A guide to the size of the difference needed to be significant at the 95% level of confidence when one is making comparisons
between two groups is provided below:

Difference Required Between Two Samples
to be Significant at the 95% Level of Confidence

Percentage Division of Replies:

90/10 13125 20/50
Base Size (N):
2400 and 2400 1% 2% 2%
1400 and 1400 3% 4% 4%
1200 and 1200 3% 4% 4%
1000 and 1000 3% 4% 4%
400 and 400 4% 6% 7%
300 and 300 5% 7% 8%
200 and 200 6% 8% 10%
150 and 150 7% 10% 11%
100 and 100 8% 12% 14%
50 and 50 12% 17% 20%
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33

Record Interviewer # 37-

Fleld Research Corporation 112-667
550 Kearny Street, Suite 900 080393
San Francisco, California 94108 Final
{WRITE)

PACIFIC BELL
NON-CUSTOMERS Time Started:

1. First, please tell me why (your family does) 4munmmnmmmmmmm&'?‘l 4e:\d)
(PROBE:) Are there any other reasons why (your family does) (you do) ngt have a telephone here?

6. About how iong wouid it take you to get to that
phone if there were an emergency here?

7. About how many personal telephone calls do you
make in an average week? (Do NOT include calls
you may make as an empioyee at work.)

8. How many, if any, of those personal calis are from
a coin or pay phone?
Please give me your best estimate of what you
spend on personal phone calls in an average

month.

112887 quax'nc

-
43 -
2. Does not having a telephone in your home cause YES ...t iiiricinnanas ﬂ‘l (Ask Q.3)
you any inconvenience? NO .....coiiiiinencnnnns 2 (Skip to Q.4)
IF YES (Q.2): :

3. Is not having a phone... (READ Very inconvenient “’1

CATEGORIES) Somewhat inconvenient, or .2

Only slightly inconvenient ..... 3

DO NOTREAD - CAN'T SAY, NOOPINION ..... (4]
46 -
© 4, What phone do you usually use to make your Friend or neighbor'sphone ............. PR |
personal calis? Do NOT include cslls you may Relstive'sphone . . ... ..........ccceu ceess?
maks as an esmployee at work... just telephone Phoneatwork ................ 0000 4eeesd
csils that you make for personal reasons. (IF Publicpayorcoinphone ............... cree. b
NECESSARY, READ LIST) Other phone: 5

: (describe)

DONOTREAD - DONTUSEPHONE .........cciieeeenvenen 6
5. --How close is the nearest phons in the svent of an Here in same building? ....... e . .‘.‘?'1
emergency... would it be... (READ CATEGORIES) Within1or2blocks? ............cc00.. ceeas 2
Morethan 2 blocks away? . ... ... .ccccereennen 3
DONOTREAD - DON'TKNOW .. ........¢c0ieverecnnccanns 0

minutes 4¥|41

(If none, skip to Q.9) S~ 52

{record number)

NSy

(record number)

{record amount)
Cofgy [ sY

Pt



10. Are there other people living here who use a
telephone to make calls for personal reasons?

IF YES (Q.10):

4

17
YES ... iiennnnn, 1 (Ask Q.771)

------------------

11. How many cother people living here make telephone calls? { number)
12. What phone do you ususily use to receive calis? Friend or neighbor’'sphone . ............... ¢ .’.'1
(IF NECESSARY, READ LIST) Relative'sphons .. .......... ... ..., 2
Phone st work ...........cccciiinnnnnnnnn 3
Publicpayorcoinphone .................... 4
Other phone: 5
(describe)
DONOTREAD~ DONTUSEPHONE ............0ivevunenns 6
Y-
13. Have you ever tried to contact Pacific Bell for any YES ....ccviveecnencnnnnsnn 1 1 [AskQ14)
reason? NO.....i ittt ittenannanas 2 [(Ask Q.20
IF YES (Q.13):
14. How satisfied were you with how they Very satisfied ...... .“1 {Go to Q.16).

responded... were you... (READ
CATEGORIES)

DO NOT READ ~
IF LESS THAN VERY SATISRED (Q.14):

Somewhat satisfied ... 2
Somewhat dissatisfied . 3} (Ask Q.715)
Very dissatisfied ... ... 4
CANTRECALL ...... 0 (Goto Q.16)

15. Why were you not sntirely satisfied? PROBE: Was thers anything elss you were dissatisfied wigh?

112687quax\nc

oL~
6?7~
16. In any contacts you have had with Pacific YES ............ “'1 (Ask Q.17)
Bell, have you ever feit pressured into NO .....ieieennnnn 2 (Goto Q.20)
signing up for some type of service that
you did not really feel you needed or
wanted? -
If YES (Q.16):
6‘ -
17. How long ago was that? LESS THAN 3 MONTHS AGO .... 1
3TOGMONTHSAGO ......... 2
6.1 TO1YEARAGO .......... 3
11TO2.9YEARSAGO ........ 4
3TOSYEARSAGO ........... 5
5 ORMORE YEARS AGO ....... 6
DON'TKNOW ............... 0
a ’
18. Did you end up getting what you feit YES ... i i 7 1 [(Ask Q.79)
pressured into buying? NO ... i i it iieeneann 2 (Got Q20
IF YES (Q.18):
19.  Did you request it be stopped or YES « oo "
removed from you bill? NO ...... . i 2

