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Study Introduction

This technical appendix provides an overview of the survey methods, protocols, and procedures used to conduct the 2010
Statewide Telephone Survey of California Households, the Telephone Survey of Landline Customers in California High Cost Fund-
B (CHCF-B) Areas, and the Mail Survey of Households without Landline Service. The appendix is divided into six chapters,
consisting of a methodological overview of each study (chapters 1, 2, and 3), a discussion of procedures and protocols common to

two or all of the studies (chapter 4),' a discussion of margins of error (chapter 5), and appendices of supporting documents (chapter
0).

! Although each study has a unique set of procedures developed specifically for the study objectives and sampling frame, some procedures are common to
two or all of the studies. To reduce redundancy, these procedures are described separately, with brief references in the individual study methodologies.
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Statewide Telephone Survey of California Households
Introduction

This section provides an overview of the survey methods, protocols, and procedures used to conduct the Statewide Telephone
Survey of California Households. This study was a Computer-Assisted Telephone Interview (CATI) study of California wireless
and landline telephone customers. The purpose of this study was to estimate the prevalence of landline single-line voice service, as
well as wireless or cellular telephone service, and alternative communications services such as Voiceover Internet Protocol (VoIP)
among California households. The study was also designed to gauge awareness of the LifelLine discount landline service program
among telephone customers, and to identify factors affecting the choices consumers make when choosing telecommunications
services.

The primary research questions include:
e What is the current market for landline telephone service among California demographic groups?
e What is the prevalence of landline, landline+wireless, wireless only, and VoIP users in California?
e What is the awareness of the Lifeline program and eligibility requirements?
e What guides buying behavior for voice communication services?

e What is the perception of cost value for landline, wireless, and other voice communication services? Does this differ among
demographic groups?

To reach a representative sample of California voice communications service customers, PRI conducted an 11 to 12-minute
telephone survey of 1,377 customers using a combined wireless, landline, and LifeLine sample. To increase representation and
reduce sampling error for important subgroups, PRI augmented a randomly selected sample of residential telephone numbers with
additional samples to augment the numbers of African Americans, Lifeline program subscribers, and low-income but non-LifelLine
households. PRI contacted households from February 26 to April 30, 2010, completing interviews with 384 wireless, 636 landline,
and 357 landline-with-LifeLine customers. The overall response rate was 27.9 percent.

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



Methodology

The following sections describe the data collection methods and procedures which PRI undertook for the study.

Protection of Human Subjects

PRI obtained from SF State’s Office for the Protection of Human and Animal Subjects approval to conduct the research as
described in a final revised protocol filed on December 14, 2009, and modified on February 23, 2010. Appendix A contains a copy
of the approval letter, dated February 9, 2010.

Questionnaire
Seript

PRI researchers and CPUC staff developed a script for a telephone interview (Appendix B). This script was designed to measure
the prevalence of types of telephone service use throughout California, awareness of the California LifelLine program, factors that
affect consumer behavior in choosing telephone service, and demographics such as age, household income, household size,
race/ethnicity, and employment status.

Translation

PRI’s experienced bilingual staff first translated the final approved English-language instrument into Spanish, Chinese and
Vietnamese. These draft translations were then circulated among bilingual CATT supervisors and lead interviewers who reviewed
the translations for correct meaning and cultural appropriateness. Reviewers then discussed and resolved any discrepancies with the
original translators. PRI’s IRB further reviewed translations to ensure compatibility with the English language version of the
instrument. As a final level of review, during the initial calls to non-English speaking respondents, bilingual interviewers were asked
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to make thorough notes of comprehension problems and report any issues or discrepancies to translators for final resolution. No
such comprehension issues were encountered.

CATI Programming
For a general discussion of CATI programming, please see the discussion in Chapter 4, Common Protocols and Procedures.

After data collection began and pretest results had been thoroughly reviewed, three minor programming modifications were
requested, first, to improve the instrument’s performance, and later, to adjust the screening criteria to increase participation by non-
English speakers. Because these four instruments required separate data structures and downloading layouts, one final dataset for
each instrument version had to be downloaded and the datasets merged.

Appendix C presents the final English language codebook with the Spanish, Chinese, and Vietnamese language instruments
developed and administered for the survey. These instruments present the actual question wording for each item in all languages,
including the introductory, recruitment and consent scripts used. The English-language codebook includes variable and value labels
for each item, data values assigned as missing values for all numeric variables, skip and conditional instructions used to program the
instrument into the CATI system, and any on-screen interviewer instructions. Unweighted and weighted frequency distribution
tables for all numeric variables are embedded in the codebook. Alphabetic lists of all open-ended responses are included in
Appendix C (available only in electronic format due to length).

Instrument Testing

Because CATI programming can be complex, several independent tests of the instrument were performed before conducting live
interviews with voice communication customers. Supervisors, interviewers, and research assistants tested the instrument manually
by conducting practice interviews, and then met with programmers to report on its performance and resolve discrepancies.
Programmers also executed a number of automated tests in order to generate test data, conduct data downloads, and examine data
frequencies.
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Sample

The sampling frame was comprised of all landline, wireless (cellular), and LifeLine telephone customers residing in California.
Respondents were adult landline, wireless, or Lifel.ine customers of at least 18 years of age who spoke English, Spanish, Cantonese,
Mandarin or Vietnamese. Respondents were randomly sampled from a database of current California landline, wireless, and
LifeLine telephone numbers. The sample included 6,473 landline numbers, 5,465 wireless telephone numbers, and 2,100 LifeLine
numbers, for a total sample of 14,038 records. Appendix D contains the final sample disposition.

Interviews
Interviewer Training
For a general discussion of interviewer training, please see the discussion in Chapter 4, Common Protocols and Procedures.

