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Methodology

1.  These findings are based on online surveys
administered in January 2023.

2. Primary objectives are to understand
satisfaction and usage trends of rural
broadband and video consumers.

3. Intotal, 841 rural US residents participated
(MOE +/- 3.4%). A leading research panel
company provided the sample.

4. The survey instruments were written by Pivot
with input, collaboration, and additional
guestions provided by Innovative Systems.
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Statistically Significant

Differences ‘ l

When you see an orange or grey arrow in a
chart next to a number, it means the number is,
statistically speaking, significantly higher or
lower than one or more corresponding numbers
in the same chart.

It passes the industry standard statistical
difference test at the 95% confidence level.
Meaning, if this study were repeated with
separate but similar groups of respondents, we
would expect that number to be higher, 95
times out of 100.
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Age Group - Compared to Rural America

B This Study Rural America Census
35%

30%
25%

20%

17%17% 17%16% 17%16% 17%16%

15% 12%13% 13%13%
10% 8% 9%
0%

18 to 24 25to 34 35to 44 45 to 54 55 to 64 65to 74 75 orolder
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Gender

2023

In 2022 Study:

52% Female
48% Male

50%

50%
Male

B Female
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Annual Household Income

B 2023 (n=818) m2022 (n=808) m2021 (n=752)
. 34%

50% 27%  28%
25%
25%  22%m 250, 2%
. 19% 20%
o)
. 15%  15% 205 15%
0%
10%
5%
0%

Less than $25,000 to less $50,000 to less $75,000 to less  $100,000 or
$25,000 than $50,000 than $75000 than $100,000 more
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Video




How Are You Receiving TV Service?

Q4. Which of the following describes how you receive television service in your home? (n=841)
Check all that apply.

m2023 (n=841) ®2022 (n=837) m2021(n=807)

70%
6% 1%
60%
50% 49% 46%
% 37%
40% 2%
S0 10y 25%
o)
20% 196 ’ 15% 15% 16%
0% I —
Streaming service Cable TV Satellite dish Antenna | don't receive any

television or
streaming service
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Streamers with/without Pay-TV

Q4. Which of the following describes how you receive television service in your home? (shown
are video consumption behaviors by streamers only)

B 2023 (n=532)

100%

90% 2022 (n=508)
80% m 2021 (n=392)
70% 65% 65%
60% 54%
50% 46%
40% 35% 35%
30%
20%
10%
0%
Streamers with Streamers with
NO Pay-TV service Pay-TV service
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Streamers by Age Group

Q4. Which of the following describes how you receive television service in your home?

o m

60% 559% B 18 to 34 (N=242)
35 to 54 (n=283)
50% =
457 m 55+ (n=316)
40%
[0)
30% 28% 25% 28%
o 15%
. -
0%
Streamers with NO TV service Streamers with TV service
¥/ Innovative -
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Satisfaction with TV Provider

Q5A. Please rate your overall satisfaction with your television provider. (n=415) Shown are mean ratings
based on a 1to 10 scale where 1 equals Completely dissatisfied, and 10 equals Completely satisfied.

m2023 m2022 m202]
10.0

9.0

80 78 54 75 77 55 75 S 77 95 =
7.
6.
5.
4.
3.
2.
1.0

Overall Cable Subscribers Satellite Subscribers Streamers w/ TV

O

O

O

O

(@)

O
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Drivers of High TV Satisfaction

Q5B. What has the greatest influence on your satisfaction? Check all that apply (Asked of those who
gave a rating of 8, 9, or 10 on TV Satisfaction.)

