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EEXXEECCUUTTIIVVEE  SSUUMMMMAARRYY  
 

1. This survey was conducted with the primary decision maker or influencer for Internet 
services for companies with fewer than 50 employees.   

o Seventy-four percent of the respondents surveyed had fewer than 10 employees. 
o Sixty-six percent of the respondents reported sales revenue of less than $1 

million. 
o Ninety-nine percent of these respondents use Internet in their office on a daily 

basis.  One percent spent no time per day on the Internet. 
o Fifty-eight percent of respondents spend one to five hours on the Internet daily. 
o Forty-one percent spend more than six hours a day on the Internet. 

 
 

2. The primary service provider for Internet service reported is Oceanic Time Warner Cable 
with 52 percent of the companies as subscribers.  This is followed by Hawaiian Telcom 
with 31 percent.  Businesses report that they pay $84 on average per month for the 
Internet service.  The median is $65 per month. 

 
3. Respondents use multiple devices to access the Internet:  33 percent use two devices, 

23 percent use three and 17 percent use four devices.  Twenty-seven percent of 
respondents access the Internet through just one device.  The type of devices used are: 

o Desktop computers (77%)   
o Smartphones (68%)  
o Laptop computers (60%)  
o Tablets (32%)   

 
o  

 
4. There is a high level of satisfaction with their current Internet service:  reliability had the 

highest rating of very and somewhat satisfied (92%), followed by customer service 
(82%). Cost had the lowest ratings of satisfaction (72%), followed by value for monthly 
plan (75%).  
 

5. Fourteen percent of businesses have switched their Internet service provider over the 
past two years and the primary reasons were:  cost (35%); reliability (17%); speed (15%); 
moved to a new location (7%); and customer service (5%). 
 

6. The greatest sources of dissatisfaction with their Internet service is related to speed:  too 
slow when too many staff members are using the Internet at the same time (28%); 
photos and videos take too long to upload (9%); files take too long to download (8%); 
and Internet is slower at certain times of the day (6%). 
 

 
Broadband Adoption Market Research  Page 1 
© SMS  March 2014 



BBAACCKKGGRROOUUNNDD  
 
The Department of Commerce and Consumer Affairs (DCCA) was awarded a State Broadband 
Initiative (SBI) grant by the National Telecommunications & Information Administration (NTIA), 
which was funded through the American Recovery and Reinvestment Act of 2009 (ARRA).  
Grant activities include planning efforts to identify and develop policies and programs to 
advance digital literacy and to drive adoption of broadband service.  To assist in formation and 
targeting of these efforts, DCCA seeks market research on broadband adoption and usage of 
high speed Internet services through the State of Hawaii. 
 
Although Hawaii has a fairly high adoption rate, most Hawaii consumers subscribe to lower 
tiers, thus providing little business incentive for providers to invest in infrastructure that can 
support speeds comparable to that of the leading nations in the world.  For this reason, 
increasing demand in the State for higher speed broadband services is important in the State’s 
efforts to foster deployment of broadband infrastructure that can support world class broadband 
services levels. 
 
Accurate market data is necessary for DCCA to develop the optimum strategies to achieve the 
stated goals of increasing broadband usage in Hawaii.  This data will help the State of Hawaii 
develop its plans and track performance.    
 
OOBBJJEECCTTIIVVEE  
 
DCCA seeks market research to assist in the formation and targeting of strategies, policies, and 
programs to foster increased usage of higher speed broadband services among businesses in 
Hawaii with fewer than 50 employees.  Therefore this market research project was undertaken 
with the following objectives:   
 

1. To understand how broadband service is used currently 
2. To determine satisfaction levels with speed and cost of subscribed service levels 
3. To gauge consumer awareness of the uses and benefits of various tiers of high speed 

broadband services 
4. To identify consumer motivations and obstacles to subscribing to various levels of 

service 
5. To identify primary barriers to subscribing to various levels of service 
6. To understand perceived benefits and value of higher speed services 
7. To identify key demographic segments and growth opportunities 
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MMEETTHHOODDOOLLOOGGYY  
 
The survey was administered October 24, 2013 to January 2, 2014 and 431 completed surveys 
were collected:  270 from Oahu; 65 from Maui; 78 from Hawaii Island and 18 from Kauai.   
Approximately half of these surveys were completed by telephone interviews and half by e-
surveys.   
 
