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Research Objectives

• Validate the business case for a FTTP broadband network by 
determining what the City can expect for initial demand for 
Gigabit broadband Internet service.  

• Understand overall customer satisfaction with existing service 
providers in Lake Oswego, including satisfaction with 
customer service, Internet speed and reliability, price and 
overall value.

• Identify any differences by demographics where they exist.
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Methodology

• These findings are based on phone surveys conducted December  
2015 and January 2016.

• In total, 344 residences and 103 businesses were surveyed.

– All respondents reside in the 97034 and 97035 zip codes.

– To qualify for the survey, respondents had to be 18 or older, currently subscribe to 
Internet service, and at least be aware of the monthly amount they pay for Internet 
service.

• Statistically valid sampling with confidence interval of +/- 5.3% at the 
95% confidence level.  

• The survey instruments were written by Pivot with input, 
collaboration, and additional questions provided by the City of Lake 
Oswego.
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Residential Findings:
Satisfaction with Current Provider
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Q4. Can you tell me what company you use to access the Internet at home? (n=342)

Current Internet Provider
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Q11. Using a 1 to 10 scale with 1 being "not at all satisfied" and 10 being "very satisfied," how satisfied are you with the 
following? (n=325-344) Shown are mean ratings

Satisfaction with Internet Service Attributes –
By Provider

*Yellow shading means the number is significantly higher than the number(s) in red text.

Satisfaction with Internet speed is significantly higher among Comcast customers than customers of CenturyLink and 
other customers.  Conversely, satisfaction with Comcast’s monthly price is significantly lower than for customers of any 
other provider.  A mean rating of 4.6 for any attribute on a 1-10 scale is considered a very low satisfaction rating. Mean 
satisfaction ratings about price among Internet providers are commonly between 6 and 7 on a 1 to 10 scale.  

Comcast/
Xfinity

CenturyLink Other

Total answering: n=266 n=47 n=28

OVERALL satisfaction 6.3 6.1 6.3

Reliability of the connection 7.3 6.9 6.8

Internet speed 7.0 6.2 6.3

Customer service 5.7 6.1 6.3

Overall value 5.7 5.8 6.3

Monthly price for Internet service 4.6 6.0 6.2
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Q12. Using a 1 to 10 scale with 1 being "not at all satisfied" and 10 being "very satisfied," how satisfied are you 
with your Internet service provider overall? (n=344)

Satisfaction with Internet Service Overall

Mean Rating: 6.3
(no differences exist 
between providers) 

Those aged 55 or older are more satisfied with 
their provider than those who are younger.
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Net Promoter Score (NPS)

The NPS is an industry standard measurement of customer loyalty.  
Customers are separated into three categories based on their 
“likelihood to recommend” rating on a 1 to 10 scale.

1. Promoters (give 9 or 10 ratings): drive growth because they 
share positive news and feedback about you with others, and 
generate referrals.  

2. Passives (give 7 or 8 ratings): are satisfied for the moment, but 
they may consider a competitor if a better offer comes along. 

3. Detractors (give 1 to 6 ratings): detract from growth because 
they share negative information about you with others.  

The Net Promoter Score equals the percentage of Promoters minus 
the percentage of Detractors. 
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Q13. How likely is it that you would recommend your current Internet service provider to a friend or colleague, 
using a scale from 1 to 10, with 1 being "Not at all likely" and 10 being "Very likely"?

Net Promoter Score by Provider
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NPS across all providers: -49

The NPS for CenturyLink is the lowest at -64, followed by Comcast at -51%.  Based on Pivot’s experience having 
conducted hundreds of surveys involving the NPS metric, the average NPS is 25.  The highest NPS we see is in 
the 60s, and the lowest is most commonly in the -30s or -40s.
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Paid Services Today

Residential Findings
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Q5. Is your Internet service bundled with telephone or TV services?  Meaning, are you paying one provider for 
Internet, TV and/or telephone services. (n=342)

Service Bundling

85%
85% of respondents are bundling Internet with phone 
(landline/wired) and/or TV service.  

