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Q1: In the last 6 months, have you experienced one or more of the following?  

      1) I bought a laptop 

      2) I bought an smartphone (like Blackberry or iPhone) 

      3) I bought a LCD TV 

      4) None of these 

      0  No 

      1  Yes 

IF Q1== 4 

Q2: Do you intend to buy a laptop or smartphone or a LCD TV within the next   

      months?  

      1 Yes 

      2 No 

ENDIF 

IF Q1 <> 4 

[note: ONLY ONE LOOP IS PLANNED. In case of more than 1 purchase, only one 

good (laptop or smartphone or LCD TV) is randomly selected among                                                    

the choices in Q1] 

Q3: In which month did you buy your [laptop/ smartphone /LCD TV]? 

      1) November 2011 

      2) October 2011 

      3) September 2011 

      4) August 2011 

      5) July 2011 

      6) June 2011 

      7) May 2011 

Q4: Did you experience one of the following after the purchase of your [laptop/         

      smartphone/LCD TV]? 

      1) A manufacturing defect. 

      2) A delay in the delivery. 

      3) A good with different features with respect to the purchase order. 

      4) A price different with respect to the purchase order.  

      5) None of these 
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      0  No 

          1  Yes 

Q5: Before the purchase of your [laptop/smartphone /LCD TV] you might have     

      known something about the product. Now think back and remember your 

      expectations of the overall  quality of the [laptop/smartphone/LCD TV]. 

      How would you describe your expectations of the overall quality of the 

      [laptop/smartphone/LCD TV] ? 

      1 Expectations very low 

      2 

      3 

      4       

      5 

      6 

      7 

      8 

      9  

      10 Expectations very high 

Q6: Please consider all your experiences to date with your [laptop/smartphone/LCD    

      TV]. 

       How would you describe the overall quality of your [laptop/smartphone/LCD     

      TV]? 

      1 Expectations very low 

      2 

      3 

      4       

      5 

      6 

      7 

      8 

      9  

      10 Expectations very high 

Q7: If you think back about all of your expectations, to what extent has your     

      [laptop/smartphone/LCD TV] met your expectations? 

      1 Does not meet my expectations at all 

      2 

      3 

      4       

      5 

      6 

      7 

      8 

      9  

      10 Scores high above my expectations  
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Q8: Would you suggest the purchase of your [laptop/smartphone/LCD TV] to    

       relatives or friends? 

      1 Yes 

      2 No 

[GROUP 1] 

Q9: How satisfied are you with your [laptop/smartphone/LCD TV]? 

      1) Very satisfied 

      2) Satisfied 

      3) Neither satisfied, nor dissatisfied 

      4) Dissatisfied 

      5) Very dissatisfied 

We will now give you some examples of persons who experienced the purchase of 

some goods. We would like to know how you evaluate the given aspects of their 

purchases. Please assume that the persons have the same age and background that 

you have.  

Please choose one of the five answers for every question. 

IF Q1== 1 [a laptop] 

Q10_1: Laura needs a laptop for her work. She went to a specialized shop and   

            bought the laptop version with the largest memory capacity. She had  

            to wait for a couple of days in order to receive it. She was able to learn 

            easily the main features of her laptop. She has never experienced any   

            manufacturing defects.        

   

           How satisfied is Laura with her laptop? 

           1) Very satisfied 

           2) Satisfied 

           3) Neither satisfied, nor dissatisfied 

           4) Dissatisfied 

           5) Very dissatisfied 

Q11_1: John makes use daily of a laptop, in particular the internet facilities. He    

            bought a new laptop with the desired features in a shopping centre at a 

              discounted price. Since the first use, the laptop highlighted a slow internet   

            connection. John came back to the shopping centre and the laptop was 

              withdrawn for the assistance. He waited for one week before its delivery.   

            The network interface card was changed. Since then, John has not   

            Experienced any other manufacturing defects. 

            

            How satisfied is John with his laptop? 