They have the specific channels we
want

We like having many channels to
choose from

Good customer service

Fair price

They offer plenty of features we like
Local company

Other
"m Innovative

Systems

T 52%
49%
T 38%

E— m 2023 (n=262)
I 1%

7™ 2022 (n=269)
— o
_40543% m 2021 (n=333)
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The Ability to Record Show (DVR or other)

Q8A. Do you currently have Digital Video Recording (DVR) or the ability to record TV programs? (n=402)
Percentage indicates those answering “Yes”

100%

90% ‘

so% 71%
70% o
60% 65% 59%
50%
40%
30%
20%

10%

0%

2023 2022 2021
V7, Innovative _
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Ability to Skip Commercials vs Lower Cost

Q8B. Which one of the following do you / would you prefer? (n=412)

17

100%
90%
80%
70%
60%
50%
40%
30%
20%

10%
0%

Ability to fast forward through

Innovative
Systems

74%

commercials

26%

Watch advertising-supported
programs that cost less (with no
ability to fast forward through
commercials)

New
question
for 2023!
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The Importance of Local Programming

Q9. How important is it for your household to have channels with local news, weather and sports? Shown are
mean ratings based on a 1to 10 scale where 1 equals Not at all important, and 10 equals Very important.

M2023 (N=415) m2022 (n=449) m2021 (n=522)

10.0 ‘ ‘

90 8.6 90 88 88
82 g0

8.0

7.0

6.0

50

40

30

20

10

¥/, Innovative Overall 18-34 35-54
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Average Monthly Spend on TV

Q10. How much is your monthly television bill, NOT including any streaming services such as Netflix, Amazon
Prime, Hulu, etc.? (n=412)

$130 $124
$120
$110
$100
$90
$80
$70
$60
$50
$40
$30
$20
$10
$0

([ movse 2023 2022 2021
[
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Average Percent of Household Sports Watching

QIl1. Approximately what percentage of your household’s television viewing is sporting events? (open
numeric; Nn=415) Shown is the average percent of sports watching in the household

m 2023 (n=415) 2022 (n=449) m2021 (n=459)
50%

40% 37% 36%

Y 32%
27%
[0)
257 21%
I8% 17%16%

30% 27%
Overall 18 to 34 35to 54

24%
20%
20%
10%
0%
I"V Innovative
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Most Popular Streaming Services

QI13. Which of the following streaming services, if any, do you subscribe to? (n=841) Check all that apply.

80%

70%

60%

50%

40%

30%

20%

10%

0%

59%
48%
I 40%
Netflix Amazon Hulu or
Prime Hulu Live
video

33%
29%

Disney+

27% 25%

Peacock Paramount+ HBO Max YouTube TV

16% 939

ESPN+

13% 18%
(o
= . l
AppleTV Other Don't
subscribe to
any
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Average Monthly Spend on Streaming

Ql6. Approximately how much per month, in total, do you spend on streaming services? (N=685)

M 2023 (n=685) m2022 (n=684) m2021 (n=487)

$70
$61

$60

$52 $52 $57
sso0  $47$46 $46 $47 $48
$40 $37 $39
$30 $27
$20
$10
$0

v, Innovati e verall 18 to 34 35to 54
Vatlv )
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Use of Mobile Device for Streaming

Q17. Does your household ever stream video or watch live television programs on a mobile device, such as a
laptop, iPad or smartphone? (n=673) Percentage indicates those answering “Yes”

B 2023 (n=673) m2022 (n=674) m2021 (n=576)

100% ‘

90% 85%

- T 0% 70% 3%
70% 67% 65% 64%
60%
50% 43% 4%
40%
30%
20%
10%
0%
"W Isnn ovative Overall 18 to 34 35to 54 o
ystems



Likelihood to Switch to Streaming Only

Q18. Within the next 12 months, how likely are you to drop your current TV provider and receive ONLY
streaming services?

S0 2023 (n=326) =2022 (n=350) m2021 (n=247)
40% 5%
30% 27%

2476 22% 219 21%
20% 18% 19/0-'6% 17%-'80/
- I I I 2 B
N

Very unlikely Somewhat  Neither likely or  Somewhat Very likely
unlikely unlikely likely
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Top Reasons for Staying With TV Provider

QI19. What are the top reasons you would prefer to keep your current TV provider instead of switching to
streaming only? Please select up to three..

