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1. Executive summary 

Pursuant to Article 5 of Regulation (EU) 2015/2120 of the European Parliament and of the 

Council of 25 November 20151 (hereinafter "TSM Regulation2”), which establishes common 

rules to ensure equal and non-discriminatory treatment of the traffic in the provision of Internet 

access services (IAS) and the rights of the end-users related to this provision, National 

Regulatory Authorities have been charged with controlling and ensuring compliance with 

Articles 3 and 4 on measures concerning open Internet access. 

This report reflects the oversight exercised by the National Communications Authority 

(hereinafter "ANACOM”) as regards the application of Articles 3 and 4 during the period 

between 1 May 2020 and 30 April 2021, which was marked by the COVID-19 pandemic, 

impacting the electronic communications sector due to pressure on Internet access services 

(IAS) and networks. 

This scenario was characterised by a more prominent control and supervisory role on the part 

of ANACOM, stronger national and international cooperation, and a number of exceptional 

temporary pandemic response measures. 

ANACOM continued to assess zero-rating and similar offers during this time. In this context, 

particular attention has been paid to the potential impact of these types of offers, together with 

their underlying practices, on the rights of end-users. 

Also of note were ANACOM’s efforts to monitor the information published by Internet access 

service providers (PSAI) with the strongest presence in the market, at their websites and in 

their contractual conditions, on IAS transmission speeds, due to changes implemented by the 

PSAI following communications from this authority in May 2019. This process was concluded 

in August 2020, with the PSAI in question having, for the most part, adapted to this information 

in accordance with the provisions of the TSM Regulation in this regard. In this context, 

information on speeds published at the websites of smaller PSAI also began to be monitored 

                                                                 
1 The Regulation is available at 

https://eur-lex.europa.eu/legal-content/PT/TXT/?uri=CELEX%3A32015R2120. 

2 TSM stands for Telecoms Single Market. 

https://eur-lex.europa.eu/legal-content/PT/TXT/?uri=CELEX%3A32015R2120
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as well. These PSAI were also notified of the need to include this information in contracts in 

advance communications sent at the end of July 2020.  

Note that ANACOM's NET.mede service for users to gauge the quality of IAS was adapted in 

2020 to evaluate mobile broadband (MBB) at schools, whereby ANACOM made NET.mede 

escolas available. 

Furthermore, ANACOM continued its performance evaluation studies of mobile services and 

GSM, UMTS and LTE coverage, initiated in 2019, for the purpose of gauging the quality of 

IAS in mobile networks. In this regard, studies to evaluate the service quality of mobile 

communications were conducted in the Lisbon Metropolitan Area, central Portugal and the 

Algarve, together with the latest synopsis on mainland Portugal published in April 2021. 
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2. Regulatory framework 

Pursuant to the TSM Regulation, end-users shall have, via their IAS, “(…) the right to access 

and distribute information and content, use and provide applications and services (…) 

irrespective of the end-user’s or provider’s location or the location, origin or destination of the 

information, content, application or service.” (cf. Article 3 [1]).  

For the purpose of exercising these rights, end-users should have the freedom to agree with 

PSAIs on the commercial and technical conditions and characteristics of the IAS, pursuant to 

Article 3 (2). These agreements, together with the PSAI’s business practices, should not 

restrict the exercising of these rights (cf. 7 of the recitals). 

In addition, Article 3 (3) of the TSM Regulation states that, at the time of providing IAS, PSAIs 

shall treat all traffic equitably, “(…) without discrimination, restriction or interference, and 

irrespective of the sender and receiver, the content accessed or distributed, the applications 

or services used or provided, or the terminal equipment used.”, although with the ability to 

apply reasonable traffic management measures. Even so, PSAIs “(…) cannot block, slow 

down, alter, restrict, interfere with, degrade or discriminate between specific content, 

applications or services, or specific categories thereof (…)”, except in certain clearly identified 

situations, “(…) except as necessary, and only for as long as necessary (…)”, per the same 

legal precept. 

Notwithstanding the above, the TSM Regulation provides for the “(…) freedom to offer services 

other than Internet access services optimised for specific content, applications or services, or 

a combination thereof (…)”, provided that there is enough network capacity to offer them in 

addition to existing Internet services. Nevertheless, these services may not be used or offered 

in lieu of IAS, nor affect the availability or overall quality of IAS for end-users, pursuant to 

Article 3 (5). 

The TSM Regulation also establishes transparency measures to ensure net neutrality. 

Pursuant to Article 4 (1), these measures presume any contract that includes IAS, as well as 

PSAI websites, will specify information on: (i) how management practices could impact the 

quality of IAS, the privacy of end-users and the protection of their personal data; (ii) the impact 

of service quality parameters on IAS; (iii) the potential impact of services subject to 

optimisation on IAS; (iv) debits or estimated debits associated with IAS, and how any 

deviations in relation to them may affect the exercising of user rights; and (v) remedial 
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measures for discrepancies between the actual performance of IAS quality parameters and 

those stated by the PSAI.  

Pursuant to Article 5 (1) of the TSM Regulation, National Regulatory Authorities “(…) shall 

closely monitor and ensure compliance with Articles 3 and 4, and shall promote the continued 

availability of non-discriminatory Internet access services and with quality levels that reflect 

technological progress.”. As a result, National Regulatory Authorities are responsible for 

publishing annual reports on this monitoring, in order to submit their conclusions to the 

European Commission (EC) and to the Body of European Regulators for Electronic 

Communications (BEREC3). To ensure consistent application of the TSM Regulation, BEREC 

has published guidelines for fulfilling the obligations provided for therein (hereinafter “BEREC 

Guidelines”)4. 

