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EXECUTIVE SUMMARY
This Report measures
the economic benefits
that will arise from
T-Mobile’s new
Customer Experience
Center (the Center)
in Fresno County, in
the Central Valley of
California. The Center
will be fully operational
and staffed by 2022.
We find that the Center
is likely to generate
significant economic
momentum for Fresno
County specifically and
the Central Valley more
generally.

2

ECONOMIC IMPACT ASSESSMENT

With more than 1,000 employees, the Center will provide support to T-Mobile’s customers across
the United States. T-Mobile Employees at the Center will earn wages on average 50% higher than
average wages in Fresno County and 30% higher than those in the Central Valley. The Center will not
only contribute to an increase in employment in the Central Valley, but also add to economic growth
because T-Mobile and its employees will demand more goods and services than occurs today.
To measure the Center’s economic benefits to the Central Valley, we have relied on a well-accepted
economic technique known as an Input-Output analysis. Based on that analysis, we estimate that
T-Mobile’s investment project directly and indirectly will contribute annually once full operational:
– 1,461 - 1,542 jobs and $89 - $105 million to the economy of Fresno County;
– 1,570 - 1,671 jobs and $104 - $122 million to the economy of California as a whole; and
– $7 - $8 million in tax revenues for the cities and counties in the Central Valley.
Fresno County lags behind other parts of California in terms of economic wealth, growth and
employment opportunity. Gross Domestic Product (GDP) per Capita in Fresno County is $4200,
36% less than in California as a whole. Correspondingly, average wages in Fresno County are
$831 per week, a third less than in California as a whole. 21% of the population in Fresno County
live in poverty, whereas in California as a whole only 13.3% of the population live in poverty.
The unemployment rate in the fourth quarter of 2018 in Fresno County is 6.9%, whereas the
unemployment rate in California as a whole is 3.9%. The Center promises to help address these
and other systemic economic challenges facing Fresno County through more employment
opportunities, accelerated economic growth, and additional tax revenues.
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INTRODUCTION
T-Mobile has recently announced its plans to build a third innovative Customer Experience Center (the Center) in Fresno
County in the Central Valley of California.1 As currently planned, the Center will be staffed with approximately 1,000
employees. While the majority of these employees will be “frontline” customer service representatives for the Center, the
Center also will employ managers, directors and other professionals. In addition, T-Mobile expects to retain vendors for
services that support the Center’s operations. The company further intends to lease approximately 100,000 square feet of
office space in Fresno County.
T-Mobile retained BRG to estimate the likely size and scope of the Center’s economic impact once it is fully operational. We
have done so by estimating the likely economic impact of
T-Mobile’s investment on:
1. T
 he additional employment in the affected counties and the State of California,
2. T
 he Center’s contribution to gross domestic product (GDP), and
3. T
 he increase in tax revenues at the county and state levels.
Figure 1 lists the key aspects of our economic assessment study and the questions addressed in this Report.

FIGURE 1

Key Aspects of the Economic Assessment Study and Relevant Questions

1. Employment

2. Economic growth

How many jobs will be created
along the value chain to support
T-Mobile's Customer Experience
Center?

How much will economic
activity in Fresno, the Central
Valley and California as a whole
increase due to economic
activity related to T-Mobile’s
Customer Experience Center?

3. Fiscal impact
(county & state level)
How much will tax revenues
increase due to an increase in
business activity and increased
consumer spending triggered
by T-Mobile’s Customer
Experience Center?

Source: BRG compilation.

As this Report finds, the Center will provide Fresno County, the Central Valley, and California residents with substantial
economic benefits. The Center’s employees will receive wages for their service as well as quickly become eligible for bonuses
and benefits. Other residents will benefit indirectly from the Center, as employees of T-Mobile and its vendors spend their
incomes locally, regionally, and across the state.

1

4

1 T
 -Mobile press release, February 11, 2019 (https://www.t-mobile.com/news/t-mobile-sprint-california-customer-servicecenter), last accessed on March, 5, 2019.
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BACKGROUND
Economic Characteristics, of Fresno, the Central Valley, and California
California’s Central Valley is a flat valley that is 40 to 60 miles wide. The Central Valley sits between the Sierra Nevada Mountains to
its east and the coastal ranges to its west. The Central Valley of California as defined for this Report is composed of eight counties:
Fresno, Kern, Kings, Madera, Merced, San Joaquin, Stanislaus, and Tulare. Figure 2 shows the population in each of these counties.
With a population of almost one million, Fresno is the most populous county in the Central Valley, followed by Kern (0.885 million)
and San Joaquin (0.734 million).

