news 18.5 = ) ® £ = g 2 2
11.6 ) £ = S S =) o = 8
g = Yes, in the last week 5 S = 8 < 5 o
B 145 e =] a
Play online 7.8 . S o £ z <
Y : Yes, in the last 3 months u = 5 a 0
10.5 8 2 jo
1 0
W54 Yes, a long time ago 2 o
Skype calls 4.5 S
7.3
0 20 40 60 80 100

BASE: Internet users aged 15 or over

Results of 1Q2011
(Jan-Mar 11)
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Main uses of the Internet and frequency of use

onts
_ 11

observatorio
nacional de las
telecomunicaciones
y de la SI

One out of five Internet users views digital content without storing it regularly

(individuals)

%

Training activities

Videoconference

Download music

Download video and
films

Other downloads

View streaming content

W- 14.0

13.1
17.6

Bss

4.8
10.8

P 65

16.3
15.6

P 164

14.2
15.1

B i35
14.5
13.1

P 203

12.7
8.5

0 20 40 60 80

mYes, in the last week
Yes, in the last 3 months

Yes, a long time ago

100

Results of 1Q2011
(Jan-Mar 11)

100

80

60

40

20

= 1Q2009

Use in the last week

3Q2009 1Q2010

<
n o QEL2Y g~y gQa s
S S8 95958 995 ©
— 0 — | -y 7y

=3 cogmn A

I it I

B sn-nm B8 O BEC TN N |
(%)) Q ho] )
K} v] % © g L}
= S o O © =
= s c c o 2
= 2 s s E 5
© = o o E ©

o © o o
o O o
(= O o ©
o = b =

1= o r 5 £
£ o =] =] g £
o = = > < ©
= (@] [

3Q2010

=1Q2011

BASE: Internet users aged 15 or over

J_ 20.3
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Main uses of the Internet and frequency of use

on

ts

observatorio
nacional de las
telecomunicaciones
y de la SI

Town and city council web sites are visited by 9.3% of the Internet user
population in the last week

mYes, in the last week
Yes, in the last 3 months

Yes, a long time ago

%
(individuals)
| [EEH
Bank operations 10.6
5.7
I 39
Telework 2.8
4.7
M 9.3
Visit a local admin site 14.9
18.0
Visiting oVisit otther admin’ - 136'04
sites 16.5
| 26
Buying books, music, films 6.6
9.0
B a9
Travel-related purchases 9.3
18.0
| 2.8
Tickets for shows 7.2
14.6
lso0
Other purchases 11.4
16.8
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* From Q12010 the activities ‘account
consultations’ and ‘banking operations’
are counted as one.
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A quarter of the Internet user population says they frequently consume other

users’ content

(individuals)

%

Web 2.0: Create content
(original)

Web 2.0: Active in social
networks

Web 2.0: Comment on
others content

Web 2.0: Organise info in
the web

Web 2.0: Use RSS

Web 2.0: Use other users’
content

Web 2.0: Instant
messaging/chat in social
networks
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Computer virus incidents have fallen by 2.4 percentage points over the last six
months

Unwanted e-
mail

Computer
viruses

Computer
misuse

Remote
intrusion into
a PC

Intrusion into
e-mail

% of individuals

I 42.3
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41.3
43.2
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43.8% of intensive Internet users has received some unwanted email

Total Internet
users

%

Unwanted e-mail - 39.0
Computer viruses - 48.4

Computer misuse
su ordenador . 10.9
Remote intrusion 8.8
into a PC :

Intrusion into e-mail I 7.6

Undue mobile I 20
telephone charges ;

Credit
card frauds 2

Intrusions into 1.7
other services

Online account frauds | g.9

Other | o.5
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" The most widely used security precaution is the antivirus, seven out of ten users

have one in place

% of individuals

Antivirus 71.3

Back-ups 36.6

Passwords 39.6
37.7
+_ 43.1
42661 I1Q2011 ......
Firewall 4255}7 0 3Q2010
+_ s24  : [0 1Q2010
I 22892 I 3Q2009
Anti-spam 2299.'02 b . A 1Q2009 .....
I 30.2
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Content filters

Document
encryption

Digital
certificates
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The greater the frequency of use, the more security precautions are taken

% Total Internet Last month Last week Internet
users Internet users users

Antivirus _ e 70.3 o

Passwords - 40.4 43.4 45.4
Firewall - 192 43.6 45.4
Back-ups - 34.5 37.5 39.3

Anti-spam programs - 26.5 28.8 30.4
Anti-spy programs - 21.4 23.2 | 24.4
Content filters . 12.6 13.6 | 14.3
Document encryption I 8.8 | 9.5 | 10
Digital certificates . 12.7 7 13.8 | 14.6
Other | 1.9 | 2.1 | 2.1
0 20 40 60 80 100 0 20 40 60 80 100 el
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73.6% of Spanish households does not have any measure in place to control
access to online content