PRI trained and supervised a total of 41 interviewers for this survey, all of whom conducted English language interviews, 9 of
whom also conducted Spanish language interviews, 4 of whom also conducted Chinese language interviews, and 3 of whom also
conducted Vietnamese language interviews. The overall data collection period from February 26 — April 30, 2010 yielded 1,089
English language interviews, 266 Spanish language interviews, 15 Chinese language interviews and 7 Vietnamese language
interviews, for a total of 1,377 interviews. No items in the survey questionnaire were determined to cause undue stress or
discomfort for survey respondents.

Interviewer Monitoring

For a general discussion of interviewer monitoring, please see the discussion in Chapter 4, Common Protocols and Procedures.

Pretest

Once all standard quality control testing was completed, PRI’s CATI team conducted a formal pretest of the English-language
version of the instrument and all field procedures developed for this survey. This evaluative phase of a study included 70 English
language completes and was conducted from February 11 to February 13, 2009. The pretest was necessary as a final quality
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assurance measure to ensure that the instrument’s recruitment script resulted in adequate cooperation rates, respondents in the
target population understood the language used, programming logic performed as expected and resulted in the desired data, the
time required to administer a “live” survey did not exceed the target length, and the training provided to interviewers was sufficient.
Pretest results for this study, along with interviewer monitoring notes, also provided valuable feedback on respondents’ reactions to
and understanding of the actual interview questions.

Pretest findings were reviewed by PRI data management staff to evaluate each item’s performance, identify unusual or unexpected
responses, refine the language, probes or skip patterns for any under-performing items, modify the survey administration protocols,
and improve interviewer trainings. In addition, pretest results provided invaluable information about the interview’s actual length
and the productivity of the sample, both necessary to accurately project the timeline and budgetary requirements needed to
complete the study. Pretest interviews averaged 10.5 minutes each, well within the budgeted length. In response to interviewer
feedback, PRI made minor script changes to improve questionnaire flow and understandability.

Interview Protocols
For a general discussion of interviewer protocols, please see the discussion in Chapter 4, Common Protocols and Procedures.

Interviews for the Statewide Telephone Survey of California Households began February 26, 2010, continued for 9.5 weeks, and
ended April 30, 2010. Modest incentives of $20 retailer gift cards were offered to thank cell phone respondents for their time,
compensate them for any possible “per minute” out-of-pocket expenses incurred to complete the survey, and to increase response
rates. Approximately 81 percent (n=1,115) of the surveys were completed in 1 — 5 contact attempts. Approximately 65 percent
(n=895) surveys were completed between the “primetime” hours of 5:00 and 9:00 pm. Surveys averaged approximately 11 minutes
in length, including recruitment, screening and informed consent procedures.

Data Management

After data collection began, several data downloads were performed to assess the instrument’s performance, to review interviewers’
notes, open-ended comments and response codes, and to check the frequency distributions. The first of these data reviews
occurred February 16, 2010 immediately after the completion of the English-language pretest. Both PRI and CPUC project
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managers performed this formal data review. After the pretest review, three minor programming modifications were requested,
first, to improve the instrument’s performance and provide progress reports, and later, to adjust the screening criteria to increase
participation by non-English speakers. Two additional reviews occurred in mid-March and mid-April to check programming
modifications and to provide the CPUC with a draft dataset. Because these four instrument versions required separate data
structures and downloading specifications, one final dataset for each instrument version had to be downloaded and the final
datasets merged. The final delivery included one SPSS dataset with 1,377 cases.

A key component of PRI’s project management involved regular and frequent communications between project team members.
PRI’s project management team met periodically throughout the data collection period, and more frequently near project
milestones, to review progress toward all project goals and to identify and resolve any anticipated barriers. PRI’s project team
monitored and reported on study progress during weekly staff and workflow meetings, through frequent informal conversations
between key staff, and when needed, during project meetings scheduled with all team members. As a final quality assurance
component, PRI project managers reviewed all project reports and deliverables before they were released for distribution.

Data Coding and Cleaning

On April 30, 2010, project managers suspended the study after 1,377 interviews had been completed and all active cases had
reached a minimum of 10 attempts. Final downloads of all data, sample, and CATI system variables from WinCATT to SPSS-
format files began on May 1, 2010. Project managers first reviewed the frequency distributions of all incomplete interviews to
identify those with valid responses in at least 50 percent of the survey’s substantive questions. A total of 15 incomplete interviews
were thus classified as partial completes and added to the final dataset. Missing values for these cases were then recoded to the
values used for REFUSED for these final unanswered items. The rationale for this recode was that respondents with incomplete
interviews had either (a) asked to terminate the interview at the point of break-off, or (b) declined to answer any more questions at
the point of break-off. The most common reasons cited for these types of break-offs were a) the survey length had exceeded the
time estimate given at the beginning of the survey, and b) the respondent did not wish to provide personal demographic
information.

Before conducting more extensive data recodes and to ensure against downloading errors or data anomalies, project managers ran
complete sets of data frequency tables for all items, matched the output against CATI system reports, and reviewed all interviewer
notes for data corrections. No coding changes were made as a result of this review. The dataset was then enhanced with complete
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variable and value labels. All DONT KNOW and REFUSED responses were recoded from CATI system-assigned codes to the
out-of-range values specified in the codebook. These out-of-range values were then identified as MISSING values in the SPSS
dataset.

Final data cleaning procedures involved a full review of the text-based responses from 12% of open-ended items. Project research
assistants reviewed and edited these items for spelling and clarity and all non-English responses were translated into English by
bilingual research assistants. When text responses were deemed identical or equivalent in meaning, these open-ended responses
were removed from OTHER categories and coded-up into existing close-ended categories. Appendix C includes all open-ended
responses compiled by question number.

Following these recodes and data transformations, project managers ran a final set of data frequency tables for all items and
matched the output against the original set of frequencies. Managers researched and resolved all discrepancies before producing the
final datasets. The final codebook is included in Appendix B. Appendix B includes unweighted frequency distribution tables for all
items in the data set.