            1) Very satisfied 

            2) Satisfied 
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            3) Neither satisfied, nor dissatisfied 

            4) Dissatisfied 

            5) Very dissatisfied 

ENDIF 

IF Q1== 2 [a smartphone] 

Q10_2: Mark needs a mobile phone for his work. He went to a specialized shop and      

             bought the last version of a smartphone because its features are suitable for   

             his work. He had to wait for four days in order to receive his smartphone. 

             Reading the user guide, he was able to learn its main features in a couple 

           of days. He has never experienced any manufacturing defects.       

             

            How satisfied is Mark with his smartphone? 

            1) Very satisfied 

            2) Satisfied 

            3) Neither satisfied, nor dissatisfied 

            4) Dissatisfied 

            5) Very dissatisfied 

Q11_2:  Anne works part-time, makes various sports and has a lot of friends. She 

            thinks a smartphone can meet her needs. In a shopping centre she    

              immediately bought what she liked. Unfortunately, after two months she   

              experienced a problem in the phone book. She came back to the shopping  

              centre and the smartphone was withdrawn for the assistance. After ten days 

              the phone was delivered to Anne and the problem was solved. She has not 

            experienced any other manufacturing defects. 

                         

            How satisfied is Anne with his smartphone? 

            1) Very satisfied 

            2) Satisfied 

            3) Neither satisfied, nor dissatisfied 

            4) Dissatisfied 

            5) Very dissatisfied 

ENDIF 

IF Q1== 3 [a LCD TV] 

Q10_3:  Carry works all day. During the evening she likes watching TV together 

            with her children and husband. She bought a 34 Inch LCD TV with     

              several options, paying a price higher than expected. At home, she needed 

             the assistance to set it, up because the user guide was not clear. Afterwards,  

            she has never experienced any other problems.   

              

             How satisfied is Carry with her LCD TV? 

             1) Very satisfied 

             2) Satisfied 

             3) Neither satisfied, nor dissatisfied
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             4) Dissatisfied  

             5) Very dissatisfied 

Q11_3:  Jim likes watching sports in TV together with his friends. In a specialized 

            shop he bought a 40 Inch LCD TV with a high resolution. He had to   

            wait one week in order to receive it. He has never experienced any 

            manufacturing defects or other problems. 

            How satisfied is Jim with her LCD TV? 

            1) Very satisfied 

            2) Satisfied 

            3) Neither satisfied, nor dissatisfied 

            4) Dissatisfied  

            5) Very dissatisfied 

ENDIF 

[GROUP 2]

Q9: How satisfied are you with your [laptop/smartphone/LCD TV]? 

      1) Very satisfied 

      2) Satisfied 

      3) Dissatisfied 

      4) Very dissatisfied 

We will now give you some examples of persons who experienced the purchase of 

some goods. We would like to know how you evaluate the given aspects of their 

purchases. Please assume that the persons have the same age and background that 

you have.  

Please choose one of the four answers for every question. 

IF Q1== 1 [a laptop] 

Q10_1: Laura needs a laptop for her work. She went to a specialized shop and   

            bought the laptop version with the largest memory capacity. She had  

            to wait for a couple of days in order to receive it. She was able to learn 

            easily the main features of her laptop. She has never experienced any   

            manufacturing defects.        

           How satisfied is Laura with her laptop? 

           1) Very satisfied 

           2) Satisfied 

           3) Dissatisfied 

           4) Very dissatisfied 

Q11_1: John makes use daily of a laptop, in particular the internet facilities. He    

            bought a new laptop with the desired features in a shopping centre at a 

              discounted price. Since the first use, the laptop highlighted a slow internet   
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            connection. John came back to the shopping centre and the laptop was 

              withdrawn for the assistance. He waited for one week before its delivery.   

            The network interface card was changed. Since then, John has not   

            experienced any other manufacturing defects. 

            

            How satisfied is John with his laptop? 

            1) Very satisfied 

            2) Satisfied 

            3) Dissatisfied 

            4) Very dissatisfied 

ENDIF 

IF Q1== 2 [a smartphone] 

Q10_2: Mark needs a mobile phone for his work. He went to a specialized shop and      

             bought the last version of a smartphone because its features are suitable for   

             his work. He had to wait for four days in order to receive his smartphone. 