P8



REASONS DON'T HAVE PHONE SERVICE

20. I’m going to describe some reasons that some people give for not having telephone service. These may or
may not apply to you. As | read each one, pisase tell me if this is a reason you do not have telephone service

here or not.
- IF 1S A REASON:
21.  Is that a big reason or only a smali reason for why you don’t have phone service?
ey
ASK IN ROTATED ORDER, STARTING WITH BOX CHECKED Lex)
REASON? HOW MG?
oMLy
YE$S NO BIG  SMALL
{ la. lcan‘taffordtobuyatelephone ...........c.cevieevnnnnnas ... 1 . 2 e 2
[ 1b. The monthly service costs too much . .......... e, .1 .2 1...2
[ 1c. We'd make too many calls if we had ourownphone here ......... (e 1 .2 1...2
[ 1d. Otherpeople would use the PhONE® . . . ..o eveviveveenennnnnn 2.1 .2 ....1...2
[ ]e. it would be too convenient to order things by phone that we do notneed & 1 . 2 1 .2
[ 11. | don't feel comfortable calling the phonecompany . .. ............ .1 .2 1...2
[ 1g. My income is too low to qualify for phone service ............... ».1 .2 1...2
[ ] h. | worry that my name, address and phone number would be reported to a
~— governmental 8geNCY . .........ccvonesessecsscsocccssas 2 1 . 2 1 .2
[ 1i. |don't make enough phone calls to make it worthwhile . . ......... A% 1 . 2 .1 .2
[ 1j. Igetalongfinewithouthavingaphone ............cccvveeeeen. LT B C1...2 %]
[ ]k. lcan'taffordtheinstallation .................cc0evuuecnnn. 1 L2 L1...2 "
{11, lcan‘tafford adeposit ..........c..0iteeeerennccanncnoana 30..1 . 2 N I S 1
(M m. | don’t have enough people that wantornesdtocalime ........... %1 2 .1...2 33
[ 1n. Idon't want to be bothered with a phone hers ... .............. 39,1 .2 L. 1...2
{ 10. | worry that others here would not pay their fair share of the cost ... .267 1 . 2 1...2 37
[ 1p. | can’t see or hear well snoughtousethephone ................ 31 .2 I I 2 S
{ 1q. Very few of the people | know havephones ................... o1 .2 1 ...02

,“.’. As far as you know, are there any special requirements for getting phone service... for example... do you have
to...

YES NO DK

a. Have a certain income level? ........... ©wr.1 ..., 2 ..... 0

b. Have a good creditrating? . ............ L b AU T 2 ..... 0

c. Haveabankaccount? . ............... ) R IR 2 ..... 0

d. Have a California driver’s license? . . . ... .. ) AT I 2 ..... 0

d e. Have a Social Security card? . .......... .1 ... 2 ..... 0
f. Be a citizen of the United States? ........ b 1 A [ 2 ... 0

g. Haveajob? ..........ciiuiiuinnnan. 4.1 ..., 2 ..... 0

LR YRy NS
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22. When you waers a child ... did you usually have YES ... 1
telephone service in your home? NO .......coivietven 2
23. Since living on your own as an adult, have you YES .« N1 rask Q.24
ever had phone service in your home? NO ............... 2 Goto Q.35 (TAN)
IF YES (Q.23):
24. How long ago was that? (IF NECESSARY:) LESS THAN 3 MONTHS AGO ...f“1
Just your best estimate. 3TOBMONTHSAGO ......... 2
G1TOTYEARAGO .......... 3
11TO29 YEARSAGOD ........ 4
3TOSYEARSAGO ........... 5
5 OR MORE YEARS AGO ....... 6
DONTKNOW ............... 0
L2 3¢
25. Was that in California? YES ...ttt 1
NOD .....i i ittt reraccnacnn 2
26. Was it the special reduced rats service YES \oiereeeiieaeennn i
available to lower income people? NO ...t ittt it irienenens 2
DON'TKNOW .........c0000. 0
27. Do you remember how much your tatal
monthly phone bill was when you last had
phone service? That’'s the total amount (record amount)
including all charges. DON'TKNOW .........cc000 o 3%
“o“l SLe$7 . g
28. Who decided to have tha service stopped — RESPONDENT ............... 1 [(Ask Q.29)
was it you or the phone company? PHONE COMPANY ............ 2) (Go to-Q.30
GOLD)
BOTH .....cciiiveiieennanns 3
OTHER: 4y /Go to Q.47
{explain) PINK)
DONTRECALL .............. O
(F RESPONDENT (Q.28):
)
29. Why did ygu decide t0 stop getting [ ] you no longer wanted phone service . . ....... 1
phone service? Was it becauss... (ASK { r bill was larger than you expected ....... 2
IN ROTATED ORDER, STARTING WITH {1 you did not understand the charges ......... 3
CHECKED ITEM.) [ ) you could not control the number of calis .. ... 4
( 1 too many other people were using the phone ... §
any other reason? 6
Go on to Question 41 (PINK]
—
112687 \quaxinc



mctmodwmwwmnk
aboutyourbmmdwhatmhm
about it? .- 2 '

IF NO (QéO)

. ’“’“‘?ﬂi‘w&}ﬁ' o
31.  Why didn’ tvoueocmﬁm?

[EAPRY
R T

L

32. Werqyouawmmltmonﬁd

e k=

ananoedtopayﬂ\om rou

33.

getting the sarvleo?

IF DECIDED TO STOP (a.:sa). S

‘ S ."17“&‘" v :f’ T k—v!", : L
34. Why didmdoddomswpm.%fmﬁo; ger
phone service? Was it becausae... : ;

3'yo
(ASK IN ROTATED ORDER, "Tf‘n';*?'_’ ir YOu ¢
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IF HAVE NEVER HAD PHONE SERVICE (Q.23):

36. Havoyoumm‘_ﬂtomttdopmm
from the phone company here in California?

IF YES (Q.35):

AN

36. How long ago was that?

37. After you contacted the phone
company, did you decide not to get it or

. 3TOSYEARS AGO ..... cesees B

YES ...... ey askazs LT
NO ........ ceese.. 2 Goto Q41 (PINK —

LESS THAN 3 MONTHSAGO .... ¢ =~ 7
3TOSGMONTHSAGO ......... 2 S

6.1 MONTHS TO 1 YEARAGO ... 3
1.1TO2.9 YEARS AGO ........ 4

5 OR MORE YEARS AGO ....... 8.
DONTKNOW . .............. O

RESPONDENT DECIDED ...... "1
PHONE COMPANY DECIDED .. ... 2
0

decided? G -
IF REBPONDENT DECIDED (Q.37):
"y »
38. Why.did you decide not to get
(ASK IN ROTATED ORDER, llmmmmmwbto *
ﬂmmmm-) ) mm““m RN R PR R R XY s
{ mfdteonﬁmdabomdnmmm
mothormson? L
(describe) 2
IF COULD NOT AFFORD IT: B
39. What made it hard for you to [ ] the extra cost of calis within the US. ........ 1
afford... Was it... (ASK IN [ oxtnooctofclllammou.s........ 2
ROTATED OMSTMG ........... sevea ...5'3 5
WITH CHECKED [TEM.) (luud.pmnnqumm...... ....
( ] The inability to give you a firm, .
fixed costpermonth . .. ... cveees
something else? ~
(describe)