Those under age 35 are less likely to include telephone 
service in their bundle.  
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Q7. Can you tell me the average monthly amount you’re paying for your Internet service? Asked of all respondents 
(n=344)

Stated Monthly Internet Cost

Total Bundle
No 

Bundle

Percent who said they know Internet price 49% 42% 92%

Number who said they know Internet price: n=169 n=123 n=46

Less than $45 per month 31% 33% 24%

$45 to $60 per month 34% 35% 30%

More than $60 per month 35% 31% 46%

Monthly average: $60 $61 $62

Ratio of Internet to bundle cost: 45% 45% n/a

49%
49% overall were able to state (or estimate) the amount they pay for Internet.  
42% of those who bundle were able to estimate the Internet portion.  Of those 
who do not bundle, 92% were able to quote the amount they pay for Internet.

Those who pay for Internet service by itself are more likely than those who 
bundle to say they pay more than $60 per month for Internet.  
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Q6. Can you tell me the average monthly amount you're paying for the whole bundle or bill? (n=292) Asked of 
those who bundle services

Stated Monthly Bundle Cost

Triple Play
Internet 

and Phone
Internet 
and TV

Total answering: n=128 n=95 n=64

Less than $120 per month 9% 46% 28%

$120 to $179 per month 32% 29% 50%

$180 or more per month 59% 24% 22%

Monthly average: $188 $138 $140

Average ratio of Internet 
to bundle cost:

32% 55% 48%

Bundle Type

Nearly all respondents who bundle (98%) were able to tell us 
the total monthly amount they pay for all bundled services 
combined.  The monthly average ranges from $138 for 
Internet and phone to $188 for Internet, phone and TV.
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Stated Internet Speed Subscribed To

<$40 $40-$60 >$60

Total answering: n=24 n=25 n=21

Less than 20 Mbps 38% 24% 10%

20 to 45 Mbps 38% 36% 43%

More than 45 Mbps 25% 40% 48%

Average: 30 Mbps 37 Mbps 48 Mbps

Monthly Internet 
Bill Amount

Q9. What is the download speed in megabits per second that you are paying for? (n=95)

25%

39% 36%

0%

20%

40%

60%

80%

100%

Less than 20
Mbps

20 to 45 Mbps More than 45
Mbps

Stated speeds ranged from 1 to 125 
Mbps, with the overall average at 39 
Mbps. Those aged 55 or older are 
more likely to quote lower speeds 
(46% said less than 20 Mbps). 
Conversely, 55% of those under age 
45 say their speed is more than 45 
Mbps.

In this study, 28% of all respondents 
said they know what speed they 
subscribe to. This is similar to a Pivot 
nationwide study (November 2014), 
when 32% nationwide said they knew 
the Internet speed they’re paying for.
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Gigabit Broadband Findings

Residential Findings

15
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Q14. Prior to this survey, had you heard of Gigabit Internet? (n=343)

Awareness of Gigabit

of respondents said 
they were aware of 

Gigabit Internet.

39%
This study revealed a high level of awareness 
of Gigabit among City residents.   Although 
awareness of Gigabit is growing nationwide, 
it’s no where near 39%. In Pivot’s nationwide 
study (November 2014), as an example, only 
18% of respondents living in urban areas had 
heard of Gigabit Internet.
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Would You Like to See the City 
Offer Gigabit Internet Service?

Before this question was asked, the following was read out loud by the 
interviewer to give respondents a brief background.  

I’m going to read a brief definition before asking my next question.  Note that 
one Gigabit is equivalent to 1,000 Megabits per second.  Gigabit Internet uses a 
fiber optic network and is the fastest and most reliable Internet service 
available.  It provides instant downloads with the ability to have many 
computers and devices like smartphones or tablets use the Internet at the 
same time without delays.  

Currently, the majority of Lake Oswego is not served by a fiber-to-the-premises 
network, and few locations have access to Gigabit Internet service. The City of 
Lake Oswego is considering a partnership that would allow the City to offer 
these services without using tax dollars. If the price was acceptable, would you 
like to see the City offer a fiber network and Gigabit Internet service?  

Results are shown on the following page.
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Q15. If the price to local households was acceptable, would you like to see the City offer a fiber network and 
Gigabit Internet service? (n=344)

Would You Like to See the City 
Offer Gigabit Internet Service?

