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NFL ST exit survey: context, scope & caveats

. NFL ST exit survey: reports from 2024 & 2025
NFL Sunday Ticket Sl

Ca ncellation Survey Data: rationale for cancellations

Data: motivations for signing up




NFL ST Cancellation Exit Survey: context & scope

e  When users cancel their Sunday Ticket subscription, a 3 YouTube

link to an optional survey appears in their cancellation
: i

confirmation email (see right)

Source reports herein only include survey data from
users who cancelled Sunday Ticket - whether on
Primetime Channels or YouTube TV

(See note 1 for additional context)

This document includes two sets of exit survey data
o  Feedback during June 2024 [Season one]
o  Feedback during December 2024 - December

2025 [Seasons 2 & 3]

(See note 2 for context on scope)

You've canceled NFL Sunday Ticket renewals and won't be able to watch
Sunday out-of-market games next season.

You'll still be able to watch games and videos until Feb 18, 2027. Your
membership for this season can't be canceled and you won't get refunded
for payments that have already been made.

You'll continue to be charged for the remainder of your payments due for this
season as listed in Purchases & memberships. See terms

If you change your mind, it's easy to get NFL Sunday Ticket again.

GET NFL SUNDAY TICKET

We'd love to get your feedback on your experience. What made you cancel?
Let us know in this optional survey.

We're sorry to see you go.
The YouTube team

Need help? Contact support or go to our Help Center. Please don't reply to this
email



Caveats to NFL Sunday Ticket Cancellation Survey

e Ingeneral, survey results tend to contain two types of response biases which may skew results:
o A selection bias: not all users who cancel will respond to a survey

o A completion bias: respondents tend to drop off beyond the first few questions




NFL Sunday Ticket Paid Members Cancellation Survey [Optional]

Q1. What is your age range? Single select
e 18-24

e 2534

e 3544

e 4554

e 55-64

e 65+

e Prefer not to say

Q2. Where did you access NFL Sunday Ticket Single select
this season? e | had NFL Sunday Ticket through YouTube TV (a live TV service
that provides access to 100+ channels)
e | had NFL Sunday Tlcket through YouTube, without YouTube TV
e |'m not sure
e  Other

Confidential & Proprietary _



NFL Sunday Ticket Paid Members Cancellation Survey [Optional]

Q3. Why did you decide to cancel your
automatic renewal for NFL Sunday Ticket?

Confidential & Proprietary

Select up to 3 [randomized. “Other” pinned at the bottom]|

| might sign up again, but | don't want my subscription to renew
automatically

It's too expensive

Many games were available on other services/networks

| didn't watch as much as | thought | would

It was difficult to use Sunday Ticket on YouTube/YouTube TV

It didn't have the features | was looking for

| signed up with a promotion and my promotion ended

| get enough NFL coverage with a mix of other service/apps (e.g.
RedZone, NFL+, social media, etc.)

The value of Sunday Ticket has gone down for me

Other (please specify)



NFL Sunday Ticket Paid Members Cancellation Survey [Optional]

Q4. Why did you sign up for NFL Sunday Select up to 3 [randomized. “Other” pinned at the bottom]
Ticket? Select up to 3

To watch my favorite team, which is out of market

To help me with my fantasy football or sports betting
To watch as many NFL games a possible

To watch with the whole family

| was interested in the features of Sunday Ticket on
YouTube/Youtube TV

| had a discount/promotional offer

Because I've had it for a long time [added before S3]
Other (please specify)

Confidential & Proprietary _



NFL Sunday Ticket Paid Members Cancellation Survey [Optional]

Q5. We understand that you are canceling the Single select

automatic renewal of NFL Sunday Ticket. Do you e Yes, through YouTube TV (a live TV service that provides access
plan to subscribe to NFL Sunday Ticket again to 100+ channels)

next season? Yes, on regular YouTube without YouTube TV

| don’t know yet

No, | do not plan to subscribe to NFL Sunday Ticket again next
season

Confidential & Proprietary



NFL Sunday Ticket Paid Members Cancellation Survey [Optional]

Qé6a. [if selected in Q3] You mentioned that it was difficult to use. Tell us more Open text field
about that. What could have made it easier to use?

Qé6b. [if selected in Q3] You mentioned that NFL Sunday Ticket didn't have the Open text field
features you were looking for. Tell us more about that. What features did you feel
were missing?

Confidential & Proprietary _



NFL Sunday Ticket Paid Members Cancellation Survey [Optional]

Qéc. [if selected in Q3] You mentioned that the value of NFL Sunday Ticket has  Open text field
gone down for you. Tell us more. What has changed the value of Sunday Ticket

for you?
Q7. Is there anything else you would like to share about your experience with Open text field
NFL Sunday Ticket?

Confidential & Proprietary _



Q3: “Why did you decide to cancel your automatic
renewal for NFL Sunday Ticket?”



