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J.D. Power and Associates Reports:
Overall Wireless Call Quality Momentum Halts Due to Shifts in Wireless Call and Data Usage Patterns

Verizon Wireless Ranks Highest in Wireless Call Quality Performance in Five Regions!

WESTLAKE VILLAGE, Calif.: 3 March 2011 — Shifts in wireless phone usage, including smartphone and
texting use, as well as an increase in the percentage of wireless calls being made and received inside buildings,
has led to a halt in overall call quality improvement, according to the J.D. Power and Associates U.S. 2011
Wireless Call Quality Performance Study*—Volume 1 released today.

The semiannual study measures wireless call quality based on seven problem areas that impact overall carrier
performance: dropped calls; static/interference; failed call connection on the first try; voice distortion; echoes; no
immediate voicemail notification; and no immediate text message notification. Call quality issues are measured as
problems per 100 (PP100) calls, where a lower score reflects fewer problems and higher call quality. Call quality
performance is examined in six regions: Northeast; Mid-Atlantic; Southeast; North Central; Southwest; and West.

The study finds the percentage of wireless calls made indoors has increased considerably during the past eight
years—to an average of 56 percent in 2011 from 40 percent in 2003. During this time frame, the proportion of
wireless calls made from homes increased most notably, averaging 35 percent in 2011, compared with 25 percent
in 2003. Among wireless calls made outside of buildings, the greatest decrease has occurred among calls made in
vehicles, which has declined to 20 percent in 2011 from 37 percent in 2003. Typically, wireless calls placed
indoors result in slightly more problems, on average, than calls placed outdoors.

However, among wireless customers who use data-intensive devices such as smartphones or who have high
texting activity, problem rates are higher than the industry average. Problem rates among users of smartphones
average 13 PP100, while problem rates average 14 PP100 among heavy texters. These shifts in usage patterns
have slowed the historic improvement in call quality, which steadily improved between 2003 and 2009. However,
during the past two years, there has not been a significant change in overall call quality performance across the
industry.

“The performance gap has definitely lessened between indoor and outdoor calls, and the increase in frequency of
calls placed indoors suggests that many customers today are quite confident in their carrier’s wireless network,”
said Kirk Parsons, senior director of wireless services at J.D. Power and Associates.

According to Parsons, as this trend continues, it will be critical for wireless carriers to improve coverage for
indoor locations. Additionally, increased adoption of smartphones and wireless tablets may continue to
compromise the quality of network service, with connection issues holding particularly high potential for
problems.

! Verizon Wireless ranks highest in the Northeast, Southeast, Southwest and West regions, and also ranks highest in the Mid-
Atlantic region, in a tie with AT&T.
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For a 13th consecutive reporting period, Verizon Wireless ranks highest in the Northeast region. Verizon Wireless
achieves fewer customer-reported problems with dropped calls, initial connections and interference, compared
with the regional averages. Verizon Wireless also ranks highest in the Southeast, Southwest and West regions,
and ranks highest in the Mid-Atlantic region, in a tie with AT&T.

In the North Central region, U.S. Cellular ranks highest for a 11th consecutive reporting period. Compared with
the regional average, U.S. Cellular has fewer customer-reported problems with dropped calls, failed initial
connections, interference and delayed notification of text messages.

Additional study findings include:

o Wireless usage patterns continue to evolve, as fewer calls are being made or received and customers are
using their devices more often for text messaging, which increasingly is the preferred method for
communication. The study finds that wireless customers receive 161 text message notifications per month,
on average—17 more than six months ago (144) and nearly 65 percent more than just two years ago (98).

e PP100 scores continue to be higher among smartphone customers than among traditional handset
customers—13PP100 vs. 11PP100. However, problem rates for traditional handsets have risen, compared
with those reported six months ago (an increase of 9 PP100, on average).

e Among the top 27 U.S. markets, average PP100 scores are lowest among wireless customers in the
Cincinnati and Pittsburgh metro areas (6 PP100), and highest among wireless customers in the
Washington, D.C. metro area (18 PP100).

The 2011 Wireless Call Quality Performance Study—\Volume 1 is based on responses from 26,019 wireless
customers. The study was fielded between July and December 2010.

For more information on customer satisfaction with wireless service, wireless retail sales, cell phone handsets,
customer care, prepaid wireless service and business wireless service, please visit JDPower.com.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services
company providing forecasting, performance improvement, social media and customer satisfaction insights and
solutions. The company’s quality and satisfaction measurements are based on responses from millions of
consumers annually. For more information on car reviews and ratings, car insurance, health insurance, cell phone
ratings, and more, please visit JDPower.com. J.D. Power and Associates is a business unit of The McGraw-Hill
Companies.

About The McGraw-Hill Companies

Founded in 1888, The McGraw-Hill Companies is a leading global financial information and education company
that helps professionals and students succeed in the Knowledge Economy. Leading brands include Standard &
Poor’s, McGraw-Hill Education, Platts energy information services and J.D. Power and Associates. The
Corporation has approximately 21,000 employees with more than 280 offices in 40 countries. Sales in 2010 were
$6.2 billion. Additional information is available at http://www.mcgraw-hill.com.

J.D. Power and Associates Media Contacts:
John Tews; Troy, Mich.; (248) 312-4119; media.relations@jdpa.com
Syvetril Perryman; Westlake Village, Calif.; (805) 418-8103; media.relations@jdpa.com

No advertising or other promotional use can be made of the information in this release without the express prior
written consent of J.D. Power and Associates.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2011 U.S. Wireless Call Quality Performance
StudySM—Volume 1 as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written

consent of J.D. Power and Associates.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2011 U.S. Wireless Call Quality Performance
StudySM—Volume 1 as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written

consent of J.D. Power and Associates.
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Included in the Southeast Region are: Alabama, Florida, Georgia, Kentucky,
Louisiana, Mississippi, North Carolina, South Carolina and Tennessee.

Source: J.D. Power and Associates 2011 Wireless Call Quality Performance
StudySM-Volume 1

Power Circle Ratings Legend
QOOOO Amang the bast
Q0O0CQ Bsler ihan mosi
Qo000 Aboul average
QOCOO The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2011 U.S. Wireless Call Quality Performance
StudySM—Volume 1 as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written

consent of J.D. Power and Associates.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2011 U.S. Wireless Call Quality Performance
StudySM—Volume 1 as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written
consent of J.D. Power and Associates.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2011 U.S. Wireless Call Quality Performance
StudySM—Volume 1 as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written

consent of J.D. Power and Associates.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2011 U.S. Wireless Call Quality Performance
StudySM—Volume 1 as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written

consent of J.D. Power and Associates.



