
Perception(s) of Special Requirements to Get Telephone Service Table 2.10

The table opposite shows the percentages who believe each of the various items tested is a requirement for getting phone service
by those who think they could get it versus those who think they could not or are not sure.

This provides a further test of the extent to which these beliefs affect perceived ability to get phone service.

Highlights

As shown opposite, those who think they could not get phone service or are uncertain if they could are no more likely to believe
any of the items tested are required than are those who feel they could aet it. This provides a further indication that whHe some
of these beliefs are filrIy widespJad, especially that one needs • Social Security Card to get phone service, they do not, by
themselves, appear to affect whether one has phone service or DOt nor whether one tbiab one can get phone service or not.
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Chapter 3.0 Past Experience with Telephone Service

Examines non-customers I past experiences with telephone serVice, viz.

Whether have had in past

Whether had as a child

Ifhad in past:

Who decided to stop service: phone company or ClIJtOIMr

Size ofbill when decided to stop

Effons mtJde to continue service ifphont compony stopptd It

Ifnot had in past:

Whether have tried to get it

If YES: Why don't (you) have it?

IfNO: mty not?

Experiences ofnon-customers are then compared to those ofmtltched customers (where possible) to test the
imponance of these experiences in determining whether one hIu telephone service or not.

(
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Past Experience with Phone Service

Non-customers
... l:Ii§panlc

Total mE fIl 1m J.D NLD IIa YiJlBI
% % % % % % % %

As an adult

Have had 65 65 65 59 53 68 69 76

Not had 35 35 35 41 47 32 31 24

Asa child

Usually had

Did not

54

46

50 54

50 45

36 24 56 77 77

64 76 44 23 22

Yes to both 40 38 40 26 17 40 60 58

Yes child/no adult· 14 12 14 11 7 16 17 19

Yes adult/no child 25 27 25 33 36 28 10 17

No to both 21 23 21 30 40 16 14 5

Base (571) (288) (283) (347) (205) (142) (115) (94)

SoulcI: Q.22, 2J(NCt
Field Research Corporation
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Past Experience as Factor Affecting Having Service Now

LD Hispanic NLD HI~panlc J Black White
Non Non Non Non
CUll ~ ~ CYIl ~ kYlt CUll ~

% % 0/0 0/0 0/0 % % %
As an adult

Have had (a) 53 87 68 86 69 86 76 93

Not had 47 13 32 14 31 14 24 7

As a child

Usually had 24 18 56 50 77 65 77 78

Did not 76 81 44 51 23 33 22 23

Yes to both 17 17 40 49 60 59 58 75

Yes child/no adult 7 * 16 * 17 6 19 2

Yes adult/no child 36 69 28 37 10 25 17 17

No to both 40 12 16 1~ 14 8 5 5

Base (205) (201) (142) (146) (115) (112) (94) (98)

jlJe-..................._ ............................III.......r
.u...... "'''Eo.,_ Field Resellrch Corportltlon
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Past Experience with Phone Service

( (

Table 3.1

Non-customers were asked if they have ever had telephone service "since living on your own as an adult" and whether they
"usually had" telephone service as a child.

Responses are shown opposite.

Highlights

About two-thirds of the non-customers (65 %) have had telephone selVice as adults. J\bout one-third (35") have never had
phone service as an adult.

Slightly more than half of the non-customers (54") "usually" had telephone service as a cbild, but 46" did not.

By company: No significant differences are seen between the two companies' non-customers on this measure.

Byethnldty/nce: White non-customers are the most likely to have had phone service in the put (76"). NLD Hispanics are as
lilcely to have had it as Blacks (68" and 69" respectively). LD Hispuics lie the Ieut likely to have ever bad service as adults:
53". White and Black non-customers are far more likely than Hispanic non-eu.mmen to have had phone service as children:
77" vs. 36". Only 24" of the LD Hispanics usually had phone service as cJIUdren.
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About Phone Service Last Had
• Among Non-Customers Who Had Phone Service

Non-customers
~Ic

ImIl .GIE fi 1m .La NUl IJg ~
% % % % % 0/0 % %

% Have had phone service 65 65 65 59 53 68 69 76

When last had -

Within past 3 mos 28 30 28 28 26 30 23 31
Within past 6 mos (cum) 45 45 45 48 46 50 44 42
Within past year (cum) 62 70 61 66 64 69 62 53
1-3 yrs ~go 14 12 14 14 16 12 19 9
3 or more years ago 23 17 24 19 19 19 16 35