Weighting and Margins of Error
For a general discussion of margins of error, please see the discussion on page 34.

Random samples in any survey can only provide accurate representation to the extent that (a) each individual has an equal or
known probability of selection, and (b) a sufficient number of interviews are conducted to allow an acceptable level of confidence
for the results of primary interest. In order to adequately represent all subpopulations and groups of interest, it is usually necessary
to over-sample certain respondents who a) represent a smaller proportion of the population, b) are known to be harder to reach for
recruitment, or ¢) are more likely to refuse participation than other respondents. However, this disproportionate sampling method
requires the calculation of statistical weights for analysis, and generally requires more observations than are needed for a completely
random sample in order to obtain an equivalent level of confidence in the results. Additionally, the application of statistical weights
can result in the underestimation of variances and confidence intervals.

A series of selection probability and post-stratification weight calculations was carried out on the sample to statistically adjust the
final customer sample to best approximate the total population of customers in the state of California. The adjustments were based
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on each household’s probability of selection for participation in the study and on the composition of the overall sample by
household type.

PRI recommends that any statewide population analysis be weighted on the variable WSTATE, defined as the factor that combines
adjustments for the following:

a) differential probability of selection based on sampling frame;

b) chance of selection, defined by the number of voice lines in the household,;
c) differential response rates based on sampling frame; and

d) post-stratification adjustment to population distribution.

PRI also recommends that subgroup analyses be weighted on the variable WCOMPARE, which unlike WSTATE does not include
a post-stratification adjustment.
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Telephone Survey of Landline Customers in California High-Cost Fund-B Areas
Introduction

This section provides an overview of the survey methods, protocols, and procedures used to conduct the Telephone Survey of
Landline Customers in California High-Cost Fund-B Areas. This study was a Computer-Assisted Telephone Interview (CATI)
study of customers of traditional telephone (landline) service in the Commission’s California High-Cost Fund-B (CHCF-B)
program area. The purpose of this study was to understand perceptions of landline service affordability among current telephone
customers, the factors that make landline service perceived as difficult to afford, and to identify customers who are most at risk of
losing service.

The primary research questions include:
e What factors impact telephone affordability for customers?

e What are the characteristics of those most at risk of losing telephone service?

The study employed a computer-assisted telephone interview (CATI) survey of adult customers of landline service within the
CHCF-B area. PRI conducted a total of 6,090 11-minute telephone interviews from February 11 through June 10, 2010. To
increase representation and reduce sampling error for important subgroups, PRI augmented a randomly selected sample of
residential telephone numbers with additional samples to augment the numbers of African Americans, Asian or Pacific Islander,
and low-income households. The overall response rate was 37.5 percent.
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Methodology

The following sections describe the data collection methods and procedures which PRI undertook for the study.

Protection of Human Subjects

PRI obtained from SF State’s Office for the Protection of Human and Animal Subjects approval to conduct the research as
described in a protocol filed on October 7, 2009, and amended on November 2 and December 8, 2009. Appendix A contains a
copy of the approval letter, dated December 15, 2009.

Questionnaire
Seript

For the purpose of gathering information about landline telephone customers’ perceptions of affordability, PRI researchers and
CPUC staff developed a script for a telephone interview (Appendix B). This script included questions on the amount typically paid
for residential telephone service, services included on the monthly bill, the affordability of the average monthly bill, the maximum
willingness to pay, the likelihood of dropping or eliminating services, factors affecting the affordability of telephone service, access
to other telecommunication services, and demographics such as age, household income, household size, race/ethnicity, and
employment status.

Translation

To reach non-English speaking potential respondents, PRI translated the questionnaire in-house into Spanish, Chinese, and
Vietnamese. PRI employs 4.5 FTE staff persons fluent in Spanish, Chinese, and Vietnamese who have experience translating for
numerous PRI studies. To ensure translation quality, staff other than the original translators back-translated the questionnaires into
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English, and all translation staff assisted in reconciling the differences between the original English instrument and the English
back-translations. Appendix B contains the Spanish, Chinese, and Vietnamese translated instruments.

CATI Programming
For a general discussion of CATI programming, please see the discussion in Chapter 4, Common Protocols and Procedures.

PRI programmed a CATI instrument for survey administration in English, Spanish, Chinese, and Vietnamese. PRI pretested the
CATT instrument on February 11, 2010. PRI staff reviewed the pretest data for proper skip patterns, length of administration, and
any problems associated with the telephone interview procedures. The pretest was successfully conducted with no complications or
incidences. Data collected during the pretest was incorporated into the final dataset.

Sample

The sampling frame consisted of all customer households with landline telephone service in the CHCF-B program area. The CPUC
provided PRI with a database of current landline customers in the CHCF-B program area (N=275,909), from which PRI drew a
sample of 23,625 records to survey and achieved 6,090 completed interviews. Respondents were adult household representatives at
least 18 years of age who spoke English, Spanish, Cantonese, Mandarin or Vietnamese.

To achieve the desired statistical accuracy for race/ethnicity and households with income between $35,000 and $49,999, PRI
designed a two stage cluster sample, with oversampling in specific census block groups with higher proportions of African
Americans, of Asian Pacific Islanders, of Native Americans, and of households with annual incomes between $35,000 and $49,999.

Geocoding

To allocate records to census block groups to prepate for sampling, PRI geocoded (assigned latitude/longitude to) the database of
landline customers. A total of 89.2 percent of the customer database was geocoded. Primary geocoding was conducted using the
USC Desktop Geocoding Client (USC Geocoder), a free downloadable geocoding service developed and provided by the
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University of Southern California GIS Research Laboratory.” PRI chose to use this geocoder over other available services because
the program was technically well documented; allowed batch geocoding; specified the precision of address matching (e.g. parcel,
zip+4, ZCTA centroid); allowed the user control over the geocoding process; was free for noncommercial use; and was easy to use.
A drawback to the USC Geocoder was its dependence on publicly available geodatabases, such as the U.S. Census Bureau’s TIGER
files, which tend to be less frequently updated and less accurate than commercial geodatabases. Other commercially available
geocoding services (e.g. Yahoo, Google, NavTeq), although having very good data sources, were also more expensive, had limited
technical documentation, and rarely specified the precision of address matching, thus requiring extensive quality control. PRI
geocoded 68.7 percent of the database using the USC Geocoder.

