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The game of  business is 

very much like the game 

of  tennis.

Those who fail to master 

the basics of  serving 

well, 

usually lose.

- Unknown
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Unprecedented Recognition

ñ2005 Highest in 

Customer Satisfaction 

Among Cable/Satellite 

TV Subscribersò

ñ2006 Highest in Customer 

Satisfaction Among High-

Speed Internet Service 

Providers and for 

Cable/Satellite TV Subscribers 

in the North Central Region .ò

ñ2007 Highest in Customer 

Satisfaction in North Central U.S. 

among Residential Telephone 

Subscribers and among 

Cable/Satellite TV Subscribers.ò

ñ2008 Highest in Customer 

Satisfaction Among Residential 

Phone Providers and for High-Speed 

Internet Providers in the North 

Central Region.ò

ñ2009 Highest in Customer Satisfaction Among High Speed 

Internet, Residential Telephone, and Television Service Providers 

in the North Central Region.ò 

February 2010 Issue:

#1 Bundled Provider

#1 Internet Provider

#1 Cable Provider

#1 Phone Provider

2009 ï2010 ñSweepò
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Internal Service Structure Survey

1. Overall, how satisfied are you with WOW! as a place to work?

WOW! (n=605) 51% 42% 4%

Base: All respondents

Satisfied

93%
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Total Responses: 2277 # Customers Responding % Response

EXTREM ELY 

DISSATISFIED
DISSATISFIED NEUTRAL SATISFIED

EXTREM ELY 

SATISFIED
TOTAL

EXTREM ELY 

DISSATISFIED
DISSATISFIED NEUTRAL SATISFIED

EXTREM ELY 

SATISFIED

% Neutral or 

less
% Satisf ied or M ore

Regarding the sales representative that 

answered your phone call:

Sales rep w as courteous & professional 8 4 48 106 1494 1660 0.5% 0.2% 2.9% 6.4% 90.0% 3.6% 96.4%

Sales rep w as know ledgeable 12 9 60 113 1464 1658 0.7% 0.5% 3.6% 6.8% 88.3% 4.9% 95.1%
Overall satisfaction with sales rep and 

order process 13 13 61 99 1448 1634 0.8% 0.8% 3.7% 6.1% 88.6% 5.3% 94.7%

What it w ould take to improve your order 

process w ith the sales rep

faster answ er

better 

product 

know ledge

ask more 

questions
more polite

offer more 

selection 

of services

TOTAL
faster 

answ er

better 

product 

know ledge

ask more 

questions

more 

polite

offer more 

selection of 

services

18 48 22 15 28 131 13.7% 36.6% 16.8% 11.5% 21.4%
Regarding the technician that completed 

your installation:

Tech arrived w ithin scheduled w indow 8 2 11 56 1636 1713 0.5% 0.1% 0.6% 3.3% 95.5% 1.2% 98.8%

Tech w as courteous & professional 7 0 6 38 1664 1715 0.4% 0.0% 0.3% 2.2% 97.0% 0.8% 99.2%

Tech w as neat & cleaned up after install 8 1 9 48 1641 1707 0.5% 0.1% 0.5% 2.8% 96.1% 1.1% 98.9%
What is your overall level of satisfaction 

with your installation? 14 8 10 98 2151 2281 0.6% 0.4% 0.4% 4.3% 94.3% 1.4% 98.6%

What w ould it take to improve your installation?

Improved appt 

availability

Take less 

time to 

install

Better 

education 

at time of 

install

Better info 

left behind

Clean up 

after 

installation

TOTAL

Improved 

appt 

availability

Take less 

time to 

install

Better 

education 

at time of 

install

Better info 

left behind

Clean up 

after 

installation

23 21 36 22 15 117 19.7% 17.9% 30.8% 18.8% 12.8%

Post Installation: YES NO TOTAL YES NO
Have you had to make a service call to WOW 

since your installation? 84 2246 2330 3.6% 96.4%
If  YES, w as your problem resolved to your 

satisfaction on the phone? 45 25 70 64.3% 35.7%
If  NO, did a WOW! tech have to come to your 

home to resolve your problem? 0 0 0 #DIV/0! #DIV/0!
If  YES, w as the tech able to resolve your 

problem to your satisfaction? 0 0 0 #DIV/0! #DIV/0!

WOW Customer Satisfaction Survey - All
December

Overall satisfaction with sales rep 

and order process

Overall satisfaction with technician 

and installation process

% Response

EXTREMELY 

DISSATISFIED DISSATISFIED NEUTRAL SATISFIED

EXTREMELY 

SATISFIED

0.4% 0.5% 1.2% 6.9% 91.0%

% Response

EXTREMELY 

DISSATISFIED DISSATISFIED NEUTRAL SATISFIED

EXTREMELY 

SATISFIED

0.3% 0.3% 0.7% 3.5% 95.3%

Customer Satisfaction Survey
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People - Culture - Performance

Á Asset Purchase in December 2001 for $210 Million, sold in May 

2006 for $800 Million

Á For 21 consecutive quarters WOW! has met or exceeded budget 

expectations

Á Since 2002 employee base has grown from 600 employees to over 

1300 employees and customer base has grown from 289,000 

customers to 466,000 customers

Á Refinancing in June 2007 resulted in dividend payout of $400 Million

Á Current Market Value of estimated $1.6 Billion
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WOW! Internet ïCable - Phone

Our Philosophy

To deliver an employee and customer 
experience

that lives up to our name.

Our Values

Respect

Integrity

Accountability

Servanthood

Our Approach

Learn Faster,

Execute Better

Our Way

Itôs not what we do,itôs how we do it.

Lead with Courage

Serve with Heart

Celebrate with Grace

WOW! 

Culture
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Internal Service Structure

Sales, Service, Retention, Operations Support, 

Business Support, Commercial Support

Sales, Service, Retention, Operations Support,                       

Business Support, Commercial Support

Hamilton Longview Evansville Michigan Illinois Columbus Cleveland Evansville

Customer Care Center Field

Dispatch Telephony OpsNOC

Marketing, Sales 

& Programming

HR & 

Development

Engineering, IT & 

Systems Support Legal
Finance & 

Accounting

Colorado 

Springs

CEO & President

Video High Speed Internet Phone

Customers/Households/Businesses

COO & CFO
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WOW! Service Structure


