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ANNUAL COMPLIANCE REPORT ON INTERNET ESSENTIALS,  
THE COMCAST BROADBAND OPPORTUNITY PROGRAM 

 
Comcast Corporation (“Comcast”) submits this report regarding the Comcast Broadband 

Opportunity Program as described in Condition XVI.2 of Appendix A to the Transaction Order1 
(the “Condition”) for the first year of the program ending June 21, 2012.2  Comcast has branded 
its broadband adoption program as Internet Essentials, or “Internet Básico” for Spanish-speaking 
customers. 

 
Comcast published its Internet Essentials Launch Report six months ago, a copy of which 

is attached hereto as Appendix A (the “Launch Report”).3  This Annual Compliance Report 
reiterates and supplements the information in the Launch Report, and it identifies the relevant 
components of the Condition that have guided — and are satisfied by — Internet Essentials.  In 
addition, this report also provides the specific information required by sub-part XVI.2.m of the 
Condition, including an analysis of the program’s effectiveness, and a description of the 
enhancements Comcast has made to improve Internet Essentials in the year ahead. 

 
 
 

                                                      
1  In the Matter of Applications of Comcast Corporation, General Electric Company and NBC Universal, Inc.,   

For Consent to Assign Licenses and Transfer Control of Licensees, Memorandum Opinion and Order, 26 FCC 
Rcd 4238 (2011) (as amended by the Erratum released on March 9, 2011) (“Transaction Order”). 

 
2  Internet Essentials was launched in June 2011.  Data for the first year of the program runs through June 21, 

2012, unless otherwise noted, because this date corresponds to the close of the Company’s fiscal month that is 
nearest to this Annual Compliance Report’s filing date. 

 
3  The Launch Report (Jan. 31, 2012), is also available online at 

https://www.internetessentialspartner.com/Downloads/LaunchReport.pdf. 



Comcast Corporation 
Annual Compliance Report on Internet Essentials 

July 31, 2012 
Page 2 

  
 

 

As required by sub-part XVI.2.m of the Condition, a copy of this report is available as of 
today at www.comcast.com/InternetEssentials and www.InternetEssentials.com/news. 

 
I. 
 

INTERNET ESSENTIALS:  THE LARGEST AND MOST COMPREHENSIVE 
BROADBAND ADOPTION PROGRAM OF ITS KIND 

 
Internet Essentials grew out of a multi-year, internal project pre-dating the 

NBCUniversal transaction that had identified low-income broadband adoption as Comcast’s 
most important community-investment strategy and priority.  The program — proposed and 
developed voluntarily by Comcast, and adopted without amendment by the Commission — is a 
first-of-its-kind effort to comprehensively address what are, according to the best research, the 
major components of the nation’s broadband adoption challenge:  low digital literacy, perceived 
lack of relevance of online content, and the need for low-cost, good quality computers and 
Internet service.  See Condition XVI.2.b. 

 
Before Internet Essentials, neither the government nor any private company had tried to 

tackle all the major barriers to broadband adoption in one comprehensive program.  Comcast’s 
work to design and implement Internet Essentials helped build momentum for other stakeholders 
to try similar programs. Recently, the Commission, together with the National Cable and 
Telecommunications Association and a group of non-profits, diverse technology companies, and 
multi-channel video distributors, including Comcast, followed suit and introduced the 
Connect2Compete initiative, which is modeled after Internet Essentials in structure and intent. 

 
A. Eligibility Criteria (Condition XVI.2.f) 

 
As committed in connection with the NBCUniversal transaction and set forth in the 

Condition,4 Comcast chose to focus Internet Essentials on bridging the digital divide for low-
income families with children in school to ensure the program had direct impact on a critical 
sector of Americans that are not connected to the Internet at home.   

 
To that end, Comcast initially offered the program based on the following eligibility 

criteria:  a household is eligible to participate in Internet Essentials if it (1) is located where 
Comcast offers Internet services (over 99% of the Comcast service area); (2) has at least one 
child eligible for a free school lunch through the National Lunch School Program (“NSLP”); (3) 
has not subscribed to Comcast Internet service within the last 90 days; and (4) does not have an 
overdue Comcast bill or unreturned equipment.   

 

                                                      
4  See Launch Report, supra n. 3, at 15; see also Letter from Kathy Zachem, Vice President, Regulatory and State 

Legislative Affairs, Comcast Corporation, to Marlene H. Dortch, Secretary, Federal Communications 
Commission, MB Docket No. 10-56 (Dec. 23, 2010) at 4-6. 
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On April 2, 2012, Comcast went beyond the initial eligibility criteria outlined in the 
Condition and extended eligibility to families with children eligible to receive reduced price 
school lunches as well.  This enhancement made close to 300,000 additional households in 
Comcast’s service area eligible for Internet Essentials — raising the total number of Internet 
Essentials-eligible households to an estimated 2.3 million families.5   

 
1. Reliance on NSLP Eligibility (Condition XVI.2.g) 
 
To determine eligibility for the Internet Essentials program, Comcast proposed, and the 

Condition requires, that eligibility for the program be based on the well-established certification 
processes for participation in the NSLP.  Established by the U.S. Department of Agriculture and 
administered by local school districts, the NSLP provides free lunches to children who come 
from households with incomes at or below 130 percent of the poverty level, and reduced price 
lunches to children from households with incomes between 130 percent and 185 percent of the 
poverty level.6 

 
2. Eligibility Verification (Condition XVI.2.j) 
 
Comcast retained an established third-party verification specialist, Solix 

(www.solixinc.com), to verify the NSLP eligibility of Internet Essentials applicants.  Solix has 
the infrastructure and expertise to process millions of applications to confirm applicant-
submitted information.  Its experience with income-based qualification programs like NSLP 
enables Solix to expeditiously handle verification requests, including any customer care issues 
that may arise during the verification process.7  And, as explained in Section I.D.1.c, infra, to 
reduce the burden or delay that some families faced in obtaining proof of eligibility, in January 
2012, Comcast implemented an instant approval process for families with students who attend 
schools with the highest percentage of NSLP participation, another Comcast enhancement to the 
program.    

 

                                                      
5  Some parties have expressed frustration about the eligibility requirements on the grounds that they (necessarily) 

exclude some applicants who might benefit from low-cost Internet service.  Other programs and providers may 
come forward with solutions and plans to address other segments of the population that are not within Internet 
Essentials’ eligibility parameters, and Comcast might propose alternatives to address these in the future. 

 
6  See National School Lunch Program Fact Sheet, 

http://www fns.usda.gov/cnd/Lunch/AboutLunch/NSLPFactSheet.pdf  (last visited on July 12, 2012).  For the 
period July 1, 2011 through June 30, 2012, 130 percent of the poverty level is $29,055 for a family of four; 185 
percent is $41,348. 

 
7  Solix has also been named a pilot partner in the Connect2Compete initiative.  See 

http://www.connect2compete.org/partners. 
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B. Launch and Duration of the Program (Conditions XVI.2.a; XVI.2.d) 
 
Comcast rolled out Internet Essentials across more than 4,000 school districts in 39 states 

plus the District of Columbia during the 2011-2012 school year, and will continue to enroll 
participants in the program, at least through the end of the 2013-2014 school year.  In addition, 
once the program helps a family get online, Comcast wants that family to stay online.  
Accordingly, any household that enrolls during the initial three-year enrollment period will 
remain eligible for the discounted price as long as at least one child in the household continues to 
meet the program’s NSLP eligibility test (i.e., eligible to receive a free or reduced price school 
lunch).8 

 
C. Internet Essentials’ Principal Components 

 
The Internet Essentials program has three principal components: 
 
1. Low Cost Internet Service  (Conditions XVI.2.c.i; XVI.2.c.ii) 

 
Internet Essentials provides eligible low-income families in the Comcast service area 

affordable access to high-speed Internet service from their homes.  For only $9.95 per month —
around 33 cents a day — eligible families receive Comcast’s XFINITY Internet service with no 
monthly modem or other equipment fees, installation charges, or activation fees. In addition, 
Internet Essentials families are not subject to standard credit checks and are not asked to sign 
any contracts to take the service for a specified period of time.9  The price of the service will not 
increase as long as the household continues to meet the eligibility criteria of the program. 

 
Starting on April 4, 2012, Comcast doubled the speed of the broadband connection 

provided with Internet Essentials from 1.5 Mbps upstream/384 Kbps downstream to up to 3 
Mbps downstream and up to 768 Kbps upstream without an adjustment in price.  A faster 
connection will make Internet Essentials even more enjoyable for current customers as well as 
help attract new ones.  As explained to Comcast customers by e-mail, the only thing they needed 
to do was reboot their modems in order to immediately take advantage of the new speeds.  

 
2. Discounted Computers (Condition XVI.2.c.iii) 

 
As part of Internet Essentials, Comcast partnered with Acer and Dell to offer eligible 

families the opportunity to purchase a full-service, Internet-capable computer for $149.99, which 
is substantially below retail.  Comcast subsidizes each computer to bring the purchase price to 

                                                      
8  Allowing households to participate in Internet Essentials for as long they have a student in the households who 

qualifies for reduced price school lunch is an enhancement that exceeds the terms of the Condition. 
 
9  Internet Essentials customers may take other Comcast services in addition to Internet Essentials; normal rates 

and rules for such services will apply. 
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the $149.99 price point and ships the computer to the customer for free.10  Working with the 
program’s partners, including Microsoft, Comcast offers Internet Essentials families the 
opportunity to purchase one discounted netbook computer running the Windows 7 Starter 
operating system with pre-installed web browser software.  Plus, as discussed in Section I.G.2, 
infra, Internet Essentials customers receive access to a suite of security and antivirus software 
tools at no extra cost. 

 
3. Digital Literacy Training (Condition XVI.2.c.iv) 

 
Internet Essentials customers receive access to print, online, and in-person digital literacy 

training free of charge.  Digital literacy training is the first step in helping those who have not 
been connected understand the value, the relevance, and the ease of using the Internet.  Comcast 
developed comprehensive training tools in order to achieve the program’s digital literacy 
objectives.  For example, Comcast created detailed guides on digital literacy topics such as 
avoiding online threats and safeguarding personal information online.  These guides are included 
in every Welcome Kit that is mailed to each new Internet Essentials customer.  See Appendix B.  
In addition — as detailed in Section I.G.3.b, infra — Comcast and its partners organized 
hundreds of in-person training sessions across the country, giving Internet Essentials customers 
and other low-income families the opportunity to receive hands-on training on digital literacy 
topics.  And, for its online component, Comcast created the Digital Learning Center, which is 
available 24/7 so that customers can receive digital literacy training at their convenience.  Recent 
enhancements to the Digital Learning Center include animated training modules focused on 
topics such as phishing, cyber-bullying, identify theft, spam, online safety, computer viruses, and 
more.  A detailed description of the expansive digital literacy training and support available to 
Internet Essentials customers is provided in Section I.G.3, infra. 
 