Records with which the USC Geocoder was unsuccessful were secondarily geocoded using GPSVisualizer.com. Unlike other online
geocoding services, this service returned the precision of address matching, while also being easy to use, allowing batch geocoding,
and drawing upon source data other than TIGER files. Drawbacks to GPSVisualizer.com were daily limits on the number of
geocodes allowed, and vulnerability to cut-and-paste error. PRI geocoded an additional 20.5 percent of the database using
GPSVisualizer.com.

Sample validity

Of the 23,625 records sampled for surveying, 7,390 (31.3 percent) were found to be ineligible for the survey (Table 1).
Disconnected (20.1 percent) and wrong (4.9 percent) numbers comprised the majority of the invalid sample records. Other reasons
included fax lines (3.3 percent), physically or mentally unable (0.9 percent) or otherwise ineligible for the survey, such as having
one’s telephone bill paid by a third party (2.2 percent). Appendix D contains the final sample disposition.

2 More information about the USC Desktop Geocoding Client can be found at https:/ /webgis.usc.edu/Setvices/ Geocode/DesktopClient /Default.aspx
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Table 1: Survey Ineligibility

Reason for Ineligibility Frequency %
Disconnected 4,738 20.1
Wrong number 1,159 4.9
Fax line 778 3.3
Physically or mentally unable 205 0.9
Other ineligible 510 22
Total 7,390 31.3

Notifications

To improve the response rate, PRI mailed prenotification letters on PRI letterhead to all potential respondents one week prior to
dialing. The letter informed potential respondents that a) they would receive a phone call from PRI inviting them to participate in a
telephone affordability study sponsored by CPUC, b) their participation was voluntary and their responses would be kept
confidential, ¢) they could call a PRI contact person to ask questions about the study, and d) if they wished to participate, they
could reschedule the interview for a more convenient time if they could not participate during the initial call. The prenotification
letter was written in English and translated into Spanish, Chinese, and Vietnamese (Appendix E). Based on customer language
preference information included in the telephone customer database, PRI also enclosed a translated prenotification letter in the
customer’s preferred language. Customers who in response to the prenotification letters requested not to be surveyed, and those

whose returned mail indicated that they had moved or that the residence was otherwise vacant, were removed from the sample
(n=420).
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Sample implementation

The sample files were loaded into the CATT system in 5 subsets of approximately 5,000 records each (Table 2). Initial plans called
for monthly implementations of the subsets, but with a shortened data collection period from 5 months to 4 months, as well as a
quicker than expected dialing pace, PRI was able to shorten the interval between subsets by two weeks in April.
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Table 2: Sample Subset Implementation Dates

Number of Dialing Date

Records (2010)
Subset | 3,811 February 8
Subset 2 5,080 March 9
Subset 3 5,080 April 10
Subset 4 5,080 April 24
Subset 5 5,000 May 22
Total 24,051

Intetviews

Interviewer training

For a general discussion of interviewer training, please see the discussion in Chapter 4, Common Protocols and Procedures.

PRI trained 43 interviewers for this study. Of those, 9 were bilingual in English and Spanish, 4 were bilingual in English and
Cantonese and/or Mandarin, and 3 were bilingual in English and Vietnamese. 31 interviewers had prior interviewing experience
with PRI, and the remainder were new hires. On February 11, 2010 at the PRI CATT facility, the PRI CATI Manager trained the
interviewers in the background of the study, the interviewing procedures, definition of terms such as “basic telephone service” and

“universal lifeline”, and the questionnaire.
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Interviewer Monitoring

For a general discussion of interviewer monitoring, please see the discussion in Chapter 4, Common Protocols and Procedures.

Pretest

Pretest interviews were conducted on February 11, 2010. A total of 862 sample records were attempted and 58 interviews were
completed. Pretest data was reviewed by PRI staff for proper skip patterns, length of administration, and any problems associated
with the telephone interview procedures. The pretest revealed the average interview length to be 10.7 minutes. Even after
discounting the introductions and informed consent, which we estimated to be a maximum of 2 minutes long, the resulting
interview length of 8.7 minutes was longer than the 5 minutes of which prospective respondents were advised. Interviewer
feedback indicated that respondent wordiness was a primary factor in interview length. As PRI received no negative feedback from
respondents regarding the time needed to complete the survey, PRI made no changes to the instrument.

Data collection
For a general discussion of interviewer protocols, please see the discussion in Chapter 4, Common Protocols and Procedures.

The main data collection period spanned approximately 18 weeks, beginning on February 12, 2010 and ending on June 10, 2010.
Including pretest interviews, a total of 6,090 interviews were completed. The average interview length, including introductions and
informed consent, was 10.8 minutes. The final data dictionary and codebook are attached as Appendix C.