Respondents who said yes, by age group:
18 – 34 94%
35 – 44 86%
45 – 54 83%
55 or older 72%
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Q15A. Can you tell me the reason why you would not like to see the City offer a fiber network and Gigabit Internet 
service…? (n=28) Asked of those who answered “No” to Q15

Reasons Why Not

Top Response Themes: Count

Government shouldn't be 
involved / Leave to private sector

12

Concerned with cost / How will it 
get paid for?

7

“It's not a service the City should provide.”
“I don't think the City should be involved in 
Internet service.”

“The city should not be involved. It should be by 
private enterprise.”

“I don't think the City should be involved. 
I don't want them controlling the cost to 
each household.”

“I don't believe that there won't be a cost 
to the tax payers.”
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Q15B. What more would you need to know about the City offering  a fiber network and Gigabit internet service? (n=27) 
Asked of those who answered “It Depends” or “I don't know enough about it to know whether I'd say yes or no” to Q15

Information Needed to Decide

Top Themes: Count

Need to know the price 16

Need more information in 
general

7

How will it be paid for? 2

“I would like to know what the cost is and the 
benefits to me and why should I change.”

“Would need to more info and would need 
to know pricing.”

“What would be the cost and could you 
bundle it with other services?”

“Cost and how disruptive it would be to 
implement.”
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Q16. How likely would you be to subscribe to Gigabit Internet 
service offered by the City if it cost $59.95 per month? 
Assume this wouldn’t be a promotional offer, and also note 
that you would need to use a separate provider for phone or 
TV services. Asked of all respondents. (n=344)

Likelihood to Subscribe – $59.95 per Month
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Nearly half of all respondents (47%) said they 
“definitely would subscribe” or would be “very likely 
to subscribe” if it were $59.95.

The following are notable differences by segments 
saying they “definitely would subscribe” or would be 
“very likely to subscribe” :

• 63% of respondents who are aware of their current 
Internet speed vs. 40% who are not.

• 58% of those who were previously aware of Gigabit 
vs. 39% who were not.

• 56% of those younger than 55 vs. 36% who are 55 
or older.

• 56% of those who do not currently bundle Internet 
with another service vs. 44% who do.

47%
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Q17. What would be your main concerns, or what keeps you from saying you definitely would subscribe to a Gigabit 
Internet service offered by the City if it cost $59.95 per month? (n=252) Asked of all who did NOT say “Definitely would 
subscribe” in Q16.

Main Concerns About Subscribing To Gigabit
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Thirty-five (35%) said $59.95 is a high price 
for Internet, while 23% said they’re 
concerned about what their monthly cost 
would be with unbundled services.  Based on 
the total sample size of this study (344), 
these figures equate to 25% and 17%, 
respectively.  Observed another way, a total 
of 42% of all residents surveyed said they’re 
concerned about the monthly cost they 
would ultimately be paying if they subscribed.
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Q18. We’d like to know how much of a factor would having one provider for multiple services have on your 
decision whether to switch your Internet service to Gigabit Internet provided by the City. (n=292) Asked of all who 
currently bundle one or two services along with Internet.

Influence of Having One Provider for Multiple Services

Respondents with Triple Play are more likely 
than those with Internet + Phone bundles to 
indicate Strong Influence (29% vs. 19%).
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Q19. What are the main reasons it has influence on your decision about whether to switch your internet service? 
(n=161) Asked of all those indicated “Some influence” or “Strong influence” on Q18; Multiple responses were 
allowed.

Main Reason Why Bundling Has Influence
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Likelihood to Subscribe To Gigabit Internet Service
(of those who Currently Bundle)

Q20A. If your total monthly cost ended up being the same as what you're paying now for all bundled services including 
Internet, would your likelihood to subscribe to Gigabit Internet from the City change? [IF YES] Would you now say…? 
Asked of those who currently bundle. (n=292) 

Q20A was asked of only the people who bundle today.  It was intended to 
take price out of the equation so that respondents aren’t wondering 
whether the resulting monthly (bundled) bill will be more, or less, than 
what they’re paying now.  The importance of asking this question is 
validated by the fact that 85% of all respondents are bundling services 
today, and 58% of them don’t know how much they’re paying for the 
Internet portion of their total monthly bill that includes other services. 