IF PHONE COMPANY WOUI.D NOT GIVE YOU SERVICE (Q.37):

40. Why did the phone company decide
not to give you phone service...
was it because... (ASK IN
ROTATED ORDER, STARTING WITH
CHECKED ITEM.)

(had an outstanding, unpaid bahneo
on a previous phone bill? .......

[ ] you did not have the required Social Security -
number, driver's license or other aeoopubh
form of identification? .............. '

[ 1 you could not pay the required deposit . . . . ...

some other reason?

(describe)

112667\quexine




(PINK)
ASK EVERYONE: :

41. Are you planning to get telephone service in the YES .+ttt 13 1 =
future or not? B . [« 2
— DON'TKNOW ............. 0
42. How do you feel about contacting the phone Veryeasyforyou .......... ’.‘ 1 Goto Q.46 ~
company to ask about phone service... Is that... Somewhat easy foryou ...... 2
(READ LIST) Somewhat difficult foryou ....3 rAsk Q.43
Very difficutt foryou .. ....... 4
IF LEES THAN "VERY EASY" (Q.42):
43. Whast makes it difficult for you? PROBE: Is there anything else that makas it difficult for you to
contact the phone company?
?5-
-
44.  What could the talephone company do  MAKE IT CHEAPER / LOWER RATES . 11
to maks it easier for you to get phone OTHER 0
service? (DO NOT READ LIST) (describe)
45. Aside from that, is there anything eise they could do to make it sasier for you to get phone
service?
- w
0 ¢
48. As far as you know, does the phone company ) DON'T
have service representatives who can speak... YES NO KNOW
Spanish? ........ %7, 1..... 2 ..... 0
Chinese? .......... T T T 0
Viethamese? ..... " 1..... 2 ..... 0
Korean? ........ N1, 2 ..... 0
1> 50
47. Do you think you could get phone service now if b 4 T 1 (Go to 048
you applied for it? NO ... ittt ii i tennne 2
DON‘TKNOW ............... 0l Ask Q.48

IF NO OR DONT KNOW (Q.47):

- 48. Why do you think you couid not get it? PROBE: Any other reasons why you think you could not
get phone service if you wanted it? '3

b

112687 \quex'nc



60. Have you ever heard of Custom Calling Services
like Call Waiting or Call Forwarding?

IF YES (Q.50):

YES ' voeeeenns . 1 (ask .51
2 (Goto Q.52)

"151. Are you aware that the Custom Calling
Services like Call Waiting and Call
Forwsrding cost extra each month and that
you don‘t have to have them if you do not
want them?

YES, AWARE . ............. W
NO,NOTAWARE ............. 2

52. What do you think it would cost to buy a phone?
(IF NECESSARY:) Just your best estimate.

53. What wouild the phone company charge just to
start service? (IF NECESSARY:) Just your best
estimate.

4. Apart from what it costs to have service started,
do you think you would have 10 put some monsy
on deposit or not?

IF YES (Q.54):

{record amount)
DNy 1iow

(record amount)
DON‘T KNOW
P23 [ a4osf

YES, DEPOSIT REQUIRED
NO DEPOSIT REQUIRED
DON'T KNOW

55. How much do you think this deposit
would be? (IF NECESSARY:) Just your
best estimate.

§

(record amount)

DON‘'T KNOW
;" IA ' 30.‘ ‘

56. After the phone line is turmnmed on, thinking about
how you would use the phone, what do you think
your total monthly bill would be? {IF
NECESSARY:} Just your best estimate.

57. Based on what you think it costs, do you feel
telephone service for you would be... (READ
CATEGORIES)

DO NOT READ -

112687 \quax\nc

{record amount)
DON'T KNOW
3334 /353¢

Veryeasytoafford . .............cciieeeenn 1
Somewhat easy to afford
Somewhat difficult to afford, or ............... 3
Very difficult to afford
CAN' T SAY . .ttt it ittt ittt s eenanaaneen 5



Have you ever heard of some&\ing called
Universal Lifeline Telephone Service?

101.

IF YES (Q.101):

YES ...t 1 AskQ.102
NO .. .i ittt iinean 2 (Go to top of
next page)

102. What do you think that is? (PROBE:) Who
do you think it is for? (DO NOT READ LIST)

FOR LOW INCOME PEOPLE . . 7 ;} Go t0 Q. 104
REDUCED / LOWER RATES . ... -

103.

UMITEDCALLING .......... 3
OTHER .. X
DON'TKNOW ............. 0
Are you aware that the phone company offers YEsq'1 {Ask Q. 104)
a special type of phone service for lower- NO ...t etinnnnennnnnnn 2 (Go to Q.108)
income people? NOT SURE/DON'TKNOW ....0 [(Ask Q.704)
IF YES (Q.103}):
104. Have you ever tried to get this service? YES .ivviiiiiiiiieanann q.1 (Ask Q.105)
NO ....cii ittt ieiiaans 2 (Go to Q.106)
IF YES (Q.104):
. , { . 13
105. Why don‘t you have it... Was it {V] You decided youdid notwantit ........... 1
because... (ASK IN ROTATED { ] You did not meet the qualifications ......... 2
ORDER, STARTING WITH CHECKED [ ] You had an outstanding balance
ITEM.) froma previousservice ............... 3
Some other reason? . 4
(describe)
DO NOTREAD - WAS ABLE TO GET IT /
HAD THE SERVICE BUT DISCONTINUED . . ..... 5

Go on to next page —*

IF NO (Q.104):

107.