Calls were made from the SMS Honolulu Call Center.  The e-survey was administered via the 
Internet on a secured server using SSI Web 8.0 survey software. The sample used was an 
online panel procured from Research Now, and includes a list of over 5,000 verified businesses 
in the State of Hawaii with 50 or fewer employees.   
 
Respondents were small business people and not necessarily technical experts on broadband 
services.  Therefore questions were designed for the average person and open-ended 
questions had responses that were more general than would be expected from an expert.  
There were approximately 40 questions that asked respondents about technology and the 
Internet in the State Hawaii, preference, attitudes, and behaviors related to the Internet, and 
demographic questions for classification purchases. The data has been weighted to reflect the 
distribution of businesses throughout the State by County.  SMS cleaned and recoded open-
ended comments. Response frequencies are provided in Appendix A. 
 
DDaattaa  AAnnaallyyssiiss  
 
SMS analyzed each question to determine if there were significant differences in responses 
based on office locations, years in business, sales revenue and industry.  Those differences that 
are significant are described in the text. 
 
Charts and graphs have also been included for ease of data interpretation. Sample sizes vary 
due to item non-response and skip patterns established in the survey to ask questions to certain 
respondents.  In some questions respondents were able to provide more than one response; 
therefore these will have totals greater than 100 percent. 
 
 
SSUURRVVEEYY  FFIINNDDIINNGGSS  
 
HHooww  IInntteerrnneett  iiss  CCuurrrreennttllyy  UUsseedd  
 
Within the criteria of 50 or fewer employees the following was the breakout of respondent 
companies by industry.1 
 

1 Industries self-selected by respondent. 
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Figure 1: Type of Industry 
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Thirty-seven percent of business decision makers access the Internet one to three hours a day, 
twenty-five percent access the Internet for four to six hours a day, and 37 percent do so for 
more than seven hours a day.  One percent of respondents do not access it at all during their 
work day. 
 
Seventy-four percent of the businesses surveyed have one to five employees who use the 
Internet in their offices, 11 percent have six to ten employees, and 10 percent have 11 or more 
employees.  Five percent of the businesses surveyed have no employees. 
 
Figure 2: Number of Hours Decision Makers Access the Internet and Number of 
Employees within Each Office that use the Internet 
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Of the businesses surveyed, 28 percent have been using the Internet in their business for one 
to five years, 31 percent have been using it for six to ten years,  and 34 percent have been 
using the Internet for 11 to 20 years.   Five percent of respondents have been accessing the 
Internet for over 20 years. 
 
Forty-three percent of business started with dial-up Internet service and 44 percent started with 
higher speed connections.   
 
Figure 3: Years Accessing the Internet 

 
Most business owners agree (66%) that the Internet service today is much better than it was 
when they first started using it both in terms of speed and service. Those who have been in 
business longer seem slightly more satisfied than newer businesses.   
 
Figure 4: Ratings of Service  
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SSuubbssccrriippttiioonn  DDaattaa  aanndd  HHooww  IInntteerrnneett  iiss  CCuurrrreennttllyy  UUsseedd  
 
Oceanic Time Warner is the broadband service provider for the majority of the respondents 
(52%). Thirty-one percent of respondents use Hawaiian Telcom; seven percent of users have 
satellite broadband; and three percent have Clear.  
 
On every island Oceanic Time Warner is the predominant provider for most businesses based 
upon respondents surveyed. Maui has a higher percentage of respondents using Satellite 
broadband (16%) than other counties, and 16 percent of respondents there use Hawaiian 
Telcom compared to 31 percent overall.  
 
