Your current long distance company offers...

Local, toll and long distance service for...

Same price as your current iocal telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. [f you decide
to switch main/published numbers, they get an announcement with transfer for 2 years. o

(73:4]
3. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent-would
Yery Somewhat Notvery  Notatall you move?
Main/pubtished lines.......... . 7 Os Q, Oy s Y % e
Ofther lines...........overveenrees Q, O, Q, Uy e — % s
DID numbers.............cen.... O, . Q, 0 — % e

A telecommunications company other than your current long distance or local teiephone
company offers...

Local, toil and long distance service for...

25% less than your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement with transfer for 1 year.

(87:88)

4. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
VYery Somewhat Notvery Notatal you move?
Main/published lines.......... Q, Q, Qs O, 9 o  [me94)
Other lines..........cccoeeevune. O, O, O, Oy g %  [Bsen
DID numbers...........cenn..... , Qs Q. Oy e o (38100
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A telecommunications company other than your current long distance or local telephone
company offers...

Local and toll service for...
Same price as &our current local telephone company on any lines that you switch and...
The telephone numbers change only on the lines that you decide to switch. |t you

decide to switch main/published numbers, they get an announcement with transfer for 2
years.

{101:02]
5. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery  Notatall you move?
Main/published lines.......... Q, Qs , O, poa %  [10808]
Other lines...........ccccunee.. Q. Q. Q. Q, oy %  Moxi)
DID numbers..................... Q. s O, O,  os o Mz

A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and long distance service for...
Same price as your current local telephone company on any lines that you switch and...

The telephone numbers remain the same on any lines that you switch.

T(145:14)

6. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery  Notatall you move?
Main/published lines.......... Q, s Q, O, om % 12022
Other liNes.......ccceeeeeeveenne. Q, s, Q. O, s % (12328
DID numbers........c.cven.... Q, Qs Q. Oy e %  [12828)
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Your current long distance company offers...

Local, toll and long distance service for...
Same price as .your current local telephone company on any lines that you switch and...

The telephone numbers change only on the fines that you decide to switch. If you
decide to switch main/published numbers, they get an announcement with transfer for 1
year. -

[129:30]

7. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

- What percent would
Very Somewhat Notvery  Notatall you move?
Main/published lines.......... Q. Qs Q. O, nan o,  [13426)
Other lines..........cc.ereeeeenne. Q, 0, O, Oy e %  l19730)
DID numbers........cccceeeeerens D4 Da Dg 01 1133] % [140:42)

Your current long distance company offers...

Local, toll and long distance service for...

15% less than your current local telephone company on any lines that you switch and...
The telephone numbers change only on the lines that you decide to switch. |f yoh

decide to switch main/published numbers, they get an announcement with transfer for 1
year.

TU143:44)

8. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery  Notatall you move?
Main/published lines.......... Q, U, U, O e %  (14es0)
Other ines.........cveeerennes Q, s Q. Oy e % 15153
DID numbers......c.ccceeeveuenne D4 D3 Dz D1 147) % [154:56)
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A telecommunications company other than your current long distance or local telephone
company offers...

Local and toll service for...

15% less than your current local telephone company on any lines that you switch and...

The telephone numbers remain the same on any lines that you switch,

[157:88)
8. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery Notatal you move?
Main/published lines.......... 0, Os Q. 0y s % e
Other lines.................c...... 0, Qs Q, Qe % hexen
DID numbers..................... s s . L - % (hesm

A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and fong distance service for...

25% less than your current local telephone company on any lines that you switch and...

The teiephone numbers change only on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement with transfer for 2 years.

(10) |
(171:72)

10. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Main/published lines.......... Q. Q; a, Q, oy % (7878
Other lines......... reerreetenetees Q, s 0, Q, (g % (1B
DID numbers..................... Q, Q, 0, I P o  [1E284)
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Your current long distance company offers...

Local, toll and long distance service for...