             Reading the user guide, he was able to learn its main features in a couple 

           of days. He has never experienced any manufacturing defects. 

       

            How satisfied is Mark with his smartphone? 

            1) Very satisfied 

            2) Satisfied 

            3) Dissatisfied 

            4) Very dissatisfied 

Q11_2:  Anne works part-time, makes various sports and has a lot of friends. She 

            thinks a smartphone can meet her needs. In a shopping centre she    

              immediately bought what she liked. Unfortunately, after two months she   

              experienced a problem in the phone book. She came back to the shopping  

              centre and the smartphone was withdrawn for the assistance. After ten days 

              the phone was delivered to Anne and the problem was solved. She has not 

            experienced any other manufacturing defects. 

            How satisfied is Anne with his smartphone? 

            1) Very satisfied 

            2) Satisfied 

            3) Dissatisfied 

            4) Very dissatisfied 

ENDIF 

IF Q1== 3 [a LCD TV] 

Q10_3:  Carry works all day. During the evening she likes watching TV together 

            with her children and husband. She bought a 34 Inch LCD TV with     

              several options, paying a price higher than expected. At home, she needed 

             the assistance to set it, up because the user guide was not clear. Afterwards,  

            she has never experienced any other problems.   
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             How satisfied is Carry with her LCD TV? 

             1) Very satisfied 

             2) Satisfied 

             3) Dissatisfied 

             4) Very dissatisfied 

Q11_3:  Jim likes watching sports in TV together with his friends. In a specialized 

            shop he bought a 40 Inch LCD TV with a high resolution. He had to   

            wait one week in order to receive it. He has never experienced any 

            manufacturing defects or other problems. 

            How satisfied is Jim with her LCD TV? 

            1) Very satisfied 

            2) Satisfied 

            3) Dissatisfied 

            4) Very dissatisfied  

ENDIF
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Gender 

1 Male 

2 Female 

Position within the household 

1 Household head* 

2 Wedded partner 

3 Unwedded partner 

4 Parent (in law) 

5 Child living at home 

6 Housemate 

7 Family member or boarder 

9 Unknown (missing) 

*) The household head is the person whose name appears on the rent contract or 

purchase deed of the house. If the contract or deed carries more than one name, the 

household head is the person with the highest income. 

Year of birth 

1900..present 

Age of the household member 

Age in CBS (Statistics Netherlands) categories 

1 14 years and younger 

2 15 - 24 years3 25 - 34 years 

4 35 - 44 years 

5 45 - 54 years 

6 55 - 64 years 

7 65 years and older 

Age of the household head 

Number of household members 

1 One person 

2 Two persons 
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3 Three persons 

4 Four persons 

5 Five persons 

6 Six persons 

7 Seven persons 

8 Eight persons 

9 Nine persons or more 

The household head lives together with a partner (wedded or unwedded) 

0 No 

1 Yes 

Civil status 

1 Married 

2 Separated 

3 Divorced 

4 Widow or widower 

5 Never been married 

Domestic situation 

1 Single 

2 (Un)married co-habitation, without child(ren) 

3 (Un)married co-habitation, with child(ren) 

4 Single, with child(ren) 

5 Other 

Type of dwelling that the household inhabits 

1 Self-owned dwelling 

2 Rental dwelling 

3 Sub-rented dwelling 

4 Cost-free dwelling 

9 Unknown (missing) 

Urban character* of place of residence 

1 Extremely urban 

2 Very urban 

3 Moderately urban 

4 Slightly urban 

5 Not urban 

*) Urban character: Surrounding address density per km2 

extremely urban 2500 or more 

very   1500 to 2500 

moderately  1000 to 1500 

slightly            500 to 1000 

not            less than 500 
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Primary occupation 