D. Operationalizing Internet Essentials  (Condition XVI.2.j) 
 

As detailed in the Launch Report,11 the eligibility rules for Internet Essentials created a 
unique set of operational challenges.  The Company sought to address these challenges while 
keeping the Internet Essentials application and intake processes as simple and efficient as 
possible, providing applicants with clear instructions, guidance, and regular reminders 
throughout the process.  Comcast continues to make adjustments to the application and intake 
processes to ensure a smooth customer experience and efficient, timely sign-ups.  The goal is to 
eliminate every possible upfront barrier for eligible families to apply for and get accepted into 
the program.  Comcast also continues to seek new ways both to simplify the process and get 
families online faster. 

 
Comcast honed the onboarding process for Internet Essentials customers through an 

iterative process of testing, improving, and then retesting to ensure effectiveness.  The process 

                                                      
10  Depending on the jurisdiction, taxes may apply to the computer purchase price. 
 
11  See Launch Report, supra n. 3, at 33-35. 
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involves the following elements: 
 
1. Avenues to Get Information and Request an Application 

 
a. Dedicated Internet Essentials phone numbers and branded websites   

 
As contemplated in Comcast’s program design and incorporated into the Condition, 

Comcast operates dedicated phone numbers for English and Spanish speaking consumers — 1-
855-8-INTERNET (1-855-846-8376) and 1-855-SOLO-995 (1-855-765-6995) — which connect 
participants to customer account executives (“CAEs”) at a dedicated call center specifically 
trained to assist with Internet Essentials enrollment and answer questions about the program.  
These dedicated phone lines are the central tool that Comcast uses to ensure that interested 
consumers get the information they need.   

 
In addition, Comcast launched the websites www.InternetEssentials.com and 

www.InternetBasico.com to promote the service, inform potential customers of application 
requirements, and serve as a portal to information about the program, including certain digital 
literacy training materials and information.  As discussed in greater detail in Section I.E, infra, 
Comcast invested substantial time and effort promoting both the dedicated phone numbers and 
the Internet Essentials websites, in order to funnel interested customers directly to these 
informative resources — and to give them a dedicated, informed customer support staff to 
answer questions. 

 
b. General customer service support 

 
Comcast also took steps to ensure that potential customers could find Internet Essentials 

information through other contacts within the Company.  For example, Comcast has trained all 
its CAEs on Internet Essentials, and has provided back-up information and reminders about the 
products to all CAEs and their supervisors, so that callers who contact another Comcast customer 
service center can be appropriately redirected to the Internet Essentials dedicated toll-free 
number.  To ensure that customers who visited our main website (www.comcast.com) could 
quickly find information about the program, Comcast more than doubled the search terms (e.g., 
“low-cost broadband”) that produce links to information about Internet Essentials and added an 
Internet Essentials FAQ (frequently asked questions) to its Customer Central self-service 
portal.12 

 

                                                      
12  See http://customer.comcast.com/help-and-support/internet/comcast-broadband-opportunity-program/. 
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c. The application process 
 

After a customer calls to enroll, Comcast mails an application to the customer’s home 
that is pre-populated with all of the caller’s information in order to simplify and accelerate the 
ordering process.  As a general matter, the pre-populated application is generated in either 
English or Spanish, printed, and sent to the customer within one business day from the initial call 
date.  Next, customers send their completed Internet Essentials application and supporting 
documentation by mail or fax to Solix for eligibility verification.  Solix usually processes and 
approves or denies applications in an average of one business day.  Verified applications are then 
forwarded to a Comcast order-entry center for provisioning of the new Internet Essentials 
account.  

   
As described in Section I.A, supra, eligibility for Internet Essentials requires proof of 

NSLP eligibility.  To reduce the burden or delay that some families faced in obtaining this proof, 
and as announced in the Launch Report,13 in January 2012 Comcast implemented the Internet 
Essentials instant approval process for “Provision 2” schools.14  As a result, applicants in 
qualifying school districts can now complete the Internet Essentials application over the phone 
without a separate verification step.  In March 2012, Comcast further expanded the instant 
approval process to include all schools with 75% or more NSLP participation based on National 
Center for Education Statistics (NCES) data, irrespective of their Provision 2 status.  This means 
that students attending the 20,906 schools across the Comcast footprint that are either Provision 
2 or NCES-validated can be instantly approved for the program.  Both enhancements have been a 
resounding success: since the enhancements were rolled out, instant approvals have accounted 
for 38.6% of all Internet Essentials orders. 

 
Eligible households may also receive Internet Essentials through a new bulk registration 

program.  As announced in the Launch Report,15 during 2012, Comcast began allowing 
organizations such as non-profits, community-based organizations (“CBOs”), faith-based 
organizations, school districts, and community colleges to buy Internet Essentials service in bulk 
for households that are “sponsored” by each organization.  Participating organizations must 
commit to sponsor at least 50 households by paying each home’s monthly $9.95 service fee for a 
minimum of eight months (there is no separate fee charged to the sponsor for participation in the 
bulk registration program).  In June 2012, Comcast made the bulk registration program available 
across its national footprint.  All of these voluntary enhancements to the Internet Essentials 
application process go far beyond the Condition’s requirements. 

 
As noted, the Internet Essentials application process has been continually enhanced based 

                                                      
13  See Launch Report, supra n. 3, at 5. 
 
14  Provision 2 NSLP certification means that the school can provide free meals to all its students.  Households in a 

Provision 2 school district — generally those with a high percentage of low income students — are not required 
to complete free or reduced price lunch application materials and are automatically qualified for NSLP. 

 
15  See Launch Report, supra n. 3, at 45. 
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on lessons learned from real-world experience to ensure that the customer intake process does 
not materially hinder or delay families from enrolling in the program.  Some early changes that 
Comcast made include revising the Internet Essentials call center script to more quickly and 
directly initiate the enrollment process.  Further, Comcast established “resend and remind” 
follow-up procedures:  if a response is not received within 30 days, Comcast sends a replacement 
application to the home, and a second notice is sent if a response is not received within 60 days.  
The “resend and remind” practice was a program refinement adopted after Comcast observed 
that some customers were not returning the completed applications for processing.  In addition, 
to accelerate and simplify the application return process, Comcast also added the option for 
applicants to fax back applications instead of using the postage pre-paid envelope included with 
the application.  And, after observing some of the most common causes of non-approved 
applications, the Company began inserting a brightly colored “quick check” reminder list into the 
application kit.   

 
All of these enhancements far exceed the application processing requirements in the 

Condition.  The entire process has been shortened by several weeks since launch, as Comcast has 
learned and improved its processes. 

 
2. Service Activation 

 
Once a household has been approved for Internet Essentials service, Comcast ships an 

Activation Kit that includes the broadband service modem, cabling, and an easy-to-use self-
install guide.  The Activation Kit is usually shipped to the customer within seven days from 
eligibility verification (or sooner for instant approval customers).  

 
Customers who require assistance with the activation process may contact the support 

line indicated in the installation materials and a service visit will be scheduled at no charge to the 
customer.  Comcast contacts new Internet Essentials customers to promptly schedule an 
installation visit in those cases where the Company’s records suggest that the customer’s home is 
not pre-wired for Comcast service, since this suggests that the customer would not be able to use 
the self-install process without assistance.  Here, too, the on-site installation is provided at no 
extra charge.  None of these enhanced activation measures were required by the Condition. 

 
New customers also receive a Welcome Kit that includes program acceptance materials, 

as well as printed lesson cards on digital literacy topics.  The information cards also direct the 
user to the Internet Essentials Digital Learning Center to explore further.   Welcome Kits are 
usually mailed to customers within one business day from approval of their Internet Essentials 
application. 
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3. Ordering the Discounted Computer 
 
The Welcome Kit sent to each Internet Essentials participating household includes a 

voucher with a unique code and instructions on how to obtain the discounted computer.  To place 
an order, program participants must call the toll-free number indicated on the voucher and use 
one of the vendor’s payment methods to complete the purchase.  The vendor also provides end-
to-end customer service including sales, technical support, and warranty coverage for the 
discounted computer.   

 
In addition to handling the NSLP eligibility verification, Solix developed the platform 

that generates the unique discount codes for computer purchases by Internet Essentials 
participants.  The Solix system also allows the discounted computer vendors’ sales 
representatives to easily validate a customer’s code, and provides Comcast’s centralized call 
center with the ability to troubleshoot problems and replace codes, if necessary.  Importantly, 
this system allows Comcast to include new computer vendors as the program continues, and to 
dynamically match orders with providers to ensure supply is never depleted. 

 
Organizations participating in the bulk registration program also have the option of 

purchasing discounted computers for Internet Essentials participants during the initial enrollment 
for $149.99 each.   

 
E. Publicizing Internet Essentials to Eligible Families (Condition XVI.2.k) 

 
While the Condition does not explicitly require specific marketing or publicity for 

Internet Essentials, Comcast undertook significant efforts to publicize the program, and in doing 
so, went well beyond the Condition’s requirements.  As discussed in the Launch Report,16 
getting the Internet Essentials message to eligible households presented a unique set of 
challenges.  First, unlike a typical Comcast service launch, there was no direct way to identify 
potential Internet Essentials customers.  Second, Comcast had to create a demand for broadband 
in some communities that were essentially “broadband resistant” — communities that had not 
embraced this technology due to factors beyond just cost, such as perceived relevance and low 
digital literacy.  Third, research suggested that a potential Internet Essentials customer might 
need to hear about the program multiple times from trusted sources before taking action.   

 
Comcast, therefore, focused its engagement campaign on a number of important 

audiences, including local school districts, local and national CBOs, churches, and government 
officials.  Comcast also supplemented this outreach plan with coordinated paid media and earned 
media campaigns to help deliver a repetitive and consistent message about Internet Essentials.  
The components of this broad promotional campaign are described below. 

 

                                                      
16  See Launch Report, supra n. 3, at 17. 
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1. Internet Essentials Website and Partner Portal   
 
As discussed in Section I.D.1.a, supra, the central building block of the Internet 

Essentials outreach plan is the program’s dedicated website www.InternetEssentials.com, or, for 
Spanish speaking consumers, www.InternetBasico.com, which serves as a one stop destination 
for information, resources and collateral on Internet Essentials.  Comcast promotes these website 
addresses on all Internet Essentials materials.  Built into this website is a unique Partner Portal 
(www.InternetEssentials.com/partner) that allows Internet Essentials partner organizations to 
download program materials directly or order materials, which are shipped for free regardless of 
the quantity ordered.  Registered partners also receive program updates, including regular 
newsletters and other announcements. 

 
 As of June 21, 2012, 13,581 individuals and organizations had registered for the Partner 
Portal, the portal experienced over 135,282 unique visits and partners requested and received 
over 15.1 million pieces of promotional collateral — all at no charge. 

