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Background

Objective: Collect consumer insights from Gen Z & Millennials on
data privacy concerns, expectations, and the California Consumer
Privacy Act (CCPA)

Audience: 20 Gen Z/Millennial interns

Method: Two, 2-hour focus groups
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Gen Z & Millennials Perception of Data Privacy

Key Themes:
1. Transparency 2. The Trade-off
» Brand transparency builds trust « Willing to trade data for cost, convenience

« Customer expects transparency on what data and a better customer experience
they do collect and who it is shared with, not |+ Enhances product/service experience, no
what they don't collect selling

3. Paid vs. Free Services 4. CCPA

+ Comfortable with services they pay for, while |+ Weren'taware of the California Consumer
skeptical of free services due to no monetary Privacy Act, but are excited for
gain increased regulation
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Why some brands
are trusted more

than others @ PNC
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Recommendations

The Brand Pioneer of
Data Transparency

Create buzz with
Xfinity’s stance
on customer privacy:
PR releases,
statements, videos,
articles, etc.

Redesign Privacy
Policy

Redesigninto an
easily digestible,
outlined format that
explains our reasons
for collecting data.
Introduce reasons for
collecting data in
product emails

Shift of Power

Give customers more
control with a
preference menu
where they can
check/uncheck the
data they allow to be
collected
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