  

                                                                 
3 BEREC is the acronym for Body of European Regulators for Electronic Communications. 

4 The BEREC Guidelines were initially published in August 2016, then revised in June 2020. The revised version of the Guidelines 

– document BoR(20)112 of 11/06/2020 – is available at: 

https://berec.europa.eu/eng/document_register/subject_matter/berec/regulatory_best_practices/guidelines/9277-berec-

guidelines-on-the-implementation-of-the-open-internet-regulation. 

https://berec.europa.eu/eng/document_register/subject_matter/berec/regulatory_best_practices/guidelines/9277-berec-guidelines-on-the-implementation-of-the-open-internet-regulation
https://berec.europa.eu/eng/document_register/subject_matter/berec/regulatory_best_practices/guidelines/9277-berec-guidelines-on-the-implementation-of-the-open-internet-regulation


  

 

  10/35 

 

3. Supervision and application of the TSM Regulation in Portugal 

3.1. Supervisory and monitoring activities developed by ANACOM under number 1 of 
article 5 of the TSM Regulation 

This annual report reflects the supervisory and monitoring activities developed by ANACOM, 

pursuant to Article 5 (1) of the TSM Regulation during the period between 01/05/2020 and 

30/04/2021. 

Given that, during the reporting period, ANACOM generally aimed to continue the work already 

started, as described in the previous annual report for the period between 01/05/2019 and 

30/04/2020, this section will address the more prominent supervisory and monitoring activities 

previously identified, in the following areas: 

• Zero-rating and similar practices. 

• Transparency. 

3.1.1. Zero-rating and similar practices 

In controlling the application of the TSM Regulation, in recent years ANACOM has monitored 

offers with zero-rating characteristics, in view of the prevalence of these types of offers in PSAI 

commercial portfolios, as regards IAS, as well as their relevance to net neutrality. 

In Portugal, the majority of these are not pure zero-rating offers 5, but instead so-called similar 

ones, being equivalent or having similar effects, insofar as they provide access to specific 

content(s) and/or application(s) with an associated traffic limit, in some cases at no charge, 

and in other cases with payment of a surcharge. 

In this context, it is important to bear in mind that, as a result of the monitoring done, on 

03/07/2018 ANACOM approved the decision on zero-rating commercial and similar practices 

in Portugal6, which determined that PSAI should change their procedures adopted in offers 

                                                                 
5 Zero-rating offers are offers that enable access to specific content(s) and/or application(s) whose traffic does not count for 

purposes of the general ceiling of the internet access service, normally with no traffic limit or associated cost.   

6 Decision available at https://www.anacom.pt/render.jsp?contentId=1456064. 

https://www.anacom.pt/render.jsp?contentId=1456064
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that include Internet access services, in cases where there is differentiated handling of the 

traffic, once the general data ceilings are reached, in order to comply with the provisions 

established in number 3 of article 3 of the TSM Regulation . In this context, PSAIs adjusted 

their traffic management procedures, in order to ensure compliance with the determination 

imposed by ANACOM. 

The publication, on 15/09/2020, of the ruling of the Court of Justice of the European Union 

(CJEU) on cases C-807/18 and C-39/197 has no impact on the decision of this Authority dated 

03/07/2018, which is in line with that clarified in this ruling. 

It is also important to note that, under its decision dated 03/07/2018, ANACOM issued a set 

of recommendations on behalf of end-users: (i) the approximation of the traffic volumes 

included in the general ceilings to the traffic data volumes of the specific data ceilings, and (ii) 

the publication of the specific conditions imposed on potentially interested entities for inclusion 

of their contents and/or applications in zero-rating and similar offers. In this regard, the 

monitoring done shows that these recommendations have yet to be embraced by PSAIs as of 

today’s date. 

Due to the reasons previously stated, zero-rating and similar offers are undergoing continued 

analysis by this Authority. In addition to the monitoring done at the websites of leading PSAIs 

in the market, in recent years ANACOM has addressed periodic information requests to these 

PSAIs with a particular focus on zero-rating and similar offers. Based on the information 

collected, namely responses received to the information request sent in February 2021, one 

can conclude, in relation to these types of offers, that: 

• The number of Internet accesses associated with zero-rating and similar offers has 

generally maintained an upward trend; 

• In general, there has been a decrease in data traffic associated with the general ceiling 

of zero-rating and similar offers, albeit with no single behaviour as regards the traffic 

associated with the specific ceilings of these offers; 

                                                                 
7 The ruling is available at http://curia.europa.eu/juris/documents.jsf?num=C-807/18. 

http://curia.europa.eu/juris/documents.jsf?num=C-807/18
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• There are no procedural changes involving the handling of traffic associated with the 

different data ceilings available in zero-rating and similar offers, namely when the 

general ceiling has been exhausted; 

• PSAIs still do not market Internet add-ons with zero-rating characteristics in mobile 

voice tariffs without a data component; 

• The PSAI did not identify any commercial offers whose content is sponsored or 

compensated by third-party entities. 

ANACOM believes it is important to monitor these types of offers to better understand their 

potential impact and associated practices on end-users, whether consumers or providers of 

content and/or applications, to ensure that they do not substantially reduce end-users’ freedom 

of choice. 

As explained in the BEREC Guidelines, the assessment of conformity of agreements and 

commercial practices with Article 3 (2) of the TSM Regulation must take multiple components 

into account. Notwithstanding the monitoring being done, aspects that could be analysed in 

this regard still remain. 

3.1.2. Transparency 

3.1.2.1. Contractual information 

In compliance with Article 4 (1) of the TSM Regulation, PSAIs must ensure that contracts 

including IAS contain specific relevant information about the respective service, in order to 

enable full knowledge of their associated conditions of use.  

In this context, PSAI contracts include clauses on traffic management measures, the 

circumstances of their application and their impact on service provided to end-users, together 

with information on measures used when traffic volumes established in the respective offers 

have been exhausted. 