 
2. “Hyper-local” Paid Media  
 
Comcast designed and executed an ambitious paid advertising campaign to supplement 

the promotional activity set forth in its initial commitment to the Commission.  The Company 
devised a “hyper-local” paid media strategy targeting NSLP-eligible families within the top 11 
metropolitan areas in the Comcast footprint in 2011 and expanded the campaign to the top 12 
metropolitan areas in 2012.  Efforts included:   

 
 Distributing marketing materials in local businesses and attending community events 

held in areas with predominantly African American or Hispanic populations.  
 

 Purchasing advertisements in newspapers and community publications to reach 
potential customers within target school districts.  For example, in 2011 Comcast 
purchased advertisements in the Philadelphia Tribune (Philadelphia), the Washington 
Informer (Washington, D.C.), and El Nuevo Herald (Miami).   

 
 Targeting radio listeners with remotes and thirty second advertisements. 
 
In 2012-2013, Comcast will leverage mobile technology — the primary source of 

communications for many low-income families — to spread the word about Internet Essentials.  
The campaign will also target radio listeners with remotes and thirty second advertisements over 
a five week campaign timed to coincide with the start of the 2012-2013 school year.  During key 
drive periods, these radio spots and remotes will be supplemented by special events with local 
radio personalities along with Comcast representation in key venues such as shopping districts 
and community centers.   
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3. Earned Media   
 
As discussed in the Launch Report,17 Internet Essentials launch events marking the start 

of the 2011-2012 school year were the centerpiece of Comcast’s earned media strategy, 
galvanizing a broad range of stakeholders around the mission of urging as many eligible families 
as possible to enroll.  Each event featured a speaker from Comcast describing the program and 
included mayors, governors, Members of Congress, local or state superintendents, and 
community leaders — all helping to drive the message of the importance of broadband.   

 
For example, in Miami, Comcast held a launch event at Phillis Wheatley Elementary, a 

school located in the Overtown neighborhood, the city’s historic center for commerce in the 
African American community.18  The Miami launch event generated a total of 47 media clips (6 
print, 31 online, and 10 broadcast) totaling 11.7 million impressions.  In addition to Miami, 
Comcast held launch events in 40 communities including Atlanta, Baltimore, Denver, Detroit, 
Hartford, Houston, Philadelphia, Pittsburgh, Portland, San Francisco, Tallahassee, and 
Washington, D.C. 

 
The media impressions generated by coverage of these launch events continued 

generating millions of dollars’ worth of earned media for Internet Essentials during the rest of 
the school year.  From January through June 2012, Comcast has generated approximately 222.5 
million media impressions for Internet Essentials through sustained media efforts.  These include 
221 million print and online impressions as well as nearly 1.5 million broadcast television 
impressions. 

   
4. Public Service Announcements and Comcast Newsmakers   
 
To further promote awareness of Internet Essentials, Comcast launched a multi-million 

dollar bilingual Public Service Announcement (“PSA”) campaign across its service area.  The 
Internet Essentials PSA campaign, which ran from December 26, 2011, through June 22, 2012, 
was timed to begin just as the program’s paid and earned-media promotional runs were ending.  
The campaign featured several high profile leaders talking about the importance of broadband 
adoption, including Philadelphia Mayor Michael Nutter, Delaware Governor Jack Markell, 
Washington Governor Christine Gregoire, California State Senator Alex Padilla, as well as 
various mayors, school superintendents, and leaders of Urban League affiliates and other CBOs. 

 
 In addition, Comcast recorded and aired “Comcast Newsmakers” segments featuring 

Internet Essentials.  Comcast Newsmakers is a five minute public affairs program that aired on 
various platforms through June 2012, including CNN Headline News (on Comcast Cable 
systems at 24 and 54 minutes past the hour), on Comcast VOD, and online. 

                                                      
17  See Launch Report, supra n. 3, at 22. 
 
18  See Press Release: Comcast launches discounted Internet for needy families 

http://www miamiurbanleague.org/2011/08/09/comcast-launches-discounted-internet-for-needy-families/ (Aug. 
11, 2011). 
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From December 26, 2011 through June 22, 2012, Comcast aired over 77,000 PSA spots 

and over 12,000 Comcast Newsmakers segments in various advertising zones in communities 
across Comcast’s national footprint, a multi-million dollar investment that was not required by 
the Condition.  Comcast will continue to execute an extensive PSA and Comcast Newsmakers 
campaign for the remainder of 2012 on available distribution platforms. 

 
5. Comcast Employees   

 
  As noted in the Launch Report,19 Comcast empowered its nearly 100,000 employees to 

directly connect eligible families in their communities.  In May 2012, Comcast developed and 
launched a targeted employee grassroots campaign named the Internet Essentials Ambassadors 
Program for interested employees to leverage existing relationships with schools, libraries, or 
CBOs in their neighborhoods and help them prepare for the 2012 Internet Essentials back-to-
school season.  The Ambassadors Program was initially offered to Comcast employees serving in 
several metropolitan areas, including Philadelphia, Pittsburgh, and Boston.  The program will be 
made available to Comcast employees across the nation in the coming months. 

  
F. Comprehensive Stakeholder Campaign (Conditions XVI.2.g-i)   

 
Comcast’s extensive partnership with a diverse array of leaders from the education, 

government and non-profit sectors across the Comcast service area is the cornerstone of the 
Internet Essentials’ communications plan.  Comcast worked with these partner organizations to 
help educate eligible families about Internet Essentials, distribute promotional materials, and 
spread the word about the benefits of this broadband adoption opportunity.  Reference materials 
include a “Partner Program Guide” that describes how Internet Essentials works and how 
partners can help more students and families get online.  See Appendix C.    

 
The results of this comprehensive outreach campaign — the scale and extent of which 

went far beyond anything contemplated by the Condition — speak for themselves.    
 
1. Schools  
 
Thousands of schools helped promote Internet Essentials to eligible families by allowing 

Comcast to send literature to students and families at the start of the 2011-2012 school year.  
Comcast’s “Spread the Word” campaign consisted of flyers and brochures that schools could 
include in their communications to families; posters they could put in their computer labs, 
hallways, and offices; and, pre-formatted advertisements and background information they could 
easily insert into their e-mail blasts and newsletters.  Sample campaign materials are attached as 
Appendix D.  Comcast created a full catalog of promotional materials with the input of school 
district leaders to suit their needs.  These materials range from professional-looking posters to 
simple letters — and all of them are available through the online Partner Portal.  For the 2012-

                                                      
19  See Launch Report, supra n. 3, at 4. 
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2013 school year, Comcast has updated its materials — including a new poster campaign — and 
will once again provide schools with access to them at no cost.  In addition, Comcast has 
expanded the materials beyond English and Spanish to 12 additional languages, including:  
Arabic, Oromo, Somali, Tibetan, Chinese Mandarin, Haitian Creole, Portuguese, Hmong, 
Korean, Vietnamese, Polish, and Russian.  

 
Efforts to engage schools began with focused approaches to school leadership.  Comcast 

directed outreach efforts at school district superintendents via in-person meetings, e-mails, 
telephone conversations, and distribution of Superintendent Kits.  See Appendix E.  Each 
Superintendent Kit contains a letter, a customized brochure with information about the program, 
and a flash drive pre-loaded with testimonial videos and links to Internet Essentials resources 
online.  In addition, Comcast sent mailers directly to principals at schools within the Comcast 
footprint.  See Appendix F.  In 2012, Comcast will continue to engage educators leading up to 
and through the back-to-school season through continued personal engagement and a direct mail 
campaign targeting superintendents and principals in the top 600 school districts in the Comcast 
footprint with the greatest NSLP participation, representing 74.6% of Internet Essentials-eligible 
homes in the Comcast service area.  

 
As a result of this extensive outreach campaign, by June 21, 2012, 8,417 partners who 

described themselves as an “educator” or “school district” had also signed on through the Partner 
Portal to help promote Internet Essentials to eligible families.  This outreach by schools was 
crucial to the success of the effort, as nearly 41% of Internet Essentials families surveyed cited 
school communications as their primary source of awareness of the program. 

  
Engaged school districts clearly resulted in more families participating in Internet 

Essentials than non-engaged school districts.  For example, across the top 600 school districts in 
the Comcast service area, there is a statistically apparent correlation demonstrating higher 
performance in districts that ordered enough brochures for all students (or at least all eligible 
students) as opposed to districts that ordered lower quantities of materials. 

    
2. Local CBOs   
 
Over 4,059 CBOs, including churches, libraries, and parent-teacher associations have 

partnered with Comcast to help spread the word about Internet Essentials.  As with all 
stakeholders, Comcast effectively used the Partner Portal to make it easy for these CBOs to 
participate.  In 2012, Comcast will build on the successes and lessons learned from the 2011 
launch of Internet Essentials by conducting strategic and targeted local outreach campaigns in 
the markets surrounding the 600 largest school districts.  Each campaign will focus on engaging 
those organizations in the market that can drive awareness including:  
 

 Government organizations such as local and state elected officials’ offices, libraries, 
and city/county/state social service agencies; 
  

 Public service organizations such as local health clinics, low-income housing 



Comcast Corporation 
Annual Compliance Report on Internet Essentials 

July 31, 2012 
Page 14 

  
 

 

associations, community centers, and computer labs; 
  

 Non-profit community organizations such as Boys & Girls Clubs, YMCA/YWCA, 
civil rights, ethnic chambers of commerce, and business associations; and, 
 

 Faith-based organizations such as churches, faith-based associations, and parochial 
schools. 

 
3. National Community Partners   
 
Comcast worked with CBOs that have both strong national and local presences to 

facilitate the growth of partnerships across the nation.  The Company hosted interactive webinars 
and held face-to-face meetings with national staff and local affiliate leadership of the Boys & 
Girls Clubs, City Year, Teach for America, Big Brothers Big Sisters, United Way, One 
Economy, LULAC, and the National Urban League.  These partners helped create an atmosphere 
of support and excitement around Internet Essentials by leveraging their relationships with the 
education community, sharing “best practices” with Comcast and each other and by driving other 
organizations to register at the Partner Portal.  

 
4. Federal, State, and Local Officials   
 
Federal, state, and local elected and appointed officials also played an essential role in 

promoting public awareness of Internet Essentials.  These officials helped Comcast encourage 
local school districts to promote the program as a means of overcoming the achievement gap 
while providing a call to action for CBOs to utilize it as a tool to effect change in their 
communities.   

 
As of June 21, 2012, Comcast had delivered the Internet Essentials message to over 100 

members of Congress and more than 2,000 state and local officials.  To broaden the outreach 
effort, Comcast also engaged leading intergovernmental associations at the state and local level 
like the National Governors Association, National Conference of State Legislatures, National 
Association of Counties, U.S. Conference of Mayors, National League of Cities, Women in 
Municipal Government, Asian Pacific American Municipal Officials, Hispanic Elected Local 
Officials, National Black Caucus of Local Elected Officials, National Conference of Black 
Mayors, and various other organizations of elected officials.  Comcast will continue to update 
these officials with information on Internet Essentials program enhancements as well as events 
associated with the 2012-2013 school year.   

