€ SELCO

2021 Cable Customer Satisfaction Study

_'*‘H_

j.‘.'

e N
")
.-.i
.#i‘

greatblu o2

Report of Findings

28 January 2022
Confidential & Proprietary




Table of Contents

SECTION ONE
About GreatBlue

SECTION TWO
Project Overview

SECTION THREE
Key Study Findings

SECTION FOUR
Considerations

SECTION FIVE
Aggregate Data (Provided Seperately)




Harnessing the power of data to help clients
achieve organizational goals.

: . ;
Data to support strategic decisions to improve on products and Q\’
services. Since 1979, our experience with study and instrument

design, data collection, analysis, and formal presentation assists our In-depth Interviews
clients in identifying the "why” and "what’'s next.” Telephone Surveys x
ﬂ Digital Surveys

Talent with a knowledge base In a wide range of industries and Focus Groups
methodologies ensures a 360° view of the challenges faced and the , Product/Concept Testing
expertise to address them. Journey Mapping
Solutions that are customized to provide a personalized approach r p
of understanding organizational, employee, and customer needs 0
allowing for more informed decisions. x '
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o GreatBlue Research was commissioned by Shrewsbury Electric and Cable Operations (hereinafter

‘SELCQO”) to conduct market research to understand the satisfaction levels of its residential cable
television and internet customers.

o The primary goals for this research study were to measure SELCO’s cable performance and

perception of current offerings, as well as develop an understanding of customers’ television viewing
preferences moving forward.

« In order to service these research goals, GreatBlue employed both a telephone and digital survey

methodology to capture the opinions of residential customers living within the SELCO service
territory.

« The outcome of this research will enable SELCO to a) more clearly understand current satisfaction

levels with Its cable and internet offerings, b) act on existing opportunities for mprovement and, c)
create a strategic roadmap to increase and retain cable and internet customers.
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