THOBE GROUP WIRELESS INDUSTRY SURVEY

2009: 11 participants EEs Submitted: 42,202
EEs Included: 15,992 Accepted Job Matches: 1,016

2009 Participants (16" edition)

Cellular Transmission PCS/SMR Services
Bluegrass Cellular Iowa Wireless Services
Cox Communications, Inc. iPCS Wireless

Crown Castle USA, Inc. MetroPCS

H-E-B Wireless

Nex-Tech Wireless
Southern LINC

U. S. Cellular
Verizon Wireless

2010: As of 4/10, companies joining/rejoining the participant group: AT&T Wireless. Cellular South, and
Time Warner Cable

Schedule

Preliminary materials sent April
Job Match Meetings April
Questionnaire available online May
Data Effective June 1
Last Submission Date June 15
Results Publication August

Participation Fee

2010 Participation based on footprint
National/Multiple Region $2,500
Single Region $1,750
Rural $950



2010 Thobe Wireless Industry Survey Jobs

Management Individual Contributor
Non-Sales Jobs Top Region 3rd 2nd 1st Lead 3 2
Administrative Generalist X X X X X
Advertising X X
Billing X X X X
Business Unit Head X
Cell Site X X X X
Civil Construction Project Manager X
Controller X
Credit &/or Collections X X
Customer Support X X X X X X
Engineering X
Engineering & Operations X X
Engineering Generalist X X X X
Finance X
Fraud Prevention X X
Human Resources X X X
Information Technology X X
Inventory X
Lease Administration X
Legal X
Marketing Generalist X X X X X
Marketing Research X
Network Operations X X X X X X X
New Technology X
Pricing X
Public Relations X
Real Estate/Leasing X X X
Regional Sales & Operations X
RF Engineering X X X X
Sales & Marketing X
Technical Assistance X X X
Technical Generalist X X X X X
Traffic Engineering X X X
Management Individual Contributor
Sales Top 3rd 2nd 1st Strategic. Major 3 2
General Sales X X X X X X X X
Indirect Sales X X X
Retail Sales X X X X X

X X X B



'SUP-185

Customer Support Rep 2

Function: Provides support/assistance to resolve moderately complex customer questions/problems with reported BU products and/or services

< = na  Job Component Statements
100% 1 Coordinates resolution of moderately complex customer questions/problems
100% 2 Working knowledge of reported BU's products/services
89% 11% 3 Follows up on trouble tickets with other departments to ensure problem resolution
11% 89% 4 % Call handling activities ONLY; limited, if any, responsibility for question/problem resolution (dispatch function)
89% 11% 5 % Full range of customer service activities
33% 67% 6 Remote diagnostics
78% 22% 7 # Supports multiple products/services (voice and/or data and/or video and/or cable)
22% 78% 8 # Supports a single product/service
100% 9 @ Supports Data products/services ONLY
78% 22% | 10 @Products/services supported include Data
22% 78% | 11 @Products/services supported exclude Data
100% 12 Customer support provided via telephone contact
100% | 13 Customer support provided in person (face-to-face customer contact)
44% 56% | 14 Provides support via internet (live chat, email, etc.)
100% | 15 Job is located in a retail store
11% 89% | 16 $ Consumer/Residential customer support ONLY
11% 89% | 17 $ Business customer support ONLY
78% 22% | 18 $ BOTH Consumer/Residential and Business customer support
100% Reports To Customer Support - 1st Level Management (SUP-170)
100% Education High School or equivalent plus in-house training on reported BU products/services
100% Experience 1 - 2 years customer service for comparable products/services
100% Overall Job Match

2009 Wireless non-sales
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Customer Support Rep 2
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