 
The support that the program received from these key stakeholders exceeded all 

expectations.  Indeed, government officials from across the country lavished praise for Internet 
Essentials.  For example, speaking at the May 31, 2011 Internet Essentials launch event held at 
the Woodson Library, Chicago Mayor Rahm Emanuel said, “Having access to high-speed 
Internet service allows children to do schoolwork, adults to find jobs and grow the city’s 
economy, and families to learn and explore together.  The Internet Essentials program is a 
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perfect example of the city’s government and business community working together to craft 
innovative, competitive solutions to the important problems facing our citizens.”  Speaking at the 
launch event held at the Salvation Army Kroc Community Center on September 6, 2011, 
Philadelphia Mayor Michael Nutter noted, “It is critical that we make sure that everyone, to the 
greatest extent possible, has access to the Internet, the information it provides, the worlds that it 
opens, but especially for our children as they do their homework and projects. Everyone — every 
person — children and adults, need that access because it will not only close the digital divide, it 
actually helps to level the human playing field.  And that is what [Internet Essentials] is really 
about.” 

 
5. Education Associations 

 
Comcast also engaged dozens of national education organizations to collaborate on best 

practices in student and educator engagement and to get their membership involved with 
publicizing the benefits of Internet Essentials.  These organizations include the National Parent 
Teacher Association, National School Boards Association, American Association of School 
Administrators, Consortium for School Networking, Council of the Great City Schools, State 
Education Technology Directors Association, the Council of Chief State School Officers, the 
National Alliance of Black School Educators, and the American Library Association, among 
others.  Comcast has also worked with the staff of the Alliance for Excellent Education, National 
Association of Public Charter Schools, and the National Policy Alliance to explore alternative 
avenues to provide Internet Essentials information to students, families, teachers, and 
administrators. 

 
G. More Than Just Broadband Service 

 
1. Computer Setup Support (Conditions XVI.2.l.i-iii) 
 
Included with the Activation Kit are printed step-by-step guides on how to setup Internet 

Essentials access from any personal computer.  For ease of reference, the Activation Kit also 
prominently features the toll-free support number where customers can obtain 24/7 support for 
any questions or issues about using their XFINITY Internet service.  Internet Essentials 
customers can also take advantage of the comprehensive support tools available online, including 
live chat with CAEs.  
 

2. Free Security Software (Condition XVI.2.l.iv) 
 

To ensure that Internet Essentials users have a secure online experience, all Internet 
Essentials subscribers enjoy access to the Constant Guard all-in-one security dashboard (a $360 
value), at no additional charge.  Constant Guard helps protect passwords, secure credit card 
information, and setup safe, one-click access to online accounts.  In addition, Constant Guard 
includes the Norton Security Suite’s top-rated tools for core protection against viruses and other 
cyber threats. 
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3. Digital Literacy Training in Print, in Person, and Online (Condition XVI.2.c.iv) 
 

Comcast developed and deployed an ambitious digital literacy strategy — one that 
extended beyond the original commitment the Company made to the Commission.  In addition to 
the printed Welcome Kit materials discussed above, Comcast also offered online and in-person 
training.  And, as announced in the Launch Report,20 the Company significantly expanded and 
enriched Internet Essentials’ online training component. 

 
a. Online courses  

 
Comcast developed the Internet Essentials Digital Learning Center, which serves as a 

central hub of online digital literacy training materials, providing easy access to a simple 
curriculum to help families improve their digital literacy.  The website is available in both 
English (www.InternetEssentials.com/learning) and Spanish 
(www.InternetBasico.com/aprender), and features tutorials on how to set up e-mail, guard 
against viruses and other malware, keep children safe on the Internet, locate useful resources, 
and find Comcast support for service issues. 

 
In preparation for the 2012-2013 school year, Internet Essentials continues to improve 

the user experience of the Digital Learning Center by making it more intuitive and boosting the 
use of interactive content.  The English-language version of the enhanced Digital Learning 
Center is available to everyone (not just Internet Essentials customers) and includes a refreshed 
design that features a virtual guided tour for easier navigation, a new social media section with 
tips, and a collection of new digital literacy education videos.  These informative and short 
videos cover topics like How to Search the Web, Email Basics, Educational 
Resources/Homework Helper, Health Care Resources, Introduction to Social Media, Online Job 
Search Tools, and Online Safety. 21  The videos star NBCUniversal talent, including Al Roker 
from NBC’s Today Show and Telemundo’s José Díaz-Balart.22  Additional videos from NBC 
Learn, the educational arm of NBC News, are also now available on the Digital Learning Center 
and focus on safety and security topics ranging from spam and spyware to cyberbullying.   

 
b. In-person, classroom-based “Training Days”  (Condition XVI.2.l.v) 

 
Internet Essentials offers free in-person digital literacy training to empower students and 

parents alike to make safe and responsible use of computers and the Internet.  Lessons range 
from topics such as “Internet Basics” and “Computer Basics” to “Tech Goes Home: 21st Century 
Skills” and other courses focused on giving parents and students the tools and know-how to use 
technology for education and job-skills training.  Participation in the in-person training sessions 

                                                      
20  See Launch Report, supra n. 3, at 38. 
 
21  See http://learning.internetessentials.com/interactive-tutorials. 
 
22  The Spanish-language version of the Digital Learning Center will launch in August 2012. 
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is offered on a first-come-first-served basis and is not limited to Internet Essentials subscribers.  
These in-person digital literacy training sessions were delivered primarily in English and 
Spanish, with several sessions facilitated in other languages including Mandarin Chinese, Creole, 
Arabic, Bhutanese, Burmese, Korean, and Vietnamese. 

 
Working in close collaboration with its partner CBOs, Comcast held or sponsored over 

400 in-person digital literacy sessions during the 2011-2012 school year with more than 3,000 
attendees.  Participating CBOs include a number of libraries in addition to organizations such as 
the Boys and Girls Club, the National Urban League, IBA (Inquilinos Boricuas en Acción), LIFT 
Inc., and the YMCA. 

 
Comcast continues to review the training program with its partners based on feedback 

obtained through one-on-one interviews, focus groups, and trainee surveys.  This feedback has 
been and will continue to be used to improve future Internet Essentials digital literacy training 
strategies, curricula, and outreach efforts.  Starting in April 2012, Comcast shifted the in-person 
training component from a Comcast-designed curriculum to a paid sponsorship model of local 
organizations offering their own digital literacy trainings.  Under this model, CBOs in local 
markets who are already established as credible digital literacy training providers schedule, 
promote, and host in-person digital literacy training sessions.  In addition to Comcast 
sponsorship dollars, the enhanced training model encourages more participation in trainings as 
attendees regard these local CBOs as experts in the digital literacy space.  Each of these sessions 
is promoted by the hosting CBO and course information is posted on the “In-Person Training” 
sub-page on the Internet Essentials website.23   

 
  

                                                      
23  See http://learning.internetessentials.com/free-person-training (results based on ZIP code search).  The full list 

of upcoming training sessions is available here:  http://learning.internetessentials.com/free-person-
training?rad=all. 



Comcast Corporation 
Annual Compliance Report on Internet Essentials 

July 31, 2012 
Page 18 

  
 

 

II. 
 

ANALYSIS OF THE PROGRAM’S EFFECTIVENESS 
 

A. Key Performance Metrics 
 
1. Number of Participants and Discounted Computers 

 
Over 91,000 eligible households have participated in the program over this first year.  By 

connecting these 91,000 families, Internet Essentials introduced the power of the Internet into 
the homes of an estimated 182,000 children and 364,000 low-income Americans, most for the 
very first time.  The program also distributed more than 11,548 computers at $149.99 each. 

 
2. Effectiveness of the Awareness Campaign and Application Process 

 
Comcast carefully analyzed its own data and also commissioned third-party survey 

research in connection with the launch and continued rollout of Internet Essentials — including 
surveying families who signed up for the program and families who did not.   

 
As discussed in the Launch Report,24 key metrics of the program’s effectiveness include 

the call statistics tracked by the dedicated Internet Essentials call center.  Since launching 
Internet Essentials in the 2011 back-to-school season, the call center received 712,745 phone 
calls inquiring about the program.  Call statistics for the period ending on June 21, 2012 break-
down as follows: 

 
 109,625 were ineligible for Internet Essentials (15% of the total and 19% of the 

callers who did not request applications). 
 

 75,762 calls were follow-ups to previous orders (11% of the total and 13% of the 
callers who did not request applications). 
 

 39,611 were dropped calls or hang ups (6% of the total and 8% of the callers who did 
not request an application). 
 

 344,438 were calls requesting general information about the program (48% of the 
total and 60% of the callers who did not request applications). 
 

 143,309 were calls that resulted in applications being sent (20% of the total).  Of 
those: 
 
– 67.9% or 97,270 were submitted and accepted; 2.9% or 4,196 were submitted but 

returned to the customer for correction.  Comcast’s “resend and remind” program 

                                                      
24  See Launch Report, supra n. 3, at 8. 
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followed up with the vast majority of these families by providing a replacement 
application and asking them to correct or complete the application and then 
resubmit it for approval. 
 

– 29.2% or 41,843 were never returned by the customer. 
 
3. General Satisfaction 
 
Six months after the exceptional results featured in the Launch Report, satisfaction with 

Internet Essentials continues to be very high: 86% of Internet Essentials customers surveyed are 
“highly satisfied” with the product, and 96% of these surveyed customers would recommend 
Internet Essentials to others. 

 
Survey responses to usage questions showed that users are embracing their broadband 

connectivity: 83% of respondents said they use the Internet Essentials to go online on a daily 
basis, and, more importantly, 93% of respondents said that the children in their household were 
making use of the service.  A considerable number of survey participants said that they used the 
Internet Essentials service for general information research (93%), school assignments (90%), 
and social networking (81%).  Other popular uses include online bill payment (53%) and 
employment searches (50%). 

 
The priority that Comcast has placed on customer care also received high marks from 

survey participants:  89% stated that they were “highly satisfied” with Comcast’s customer 
service and 89% of those who required an on-site Comcast technician to connect their Internet 
Essentials service indicated they were satisfied with the installation.  In addition, a very high 
number (87%) of survey respondents also said they were “highly satisfied” with the reliability of 
their Internet Essentials broadband connection.   
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III. 
 

SUMMARY OF ENHANCEMENTS TO THE PROGRAM 
 

Deployment of Internet Essentials has been an iterative process, as noted above, in which 
refinements have been made and tested along the way in response to feedback and the results of 
constant and ongoing self-evaluation of the program.  Key enhancements and modifications were 
made throughout the first year of the program, in a constant quest to improve awareness, 
facilitate the application process and eligibility confirmation, and provide service installation and 
digital literacy training.   
 

