
 
 
 
 
 
 
Business Wireline Customer Satisfaction Increases with Solid Communications, J.D. Power Finds 
 
COSTA MESA, Calif.: 12 July 2018 — Overall satisfaction remains high among business wireline users 
when helpful information is funneled through consistent communications, according to the J.D. Power 2018 
U.S. Business Wireline Satisfaction Study,SM released today. All three segments in the study show increases 
in overall customer satisfaction, with the segment of large enterprise companies having the highest overall 
satisfaction with a score of 824 (on a 1,000-point scale). 
 
“Business wireline providers need to continue excellent customer communications not only for large 
enterprises but small businesses as well,” said Ian Greenblatt, Technology, Media & Telecom Practice 
Lead at J.D. Power. “This year’s study found that’s the simplest way to increase levels of customer 
satisfaction across the board, especially during outages and subsequent restoration times.” 
 
The 2018 U.S. Business Wireline Satisfaction Study measures satisfaction across six factors: performance 
and reliability; cost of service; communications; sales representatives and account executives; billing; and 
customer service. Overall satisfaction is measured among three key segments: very small business (1-19 
employees); small/midsize (20-499 employees); and large enterprise (500 or more employees). 
 
Study Rankings  
 
AT&T (839) ranks highest in the large enterprise segment. Verizon (810) ranks second, while 
CenturyLink (799), Comcast (799) and Spectrum (799) rank third in a tie. 
 
Verizon (810) ranks highest in the small/medium business segment, with AT&T (800) ranking second and 
Cox (779) ranking third. 
 
AT&T (764) ranks highest in the very small business segment, followed by Verizon (757) and Cox (732). 
 
The study is based on responses from 3,258 business customers of data and voice services in the United 
States and includes evaluations of their data and voice service providers. The study was fielded in April-
May 2018.  
 
For more information about the J.D. Power U.S. Business Wireline Study, visit 
http://www.jdpower.com/resource/us-business-wireline-satisfaction-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2018107. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power is headquartered in Costa Mesa, Calif., and has offices serving North/South 
America, Asia Pacific and Europe. J.D. Power is a portfolio company of XIO Group, a global alternative 
investments and private equity firm headquartered in London, and is led by its four founders: Athene Li, 
Joseph Pacini, Murphy Qiao and Carsten Geyer. 
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Year / Project / Study Name

(Based on a 1,000-point scale)

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated 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 th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 
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Year / Project / Study Name

Award-Eligible Wireline Providers Included in the Study

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the report from which it originated 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 th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 

Brand Key Executive Company Location

AT&T Randall Stephenson Dallas, Texas

CenturyLink Glen Post, III Monroe, La.

Comcast Brian Roberts Philadelphia, Pa.

Cox John Dyer Atlanta, Ga.

Frontier Daniel J. McCarthy Norwalk, Conn.

Spectrum Thomas Rutledge Stamford, Conn.

Verizon Lowell McAdam New York, N.Y.
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