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J.D. Power and Associates Reports:
Rising Network Quality Issues Prompt a Higher Number of Callsamong Wireless Business Customers
To Report Problems

Verizon Wireless Ranks Highest in Both Businesst@usr Satisfaction in Two Segments

WESTLAKE VILLAGE, Calif.: 26 April 2012 —Wireless network quality issues are causing mogriess
customers to call their carrier to report probleand ask questions, according to the J.D. PoweAsrdciates
2012 U.S. Business Wireless Satisfaction Stlldgleased today.

Now in its eighth year, the study measures theallvsatisfaction offery small segment business customers
(companies with between one and 19 employees,anétirporate service plan) asdhall/medium segment
business custome(sompanies with between 20 and 499 employees)tihvtin wireless voice and data services
across six key factors. In order of importancey thie: performance and reliability (29%); sales
representatives/account executives (18%); costrofce (18%); offerings and promotions (14%); bidfi(12%);
and customer service (8%).

In the past six-month period, 83 percent of allibhess wireless customers have contacted theirrduregrier
with a problem or a question, an increase fromét@gnt in 2011. The primary cause for the incréageoblems
or questions is due to a rise in the number of eygd complaints regarding network quality issuestiqularly
connection issues such as dropped/disconnectedacal| Internet/email failures.

Among customers contacting their carrier with agbem, 27 percent of small/medium segment business
customers have reported problems with dropped/disected calls, compared with only 19 percent in1264 30
percent increase, year over year. In addition,ek8gnt of small/medium segment business custonases h
reported issues with Internet/email failure, whmearly double the rate in 2011 (10%). One ofkie
differences in the increase in network quality &ssis that business customers have higher numbemsployees
using data-related services plans, especially bed broadband offerings. Overall, the rate diadiness
segments using data plans has increased to 82hpar@012 from 67percent in 2011. In fact, 27 petoof
business customers indicate they have subscribedbie broadband data plans this year.

“It's clear that the need for business customengjleyees to stay connected for day-to-day busiaesgties
has risen considerably over the years,” said KaksBns, senior director of wireless services atBdwer and
Associates. “The ability for those employees tg stannected and productive while traveling, comngitr
otherwise out of the office provides a competithielvantage over those businesses whose employeestatgle
to stay connected or otherwise be as productive.”

Meeting or exceeding the service expectations sin@ss customers is critical. Among business custemho

experience network connection issues, the percemtbinose who will most likely switch providerstie next
12 months is nearly three times higher than théysawverage (34% vs. 12%, respectively).
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“Due to varying degrees of consistency in overatiwvork performance, it’s critical that wirelessreans continue
to invest in addressing both the voice quality dath connection-related issues that business castarontinue
to experience,” said Parsons.

4G IsMaking Inroads, but Performance and Reliability Hamper I mpact

The 4G technology that allows faster download guldad connectivity speeds is making its way intsibesses,
with more than one-half (52%) of business custorhaxsng at least one device that operates on aet@onk.
However, satisfaction with performance and religbis lower among business customers with 4G cotiviey
(708 vs. 722 on a 1,000-point scale).

“As more business customers leverage a high-sp8etefwork, more are reporting issues with its penémce.
These reported performance issues highlight thatet@orks are still new and being introduced inkats
throughout the country. In some cases, the netigankt even available in the business’ area,” Baisons.
“Carriers have a challenge in stabilizing and exiyam the network to help improve the overall expece for
their growing 4G customer base.”

Business Wireless Customer Satisfaction Results

In both the very small and small/medium businegsmeats, Verizon Wireless ranks highest in customer
satisfaction and performs particularly well in merhance/reliability and offerings/promotions. Spiand
T-Mobile closely follow Verizon Wireless in bothdtvery small business and small/medium businesaeg.

The study also finds the following key businesseless usage patterns:

* In 2012, 33 percent of business customers havéased handsets for their employees, but allow tieem
choose from a selected group of models, compardd @i percent in 2010.

» Just 8 percent of business customers have expedenacbile security issues within the past six menth
The study finds little additional negative impaatrmobile security when businesses policies allow
employees to use their personal device.

The 2012 U.S. Business Wireless Satisfaction Sisidased on responses from wireless service daeaisakers
at more than 2,758 U.S. businesses. The studyielded between October 2011 and February 2012.

For more information on customer satisfaction wiiteless service, wireless retail sales, cell phuaredsets,
customer care, prepaid wireless service and businesless service, please visit JDPower.com.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadlia and customer satisfaction insights and saistio
The company'’s quality and satisfaction measurenagt®ased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insuranceell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content andhbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
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 éiases. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available atttp://www.mcgraw-hill.com/




J.D. Power and Associates M edia Relations Contacts:
John Tews; Troy, Mich.; (248) 680-6218edia.relations@jdpa.com

Syvetril Perryman; Westlake Village, Calif.; (808)8-8103media.relations@jdpa.com

No advertising or other promotional use can be nmdke information in this release without the eqs prior written
consent of J.D. Power and Associateaw.jdpower.com/corporate
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J.D. Power and Associates
2012 Business Wireless Satisfaction Study™

Overall Business Wireless Index Rankings

Small/Midsize Business Segment
(Based on a 1,000-point scale)

JDPower.com
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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 Business Wireless
Satisfaction StudyS™ as the source. Rankings are based on numerical scores and not necessarily on statistical
significance. No advertising or other promotional use can be made of the information in this release or J.D. Power
and Associates study results without the express prior written consent of J.D. Power and Associates.



J.D. Power and Associates
2012 Business Wireless Satisfaction Study™

Overall Business Wireless Index Rankings

Very Small Business Segment
(Based on a 1,000-point scale)
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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 Business Wireless
Satisfaction StudyS™ as the source. Rankings are based on numerical scores and not necessarily on statistical
significance. No advertising or other promotional use can be made of the information in this release or J.D. Power
and Associates study results without the express prior written consent of J.D. Power and Associates.



