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We Maintain the Highest
Customer and Retail Service Standards

J.D. Power and Associates
•71 Awards (T-Mobile USA total as of Feb 
2011)

•2011 - Customer Service Champion - One of 
only 40 companies out of 800 in 20 different 
industries to have earned this distinction this 
year

•2011 - Highest Ranked Wireless Retail 
Satisfaction Study, Vol. 1 (Ranked 1st in 4 
straight biannual surveys, 10 overall)

•2011 - T-Mobile is the “Customer’s Choice” 
for customer service in the wireless industry 
and in the Top 20 across all industries.

NRF Foundation/American Express



Our Disclosures are Clear
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We Right-Fit Our Customers
 Our retail sales reps follow a right fit guide and ask 

customers:
 Tell me about your current service.
 Who do you talk to the most?
 How often do you use your phone?
 How do you want to connect (voice, text, email, laptop, 

pictures, social networks)?
 Where do you use your phone for voice?
 How do you use the Internet and email?

 As part of the process, sales reps make disclosures 
regarding ETFs, fees, our return policy, and more.
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We Offer a Personal Coverage Check
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We Offer a Variety of Devices
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We Have Great Promotional Offers



We Offer a Variety of Plans
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We Help Customers Make Informed Choices

We provide clear disclosures at point of 
sale, on bills, and online regarding
ETFs
Plan details
Bill details
Cramming
Privacy
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Thank you!
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