Multilingual interview preferences were lower than expected (Table 3). Of the 24,051 loaded sample cases, 1,739 cases (7 percent)
indicated a preference for Spanish, 21 cases (0 percent) a preference for Vietnamese, and only 11 cases (0 percent) a preference for
Cantonese or Mandarin. PRI recommends that future studies of the program area be limited to English and Spanish.
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Table 3: Multilingual Interview Preferences

Language Frequency %
English 15919 67
Spanish 1,739 7
Vietnamese 21 0
Cantonese or Mandarin 9 0
Other 6 0
Not specified/recorded 6,355 26
Total 24,051 100

Weighting

Weights were calculated from the sampling frame and response rate by CBG. Respondents were given a weight (named WEIGHT
in the data file) equal to the inverse of the probability of their selection. Sampling was based on known households and therefore
correction for number of phone lines, used elsewhere in this study, was unnecessary. PRI recommends that any population
analysis for the CHCF-B area be weighted on the variable WEIGHT, defined as the factor that combines adjustments
for the following:

a) differential probability of selection based on sampling frame; and

b) differential response rates based on sampling frame.
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Response Rate and Cooperation Rate

Response Rate

A response rate compares the number of completed interviews to the number of respondents qualified to participate in the study.
The response rate has been calculated using the American Association of Public Opinion Research (AAPOR) Response Rate 5
(RR5) formula.” This formula applies when there are no cases of unknown eligibility, and has been calculated as follows:

RRB= , and
(I1+P)+(R+NC+0O)

Where 1 = Complete interview,
P = Partial interview,
R = Refusal and break off,
NC = Non-contact, and
O = Other.

Response Rate 5 was thus 37.5 percent. Table 4 details these calculations.

Table 4: Response Rate 5 Calculations

6,090 =
Response Rate 5 = 37.5%
6,090 + (4,018+4,823+1,304)

¥ The American Association for Public Opinion Research. 2009. Standard Definitions: Final dispositions of case codes and outcome rates for surveys. 6” edition. Lenexa,
KS: AAPOR.
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Cooperation Rate

A cooperation rate compares the number of completed interviews to the number of eligible respondents ever contacted. The
cooperation rate has been calculated using the AAPOR Cooperation Rate 3 (COOP3) formula, which “defines those unable to do
an interview as also incapable of cooperating,” and thus excludes them from the base number of eligible respondents.* COOP3 is
calculated as follows:

COOR = !

(1+P)+R’
Where I = Complete interview,
P = Partal interview, and
R = Refusal and break off.

Cooperation Rate 3 was thus 54.3 percent. Table 5 details this calculation.

Table 5: Cooperation Rate 3 Calculation

. 6,090 =
Cooperation Rate 3 = 54.3%
(6,090 + 0) + 5,123

4 Ibid.
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Mail Survey of Households without Landline Service
Introduction

This section provides an overview of the survey methods, protocols, and procedures used to conduct the Mail Survey of
Households Without Landline Service, a study of noncustomers of traditional telephone (landline) service in the Commission’s
California High-Cost Fund-B (CHCF-B) program area. The purpose of this study was to understand reasons why noncustomers are
without telephone service, whether noncustomers are using another type of telephone service for their calling needs, and the
demographic and socioeconomic characteristics of noncustomer households.

The primary research questions include:
e For what reasons do current noncustomers not have telephone service?
e Are noncustomers using another type of telephone service for their calling needs?
e Do noncustomers know about Universal Lifeline service?

e What are the characteristics of households without basic telephone service?

The study employed a self-administered pen-and-paper survey of adult noncustomers of landline service within the CHCF-B area.
From March 25 through June 12, 2010, PRI received a total of 1,090 completed questionnaires, comprised of 324 questionnaires
from within the current revised program area, and 766 questionnaires from the areas formerly included in the CHCF-B area. To
improve survey response, most potential participants were mailed numerous notifications and offered a gift card incentive for
participation. The overall response rate was 9.8 percent.
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Methodology

The following sections describe the data collection methods and procedures which PRI undertook for the study.

Protection of Human Subjects

PRI obtained from SF State’s Office for the Protection of Human and Animal Subjects approval to conduct the research as
described in a protocol filed on October 30, 2009 and amended on December 16, 2009. Appendix A contains a copy of the
approval letter, dated December 18, 2009.

Questionnaire
Tnstrument

For the purpose of gathering information in fulfillment of the research questions, PRI researchers and CPUC staff developed a
self-administered survey instrument (Appendix B). This instrument included questions on the reasons for not having landline
service, and demographic and socioeconomic questions such as age, household income, household size, race/ethnicity, and
employment status. The instrument was expected to take approximately 5 minutes to complete. PRI designed and printed a self-
administered questionnaire on light cardstock that was designed to be folded as a postage paid mailer pre-addressed to San
Francisco State University.

Translation

To reach non-English speaking potential respondents, PRI translated the questionnaire in-house into Spanish, Chinese, and
Vietnamese. PRI employs 4.5 FTE staff persons fluent in Spanish, Chinese, and Vietnamese who have experience translating for
numerous PRI studies. To ensure translation quality, staff other than the original translators back-translated the questionnaires into
English, and all translation staff assisted in reconciling the differences between the original English instrument and the English
back-translations. Appendix B contains the Spanish, Chinese, and Vietnamese translated instruments.
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Sample

The sampling frame consisted of all households in the CHCF-B area that do not currently subscribe to landline telephone service.
PRI purchased a U.S. Postal Service (USPS) Delivery Sequence File (DSF) sample of all known residential addresses for pre-2009
and current High Cost CHCF-B areas. The DSF is a computerized file that contains all delivery-point addresses serviced by the
USPS, with the exception of general delivery. The DSF sample was provided with associated telephone numbers, where available;
all records with telephone numbers were then removed from the sample. PRI further compared the remaining addresses in the
sample against telephone company data to identify households without basic landline telephone service. From that group of
households a simple random sample of 6,000 addresses was drawn to be surveyed by mail. Each survey was assigned a unique
identifier for response rate and sample tracking. To increase response rate, PRI mailed nonresponding households a second
questionnaire with a follow up cover letter two weeks after the initial mailing. PRI offered a $20 Visa check card as an incentive to
complete and return the mail survey.

To increase the number of returned surveys from current High Cost CHCF-B areas, PRI drew and mailed questionnaires to a
second sample of 6,000 addresses in May. PRI offered a $20 Visa check card as an incentive to complete and return the mail survey
by a June 9" postmark date.

Sample validity

Of the 12,000 records sampled for surveying, 215 (1.8 percent) were found to have landline service and thus to be ineligible for the
survey. Appendix D contains the final sample disposition.