A. Enhancements Made Over the Course of 2011 
 
Since launching the program in the 2011 back-to-school season, Comcast: 

 
 Updated the Internet Essentials call center training and scripts to more quickly and 

directly initiate the enrollment process. 
 

 Initiated a “resend and remind” program which automatically sends replacement 
application kits to those who have failed to return an application within three weeks 
of receiving it. 
 

 Added the option for applicants to fax back applications. 
 

 Began accepting prior year NSLP letters as supporting documentation for the 
eligibility check. 
 

 Inserted a brightly colored reminder checklist into the application kit to ensure 
documentation is filled out properly the first time. 

 
B. Enhancements Announced in the Launch Report 

 
Comcast also fulfilled each of the six enhancements announced in the Launch Report25: 
 
 In February 2012, Comcast began trialing a program that gives third parties such as 

schools and community based organizations the ability to purchase Internet Essentials 
service and equipment in bulk for families in their community.  By June 2012, 
Comcast had launched the bulk registration program nationwide. 
 

 By March 2012, Comcast had implemented an instant approval process for families 
whose students attend Provision 2 or NCES-validated schools with 75% or more 

                                                      
25  See Launch Report, supra n. 3, at 4-5. 
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NSLP participation. Comcast also conducted targeted outreach to instant approval 
customers that had not returned their applications. 
 

 Effective April 2, 2012, Comcast expanded program enrollment eligibility to include 
households with students eligible to receive a free or reduced price school lunch.  
This enhancement made an estimated additional 300,000 households in the Comcast 
service area eligible to participate in Internet Essentials, bringing the estimated total 
eligible population to 2.3 million families. 
 

 Starting on April 4, 2012, Comcast doubled the Internet Essentials customer speed 
from 1.5Mbps service to 3Mbps service. 
 

 On July 19, 2012, Comcast launched a revamped version of its Digital Learning 
Center to provide families with enhanced and dynamic content, including new 
interactive content in Spanish. 
 

 Comcast joined the Commission and its industry partners in the Connect2Compete 
initiative to promote the importance of digital literacy and broadband adoption. 

 
 Comcast has also rolled out other enhancements beyond those announced in the Launch 
Report, including: 

 
 In March 2012, Comcast updated its “transfer of service” process for Internet 

Essentials customers to allow them to have their service transferred to a new home 
address in a Comcast service area without having to re-apply for Internet Essentials.   
 

 In addition, Comcast launched on-site registration for Internet Essentials.  On-site 
registration allows for events to be held at pre-determined locations where 
participants can apply for Internet Essentials.  Comcast plans to conduct on-site 
registrations throughout the year and in the back-to-school timeframe. 
 

 By May 2012, Comcast had translated several Internet Essentials collaterals (e.g., 
one-page flyer, tri-fold flyer, poster, consumer brochure, and letter to parents) into 12 
languages beyond English and Spanish, including: Arabic, Oromo, Somali, Tibetan, 
Mandarin Chinese, Haitian Creole, Portuguese, Hmong, Korean, Vietnamese, Polish, 
and Russian. 
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About 30% of Americans—many of whom are living near or below the poverty line—remain on the wrong side of 

the digital divide. They possess little to no computer literacy, do not have broadband access at home and/or do not 

have a home computer or device capable of supporting high-speed Internet use. As a result, they face profound 

disadvantages in getting a quality education, strengthening their job skills, obtaining news and entertainment, or 

accessing the kind of health, educational and financial information that is essential to improving the quality of their 

lives.

That is the cruel irony of the digital divide. With the Internet, we have this transformative technology that has the 

potential to level the playing field. But instead of equalizing opportunity, the Internet is actually increasing disparities 

because of the broadband adoption gap. In other words, the very segment of America that can most benefit from 

the equalizing potential of the Internet is instead falling further behind because they do not have Internet service at 

home. 

As the nation’s largest residential broadband service provider, Comcast is dedicated to bridging the digital divide by 

narrowing the broadband opportunity gap. We have wired over 99% of our service area for broadband, ensuring that 

families have access no matter where they live. We invest substantially in digital literacy and broadband adoption 

programs in the local communities we serve, including Comcast Digital Connectors (in partnership with One Economy), 

Club Tech at Boys & Girls Clubs and the League of United Latin American Citizens (LULAC) Tech Centers. 

In the summer of 2011, we took this commitment further by launching Internet Essentials to expand adoption of 

broadband Internet by low-income Americans. While the launch of a broadband adoption program targeted to low-

income populations in the United states was one of our voluntary commitments in connection with the Comcast/

NBCUniversal transaction, that commitment grew out of a multi-year internal project that had identified low-income 

broadband adoption as Comcast’s most important community investment priority, and our implementation of Internet 

Essentials has already gone far beyond the letter of our voluntary commitment to the Federal Communications 

Commission (FCC).

Internet Essentials is not just another Comcast product or service. It represents the largest and most comprehensive 

broadband adoption program anywhere in America, providing low-cost broadband service for $9.95 a month; the 

option to purchase a full-service, Internet-ready computer for under $150; and multiple options for digital literacy 

training in print, online and in-person.

Research consistently shows that the barriers to broadband adoption involve a complex mix of low digital literacy, 

perceived lack of relevance of online content and the need for low-cost, good quality computers and Internet service. 

Internet Essentials is intended to address all of these critical hurdles to broadband adoption. 

This report provides an early assessment of our successful launch of Internet Essentials. 

A  L E T T E R  F R O m  D A v I D  L .  C O h E N

3 Internet Essentials Launch Report January 2012



While we continue to analyze and make adjustments to Internet Essentials, we have achieved a number of key 

accomplishments and met several milestones after only a few months of the program. They include:

•	Publicizing	the	program	across	more	than	4,000	school	districts	and	over	30,000	schools,	which	have	approximately	

3.5 million National school Lunch Program (NsLP) families, of which approximately 2 million qualify for free meals 

under the NsLP and are eligible for Internet Essentials;

•	Partnering	 with	 over	 3,000	 governors,	 mayors,	 local,	 state	 and	 federal	 legislators,	 and	 community-based	

organizations to promote Internet Essentials and engage eligible families in their communities;

•	Offering	nearly	300	in-person	digital	literacy	training	sessions	with	more	than	1,250	individual	attendees;	

•	Empowering	nearly	100,000	Comcast	employees	to	directly	connect	eligible	families	in	their	communities;

•	Connecting	over	41,000	families	(an	estimated	160,000	Americans)	to	the	power	of	the	Internet	in	their	homes,	some	for	

the very first time; and

•	Distributing	over	5,500	computers	at	less	than	$150	each.

We have carefully analyzed our own data and also commissioned third-party survey research in connection with 

our launch of Internet Essentials — including surveying families who have signed up for the program and families 

who have not. We are pleased and gratified that 86% of Internet Essentials customers surveyed are highly satisfied 

with the product, and 99% of these surveyed customers would recommend Internet Essentials to others. We have 

received continuous feedback from potential customers and our community partners, and based on what we have 

learned, we have already adjusted certain elements of Internet Essentials and remain committed to continue refining 

the program. 

We are now announcing six key enhancements to Internet Essentials:

•	First,	 we	 will	 expand	 the	 eligibility	 criteria.	 Previously,	 Internet	 Essentials	 was	 available	 to	 families	 with	 children	

eligible to receive free school lunches as part of the NsLP. We are extending eligibility to families with children 

qualified to receive reduced price school lunches as well. We believe that this will make nearly 300,000 additional 

households in our service area eligible for Internet Essentials—bringing the total to 2.3 million eligible families.

•	Second,	we	will	double	the	speed	of	the	broadband	connection	provided	with	Internet	Essentials	to	up	to	3	Mbps	

downstream and up to 768 Kbps upstream, helping to make the service even more attractive.

•	Third,	we	will	give	our	community-based	organization	partners	the	ability	to	purchase	Internet	Essentials	in	bulk	to	

help reach more eligible households with a streamlined and more customer-friendly process.
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Initial Results

We connected over 41,000 low-income 
families to the Internet, bringing 
approximately 80,000 students and an 
estimated 160,000 people online.



since launching Internet Essentials in the 2011 back-to-school season, we received over 400,000 phone calls 

inquiring about the program, through December 2011. 

more than one in five callers (more than 91,000) requested and received an Internet Essentials application. Of these, 

nearly 51,000 (over 55%) submitted the application, and 94% of the completed applications were approved.

According to a sample customer survey, families who completed the application found it easy to complete. In a 

similar quality assurance survey of families who did not return their applications, 81% stated they still intend to return 

the applications (this may well be overstated). In fact, in the earliest cohorts of requested applications, those from 

August and september of 2011, more than 60% of the applications have been completed (a higher rate than the 

overall average). In all, only 13% said they had decided not to complete the application. The reason most often given 

was they did not want/need the service or they realized they did not qualify. 

We connected over 41,000 low-income families to the Internet, bringing approximately 80,000 students and an 

estimated 160,000 people online. This represents 2% of the estimated eligible free school lunch students in our 

service area after less than half a year of operation of the Internet Essentials program. 

Only 3.5% of applications requested were denied. most of these applications were incomplete or had erroneous 

information. We have, however, followed up with the vast majority of the families submitting these applications by 

providing a replacement application and asking them to correct or complete the application and then resubmit it for 

approval.

Of the almost 345,000 callers that did not request an application, most (53%) were simply requesting general 

information about the program. An additional 23% did not qualify for the program. (The largest number of these 

did not live within a Comcast service area, but this category also includes callers who had subscribed to Comcast 

Internet services within the last 90 days, callers subject to Comcast collection activity and callers who did not have 

children eligible for a free lunch under the NsLP.) Another 17% of the 345,000 callers had follow-up questions about 

their applications.
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A summary of the specific metrics through December 2011 is as follows:
•	434,904	calls	into	the	dedicated	Internet	Essentials	call	center

– 78,956 calls were ineligible for Internet Essentials (18% of the total and 23% of the callers who did not request 

applications)

– 58,027 calls were follow-ups to previous orders (13% of the total and 17% of the callers who did not  

request applications)

– 25,278 were dropped calls and hang ups (6% of the total)

– 181,560 were calls requesting general information about the program (42% of the total and 53% of the callers who did 

not request applications)

– 91,083 were calls that resulted in applications being sent (21% of the total)

•	91,083	applications	requested

– 52.5% or 47,786 were submitted and accepted; 3.5% or 3,168 were submitted but returned to customer  

for correction

– 44% or 40,129 were never returned by the customer 

•	41,729	 families	 were	 connected	 with	 Internet	 Essentials,	 representing	 approximately	 80,000	 students	 and	 an	

estimated 160,000 low-income Americans 

•	5,531	Internet	Essentials	families	elected	to	purchase	discounted	computers	through	the	program

Internet Essentials Calls and Resulting Applications

Applications  
Requested 21%

General Inquiries (Internet  
Essentials, Computer Offer 
Other Comcast Services) 
42%

Returned to Customer  
for Correction 3.5%Not Returned 44.0%

Accepted 52.5%

Total Inbound Calls 
434,904 Total

Applications Requested 
91,083 TotalNot Potential Enrollments 

(Ineligible Callers,  
Application Follow Up, 
Hang-ups) 37%
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“We’re going to need the collective effort of 
everyone — parents, teachers, business leaders — 
to create the digital learning experiences 
that will prepare our children for success in the 
knowledge–based economy.” 
– U.S. Secretary of Education Arne Duncan, November 2010







The Largest and  
Most Comprehensive 
Broadband  
Adoption Experiment  
of its Kind

“We know that the three biggest barriers 
to broadband adoption are cost, digital literacy, 
and relevance – that many Americans don’t 
see broadband as relevant to their lives. 
The Internet Essentials program takes big steps 
to address these issues.”
– Federal Communications Commission Chairman Julius Genachowski, September 2011



Internet Essentials Principal Components
The Internet Essentials program has three principal components:

• Low Cost Internet Service: Internet Essentials provides eligible low-income families in the Comcast service area 

affordable access to high-speed Internet service from their home. For only $9.95 per month—around 33 cents 

a day—eligible families receive Comcast’s XFINITY Internet Economy service with no monthly equipment fees, 

installation charges or activation fees, representing a discount of at least $27 a month or over 70% off regular 

charges for this service. In addition, Internet Essentials families are not subject to standard credit checks and are 

not asked or required to sign any contracts to take the service for a specified period of time. 