Same price as your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement for 2 years. s

11. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percanf would
Very Somewhat Notvery Notatall you move?
Main/published fines.......... Q. Qs Q. O, ven o  [19092)
Other lines........cc.ccveveenenee Q, O, Q, Oy ey % (19899
DID numbers..................... Q, Ds Dg D1 (189 % [196:98]

Your current long distance company offers...
Local, toil and long distance service for...

15% less than your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. if you decide |
to switch main/published numbers, they get an announcement with transfer for 2 years. |

‘ (12)
{199:200)

12. HOW WILLING WOULD YOU BE TO SWITGH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Very Somewhat Notvery  Notatall you move?
Main/published lines.......... Q. Qs Q. Oy oy %  [20406]
Other lines.......c....o.veevene.. Q. Qs Q. 3y, oy o%  [20708]
DID numbers...........creen.... , Qs , Qi oy % [0 12
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Your current long distance company offers...
Local, toll and long distance service for...
5% less than your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement for 1 year.

13. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What perceni would
Very Somewhat Notvery Notatal you move?
Main/published lines.......... Q. Q; 0, Q, e o  [21820]
Other liNes........c.cveeeeenne. Q, Q, Q. 1 % 2123
DID numbers...............c..... Qs Q, Q, Q, pm % (22428

Your current long distance company offers...
Local, toll and long distance service for...

25% less than your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. If you decide
to switch main/published numbers, they get an announcement for 1 year.

14. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery Notatal
Main/published lines.......... Q, Qs O, 0y 229 %  [23234)
Other lines.......ccvoeveenenne... Qy Q, O, D1 (230] %  [235am
DID numbers..................... L, Q, 0, Oy ey %  f2a84q)
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A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and long distance service for...

5% less than your current local telsphone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement with transter for 2 years, |

J

[241:42]
15. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?
| What percent would
Very Somewhat Notvery  Notatall you move?
Main/published lines.......... Q, Qs P} Oy ey % (648
Other liNes..........ceeeeeerueenne Q, , Q. | PP o  [4e:51)
DID numbers........cccerunee. Q, Q, Q. Dy e %  [REs4

A telecommunications company other than your current long distance cr local telephone
company offers... :

Local, toll and long distance service for...

15% less than your current local telephone company on any lines that you switch and...

The telephone numbers change gnly on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement for 1 year.

16. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery Notatall
Main/published lines.......... O, s 0, Oy sy o s
Other liNes........ccoevevennenna. Q, Qs O, Ly rese % s
DID numbers...........oeeene. , s - Qi 2se % (20668
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A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and long distance service for...
Same price as your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. |f you doclde
to switch main/published numbers, they get an announocmont for 1 year. -

17. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery  Notatall you move?
Main/published lines.......... O, Q, Qs Oy ery o, (2478
Other liNes........coveeveeenen. Q, Q, Q, Q, em o, [z
DID numbers..................... Q. [ 78 [ Oy e %  [0s2

A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and long distance service for...

15% less than your current local telephone company on any lines that you switcﬁ and..

The telephone numbers change gnly on the Ilnes that you decide to switch. If you decide
to switch main/published numbers, they get an announcement for 2 years.

- - (1 8) e
[283:84)

18. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Very Somewhat Notvery  Notatall you move?
Main/published lines.......... QO O, O, Oy ressy — % (e
Other lines.........occerevenn. Q, Qs O, Oy 12 % (0189
DID numbers..................... Q, O, Q, N %  [20436)
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Your current long distance company offers...

Local, toll and long distance service for...

§% less than your current locai telephone company on any lines that you switech and...

The telephone numbers change only on the iines that you decide to switch. {f you decide
to switch main/published numbers, they get an announcement for 2 years.

18. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Very Somewhat Notvery ~ Notatall you move?
Main/published lines.......... Q, s Qe Ly ros —_— % 24
Other lines..........c.eveverrenes ) Qs O, 0y oo % aoson
DID numbers...................... Q. Qs . Qi oy % oo

Your current long distance company offers...

Local, toll and long distance service for...
Same price as your current local telephone company on any lines that you switch and...

The teleph‘bne numbers remain the same on any lines that you switch.

