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J.D. Power and Associates Reports:
As Network Performance Improves, Differentiator among Telecommunications Providers for
Business Customers Shifts to People

Cox, Optimum Business and Verizon Rank Highest in Satisfying Business Customers with Telecommunications
Data Services

WESTLAKE VILLAGE, Calif.: 19 May 2011 — As the network outage performance gap narrows among
major providers in the telecommunications industry, the proficiency of account teams and customer service
representatives has emerged as a key differentiator in customer satisfaction, according to the J.D. Power and
Associates 2011 U.S. Major Provider Business Telecommunications Study*™ — Data Services, released today.

For a second consecutive year, the industry average for short- and long-duration outages has declined
significantly. The average number of short-duration outages (lasting less than five minutes) experienced by
customers during the past six months has decreased by more than 22 percent, to 4.6 incidents in 2011 from 5.9 in
2010. The average number of extended outages (greater than five minutes) has dipped more than 24 percent in the
same period to 1.9 incidents in 2011, from 2.5 in 2010.

Consequently, performance-related issues are not among the top reasons customers would consider switching
providers in 2011. However, the study finds that the greatest differences in satisfaction between customers who
intend to switch and those who intend to stay with their current provider revolve around the empathy and
responsiveness of account executives and customer service representatives.

“As annual improvements in network performance continue, empathy-related attributes, such as concern for
customers’ needs, have materialized as elements that can make or break a service provider,” said Frank Perazzini,
director of telecommunications at J.D. Power and Associates. “All service providers have pushed a percentage of
their customer support to Web-based applications, and rightly so, as their customers have largely embraced this
channel. However, when a customer’s business is in peril due to a telecommunications problem, they want to
connect with a service representative who understands the critical nature of their situation and will act
immediately.”

Among large enterprise businesses, the study finds early signs of economic optimism, with 53 percent forecasting
growth in 2011, compared with 47 percent in 2010. This optimism has manifested itself in the number of large
enterprise businesses that say they plan to add data lines in 2011—33 percent, compared with 30 percent in 2010.
Small/midsize businesses are collectively more conservative, with 46 percent forecasting growth in 2011. Home-
based businesses are the least optimistic, with 36 percent predicting growth in their businesses in 2011.

The study also finds that electronic billing has a strong effect on overall carrier satisfaction. Among customers
who rate their provider a 10 on a 10-point scale, 63 percent indicate they use online billing systems, while those
who rate their provider a 4 or lower are 10 percent less likely to use electronic billing. Satisfaction with the billing
experience averages 715 (on a 1,000-point scale) among customers who report utilizing the online billing feature,
compared with only 643 points otherwise.
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The study measures customer satisfaction with providers of telecommunications data services, such as cable
modem, DSL, T1, T3/DS3, Ethernet and frame relay. Providers are ranked in three segments: home-based
businesses (companies based in a residential location with one to five employees); small/midsize businesses
(companies with two to 499 employees); and large enterprise businesses (companies with 500 or more employees).

Five factors are used to measure satisfaction across all three segments: performance and reliability; billing; cost of
service; offerings and promotions; and customer service. A sixth factor—sales representatives/account
executives—is included for small/midsize businesses and large enterprise businesses.

With an index score of 632, Cox Communications ranks highest in the home-based business segment. Cox
performs particularly well in the cost of service and performance and reliability factors. Optimum Business (631)
and Verizon (624) follow in the segment rankings.

Optimum Business by Cablevision ranks highest in the small/midsize business segment with a score of 681, and
performs particularly well in five of the six factors driving satisfaction: sales representatives/account executives;
cost of service; performance and reliability; offerings and promotions; and customer service. Cox follows
Optimum Business in the segment rankings with a score of 656, and Comcast ranks third with 631.

In the large enterprise business segment, Verizon ranks highest in customer satisfaction with a score of 698, and
performs particularly well in all six factors: performance and reliability; sales representatives/account executives;
customer service; cost of service; billing and offerings; and promotions. AT&T follows Verizon in the segment
rankings with a score of 653.

The 2011 U.S. Major Provider Business Telecommunications Study is based on responses from 5,928 business
customers of telecommunications data services at home-based, small/midsize and large enterprise businesses in
the United States and includes evaluations of their data service providers. The study was fielded in November
2010 and February 2011. Visit the J.D. Power Business Center for additional information on J.D. Power’s
telecommunications research.

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 Relations 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. www.jdpower.com/corporate
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Customer Satisfaction Index Ranking
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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. Major Provider Business
Telecommunications StudyS™ 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.



J.D. Power and Associates
2011 U.S. Major Provider Business
Telecommunications StudysSM — Data Services

Customer Satisfaction Index Ranking
Small/Midsize Business Segment

(Based on a 1,000-point scale)

JDPower.com
Power Circle Ratings™

500 600 700 for consumers:
Optimum
Business/Optimum 681 SoS0S
Lightpath
CQX . 656 bl
Communications e

Comcast 631 YOI
Qwest 622 dII
Small/Midsize
Business Segment QIdD
Average

AT&T 612 PIP

Verizon 609 Jdd

Time Warner Cable 602 W

Power Circle Ratings Legend
Q000 Among the best
QOCQQ Betfer than most
Source: J.D. Power and Associates 2011 U.S. Major Provider Business Q0G0 O Aboul average
Telecommunications Studys"’I QQOCCO 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. Major Provider Business
Telecommunications StudySM 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 study but not ranked due to small sample size is Qwest.

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. Major Provider Business
Telecommunications StudySM 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.