•	 Discounted Computers: As part of Internet Essentials, Comcast has partnered with Dell and Acer to offer eligible 

families the opportunity to purchase a full-service, Internet-capable computer for under $150, substantially below 

retail. Working with our partners, including microsoft, we offer fully loaded computers with Internet Explorer and 

productivity software. We also provide the Norton™ security suite, a $160 value, at no additional charge to ensure 

that Internet Essentials users have a secure online experience.

•	 Digital Literacy: Internet Essentials customers receive access to print, online and in-person digital literacy training 

free of charge. These digital literacy materials are the first step in helping those who have not been connected 

understand the value, the relevance and the ease of use of the Internet.

In addition, once we help a family get online, we want them to stay online. Any household that qualifies during the 

initial three-year enrollment period will remain eligible for the discounted price so long as at least one child in the 

household continues to meet the program’s NsLP eligibility test.

1horrigan, John B., The FCC’s National Broadband Plan Consumer survey, Broadband Adoption and Use in America, OBI Working  

Paper series 1, February 2010, http://hraunfoss.fcc.gov/edocs_public/attachmatch/DOC-296442A1.pdf

Barriers to Adoption 1

Digital Literacy 
and Relevance

Price of
Broadband service

Computer
Price

Understanding the Barriers to Broadband Adoption

The FCC has identified lack of digital literacy, lack of relevance, and cost-related factors as the
primary barriers to adoption. 

50%

40%

30%

20%

10%

0%
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Areas 
of Greatest 
Impact

“There is no reason that 33 percent of 
Americans should still not have Internet access 
at home. In today’s connected society, 
Internet access should be viewed as essential.”
– Brent Wilkes, lUlac national executive Director, June 2011



In developing a program to help close the broadband adoption gap and the resulting digital divide, our first challenge 

was to identify the proper target demographic. According to the report on broadband adoption by the National 

Telecommunication and Information Administration (NTIA) entitled Exploring the Digital Nation, one of the major 

factors deterring broadband adoption is household income. 

The data show that more than 80% of households earning greater than 185% of the poverty level use the Internet 

at home; by contrast, less than 50% of households with annual incomes below 130% of the poverty level use the 

Internet at home.2 Accordingly, we decided to focus on households that fall below 130% of the poverty level, about 

$30,000 a year for a family of four in 2011.

Next, we sought a simple, verifiable, pre-existing index to establish eligibility for potential customers of Internet 

Essentials. The NsLP, established by the U.s. Department of Agriculture (UsDA) and administered by local school 

districts, provides free lunches to children who come from households at or below 130% of the poverty level. 

Because of the well-established processes for administering eligibility for the NsLP, we determined this would be 

a workable, efficient and understandable eligibility benchmark. We were aided in this determination by some of our 

nonprofit partners who advised us that our target audience had a high degree of familiarity with NsLP eligibility and 

had experience using that eligibility to qualify for other programs.

Income over 185% 
of Poverty

Income 130-185%  
of Poverty

Income below 130%  
of Poverty

Broadband Adoption Rate by Annual Household Income

Poverty status Broadband Adoption Rates Decrease Rapidly as Income Decreases
source: Us Census Bureau, Current Population survey school Enrollment and Internet Use supplement, October 2010, and Comcast calculations
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81%

62%

48%

2 U.s. Census Bureau, Current Population survey school Enrollment and Internet Use supplement, 
October 2010, http://www.bls.census.gov/cps_ftp.html#cpssupps and Comcast calculations.

eligibility

availability

Focusing on Low-Income Families
Comcast chose to focus Internet Essentials on bridging the digital divide for low-income families to ensure the program 
had direct impact on a critical sector of Americans that were not connected at home. 

A household is eligible to participate in Internet Essentials if it:
•	Is located where Comcast offers Internet services;
•	has at least one child eligible to receive a free school lunch through the NsLP;
•	has not subscribed to Comcast Internet service within the last 90 days; and 
•	Does not have an overdue Comcast bill or unreturned equipment

•	The program was rolled out across the Comcast service area during the 2011-2012 school year
•	Participants will be accepted into the program for at least three years, through the end  

of the 2013-2014 school years
•	Participating families will be able to benefit from Internet Essentials for the entire life of their child’s  

K-12 education, as long as they remain eligible
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spreading 
the 
Word

“This not only should bring about greater  
broadband deployment, which admittedly is good for 
Comcast, but more significantly from my vantage  
point, it should encourage greater broadband adoption 
due to its affordability, which is good for us all.” 
– federal communications commission commissioner mignon clyburn, february 2011





“Hyper-local” Paid Media
We also designed and executed an ambitious paid advertising campaign not required by our initial commitment to 

the FCC. 

Our approach to paid media was based on a deep “hyper-local” strategy identifying geographic areas and media 

outlets where our advertising efforts would have the most impact. We considered factors such as the concentration 

of children eligible to receive free school lunches and geographic dispersion.

Based on these criteria, our geographic focus included the top 11 major metropolitan areas in our service area, 

targeting the vast majority of households with students eligible to receive free lunches through the NsLP who were 

estimated to live in our largest markets.3 We launched our media buys to coincide with back-to-school weeks in each 

market and ran them for a total of six weeks. 

We implemented a radio strategy, including tactics such as live radio remote event broadcasts hosted by local 

personalities at which we distributed information about Internet Essentials. We also purchased advertisements in 

newspapers and community publications to reach our audience within target school districts. The approach of using 

traditional media tactics, in a hyper-local way, created a sense of relevance and connection for our audience that a 

more macro-level media buy could not deliver.

As an overlay to the consumer paid media plan, we also purchased advertisements in select publications with the 

goal of reaching influencers within the educator community — primarily teachers who were interacting with eligible 

students and families on a daily basis. Thus, we ran print advertisements in both Education Week and Teacher 

magazines and placed digital advertisements in their online versions and companion publications. 

3 National Center for Education statistics (NCEs) and Comcast calculations.

Denver Internet Essentials launch event attendees include (left to right), mawukle Yebua, student, Denver south high school; 
John Barry, superintendent, Aurora Public schools; Rich Jennings, Regional vice President of the mile high Region, Comcast; 
michael hancock, mayor, Denver; John hickenlooper, Governor, Colorado; David L. Cohen, Executive vice President, Comcast; 
Tom Boasberg, superintendent, Denver Public schools; Jeff Dolan, vice President of Government and Regulatory 
Affairs, of the mile high Region, Comcast
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Earned Media
Internet Essentials launch events to mark the new school year were the centerpiece of our earned media strategy, 

galvanizing a broad range of stakeholders around our mission of urging as many eligible families as possible to enroll. 

Each event featured a speaker from Comcast describing the program and included mayors, governors, members of 

Congress, local or state superintendents, and community leaders, all helping to drive the message of the importance 

of broadband.

We have tracked over 1,400 print and online mentions as well as nearly 600 broadcast television segments. In 

addition, we have tracked approximately 100 radio interviews with an estimated listenership of over eight million 

people. We have also found talk radio to be a particularly effective way to reach eligible families.  

National Print and Online: USA Today, Washington Post, TIME, Financial Times, CNET, 

Fast Company, Associated Press, Bloomberg 

Tv/Radio: CNN, NPR, Local TV affiliates

Regional Print and Online: Boston Globe, Philadelphia Inquirer, The Hill, Politico,  

Los Angeles Times,

Atlanta Journal-Constitution, Miami Herald, Denver Post, Chicago Tribune 

Tv: Broadcast affiliate stations

Radio: Radio Disney Studio/KIID-AM 1470, KYW, WHYY, KQV-AM Pittsburgh,

NPR, Rick Jensen Show (DE), WBBM-AM (IL), and other local stations

Ethnic Print and Online: Al Dia, La Neuvo Herald, El Pregonero, EFE.com, 

Sing Tao Daily, Philadelphia Tribune, Atlanta Daily World

Tv: Telemundo, CNN Espanol, Univision

Radio: Radio One, David Cruz syndicated national bilingual show, Hablemos Hoy, 

Radio Estereo Sol, KSJV-FM, Radio Bilingue 91.5/Fresno Spanish Radio,  

Minority Counterpoint 

Tech/Trade/Online Print and Online: MultiChannel News, Broadcasting & Cable, CableFAX, PC  

 Magazine, Computer Business Review, Digital Literacy, Ars Technica,   

 Wired, Engadget, GigaOm, ZDNet

Education and Nonprofit verticals Print and Online: Education Week, Youth Today
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Comcast Chairman and CEO 
Brian L. Roberts speaks at the 
Internet Essentials launch event in 
Philadelphia, PA.









Comprehensive
Stakeholder
Engagement
Campaign



The coordinated paid and earned media campaigns were important to spreading the word, but the cornerstone of our 

communications plan was our extensive partnership with a diverse array of leaders from the education, government 

and nonprofit sectors across our service area. 

•	Outreach	to	over	4,000	school	districts	—	more	than	30,000	schools

•	More	than	1,000	community-based	organizations,	including	churches,	libraries,	and	PTAs	

•	Over	100	members	of	Congress

•	More	than	2,000	state	and	local	officials

•	Approximately	30	intergovernmental	associations

•	Over	a	dozen	national	educational	organizations	

Schools
schools have proved to be our most essential partner, helping us promote Internet Essentials to eligible families by 

allowing us to send literature along with their normal NsLP notifications. Our “spread the Word” campaign consisting 

of flyers and brochures that schools could include in their communications to families; posters they could put in their 

computer labs, hallways and offices; and pre-formatted ads and background information they could easily insert into 

their emails and newsletters. We created documents with the input of school district leaders to suit their needs — 

ranging from professional-looking marketing materials to simple letters — and made all of them available through the 

online Partner Portal. 