Concerned | would lose local channels such as ABC, NBC,
CBS, Fox, Local PBS

DVR capabilities such as pausing live TV, recording mesy 53%
programs, or skipping commercials e 29%

. . . 32%
(0}

Familiarity with channel lineup and navigating with the sy 50%
remote R |0,

Access to special local content (e.g., coverage of qo/%%
(0]

community events, local high school sports, etc.) FEEEEE—— 509,

[0)
Access to your preferred sports programming 25% 4%

Connection reliability*

B 2023 (n=245)
Better customer service 19% 2022 (n=253)

. I 127 =
Video On Demand programs 14% m 2021 (0—153)
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Bundle Internet and TV Services

Q20. Is your home internet service provided by the same company that provides your TV service? (asked
only of pay-TV users; n=415) Shown is the percentage answering “yes”

100%
90%
80%
9 66%
70% 63% 66% 0

60%

60%

50%
40%
30%
20%

10%

0%
Overall 18 to 34 35to 54 55+
Innovative
17 Savaty
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Satisfaction with Internet Provider

Q21A. Please rate your overall satisfaction with your internet provider. (n=841) Shown are mean scores based on
a 1to 10 scale where 1 equals Completely dissatisfied, and 10 equals Completely satisfied.

2021: 7.6
190 2022: 7.7 v 4

9.0

8.0
8.0

7.5 7.5
7.0
6.0
50
4.0
3.0

2.0

Overall 18 to 34 35to 54 55+
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Drivers of High Internet Satisfaction

Q21B. What has the greatest influence on your satisfaction with your internet provider? Check all that apply
(Asked of those who gave a rating of 8, 9, or 10 on Internet Satisfaction.)

Good/Consistent connection s 65%
speed T G4 %

: : . 62%
Fair price 58%
R 8%

69%

Good customer service

Good technical support*

Local company 23%
m 2023 (n=528)

[ ili [ A—— 22%
Having the ability to bundle with 2022 (n=467)

TV service*
"lV Innovative 0% 10% 20% 30% 40% 500 W 2021 (n=462)
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Drivers of High Internet Satisfaction — by Age Group

Q21B. What has the greatest influence on your satisfaction? Check all that apply
(Asked of those who gave a rating of 8, 9, or 10 on Internet Satisfaction.)

Good / Consistent connection speed 65% 61% 68% 65%
Fair price 62% 72% 61% 55%
Good customer service 46% 50% 46% 44%
Good technical support 34% 42% 29% 32%
Local company 23% 25% 21% 23%
Having the ability to bundle with TV service 22% 16% 21% 25%
Other 2% 3% 2% 2%

*Cells shaded yellow are significantly higher; cells shaded orange are significantly lower.
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Drivers of Low Internet Satisfaction

Q21C. What keeps you from giving a higher rating? Check all that apply
(Asked of those who gave a rating of 7 or lower on Internet Satisfaction.)

Poor/Inconsistent connection I 52%

62%
speed T 519

Rates / Price / Fees too high 54%
Poor customer service 23%

Poor technical support*

Can't bundle internet with TV s 7%

service* m 2023 (n=313)
4% 2022 (n=261)
Not a local compan 9%
| PN o 3% = 2021 (n=270)
"W Innovative
1 Systems 0% 10% 20% 30% 40% 50% 60% 70%
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Drivers of Low Internet Satisfaction — by Age Group

Q21C. What keeps you from giving a higher rating? Check all that apply
(Asked of those who gave a rating of 7 or lower on Internet Satisfaction.)

54% 47% 58%

Poor / Inconsistent connection speed 52%

Rates / Price / Fees too high 50% 42% 51% 60%
Poor customer service 20% 18% 25% 15%
Poor technical support 18% 19% 15% 21%
Can't bundle internet with TV service 7% 8% 8% 4%
Not a local company 4% 7% 3% 3%

7% 3% 6% 12%

Other

*Cells shaded yellow are significantly higher; cells shaded orange are significantly lower.
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Average Current Spend on Internet and TV Bundle

Q22. What is the approximate amount you're paying per month for your TV and internet service bundle? (n=239)

2021: $112
2022: $114
$140

$120

$110
$100
$90
$80
$70
$60
$50
$40
$30
$20
$10
$0

¥/, Innovative _
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Average Current Spend on Internet Alone

Q23. What is the approximate amount you're paying per month for just your internet service? (n=138)

$120 2021: $62
$110 2022: $68
$100

$70
$60
$50
$40
$30
$20
$10

$0

Total 18 to 35 351to 54 55+
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Opinions of Home Internet Speed

Q24. Which one of the following best describes your opinion about your home internet speed?

m 2023 (n=841) m 2022 (n=728) m2021 (n=737)
60%
53%
48% 48%

50%

40%

%
24% 2% 549

o)
-

It's always fast, possibly It's fast enough to meet The speed varies and it It's always or usually way
faster than | need the needs of everyone in could use some too slow. | definitely
my household improvement need a faster or more
consistent connection.

