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Digital CX Strategies that Win and Wow Customers

Kristy Lund Lake Stockdreher
Fiber Customer Service Manager Director, Sales
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Digital Experience Platform for Broadband Service Providers

Broadband Service Provider Customers

(VG = (@

Digital Experience Platform
o)
m X IO &
Email, Chat, SMS, Social

Supports Multiple Interactions and Use Cases

BSS &
network systems

« Marketing and targeted communications  *« Omni-channel customer support
« Automated billing and payment notifications ¢ Transactional NPS/CSAT surveys
« Subscriber Self Service « Outage and maintenance alerts
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GOCare
500 )Y( Bealmn Customers
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ELECOM missed appointments
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COMMUNICATIONS i

~ FIBER + B E R 50% reduction in non-payment
. ~| disconnects plus quicker
QPTCl <..5c1¢  Socket ‘ \ e

i i et Wien- spees InTeRNET payments

20% subscriber growth
No additional calls or headcount

TEC) 7Ttruvista west . {I

40+ Operators 20M+ 30M+

i ceabl Monthlv Digital 5-7x increase in customer
Servicing 40 States SERIEEESIE onthly . Igita engagement with digital channels
Addresses Interactions (SMS, Chat, Social, email)
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KUB Fiber System Statistics

* Timeline highlights
e Spring 2021 — approval for Fiber Division
e July 2022 — first customer install
 March 2025 — halfway point in construction
e 2027 will be last year of deployment

e More than 37,000 active customers —43%
growth in last 12 months

* 100,000 customers currently eligible
 Nearly 1,500 TV customers

* More than 2,200 phone customers e
e 4,000 miles of fiber installed to date ** T W i

------ B AvaiABLE 2026

[l AvaiLasLe 2027




Percent of Customers Surveyed

CX Matters — Insights that Drive
Investments Today

86% 88%
44%
32%

Pay More for Better
Experience

Leave After One Bad Value the Experience Want Multiple
Encounter Equal to Product Customer Service
Options

© GOCare, Inc. 2026

Prefer Self-Service vs
Speaking to a Live
Person

Nearly

70%

of companies see
customer service
shifting from mostly
iInbound to mostly
proactive outreach
in 1-3 years

Metrigy Customer Experience
Optimization: 2024-25




Your Customers Want Proactive & Digital

Nearly 69%

of consumers say they WANT “The demand for d|g|ta|
companies to reach out to them . )
proactively channel experience is
Metrigy 2025 overwhelming. The reason
customers don’t use them
91 ()/0 Is they are not seamless or

interchangeable.”

of consumers are interested in
signing up for texts from brands

Gartner
Attentive, 2022
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Proactive, Automated SMS Notifications
GOCare Alerts

Billing and Statement Available Anytime. Anywhere.

Get KUB Fiber account alerts on your phone.

Appointment reminders RS BT
Text the word KUB to 90622
At any time during the month
you can text any of the following
- keywords to 90622 to access
KeyWO rd S fo r Se |f h el p You can opt-in to GOCare in just 3 simple steps: important account information.
1. Texthe Word KUB 10 90622 Y cip [l
2. Enter your Account Number
3. Enter Last 4 Digits of Phone Number “9“;9"” W"‘i”‘ 't’_a'a"":e due
and payment options.

Confirm your last payment
After following the three steps above, you will receive a confirmation text amount and date posted.

PAY

message. That means you're all signed up!
APPT Ider':tlfy ywr.next schleduled
service appointment, if any.

See our Terms and Conditions. PR va ) End future alerts,

GO © GOCare, Inc. 2026




GOCare
Message Content

12-month outbound message mix — billing lifecycle dominates the volume

Appt: scheduled 16,385

Soft-disconnect notice 20,382

~95%

of volume is automated billing

statement, payment, reminder, past-due

Appt: tech en route

Opt-in / welcome

Past-due notice

Bill reminder

281,693

Payment posted 329,324

Statement available 344,012




Nearly 97% of subscribers
optin to
SMS communications

KUR

FIBER




Measuring What Matters

@ We need your help! Please use this survey to help us understand your
experience with KUB Fiber. Your input will help us continue to improve. This
GETCONNECTED survey should take 1 — 3 minutes to complete. Thank you for your time!