R 12]

20. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Main/published lines.......... Q. s . 0y ey % 31818
Other lines.........ceceeremenne.. Q, s, . Qy g % (31821
DID numbers...........ce....... Q, O, O, s % B4
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A telecommunications company other than your current long distance or local telephone
company offers...

Local and toll service for...
5% less than your current local telephone company on any lines that you switch and...

The telephone numbers chenge only on the lines thet you decide to switch. If you decide
to switch main/published numbers, they get an announcement with transfer for 1 year.

25:21]

21. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percenf would
Yery Somewhat Notvery Notatal
Main/published lines.......... Q, Q, Q, Qy, o - % b
Other ines..........coourevnneen. Q. Q, Q, I P — % o3y
DID numbers..........cccouen.... Q, Q, Qs Oy 29 % [y

A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and long distance service for...

Same price as your current local telephone company on any lines that you switch and...

The telephone numbers change only on the lines that you decide to switch. |f you decide
to switch main/published numbers, they get an announcement for 2 years.

(22)
{339:40)

HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Very Somewhat Notvery Notatall you move?
Main/published lines.......... Q, Qs Q, Oy %  Bude
Other lines.........ccecevurenecn. O, O Qs Oy B o parem
DID numbers..................... O, Os Q. Qe % 3505
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A telecommunications company other than your current long distance or local telephone
company offers...

Local, toll and long distance service for...
5% less than your current iocal telephone company on any lines that you switch and...

The telephone numbers on any lines that you switch.

23. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Very Somewhat Notvery Notatall vou move?
Mairvpublished lines.......... Q. Qs Q. Qy s — % ey
Other lines.............ooveeeen. Q. 0, Q, O s % esy
DID numbers...........cooenee- Q. Qs Q, Ly, s — % ey

Your current long distance company offers...

Local, toll and long distance service for...

25% less than your current local telephone company on any lines that you switch and...

The telephone numbers remain the same on any lines that you switch.

[367:88]
24. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would

Main/published lines.......... a, Qs d, O, (ee9) %  [37274)
Other lines......c.ccveeereennnen. D4 D3 D2 D1 {370} % {a78:77]
DID numbers.......oeeeeenenee. Q, Q, Q. Qy o  [a78s80]
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A telecommunications company other than your current long distance or local telephone
company offers...

Local and toll service for...
Same price as your current local telephone company on any lines that you switch and...

The telephone numbers chenge only on the lines that you decide to switch. |t you decide
to switch main/published numbers, they get an announcement for 1 year. |

m -
51:82)

25. HOW WILLING WOULD YOU BE TO SWITCH ANY OF THESE LINES TO THIS COMPANY?

What percent would
Yery Somewhat Notvery Notatall you move?
Main/published lines.......... o O, s ) % e
Other liNes...........oeeereeeeeee 0, Qs s O e — % st
DID numbers..................... L Q, Q. U s % - eese

26. Assuming that you were planning to switch any of your local and toll telephone service to another company
and all companies were making basically the same offer, which company would you choose? (CHECK ONLY

ONE COMPANY)

ACCESS AMBIICA.......ccevvummvenicoseririnesescsvenes Dm EXPressTel.....ccccoeveemrmeireiecnecnrenencninsiones D12
AINGL...oooeeeeeeeeeresreeeseeess s seeeesssssesessens I MG e oeveeeeesseeesseeeesessseesesesssessseeenees Qs
AT&T .. ccreicicieeerrecrenerereretr e ernresserrerensanes Doa Metromedia.......ccceceerericnncirensiisieeneneennad [:]14
Bay Area Teleport..........coceeeeriicicercnnannne. Do4 Metropolitan Fiber System (MFS)............. D15
12111 (=] (PO Dos PROBNIX...ccceeuriiieererereeirenceriaeersserneseannans Du;
Cable & WIireless........cccceeevirireereccesssnsnennes Doe; SPriNE ...veeeeieierteecreeeeesereeeerenertnrssenenes Dn
Call America.........cccccceeevimrrccrcenreenccereenns Do-, Teleport Communications Group (TCG) ....Dm
o T s TRRY T oo eeeereeees e eeeseess e seeeene I
COMM SYSOMS ...vvveveerrsceceneneesssesssesse oo WAL, e seeeeees e esesessesesesssssssesseessssones L
Dialnet ....cceeevcieiciieirecccenreree s D,o Working ASSets ........cceuveereeiiiiicnciiriinennens D21
Execuline........ccccereevriicrnesiorisiinnnenneonnen. D11 Another company (PLEASE WRITE IN)