30%
20% 17% 15% 17%

10%

0%
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Aware that Faster Speeds are Available

Q25. That you know of, are there internet speeds available to you that are faster than the speed you are getting
now, whether from your current provider or a different one? Percentage indicates those answering “Yes”

59% in 2022

80%

60% 62%

60%

60% S7%

40%

20%

0%

Overall 18 to 34 35to 54 55+
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Preference for Faster Speed or Lower Price

Q26. Compared to what you're paying for internet now, which of the following would you prefer for your
household? (n=744)

60% 55%
50%

40%

31%
30%
0% 14%
- -
0%
| would prefer a much faster | would prefer to pay less and | would prefer to
internet speed and would be accept a slower internet speed keep what | have

willing to pay more for it

"m Innovative
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Preference for Faster Speed or Lower Price
— by Age Group

Q26. Compared to what you're paying for internet now, which of the following would you prefer for your

household? l
o m 18 to 34 (n=223) 3510 54 (N=244) M55+ (n=277) 67%
60%
\ S 52%
50% o)
4% 43% New
40% 9 H
34% Question
30%
9% for 2023!

20% 16%  149% 14%

0%
| would prefer a much faster | would prefer to pay less and | would prefer to
internet speed and would be  accept a slower internet keep what | have
willing to pay more for it speed
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Amount Willing to Spend for Faster Internet

Q27. How much are you willing to pay per month (in total) for internet service that is much faster than you're

getting now? (n=225)

$120 $91in 2022
$110

$100
$90 $84
$80
$70
$60
$50
$40
$30
$20
$10
$0

$90
$80

Total Agel8to35 35to54

"Im Innovative
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$81

55+

$74

Income
<$50k

$86

$50-99k

' 4
$n7 l

$105

$70

$100k+  Children in No children
home in home
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Interest in a Free Trial

Q28A. How interested would you be in a free trial of a faster internet speed for one month to see how it

impacts your online experience?
Somewhat + very

50% interested by age:
m 2023 (n=611) m2022 (n=497) * 42%of 18 to 34

* 44% of 35 to 54

o * 34% of 55+

31%
30% 27% 27%
22% 249%
20% 17%
i 139%14% 150y 14%

- I l .
0%

Not at all Not very I'm notsure Somewhat Very

interested interested interested  interested

"ly Innovative
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Interest in Paying for Faster Speeds

Q28B. If you experienced significantly faster internet speed during the free trial, would you be willing to pay
more than you are currently paying to keep it? (n=429)
“Yes" by Age Group:

50% « 33% of 18 to 34

+ 31% of 35 to 54

0
41% * 14% of 55+

40%

34%

30%

25%

New Question
for 2023!

20%

10%

0%

Yes Don't know

"Wﬂ Innovative
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Have Fiber Internet Connection

Q29A. Is your home internet service delivered via fiber optic connection? (n=841)

20% 45%

40%

New Question
25% for 2023!

30%

30%

20%

10%

0%

Yes Don't know

"m Innovative
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Received Notification of Fiber Availability

Q29B. Have you received, or do you recall seeing or hearing, any notification that fiber internet is
coming to your area? (n=590)

100%

90%

80% 74%

70%

New
Question
for 2023!

60%
50%
40%

30%

20% 14% 12%
0%
Yes It is currently available to

us but we haven't been

¥/, Innovative interested thus far
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Preferred Method of Product/Service Notifications

Q39. If your internet provider announces a new product/service or new information about existing
products/services, how do you prefer to be notified? (n=841) Check all that apply.