FIGURE 2

Population in the Counties of California’s Central Valley

Source: BRG calculations based on Census
Bureau’s 2017 population estimates.
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The Central Valley is dominated by agriculture, and the region lags behind other parts of California in terms of economic
wealth, growth, and employment opportunity. While the Central Valley covers 18% of the land area of California, it
represents only 11% of the population, 8% of establishments,12 and 9% of employment (Table 1). 23
Fresno County lags behind other parts of California in terms of economic wealth, growth and employment opportunity.
Gross Domestic Product (GDP) per Capita in Fresno County is $4,200, 36% less than in California as a whole. Average wages
in Fresno County are 831 per week, a third less than in California as a whole. 21% of the population in Fresno County live in
poverty, whereas in California as a whole only 13.3% of the population live in poverty. The unemployment rate in the fourth
quarter of 2018 in Fresno County is 6.9%, whereas the unemployment rate in California as a whole is 3.9%.

TABLE 1

Key Economic Indicators, Fresno County, Central Valley and the State of California

California

Central Valley

Fresno

Central Valley
in %

Fresno in %

Population

39,128,113

4,174,743

979,534

11%

3%

Land Area

155,779

27,262

5,958

18%

4%

1,511,744

116,072

36,352

8%

2%

Employment

16,994,207

1,512,656

393,177

9%

2%

Labor Force

19,715,583

1,863,306

454,437

9%

2%

Employed

18,938,001

1,740,590

423,140

9%

2%

Unemployed

777,582

122,716

31,297

16%

4%

GDP per Capita

66,046

39,750

42,003

60%

64%

Avg. Weekly Wages

1,257

842

832

67%

66%

Unemployment Rate

3.9%

6.6%

6.9%

Poverty Rate

13.3%

19.6%

21.1%

GDP Growth

6.7%

3.3%

5.7%

Indicator

Establishments

Source: Own compilation based on Census Bureau, Bureau of Labor Statistics (BLS) and Bureau of Economic Analysis (BEA).

1

2 Census Bureau uses the term establishment for a single physical location where business is conducted or where services or
industrial operations are performed (https://www.census.gov/ces/dataproducts/bds/definitions.html).

2

3 Labor force data by county for December 2018, provided by Bureau of Labor Statistics (BLS), accessed at https://www.bls.gov/lau/.
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Poverty
Following the Office of Management and Budget's (OMB) Statistical Policy Directive 14, the Census Bureau defines poverty
at the household level based on needs, which vary by size of the family and age of the family members. For example, the
poverty threshold for a household of two adults and a child under the age of 18 was $19,730 in 2017 across the United States.14
According to the Census Bureau, as of 2017, 21.1% of the population in Fresno County lived below the poverty line, while
the median household income in Fresno County was $51,000.25 To put these numbers in perspective, Figure 3 shows poverty
levels in percent by county in California on the horizontal axis and the median household income in USD on the vertical
axis. The bubbles representing each of the 58 counties are sized relative to their respective population. The grey vertical
line shows the average poverty level in California while the grey horizontal line shows the median household income in
California, while the dark grey line shows the linear relationship between poverty and median household income. All
counties in the Central Valley are shown with their names. They all are in the lower right quadrant with above average
poverty levels and below average household income. In comparison, the median household income in San Mateo and Santa
Clara, the two wealthiest counties in California, is more than two times higher than the median household income in Fresno
County and the poverty rate is less than a third of the poverty level in Fresno County.
FIGURE 3

Poverty Rate and Median Household Income by County, California, 2017

Source: BRG analysis based on Bureau of Census (SAIPE)

1

4 Census Bureau, accessed at https://www.census.gov/topics/income-poverty/poverty/guidance/poverty-measures.html

2

5 Census Bureau estimates for Small Area Income and Poverty Estimates (SAIPE), accessed at https://www.census.gov/data/
tables/2017/demo/saipe/highlights-tables-2017.html
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Current Industry Structure
Figure 4 shows the top ten industries in Fresno County by employment with the average
weekly wage by industry in parentheses in the labels. Crop production represents
approximately 8.7% of the workforce, reflecting the agricultural focus of the local economy in
Fresno County. Schools (8.5%) and restaurants (7.2%) follow as the second and third leading
sources of local employment.
FIGURE 4