(395:96]
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27. Assuming that you had to change your telephone numbers if you switched service, how much would each
of the following influence your likelihood to switch your local and toll telephone service to another company?
For each one, please indicate whether it would make you much more likely to consider switching, somewhat
more likely to consider switching or have no affect on your fikelihood to consider switching.

MUCH SOMEWHAT HAVE NO
MORELIKELY  MORE LIKELY AFFECT

The company reimburses you for $1,000 towards
reprinting your business stationary..........cccccecceevuennanee. Da Dz L—_I1 (3om

You could customize the announcement people hear
when they call your old number (e.g., "Thank you for
calling ABC Rentals. Although our number has
changed to 555-2222, our quality service remains the

SAME”) .....nerrerreniierictiierieniiessnnsterssensnsastiosssassasssnes D3 Dz Q 1 {398}

Your company is planning to move or relocate.................. D3 Dz D, [399)

A new Yellow Pages Directory is just about to be

DUBISROM. .. oveoeeeeeeeesvoeesseeeseesessseesssmsssseeeseess s seseeees ., 0, Ly oo

28. Assuming that you would switch your local and toli service under any of the offers presented, would there
be a trial period during which you tested the new company's services by only switching some lines to the
new company, or would you switch all of your lines at once? {401}

Would test services first and
only switch some fines.......c.......... Oy e > | 28b. How many lines would you switch initially?

Would not test services................ , ; LINESTESTED: __ [402:05]

28c. If the services tested were satisfactory, how
many lines would you eventually switch?

LINES SWITCHED: - {408:08]

© ConStat, Inc. - 19-



SECTION IIl - MARKETING AND TELECOMMUNICATIONS

1ia. Which of the following advertising or sales avenues does your company use?
1b. Which of these have your phone number dispiayed or announced?

1c.  Which is your primary source of business?

Q. 1a Q. 1b Q.1¢c
HAS PHONE PRIMARY

USE NUMBER SOQURCE
Yellow Pages advertising.................ccccevrueene. Dm (410-11) Dm (430-31) [301 (450-51)
Television advertising ............ccccccvmeemececnennane Doz (412-13) Doz (432-33) Doz (452-53)
Radio advertiging..........ccccc.oovvceviinvennniecrininnes Doa (414-15) Doa (434-35) Doa {454-55)
Newspaper/magazine advertising ................... DM (416-17) Dm (436-37) Doa (456-57)
Outdoor advertising/billboards/trucks.............. Dos (418-19) Dos (438-39) [:Ios (458-59)
Flyers or direct mail ............cocccervcenerrcenrnennnen. Doe (420-21) Dos (440-41) Dos (460-61)
Business cards..........ccccveveeeenrieenee e, Do-, (422-23) 7 (442-43) DW (462-63)
Trade directories or publications. ..................... Dog (424-25) Doe (444-45) Doa {464-65)
Storefront/drop-in......ccccceeeeeeciereveenieiceeenene. Dog (426-27) Dog (446-47) Dog (466-67)
Word-of-mouth/referral.............c.ccceeeereeeeeneenns 10 (428-29) 10 (448-49) Dw (468-69)
Any other source? (WRITE IN BELOW)

....... Dgg Dgg DQQ

Less than 100 ......c.eeeeeereeiiicvneeeerecesseenens D1 (470]
100 = 499 ....ooomeeeeeereeeeeeeeeeee oo ,
500-999 . 1o d,
1,000 - 4,999 ....orvoeeeeeeeeereee 4,
OVEr 5,000 ..o\ 3,

3. What proportion of all of your sales is repeat business from past customers?

PERCENT REPEAT BUSINESS: ............ % _ (471:73)
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4.  Which of the following methods, if any, does your company use in its sales efforts? If you use more than
one, please indicate which one is used most.