 
Figure 5: Service Providers 
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Figure 6: Service Providers by County 
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While the industry type follows the overall statewide pattern, some industries deviate from the 
averages: more entertainment companies (68%) utilize Oceanic Time Warner, more 
medical/insurance companies (44%) are using Hawaiian Telcom as their provider; and more 
transportation and utilities businesses (19%) are using a satellite broadband service. 
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Figure 7: Service Providers by Industry 
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Businesses report that they pay $84 per month on average for their Internet service.  The 
median is $65 per month.  The range of payment amounts is from $11 to over $200 per month. 
 
 
Figure 8: Monthly Cost for Internet Service 
 

 
 
 
Respondents were asked about what type of device they use to access the Internet, type of 
connectivity, and how long they use these devices each day.  Ninety percent of respondents 
have used a desktop in the past and 77 percent are still using a desktop today. Seventy-six 
percent of respondents have used a laptop, and 60 percent of them are currently using one.  
The percent of business people using smart phones has stayed about the same, while the 
percent of business people reporting using tablets has dropped from 42 to 32 percent.    
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Figure 9: Devices in Use 
 

 
 
Most people spend less than five hours accessing the Internet on their devices: 61 percent 
access the Internet using a desktop; 78 percent on a laptop; 84 percent on a smart phone and 
95 percent on a tablet.   Those people spending more time on the Internet will likely do so on a 
desktop computer, 39 percent of desktop users spend more than five hours accessing the 
Internet.  This compares with 22 percent of laptop users, 16% of smart phone users and six 
percent of Tablet users.   
 
 
Figure 10: Hours on Devices 
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Business people use multiple devices to access the Internet:  of the devices listed 33 percent 
have two devices, 23 percent have three devices, and 17 percent have four devices.  Twenty-
seven percent of respondents have one device that they use to access the Internet. 
 
Figure 11: Number of Devices 
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Most businesses believe that the Internet is very important to their business (84%).  By industry, 
93 percent of education-related businesses and businesses that work with government consider 
the Internet very important, and seventy-eight percent of transportation and utilities respondents 
rated the Internet as very important. Other business sectors surveyed include advertising, 
entertainment, health or medical services, and sales. 
 
Figure 12: Internet Importance Rating 
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SSaattiissffaaccttiioonn  LLeevveellss  wwiitthh  SSppeeeedd  aanndd  CCoosstt  ooff  SSuubbssccrriibbeedd  SSeerrvviiccee  LLeevveellss  
 
Respondents were asked how satisfied they were with different aspects of their Internet service.   
Reliability had the highest satisfaction rating (92%), followed by customer service (82%). The 
factors with the lowest ratings of satisfaction (and highest ratings of dissatisfaction) were cost 
(72%), followed by no delays or freezing, value for monthly plan, and upload time for files (all at 
75%).   
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Figure 13: Satisfaction Ratings of Internet 
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Kauai was the most satisfied with the cost of their Internet service (83%).  On Maui 75 percent 
of respondents gave a satisfied rating. Offices located on Hawaii Island were the least satisfied 
with the cost of their Internet (26%).  
 
Figure 14: Cost Satisfaction by County 
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Kauai businesses are completely satisfied with their Internet speed: 100 percent of respondents 
said they were satisfied. Maui and Oahu businesses are about equal in their satisfaction, 85 
percent and 86 percent respectively. Most Hawaii Island respondents are satisfied with their 
Internet speed (81%), but they did express the highest dissatisfaction rate (17%). 
 
Figure 15: Speed Satisfaction by County 
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Kauai has the most satisfied users with upload time. Ninety-four percent of users are satisfied, 
with six percent dissatisfied. Hawaii Island, Oahu, and Maui have more users who are 
dissatisfied: 29 percent, 17 percent, 16 percent and 21 percent respectively. The time needed to 
download files has very similar findings. 
 
Figure 16: Upload Time Satisfaction by County 
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Fourteen percent of businesses have switched their Internet service provider in the last two 
years. The primary reasons to change providers are:  cost (36%); reliability (17%); speed (15%); 
moved to a new location (7%); and customer service (5%). 
 
Figure 17: Reasons for Switching Services 
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Fifty percent of respondents reported that they use a standard service Internet, 34 percent have 
a high speed Internet service and 16 percent are unsure of what they are using. High speed 
Internet access is more likely to be found in transportation and utilities companies (52%), 
government businesses (48%), and entertainment businesses (46%). Industries that primarily 
use a standard level of Internet service are advertising and marketing (67%), services (61%) 
and sales (55%) companies.  
 