Top Ten Industries in Fresno County by Employment, Q2 2018

Source: BRG analysis based on BLS Quarterly Census of Employment and Wages, 2nd Quarter 2018 (www.bls.gov/cew/)
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T-Mobile Employment and Compensation

T-Mobile’s Expenditures
on the Center
T-Mobile provided to BRG cost
estimates associated with operating
the Center once it is fully operational.
We included these cost estimates
in our model to calculate the total
economic impact of the Center on
Fresno County, the Central Valley, and
California. In some instances, T-Mobile
identified categories of expenditures
associated with the Center but could
not quantify their amount. Because no
estimates were available, we excluded
these expenditure categories from our
model. To the extent the un-modeled
expenditures are economically
significant, the results described
in the Report are conservative and
represent a lower-bound estimate of
the economic impact resulting from
the Center.

T-Mobile estimates that the Center will employ 841 frontline representatives and 166 managers
and professional support staff. T-Mobile estimates that the employees at the Center will have an
average weekly compensation (salary plus benefits) of between $1,129 and $1,254. Compensation
at that level would be as much as 50% higher than average weekly compensation at other call
centers in the Central Valley (Table 2).16 While T-Mobile’s average wage is virtually on par with the
average across California, that wage is 34% higher than the average compensation in the Central
Valley and 51% higher than the average compensation in Fresno County.
TABLE 2

Average Weekly Wages in Fresno, Central Valley and the State of California vs.
Projected Average Weekly Wage for Customer Experience Center Workers

Average Weekly
Wage

Difference in %

$1,129 - $1,254

0

Other call centers in Central Valley

$834

35.4 to 50.4

Fresno

$832

35.7 to 50.7

Central Valley

$938

20.4 to 33.7

California

$1257

-10.2 to -0.2

Region
T-Mobile Center

Source: T-Mobile; BLS Quarterly Census of Employment and Wages, 2nd Quarter 2018 (www.bls.gov/cew/)

In total, T-Mobile expects to spend between $56 and $65 million on employee compensation.

Lease Payments, Utilities, and Other Expenditures
T-Mobile estimates that the cost to lease space for the Center in the Central Valley will be $1.5
million, annually. T-Mobile further estimates that utilities will add another $0.5 million per annum.
In addition, T-Mobile expects to spend $2 million annually to support facility operations. These
expenditures include janitorial ($0.4 million) and repair services ($0.5 million), office supplies ($0.5
million), shipping supplies ($0.2 million), cafeteria subsidy and other miscellaneous expenditures
($0.4 million). Combined, the lease, utility, and other expenditures total to $4 million, annually.

1

6 Managers,

directors, and other non-Frontline T-Mobile employees are expected to work 40 hours per
week. Frontline T-Mobile employees may work 40 hours per week but on average work about 36 hours a
week. The range of the average weekly wage reflects the variance in the number of hours worked.
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Expenditures Not Modeled
Our model does not include all possible expenditures by T-Mobile associated with operating the Center.
We understand, for instance, that T-Mobile employees from outside the area where the Center is located will occasionally
visit the Center. These trips will also have a favorable economic impact on Fresno County and the surrounding area, in
the form of increased expenditures for travel, lodging, food, and other goods and services. Even though these visitors will
provide an economic impact to Fresno County (and perhaps the Central Valley and the rest of California), they are not
included in the economic impact model described in this Report.
Similarly, our model does not capture the anticipated expenditures related to the construction or build-out phase of the
Center. The exact amount of these expenditures is not currently known by T-Mobile. Because our results do not include
the economic benefits from the ongoing travel to the Center or the construction phase of the project, the economic impact
results presented in this Report represent a conservative measure of the Center’s total economic impact.
Finally, we note other expenditures that are likely to arise from the Center, but are not captured in our model. Two such
examples are T-Mobile’s tuition reimbursement program and charitable activities that T-Mobile encourages its employees
to support.17 As these are employee-led initiatives, it is not possible to model these effects until after the Center is
operational and employees start to take advantage of these programs.