USE USEMOST
inbound sales on regular phone number .......... D1 (474) [:I1 (478)
Inbound sales on 800 number ..........c..cceeveenee. Dz (475) Dg
Outbound telephone sales .................cc.ucee.... [:'3 (475)' [33
In-person saleswalk-in .............cccoeeeuiiinnnnnee. D4 “17 D4
NONE of these .....c.ccccecirieiniiiiiniiiiieeetiicissiennenns Ds

5.  How frequently does your company reprint its...
BUSINESS STATIONERY

AND LETTERHEAD  BUSINESS CARDS

At least every 6 months .........ccccceeeeriiniiiccrnnnnnen, D1 D1

Every 6 monthsto 1 year..........cooovreeeiiiniiiniinnnnn, Dz D 2

Every 1 yearto 2 years ............ccceevevviiinennnnnennnnn, Da [:Ia

Every 2 years t0 3 years.......c...ccecveereverrcenuennenenn. D4 D4

Every 3 years or More....ccc.occcveeeveeecsnecenrnrsnneenann. Ds Ds
| 479) [480)

6. How likely is your company to move locations within the next 2 years?

VEIY HKEIY <.veeoreveeerereereeeemreessessersenesneen S s1)
Somewhat likely........cccocureviiriniiiiencnnniecnnana. Dz
NOE VIY HKOIY .evvreeveereeeereesseessesseesessesseerennns ,
Not at all fikely .....ccccceveireecricreiirierreetrercee e, D.«,
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7a. Has your company ever changed its main, published telephone number? {482}

- S ..), PLEASE ANSWER QUESTIONS 7b AND 7¢
X7 TS ), PLEASE GO TO QUESTION 8a

7b. Why did your number change?

MOVEU I0GBUONS <..rvevvrveresrrrenessssssrsnsee Q, H483)
Area code Split.........ueeeereeeeiiniscnnenraranensiene Dz
Changed telephone companies.................. Da
Changed telephone systems ..................... D4

Any other reason? (PLEASE WRITE IN)

7c.  When did your number change?

Within the past 6 months .......cccccevieiennens D1 [484]
6 months to 1 year ago..........ccceemmeeerceennanne. Dg
1yearto 2years ago ...........ccceererensinenencnnnn Da
2 years t0 3 y8ars ag0..........cceveeerrsrnririinens D4
3 years ago OF MOTE........cc.couurmrrrrencssnsscansn Ds

8a. Does your company currently use Remote Call Forwarding or a Number Retention service that enables you
to keep an old telephone number?

Y T (), PLEASE ANSWER QUESTION 8b 4ss]
NOeeoreesssessesseseeressssssseseseseessssesssssssssssssnsss g PLEASE GO TO END

8b. Does your company plan to keep this service indefinitely, or will you stop the service eventually and use
your new number? If you will stop eventually, how long do you plan to use this service?

Will BIWRYS KEBP SBIVICE .....reeeeereeeeemeerrnrrene 1, s8]
Will stop service after one year......... eereerennenes Dz
Will stop service after two years...................... [:]3
Will stop service after three years.................... D4

Will stop service after more than three years.... Ds

Thank you for participating in this survey! Please be sure that you have answered all of the questions put it in the

enclosed, self-addressed return envelop and drop it in the mail. We would like to have all surveys back within the
next week.
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DICTIONARY OF TERMS

INFORMATION BOOKLET

Conducied by: 1

CONSTAT, INC.
450 Sansome Street, Suite 1100
San Francisco, CA 94111

THE THREE TYPES OF BASIC TELEPHONE SERVICE

This survey will require you to distinguish between the three different types of basic telephone service: long
distance, toll and local service.

Local phone service......c.cccevrcrieverierencacnene = The local calls your company makes, for exampie
across the street. It also includes the line charges
that you pay per month per telephone line. This
service is generally provided by local phone
companies like Pacific Bell and GTE.

