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Executive Summary

TDS Telecom is in the business of supplying land-based phone, Internet and satellite-based
television services to predominantly non-metropolitan areas of the United States. These three
business segments have experienced intensified competition from cellular phone and cable TV
operators in recent years. Our University of Wisconsin student group was asked to investigate
the TDS Telecom website (www.tdstelecom.com) and assess its customer self-service offerings
related to residential phone service. We compared the TDS website with websites of close
competitors, cellular phone providers (also competitors) and other non-competitors, with an
emphasis on how and what these sites do to serve customers online. The goal of assessing online
offerings was to figure out how to make customers more self sufficient by serving their needs via
the Internet. Serving customers more effectively over the Internet can lead to an increased
competitive advantage as well as significant cost reductions through a decreased call and e-mail
burden at TDS customer support centers. Our recommendations are:

e Cater to specific user needs unique to new (potential) customers and customers who may be
moving their place of residence

e Enhance presentation of product/service offerings, giving customers the ability to make
comparisons and educated choices

e Consider an initiative to develop a comprehensive, website spanning, customer support
system designed specifically around the customer. This can be done by taking advantage of
the full capabilities of the RightNow software.

e Combine accounts/billing for Internet and telephone service subscribers

e Provide for adding and canceling Internet and telephone services and options online

e Remove invitations for call to customer service for modifying account information, account

questions, and all other services that can be provided online instead

We believe that taking the above recommendations into consideration will improve the customer
self-service experience and lead to greater customer website usage and lessen the volume of
phone calls made and e-mails that need to be handled by TDS’s customer support.
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