106. Why have you not tried to get this service?

44.

ys-

is there any other reason why you have not tried to get this service?

Go on to next page —>
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it happens that the phone company does offer a special type of phone service for lower income persons. This
card describes who qualifies for it. =

INTERVIEWER: HAND CARD A (IVORY). REVIEW THE INCOME QUALIFICATIONS WITH RESPONDENT.

108. Do you think you would qualify for this service?  YES, THINK SO, MAYBE ....... 1".1 )
NO, WOULDNOT............. 2
NOTSURE ................. 3

Waell, let's assume that you would qualify... this card describes the service... what it costs and how it works.
INTERVIEWER: HAND CARD B (WHITE). REVIEW THE SERVICE WITH RESPONDENT.

'd like to get your reactions to various parts of this service...

09. First, let’s look at the installation charge: That's $17.38. You pay that just once when you set up service.
And, if you prefer, you can pay that in 3 instaliments.

: 1
Do you feel you could afford to pay that? YES ... iienennnn cesen q 1

No CCCCCCC ®* &% & 8 ¢ & & P B P S S B E e 2

NOTSURE/DEPENDS ......... 0

110. Is the installation cost more, the same or less MORE‘"‘I
than you thought it would be? SAME .................. . 2

LESS ............ Creeeeeen 3

111.  What about the deposit requirement... As YES ..oovunn... Y raskair12)
shown there, that depends on whether you NO .....coiieneennn 2 (AskQ.113)
ever had phone service disconnected because
of non-payment. Has that happened to you?

IF YES (Q.111):

112. Well, in that case, you would ordinarily have to pay a deposit to get service started. However, if you
qualify for this Lifeline service, you can arrange to spread the payments out over a period of time.

Were you aware you could spread the YES,AWARE ..............%.
payments out? NO,NOTAWARE ............. 2
Go on to next page

IF NO (Q.111):

113. Were you aware that you could get phone YES, AWARE st 1

................

service without having to pay a deposit? NO,NOTAWARE ............. 2
Go on to next page

112687 quaxine
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Now let’s look at the two types of services... the MEASURED rate for $1.23 per month and FLAT rate for $3.18

per month.

- he way these services work, if you make NO calls to areas that are more than 12 miles from here, it would cost
you either $1.23 or $3.18 a month for phone service once you get the service started. However, if you or others

make calls to people that live more than 12 miles away, it is going to cost you more than that and it could cost a
lot more, depending on how many calls you make, how long you tatk and where you call.

114. First, how easy or difficult would it be for you

to limit your calling to areas that are within 12
miles of your home... would you find that...

DO NOT READ -
IF DIFFICULT OR NOT SURE (Q.114):

Veryeasytodo ....... {Tl}AﬂaHG
Failysasytodo ........ 2
Fairly difficulttodo ...... 3
Very difficuittodo ....... 4\AskQ.115

NOT SURE, DON'TKNOW .. O

1156. What makes that {(difficult) (hard to say)...
Is it because... (ASK IN ROTATED ORDER,
STARTING WITH CHECKED ITEM.)

[Wﬂouam‘tmwhatwouldbowiﬂﬂnﬂmﬂu .”1
[ 1 you can’t control others who may use the phone 2
[ ] you would want to call people who live

116. If you had this type of phone service, do you

think you and others here could kmit your calls
to within 12 miles of here or would you be
likely to and up making calls to areas that are
more than 12 miles away?

fartheraway ...........c.. ceeceacns 3

some other reason? 0
{describe)

Only make calls to people within 12 miles . . . . . ™,

Make calis to areas more than 12 miles away ..... 2

Notsure, depends ............:.coveneeonue 3

Well, if you do make calls more than 12 miles away, it will cost you more than $1.23 or $3.18 a month because

you have to pay extra for those calls.

112687\quax\nc

11



117.

Let’s look at what it costs to maka calis that are more than 12 miles away. First, let’s look at the toll

calis... these are calis that are more than 12 miles away but still pretty much within this general part of -
California... The average S minute call to these areas is about 35 cents to $1.50. If you tend to talk longer

than 5 minutes, the cost will be more.
is this more, the same or less than what you

thought a § minute call wouid cost to these
areas?

118.

37
MORE . ...coovvrnvnennannn. 1 -
THESAME ................. 2
7= 3

Nowwhatlboutlohodmcallc...ﬁm.wsmmmmmdﬁmnelulhﬂutanmmm

of California or to other states... as you can see, the average cost for a 5 minute call to other cities in
California or to other states is about 50 cents to $1.25. |f you talk more than 5 minutes, the cost will be

higher.

Is this more, the same or less than what you
thought a § minute call would cost to other
cities in California or to other states?

119.  What about™the costs shown there to call
Mexico... is that more, the same or less than

you thought it would cost?

120. And finally, what about the costs shown there
to call an Asian city like Hong Kong... is that
more, the same or less than you thought it

would cost?

121. Looking at the extra costs for calis that are
more than 12 miles away and thinking of how
you and others would use a phone if you had
one, do you think your monthly bill would be
close to the $1.23 or $3.18 per month or do
you think it would be higher than that because
of extra calls?

IF HIGHER THAN THAT (Q.121):

122. Would it be a lot higher or just a little
higher?

MORE ............cvvenns ﬂ’ 1
THESAME ................. 2
LESS .vuvvvururnnancncanen 3
THESAME ................. 2
LESS ......ciiiiiiniieennns 3
THESAME ................. 2
LESS ......ciiiiiiiinnan 3
CLOSE TO 61.23/¢3.18 ....... 1 (Goto
Q.123)
HIGHER THAN THAT .......... 2 (AskQ.122)
°'4
ALOTHIGHER ............... 1
JUST ALITTLEHIGHER ........ 2

11286 7%quex'ine
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123.