Long distance service................cccceevevverienrrennnees = Calls made across the state, for example from Los
Angeles to San Francisco, out of California or out of
the country. These calis usually are provided by
companies like AT&T, MCI and Sprint.

Toll calls .........ccneemrriiieiiicierccreneeeteceee e = Also called"service area” or "local long distance”
calls. Calls within California which are further away
than local calls but not as far away as long distance
calls, and usually include a per minute charge. This
service is traditionally provided by local telephone
companies such as Pacific Bell and GTE.

Beginning in January 1995, telecommunications
companies like AT&T, MCI1 and Sprint will also be able
to carry these calls.




THE COMPANY

Your current iong distance company................ =

A telecommunications company other ........... =
than your current iong distance or
local telephone company

This is the company that would provide your local and toll service. When competition occurs, many different
companies will offer these services. For this study, there are two different types of companies:

The company who currently provides your long
distance service

An existing or new telecommunications company
that you do not currently use for long distance
service. This could be a major long distance
company or another company (e.g., a toll company or
telemanagement company).

THE SERVICES PROVIDED

Local and toll service .......ccooeevenvvinireririceecirenennn =

Local, toll and long distance service................ =

Different companies would be abie to provide different types of service. These services would be:

The company would provide ali of the services you
currently get from your current local telephone
company — telephone lines, local calls, toll calls,
Centrex, call waiting, etc. It does not include iong
distance, 800 numbers, Yellow Pages ads or special
data lines or services.

The company would provide all of the services you
currently get from your current local telephone
company, as well as your long distance service.

THE COST OF LOCAL AND TOLL SERVICE

ads or special data lines or services.

Same as your current local ...............cceeeeeennnnn. =
telephone company

5% 1@8S ...t eraeetsneaaaesanaas =

15% less

25% less

This cost includes all of the services you currently get from your current local telephone company — telephone
lines, local calls, toll calls, Centrex, call waiting, etc. 1t does not include long distance, 800 numbers, Yeliow Pages

The company’s rates for local and toll service
would always be the same as your current local
telephone company's. if your current local
telephone company dropped its prices, the
company would always match that price.

The company's rates for local and toll service wouid
always be 5% (or 15% or 25%) less than your
current local telephone company's. If your current
local telephone company dropped its prices,

the company's prices would also drop.
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THE IMPACT ON YOUR TELEPHONE SYSTEM

impacts are as follows:

The telephone numbers remasin the same ......

on any lines that you switch.

OR

The telephone numbers change on any .........
lines that you switch. Main/published

numbers get an announcement for 1 year.

OR

The telephone numbers change on any .........
lines that you switch. Main/published
numbers get an announcement for 2 years.

OR

The telephone numbers change on any .........
lines that you switch. Main/published

numbers get an announcement with
‘transfer for 1 year.

OR

The telephone numbers change on any
lines that you switch. Main/published
numbers get an announcement with
transfer for 2 years.

if you switched companies, your telephone lines and their telephone numbers might be affected . The possible

You keep your numbers if you choose to switch to
a new company.

If you switch lines to a different company, those
telephone numbers change. If you decide to switch 1
your main or published numbers, when someone

calis your okd published number, they hear a
. The announcement

iasts for one year. After that time, you can extend it
for $15.00 per month per number.

Same as above, only the announcement lasts for
wo yaars. After that time, you can extend it for

$15.00 per month per number.

If you switch lines to a different company, those
telephone numbers change. If you decide to switch
your mairvpublished numbers, when someone calis
the old number. they hear a snndgm_m

new number The transferand announcement lasts
for one year. After that time, you can extend it for
$18.00 per month per number.

Same as above, only the announcement and

: sts for two years. After that time, you can
extend it for $18.00 per month per number.
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. Background

Over the past several years, many changes and developments have been occurring in the
telecommunications industry, from technological advances to regulatory changes. One of the most
significant regulatory changes facing Pacific Bell is the advent of intraLATA and local compstition. Afthough
Pacific Bell has been the sole provider of local exchange telephone service in California since divestiture in
the early 1980's, new reguiations will soon aliow other companies to provide intraLATA and local service to
customers. The California Public Utilities Commission (CPUC) is currently drafting and reviewing several
decisions on the regulatory structure required to enable open competition within the service area.