As a result of this extensive outreach campaign, nearly 20,000 schools, representing over 70% of all qualified 

NsLP eligible families,6 became our partners in promoting Internet Essentials and distributed millions of program 

materials to eligible families. This outreach by schools was crucial to the success of the effort, as nearly 50% of 

Internet Essentials families cited school communications as their primary source of awareness.7 Engaged school 

districts clearly resulted in more families participating in Internet Essentials. Thus, across the top 600 school districts 

in our service area, there is a statistically apparent correlation demonstrating higher performance in districts that 

ordered enough brochures for all students (or at least all eligible students) as opposed to districts that ordered lower 

quantities of materials.

6 NCEs and Comcast calculations.
7 2011 survey by muldoon marketing Research, Inc.
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Local Community-Based Organizations, Libraries, and Faith-Based Organizations
We recognized that community-based organizations, libraries, and faith-based organizations would be critical local 

partners in helping us spread the word about Internet Essentials, particularly given the important role that community-

based and faith-based organizations play in providing tech centers and other programs aimed at improving the lives 

of low-income families. As with all stakeholders, we effectively used the Partner Portal to make it easy for these 

community-based organizations to help us. 

To further assist these organizations, we combined all of our outreach materials and created Partner Toolkits that 

we delivered to any interested organization. These toolkits contained 100 bilingual flyers, 100 bilingual brochures, a 

brochure holder, four posters, three pens and a specially designed Partner Program guide to help identify ways that 

our partners could help make Internet Essentials a success in their communities. We distributed over 1,500 of these 

toolkits around the country.

Today, we count over 1,000 community-based organizations, including churches, libraries, and PTAs, as our partners.  

Importantly, we have never turned down any community-based organization’s request to partner with us. 

National Community Partners
To facilitate the growth of partnerships across the nation, we worked with established nationwide community-based 

organizations that have a strong local presence. We hosted interactive webinars with the national staff and local 

affiliate leadership of the Boys & Girls Clubs of America, City Year, Teach for America, Big Brothers Big sisters of 

America, United Way Worldwide, One Economy, LULAC, and the National Urban League, among others.

Federal, State, and Local Officials
Federal, state, and local elected and appointed officials have also played an essential role in promoting public 

awareness of Internet Essentials. These officials helped us create an atmosphere of support and excitement around 

Internet Essentials by encouraging local school districts to promote the program as a means of overcoming the 

achievement gap while providing a call to action for community-based organizations to utilize it as a tool to effect 

change in their communities. 

Washington, D.C. Internet 
Essentials launch attendees 
include (left to right)  
Kaya henderson, D.C. Public 
schools Chancellor;  
Kyle E. mcslarrow, President, 
Comcast/NBCUniversal 
Washington, D.C.;  
Donna Rattley, Regional vP, 
Government & Regulatory Affairs, 
Comcast; Kelley Dunne,  
CEO, One Economy;  
Rahman Branch, Principal,  
Ballou high school;  
Julius Genachowski, Chairman, 
FCC; Rey Ramsey, President & 
Chief Executive Officer,  
TechNet; David L. Cohen, 
Executive vice President, 
Comcast
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Today, we count over 1,000 
community-based organizations,  
including churches, libraries, and  
PTAs, as our partners.



From Call
to
Install

“The Internet Essentials program is a perfect 
example of how a local school system,  
city government and the business community 
can all work together to create solutions  
that move our entire community forward.”
– Miami Mayor Tomas Regalado, August 2011



Although Comcast has ample experience in launching new products and services, the eligibility rules for Internet 

Essentials created a unique set of operational challenges. We sought to address these challenges while keeping the 

Internet Essentials application process as easy and efficient as possible, providing applicants with clear instructions, 

guidance and regular reminders throughout the process. 

Operationalizing Eligibility
Our first hurdle was to determine how to verify eligibility of prospective customers. Although the UsDA nationally 

standardizes NsLP eligibility criteria, an individual family obtains free lunch certification status on a local basis. In 

practice, there are variations among school district eligibility determinations. In addition, there are substantial privacy 

considerations and regulations associated with the NsLP that prevent the government from simply supplying a list of 

eligible families to a private company like Comcast. 

We hired an established third-party verification specialist, solix, to verify NsLP participation using copies of the 

annual notifications provided by school districts to students eligible to receive a free lunch. To support interested 

families through the application and verification process, we established a dedicated call center with specially 

trained agents. As noted above, our expert consultants also advised us that the NsLP population was experienced 

in using their NsLP status to apply for other benefits and services, so there would be a basic level of comfort with 

the eligibility and application process we were creating. 

Congressman James Clyburn, 
FCC Commissioner mignon 
Clyburn and Comcast EvP 

David L. Cohen congratulate 
a participant in the Comcast 

Digital Connectors program at 
the Carolina Youth Development 

Center in North Charleston, 
south Carolina. 
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more Than 
Just Bro and 
service

“We believe digital education is very, very 
important. Technology access is critical to the 
development of youngsters in today’s 
society and we are excited to be a part of 
this great opportunity.”
– claire carvey, Wilmington Ymca Black achievers Director, august 2011





Training – In Print, Online and In-Person
In order to break down the digital literacy barriers to broadband adoption and to help Internet Essentials families take 

full advantage of their new online experience, we developed and deployed an ambitious digital literacy strategy — 

one that extended beyond our original commitment to the FCC.

First, we prepared and provided a collection of printed digital literacy materials for inclusion in the Internet Essentials 

Welcome Kit. The Welcome Kit includes lesson cards that show the user how to install and activate his or her Internet 

service, protect his or her computer by installing Norton™ security suite and set parental controls with Norton Online 

Family. The information cards also include helpful tips on how to get the most out of the Internet and direct the user to 

the Internet Essentials Online Learning Center to explore further.

In addition to the printed digital literacy materials included in the Welcome Kit, we also developed the Internet 

Essentials Online Learning Center, which serves as a central hub of online digital literacy training materials, providing 

easy access to a simple curriculum to help families improve their digital literacy. The website is available in both 

English (InternetEssentials.com/learning) and spanish (InternetBasico.com/aprender), and users can find tutorials on 

how to set up email, protect themselves and their families from viruses and other malware, keep children safe, locate 

useful resources for anything from professional growth to healthcare and find Comcast support for service issues.

The Internet Essentials Online Learning Center is continuously updated with additional content and links to digital 

literacy training resources. For example, in recent months, we have added additional digital literacy content to the 

Online Learning Center. As we move forward, we will continue to improve the user experience of the Online Learning 

Center by making it more interactive, expanding the depth of digital literacy content by partnering with other experts 

in digital literacy and online learning (including Common sense media, One Economy and NBC Learn), and increasing 

the visibility of the Online Learning Center by increasing promotion of it with partners and media. In addition, we 

plan to provide a direct link to the extensive online digital literacy materials expected to be a part of the Connect to 

Compete website once it is launched, solidifying the one-stop shop advantages of the Internet Essentials site and 

its Online Learning Center.

students go 
online at the 
Internet Essentials 
launch event in 
Fresno, CA.
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We also recruited and engaged a network of more than 300 community-based organizations to provide in-person digital 

literacy training. We pre-screened organizations interested in providing training and qualified certain organizations as 

Internet Essentials Training Partners. 

To become qualified, the community-based organization had to meet the following criteria:

•	Have	training	facilities	located	in	a	Comcast	service	area;

•	Have	a	computer	lab	with	a	projector	and	at	least	10	working	computers	with	Internet	access;

•	Have	a	facility	with	ample	restrooms,	handicap	accessibility,	nearby	parking	and	easy	access/proximity	to	public	

transportation; and

•	Send	at	least	one	potential	trainer	to	participate	in	a	Comcast-led	“train-the-trainer”	session	between	late	August	

and mid-October 2011.

All training partners received a copy of the Internet Essentials Training Facilitator’s Guide (in both English and 

spanish), which was specially prepared by professionals at Comcast University in conjunction with significant digital 

literacy nonprofit partners such as One Economy, Common sense media and iKeepsafe, along with a UsB flash drive 

with a copy of the Internet Essentials training presentation.

Before their scheduled trainings, each organization received customized promotional materials to share with their 

constituencies. Dates and locations of these sessions were also posted on the Internet Essentials website so 

customers could find local training opportunities. 

Between August and December 2011, Internet Essentials training partners hosted nearly 300 digital literacy training 

sessions across the country with over 1,250 attendees. In-person digital literacy training sessions were delivered 

primarily in English and spanish, with several sessions facilitated in other languages including mandarin Chinese and 

Creole. While early enrollments were limited, expansion of outreach and promotional efforts by Internet Essentials 

training partners boosted attendance at later sessions, and we helped training partners to share best practices with 

one another.

We continue to review our training program with our partners, reviewing one-on-one and focus group feedback, 

trainer feedback, trainee surveys and training session observation forms to improve future Internet Essentials digital 

literacy training strategies, curriculum and outreach efforts.

A participant in the  
Comcast Digital connectors 

program works on a  
computer in Philadelphia, PA.
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Building
for 
the Future

“One of our top priorities is to help spur 
economic growth in Colorado. These efforts include 
supporting increased Internet access in 
Colorado communities and finding new ways to 
harness the educational power of the web.  
Internet access is essential to helping Colorado’s 
economy grow and thrive.”  

– colorado Governor John Hickenlooper, september 2011



Before Internet Essentials, no private company had tried to tackle all the major barriers to broadband adoption in 

one comprehensive program. Our work to design and implement Internet Essentials helped build momentum for 

other stakeholders to try similar programs. Recently, the FCC, under the leadership of Chairman Julius Genachowski, 

together with the National Cable & Telecommunications Association and a group of nonprofits and diverse technology 

companies, followed suit and adopted the Connect to Compete initiative, which closely tracks Internet Essentials in 

structure and intent. 

Lessons Learned
In the short time since launching Internet Essentials, we have learned a great deal. Certain aspects of Internet 

Essentials are performing above expectations; others are not working as well as we would like. some of these 

lessons were learned in our day-to-day experience, while others are the outgrowth of our survey research. 

Key lessons learned to date include the following: 

•	Participation is directly tied to school and community engagement. simply stated, in areas where we had 

more involvement from our community partners and in particular, strong school district support, we had noticeably 

higher participation levels in the program. Our research revealed that partnering with trusted members of the 

community, such as school districts, faith-based organizations, providers of social services, community-based 

organizations and local officials would be the most effective way to inform low-income families of the program. Our 

research also revealed that nearly half of all customers became aware of Internet Essentials from their schools. 