In particular, in August 2020, the contractual clause review process (which began in 2019) of 

one of the four PSAIs with the strongest presence in the market was completed, to 

subsequently contain more complete information on different download and upload 



  

 

  13/35 

 

speeds/debits per Article 4 (1d) of the TSM Regulation, accompanied by an explanation of 

each of their meanings (a process that had been completed in early 2020 for the remaining 

three PSAIs with the strongest presence on the market).  

Of particular note, however, was the lack of contractual information, common to all PSAIs, on 

“remedial measures” available to users to react to differences between the actual performance 

of the IAS and that stated or shown in contracts (Article 4 [1e] of the TSM Regulation). 

3.1.2.2. Information published on the websites of the PSAI 

This Authority has been concerned about promoting greater transparency, so that end-users 

may make more informed choices. Notwithstanding the work already done, ANACOM believes 

there is still room to improve transparency in guaranteeing net neutrality. 

As such, in an initial phase completed in early 2020, the four PSAIs with the strongest 

presence in the market reviewed information on IAS transmission speeds shown at their 

websites, and subsequently published clearer, more complete information on these 

parameters, in accordance with Article 4 (1d) of the TSM Regulation.   

These improvements with regard to transparency measures to guarantee net neutrality 

essentially resulted from adjustments implemented by the PSAIs, in the wake of 

communications sent by ANACOM on 14/05/2019 to point out several shortcomings in the 

information published in this regard at PSAI websites and in PSAI contracts. This process was 

marked by constant monitoring on the part of ANACOM, and by various interactions between 

this Authority and the PSAIs in question. 

Subsequently, in the period corresponding to this report, monitoring was commenced for 

information on speeds published at smaller PSAI websites, followed by notifications sent to 

15 providers in late July 2020, specifically pointing out the obligation to publish, at their 

websites, a “clear and understandable explanation” of the debits referred to in Article 4 (1d) of 

the TSM Regulation, together with specifying the information in question in contracts as well. 

In these communications, the providers were also asked to inform ANACOM of existing or 

future measures taken in this regard. Several PSAIs have adapted their websites as a result; 

note that the process is still underway at the majority of these providers.  
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3.2. Complaints associated to non-compliance with the TSM Regulation 

As part of its monitoring and supervisory process, ANACOM continues to analyse complaints 

submitted by end-users on electronic communications services. 

Note that the period corresponding to this report was strongly marked by the COVID-19 

pandemic, which had a major impact on the user experience for electronic communications 

services, as reflected in the volume of complaints received by ANACOM. 

In this context, it is important to note that, from May 2020 to April 20218, ANACOM saw an 

increase in the number of complaints submitted directly to this Authority against electronic 

communications service providers, totalling 4,900 complaints, 13% higher than the period 

between May 2019 and April 2020. 

In the period in question, complaints on IAS accounted for 13% of all complaints concerning 

electronic communications services, totalling around 700 complaints, and among those with 

the highest increase (+28%), largely due to the higher demand and dependency of these 

services as a result of the pandemic response measures taken in 2020 and 2021. 

The majority of these complaints are associated with fixed IAS (around 85%). The problems 

most frequently cited by users9 include service failures (69%) and Internet speeds below those 

contractually agreed (49%), which were up 33% and 30%, respectfully. Only a minority of user 

complaints were for issues involving traffic constraints (1%), particularly responsible use 

policies and traffic shaping, which were down 50% in the period in question. 

3.3. Main results of the assessment of technical parameters under the application of 
the TSM Regulation 

3.3.1. NET.mede 

ANACOM provides users with the NET.mede service, which allows them to use a computer, 

smartphone or tablet to test several parameters of their IAS performance, particularly speed.  

                                                                 
8 Data from April 2021 still not closed, with around 15% of the complaints recorded in this period pending classification. 

9 The issues cited are multiple-choice, which is why the percentages do not add up to 100%. 
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The speed tests can be performed via a browser or via the NET.mede application. In 2020, all 

tests done via browser with a measured speed of up to 430 Mbps were considered. 

Improvements were made to the service beginning in 2021 to allow tests via browser with 

measured speeds of up to 1 Gbps. In the case of tests performed via the NET.mede 

application, all tests with measured speeds of up to 1 Gbps were considered, regardless of 

whether they were done in 2020 or in 2021.  

The test carried out through the browser enables measuring the download/upload speeds, as 

well as latency and jitter. The NET.mede application enables carrying out a more complete 

test, also including measurement of the loss of bundles and a reference web page loading 

test. The NET.mede application is also designed for more regular use, and also enables each 

one of the users to consult in their My NET.mede reserved area, in an interactive and 

systematised form, the historical record of two years of tests with the application, by type of 

access (fixed and mobile) and equipment. 

The aggregate results of the tests carried out through the browser made by the users of 

NET.mede, in the last 90 days, are also disclosed online10, based on the type of access, user, 

equipment and geolocation. 

In 2020, ANACOM also began publishing quarterly analytical reports on tests done by users 

via NET.mede, in addition to publishing a 2020 annual report on 14/04/2021. Also note that, 

from March to July 2020, weekly reports were also published on service use during the first 

State of Emergency and ensuing State of Calamity caused by the COVID-19 pandemic11. 

The collection and processing of the results of the tests done on NET.mede by the users 

provide useful information and indications for ANACOM's monitoring of the quality of the 

internet access service. Note, however, that the findings presented cannot be extrapolated to 

the entirety of the Internet users in Portugal, because this method does not assure the 

necessary statistical representativeness of this group, since the tests are voluntary and non-

random in nature, and specific user motivations to do the tests cannot be controlled. 

                                                                 
10 Detail available at https://netmede.pt/estatisticas. 

11 Detail available at https://www.anacom.pt/render.jsp?categoryId=367635. 

https://netmede.pt/estatisticas
https://www.anacom.pt/render.jsp?categoryId=367635
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Furthermore, the results of these tests depend on the Internet speeds hired by these users of 

NET.mede as well as other factors that influence them12. 