In California (Yes) 90 98 89 90 88 92 96 85

Special reduced rate 43 35 44 41 ·52 27 53 42
Not special reduced rate 44 50 44 45 34 59 35 49
Don't know 12 15 12 13 14 12 13 10

Base (372) (187) (185) (206) (107) (99) (84) (73)

s...:QA 24. allflCl
Field Research Corporation

3.3

)
1IJ5CO/UnIDOOIID_"·· .~. '~1$·1O

) I
;'



) ) )

Past Experience as Factor Affecting Having Service Now Table 3.2

The table opposite compares non-customers' experience with phone selVice (as child and as adult) with the experiences of their
matched customers. (Matched customers were asked if they "usually" had phone service in their home since living on their own
as an adult.)

Highlights

Extent to which having telephone service as a child may affect having telep~ service as an adult:

While there are large variations in the percentages who had telephone service as children across the ethnic/racial groups,
havin, had phone service as a child does not appear to be • determiDant in havinl phone service now: in all cues, non­
customers are just as likely to have had phone service as chUcInn u eutomen and, in lOIIle cues, they .how a somewhat
greater tendency to have had phone service as children (see LD Hispuics, Blacks).

NOTB: Hoo-g"PD'P were asked: "Since Ulling on your own as an adult, hDve yOIl ever hod phone service In YOllr home?"
CuJ'9DW1 were ubd: "Since Uwng on your own as an adult, hDve YOIl UIIItJlly 111II.I p/ItJM service I" your home?"
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About Phone Service Last Had
• Among Non-Customers Who Had Phone Service

Non-customers J

Hlganic
ImI1 mE fB. :rm .LJl tU JIg Wbb

ok 0/0 % 0/0 % % % %

0/0 Have had phone selVice 65 65 65 59 53 68 69 76

Total monthly bill (a)-

$200 or more 18 25 17 20 27 12 25 8

$100 - 199 19 19 19 24 25 22 14 15

$50 - 99· 20 17 21 23 19 29 12 22

$30 - 49 12 13 12 7 4 12 17 17

Less than $30 13 10 13 8 7 9 19" 17

Mean $ 134 165 . 131 152 184 113 144 92

Median $ 78 98 75 98 122 66 72 53

Can't remember 18 17 18 17 17 17 13 21

Base (372) (187) (185) (206) (107) (99) (84) (73)

(-1111 ,..,........................"_.... ,..,............,............................
So-.: Q.l7111C)

Reid Research Corporation
3.4
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About Phone Service Last Had

) )

Table 3.3

Non-customers who have had telephone selVice as adults were asked how long ago that was, whether it was in California and
whether it was the special, reduced rate selVice for lower income persons.-

Responses are shown opposite.

Highlights

Most non-customers who had telephone selVice have had it within the past year (62%), and (45%) have had it within the past 6
months.

90~ had the service in California.

About half (431) say it was the special, reduced rate service for lower income persons, about half (44%) say it was not. Some
(12~) could not say if it was or not.

By company: Pacific Bell's non-customers who had service in the past are more likely to say they had a "special, reduced rate
service" than are GTB's: 44~ vs. 35%.

ByethDidty/race: NLD Hispanics are notably less likely than others to say they had the special, reduced rate service: 27% vs.
52~ of LD HitpInics, 53" of Blacks and 42% of Whites.

111S67\reptWoor\drev 37



Who Decided to Stop Service
• Among Those Who Had Phone Service

J'

Non-customers
HIHInlc

IitII GIE fa Im JJ2 NLI2 .8JGk WbIlg
% % % % 0/0 % % %

% Have had phone service 65 65 65 59 53 68 69 76

Among this group, % who say --.:

Phone comPany stopped it (a) 46 51 46 45 40 52 66 32

Respondent stopped it 45 45 45 44 44 45 26 62

Base (372) (187) (185) (206) (107) (99) (84) (73)

Projected to total-

Phone company stopped it (a) 30 33 30 27 21 35 46 24

m'C'IIIPfIllOOllD_Tt !SolO)(

(., ..... ..,.... .,.......... Soua:Q.2I(NC) Field Research Corporation ~~~~~~~
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About Phone Service Last Had

) )

Table 3.4

Non-customers who had phone service in the past (as adults) were asked, "Do you remember how much your lJHQl monthly phone
bill was ~n you last had phone service? 'l1Jat's the total amount inc/utii')g alL ~harges. If

Responses are shown opposite.