“Why did you decide to cancel your automatic renewal of NFL Sunday

Ticket? Select up to 3 options”
June 2024
Respondents: 837
Reasons to cancel // N= 837

Multi-select answer options

100.0%

75.0%

25.0%

0.0%
| might sign up It's too expensive Manr ames were | didn'twatchas It was difficultto  Itdidn'thavethe |was tryin?( NFL  |signed up with a Other (please
again, but | don't available on other much as | thought | use NFL Sunday features | was Sunday Ticket for promotion and my explain)
want my networks/services would Ticket on looking for the first time this  promotion ended
subscription to last year YouTube/YouTube year, but | didn't
renew TV enljoy it as much as
automatically hoped | would



“Why did you decide to cancel your automatic renewal of NFL Sunday
Ticket? “Other” feedback- excludes feedback about price

June 2024
Respondents: 228

See note 3 about the
analysis of open text
using GenAl.

See note 4 about price.

"other" not including price // N= 228
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“Why did you decide to cancel your automatic renewal of NFL Sunday

Ticket? Select up to 3 options”

December 1, 2024 - December 1, 2025
Respondents: 12,333

Why did you decide to cancel your automatic renewal of NFL Sunday Ticket? Select up to 3

It's too expensive

Other (please explain)
The value of Sunday Ticket has gone down for
me

| signed up with a promotion and my promotion
ended

I might sign up again, but | don't want my
subscription to renew automatically

Many games were available on other
services/networks

It was difficult to use NFL Sunday Ticket on
YouTube/YouTube TV

| didn't watch as much as | thought | would

It didn't have the features | was looking for

| get enough NFL coverage with a mix of cther
services/apps (e g. RedZone, NFL+, social

0% 20% 40% 60%



“Why did you decide to cancel your automatic renewal of NFL Sunday

Ticket? “Other” Feedback

December 1, 2024 - December 1, 2025
Respondents: 4,528

"Other" Feedback - Why did you decide to cancel your automatic renewal of NFL Sunday Ticket?

High Cost & Value Perception

Game Availabilty & Blackout Restrictions

Cancellatien & Renewal Issues 17.01%
Billing Issue 1484%
Discount & Loyalty Program Frustrations 13.83%
YouTube TV Burndling & Pricing Concerns 10.34%
Technical lssues & Streaming Experience 788%

Lack of Flexibility & Customization

Financial Constrants & Personal

See note 3 about the Circumstances
analysis OF Open text Access via Other Platforms
using GenAl.

Dissatisfaction with the NFL

Customer Senvce Issues

Intend to Resubscribe

Advertising & RedZone Dissatistaction 2.36%
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Q4: “Why did you sign up for NFL Sunday Ticket?”



“Why did you sign up for NFL Sunday Ticket? Select up to 3"

June 2024
Respondents: 837

Reasons to sign up for NFL ST // N= 837

Muti-selact answer opfions

800%
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To watch my favorite  To help me with To watch as many To watch with the I was interested in | had Because I've had it Other
team, which is cut of  fantasy football or NFL games as whole family the fealures of  discountjpromotional  for a long time
market sports betting possible sunday Ticket on offer

YouTube/YouTube
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“Why did you sign up for NFL Sunday Ticket? Select up to 3"

December 1, 2024 - December 1, 2025 Respondents:
12,195

Why did you sign up for NFL Sunday Ticket? Select up to 3

To watch my favorite team, which
is out of market

To watch as many NFL games as
possible

| had discount/promotional offer

Because I've had it for a long
time

| was interested in the features of
Sunday Ticket on
YouTube/YouTube TV

To watch with the whole family
Other

To help me with fantasy football
or sports betting

0.00% 20.00% 40.00% 60.00% 80.00%



Footnotes

Note 1: In addition to receiving a cancellation survey when a user cancels Sunday Ticket
(whether on Primetime Channels or YouTube TV), it is also possible to receive a cancellation
survey if a user cancels YouTube TV while paying for Sunday Ticket (which will cancel both).
The latter survey data is not included in this report as these cancellation options focus
primarily on why a user cancelled YouTube TV and less on Sunday Ticket.

Note 2: The analysis in this report represents all the analyzed data available. Due to exit
surveys running continuously, there often exists a set of available but not yet analyzed data.
Data from 2024 and 2025 is data analyzed within that time frame.

Note 3: Categorization of open text feedback, such as in “Other”, is done using automated
internal GenAl tools. While spot checked by humans, not every answer is double checked for
accuracy. We assume some margin of difference in categorization of open text answers.

Note 4: In the 2024 analysis of "Other” open-text feedback, "Price” was deliberately not
included as a theme in the original report, as price had already been discussed in the learnings
related to the primary cancellation question: "Why did you cancel the autorenewal of NFL
Sunday Ticket?"
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