From 01/05/2020 to 30/04/2021, nearly twice the number of tests were done via NET.mede 

compared to the previous year, totalling around 1.55 million valid tests, after elimination of 

incongruent tests and those done internally by ANACOM, as well as aggregated, in a single 

test, systematic tests from the same IP address and at the same time, when conducted from 

fixed accesses. The results of this report include tests done by users via browser and the 

NET.mede application. 

Monthly trends in the number of tests were irregular in the period in question, due to restrictive 

measures imposed in the wake of the COVID-19 pandemic. Between May and August 2020, 

the number of tests decreased from 179,000 to 94,000, coinciding with the end of the 

lockdown. Between September and December 2020, the number of monthly tests stabilised, 

ranging between 98,000 and 111,000. Beginning in 2021, the number of tests followed an 

upward trend, driven by the new lockdown at the end of January 2021, and peaking in 

February 2021 at 187,000 tests (Figure 1). 

As a result, while the average monthly number of tests was on the order of 117,000 in 2020, 

this number rose to 153,000 in 2021. These results are clearly higher compared to the ones 

occurred in previous periods, due to the sharp increase in Internet use because of the 

pandemic. 

                                                                 
12 Primarily in terms of the user's environment, such as the terminal equipment, type of its connection and possible existence of 

parallel traffic on the same access. 
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Figure 1 – Monthly evolution of the number of speed tests 

  
Unit: Thousands. 
Source: ANACOM, based on NET.mede data. 
Note: Total valid tests done through NET.mede, including aggregation by IP address, date and time of the day in the case of tests from residential 
fixed accesses. 

The variation in the number of tests done via NET.mede is quite clear in the quarterly and 

annual reports for 2020, and in the finer analyses carried out by ANACOM roughly around the 

first lockdown in 2020, as described above. 

The following analyses of this section of the report exclusively address the tests identified as 

being from residential fixed accesses (75%) and mobile accesses (18%), in both cases 

originating from national providers. Thus, tests identified as originating from accesses of 

providers operating outside Portugal (0.1%) and non-residential fixed access (5.9%) were 

excluded from our analysis, as they are not targeted for use of the NET.mede, nor these 

analyses, in addition to tests where it was not possible to determine the type of access tested 

(1%). 

3.3.1.1. Fixed residential accesses 

During the period under review, the median figure obtained for download speed measured by 

the users with residential fixed accesses that conducted one or more tests on NET.mede was 

56 Mbps (104 Mbps in average terms).  
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179

142

112
94 98 103

111
100

124

187 182

118

0

100

200

Period of confinement 



  

 

  18/35 

 

obtained was 48 Mbps, while in February-April 2021 it was 69 Mbps, a difference in the order 

of 21 Mbps (Figure 2). 

Of particular note is the increase in the figures recorded at the end of the period under review, 

both in terms of percentiles and averages. 

Figure 2 – Quarterly evolution of download speed measured at residential fixed accesses 

Source: ANACOM, based on NET.mede data. 

For upload speed, the median value obtained in the period was of 29 Mbps, while the average 
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Figure 3 – Quarterly evolution of upload speed measured at residential fixed accesses 

Source: ANACOM, based on NET.mede data. 

3.3.1.2. Mobile accesses 

With regard to mobile accesses, the median download speed measured by users who 

conducted one or more tests at NET.mede was 8 Mbps for the period under review (15 Mbps 

in average terms), as shown in (Figure 4). 

Contrary to the tests done at residential fixed accesses, the download speed in this case 

measured over the period under review remained stable. Note that the number of tests done 

at mobile accesses is around one fourth of those done at residential fixed accesses. 

Figure 4 – Quarterly evolution of download speed measured at mobile accesses 

Source: ANACOM, based on NET.mede data. 
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As regards the upload speed measured, the median value from the tests done in the period 

was 5 Mbps, with an average of 8 Mbps (Figure 5). As in the case of the download speed 

measured via mobile accesses, the amounts obtained were relatively similar throughout the 

entire period under review. 

Figure 5 – Quarterly evolution of upload speed measured at mobile accesses 

Source: ANACOM, based on NET.mede data. 

3.3.2. NET.mede escolas 

ANACOM has developed a project for primary education (first, second and third cycles) and 

secondary education schools aimed at characterising the status of MBB access/connectivity 

at academic establishments. This project stemmed from an initiative initiated at the request of 

the Portuguese government, also including the Autonomous Regions of the Azores and 

Madeira, due to the interest expressed by regional secretaries in analysing MBB access at 

Portugal’s schools.  

To gauge MBB access at schools, the success in conducting speed tests at mobile accesses 

was assessed (through a specific tool called NET.mede Escolas) when done inside the school 

building (indoor) or outside the school building on school grounds (outdoor).  

When users were unable to do the test at NET.mede Escolas due to a lack of network, they 

could record the indoor or outdoor test attempt as unsuccessful at the SemRede platform (i.e. 

a page of NET.mede Escolas). 

2 3 3 3 3

5 5 5 5 5

8 8 8 8 8

11 12 11 12 11

0

6

12

May-Jul 2020 Aug-Oct 2020 Nov 2020 – Jan 
2021

Feb-Apr 2021 Total

20% percentile Median Average 80% percentile



  

 

  21/35 

 

The schools were analysed according to participation in the project, the successful completion 

of tests at NET.mede Escolas, the recording of unsuccessful test attempts (at the SemRede 

platform) and the download and upload results of indoor and outdoor speed measurements 

when it was possible to do the tests. 

The tests were promoted by the Ministry of Education on mainland Portugal and by regional 

secretaries in the Autonomous Region of Madeira and the Autonomous Region of the Azores. 