Considering that the basic cost of service would be $1.23 or $3.18 and that you would then have to pay_

axtra for all calls outside the 12 mile area, howmuehdovouﬂwinknwouldendupoosunavoup«m
if you had this service.. mstyourbmutmmofwhatvouﬂinkitwouldendupco:ﬁnqyoqumm.
number and kind of calls you and others in your (family) (household) would be likely to make?

)

per month -
Uov[63:69 6y-

124. Considering what you think your total monthly Very sasy for you to afford ...... 1 Ask Q. 125
bill would be with this service, would that be... Somewhat sasy for you to afford .. 2’} -
(READ CATEGORIES) (IF NECESSARY, refer to Somewhat difficult for you to afford 3%,Go to Q.127
amount in Q.123) Very difficult for you to afford . ... 4'}

125. What if it were $10 more than that... would Very easy for you to afford .. .. . %’ 1y Ask Q.126
that be... READ CATEGORIES (IF NECESSARY, Somewhat easy for you to afford .
refer to amount in Q.123) Somewhat difficult for you to afford QGo to Q.7127

Very difficult for you to afford . }

126. What if it were $20 more than that .. would vwmyforyou:oafford....é‘!W

that be... READ CATEGORIES Somewhat easy for you to afford .. 2
Somewhat difficult for you to afford 3
Very difficult foryouto sfford . ... 4

% Ad

127. Assuming you are eligible for this specisl phone YT 1
service, do you think you will get in touch with Continuedoingwhatdonow ............cc00. 2

the phone company to sign up for it or will you
continue doing what you do now?

IF CODE "2, "3," OR "4," IN Q.124, ASK:

13

- {128. 1'm going to read a list of things that may or may not make phone service hard for you to afford... as | read
each, please tell me if this makes phone service hard for you to afford or not. (READ ITEM) FOR EACH
YES, ASK: Is that a big or small part of what makes phone service hard for you to afford? (ASK IN_
ROTATED ORDER, STARTING WITH CHECKED ITEM.)
[T}
YES NO PART  SMALL PART
r‘( the basic monthly cost of $1.23 or $3.18 . 83" 1 . X 1 ..... 2 0
[ ] the extra cost of calls withinthe US ........ 2 .... X 1 ..... 2 "
{ ] the extra cost of calls gutside the US . . ... ... 3.... X 1 ..T.. 2 LR
[ ] the inability to control the pumberofcalls .... 4 .... X 1 ... 2 13
{ 1 the inability to control who yses thephone .... 5 .... X 1T ... 2 Ll
[ ] the tendency to talk on the phone for a
longtime .............. ... ... ..., 6 . X 1 ..., 2 23
[ Jcallsto900numbers . .................. 7 .... X 1 ..., 2 ¢
anything slse that makes phone service hard to
afford? 8 A 4 T ... 2 M
{write in)
ASK ALL: 1’;
129. What if there were some way for you to control YES .. e 1
the calls that cost extra. For exampie, the NO . ... ittt 2
phone company could set some limit on those
calls so you would not go over that limit...
Would you be interested in this type of service
or not?
(fve <3 l
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901. Do you speak any languages, other than YES ¥ 1 (Ask Q.902s) @'

English? NO . ..... 2 (Skip to Q.906a, next page)

IF YES, (Q.901): =

902a. What are all the languages you speak at home including English? (DO NOT READ LIST) (PROBE:)

Any others? (Record below under Q.902, SPEAK AT HOME)

902b. {IF ENGLISH NOT MENTIONED, ASK:) Do you use Engilish at home?
IF MORE THAN ONE. ASK:

903. Which one is used most often, at home? (Record below under Q.903 MOST OFTEN)

Q.802 Q.903
SPEAK AT MOST

TAGALOG ......... cecesveseas o-~.1...4.1
HMONG ..........c.ccitettncacsas 2...... 2
LAOTIAN ........ccictevennncnnan 3...... 3
OTHER . 4 ...... 4
(specify) .

IF USE SPANISH, CHINESE, KOREAN OR VIETNAMESE AT HOME:

' L}
904. If you wanted to call the phone company to PREFER (LANGUAGE) .............. e .3. 1
tatk about phone service, which would you PREFERENGUSH .......... e cecesee 2
prefer to use — (LANGUAGE), English or does MAKESNODIFFERENCE . ........... ceecees 3

it make no difference to you?

)

| s%ie |

o —————

112667 \quex\ic

14



906a. How long have you lived at this address? YRS. — MOs.

ITIF 171y
908b. How many times have you moved in the past 5 years? TIMES 200, (
— 907. Where were you born? UNITED STATES .... .1 (Go to Q.909)
CUBA .............. 2
LATIN AMERICA ...... 3
SOUTH AMERICA ..... 4
CENTRAL AMERICA ....5 -
MEXICO ............ 6 {Ask Q.908)
ASIA /PHILIPPINES ....7
EUROPE ............ 8
OTHER 9
(specify)
IF NOT IN U.S.:
908. How long have you lived in the United —YRS. — MOsS.
States? . 232 St

909. including yourself, how many people in total live here at this address?
TOTAL: ___-IF ONLY ONE IN HH, SKIP TO Q.912 21/.Y
IF MORE THAN ONE (Q.909):

910. How many are ...

~ Adults 18 orover?  ___ 2%
Children 13 to 18?7 —_— 3 -
Chiidren 6 to 127 I {
Children under 67 32

INTERVIEWER: Be sure this adds to total in Q.909.

911. How many families live here at this address? (IF NECESSARY, SAY:) Waell, if you were telling a
friend about it, how many families would you say live here?

FAMILIES  3%/34

ASK EVERYONE: 3¢.
912. Does anyone living here in your home have a YES ..... ..., 1 (Ask Q.913)
physical disability which makes it difficult for NO ......... ... 2 (Goto Q.914)

them to use the phone?