And when we observe the response rates in the largest school districts, it appears that there is a real correlation 

between the schools that aggressively promote the program and the number of families signing up for Internet 

Essentials. We will, therefore, be working to get schools even more engaged in the effort.

•	Publicity, both paid and earned media, is an important complement to an engaged school district. We, 

therefore, intend to continue our paid and earned media strategies, including our PsA and Comcast Newsmaker 

campaigns.

•	Broadband relevance will take more time to address. Our research reaffirms that broadband education is 

important and necessary for customers to fully appreciate and use the service. We also discovered that there is a 

wide range of digital literacy readiness, and we need to factor this into our training. It is also clear that our Online 

Learning Center is underutilized. We continue to work with our community partners and organizational experts in 

digital literacy to further understand the spectrum of needs of our targeted audience, how we can better promote 

awareness of the resources we are making available and how we can improve the accessibility and depth of 

content we offer.

•	The application process should be made as simple as possible. Over the course of launching the program, 

we made several adjustments to the application process and introduced numerous tactics to ensure a smooth 

customer experience. We want to eliminate every possible upfront barrier for eligible families to apply for and get 

accepted into the program and continue to seek out new and better ways to both simplify it and get families online 

faster.

Philadelphia mayor michael A. Nutter  
speaks at the Internet Essentials launch  

event in Philadelphia, PA.
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2011 Program Adjustments
As we have outlined in this report, we have drawn upon these learnings to adjust the program throughout its early 

implementation. 

Over the course of 2011, we

•	Updated	our	call	center	training	and	scripts	to	more	quickly	and	directly	initiate	the	enrollment	process;

•	 Initiated	 a	 “resend	 and	 remind”	 program,	 which	 automatically	 sends	 replacement	 application	 kits	 to	 those	 who	

have failed to return an application within three weeks of receiving it;

•	Added	an	option	for	applicants	to	fax	back	applications;	

•	Begun	accepting	prior	year	free	school	lunch	letters	as	supporting	documentation;	and

•	 Inserted	a	brightly	colored	reminder	checklist	into	the	application	kit	to	ensure	documentation	is	filled	out	properly	

the first time.

FCC Chairman Julius Genachowski 
talks with a student at the 
Internet Essentials launch event in 
Washington, DC.
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2012 Program Adjustments
We are also announcing a series of additional program adjustments for even greater success in 2012. 

•	Expand Eligibility: Our initial eligibility rules limited the program to families with at least one child eligible to receive 

a free school lunch as part of the NsLP. We have decided that expanding the Internet Essentials eligibility rules to 

include families with at least one child qualified to receive a reduced price school lunch as part of the NsLP would 

simplify questions around eligibility, clarify the messaging for our school and community partners and provide more 

low-income families with an opportunity to cross the digital divide. This expansion, which will be effectuated during 

the second quarter of 2012, will add an estimated additional 300,000 households in our service area eligible to 

participate in Internet Essentials, moving well beyond our commitment to the FCC and bringing the estimated total 

eligible population to 2.3 million families.

•	Streamline the Process: We are introducing additional enhancements to the application process, including an instant 

approval process for families with students in schools that provide free school lunches to all students, such as Provision 

2 schools, and enabling organizations to purchase Internet Essentials service and discounted computers in bulk on 

behalf of eligible low-income families in their community. We estimate that the instant approval process will cover about 

15% of the free school lunch eligible population or over 300,000 families. Instant approval for Provision 2 families will 

be effective immediately and we will offer the ability to make bulk purchases during the first quarter of 2012.

•	 Increase Speed: Effective during the second quarter of 2012, we will double the speed of the Internet service to 

up to 3 mbps downstream and up to 768 Kbps upstream. By increasing the service speed, we will further enrich 

our customers’ online experience and add even greater value to the offer. 

•	Hardware pricing: Working with our private vendors, and with the Connect to Compete collaborative, we will try 

to reduce the cost of computer equipment to Internet Essentials families. 
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•	 Increase Outreach and Engagement: Based on feedback from families enrolled in Internet Essentials, we know 

that the more they hear about our program from local sources they trust, the more likely they are to respond to 

this unique opportunity. We, therefore, have plans to increase our focused efforts to spread the word by working 

with schools, libraries, community centers and additional nonprofits and agencies that serve low-income families, 

such as employment offices and departments of families and children services. Lastly, we look forward to the 

introduction of the Connect to Compete collaborative and we are identifying ways to work together on outreach 

and to take advantage of the promotional activities of Connect to Compete. 

•	Expand and Enrich Digital Literacy Training: We are also committed to expanding and enriching our in-person 

and online digital literacy training, changes that we will roll out throughout 2012. We plan to provide a wider array of 

training opportunities working in cooperation with our community-based partners, who intimately understand the 

needs of their communities. In many cases, we have experienced greater participation when generalized training 

is tied to other relevant interests such as job search and job training. We also plan on further development of our 

Online Learning Center to provide families with enhanced content and a broader array of training options. We are 

consulting with content partners like Common sense media, One Economy and NBC Learn to make the content 

more relevant and dynamic. And we look forward to the launch of the online digital literacy learning portal by the 

Connect to Compete collaborative, which we intend to link into our Internet Essentials Online Learning Center.

Conclusion 
A significant amount of work has gone into launching Internet Essentials. As with the launch of any new product or 

service, we have spent a great deal of time analyzing the program’s operations to determine how to improve the 

delivery of the service. Our partner for this evaluation is the Joint Center for Political and strategic studies. This 

report focuses on the first five months of the program. 

While we are enormously proud of what we have accomplished, and are pleased to share our early results and 

lessons learned, we know that there is still more work to be done. We also recognize that we are not alone in this 

endeavor. With the help of our partners, we have enabled over 41,000 families to cross the digital divide in less 

than six months. With the support of our current and future partners, we will continue to break down the barriers to 

broadband adoption across the country.

We look forward to sharing even more results and lessons learned in the months and years ahead.
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Getting up to speed.

Getting Started

Learning Resources

1-855-8-INTERNET

InternetEssentials.com









InternetEssentials.com/learning

Install and Activate

Step 5: Software Setup

Install

Run

Run



InternetEssentials.com/learning

Installing Constant Guard™ Protection Suite Software

Get it Now

Install Now

Download Now

Run

Online Accounts to Add

OK

Enable

Accounts

Download and Install Constant Guard™





InternetEssentials.com/learning

Avoiding online threats

1 Email Spam

 How a “spammer” can obtain your email address:

 How to reduce email spam:
TM

2 Email “Phishing”

 How to avoid Phishing:

Internet Safety



InternetEssentials.com/learning

Internet Safety

3  Spyware

 How spyware works:

 

 How to reduce spyware:
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Safeguarding your family

1 Protecting minors from inappropriate content and usage 

 How you can improve Internet safety:

 

 

 What to teach children about Internet safety:

 

2 Cyberbullying

Internet Safety



InternetEssentials.com/learning

 How to prevent cyberbullying: 

 

 

 

 

1-888-565-4329.

Internet Safety
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Internet Safety

Protecting your identity

1 Use strong passwords

 

 

 

 

2 Protect your credit

 
 
 

 

 

 ®  
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3 Safely browse the Internet

4 Secure your files and information

Internet Safety



InternetEssentials.com/learning

Helpful Online Resources 

Get more out of the Internet

 
 

 

Your career

Find a new job: 

Get a better job: 

Just lost a job? 

Prefer to do this in person? 

Your education

Go to college: 

 

See the options: 

 

Know how to pay: 

Understand the costs: 



InternetEssentials.com/learning

Your money

Manage your money: 

 

Get a credit card: 

 

Free tax help: 

Your health

Find a doctor: 

Get health services: 

Get live help

Go to your local public library: 

 

Useful websites

Digital literacy resources:   

The Beehive:   

Tech Goes Home:   
 

Helpful Online Resources 
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Bringing Internet service to more families. It starts with you. 

The digital divide is real. As broadband Internet becomes increasingly central to employment, education and 
even health care, the gap between those with Internet service and those without grows larger. Students and 
families without Internet at home have to struggle to keep up.

At Comcast, we’re working to help close the digital divide through the Internet Essentials program. We 
believe this first-of-its-kind initiative will serve as a national model for expanding broadband adoption by 
low-income Americans. 

Internet Essentials offers families with at least one child receiving free or reduced price school lunches 
low-cost broadband service for $9.95 a month plus tax. In addition, they have the option to purchase a 
computer for just $149.99 plus tax at the time of enrollment, plus free digital literacy training — in print, 
online and in person. 

Your role is key to our program’s success. 

As an educator, librarian, elected official or community leader, you play a vital role in bringing the Internet to 
more families in your community. By promoting the importance of Internet access and spreading the word 
about programs like Internet Essentials, we can help bridge the gap — one family at a time.

This guide will help you learn about Internet Essentials and how you can help spread the word. We hope 
you’ll share it with other groups or individuals and even coordinate efforts with them.  

For any questions, please contact your local Comcast Government Affairs representative or go to 
InternetEssentials.com/partner. 

Thank you for your continuing participation and support. 
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Here are some questions that community partners and prospective customers often ask  
about the Internet Essentials program. 

1. What is Internet Essentials? 

Internet Essentials helps more students and families get online. While participating in Internet Essentials, 
customers receive: 
 Fast home Internet for just $9.95 a month + tax 
 No price increases, no activation fees and no equipment rental fees 
 A computer available at initial enrollment for just $149.99 + tax 
 Access to free Internet training — online, in print and in person 

2. Who is eligible for Internet Essentials? 

A household is eligible to participate in Internet Essentials if it meets all of the following criteria: 
 Is located where Comcast offers Internet service
 Has at least one child receiving free or reduced price school lunches through the  

National School Lunch Program
 Has not subscribed to Comcast Internet service within the last 90 days
 Does not have an overdue Comcast bill or unreturned equipment

3. Where and when will Internet Essentials be available? 

Internet Essentials is available wherever Comcast offers Internet service. 

4. How can eligible families apply for Internet Essentials?

Call 1-855-8-INTERNET (1-855-846-8376) to request an application.

5. How long can an Internet Essentials customer continue to receive reduced-price Internet service 

through the program?

Once enrolled, Internet Essentials participants will be able to continue receiving Internet service for $9.95 
a month + tax as long as at least one child in their household continues to receive free or reduced price 
school lunches through the National School Lunch Program and they do not:
 Close their Comcast account
 Violate Comcast’s Customer Agreement for Residential Services

6. Do families with children receiving reduced price (as opposed to free) lunches through the  

National School Lunch Program qualify for Internet Essentials?

Yes, households in which at least one child is receiving reduced price school lunches may be eligible.

7. How fast is the home Internet service offered as a part of Internet Essentials?

Internet Essentials provides home Internet service with download speeds of up to 3 Mbps and upload 
speeds of up to 786 Kbps.

SECT ION 5 :  FREQUENTLY  ASKED QUEST IONS
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Kit for School Principals
