3.3.3. Studies of evaluation of the performance of mobile services and GSM, UMTS and 
LTE coverage 

In 2020 and 2021, ANACOM conducted studies to evaluate the quality of electronic 

communications services supported by mobile communications systems, in the user 

perspective. These studies evaluate, among other aspects, the performance of the mobile 

data services provided by the three main PSAI. 

The user's experience regarding accessibility, retention and integrity, specifically in data 

services, is assessed through the transfer of files, downloading of web pages and videos from 

the YouTube portal. Measurements are performed systematically, with standardised 

procedures and without human intervention or decision, and under equal conditions for the 

various providers, enabling an objective and comparative analysis of performances. 

The mainland Portugal study was done in phases for the various NUTS II regions13. In the 

period covered by this report, from May 2020 to April 2021, partial studies for the NUTS II 

regions of the Lisbon Metropolitan Area, the Algarve and central Portugal were drawn up and 

published. 

On 20/04/2021, the final synopsis for mainland Portugal was drawn up and published, covering 

the findings from these three regions, as well as the two regions of the Alentejo and northern 

Portugal already cited in the previous annual report14.  

                                                                 
13 NUTS is an acronym for “Nomenclature of the Territorial Units for Statistical Purposes”, a hierarchical system of division of the 

territory into regions. The nomenclature is subdivided at 3 levels (NUTS I, NUTS II, NUTS III), defined according to demographic, 

administrative and geographic criteria. 

14 The various partial reports and synopsis are available at https://www.anacom.pt/render.jsp?categoryId=293495. 

https://www.anacom.pt/render.jsp?categoryId=293495
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On mainland Portugal, the transfer of files in data services saw positive overall performance, 

with some differences in performance between providers and, to a greater extent, between 

types of urban areas. 

The capacity to establish and retain file transfer sessions, during download and upload, shows 

a strong deterioration in the predominantly rural areas.  

There is also a significant deterioration in file transfer speed in predominantly rural areas, 

during both download and upload (Figure 6), with the average data transfer rates at about half 

of those found in predominantly urban areas. This indicator has very high variability, with 

maximum values of 249.90 Mbps and 64.49 Mbps for download and upload, respectively, and 

minimum values below 0.013 Mbps, which make data transmission under adequate conditions 

difficult or impossible. The median and average values were, respectively, 31.24 Mbps and 

34.67 Mbps, for download, and 19.16 Mbps and 17.98 Mbps, for upload. 
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Figure 6 – Data transfer speeds of the file transfer service, by type of urban areas on mainland Portugal 

 
  

Source: ANACOM. 
Notes: APU – Predominantly Urban Area | AMU – Moderately Urban Area | APR – Predominantly Rural Area. 

Internet browsing and YouTube video streaming services, as well as data transmission 

latency, perform considerably less well, compared to file transfer, and some differences were 

also observed between providers and types of urban areas. Generally speaking, 

predominantly rural areas had the worst performance. 

The results of the NUTS II regions show some regional asymmetries on mainland Portugal. 

Overall, there was better service performance and better mobile network coverage in the 

Lisbon Metropolitan Area, followed by the regions of northern Portugal and the Algarve. At the 

extreme opposite, the regions of central Portugal and the Alentejo had the worst performance. 
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3.4. Assessment of the continuous availability of non-discriminatory Internet access 
services 

As part of its supervision and monitoring activities, ANACOM continues to watch trends in 

various IAS indicators to assess the continuous availability of non-discriminatory Internet 

access services with quality levels that reflect technological progress, pursuant to Article 5 (1) 

of the TSM Regulation. 

3.4.1. IAS level of use 

In 1Q2021, the number of accesses to the Internet at a fixed location reached 4.2 million, 

191,000 accesses more (up 4.8%) than the same quarter of the previous year (Table 1). 

Growth was slightly higher than in the same quarter of 2020 (4.7%). 

Accesses supported by cable TV networks increased by 0.2%, and represented 28.6% of the 

total (1.3 p.p. year-on-year). The downward trend in accesses via ADSL continued, decreasing 

by 25.5%, replaced by next-generation accesses. ADSL represented 8.1% of the total 

accesses (down 3.3 p.p.). Accesses supported by mobile networks at a fixed location 

increased by 3.6%, and had a weight of 6.8% (0.1 p.p.). 
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Table 1 – Number of Internet accesses at a fixed location, by type of access 

 

 

 

 

 

Unit: thousands of accesses; %; p.p. 
Source: ANACOM. 
Note: The totals and variations shown may not correspond to the values in the table due to rounding off and/or missing categories. 

With regard to MBB, there were 7.9 million users of the mobile Internet access service at the 

end of 1Q2021, down 2.4% compared to 1Q2020 (Table 2), corresponding to penetration of 

around 76.3 per 100 inhabitants, 1.9 percentage points lower than the previous year. These 

users represent 64.2% of total mobile accesses actually used. 

Table 2 – Mobile Internet users 

 

 

 
Unit: thousands of users, %. 
Source: ANACOM. 

The change in the number of mobile Internet users may have been influenced by different 

behaviours associated with the COVID-19 pandemic. Because of the pandemic, it is estimated 

that the number of mobile Internet users decreased by 13.0% in 1Q2021. Without the 

pandemic, it is estimated that this number would have increased by 7.4% year-over-year. 

The lower number of users is due to the decrease in the number of cell phone Internet users 

(down 3.0%).  