Notifications

PRI recruited the first sample of participants through a short series of mailings to potential respondents. PRI first mailed a pre-
notification letter on PRI letterhead to all randomly selected noncustomer households (Appendix E). The pre-notification letter was
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mailed in English, Spanish, Chinese, and Vietnamese to all potential respondents. The letter: a) informed potential respondents
about the study and sponsor; b) invited them to participate in the mail survey, which they were to receive within approximately two
weeks; ¢) informed them that their participation was voluntary and confidential, d) informed them that participants would receive a
$20 Visa gift card in appreciation; and e) provided them with PRI contact information should they have any questions about the
study. Included with the pre-notification letter was a postage-paid mail-back postcard for respondents to request the survey in
Spanish, Chinese, or Vietnamese (Appendix E).

Approximately two weeks after having received a pre-notification letter, households in the sample received a postage-paid mail-
back survey questionnaire (Appendix B) with a cover letter on PRI letterhead (Appendix E). English surveys were mailed to all
households except for those households which had requested a translated questionnaire. The cover letter referred to the pre-
notification letter previously sent and explained a) the study’s purpose and sponsor, b) the rights and risks of participation, c) the
voluntary and confidential nature of the study, d) that participants would receive a $20 Visa gift card, and d) that they might contact
PRI with any questions about the study. To remind respondents of the availability of translated surveys, the survey instrument itself
presented an additional opportunity for participants to request a survey in Spanish, Chinese, or Vietnamese. Each survey had a
unique identifier to allow response tracking. Participants who requested translated surveys were identified using the questionnaire’s
unique identifier.

Two weeks after the initial survey mailing, PRI mailed another questionnaire and follow-up cover letter (Appendix E) to all
potential respondents who had not mailed back surveys.

To increase the number of returned surveys from current High Cost CHCF-B areas, PRI drew and mailed questionnaires to a
second sample of 6,000 addresses in May. To the second sample PRI mailed only one postage-paid mail-back survey questionnaire
with an English/Spanish cover letter on PRI letterhead. PRI offered a $20 Visa check card as an incentive to complete and return
the mail survey by a June 9th postmark date.

Data Collection

The main data collection period spanned approximately 11 weeks, beginning on March 25, 2010 and ending on June 14, 2010. A
total of 1,090 interviews were completed, comprised of 324 questionnaires from within the current revised program area, and 766
questionnaires from the areas formerly included in the CHCF-B area. PRI collected, edited, coded, and entered all mail survey
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responses into a WinCATT database. WinCATT allowed us to track survey progress and to improve data quality by limiting the
range of responses for each question. The final data dictionary and codebook are attached as Appendix C.

Multilingual preferences were lower than expected (Table 6). Of the 12,000 loaded sample cases, 22 cases (0.1 percent) indicated a
preference for Spanish, 3 cases (0.0 percent) a preference for Chinese, and no preferences for Vietnamese. Interestingly, PRI found
that many participants who had requested a non-English questionnaire had also completed and returned the questionnaire in
English. PRI recommends that future studies of the program area be limited to English and Spanish.

Table 6: Non-English Questionnaire Preferences

Language Count Percent of
Loaded Sample

Spanish 22 0

Cantonese or Mandarin 3 0

Vietnamese 0 0

Not specified (English) 11,975 100

Total 12,000 100

Response Rate and Cooperation Rate
Response Rate

A response rate compares the number of completed interviews to the number of respondents qualified to participate in the study.
The response rate has been calculated using the American Association of Public Opinion Research (AAPOR) Response Rate 3
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(RR3) formula. This formula estimates the proportion of cases of unknown eligibility which is actually eligible, and has been
calculated as follows:
I
3= , an
(I1+P)+(R+NC +O)+e(lH +WD)

d

.o (1_0 ~ |neI|g|bIe‘orsurveyJ

totalsample
Where 1 = Complete interview,
P = Partial interview,
R = Refusal and break off,
NC = Non-contact,
O = Other,
UH = Unknown if household/occupied housing unit,
uo = Unknown, other, and
e = Estimated proportion of cases of unknown eligibility that
are eligible.

Response Rate 3 was thus 9.4 percent. Table 7 details these calculations.
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Table 7: Response Rate 3 Calculations

215
e = 1- = 098
12,000

1,090 =
Response Rate 3 = 9.4%
1,114 + 30 + 0.98(10,641)

Cooperation Rate

A cooperation rate compares the number of completed interviews to the number of eligible respondents ever contacted. In a mail
survey, the number of potential respondents with unknown eligibility, which includes those from whom nothing is ever returned, is
very high. Such nonresponse may be due to a potential respondent’s passive refusal, in/eligibility self-screening, or invalid sample,
among other reasons. Because the cooperation rate does not account for cases of unknown eligibility, mail surveys in which little is
known about the target population render it meaningless. PRI has thus not calculated a cooperation rate for this survey.
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Common Procedures and Protocols

This section describes four procedures and protocols common to two or all studies: CATI programming, interviewer training,
interviewer monitoring, and interviewer protocols.

CATI Programming

For both the Statewide Telephone Survey of California Households and the Telephone Survey of Landline Customers in California
High Cost Fund-B (CHCEF-B) Areas, the final instruments were programmed into WinCATI 4.2®, a widely used Computet-
Assisted-Telephone-Interviewing (CATT) system. CATI systems assist in the administration of standardized instruments by
automatically limiting interviewers to valid responses, displaying the script in the respondent’s language of choice, branching to
appropriate questions based on previous responses, and transferring data from each completed interview directly to a password-
protected database. Because the CATI system leads an interviewer through the survey item-by-item, displaying only appropriate
questions in the respondent’s language of choice, interviewer consistency is enhanced. CATI system administration also allows
interviewers to enter respondents’ answers, including verbatim responses to open-ended questions, directly into a database,
eliminating the need for separate record-keeping or data entry and enabling more efficient data review and reporting options. CATI
programming also displays essential survey administration instructions, such as appropriate and standardized probes, when
necessary, on an interviewer’s computer screen, and allows the interviewer to enter special notes to explain any unusual
circumstances or respondent comments that may impact the interpretation of respondent data. Although the CATI system
programming automatically rejects out-of-range values, there are times when these interviewer notes provide a basis for code
changes.