IF YES (Q.912):

3¢-
913. What is the nature of the physical SPEECH ............¢ciiiiteiiannnans
disability? SIGHT . ... e e i et e e
HEARING ........... ... ¢ iinieninnnn
—~— MOBILITY ... .. it i ieennn
OTHER _____ e

{describe)

112687 quax\nc

15



914. How would you describe your marital status? Married . .........0 00ttt ennann... ’.1 '
Are you ... (READ CATEGORIES) Separated ........... ... 00, 2
Divorced . ......... ... .. 0t ieninnnnn. .. 3
Widowed ............ciniinnnnannn.... T4
Single (Never married) . . .................... 5
815. s this a house, apartment or flat, HOUSE -« vttt e eeeee e .
condominium, mobile home or some other type APARTMENT /FLAT .. ....cievevvannn. ... )
of dwelling? CONDOMINIUM ...........coeviiennn. ..., 3
SINGLE HOTELROOM ......c.ccvuunn..... 4
ROOM WITHIN AN APARTMENT /HOUSE ...... 5
MOBILEHOME . .........ci0itinnnnennnnn. 6
OTHER: e ittt ecceneeneneaa 7
{describe)
916. Do you own or rent? OWN ... ittt ttencneanananas ?‘.'1
RENT .. ... ittt itetnreneanncoannnns 2
917. Do you pay your own ... (READ LIST)
FOR EACH YES:
918. Do you pay by mail or in person?
PAY 8Y...
IN
YES NO MAIL PERSON QTHER [+, 4
Water bills? . . ... 1 ..X |4 120 .. 0
Electricity bills? ...... 2... X gor 1 oo 2 L .. 0
Natural gas bills? ..... 3... X - 1 2 . 0
Cable TVDbIll? ....... 4 ... X a 1 ... 2 . 0
(=)
919. May | please ask your age? Ye/qn
YEARS
\,’ -
920. What is the highest level of education you ELEMENTARY ORNONE .........ccicvenveren 1
completed? SOME HIGH SCHOOL ....... cetennareneneas 2
COMPLETED HIGH SCHOOL (4 YRS) ........... 3
SOME COLLEGE (1-3 YRS), TECHNICAL
SCHOOL / ASSOCIATE DEGREE (2 YEARS) ...... 4
COMPLETED COLLEGE(4 YEARS) ............. 5
POST GRADUATE (OVER4 YEARS) ............ 6
REFUSED .......... ¢ttt innneeenannes 7
921. Are you currently employed either part-time or EMPLOYED FULL-TIME . ..........ccceo... '" N
full-time? (IF NOT EMPLOYED, CIRCLE EMPLOYEDPART-TIME . . ... .. i ciiiee v 2
APPROPRIATE CODE) TEMPORARILY UNEMPLOYED ................ 3
HOMEMAKER FULL-TIME ................... 4
STUDENT .. ... . ittt it i eineennaaneen 5
RETIRED ......... .0ttt ennnanaonsos 6
OTHER e e e 7
{specify)
REFUSED . ... . . . ittt aaneanens 8
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922.

Would you describe your racisl or ethnic White ...........¢ciiiiiiiaennnnnnan, ‘.’ ¥
background as...(READ CATEGORIES) Black or African American .................. 2
Spanish / Mexican or other Hispanic descent . . ., . . 3
Americanindian ..........cc i, 4
ASIBN, OF .. ....ciiiiiivnnnantnennnnn.. .5
Some other group 6
(specify) ;
{ REFUSED .......convevvnmenannnnnnnnnn. 7
DO NOT READ DON'TKNOW .....ccitverecerennnnnnnnn 8
IF "ASIAN" (Q.922):
923. Which Asian group is that? CHINESE ..........ci0itttertcnnnnnns ﬁ 1
KOREBAN .........00ceteveenneneannnans 2
VIETNAMESE .........c0iitininnnnnanns 3
FILPINDG ......uviiirinecnnoenenncnnnnas 4
JAPANESE ....... Gt e st es ettt et eaa S
HMONG ......ciitteneerenncnnnnnnnnns 6
LAOTIAN ......ccieieeernecancconnnnns 7
OTHER 8
- (specify)

INTERVIEWER: HAND CARD C (GRAY)

924.

925.

926.

~27.

928.

And finally, which of the categories on this card best describes your total annual housshold income? You

can just read me the letter that applies.

A.$15,300 ORLESS ..coovvuenn.. ¥y
B. BETWEEN $15,301 AND $17,800 ..... 2
C. BETWEEN $17,901 AND $21,500 .....3
D. BETWEEN $21,501 AND $26,100 ..... 4
E. BETWEEN 25,101 AND $28,700 ..... 5
F. BETWEEN $28,701 AND $32,300 ..... 6
G. BETWEEN $32,301 AND $35,900 ..... 7

How many people in your housshold, in total,
including vourself, depend on that income?

How many people contribute to that income?

s your home equipped with a jack where you
can plug in a phone?

RECORD SEX:

112687 \auaxinc

53
H. BETWEEN $35,901 AND $39,500 .....1
i. BETWEEN $38,501 AND $50,000 ..... 2
J. BETWEEN $50,001 AND $75,000 ..... 3
K.$75,001ORMORE ................ 4
REFUSED ......cc0icteeeccasnens S
DONTKNOW ...ovvuneeennest .8

(record number) /vy’

(record numbar) S%/s?
YES, HASJACK « v oo eveereennnnnn.. . 8
NO, DOESNOT ........i ittt eenenananas 2
DON T KNOW . ..., ittt it terenennnnanss 0
MALE © v vene oo oo et s34
FEMALE .......... ¢ tieeereoronnessos 2



NC

Those are all the questions | have. May | have your name and address just in case my supervisor needs to verify _

" this interview?