%
73.6 heb
80
60
; 40 -
Adult content filters 9.4
20 -
0 7-7-9
No Adult content filters Webs for children
= 1Q2009 73.9 10.5 4.1
v 3Q2009 74.1 10.4 S
Webs for children 5.5 102010 74.9 10.7 o
3Q2010 77.2 9.1 4.3
= 1Q2011 73.6 9.4 5.5
0 20 40 60 80 100
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9.7 million individuals aged have contacted the Public Administration via the
Internet at some time

% of individuals
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9,317

7,500
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Have not
contacted
; 61.1

Total Internet
users
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Have
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; 38.2
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Internet at some time
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38.2% of Internet users have contacted the Public Administration via the

Last week Internet
users

DK/NA;

Have
contacted
; 43.1

Have not
contacted
; 56.3
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Six out of ten users who had ever contacted the e-Administration did it to search

for information about taxes

I
Taxes 20.5
16.0
o 153
Public
employment 240
14.1
I 186
Grants, aid 25.0
11.5
B
Registration 8.9
4.7
Building 1249 = Has searched on the Central Admin.
permit fot Has searched on the Regional Admin.
’I Has searched on the Local Admin.
4.8
Car
registration Bl
4.2
0 20 40 60 80 100

Results of 1Q2011
(Jan-Mar 11)
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Info searches from any Public

Administration

100
75
50
: I I I I
4 i I Ee-=l 0l
Public y : ildi
Taxes employme | Grants, aid Un_|ver5|_ty B e _Car :
i 4 registration permit registration
= 1Q2009 60.9 37.9 36.8 14.0 6.1 6.5
3Q2009 58.9 35.3 40.6 16.7 4.9 6.3
1Q2010 60.6 36.0 42.1 18.8 3.9 9.4
3Q2010 60.9 35.6 39.3 16.0 4.6 8.0
= 1Q2011 59.0 33.1 37.5 15.7 7.0 9.7
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Over half of Internet users who use the e-Administration, do it for searching for
information on healthcare services

Certificates

Social security

Public libraries

Announcement
of moving

Personal
documents

Health care
services

BASE: Internet users aged 15 and over who have contacted the Adm. via de Internet

% of individuals

Wl 4.3

5.1
5.6
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14.8
5.5

| 35
11.4
12.4 = Has searched on the Central Admin.

| 1.4
1.8
5.3

P 240
7.8
7.9

s
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Has searched on the Local Admin.
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Has searched on the Regional Admin.

Info searches from any Public
Administration

100
80 -
60 -
40 +
- I I I I I I I
0 [] I = | |
Blrth -+ Social Public Anhounce Personal Health
marr. : ; : ment of care
5 security libraries : documents 2
certif. moving services
= 1Q2009 9.5 36.0 21.6 Sl 22.8 34.2
3Q2009 9.6 38.0 22.9 8.7 29.4 37.1
1Q2010 11.1 39.0 23.3 6.6 34.0 45.2
3Q2010 9.6 32.6 21.2 4.9 35.5 51.4
=1Q2011 13.2 34.7 21.0 6.8 34.9 52.3
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Form downloads by service and type of Administration
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A third of all users has downloaded forms related to taxes
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100
80 -
60 -
40 +
Taxes enf;tc;lyll(r:ne Qrants; Eercj;livsi:;lttig Bullding regi(;?rratio
aid permit
nt n n
= 1Q2009 32.1 13.3 17.8 9.6 1.6 2.7
3Q2009 33.1 16.4 19.9 9.8 1.4 2.4
1Q2010 35.6 15.8 22.8 12.9 1.5 4.1
3Q2010 35.0 14.6 23.1 11.8 1.9 4.6
= 1Q2011 33.1 11.8 18.9 8.1 2.0 3.3
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15.7% of the users who have contacted the e-Administration at some time has
downloaded a social security form

Certificates

Social
security

Public
libraries

Announceme
nt of moving

Personal
documents

Health care
services
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Downloads from any Public
Administration
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Four out of ten Internet users who have contacted the Administration via the

Payment of
taxes

Requests for
documents

Presentation of
complaints

Submission of
applications

One-stop
window services

Other

B o
9.8
7.0

e
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% of individuals

Internet, do it to pay a tax

Procedures from any Public
Administration

100
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- I I I
- N | ]| - —
Payment of Requests Presentatio | Submission On.e-stop Other
for n of of window
taxes . i : procedures
documents | complaints | applications services
= 1Q2009 35.6 34.0 8.7 14.6 4.2 4.0
3Q2009 40.8 37.0 10.0 14.7 8.4 3.6
1Q2010 36.6 35.6 10.6 16.6 7.0 5.1
3Q2010 45.0 33.9 10.3 157 7.4 5.4
=1Q2011 42.2 35.2 12.7 16.9 9.2 703
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Internet was the preferred method for obtaining information from the Public
Administration for a fourth part of the population