Highlights

Most non-customers who had service were able to at least estimate the total amount of the bill when they last had service. The
amounts show a wide range with half of the non-customers citing amounts less than $78 and half citing amounts above $78. The
mean amount is $134. Only about one in four cites an amount under $50.

By company: OTB non-customers cite higher bills than Pacific Bell non-customers; however, it is not known if the person lived
in the same aRla when they last had selVice.

Byethnldty/nce: LD Hispanics cite the highest monthly bills -- much higher than their NLD Hispanic counterparts -- average
monthly bill: $184 among LD Hispanics vs. $113 among NLD Hispanics. Blacb cite JUaher amounts than Whites although
both JI'OUps have about a third saying the bill was less than $50. (About one-quarter of Blacks and LD Hispanics cite amounts
over $200.)
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Incidence ofPhone Company Disconnects
• Non-Customers vs. Matched Customers

J:lJ!panic
ImIl 1UE fa 1m U2 NLQ ~ Whlll

% % % % % % % %

INon-customers I
% Ever had service 65 65 65 59 53 68 69 76

% of ever hads who
have had phone co.
disconnect service(a) 46 51 46 45 40 52 66 32

% Phone company
disconnects projected to
total non-customers 30 33 30 27 21 35 46 24

Base (~71) (288) (283) (347) (205) (142) (115) (94)

ICustomers I
% Have had phone company
disconnect service 14 11 15 10 11 9 25 16

Base (566) (287) (278) (347) (201) (146) (112) (98)

....:aa..2IIICI:G21R .........ft....lIIIllddM
Reid Research Corporation
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Who Decided to Stop Service

.> )

Table 3.5

Those who had phone service in the past were asked who decided to stop the service -- the phone company or themselves.

Highlights

Those who had phone service divide about equally into those who say the telephone company disconnected it (46%) and those
who say they decided to stop it (45%). (4% said "both decided" -- they are included w~th the telephone company disconnects.)

By company: There are no differences between OTB and Pacific Bell in the percentages of past subscribers who say the phone
company stopped the service.

By ethDldty/race: IRcldence of telephone company disconnects among those who had service is highest among Blacks (66 %)
and lowest amona Whites (32"). It is somewhat higher among NlD Hispanics than among 1D Hispanics: 52" VS. 40~.
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Why Respondent Stopped Service

Non-customers
J:iIIRanlc

!mit mE fa
... :rm JJl It.Q IJg WhIm

% % % % % 0/0 % %
% Have had phone selVice 65 65 65 59 53 68 69 76

Respondent stopped it 45 45 45 44 44 45 26 62

Among respondent stopped,
reason given (read list) -

Non cost related 12 fil. 11 .65. ~ 11 11 B2
Moved 43 44 43 38 32 44 57 49
No longer wanted 28 24 29 27 11 47 16 33

Cost related 31 J2 J2 ~ ~ ~ ~ 22
Billl~ger than expected 24 27 24 35 35 34 19 12
Couldn't control # calls 16 11 17 27 29 24 3 7
Others using it 15 13 15 24 15 35 5 4

Base (166) (84) (82) (94) (48) (46) (26) (42)

Projected to total "have hads"
R. decided for cost reasons 17 18 16 22 22 22 7 14
R. decided for other reasons 32 30 33 29 26 33 19 51
Phone company stopped it (a) 46 51 46 45 40 52 66 32

Base (372) (187) (185) (206) (107) (99) (84) (73)

)
1I_1IIPl'IOOCIaID.TAKU ....-

)

jIJ ..............,......... ....:Q.&2IfNCJ Reid Rese.rch Corporation ~~!!!!!!!!~!!!!!!!!!!!~~

3.7

)



(

Incidence of Phone Company Disconnects: Non-Customers vs. Matched Customers

The table opposite compares incidence of phone company disconnects among non-customers and the matched customers.

Highlights

(

Table 3.6

As discussed earlier, most non-customers (65%) have had telephone service in the past and about half of that group say the
phone company disconnected the service. This translates to 30" of all non-eustomen who have had a phone company
disconnect.

Among matched customers, only 14% say they have ever had the phone company disconnect their service. This suUests that, as
a group, cul1'eftt non-eustomers are more prone, once having gotten phone service, to have the pholle company disconnect their
service than are current customers.

By company: There are no differences between the two companies on this measure.

By ethnidty: Black non-customers report the highest incidence of phone company disconnects, and White non-eustomers report
the lowest incidence of phone company disconnects.