Name:

vddress:

City: _ Zip code:

ALSO RECORD:

Interviewer name:

6* 61 61 63 M ¢S o 67 6F ¢y 7® 71

Date of interview: _ " _/ L Block Cluster #:
Address Line #: Interview Length:
7 7%
Time End: :
{HR) {MIN)
/16 777
112687 \quax\ne



Field Research Corporation

112-567
550 Kearmny Street, Suite 800
sn Francleco, Cafifornia 94108 OQOSOSM
{GREEN)
PACIFIC BELL
CUSTOMER FORM
Becord Following: " i - .
Address: Block Cluster #: | | | l
Cy: Address Line #:
7 33
Oats:____ Time:

112087 jquanioun



35
Record Interviewer # | l 37- 8

Field Research Corporation 112-567
550 Keamy Street, Suite 900 090393
San Francisco, California 84108 Final
(GREEN)
PACIFIC BELL
CUSTOMER QUESTIONNAIRE Time Started: H :
BR 3 Mw.
These first few questions are about your telephone service. 39:31 7 eeul
1. Is there just one telephone number for sveryons JUSTONENUMBER ...1 (Goto Q.6)
living here at this address oris there more thanone MORE THANONE ..... 2 (Ask Q.2)
telephone number?
iF MORE THAN ONE (Q.1):
2. How many different telephone numbers are q;/"
there for this address? {redord number)
3. How many, if any, of these are business lines? “w 4t
(record number!
g2
4. Do you pay the blils for (all) (both) of these YES ..c.veceenncens 1 (Go to Q.6)
phone numbers? NO ...ciiitiiennnan 2 (Ask Q.5)
IF NO {Q.4):
"
5. Who pays the bills for these (this) other TEENAGER/CHILD OF RESPONDENT . ........ .‘ 1
number(s)? ’ ADULT RELATED TORESPONDENT ........... 2
NON-RELATED ADULT ......... cteesesesan 3
OTHER: 4
{describe)
6. How do you prafer to pay your phone bill... (READ by mail “‘1
CATEGORIES) by. going to the phone company inperson ........ 2
someotherway ___ = ..... 0
(describe)
— ¢o-

7. Would you prefer to pay... (READ CATEGORIES) byphone ........ccci ittt ivnerecsccasonsa 1

bychetk .......ccoviiieterrecsnscnnsnnnn 2

M BB . ...itiiinereereencanancaneanneasn 3

bymoneyorder ...........ccevuevcenaccons 4

withacreditcard ..........cco00vtveneeses 5

other L 0
(describe)

8. Do you know which company provides your long AT&T ....... ettt ieiseceace s s ' 1
distance service? IF NECESSARY: Is it...(READ . ot 2
LIST) PNt ... ittt ittt ettt 3

: Other: ... 4
(describe)

GTE/General Telephone . .............c.c...0.. 3

DO NOT READ - PacificBell ...........c.iiiinerennonnnns 6

DON tKNOW . ... ittt et i tesnnoaroasaasas 0

112687 fquaiont 2
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9. Do you get a geparate monthiy bill for your long SEPARATESBILL ...... 1 (Ask Q.10)
distance calls or are your long distance calls INCLUDED INPBBILL ...2 (Goto Q.72)
included in your monthly Pacific Bell bill? .
el IF SEPARATE BILL (0O.9):
10. How much is your average long distance bill
each month? (IF NECESSARY): Just your ﬂ e
best estimate. . - {record amount)
$yesu [ €556
11.  How much is your average bill from Pacific
Bell sach month - that’s the 1gtal you pay
to Pacific Bell each month, including all the ; a Goto Q.13
different charges? (record amount)
» 0“
iF LONG DISTANCE INCLUDED IN PACIFIC BELL BILL (Q.9):
12. in total, how much is your average telephone bill eaach month — that’s the total you pay sach month
including all the different Pacific Bell charges as well as the long distance charges. (IF NECESSARY):
Just your best estimate.
g = (record amount) Go to Q. 1.1;
13.  Thinking sbout the times you have contacted  Very satisfied ... ... ®1 (Goradig
Pacific Bell, how satisfied were you with how Somewhat satisfied ....2
they responded... were you... READ Somewhat dissatisfied ..3 {Ask Q.14)
CATEGORIES Very dissatisfied .. ..... 4
DO NOT READ - CANTRECALL ....... 0 fGotoQ.36) | 5
IF LESS THAN VERY SATISFIED (Q.13):
= 14. Why were you not entirely satisfied? (PROBE:) Was there anything eise you were dissatisfied with?
| . bk
ASKIALL: ' 7~
(15.  In any contacts you have had with Pacific Beli, have you ever telt pressured into signing up for some
type of service that you did not really feel you needed or wanted?
8 P
YES ‘1 (Ask Q.16)
NO ...iiiiiiiinnns 2 (GotoQ.19)
(F YES (Q.15): |
[ d
16. How long ago was that? LESS THAN 3IMONTHS AGO ............. "1
: STOBMONTHS AGO .........ciiiiivnnns 2
6.1 MONTHS TO1 YEARAGO .............. 3
1T1TO29YEARSAGD ..........ciinunun 4
JTOSYEARS AGO . .....ciiiiiininnnnnas L]
SORMOREYEARSAGO ........ccccenenns 6
DON'TKNOW . ... ...ttt it iiennanna 0
’o
- 17. Did you end up getting what you feit YES ..., ? .1 (Ask Q.18)
pressured into buying? NO ......iiiiiiiennn. 2 (Goto Q.19
iF YES (Q.17):
ne
S 18. Did yau request it be stopped or YES . ... .. ..., 1
removed from your bill? NO ......... ... 2
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18. Since living on your own as an aduit, have you YEBS ...ivcttcotenannnnans :7'1
usually had phone service in your home? o 2
20. What about when you were a child ... did you YES 91
usually have telephone service in your home? o T 2 ~—
. i '
21. Have you ever had your phone service stonned YES ....ctvveennnan 1 {Ask Q.22)
by the phone company? NO ....cciiiiinnn.. 2 (Goto Q.27)

IF YES (Q.21):

22.  Before the phone company YES «irirnnnnn. "y (Go to .24
disconnected your service, did you NO ...ciiitinenana 2 (Ask Q.23)
contact the phone company to tak
about your bilt and what might be done

about it?
IF NO (Q.22);
23. Why didn’t you contact them? _ 1=
13-
14~
24. Were you aware that you could have YES ...cctceccosoncnscanans 1
arranged to pay the amount you owed NO ...t ceseaan 2
on an instaliment plan?
l;r X
25. At the time the phone compeny WANTED TO CONTINUE ........ 1 Gowa2y

stopped your telephone service, didyou DECIDEDTOSTOP............ 2 (Ask Q.26)
want to continue getting phone service .

or did you decide it was best to stop

getting the service?