  1Q2020 1Q2021 Var. 1Q2020/1Q2021 
Optical fibre accesses (FTTH) 2,073 2,367 14.2% 

% of total 51.7 56.4 4.7 p.p. 
Cable modem accesses 1,198 1,200 0.02% 

% of total 29.9 28.6 -1.3 p.p. 
ADSL Accesses 455 339 -25.5% 

% of total 11.4 8.1 -3.3 p.p. 
Fixed location mobile networks 275 285 3.6% 

% of total 6.9 6.8 -0.1 p.p. 
Total accesses at a fixed location 4,006 4,198 4.8% 

  1Q2020 1Q2021 Var. 1Q2020/1Q2021 
Mobile accesses with actual use of the 
mobile Internet service (excluding M2M) 8,045 7,854 -2.4% 

(of which) PC/tablet/pen/router/ 500 554 6.8% 
(of which) mobile phone 7545 7321 -3.0% 
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IAS users via PC/tablet/pen/router increased 6.8%, accounting for 6.8%15 of all mobile Internet 

users. The growth now being seen may have been influenced by the entry into force, in 

September 2020, of the government’s Digital School Programme, which was implemented 

early because of the COVID-19 pandemic.  

The growth in mobile Internet access through 2Q2020 was associated with the increase in 

mobile phone Internet access, namely when integrated in bundled offers, the widespread 

uptake of smartphones and the development of mobile apps. 

3.4.2. Residential penetration of IAS 

According to the Survey on Household Use of Information and Communication Technologies 

by Statistics Portugal (INE), in 2020, the level of penetration of IAS among households was 

84.5%, up 3.6 p.p. year-over-year, the highest annual increase since 2016. 

From an individual standpoint, around 78% of individuals said they had used the Internet in 

the previous three months in 2020 (3 p.p. higher than in 2019). Portugal was 21st in the EU27 

ranking (9 p.p. below the European average). 

3.4.3. IAS availability 

According to information collected from service providers, the maximum theoretical download 

speeds provided by residential fixed broadband offers (FB) in 2020 ranged from 256 Kbps to 

1 Gbps16.  

The average download speed increased 30.2% compared to 2019, reaching 154 Mbps (118 

Mbps in the previous year). Around 89.2% of residential FB subscribers had download speeds 

of 30 Mbps or higher (80.6% in the previous year), while 81.9% had speeds of at least 100 

Mbps (73.8% in 2019). 

                                                                 
15 The amount is identical to the variation occurred. It is not an error. 

16 These are the maximum theoretical speeds announced by providers. It does not include add-ons. 
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3.4.4. Use of OTT services 

The COVID-19 pandemic changed the behaviour of Internet users, contributing towards solid 

growth in over-the-top (OTT) services, primarily voice and video calls, videostreaming on 

demand, communication with instructors via a website, attendance of online courses and the 

purchasing of products online. 

In 2020, 70% of Internet users made voice or video calls via Internet, the highest annual 

increase since this information has been collected (up 17 p.p.). Portugal surpassed the EU27 

average (up 1 p.p.), ranked 18th in the use of these types of services.  

Instant messaging was used by 90% of Internet users. The degree of use of these types of 

applications in Portugal was 12 p.p. above the EU27 average, ranked sixth.  

Around 34% of Internet users subscribed to videostreaming on demand services in 2020 (20 

p.p. higher than in 2018), with Portugal ranked 14th among the EU27. 

When considering all individuals (and not only Internet users), the above-mentioned services’ 

penetration in Portugal does not compare so well with the European average, since it would 

be 26% in 2020 (16 p.p. higher than in 2019), ranking Portugal 15th among the EU27. 

Participation in social networks, online music, Internet banking and watching shared videos 

were some of the other services with participation levels exceeding 50% among Internet users 

in Portugal (Figure 7). The use of social networks, online games, online music, online 

television and online courses in Portugal was higher than the EU27 average. Watching videos, 

Internet banking and e-commerce were more popular in the EU27 than in Portugal. 
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Figure 7 – Use of other OTT services by Internet users 

 
Unit %. 
Source: European Commission, Information and Communication Technologies in Households and by Individuals (2016, 2020). 
Note: Individuals aged 16-74 who used the Internet in the first three months of the year. 

3.4.5. Use of IoT equipment 

In 2020, 30.1% of Internet users in Portugal had some form of personal equipment with 

Internet access, higher than the EU27 average, while 19.0% had some form of domestic 

equipment with an Internet connection. When considering all individuals (and not only Internet 

users), these figures would be 23.6% and 14.8%, respectively.  

The personal equipment analysed includes intelligent watches, fitness bands, glasses or 

headphones, GPS equipment, clothing, footwear and accessories (23.8% of Internet users), 

vehicles equipped by the manufacturer with a wireless Internet connection (8.6%) and 

equipment connected to the Internet for medical and health care (7.2%). 

The domestic equipment analysed included virtual assistants (9.7% of Internet users), security 

solutions (6.6%), household appliances (5.6%) and home energy management equipment 

(5.1%). 

Along these lines, around 13% of Portuguese companies with 10 or more employees used 

interconnected systems or devices that could be monitored or controlled remotely via Internet. 

Portugal was 5 p.p. below the EU27 average in this indicator. 
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3.5. Disclosure of the application of the TSM Regulation 

In disclosing the application of the TSM Regulation, it is important to note the publication of 

Decree Law no. 49/2020 of 04/08/202017 which, among other aspects, established the penalty 

scheme applicable to the breach of net neutrality rules. This Decree Law has also been 

published at ANACOM’s website18. 

In this regard, it should also be mentioned that ANACOM approved, by decision of 26/06/2020, 

the annual report on the application of Articles 3 and 4 of the TSM Regulation, which comprises 

the monitoring and supervisory activities carried out by this Authority from 01/05/2019 to 

30/04/2020. 

3.6. Monitoring and supervision in the context of the COVID-19 pandemic 

During the COVID-19 pandemic, a State of Emergency was decreed in Portugal on 

18/03/2020, followed by several renewals. As a result, various temporary exceptional 

measures were taken in response to the pandemic. Decree Law no. 10-D/2020 of 

23/03/202019 is one example of the measures taken for the electronic communications sector 

to ensure the proper functioning of networks and uninterrupted provision of critical services, 

remaining in force until August 202020. 

