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J.D. POWER: WHO WE ARE
Our insights transform industries and improve consumers’ lives.
J.D. Power is a global leader in consumer insights, data, analytics, and advisory services. Every day, we measure what 
matters and translate data into actionable insights.

We have built our reputation around uncovering and standing up for the truth. Consumers rely on J.D. Power to make 
them better buyers, owners, and sellers. Businesses seek our guidance on how to improve their products and strengthen 
their brands.

Our Awards are trusted symbols of excellence.
Decades of unbiased consumer advocacy have made J.D. Power the most recognizable awards program. Earning an Award 
demonstrates a commitment to providing an excellent customer experience. Showcasing this timeless trophy is a powerful 
way to reinforce relationships with customers, inspire brand loyalty, and distinguish your brand from the competition.

1 Based on consumer evaluations of J.D. Power as a company that provides ratings/reviews of products and services. Results based on 
sample representative of U.S. Census by gender, state, age and income during Jan-Mar ‘20, 95% confidence level utilized. 

2 Based on J.D. Power U.S. Award Program Usage and Awareness Research conducted by Kantar in March 2020

50+ years 
of expertise bringing 
customer voices to  
global brands

More than 
3 in 4  
consumers say that  
J.D. Power has “deep 
industry expertise.”1

91%  
of consumers 
recognize the  
J.D. Power Award.2
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INTRODUCTION
Welcome to the inaugural J.D. Power Technology, Media & Telecom Intelligence annual report featuring top 2022 consumer 
data and analysis. 

This report highlights key insights and performance drivers across our portfolio of benchmark studies, which provide an 
independent, unbiased view of satisfaction across the wireless and wireline services consumers use every day. 

This year TMT industries experienced tremendous growth and innovation, propelled by rapidly evolving consumer behaviors 
and enabled by 5G technologies. Speed and reliability were the top drivers of customer satisfaction across multiple studies, 
and intensifying macroeconomic pressures were reflected in many aspects of the data. 

TV subscribers’ expectations and habits are rapidly changing – The television marketplace saw major disruption and 
evolution this year. Changing viewing habits, vast amounts of high-quality content, and fears about inflation caused a 
meaningful number of customers to reduce or discontinue their cable/satellite subscriptions, opting for more affordable 
streaming services. Despite large net additions to subscriber counts, the streaming industry seems headed for tough 
times – particularly as a combination of consolidation, unrealistic promises of synergies, and overwhelming debt service 
obligations are forcing difficult, and often baffling, decisions. With subscription fatigue gaining ground and competition for 
share of wallet intensifying, ad-supported models are growing in popularity and the media industry is bracing for continued 
dramatic shifts. 

Frustration among wireless customers cannot be ignored – In today’s competitive telecommunications landscape, 
constant attention must be paid to steady declines in customer satisfaction. This year, customers reported paying more 
for their service, putting in more effort during the purchase process, and observing more problems. Additionally, and most 
concerning, customers experienced greater difficulty resolving problems when visiting a store or calling for support, a direct 
result of lower staff tenure and inefficient service. High effort levels and low satisfaction are fertile ground for a spike in 
churn. A renewed effort in prioritizing Customer Experience is table stakes for continued success. 

Demand for symmetrical, high-speed internet increases – As customers grow more dependent on the internet for remote 
services – such as work, telehealth, and distance learning - dissatisfaction with excessively slow speeds and unreliable 
signals is apparent. The demand for symmetrical, high-speed bandwidth offerings (both downstream and upstream) has led 
to continued heavy investment in nationwide fiber deployment and increased competition. Mobile network operators (FWA), 
fiber overbuilders, traditional ISPs, and satellite are all aggressively courting customers with increasing overlap in each 
other’s footprint. While time will tell which combination of technologies and features will resonate most with consumers 
and businesses, one thing is clear: customers move for price, but stay for service. Ensuring customers can easily see the 
value for the price they pay is a mission-critical effort in base retention. 