Summary of Annual Operating Costs
Figure 5 summarizes the estimated annual operating costs discussed above. In total, T-Mobile expects to spend between
$60 and $70 million on the Center, once fully operational. Most of the expenditures ($56 - $65 million) will be in the form of
employee compensation.
FIGURE 5

Estimated Annual Operating Costs of T-Mobile’s Center (Upper Bound)

Source: BRG analysis based on data provided by T-Mobile

1

10

7 For more information on T-Mobile’s past charitable activities see https://www.t-mobile.com/content/t-mobile/corporate/
responsibility/community.html.
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The Economic Impact Model
Types of Effects Modeled
This section summarizes the estimated economic impacts of operating the
Customer Experience Center. To do so, we rely on an input-output model
that captures the interdependencies between different industry sectors and
regions.18 An input-output model is a widely accepted economic technique
that enables us to measure the economic impact of the Center along the
value chain. For example, because workers at the Center will spend some
of their new disposable income at bars and restaurants, providers of such
services will see stronger demand in the Central Valley and, if that catalyst is
strong enough, bars and restaurants will hire additional employees to serve
the increased demand.
We distinguish between direct, indirect, and induced effects to capture all
economic activities along the value chain.
1. Direct effects are measured at the Center itself, and they include
T-Mobile employees, vendor services (e.g., security), lease payments,
and electric utilities.

As described above, T-Mobile also plans to hire service-providers,
lease property, and purchase utilities. Because these expenditures will
support T-Mobile employees at the Center, we model these expenditures
differently than we do for T-Mobile employees themselves. Rather than
classifying these expenditures as a separate industry sector (e.g., 468
Janitorial services) or commodity (i.e., 3440 Real estate buying and
selling, leasing, managing, and related services or 3041 Electricity), we
apportioned these expenditures to sectors 465 and 462 based on the
share of T-Mobile employees assigned to each industry sector. These
apportionments appear below in Table 3. These expenditures do not
depend on the number of hours that frontline employees work.
TABLE 3

Apportionment of Other Expenditures

2. Indirect effects include the impact of the direct purchases along the
value chain. For example, because T-Mobile will purchase janitorial
services, the providers of these services will have to have to purchase
more goods and services from their suppliers, and so forth.
3. Induced effects measure the impact of the increased spending by
employees and proprietors in the industry sectors directly and
indirectly affected by the Center.
For the purposes of this analysis, we focus on the operations of the Center
once it is operational (the steady-state phase of the project). We express all
values in annual amounts unless noted otherwise.29

Modeled Industry Impacts
For this study, we use IMPLAN, a widely used and commercially available
software and database system that allows researchers to conduct
an input-output analysis at the county, regional, state, and national
levels. IMPLAN divides the economy into 536 industry sectors and 504
commodity codes. These sectors and commodities are derived from
six-digit North American Industrial Classification System (NAICS).
T-Mobile employees at the Center fall into two different sectors. The
841 “frontline” employees are assigned to IMPLAN Sector 465 (Business
Support Services) whereas the managers and directors of the center
are assigned to IMPLAN Sector 462 (Office administrative services).
Total compensation for these employees, as provided by T-Mobile, are
also applied to these two IMPLAN sectors, respectively. As the total
compensation depends on the number of hours worked by Frontline
employees, we report the economic impact as a range.

Source: BRG calculations; Total other expenditures = $1.5M rent + $.5M utilities +
$.5M office supplies + $.5M repair/maintenance + $.4M janitorial + $.2M shipping
and other supplies + $.4M misc. = $4M

Table 3 contains two assumptions worth noting. First, we assume that
proprietor income will be $0 for sectors 465 and 462. If the Center made
a profit, the economic impact would be higher than estimated here.
Second, we assume that Center employees will live in Fresno County. If
more of the employees commuted from outside of Fresno County to the
Center, the impact would be smaller within Fresno County but greater
outside of Fresno County. The impact within California would remain
the same.