I I2567\repl\douf\cJrwv 40



(

Why Respondent Stopped Service

( (

Table 3.7

Those who say they stopped service were read a list of possible reasons and asked, "Why did you decide to stop g~ning phon~

service... was it b~caw~ ... (list of reasons)?" -

Highlights

In most cases where the respondent decided to stop service (not the phone company), the reasons reported are NOT cost related:
72 % say either that they were moving or that they simply no longer wanted pbqne lelVa.

In slightly more than one-third of these situations (37.), the respondent indicates that bel_ stopped service because of the cost.
The cost related reasons suggest the bill had gotten too large and that often the IaSOIl for this wu that they could not control the
number of calls and/or others were using the phone.

By company: A.monc both companies, most of those who decided to stop service did 10 for non-cost reJated reasons, i.e. moved
or no longer wanted it.

By ethnidty/race: Among Whites, Blacks and NLD Hispanics, most of those who decided, them_ves, to stop their service
give reasons not·necessarily related to cost, i.e, moved or no 10Dpl' wanted it. 1IUpuics, however, more so than the other
groups, mention cost as a factor affecting their decision to stop service: for enmple, u shown oppoIite, half of the Hispanics
give cost related reasons (compared to only about a quarter of the Blacks and Whites who stopped service themselves).
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About the "Phone Company Disconnects"

Non-Customers
Hispanic

I.mIl mE PB J 1m J.D HIJ2 ~ WhIm
% % % % % % % %

% of non-customers who
have had service and
phone co. stopped it 30 33 30 27 21 35 46 24

Contact phone co. to talk about bill
Yes 76 64 78 72 82 63 80 84
No 24 36 22 28 18 37 20 16

Aware could arrange
to pay on in,ltJIImenls

Yes, aw~e 49 41 50 60 51 68 36 44
Not aware 51 58 50 40 49 32 64 56

At time ofdisconnect -
R. wanted to continue 73 75 73 74 71 77 66 84
R. decided best to stop 27 25 27 26 29 23 34 16

Base (182) (95) (87) (97) (48) (49) (54) (26)

Projected to total-
PhQne co. stopped and
R. wanted to continue 22 25 22 20 15 27 30 20

SoMI: CUI."1I(Iq ReId Re_rch Corporallon
3.8
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Experiences ofPhone Company Disconnects
• Non-Customers vs. Matched Customers

Total
tjon-Customers

%
~

%
Contact phone co. to talk about bill

Yes

No

·76

24

74

26

Aware could arrange to pay on installment

Yes, aware

Not aware

49

51

63

35

At time ofdisconnect -

R. wanted to continue

R. decided best to stop

73

'27

71

29

Base (phone co. stopped service) (182) (69)

)
lIZ5'7/IlE"/DOOIID_ 'AIL" ~IS¥.

.>
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About the "Phone Company Disconnects"

{ (

Table 3.8

All those who have had phone service discontinued by the phone company were asked a series of questions to detennine whether
they tried to do anything about it and if not, why not.

Highlights

The large majority of those who had service disconnected say they called the phone company about it: 76". However, about
one-fourth of the disconnects (24"> did not do so. (See reasons on Table 3.11 ..)

While about half (49"> of the disconnects say they were aware they could arrange to pay the amount owed on an installment
plan, about half (51 ") were not aware of this option. (a)

Most of those who had their service disconnected by the phone company would have liked to have continued their service (73 %).
Only about a quarter of them (27") say that they also felt it wu best to stop service.

(Projected to total non-customers, 22 % had service disconnected and wanted to continue.)

By company: Both companies' disconnected customers report the same general pattern of response although Pacific Bell
disconnects are more likely to have contacted the phone company. (They are no more likely to be aware they could pay on an
installment plan.)

By ethnicity/race: Bases are very small when one gets down to this level of analysis. Hispanic disconnects Ire, if anything,
more likely to be aware they could have arranged to pay on an installment plan than are Blacks or Whites, and LD Hispanics
are, if anythil)g, more likely than their NLD Hispanic counterparts to have called the phone company about the disconnect.

(a) FurtMr uamination of tM data shows that those aware oftM Installment option art ItO mort likLly to haw calkd than those not aware
of It; thus, It dots not appear that this affects lilcellhood ofcalling.

111S67\npt\d00r\c3..."
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Btue

AMWt of
Installment option

81

(14)

42

NotaMWt of
installlMnt option

72

(91)



Reason(s) Respondent Decided Best to Stop

Matched
Non-customers Customers

.?