Continue reading to discover more industry insights - including the drivers of satisfaction and key performance indicators - 
and how they relate to actionable recommendations from our TMT experts, data scientists, and researchers.  

To learn more about our studies, please contact tmt@jdpa.com or visit www.jdpower.com/tmt.   

Ian Greenblatt  
Managing Director and TMT Practice Leader

mailto:tmt%40jdpa.com?subject=
https://www.jdpower.com/tmt
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KEY INSIGHTS
2022 U.S. INTERNET SERVICE PROVIDER 
SATISFACTION STUDY
Speed and Consistency Drive Internet Satisfaction
Roughly three-fifths (58%) of a customer’s satisfaction is driven by the quality and consistency of their internet 
connection, and how they perceive the value of that connection.

Excessively slow loading speeds, service outages, and intermittent internet signals are the most reported problems:

Frequency of report problems:

Excessively slow loading speed: 28% Intermittent internet signal: 28%

General provider service outage: 27% Connection error: 25%

Reduced performance during peak hours: 21% Too many devices causing reduced performance: 15%

Impact of Excessively Slow Loading Speeds on Satisfaction
Internet customers with excessively slow loading speeds rate Performance and Reliability Satisfaction 191 points 
lower than customers who do not experience this problem.

191 Point
Gap

Excessively slow loading speeds No excessively slow loading speeds

600

791
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KEY INSIGHTS
2022 U.S. TELEVISION SERVICE PROVIDER 
SATISFACTION STUDY 
Key Performance Indicators: Cable/Satellite TV vs. Live TV Streaming
The customer care experience is very important to Cable/Satellite TV customers. Easily resolving their 
problems has the greatest impact on satisfaction.

This KPI is only met 40% of the time and has an impact of 213 index points on Overall Satisfaction. 

The user interface is very important to Live TV Streaming customers. In fact, ease of access to their 
desired content has the greatest impact on satisfaction. 

This KPI is only met 41% of the time and has an impact of 155 index points on Overall Satisfaction. 

When Choosing A Provider, Value is King
Price is the primary driver of provider choice for both Cable/Satellite TV and Live TV Streaming customers.

Live TV streaming customers report lower costs and more affordable plans. 

Top Reasons for Selecting 
Current Provider

Cable/Satellite TV Live TV Streaming

29% 29%
25%26%

56%

26%

Lower
Price

Moved
Location

Promotion/
Deal

Lower
Price

Content Service Plan
Options

Reported Average Monthly Cost

$42 Gap

Cable/Satellite TV

Live TV Streaming

Somewhat/Strongly Agree Plan is Affordable

Cable/Satellite TV

Live TV Streaming

$68

33%

63%

$110
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KEY INSIGHTS: COST & PROMOTIONS
2022 U.S. WIRELESS CARRIER SATISFACTION 
PLATFORM, VOL. 2
Frustrated Customers Are Paying More For Less
As macroeconomic pressures intensify, wireless customers are clearly dissatisfied with their reportedly 
higher costs of service. 

Customers are paying more, but seeing less value in their wireless service.

The average amount paid per month significantly increased this volume, while perceived improvement in 
value of wireless service declined significantly.

Price paid for wireless service, Fairness of prices paid for device(s), and Benefit of promotions/add-ons 
received are all strongly correlated with the perceived value of wireless services.

As a result, Mobile Network Operators are showing significantly lower price satisfaction this volume.

Mobile Network Operators

Average Amount Paid Per Month
(Up $7 from 2022 V1)

Customers Who Strongly Agree Wireless
Service Has Improved in Value

(Down to 2% from 2022 V1)

20%
in 2022 V2

$166
in 2022 V2

Cost and Promotions Attribute Ratings — Mobile Network Operators

6.85 (-0.24) 6.93 (-0.20) 7.25 (-0.26)

Price paid for
wireless service

Fairness of prices
paid for device(s)

Benefit of promotions/
add-ons received

% Strongly Agree (Change vs 22 Vol 1)
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KEY INSIGHTS: PURCHASE EXPERIENCE
2022 U.S. WIRELESS CARRIER SATISFACTION 
PLATFORM, VOL. 2
The Purchase Effort Is More Challenging
Customers report the Purchase Experience requires more effort on their part, causing friction during a pivotal 
moment in the customer-carrier relationship.