After Q20A (above), respondents were asked whether their answer to Q16 
(likelihood based on $59.95) would change.  Those who said yes were 
given the chance to change their answer.  The chart below shows how their 
answers changed.  Of all who bundle, the percentage saying “very likely” or 
“definitely would” subscribe increased from 44% to 62%.
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Q20A. [asked only of those who bundle] If your total monthly cost ended up being the same as what you're paying now for all 
bundled services including Internet, how likely would you be to subscribe to Gigabit Internet service offered by the City ? (n=292)

Likelihood to Subscribe based on Two Questions
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61%

The following are notable 
differences in likelihood by 
segments. The percent 
saying “definitely would 
subscribe” or would be “very 
likely to subscribe”:

• 76% of respondents who 
are aware of their current 
Internet speed vs. 55% 
who are not.

• 68% of those who were 
previously aware of 
Gigabit vs. 57% who were 
not.

• No significant differences 
between age groups were 
observed.

This chart is based on the results of two 
questions: Q16 and Q20A.  Those who do not
bundle Internet with other services are more 
clear about the price they pay for Internet. They 
were not asked Q20A, so their answers to Q16 
are included in this chart’s breakdown.

Of all residents surveyed, a clear majority (61%) 
said they “definitely would subscribe” or would be 
“very likely to subscribe” if:

• It will cost $59.95 (n=52 respondents who 
don’t bundle today; note monthly average 
Internet cost is $62); or

• The total monthly cost ended up being the 
same as what they're paying now for all 
bundled services including Internet (n=292; 
note monthly average cost ranges from $138 
for 2 services to $188 for 3).
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Business Findings:
Satisfaction with Current Provider

27
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Q5. Can you tell me what company you use to access the Internet at your location? (n=103)

Current Internet Provider

As with the residential market, 
Comcast dominates the business 
market for Internet service.  
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Q12. Using a 1 to 10 scale with 1 being "not at all satisfied" and 
10 being "very satisfied," how satisfied are you with your Internet 
service provider overall? (n=102)

Satisfaction with Internet Service Overall –
By Company Size

Mean Rating Overall: 7.1
Significantly higher

At a mean of 8.1, overall satisfaction is significantly 
higher among companies with 20 or more employees.  
Larger companies tend to command a higher level of 
attention and get more reliable service and faster 
Internet speeds.  
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Satisfaction with Internet Service Attributes 
By # of Location Employees (1-10 scale)

2 to 4 
Employees

5 to 19 
Employees

20 or more 
Employees

Total answering: n=27 n=51 n=25

Overall satisfaction (7.1 total average) 6.2 7.2 8.1

The reliability of your Internet connection 7.2 7.7 8.0

The speed of your Internet connection 6.7 7.1 7.8

The overall value you receive 6.1 7.3 7.8

The customer service of your Internet provider 6.0 6.1 8.0

The monthly price for Internet service 4.9 6.4 7.4

Q12A.  When it comes to the Internet service at your location, how satisfied are you with the following?  Shown are mean 
ratings.

Across the board, larger locations are happier with their provider in most areas.  Satisfaction with customer service is 
extremely low for locations with fewer than 20 employees.  The mean satisfaction rating for monthly price, at 4.9 among 
the SOHO-sized companies (2-4 employees) is one of the lowest ratings we have seen in our experience, for any segment.

*Yellow shading means the number is significantly higher than the number(s) in red text.
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Q14.  How likely is it that you would recommend your current Internet service provider to a friend or colleague, 
using a scale from 1 to 10, with 1 being "Not at all likely" and 10 being "Very likely"? (n=101)

Net Promoter Score by Company Size

Net Promoter Score Overall: -24
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Paid Services Today

Business Findings
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Q6A. Do you receive other services from the same provider, such as telephone or TV services?
(n=103)

Service Bundling

75% 75% of respondents are bundling Internet with 
phone and/or TV, more commonly with phone 
(43%).
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Q7. Can you tell me the average monthly amount you’re paying for your Internet service? 