Hispanic
ImIl GIE fa ImII ImIl

% % % % %

% of phone co. disconnects
where R. decided best to stop 27 25 27 26 29

Reason R. decided best to stop (read list)-

Cost related (net) 2J. .81 2J. 22 23-

Bill larger than expected 82 71 83 88 50

Others using phone 35 29 35 21 43

Couldn't control # calls 28 25 28 18 33

Other (net) 11 11 11 2 II
No longer wanted service 12 13 12 1 9

Did not understand charges 10 ·4 10 1 9

Base (48) (24) (24) (25) (13)

....:o.»'14fICI, QJI, IIR
FIeld Research Corporation
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Experiences of Phone Company Disconnects: Non-Customers vs. Matched Customers Table 3.9

The table opposite compares the behavior of non-customers who had their service disconnected with those of the matched
customers.

Highlights

Non-customers who have had their phones disconnected by the telephone company are just as likely as current customers who
have had this experience to call the telephone company about it: 76. vs. 74~.

Non-customers who have experienced disconnects are also just as liIceIy to have wanted to continue their service as customers
who have experienced this.

One thing does seem to be different: Customers who have had a disconDect are IOIDewhat more aware dial they can arrange to
have the amount due put on an installment plan than are non-customen: 63. aWlle amoaa customer disconnects VS. 49. aware
among noa-cuseomer diIconnects.

Thus, bodllroups are equally likely to have called the phone company and equally likely to have wanted tef continue their
service, but customers we", mo", aware of the installment plan than aoa-customen.

NOTB: It does not appear that awareness of the installment plan was an important determinant of wbedaer they called or not.
Non-customers were just as likely as customers to have contacted the phone company when they were dilcormected.
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Reason(s) Respondent Decided Best to Stop

( (

Table 3.10

As noted earlier, most phone company disconnects wanted to continue with their service. (Presumably they could not do so
because of the unpaid balance on the bill.) -

However, about one in four of the phone company disconnects say they felt it would be best to stop. They were read a list of
possible reasons and asked, "is it because... (read list)?"

NOTE: The base (N) for this level of analysis is qui~e small -- only 48 of the 57. non-eustomers interviewed are phone
company disconnects who feb it was best to terminate.

Highlight'

Not surprisingly, most of the disconnects who, themselves, also wanted service discontinued cite cost as the reason: the bill was
larger than they expected, others used the phone, they couldn't control the number of calls. (A list of reasons was read to
respondents as part of the question.)
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Reasons Did Not (,'ontact Phone (,'ompany
• Among Phone Co. Disconnects

Reasons did not caU (volunteered) -

No longer wanted service 25 9 28 10

Did not have money to pay bill 20 47 15 30 28

Did not think it would help/
did not know you could do that 11 3 12 18 21

No longer had phone 11 6 12 10 11

Just forgot to pay/misplaced bill 3 18 - 2 10

Mistake by phone company * '3 - 1 22

Base (53) (34) (19) (32) (17)

....:Q.II, StflCt,CUlIJR • .... lIIIllO.K
Field Research Corporation

3.11
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A"bout Efforts to Get Phone Service
• Among Those Who Have Never Had It

Non-customers
HJlpanlc

ImII mE fa :rm .LD HLD JIg WJlile
% 0/0 0/0 % % % % %

% Never had phone service 35 35 35 41 47 32 31 24

Among this group -

Have tried to get it 21 19 21 22 18 30 26 9

Not tried to get it 79 80 79 78 82 69 74 91

Base (189) (101) (M) (141) (81) (43) (31) (21)

Among tho..e who trl8d to get it -

When ttied-

Within past 3 mos 39 26 40 40 56 17 46

Within past 6 mos (cum) 62 58 62 63 84 35 50 93

Within past year (cum) 75 73 75 73 86 54 73 93

Within past 3 years 81 84 81 81 99 55 73 100

3 or more years ago 19 16 19 19 1 45 27

Base (39) (18) (20) (26) (18) (8) (8) (3)

so.t: Q.M.1IfNCI
Field Research Corporation
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Reasons Did Not Contact Phone Company

(
\

(

Table 3.11

As described earlier, most of the disconnects called the phone company about their service. Only about one in (our did not do
so. This group was asked to describe why they did not contact the phone company.

NOTE: 'Ibere were only 53 non-customers in total who were asked this question.

Highlight,

The reasons (or not calling the phone company after service was disconnected fin into several categories, no one o( which
represents the~ of the responses:

Some say they no longer wanted service,
Some say they did not have the money to pay the bill and
Some say they did not think it would help.
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