This volume, fewer MNO customers agree that it required minimal effort to make their most recent purchase/
change, to speak with a live representative, and to find the sales number.

Digital contact methods, like App and Website, require the least effort from a customer viewpoint. Customers also 
report significantly less effort (this volume compared to last) when resolving their issues at Stores. By contrast, 
Phone and Text channels require more customer effort, and customers are reporting that they are putting in more 
of that effort when they begin their care journey.

Effort Required During Purchase Experience — Mobile Network Operators

27% (-2)

Required minimal 
effort to make 
most recent 

purchase/change 

Required minimal 
effort to speak with 

a live 
representative

Required minimal 
effort to find a 
sales number

27% (-2)26% (-4)

% Strongly Agree (Change vs 22 Vol 1)

Required Minimal Effort to Resolve Most Recent Issue by Method of First Contact
% Strongly Agree
(Change vs 22 Vol 1)44% (+2)

39% (+1)
36% (+3)

26% (-3) 26% (-10) 25% (-1)

App Website Store Phone Text Social Media
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KEY INSIGHTS: USAGE, RELIABILITY & NETWORK QUALITY
2022 U.S. WIRELESS CARRIER SATISFACTION 
PLATFORM, VOL. 2 
Network Problems Have Increased Significantly
With increasing device usage reported and higher dependance on their devices, customer sensitivity to 
network reliability is heightened and they are more likely to notice and report network problems. Customers’ 
phone usage is increasing over time, with a higher proportion of customers using their phones more than one 
hour this volume over last.

There is a positive correlation between time spent using phone and reported network problems. While 
this is true for each of the three problem areas, the relationship between time spent on calls and PP100 is 
particularly strong.

In fact, overall problems have increased significantly volume over volume, driven by significant growth in 
problems for calling, texting, and data. 

Minutes Spent on Wireless Phone in Past 48 Hours — Mobile Network Operators
% Strongly Agree
(Change vs 22 Vol 1)61 (+9)

44 (+2)
38 (+5)

33 (+3) 30 (+7)
24 (+1)

13 (+1)

4 (-1)

Browsing
Content

On Calls Texting Gaming Streaming
Audio

Streaming
Video

Emails Listening to
Voicemails

Volume Comparison — Problems Per 100 —Summary Table

Problem Type 2022 Volume 1 2022 Volume 2

Overall Problems Per 100 9 11

Calling Problems Per 100 12 14

Texting Problems Per 100 5 5

Data Problems Per 100 10 11
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KEY INSIGHTS: SMALL BUSINESS 
2022 U.S. BUSINESS WIRELESS SATISFACTION STUDY 
Small Business Satisfaction Increases Overall and Across All Factors
The Small Business segment sees an increase in Overall satisfaction year-over-year. Increases are seen  
in all factors, with Offerings and Sales Reps/Account Executives seeing the largest increases.

This year, customers are experiencing more individualized service; they are more likely to have a dedicated  
account executive and had significantly more outreach from their account executive, both drivers of  
higher satisfaction.

Small Business 2021

YO
Y 

Ch
an

ge

Overall
Index
  33

Performance
and Reliability

  23

Customer
Service

  39

Sales Reps./
Account Execs

  42

Billing
  26

Cost
  38

Offerings
  43

794 827 835 858
758 797 776 818 824 850

757 795 768 811

2022

10
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KEY INSIGHTS: MEDIUM BUSINESS
2022 U.S. BUSINESS WIRELESS SATISFACTION STUDY 
Medium Business Customers Are Cost Sensitive
Medium Business customers were cost-conscious in 2022. The segment leader’s greatest advantages are in  
Billing and Cost of Service. 