Stated Monthly Internet Cost

Stated monthly cost of Internet: n=63

Less than or equal to $150 62% 

More than $150 38% 

Average stated monthly bill amount: $167

Of all respondents, 62% (n=63) said they know the average monthly cost of 
Internet their business is paying for.  

Among those who are bundling, $167 is the average stated amount of their 
monthly bull is $167.   There was no significant difference between those who 
bundle and those who do not.  
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Q9. What is the download speed in megabits per second that you are paying for?

Stated Internet Speed Subscribed To

Speed subscribed to: n=32

Less than 50 Mbps 47%

50 Mbps or faster 53%

Mean: 56 Mbps

32% (n=32) of all respondents are aware of the Internet speed 
they’re subscribed to.  It ranges from 5 to 150 Mbps, with 53% 
subscribing to 50 to 150 Mbps.  The average stated mean is 56 
Mbps.
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Gigabit Broadband Findings

Business Findings
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Q15. Prior to this survey, had you heard of Gigabit Internet? (n=103)

Awareness of Gigabit

of business respondents 
surveyed said they were

aware of Gigabit 
Internet.

49%
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Q16A. If the price was acceptable, would you like to see the City offer a fiber network and Gigabit Internet service? 
(n=103)

Would You Like to See the City 
Offer Gigabit Internet Service?
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Q16B. Can you tell me the reason why you would not like to see the City offer a fiber network and Gigabit service? 
(n=9) Asked of those who answered “No” to Q16A

Reasons Why Not

Top Themes: Count

Government shouldn't be 
involved / Leave to private sector

7

Unable to bundle all services 2 “Because I wouldn't be able to keep all my 
services together like I have with Comcast, I 
bundle and will continue to bundle. So unless I 
was able to bundle everything with the city, I 
wouldn't have interest in having this in Lake 
Oswego.”

“The city needs to stick to fixing pot holes. I 
don't want them in any private business like this 
at all.”

“I am not in favor of the city government or any 
government providing these kinds of services. They 
should stay out of Internet and let the private sector 
provide these services.”

“Any time you have the government involved 
with private industry, it does not work.”
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Q16C. What more would you need to know about the City offering  a fiber network and Gigabit internet service? 
(n=9) Asked of those who answered “It Depends” or “I don't know enough about it to know whether I'd say yes or 
no” to Q16A

Information Needed to Decide

Top Themes: Count

Reliability concerns 4

City monopolizing Internet service 2

Bundle / Tie-in with phone service 2

Cost associated 2
“How will the City service this if there is a 
problem? Will this service be able to tie in with 
our phone system?”

“Would the City then become the sole 
provider of Internet in Lake Oswego, driving 
Comcast out? Because if all the competition 
was removed my answer is no.”

“I would want to look at the cost involved and 
all the unknowns that would surely need 
answering once the City moved forward like 
reliability and ease of change.”
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Q17. How likely would your organization be to subscribe to Gigabit Internet service offered by the City if it cost the 
same amount per month as you’re paying now? (n=103)

Likelihood to Subscribe – Same Price
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57%

A clear majority (57%) said they “definitely 
would subscribe” or would be “very likely 
to subscribe” if the cost is the same as 
they’re paying now (the average of which is 
$167).  
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Q18. What would be your main concerns, or what keeps you from saying very likely to subscribe to a Gigabit 
Internet service offered by the City same amount per month as you’re paying now? (n=43) Asked of all who 
responded “Very likely” or less to Q17.

Main Concerns About Subscribing To Gigabit

Top Themes: Count

Concern about unbundled costs 9

Government shouldn't be involved / 
Leave to private sector

6

Satisfied with current service 5

Hassle of transitioning to a new service 5

Convenience of bundling multiple services 5

“Government-ran. I am not a fan of government, 
usually when government is involved with these 
types of services they don't run well.”

“l would have to look at this closely, 
break down all the costs involved 
with separation of phone and 
Internet.”

“Cost. I bundle service so if the 
Internet stayed the same, I still 
would have to use another 
provider for phone and would 
not get it at the same price as 
when bundled with Internet, so I 
would pay more.”