However, in view of the rise in the number of new COVID-19 cases in early 2021, the 

government re-established a set of response measures to the pandemic, reinstating solutions 

previously adopted at the time of the first wave in 2020. Measures involving the electronic 

communications sector are laid out in Decree Law no. 14-A/2021 of 12/02/202121, generally 

reflecting the measures previously introduced in March 2020. It follows from this Decree-Law 

that exceptional traffic management measures can be applied, provided that they are strictly 

necessary and only to ensure the objectives of this Decree Law, and should be disclosed to 

the government and to ANACOM prior to their implementation. 

                                                                 
17 Decree Law available at https://data.dre.pt/eli/dec-lei/49/2020/08/04/p/dre. 

18 Detail available at https://www.anacom.pt/render.jsp?contentId=1555261. 

19 Decree available at https://dre.pt/pesquisa/-/search/130602979/details/maximized. 

20 On 07/08/2020, Decree Law no. 51/2020 was published, revoking Decree Law no. 10-D/2020 of 23/03/2020. 
21 Decree Law available at https://data.dre.pt/eli/dec-lei/14-A/2021/02/12/p/dre. 

https://data.dre.pt/eli/dec-lei/49/2020/08/04/p/dre
https://www.anacom.pt/render.jsp?contentId=1555261
https://dre.pt/pesquisa/-/search/130602979/details/maximized
https://data.dre.pt/eli/dec-lei/14-A/2021/02/12/p/dre
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In this context, ANACOM has monitored the various government measures adopted for the 

sector, offering contributions whenever requested. 

ANACOM has also overseen the measures adopted by PSAIs in response to these 

circumstances, not only by monitoring their websites, but also by sending periodic information 

requests. The frequency of information requests gradually decreased as the pandemic 

situation improved, ending in late May 2020, except for data on traffic trends that providers 

had to continue to send. 

The information collected shows a major increase in data traffic compared to the pre-COVID-

19 period, especially fixed data traffic, which accounted for around 95% of all data traffic. 

Figure 8 – Evolution of data traffic between February 2020 and April 2021 

 
Source: ANACOM. 
Unit: TB. 

As can be seen in (Figure 8), in the week in which the first State of Emergency was decreed 

(19/03/2020), there was a peak in weekly fixed data traffic, reaching 29 Petabytes per day, 

67% higher than the pre-COVID-19 period. After this time, a downward trend began, which 

ended in the week of 12/07/2020, at which time data traffic was still 27% higher than the pre-

pandemic period, with a new upward trend beginning afterward.  

With the entry into force of the State of Contingency on 15/09/2020, followed by the State of 

Calamity on 15/10/2020, there was a new acceleration in data traffic, with higher additional 

growth (1.6% more per week). Following a second wave of the pandemic and the entry into 

force of the second State of Emergency on 09/11/2020, there were two peaks in fixed data 
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traffic during weeks of public holidays and days off (weeks ending on 06/12/2020 and 

13/12/2020). With the re-establishment of the general obligation of home confinement, a 

historical record occurred in the week of 07/02/2021. At the initial end of the lockdown on 

15/03/2021, fixed data traffic again decreased to around 16% lower than the week of 

07/03/2021 in late April. 

This traffic increase stemmed from changed behaviours in the use of IAS due to the COVID-

19 pandemic. The average fixed data traffic per access increased 55.0% in 2020 compared 

to 201922, reaching 226 GB in the fourth quarter of 2020. In the first quarter of 2021, average 

monthly traffic per access grew 61.8% year-over-year, reaching 260 GB, a new historical 

record. 

It is estimated that the pandemic caused an increase of 43.4% in average fixed data traffic per 

access in 2Q2020, of 25.8% in 3Q2020 and of 40.2% in 4Q2020, compared to the previous 

trend. On average, the specific effect of the pandemic on this type of traffic was 36.3% in 2020. 

If the pandemic had not occurred, it is estimated that growth in average fixed data traffic per 

access would have been 19.3%23 compared to 2019. In 1Q2021, the impact of the COVID-19 

pandemic was 54% compared to the previous trend. If the pandemic had not occurred, it is 

estimated that average fixed data traffic per access would have grown 22% year-over-year. 

Mobile data traffic, which accounts for around 5% of all data traffic, also saw a growth trend, 

although much more moderate. The maximum occurred during the summertime, as occurs 

historically, corresponding to most of the State of Alert period. 

Despite the increase recorded in data traffic, the PSAI did not report any significant problems 

of network congestion. Even so, various providers adopted measures to strengthen their 

network capacity at some points of the country. Notwithstanding the above, the providers 

indicated not having implemented exceptional traffic management measures. 

It should also be noted that, despite the circumstances, 2020 was marked by a significant 

reduction in the total number of security incidents notified to ANACOM by electronic 

                                                                 
22 In the previous five years it had grown 23% per year on average. 

23 Note that the COVID-19 effect cannot be obtained by the difference between the actual variation in 2020, on the one hand, and 

the estimated variation without the pandemic, on the other. In fact, these amounts are calculated as variations in relation to 2019, 

while the estimated COVID-19 effect is a variation vis-à-vis what would have occurred in 2020 if the pandemic had not occurred. 
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communications network and service companies: 64 security incidents, corresponding to 20% 

below the previous year and the lowest number since 2015. Of all of the incidents notified in 

2020, it was concluded that 59% were due to a failure to supply good or services by external 

entity24. Also of note were occurrences due to accident/natural disaster (22%), 

hardware/software failure and maintenance (16%) and malicious attacks (3%). Fixed 

telephony was the most affected service, with 88% of all security incidents received; this was 

followed by mobile telephony, at 70%; and mobile Internet, with 33% of all security incidents25. 