Customer Install Survey
Thank you for your recent

Custo mer Fiber order. We’d love to

hear your feedback on

Dashboard and Workflows

= our customer service and
Inte raCtlonS installation process.
Please click the link
below to answer a quick

Define the scores that drive alerts and proactive outreach

POSt-InSta” survey to help us serve Pulse Dashboard - Organization Performance Q: O R
you better. < % oo |
90'd ay follow_up Text STOP tO Stop alerts. Overall Happiness Rating Segments. Customer Feedback Organization Drilldown
23,392 1,717 1 , ,
Surveys Sent Survey Responses \ >
) ’ : 5 —

s 5 w—
5 e—
4.52 4.42 C
b e 5 S—
Recommendation Likelihood € Overall Happiness €&
ssr0
Individual Customer Feedback Survey Results
S (&)
\ A ®Cash (©) ) &, »
A Average Customer Feedback Ratings urmm RES - 9 S—
18025 R S e—
4415 — s — 4295 e— 4715 e— 110026 Res s 4+ e—
Res o 5 —
x ReS " 4 —
Emai 5 e—
1 s [e—
Overall Happiness Trend Customer Service Rating Trend
s ' 0 s i 118778 £ s -
TR TR WL AW
L[ | . [ 11 | . s - e
‘ [ !
5 l . s 5 —
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GO

Modern Digital Customer Care

Mary Nicley «ue
Full customer view with Insight panel from B
CHR Omnia360 BSS =
~3-minute handle time on email vs. 7—8 minutes for a R
typical phone Ca” Billing Information

No Information Found

Routing & rules

Internal collaboration on conversation threads

Care™

Tagging conversations for insights and actions

98.3% retention save rate

Summary tab — account, status and
call center at a glance.

© GOCare, Inc. 2026




2026 at a glance: year-to-date and Q3 GOCare

What the GOCare platform automated and handled for KUB Fiber, Jan—Sep 2026 (Q3 = Jul-Sep)

798,052 11,482 4.74 /5

automated messages sent, YTD email contacts handled, YTD install CSAT (Service Activation), YTD
Q3: 279,518 +4.6% vs Q2 - +30% vs Apr—Dec 25 Q3: 3,768 - 84.8% one-and-done YTD Q3:4.75 - 84% gave a perfect 5

40 min 45.5% 74%

email first-response time, Sep '26 of email reasons self-serviceable of active accounts opted in
down from 2h 13m in Jan - Q3 avg 49 min Q3:39.7% - provisional

31,471 of 42,528 - +11,086 opt-ins YTD




Project Management

DEPLOYMENT

PREP REQUIREMENTS GATHERING \ |
sales Handover & Access & Discovery, .
. . TFN Scope & Integration** TTer ztilr?ign =
Project Kickoff (Critical) Timeline & /
}r.,\&é CHANGE REQUEST Issued***
Readiness Delivery
T Assessment Tollgate |

Phase 2 Slotting TBD

Change Management - ADKAR

Awareness Desire Knowledge Ability Reinforce

Client Signoff*

CRITICAL: Access to System and Toll-free Number (TFN) Verification and Approval

Process subject to change at GOCare’s discretion.
*Once timeline is set, any delay; particularly any delay or prevention of GOCare’s access to the main billing system, can significantly impact the target go live date.

**A change request issued in this stage returns the project to discovery, scope, & timeline to reset. Timeline can be impacted and potential SOW charges may be incurred as applicable. Time needed for regression testing will vary.

***Depending upon the integration, it could be worked separately ahead of the client deployment.

****phase 2 (and any subsequent phase) requires re-slotting and will be scheduled according to the GOCare delivery calendar.
Proprietary and Confidential Process 14



GOCare SMS Compliance & Subscriber Control

(Ensuring Trust, Transparency, and Regulatory Alignment)

Subscriber Opt-In / Opt- Value add of GOCare as
Out Automation your Digital Experience
(90+% Opt-in Rate) Partner
» GOCare runs the campaign  Auto Opt-In during account  Single brand / TFN
process for you! activation and  You can stick with core
» Supports compliance with onboarding business
TCPA and CTIA industry * Welcome message * No need regulatory
standards confirms enrollment and expertise in SMS /
- Opt-out instructions (e.g., includes required Messaging now and in the
Text STOP to stop alerts) disclosures future
» Support access (e.g., Text » Self-service Opt-Out via - Reduces support load by
HELP for more info) SMS (STOP), with re- allowing customers to
. Best Practices enroliment via UNSTOP manage their preferences
- Alerts page URL, average « Admins and agents can directly via GOCare toolset
monthly message volume manage opt-in/out via * Protects your brand from
* Terms & Conditions (Ts&Cs) are Connect interface regulatory tasks and risk
required and centralized on the .
subscriber Alerts Page * Improves trust by being

transparent with
subscribers

G o Proprietary & Confidential 15




Customers Love KUB Fiber!