“The Internet might be cheaper than what we 
pay now, however I would have to look at 
phone costs, that would be higher when not 
bundling with Internet.”
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Q19. How likely would your organization be to subscribe to Internet service offered by the City if your speed was 
the same as it is now, but you would pay a substantially lower amount per month than you’re paying now? (n=103)

Likelihood to Subscribe to the Same Speed 
at a “Substantially Lower” Price
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This is a second variation of the likelihood question 
asked of businesses, designed to test the need for more 
speed by having respondents make a choice between 
Gigabit speeds or a lower price.  

Almost half (48%) said they “definitely would subscribe” 
or would be “very likely to subscribe” if the speed is the 
same as it is now but the price is substantially lower.  
Results suggest that, although price is a top criteria for 
many, there is a significant percentage who would 
prefer much greater bandwidth.
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Q21. Currently you pay only one provider for multiple services including Internet. We’d like to 
know how much of a factor having one provider for all your business services would be in your 
decision whether to switch your Internet service to Gigabit Internet provided by the City. Would it 
have strong influence, some influence, very little influence or no influence on your decision? 
(n=77) Asked of all those who bundle services

Influence of Having One Provider for Multiple Services
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Q22. What are the main reasons it has influence on your decision about whether to switch your 
internet service? (n=48) Asked of all those indicated “Some influence” or “Strong influence” on 
Q21; Multiple responses were allowed.

Main Reason Why Bundling Has Influence

Compared to the residential market, a 
significantly smaller percentage of business 
respondents indicated the overall monthly cost 
is lower if you bundle (38% vs. 60%).  
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Key Findings and Considerations

Residential and Business Findings
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Pivot’s Take Rate Estimates for Residential Gigabit 
in Lake Oswego within 12-36 Months from Launch
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Pivot estimates achievable take rates to be 
between 37% and 42% by the 3rd year. 

Although responses to the likelihood-to-
subscribe questions are much higher than our 
estimated range, we must consider the 
following:

1. 85% of all respondents are bundling today, 
and 58% of them cannot estimate the cost 
of the Internet portion of their bill;

2. Whether the final monthly cost of all 
services will indeed be the same or less for 
those who bundle today is unknown; 

3. The ease or difficulty in transitioning to an 
unbundled Internet service is unknown; and

4. The effectiveness of advertising and 
awareness- and education-building activities 
are unknown.

In addition, the reality is that hypothetical 
purchase intentions and willingness-to-pay, in a 
telephone survey, don’t always correspond to a 
realized or truthful answer.  Researchers today 
use various methods to compensate for this, as 
explained on the next page.

Achievable:
37%-42%
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Overstatement Adjustment Defined
A research “rule of thumb” to minimize potential 
overstatement bias, called the overstatement adjustment 
formula, was designed to produce a conservative figure, 
usually considered the minimum of a forecasted range. It 
has been used in the telecom industry by researchers and 
consultants who conduct surveys to forecast demand for 
fiber-to-the-premise and broadband Internet. 

The reason for its use is that it’s human nature to 
overstate intentions in a survey when it’s not a real 
decision requiring a true financial commitment.  
Hypothetical purchase intentions and willingness-to-pay 
don’t always correspond to a realized or truthful answer. 

Residential Market
Total monthly 
$$ stays the 

same

Adjustment 
Ratio

Estimate Take 
Rate after 

Adjustment

Definitely would subscribe 35.2% 70% 24.6%

Very likely to subscribe 25.9% 30% 7.8%

Somewhat likely to subscribe 23.3% 10% 2.3%

Minimum take rate estimate: 34.7%

This is because many survey respondents 
will consider or assume one or more of 
the following when giving an answer:

• Whether their response will influence 
the actual future cost of the service; 

• Whether their response will influence 
the final decision that the service will 
actually be offered; and/or

• That spouses or anyone with whom 
they share the final decision will agree 
with their own stated intentions.

In simple terms, the overstatement adjustment assumes a 
solid majority (70%) who say “definitely would subscribe” are 
expressing a firm commitment.  The group that says “very 
likely” will include at least one-fourth to one-third (30%) who 
will follow through on their expressed intentions.  And a small 
portion of those who are on the fence (10%) will actually 
convert.  