 
Figure 18: Standard vs High Speed by Industry 
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A large majority of businesses are aware of the government activities that can be done via the 
Internet:  file general excise tax (87%), download business registration forms (86%), renew and 
find information on professional and vocational licenses (85%), and to register and apply for tax 
license to start a new business (75%).  
 
Figure 19: Awareness of Government Services Available on the Internet 
 

 
Broadband Adoption Market Research  Page 12 
© SMS  March 2014 



 
 
The majority of businesses (97%) agree and strongly agree that Hawaii should have high speed 
Internet infrastructure to be able to provide Internet service equal to that of the leading 
developed nations, with66 percent of those businesses strongly agreeing.  Eighty-nine percent 
of respondents agree and strongly agree that access to world class high speed Internet will 
create high quality jobs and help Hawaii diversify its economy. 
 
Figure 20: Value of High Speed Internet to the State 
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CCoonnssuummeerr  MMoottiivvaattiioonnss  ttoo  SSuubbssccrriibbiinngg  ttoo  aa  FFaasstteerr  IInntteerrnneett  SSeerrvviiccee  
 
A majority of the businesses surveyed currently use the Internet for paying bills and online 
banking (70%); online training (60%); and maintaining a website (60%).  Most of the 
respondents who are currently not using the Internet for these activities, expressed an interest 
in doing so in the future.   
 
Figure 21: Internet Uses 
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Other things respondents use the Internet for are email and social networking (23%), research 
or news and information (18%), conducting business (12%), and ordering products or shopping 
(8%).  Note that respondents were very general in responding to the open-ended “any other 
uses” part of this question. 
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Twenty-eight percent of businesses encounter issues with slower speeds when too many staff 
members are using the Internet at the same time (28%).  Thirty percent of businesses 
responded that they did not encounter the issues surveyed, which were related to speed.. 
 
Figure 22: Issues with the Internet 
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Fifty-four percent of business decision makers reported at least some time wasted daily waiting 
on a slow Internet.   
 
Figure 23: Time wasted on Slow Internet 
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Forty-six percent of business decision makers believe that a similar amount of time is wasted by 
their employees.   
  
Figure 24: Employees Waste the Same Amount of Time 
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PPeerrcceeiivveedd  BBeenneeffiittss  aanndd  VVaalluuee  ooff  HHiigghheerr  SSppeeeedd  SSeerrvviicceess  
 
Overall 60 percent of business decision makers are likely to upgrade if they could solve the 
issues they are currently experiencing with the Internet. Businesses with lower sales revenue 
(less than $500,000) are more likely to upgrade than businesses with higher sales revenue 
(over $500,000). 
 
Figure 25: Likelihood to Upgrade 
 

 
 
The top reason to upgrade was to increase Internet speed (25%).   
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Figure 26: Top Reasons to Upgrade 
 

 
 
  Forty-five percent of respondents said that a reasonable additional monthly cost to upgrade to 
a service level that would eliminate their Internet issues experienced would be less than $20. 
More specifically, 26 percent said that $0-10 would be reasonable, and 19 percent said that 
$11-20 would be reasonable.  Those with larger sales revenue (greater than $5 million) believe 
that $41 to $50 dollars is a reasonable range to upgrade a monthly service.  
 
Figure 27: Reasonable Monthly Incremental Cost to Upgrade 
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The percentage of respondents that found a less than $20 monthly increase for this higher 
speed Internet service acceptable to them (33%), was less than the percentage that found this 
amount reasonable (45%). Fifteen percent of those making higher sales revenue believed that 
$71 to $80 monthly would be the maximum acceptable monthly additional cost for the higher 
speed Internet service.  
 
Figure 28: Maximum Monthly Incremental Cost to Upgrade 
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The Appendix to this report contains a summary of the responses to the questions used in the 
survey, and in some instances includes more detailed information. 
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Appendix 1:  Survey Instrument 
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