To obtain
information

Personal
documents

Fiscal
consultations

Tax return

Complaints

Presentation
of requests,
applications

BASE: Individuals aged 15 and over
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& 46.6% of Internet users state they have used the Net for health-related issues

Absolute
(thousands of
individuals)

Yes, in the
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Yes, in the
last 3 18.7
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Yes, a long
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The health information most frequently sought on the Internet was about

Info on illnesses

Info on nutrition

Info on medications

Info on public health
instit. and services

Info on prevention of
illnesses

Info on private health
instit. and services

Info on alternative
medicine

Contacting
associatons

BASE: Internet users aged 15 and over who used it for questions regarding health

illnesses, with a factor of eight out of ten Internet users.
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[ (% of individuals) |

100
80 -
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40 A
e I I I I I I
0 Inf Inf I I
12 an Info on IS0 Info on Contactin
Info on public : private :
Info on Info on adieatis health preventio HEaTth alternativ g
illnesses nutrition Ao n of e e associaton
ns instit. and | . instit. and S
: illnesses 3 medicine S
services services
= 1Q2009 78.7 58.5 43.9 38.0 38.5 25.3 21.9 12.8
3Q2009 79.9 57.3 44.9 42.5 42.4 29.5 25.3 9.8
1Q2010 82.8 66.9 50.8 41.4 41.3 29.4 28.0 12.4
3Q2010 82.4 62.0 52.1 44.0 39.6 32.1 29.6 13.0
=1Q2011 82.5 64.9 52.8 46.1 42.4 30.0 31.7 11.3
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Over 6.2 million individuals use the Internet to search for information on
medications

Absolute
(thousands of individuals)

Info on illnesses - 9,784
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nfo on nutrition - 7,698 8000 |

7000 -+
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illnesses nutrition medications | . .~ y P L associatons
instit. and of illnesses | instit. and medicine
A services services
alternativ
hedicing - 3,758 = 1Q2009 6,970 5,185 3,887 3,368 3,415 2,243 1,939 1,134
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Objectives and methodology O

P

Scope of the study

2 mm
N

A dynamic sector such as this requires a group of uniform, reliable and comprehensive indicators that will be
a benchmark for establishing regulatory initiatives, designing promotion policies and supporting business
decisions.

Since 2003, Red.es, in collaboration with Taylor Nelson Sofres (TNS) has been conducting a survey panel to
analyse the demand for telecommunication and Information Society services in Spanish households. The
survey provides indicators of the penetration of equipment, services and technologies, consumption levels
and average expenditure, in addition to uses and attitudes towards technology, classified under five areas:
fixed telephone, mobile telephone, Internet, audiovisual and pay TV, and ICT services and devices.

In March 2008 Red.es signed an agreement with the Telecommunications Market Commission (CMT) to
jointly prepare and conduct this sample panel survey.

This analysis of demand in the residential segment and the use by individuals inside and outside the
household gives greater insight into the sector and complements surveys conducted by and indicators
obtained from other entities and institutions regarding the offer of services both in residential and business
areas.

Internet

R IcT sk
Q EQUIPMENT

Fixed i Mobile
telephone telephone

TV

Pay-TV
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Data definitions

Universes: 17,068,913 households. Individuals aged 15 and over: 39.066 million. Individuals aged 10 and over:
41.200 million.

The data published in this quarterly report refers to individuals aged 15 and over.

Sample: 3,164 households and 6,723 individuals aged 10 and over were included in the questionnaire analysis, 6,345
individuals aged 15 and over. A total of 2,772 households fulfilled the requirements for their invoices to be included in
the analysis.

Scope: Mainland Spain, the Balearic Islands and the Canary Islands

Sample design: Proportional stratification by type of home, with social segment quotas, humber of persons per
household and presence of children under 16 years in the household, for each autonomous region.

Questionnaires: In addition to quarterly collection of invoices, a postal survey is carried out every six months
including a household questionnaire and another questionnaire directed at all the members of the household aged 10
and over. The first questionnaire collects data on technological equipment in the household and the second asks about
individuals' uses, habits and attitudes. That is to say, while data on ICT expenditure is measured in every edition (the
four quarters of the year), data on penetration and uses of ICT equipment and services are measured by means of
questionnaires in odd editions (first and third quarters of the year). For practical purposes, the following convention is
used: In even editions, data from the previous odd edition is taken.

Fieldwork: The field work and data processing has been carried out by Taylor Nelson Sofres (TNS). Collection of
invoices for the period April-June 2011 was completed during August 2011.

Sampling error: Assuming simple random sampling, for the case of maximum uncertainty (p=q=50%) and a
confidence level of 95%), sampling errors were £1.74% for households and £1.23% for individuals aged 15 and over.
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