1 Paid employment 

2 Works or assists in family business 

3 Autonomous professional, freelancer, or self-employed 

4 Job seeker following job loss 

5 First-time job seeker 

6 Exempted from job seeking following job loss 

7 Attends school or is studying 

8 Takes care of the housekeeping 

9 Is pensioner ([voluntary] early retirement, old age pension scheme) 

10 Has (partial) work disability 

11 Performs unpaid work while retaining unemployment benefit 

12 Performs voluntary work 

13 Does something else 

14 Is too young to have an occupation 

Personal gross monthly income
10

 in Euros 

-13 I don't know 

-15 Unknown (missing) 

Personal gross monthly income in Euros, imputed 

Variable data available as from July 2008. Estimate based on personal net monthly 

income in Euros or personal net monthly income in categories if gross income not 

entered. For more information see on the website: ‘Imputation of income in 

household questionnaire LISS panel’, Klaas de Vos, 2008. 

Personal net monthly income in Euros 

-13 I don't know 

-14 Prefer not to say 

-15 Unknown (missing) 

If the respondent did not answer this question, the income was again asked in terms 

of categories and the average of the indicated category imputed in personal net 

monthly income in Euros.  

Personal net monthly income in Euros, imputed (available as from  July 2008)

Estimate based on personal gross monthly income if net income not entered. 
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Personal gross monthly income in categories 

0 No income 

1 EUR 500 or less 

2 EUR 501 to EUR 1000 

3 EUR 1001 to EUR 1500 

4 EUR 1501 to EUR 2000 

5 EUR 2001 to EUR 2500 

6 EUR 2501 to EUR 3000 

7 EUR 3001 to EUR 3500 

8 EUR 3501 to EUR 4000 

9 EUR 4001 to EUR 4500 

10 EUR 4501 to EUR 5000 

11 EUR 5001 to EUR 7500 

12 More than EUR 7500 

13 I don't know 

Personal net monthly income in categories 

0 No income 

1 EUR 500 or less 

2 EUR 501 to EUR 1000 

3 EUR 1001 to EUR 1500 

4 EUR 1501 to EUR 2000 

5 EUR 2001 to EUR 2500 

6 EUR 2501 to EUR 3000 

7 EUR 3001 to EUR 3500 

8 EUR 3501 to EUR 4000 

9 EUR 4001 to EUR 4500 

10 EUR 4501 to EUR 5000 

11 EUR 5001 to EUR 7500 

12 More than EUR 7500 

13 I really don't know 

14 I prefer not to say 

Gross household income in Euros 

Imputed gross monthly income of all household members combined. 

Net household income in Euros 

Imputed net monthly income of all household members combined. 

Highest level of education irrespective of diploma 

1 primary school 

2 vmbo (intermediate secondary education, US: junior high school) 

3 havo/vwo (higher secondary education/preparatory university education, US: 

  senior high school)   

4 mbo (intermediate vocational education, US: junior college) 

5 hbo (higher vocational education, US: college) 



"���������=�E�%����&����'������+��

�

�

���
�

6 wo (university) 

7 other 

8 Not yet completed any education* 

9 Not (yet) started any education 

Highest level of education with diploma 

1 primary school 

2 vmbo (intermediate secondary education, US: junior high school) 

3 havo/vwo (higher secondary education/preparatory university education, US: 

  senior high school)   

4 mbo (intermediate vocational education, US: junior college) 

5 hbo (higher vocational education, US: college) 

6 wo (university) 

7 other 

8 Not (yet) completed any education 

9 Not yet started any education* 

*) The answer categories 8 (oplzon) en 9 (oplmet) have been changed in December 

2008. Category 8 of question ‘oplzon’ and category 9 of ‘oplmet’ are no longer 

offered as options to the respondents. The values remain unchanged. 

Level of education in CBS (Statistics Netherlands) categories 

1 primary school 

2 vmbo (intermediate secondary education, US: junior high school) 

3 havo/vwo (higher secondary education/preparatory university education, US: 

  senior high school)   

4 mbo (intermediate vocational education, US: junior college) 

5 hbo (higher vocational education, US: college) 

6 wo (university) 
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