Pacific Bell's new competitors are likely to consist of Competitive Access Providers (CAPs), interexchange
Carriers (IECs), cable companies and other communications providers. However, these potential
competitors have voiced concerns to the CPUC that Pacific Bell, as the current exclusive provider of local

exchanges services, will have unfair advantages in this arena.

With the existing technology, customers will be required to change their telephone number if they choose to
use a different provider for local exchange services. Given this, the new competitors claim that Pacific Bell
will be able to retain an untair portion of the market because customers will not want to change their
telephone numbers. Atthough number portability (the ability to retain a telephone number regardiess of the
provider) would eliminate this problem, the technology is not as yet developed. However, there are several
interim solutions that may allow customers to retain the same telephone number with a new service

provider.

To better understand the issues invoived with providing number portability, Pacific Bell wanted to explore
the value of number retention (versus the ability to choose a preferred provider and specific incentives to
switch providers) and determine the effectiveness of the interim number portability solutions among
residence customers. The Marketing Research Group at Pacific Bell asked ConStat, Inc. to develop a
research study that wouid fully investigate the issues involved. The following report reviews the results of

this study among Pacific Bell's residence customers.
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. Purpose and Objectives

There were three major elements of this project that, of themseives, are individual areas of study with
unique issues for exploration. These areas are: (1) the value of an existing telephone number to
incumbent customers, (2) the relative influence of possible incentives to switch to a different provider
relative to maintaining an existing telephone number, and (3) the effectiveness of different technological
solutions to number portability. Although some of the specific objectives of this study were pertinent to
Pacific Bell's market position if local telephone competition were to occur, this study was not designed to
be a competitive analysis of the local telephone market after other access providers are allowed.

The specific objectives of this research, as they relate to the major areas of study, were as follows:

— Determine the value residences place on their telephone number(s) and identify the factors
which create that vaiue;

-  Enxplore the problems and concems that are perceived to be related to changing telephone
numbers and how these problems contribute to the value of the number;

—  Determine how “telephone number vaiue” differs based on certain residence characteristics.
l i Switc! Dit Provid
—  Assess the likelihood of switching to a different provider given the current "playing field";

-  Develop an inventory of incentives that are likely to influence residence customers when

deciding whether to switch local exchange services;

~ Investigate the strength and influence of the specific incentives that might be offered by

Pacific Bell or competing carriers;

~  Determine whether these incentives, of themselves, outweigh the problems associated with

changing telephone numbers.
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Explore customer suggestions for solutions to changing a number;

Assess what characteristics the solutions must have and identify the “least common
denominator" among the solutions;

Evaluate reactions to the specific interim solutions to number portability;

Determine the benefits and limitations of each solution and gauge its effectiveness in
overcoming the problems associated with changing numbers.

Evaluate what incentives and/or solutions are necessary to overcome the cost of changing a

telephone number;

Determine to what extent different incentive/solution scenarios will encourage customers to

change service providers;

Explore how the likelihood of switching providers and telephone number varies by different

residence characteristics; .

Identify best and worst case scenarios, plus the impact of alternative strategies available to

Pacific Bell.
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- Methodology - Overview

This research study was conducted in two phases, a qualitative phase in the form of focus groups, followed
by a guantitative phase.

The initial focus groups provided an arena to examine the issues surrounding the study’s objectives in
depth (e.g., the concems that are perceived to be related to changing telerhone numbers). The qualitative
phase also provided an opportunity to “fiush out” the main issues related to switching a telephone number
and to learn the terminology residence customers use to describe telecommunications services.

The findings from the qualitative phase provided additional direction for the quantitative research.
Specifically, the qualitative results were used to refine the survey design and ensure the research
instrument addressed all issues salient to respondents in a language they would understand.

The specific methodologies for each phase are outlined on the following pages.
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