Significantly more customers say their bill provides additional, useful information in 2022 than 2021—a strong 
driver of satisfaction. Furthermore, significantly more customers are using text and app to view their bill— 
the viewing methods associated with the highest billing satisfaction. 

Only 12 index points separate the highest and lowest performer in this segment. In order to remain competitive, 
providers should focus on demonstrating the value they provide to their customers. 

Cost of Service Attributes

8.25 8.41 8.16 8.35 8.38 8.49 8.33 8.47

Variety of Pricing
Options

Fairness of Prices
Paid

Ease of Understanding
Pricing Options

Faireness of Contract
Requirements

2021 2022
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KEY INSIGHTS: LARGE ENTERPRISE 
2022 U.S. BUSINESS WIRELESS SATISFACTION STUDY 
Large Enterprise Declines Significantly In Customer Service
In 2022, Large Enterprise sees declines year over year, both Overall and across all factors, with significant  
declines in Customer Service. 

In fact, a quarter of customers indicate that better customer service is a reason they would consider  
switching providers. 

Large Enterprise customers are experiencing more problems and finding them more difficult to resolve  
and their satisfaction is declining as a result. They are significantly more likely to reach out with problems  
this year and have a significantly lower first-contact resolution. Additionally, they report more contacts needed  
to resolve their problem than any other business segment—and significantly more outreaches than last year. 

Large Enterprise Key Performance Indicators
Impact on Overall Satisfaction

863 894
834 867898 890

821
885

822
896 861 901 866 900

Contacted by 
company in the 

past 6 months to 
ask about needs

Bill provides 
useful information 

beyond amount 
owed

Has a direct 
contact to account 

rep assigned to 
business

Contacted 
company less 
than 5 times 

regarding 
problems with 

wireless service

Company has 
rolled out their 5G 

network for 
business

Account executive/ 
sales rep response 

in less than 8 
minutes for most 

requests

Most recent 
problem/ request 
resolved on first 

contact

Not Met Met

+64 +40
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KEY INSIGHTS 
2022 U.S. BUSINESS WIRELINE SATISFACTION STUDY 

Performance and Reliability Satisfaction Decreases Across The Industry
The industry experienced more service visits in the past six months compared to 2021, but Large 
Enterprise customers are most likely to have a visit. Nearly half reported a visit in 2022, up 6 percentage 
points from the prior year. 

More Small Business customers are experiencing outages, leading to lower satisfaction among 
customers that experience an issue. 

Personalized Service Leads To Enhanced Satisfaction Among Small 
Business Customers
More Small Business customers have dedicated account representatives and fewer calls to the general 
phone number - leading to increased satisfaction (+23 index points).

Medium Business also saw an increase in dedicated account representatives but did not experience as 
big a lift for this service as in previous years. 

More Customers Have Questions And Problems Across Business 
Segments In 2022
More customers are contacting customer service regarding problems. The impact of increased customer 
interaction is different across segments, with Satisfaction scores higher for Small Business customers 
and lower for Large Enterprise customers with questions and problems than last year. 
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tmt@jdpa.com

jdpower.com/tmt

FOR GENERAL INQUIRIES, PLEASE CONTACT:

FOR MORE INFORMATION AND STUDY RANKINGS, PLEASE VISIT:

JOIN OUR MAILING LIST:

J.D. Power does not guarantee the accuracy, adequacy, or completeness of any information contained in this publication and is not responsible 
for any errors or omissions or for the results obtained from use of such information. Advertising claims cannot be based on information 
published in this publication. Reproduction of any material contained in this publication, including photocopying in part or in whole, is prohibited 
without the express written permission of J.D. Power. Any material quoted from this publication must be attributed to J.D. Power.

© J.D. Power. All Rights Reserved.

mailto:tmt%40jdpa.com%20?subject=
https://www.jdpower.com/tmt