1

8 Wassily Leontief received the Nobel Prize in Economics in 1973 for developing the framework of input-output models.

2

9 All dollar values are in 2019 dollars unless otherwise stated.
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Summary of the Economic Impact
T-Mobile’s investment in Fresno County will bring significant economic benefits to Fresno County, California’s Central Valley
and the State of California. Table 4 summarizes these benefits in terms of additional employment, contribution to GDP, and tax
revenue. Most of the benefits will accrue in Fresno County, but other counties in the Central Valley and the State of California as a
whole will also benefit from the project.
TABLE 4

Estimated Economic Impact
Employment

Fresno
Other
Central Valley
Other
California

Total

Value Added (in Million USD)

Lower Bound

Upper Bound

Lower Bound

Upper Bound

T-Mobile

1,007.00

1,007.00

$52.9

$62.2

Indirect

131.8

156.3

$9.5

$11.2

Induced

308.2

361.9

$25.8

$30.3

Indirect

7.4

8.8

$0.5

$0.6

Induced

6.7

7.9

$0.6

$0.7

Indirect

48.4

57.6

$7.3

$8.7

Induced

60.5

71.6

$7.2

$8.5

Fresno

1,447

1,525

$88.2

$103.7

Central
Valley

1,461

1,542

$89.3

$105.0

California

1,570

1,671

$103.8

$122.3

Source: BRG estimates based on data provided by T-Mobile and IMPLAN. Totals may not sum due to rounding.

TABLE 5

State and Local Tax Impact
Employee
Tax on Production
Compensation
and Imports

Households

Corporations

Total

Lower Bound
Fresno

$394,318

$3,524,002

$2,732,181

$94,339

$6,744,840

Other Central
Valley

$3,194

$50,604

$24,400

$4,506

$82,704

Other
California

$42,905

$629,177

$341,504

$53,071

$1,066,657

Total

$440,417

$4,203,783

$3,098,085

$151,916

$7,894,201

Fresno

$463,092

$4,142,536

$3,208,968

$111,696

$7,926,292

Other Central
Valley

$3,789

$60,015

$28,957

$5,341

$98,102

Other
California

$51,052

$747,334

$406,077

$62,846

$1,267,309

Total

$517,933

$4,949,885

$3,644,002

$179,883

$9,291,703

Upper Bound

Source: BRG estimates based on data provided by T-Mobile and IMPLAN. Totals may not sum due to rounding.
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Table 5 summarizes the estimated
state and local tax impact for each
of the three regions examined.
We provide a range to reflect the
variance in compensation among
T-Mobile employees. As expected, the
largest increase in tax revenues will
occur in Fresno County, the direct
beneficiary of the Center, followed by
California and the rest of the Central
Valley, respectively.
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Figure 6 shows the indirect and induced job growth that is likely to occur in the top ten industries in Fresno County. Each
blue box shows the lower and upper bound of the estimates. Real Estate (21 additional employees, 5.4% of the impact) and
Limited-Service Restaurants (4.9%) will see the strongest employment effect, followed by Full-Service Restaurants (4.9%)
and Employment Services (4.63%).
FIGURE 6

Top 10 Industries by Indirect and Induced Impact (Upper and Lower Bound), Fresno County

Source: BRG analysis based on data provided by T-Mobile and IMPLAN

In sum, our Report has quantified the economic impact of operating T-Mobile’s Customer Experience Center in California’s
Central Valley. We considered direct employment expenditures, real estate costs, utilities, support services, and related
expenses. We did not consider the “halo effect” of additional travel to and from the site, including additional food and
lodging by visiting executive and third-party vendors to the site. The Report also did not consider direct expenditures
associated with on-site construction. Therefore, the results described in this Report are conservative and likely
underestimate the total economic impact of the Center.
Based on the projected increase in employment, real estate, utilities, support service, and other sources of spending in the
local economy, we can conclude that the Center will provide sizable economic benefits to the Central Valley in terms of
increased employment, elevated GDP, and increased tax receipts for local governments and the state.
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Overview of BRG
Berkeley Research Group, LLC (BRG) is a global consulting firm that helps leading organizations
advance in three key areas: disputes and investigations, corporate finance, and strategy and
operations. Headquartered in California with offices around the world, we are an integrated
group of experts, industry leaders, academics, data scientists, and professionals working beyond
borders and disciplines. We harness our collective expertise to deliver the inspired insights and
practical strategies our clients need to stay ahead of what’s next.
We have in-depth experience across a wide range of industries and markets, from construction
and energy to technology and healthcare. No matter what sector your business is in, we have
experienced professionals who understand the challenges you face—making us better equipped
to help solve them.

THINKBRG.COM
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