Interviewer Training

One of PRI’s central roles in both the Statewide Telephone Survey of California Households and the Telephone Survey of Landline
Customers in California High Cost Fund-B (CHCF-B) Areas involved recruiting, training, and managing a team of forty-one skilled
interviewers. PRI’s CATT facility maintains a core group of highly experienced interviewers, each of whom has participated in PRI’s
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general survey training, as well as numerous project-specific training sessions, and many of whom are bilingual. As part of their
basic survey research training, CATI interviewers receive a minimum of 4 hours of training in:

= Survey administration techniques

= Data quality, data entry and data coding procedures

* Probing techniques for response clarification

*  Computer-Assisted Telephone Interviewing (CATI) system procedures
®  Multicultural issues in data collection

® Federal regulations for the protection of human subjects

® Refusal conversion techniques

®  Opverall phone demeanor

PRI interviewer training also instructs interviewers to recognize the possibility that some participants may find questions about
their attitudes and experiences somewhat sensitive and thus result in some degree of discomfort. However, respondent reactions to
survey items are not easily predicted. Therefore, to minimize the potential for respondent discomfort, interviewers are trained to
respond to signs of distress, unease, or hesitancy to answer by emphasizing the participants’ right to refuse to answer
uncomfortable items and/or terminate the interview at any time. Additionally, as a condition of employment, all interviewers
complete an online course in the protection of human subjects provided through the National Institutes of Health (NIH). As a
final safeguard against undue respondent discomfort, pretest results, including interviewer monitoring notes, were used to revise or
remove items deemed unduly intrusive and/or improve the interviewer training.

To ensure adequate response rates, follow-up attempts to persuade those who initially decline to complete an interview (refusal
conversion) are usually necessary and are common practice in survey research. However, refusal conversion protocols must balance
respondents’ right to decline participation in research with investigators’ need to ensure sample validity. To that end, all PRI
interviewers receive training in non-coercive refusal conversion techniques, and only the most proficient interviewers are designated
as refusal conversion specialists. In addition, refusal conversion protocols delineate the most effective coding and sample handling
procedures to be used if respondents express disinterest in participation.
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To assist in converting respondents who declined to participate in the survey, interviewers attempted to ascertain and record the
reason for the refusal whenever possible and appropriate. Refusal conversion specialists then used these callback notes to assist in
their conversion efforts. Interviewers also attempted to clarify or allay any misconceptions expressed by respondents declining
participation before terminating the interview or scheduling a refusal conversion attempt.

Interviewer Monitoring

Monitoring, during which quality control supervisors listen unobtrusively to the exchange between interviewers and respondents,
allows CATI lab managers to evaluate the appropriateness of interviewer techniques, such as establishing rapport with respondents,
asking questions as scripted, probing when needed for data clarification, and recording answers accurately. During pretests, project
managers performed extensive monitoring, including approximately 30 percent of contacts made with pretest respondents. During
the main study, supervisors continued to monitor approximately 10 percent of all telephone interviews.

Monitoring is conducted only with respondents who agree to be monitored. As required by law, interviewers informed respondents
willing to participate in the study that, for quality control purposes, the interview may be monitored by managers or bilingual
supervisors. Interviewers informed supervisors before continuing with respondents who declined to be monitored, and these cases
were excluded from all monitoring procedures.

During the main study, supervisors selected interviews for monitoring on a fairly random basis, in order to ensure broad coverage
for all interviewers, with the exception that interviewers new to the project were monitored more extensively than experienced
interviewers. Monitoring conducted during practice sessions was also used to assess when interviewers were ready to be released to
live interview mode. Interviewers may also have requested monitoring assistance when encountering difficult respondents.
Supervisors included their evaluative monitoring data in periodic reports to project managers which were then used to provide
constructive feedback or additional training to interviewers, as needed.

Interview Protocols

For both the Statewide Telephone Survey of California Households and the Telephone Survey of Landline Customers in California
High Cost Fund-B (CHCE-B) Areas, active sample records received a minimum of 10 attempts in an effort to recruit hard-to-reach
respondents, ensure adequate response rates, and minimize the potential for non-response error. Cases which had completed some
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portion of the interview or which supervisors deemed at least 50 percent likely to be converted to a complete received up to 17 or
more callback attempts.

To the extent possible, interviewers scheduled callback dates and times to best match respondents’ availability. When availability
was unknown, interviewers scheduled callbacks for varying days and times. Pre-screener hang-ups and initial (soft) refusals
(respondents of unknown eligibility) received up to 2 refusal conversion attempts within 10 to 14 days from the original contact.
Post-screener initial (soft) refusals (eligible respondents) received up to 2 refusal conversion attempts based on the supervisor’s
judgment that there was at least a 50 percent chance the respondent could be converted at a later time. Call attempts that reached a
non-working, disconnected or fax tone were reattempted between 14 and 21 days from the first attempt to reach litigants with
multi-use telephone lines or whose phones may have been temporarily disconnected. A respondent who asked explicitly to be
removed from the call list for any reason received a hard refusal disposition and their interview was terminated immediately.

Standard weekday shifts were scheduled Monday through Friday from 4 pm to 9 pm, regular weekend shifts were scheduled
Saturdays and Sundays from 9 am to 1 pm with periodic late afternoon shifts, and morning shifts were scheduled as needed to
accommodate respondent callback requests. Bilingual interviewers were scheduled in staggered shifts to avoid over-contacting the
relatively few non-English speaking eligible respondents.