Within the scope of monitoring the COVID-19 pandemic, ANACOM continued to analyse the 

results of IAS speed tests in fixed residential accesses and mobile accesses by NET.mede 

users (via browser). Generally speaking, there was a sharp rise in the average daily number 

of tests due to the pandemic, with a notable decrease in the number of tests on weekends and 

holidays. The results were published regularly at ANACOM’s website through early July 

202026. 

Despite the significant rise in the volume of complaints in the electronic communications 

sector, as explained in section 3.2, Internet access speed was not among the more frequently 

cited issues, although it was 2 p.p. higher in 2020 than in 2019, reflecting the increased use 

of electronic communications services due to the effects of the COVID-19 pandemic. 

In this context, ANACOM took various measures to protect consumers and the general public, 

namely: 

• Launch, on 11/05/2020, of an area dedicated exclusively to the impact of the COVID-

19 pandemic on the communications sector27, updated regularly and containing useful 

consumer information on exceptional measures approved by the government, 

parliament and service providers.  

                                                                 
24 Namely failures in the supply of electricity or breakdowns in leased lines. 

25 Detail available in the “Report on security breaches or loss of integrity (2020)”, published by ANACOM on 20/04/2021. This 

report is available at https://www.anacom.pt/render.jsp?contentId=1617502. 

26 The last report is available at https://www.anacom.pt/render.jsp?contentId=1547181. 

27 Available at https://www.anacom-consumidor.pt/covid-19. 

https://www.anacom.pt/render.jsp?contentId=1617502
https://www.anacom.pt/render.jsp?contentId=1547181
https://www.anacom-consumidor.pt/covid-19


  

 

  33/35 

 

• Regular updating of the practical guide “Everything you need to know about 

communications during the COVID-19 pandemic”28, published in May 2020, aimed at 

clearly answering the main questions of communications consumers under the current 

exceptional circumstances of the COVID-19 pandemic. 

• Publication, on 22/12/2020, of a review of the application of protective measures for 

electronic communications customers within the scope of the COVID-19 pandemic29. 

• Assignment, on 03/02/2021, of the right of use of the short number 2424 to the Shared 

Services of the Ministry of Health (SPMS) to be used exclusively for sending short 

messages (SMS) to the population in the context of the implementation of the national 

plan of vaccination against COVID-19, including the sending of medical prescriptions 

and scheduling of appointments during that period30. 

• Republication, on 05/02/2021, of information published in March 2020 on best 

practices for using electronic communications networks and services31. 

• Publication of alert at ANACOM’s website, on 12.02.2021, about increased fraud and 

cyberattacks related to COVID-19 and32. 

• Publication, on 11/03/2021, of a report on the impact of the COVID-19 pandemic on 

the use of communications services33. 

As reported in the previous annual report, this new reality gave rise to a regular exchange of 

information with other National Regulatory Authorities, under the coordination of BEREC, as 

well as other Portuguese regulatory authorities. 

                                                                 
28 Available at https://online.fliphtml5.com/rchw/qfqf/#p=1.  

29 Detail available at https://www.anacom.pt/render.jsp?contentId=1593081. 

30 Detail available at https://www.anacom.pt/render.jsp?contentId=1602139. 

31 Detail available at https://www.anacom-consumidor.pt/-/covid-19-boas-praticas-para-uma-utilizacao-eficiente-da-internet. 

32 Detail available at https://www.anacom.pt/render.jsp?contentId=1602689. 

33 Report available at https://www.anacom.pt/render.jsp?contentId=1603793. 

https://online.fliphtml5.com/rchw/qfqf/#p=1
https://www.anacom.pt/render.jsp?contentId=1593081
https://www.anacom.pt/render.jsp?contentId=1602139
https://www.anacom-consumidor.pt/-/covid-19-boas-praticas-para-uma-utilizacao-eficiente-da-internet
https://www.anacom.pt/render.jsp?contentId=1602689
https://www.anacom.pt/render.jsp?contentId=1603793
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4. Main conclusions 

During the period between May 2020 and the end of April 2021, ANACOM continued to 

perform its monitoring and supervisory role with regard to net neutrality, seeking to ensure 

compliance with the provisions laid down in articles 3 and 4 of the TSM Regulation.  

The activities carried out included an ongoing analysis of zero-rating and similar offers, 

focusing on their potential impact on the rights of end-users pursuant to Article 3 (1) of the 

TSM Regulation. 

In addition, it is important to note that work was completed to change the information published 

in the contracts of PSAIs with the strongest presence in the market, in the wake of changes 

which, in the previous period, had been previously added to their websites concerning IAS 

transmission speeds. This process – which began in May 2019 and extended throughout 

2020, requiring continuous monitoring on the part of ANACOM and ensuing interactions with 

the PSAIs – created more transparency in the information published by PSAIs with regard to 

net neutrality. A similar process was also launched for information on transmission speeds 

published at the websites of smaller PSAIs. Although various companies have already made 

changes to their websites, the process is still underway. 

Also of note was the truly significant increase in the use of NET.mede, together with the 

development of a specific tool in 2020 – NET.mede escolas – to evaluate the quality of MBB 

at academic establishments, an initiative developed at the request of the government which 

also included the Autonomous Regions of the Azores and Madeira. 

Over the entire reporting period, ANACOM continued to publish studies evaluating the 

performance of mobile services and coverage, intended to characterise the user experience 

as regards the accessibility, retention and integrity of services in the different regions. 

In this period, which was strongly marked by the COVID-19 pandemic, ANACOM not only 

reinforced monitoring of the sector, staying in close tune with measures taken by providers 

and by the government, but also adopted various measures aimed at promoting greater 

transparency and bolstering consumer protection. 
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