IF DECIDED TO STOP (Q.28):

‘o

26. Why did you decide to stop getting [lyounolonoormntodphomurvlco.......‘.1
phone service? Was it becauss ... [ ] your bill was larger than you expected ....... 2
(ASK IN ROTATED ORDER, (1} did not understand thecharges . ........ 3
STARTING WITH CHECKED ITEM.) I you could not control the number of calls .. ... 4

[ ] too many other people were using the phone .. 5

any other reason? . 6
(write in)

Goonto Q27

L1 ]
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27. How do you feel about contacting the phone

company about your telephone service ... is
that ... (READ CATEGORIES)

IF LESS THAN "VERY EASY" (0.27):

Veryeasyforyou........... 1 (Go to Q.29
Somewhsteasy foryou ...... 2

Somewhat difficuit for you, or .. 3 (Ask Q.28)
Very difficult foryou? ........ 4 :

contact the phone company?

28. What makes it difficult for you? (PROBE:) Isﬂ\.rolnvﬂlincchoﬂ\atmakcsitdifﬁcuitforyoug_o

29. As far as you know, does the phone compsany
have service representatives who can speek ...

ir-

-
DON'T
YES NO KNOW
Spenigh? ........ M 1 ..... 2 ..... 0
Chinese? ........ M7 1 ..... 2 ..... 0
Viethamese? ..... 227 1..... 2 ..... 0
Korean? ........ 235 1..... 2 ..... 0

30. As far as you know, are there any special requirements for getting phone servics...for example...do you

have to...

©c+~20000

31. Have you ever tried to get telephone service
from the phone company here in Californis and
not been able to get it?

IF YES {Q.31):

1

!fiaveacoéuhtneomelovd? ......
tHave agood creditrating? ........
Have abankaccount? . ..........
Have a California driver’s license? . . .
Have a Social Security card? ......
Be a citizen of the United States? . ..
Haveajob? ........cceetieenn

32. How long ago was that?

33. Why were you unabie to get phone
service... was it because ... (ASK IN
ROTATED ORDER, STARTING WITH
CHECKED ITEM.)

YES NO oK
S T TN R 2 ..... o
R © A I 2 ..... o
S| S R 2 ..... 0
SR 1 AU I 2 ..... 0
R | LA R 2 ..... 0
R LI R 2 ..... 0
R L A I I 0
3~
YES ...vvininnnna 1 (Ask Q.32)
(¥ R 2 (Go to Q.34)
—-— ’v-
LESS THAN 3IMONTHS AGO ............ S
3TOBMONTHSAGO .......ocnnvvvennnes 2
6.1 MONTHS TO 1 YEARAGO ......c0cnvunn 3
1TATO2.9YEARSAGO .....covvvvvnnnnnns 4
3TOSYEARSAGO ......... e 5
SORMOREYEARS AGO ":.oovovvennnennnsn 6
DONTKNOW ....ivviinenennnnnennnanss 0
{4 'you had an outstanding, unpaid balance 33-
onapreviousphonebill? .............. 1

[ ] you did not have the required Social Security
number, driver’s license or other acceptable

form of identification? ................ 2
{ 1 you could not pay the required deposit ....... 3
some other reason? ce.. &

(describe)
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34. Have you ever heard of Custom Calling YES ..iiivennnnantn 1 (Agk Q.35)
Services like Call Waiting or Call Forwarding? NO ....ciiiiieannnn 2 (Ask 0.37)
IF YES (Q.34): =
i )
35. Do you have Call Waiting, Call Forwarding  YES ............. L
or any other Custom Calling Service? NO ......cciveennen 2
4
36.  Are you aware that these Custom Calling  YES, AWARE ....... *3
Services like Call Waiting and Call NO, NOTAWARE ...... 2
Forwarding cost extra sach month and that
you don’t have to have them if you do not
want them? ' ‘
’ -
37. is telephone service... (READ CATEGORIES) Veryensy foryouto afford ..... ’ 1 (Goro Q.101)

IF LESS THAN "VERY EASY" (Q.37):

38. What mgkas phone service hard for you to afford... Is k... (READ LIST) FOR EACH "YES™ ASK: Is that
a big part of the problem or only a smalil part of the problem for you? (ASK IN ROTATED ORDER,
STARTING WITH CHECKED ITEM.)

na
NO PART  SMALL PART

[ ] the extra cost of calls wighin the US ...... X1 .... X 1 .....2
{ Itheextracostofcalls ugpidg the US . . . .. ... .o X 1 c.o... 2 %o
( 1 the inability to control the pumber of calls . ... cees X 1 v 2 9y
[ ] the inability to control whe uags the phone . . .. ceee X 1 ... 2 gy
{ ] the tendency to talk on the phone for a

longtime ........civvevevvcncncnne . X 1 ..... 2 43
Wl what you have to pay for the basic

monthly service, not including extra calls . . . X 1 ..... 2 4y
[ ] the added cost of services like Call Waiting . X T ... 2 ¥
[Jcallsto900numbers .............c..... . X 1 ..... 2 Y¢
Something else? . X 1 ... 2 47

{specify)
39. Do you ever have any financial difficuity YES .....c.cun. ‘"1 (Ask Q.40)
paying your monthly phone bill? NO ................ 2 (Goto Q.101)
IF YES (Q.39):
41
40. How often do you have difficulty doing Veryoften . . ......cciitacnnaananonanss
so? lsit...{READ CATEGORIES) Somewhatoften, Of ........cccvvevecanaes 2
Nottoooften ...........cececvennsnnacans 3
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