Using this formula our resulting minimum take rate estimate 
is 34.7%, based on respondents’ total monthly cost staying 
the same for all services including Internet.
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Pivot’s Take Rate Estimates for Business Gigabit 
in Lake Oswego within 12-36 Months from Launch
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Pivot estimates achievable take rates to be 
between 34% and 39% by the 3rd year of launch. 

Although responses to the likelihood-to-
subscribe questions are much higher than our 
estimated range, we must consider the 
following:

1. 75% of all respondents are bundling today, 
and 45% of them cannot estimate the cost 
of the Internet portion of their bill;

2. Whether the monthly cost of all services will 
ultimately be the same or less for those who 
bundle is unknown; 

3. The ease or difficulty in transitioning to an 
unbundled Internet service is unknown; and

4. The effectiveness of advertising and 
awareness- and education-building activities 
are unknown.

Achievable:
34%-39%
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More Findings and Conclusions

• In the City’s favor:
– Satisfaction with Comcast and CenturyLink is extremely low.  It’s very rare to see average ratings 

at or below 6 on a 1-10 scale for attributes like customer service, overall value and even price.  
Any new market entrant will garner the attention of residents who are unhappy with these 
attributes, let alone Internet speed. 

– 79% of residents and 78% of businesses would like to see the City offer a fiber network and 
Gigabit Internet service.

– Lake Oswego has a high proportion of speed-hungry residents: 30-48 Mbps, the respondent’s 
“stated” speed, is well above the actual national household average of 12 Mbps.

– At 39%, awareness of Gigabit is very high and awareness correlates strongly with likelihood to 
subscribe.
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More Findings and Conclusions

• Important points to consider:
– The hassle factor of switching and the new cost of ALL services that now include Internet 

service from the City could keep businesses from switching.  Efforts to make this a smooth 
process are essential. 

– A well-designed and -executed campaign that educates people on the benefits of high-speed 
Internet--in a concise and compelling manner--is essential for stimulating demand.  Tell concise 
stories of how it can improve the lives of family members and businesses.

– Getting off to a good start will advance the “buzz” about the City staying well ahead of 
technology trends and the needs of its community.  
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Residential Demographics and 

Business Firmographics
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Residential Demographics

Children in Home: n = 340

Yes 42%

No 58%

Mean number of 
children in the home

2.1

Adults in Household: n = 340

One 15%

Two 64%

Three 17%

Four or more 4%

Mean number of 
household adults

1.8

Age Group: n = 341

18 to 24 1%

25 to 34 3%

35 to 44 19%

45 to 54 29%

55 to 64 23%

65 to 74 17%

75 and over 7%

Gender: n = 344

Male 48%

Female 52%
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Residential Demographics (Continued)

Zip Code: n=343

97034 52%

97035 48%

Annual HH Income: n=257

Less than $40k 5%

$40k to less than $75k 16%

$75k to less than $100k 14%

$100k to less than 
$150k

23%

$150k or more 41%

Completed survey on: n=342

Cell phone 37%

Landline phone 63%
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Business Firmographics

Employees at location: n = 103

2 to 4 26%

5 to 9 26%

10 to 19 23%

20 to 49 18%

50 to 74 3%

75 or more 3%

# of Locations: n = 103

Only 1 69%

2 or more 31%

Employees Using PCs: n = 103

2 to 4 38%

5 to 9 30%

10 to 19 17%

20 to 49 11%

50 to 74 2%

75 or more 2%
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Business Firmographics (Continued)

Industry: n=103

Health Care (hospital/clinic, physician, dentist) 17%

Business Services/ Consulting 15%

Finance, Insurance, Real Estate 15%

Retail 11%

Manufacturing 6%

Construction 5%

Legal 5%

Restaurant / Food service / Bar 4%

Education/Schools / Libraries 3%

Nonprofit 3%

Automotive 2%

Hospitality/Recreation 2%

Wholesale 2%

Transportation/Trucking/Hauling 1%

Other 12%

Title: n=103

Owner 35%

Manager / COO 30%

President / VP 13%

Executive Director 5%

Other 17%