80%
70%
60%

50%
41%

40% 36%

30%
20%
10%

0%
Separate email Text message
with single-
purpose
information

7 gystems

New Question
for 2023!

26%
20% 20%
15%
1%
-
|
Include with Digital Traditional Telephone call Social media Other
eBill newsletter hardcopy
notification emailed toyou newsletter
email included with

your invoice - askpivotcom | 42



Preferred Method of Product/Service Notifications
- by Age Group

Q39. If your internet provider announces a new product/service or new information about existing
products/services, how do you prefer to be notified? (n=841) Check all that apply.

80%

70%

60%

50%

40%

30%

20%

10%

0%

m 18 to 34 (n=242)

Separate email Text message
with single-

information

29%29%
23%
O‘y 21%
7%
Include with Digltal
eBill newsletter
notification emailed to you
email

4510 54 (n=283) W55+ (n=316)

6(y I

Traditional
hardcopy
newsletter
included with
your invoice

Telephone call Social media

New Question
for 2023!

2% 2% 3%

— ——
Other
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Wi-Fi in the Home

Q30. Do you have Wi-Fi in your home? (i.e., you connect to the internet wirelessly using a wireless router

placed somewhere in your home.)

100%
80%
60%
40%
20%

0%

I e

90% 227 92%

m 2023 (n=821)
2022 (n=71)
m 2021 (n=716)

10%

5% 8%

No
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Opinions on Wi-Fi Experience

Q31. Which one of the following best describes your Wi-Fi experience at home?

80%

70%

60%

50%

40%

30%

20%

10%

0%

Our Wi-Fi connection works just

I

63% 2% 64%

fine and I'm happy with it

21% 3% 209

We sometimes have problems
with reliability of the connection,
especially when multiple devices

are connected

m 2023 (n=725)
2022 (n=661)
m 2021 (n=658)

6% 4% 5%
I ]

Our Wi-Fi connection is always or
too frequently unreliable
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Opinions on Wi-Fi Experience — by Age Group

Q31. Which one of the following best describes your Wi-Fi experience at home?

' 4

80% 75%
oo B 18 to 34 (Nn=209)
60% 55% 58% 35to 54 (n:241)
B 55+ (n=275)
50%
40% 36% 37%
% 21%
20%
9%
10% 5% 4%
o B
Our Wi-Fi connection works We sometimes have Our Wi-Fi connection is
just fine and I'm happy with it  problems with reliability of always or too frequently
the connection, especially unreliable
when multiple devices are

connected
I"V Innovative
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Number of Devices Connected at the Same Time

Q32. On a typical day, up to how many devices might be using your home internet at the same time (i.e,,
accessing the same Wi-Fi connection)? (n=730)

10.0
9.0
8.0

6.8

7.0
6.0 5.7
50
4.0
3.0
20

1.0

0.0
Overall 18 to 34 35to 54 55+ Have No

v i children children
nnovative
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Use of Mobile App to Control Wi-Fi

Q33. Are you or anyone in your household using a mobile app on your smartphone or tablet to control or
manage your Wi-Fi connection or home network? Percentage represents those answering “Yes”

00, m 2023 (n=738) 2022 (n=672)
70% l
62%
60% l
=0% l 9 45%
41% 43%
40%
29% 30%

30% .
20% 21% 19%
10%

0%

Total 18 to 34 35to 54 55+
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Subscribe to Managed Wi-Fi Service?

Q34A. Do you currently subscribe to a managed home Wi-Fi service?
Percentage represents those answering “Yes”

50% 48%
5 38%
40% 0
35‘V 36%
0 299 34%
30% 27% 27% 0
) ) 26% 23% 24%
20% 16%
10%
0%
Overall 18 to 34 35to 54 55+
"W Innovative m 2023 (n=738) 2022 (n=728) m 2021 (n=667)
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Value of Managed Wi-Fi

Q35. How would you describe the value of this service in improving the quality of your internet?

