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J.D. Power and Associates Reports:
As Canadian Smartphone Penetration I ncreases, Carriers Adapt Their Wireless Offerings

SaskTel and Koodoo Mobile Rank Highest in Wirel€asrier Customer Satisfaction

TORONTO: 10 May 2012 — More than one-half (54%) of wireless customer€amada currently own a
smartphone, up from 36 percent in 2011, accordirthe J.D Power and Associates 2012 Canadian \Wérele
Total Ownership Experience Studyreleased today.

The study examingserceptions of wireless customevith their service, mobile phone (for both traaiital
mobile phones and smartphone devices) and refadrence. Satisfaction is measured in seven faatets/ork
quality; cost of service; account management; offgr and promotions; customer service; handsetsales
process. Carriers are ranked in two segmentsséullice and stand-alone providers, which are diffeated by
the range of products and services offered, asasgethe ability of customers to bundle wirelessises with
other offerings.

While more customers use smartphones in 2012, cadpath 2011, the study finds that the brands gedgct
are shifting. Among smartphone owners in this st@®ypercent of their devices are Blackberry, dénom 42
percent in 2011. Apple (30%) and Samsung (13%) kach increased their share by 4 percentage foins
2011.

“Wireless customers are trying to get more ouhefrtsmartphones with mobile apps and multipleufiesst not
available on traditional phones, which is key tplaming the shift to smartphones,” said Adrian @fuaccount
director at J.D. Power and Associates. “As custemegrate to these devices, not only do they hamem
opportunities to access a broader set of capasilibut also carriers have a greater opportunitgapitalize on
selling additional data plans and features to stghe variety of tasks smartphones can perform.”

The study finds that overall wireless satisfactivn@012 has improved by 37 index points to 6854dn000-
point scale), up from 648 in 2011. This increagerisarily due to significant satisfaction increase cost of
service (+51 points), as well as in account manageand offerings and promotions (+38 points each).

Despite the additional customer investment and higispending often associated with smartphonesgperted
average monthly spend remains steady at nearly Bi&nwhile, satisfaction levels with service castsong
wireless customers purchasing new, switching oragigg their existing mobile phone in the past six
months havectually risen to 707, compared to 690 in 2011.

“Carriers have clearly responded to this mainstiagrand increased competition by providing moret-cos
effective offerings that demonstrate superior vétweoth full-service and stand-alone customesajti Chung.
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Study findings also indicate carriers are improvognmunications to provide customers with billinarity that
enables them to better manage their accountsniie sases, this is achieved through unlimited datasp
Overall satisfaction among customers with unlimitiadia plans (733) is higher than among customdtstiered
plans (700). While penetration for unlimited dakans remains low (12%), 31% of wireless customedgcate a
preference for this type of plan.

“Customers prefer the monthly bill predictabilitf unlimited plans. With the proliferation of apmigons, Web
browsing and streaming, unlimited plans can accodateocustomers’ increased data demands, whichda®vi
them with greater usage flexibility,” said Chung.

Wireless Carrier Rankings

SaskTel ranks highest in customer satisfaction gnflirservice carriers with a score of 699 and@ens
particularly well in network quality; offerings aqfomotions; and customer service. Telus Mobil@93)
follows in the full-service rankings.

Koodo Mobile ranks highest in customer satisfactiomong stand-alone carriers with a score of 75@, an
performs particularly well in cost of service arfteangs and promotions. PC Mobile (730) and Virjobile
(725) follow in the rankings.

The 2012 study also finds that, on average, wisateistomers:
* Send and receive 26 texts in a 48-hour span, up 195 in 2011
» Conduct nine incoming/outgoing calls in a 48-hquarg down from 10 in 2011
* Have used the same device for more than 20 mamphfspm 18 months in 2011
* Experience hold time of 6.7 minutes before speatorgrepresentative via the carrier’s call centre

The 2012 study also finds that, on average, smanglustomers:
* Spends $3.20 per month on apps
» Use an average of 3.7 apps per week
» Choose text messages as the preferred communicagans (47%)

The 2012 Canadian Wireless Total Ownership Expeeetudy is based on responses from 14,000 mdidieep
customers. The study was fielded in October 20HiMarch 2012.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing forecasting, performance improseinsocial media and customer satisfaction insightl
solutions. The company’s quality and satisfactimasurements are based on responses from millions o
consumers annually. For more information on caleres and ratings, car insurance, health insurazetephone
ratings, and more, please vidibPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill
Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, i@ntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgtablearning and education services worldwideQdaw-
Hill Financial's leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and dates. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@woffices in 40 countries. Additional informatics
available ahttp://www.mcgraw-hill.com/

M edia Relations Contacts:



Gal Wilder; Cohn & Wolfe; Toronto, Ontario; (41624-5700;gal.wilder@cohnwolfe.ca
Samanta Eng; Cohn & Wolfe; Toronto, Ontario (6459-3290;samantha.eng@cohnwolfe.ca
John Tews; J.D. Power and Associates; Troy, M({@48) 312-4119media.relations@jdpa.com

No advertising or other promotional use can be nwdie information in this release without the esgs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate
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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 2012 Canadian Wireless Total Ownership
Experience 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/faqs. 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 2012 Canadian Wireless Total Ownership
Experience 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/faqs. 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.



