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Background

2021 US Infrastructure Investment and Jobs Act requires 

Federal Communications Commission (FCC) to write 

regulations by November 2022 requiring internet service 

providers to adopt and provide Broadband Consumer 
Labels to help consumers choose internet service plans

Research Question

How can we best help consumers make informed 
decisions on which broadband service plans to purchase?

Study Design

We designed three surveys to understand participants’:

Comprehension of concepts and terms associated with broadband plans (e.g. ‘packet loss’)

Utility of different facts and criteria (e.g. speed measurements) when shopping for a broadband plan

Opinion on existing designs for broadband consumer labels proposed in 2016

In collaboration with Consumer Reports (CR), a nonprofit organization dedicated to consumer advocacy, we 
recruited existing CR subscribers to participate in our surveys.

Results

Total number of completed surveys 1245

Factors respondents care about most when shopping for broadband Cost, speed, and reliability

Most misunderstood broadband terms Latency, packet loss, network management practices

Next Steps

We are currently drafting improved versions of broadband consumer labels based on data from our surveys

We are also drafting new surveys to understand how our ‘improved’ labels compare to existing designs

FCC proposed labels and asked for public comment

We're conducting studies to evaluate the FCC's 
proposed labels and suggest improvements

FCC’s proposed label

Our current draft of an improved label

Area where more information is needed Specifics of a provider’s network management practices

Need for total cost numbers and more 

clarity regarding fees

Many participants were unable to identify which of 

two plans was less expensive over 1, 2, and 3 years

Participants’ preferred performance metrics Average (mean), 10th percentile

We will recruit participants from a pool of CR subscribers excluding previous survey participants

Finally, we are writing a report to the FCC to provide label design recommendations based on our results