7

50%

40%

30%

20%

10%

3% 3% 40

0% I
Not at all
valuable
Innovative

Systems

m 2023 (n=260) ®2022 (n=180) m2021 (n=181)

36% -
290/ 9
o 28% 28%., 29%
(0)
Not very Neutral Somewhat Very valuable
valuable valuable

-9 askpivot.com | 51



Interest in Managed Wi-Fi

Q36. How interested would you be in a managed Wi-Fi service that provides unlimited technical support
whenever you need to troubleshoot your devices, set up new devices and manage your Wi-Fi router? (n=478)

B 2023 (n=478)
50% 2022 (n=344)
o 35%
31%
200, 29%
24%
Y 2%
20% 14% 15% 16%
10% 7% 8%
L
Not at all Not very Neutral Somewhat Very interested
interested interested interested
r Innovative -9 askpivot.com | 52
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Work From Home



Household Member Works Mostly from Home

Q37A. Do you or does someone in your household work from home, either full time or some of the
time? (n=821) Percentage represents those answering “Yes”

\

50% 46%

o 35% .
33% New Question

for 2023!

30%
22%

20%

10%

0%

Overall 18 to 34 35to 54 55+
"m Innovative
4
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Impact of Pandemic on Working from Home

Q37B. Which best describes the impact of the pandemic on how much you/they work from home? (n=270)

60%

53%
50%
44%

40%

30% New Question
. for 2023!

10%

3%
0% I
Some impact: |/They work Little to no impact: I/They Other

from home more than  work from home about as
I/they did priortothe  much as I/they did prior to
pandemic the pandemic

"m Innovative
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Did Rural Customers Increase their Speeds?

Q38A. Since the time the pandemic began, has your household paid extra to increase/upgrade
your internet speed? (n=799) Percentage represents those answering “Yes”

m 2023 (n=799) 2022 (n=698) m 2021 (n=715) Of those who have increased
50% their speeds, 86% say they
have kept the speed increase
and plan to keep it moving
40% forward (vs 76% in 2022).
33%

30% 29% 279
22%
20% 18% 18% 1794, 19% .
15%
(o)
10% 2% 8% 8%
0%

I”W Innovative Overall 18 to 34 35to 54
I
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Key Findings



Key Findings — Video

®  The percentage of streaming households in rural America has

not changed significantly over the past year (63% vs 61% in
2022). (Q4)

Top drivers of high TV satisfaction continue to be: having the
specific channels we want (52%), and having many channels to
choose from (51%). (Q5B)

The top reason for low TV satisfaction continues to be
rates/prices (80%). Those aged 35+ are significantly more likely
than younger ages to complain about high rates/prices. (Q5C)

The ability to record TV programs has increased in popularity
(63% to 71%). (Q8A)

Nearly three quarters (74%) said they prefer having the ability
to fast forward through commercials, rather than watch
advertising-supported programs that cost less (with no ability
to fast forward through commercials). (Q8B)
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Key Findings — Video

® Local programming has risen in importance from a rating of
8210 8.6. (Q9)

Average monthly spend on TV has increased overall from $113
to $124. The increase is attributed more to the younger and
older age groups than to those aged 35-54. (Q10)

Both monthly streaming spend and streaming as a
percentage of all household TV watching have remained
statistically the same as one year ago, and across all age

groups. (Q15/Q16)

The percentage who stream using mobile devices has
increased among those under age 35, from 77% to 85%. (Q17)
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Key Findings — Broadband

® Overall, 63% bundle internet and TV, with no significant difference

by age group. The average monthly spend on their bundle is $121, up
from $114. (Q20/Q22)

The average internet satisfaction rating is significantly higher
among those 55 and older (8.0 vs 7.5). (Q21A)

Top drivers of high internet satisfaction continue to be:
Good/Consistent connection speed (65%), and fair price (62%). (Q21B)

The top causes of low satisfaction are again poor or inconsistent
connection speed (52%, down from 62%), and rates/prices too high
(50%). (Q21C)

As in the 2022 study, nearly one-third of all respondents said they
would prefer a much faster internet speed and would be willing to
pay for it. The average monthly amount they’re willing to pay is
$84, down from $91 a year ago. (Q26/Q27)

Overall, 56% with managed Wi-Fi believe the service is somewhat or
very valuable, down slightly (from 60%). (Q35)
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