Unsolicited Reviews from Social Media

Mike S

It has worked great ever since it was
installed. The technicians were very
helpful and knowledgeable.

Bobbi S
Love KUB! Haven't had one problem with
Fiber! The techs were awesome. Love it!

Marsha A

We Love our KUB Fiber internet!! We have
lived here 23 years with sub par internet
until now. Thank You KUB !!

Nancy T
It's great. Everyone that | have talked with

from KUB are so nice and knowledgeable.

®

Stephanie S

Got this on July 3rd switch from wow and
what a difference. Love this Internet and
super fast download speed. We have
gaming systems and to download an 80
GB game only took 8 min. With wow it
was taking 30 and we had the same
speed through them

Martha B
My installation team was amazing. Great
work guys!

LeeF

Best installation process ever. The guys
were profession and tidy. Service works
well. 10/10!

Johnathan W

We even got it out here in the middle of
nowhere Washburn!! It's amazing and so
much better than that frontier bunch.

9 7 (y Of Current Customers are
O Extremely/Very Satisfied!

3%

m Extremely ®m Very m Somewhat = Not at all




Proactive Outage Communications A

OutagelQ

/ i \ Intercept message
GOCare informs impacted

subscribers that call

| | | N
Flexible operational modes and inputs ACR N\

First Last ™
Bob Jones 555-111-2222
Susie Sanders  555-222-3334 CSV upload

Luke Walker 555-333-6666

Proactive, targeted SMS

notification (first, ongoing
cadence, and all clear) u Customers

Internal email notification - .

BSP Staff

Ope’?ﬁ;;) =i=m°5°'°’-\"’"@\ [ Webhook ]

from NMS

kkkkkkkkk

-
‘ OutagelQ
-

Hierarchy in
GOCare Ul

2 /

BSS

© GOCare, Inc. 2026 17




at
_ . : ‘e s W
Outages: Turn a Negative into a Positive “Tet: o when
n . g’
it
* In 2022 a maijor fiber cut triggered 6,000 in-
bound calls
* In 2024 after implantation Outage SMS alerts
Ove ra" the same fiber cut triggered 300 calls
satisfaction « SMS notification and Voice message key
minutes saved
was 62 points o
h ig h er Customer calls during a major outage (Fiber cut)
for customers who c000

received outage-related
updates from their electric
utilities as opposed to
those who did not.

5000

4000

3000

5%

2000

of calls
received

]
Before OM (2022) After OM (2024)

© GOCare, Inc. 2026 Case Study 18

J.D. Power Customer Satisfaction Study 1000




Let’s Connect

Lake Stockdreher Kristy Lund

lake@gocarecx.com kristy.lund@kub.org
www.linkedin.com/in/lake-stockdreher/ https://www.linkedin.com/in/kristy-lund-479440100/
= O|e=]0

.'-i- |-|l| g—i i;"-?

-ﬁt’ lex ﬁ;}ﬁ

= E. r -.. . .'ll-l
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Keeping the subscribers who intended to leave

Digital “Retention” tags created within GOCare Connect

292 /297 $155,383 /yr

save rate saved vs. total attempted gross retained revenue

retention-attempted accounts still active 5 confirmed lost to disconnect saved accounts' own MRR x 12, at 100%




Broadcast Message History

DATE

Aug 37,
2028,
05:02
PM

Aug 28,
2026,
09:27
AM

Aug 27,
2028,
10:00
AM

CONTENT

KUB Fiber: Account
147217 Your statement is
now available. The
balance of $81.39 is due
by Sep 13, 2026. To view
statement please visit
www.kub.org Text STOP
to stop alerts.

Your KUB Fiber technician
Sylas G. is on the way!

KUB Fiber: Account
147217 A guick reminder.
Your Residential Phone
and Internet Service
appointment is scheduled
on Aug 28, 2026 at 10:00
AM. Text CONFIRM to
confirm your appt. Text
CHANGE to request a
new date or time. Text
STOP to stop alerts.

KUB Fiber: Account
147217 Welcome, you are
now registered with our

tavt maceaning cuctam

MOBILE NUMBERS

ALIAS-18656173962

ALIAS-18656173962

ALIAS-18656173962

KEYWORDS

APPT

Care™

Broadcast Message History — every
statement and alert sent.
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