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



Margins of Error

Margins of error indicate the statistically expected range of variation for survey results. Selection of a probability-based sample
introduces some variation in the survey results as a random result of the sampling process; this variation is known as sampling
error. Probability theory allows one to calculate the expected margins of error which results from sampling error (Table 8).

Table 8: Estimated Margins of Error for Random Samples

Percentage Division of Replies
Unweighted sample size | 90% [ 10% | 75% 1 25% | 50% / 50%

+ + +

6100 0.8 .1 1.3
4100 1.0 1.3 1.5
2500 1.2 1.7 2.0
2000 1.3 1.9 2.2
1500 1.5 22 25
1200 1.7 25 2.8
1000 1.9 27 3.1
800 2.1 3.0 3.5
600 24 3.5 4.0
400 2.9 43 49
300 34 49 5.7
200 42 6.0 7.0
150 4.8 7.0 8.0
100 5.9 85 10.0
75 6.8 9.9 1.4
50 8.4 12.1 14.0

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



Margin of error estimates conventionally assume a 50/50 division of replies, at which the sampling error is greatest. Using the
Statewide Telephone Survey of California Households as an example, given the sample of 1,377 completed interviews, the margin
of error for a sample estimate of a population percentage is 2.6 percentage points at the 95 percent confidence level. This means
we may be 95 percent confident that the actual percentage of the population under study falls within this £2.6 percentage point
interval. For example, with a margin of error of * 2.6 percent, if 43 percent of the population provides a particular answer, we have
95 percent confidence that the “true” population percentage falls between 40.4 percent and 45.6 percent. Statistical theory indicates
that if repeated random samples of 1,377 telephone customers were drawn from the statewide sampling frame, we could expect the
corresponding percentage of the population to fall within this interval 95 percent of the time. Margins of error can vary between
specific questions and are larger for sample subgroups. For example, for the non-Hispanic white subgroup (n=637), results have a
margin of error of £3.9 percentage points, and the overall margin of error for the Hispanic subgroup (n=415) is £4.8 percentage
point with 95 percent confidence.
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Committee for the Protection of Human Subject Approval Letters

Statewide Telephone Survey of California Households

Please see next page.
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Telephone Survey of Landline Customers in California High-Cost Fund-B (CHCF-B) Areas

Please see next page.
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Mail Survey of Households Without Landline Service

Please see next page.
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Questionnaires’

Statewide Telephone Survey of California Households

SLANG 1. CONTINUE IN ENGLISH
2. CONTINUE IN SPANISH
3. CONTINUE IN CHINESE
4. CONTINUE IN VIETNAMESE

LANG Language of Interview
1. ENGLISH
2. SPANISH
3. CHINESE
4. VIETNAMESE

INTRO
Hello. My name is INTERVEWER NAME] and I'm calling from San Francisco State University on behalf of the California Public
Utilities Commission. We are conducting a confidential survey to find out about the affordability of traditional basic phone service.
Are you available to talk at this time?

1. YES, CONTINUE IN ENGLISH

2. YES, CONTINUE IN SPANISH

3. YES, CONTINUE IN MANDARIN

4. YES, CONTINUE IN CANTONESE

5. YES, CONTINUE IN VIETNAMESE

® Notification letters and post-survey thank you notes are included in Appendix C in all four language formats. They are excluded here for brevity.
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CONFIRM
Can I confirm that I have reached you on a [RESIDENTIAL LANDLINE] [CELL] phone?
IF NO, ENTER CORRECT PHONE TYPE

1. CELL PHONE

2. RESIDENTIAL LANDLINE

3. OTHER (digital, cable modem, VolP, etc.)

PTYPE and NEWPTYPE
1. CELL PHONE
2. RESIDENTIAL LANDLINE
3. OTHER (digital, cable modem, VolP, etc.)

RECRUIT

[IF CELL PHONE!]

We realize that you may be charged for the minutes you use on your cellular phone. If you choose to participate in our survey, we
will mail you a $20 VISA gift card in appreciation for completing this study.

Your name has been randomly selected from among California telephone customers for a confidential survey about telephone
service affordability. Do you have about ten minutes to talk?

[IF NOT CELL PHONE]
Your name has been randomly selected from among California telephone customers for a confidential survey about your telephone
service affordability. Do you have about ten minutes to talk?

1. CONTINUE

IRB

The survey will take approximately 10 minutes. Your participation is voluntary, and you may answer only those questions you want
to answer. You may stop at any time during the course of the survey with no penalty. Would you like to participate in the survey?
Your answers will be kept confidential, and
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there is little or no risk or benefit to you in answering these questions. May I ask you a couple of questions to see if you are eligible
to participate?
1. CONTINUE

ELIG
Great, thank you. Are you 18 or older, and knowledgeable about your phone service? (If not, is someone in your residence
available to talk who is knowledgeable/is 18 or older?) And do you cutrently live in California?

1. CONTINUE

MONITOR
For quality purposes, my supervisor may monitor this call, OK? [IF NOT OK, SIGNAL SUPERVISOR]
Thanks, and, let’s get started.

1. OK TO MONITOR

2. NOT OK TO MONITOR
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| FOR ALL RESPONDENTS

Q1
Which company is your service provider for this phone line [AREA CODE+ PHONE NUMBER}?

© N A N

O

21

22.
23.

24

. AT&T
. VERIZON [ASK VER2]

. COMCAST

. COX COMMUNICATIONS (COX DIGITAL)
. TIME_WARNER CABLE

[ASK ATT2]

MCI

. FRONTIER COMMUNICATIONS
. SUREWEST

. AT&T WIRELESS

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.

VERIZON WIRELESS

METRO PCS

SPRINT/NEXTEL

T MOBILE

US CELLULAR

CRICKET WIRELESS

WORKING ASSETS (CREDO)
ALLEGIANCE COMMUNICATIONS
CALIFORNIA COMMUNICATIONS EXCHANGE
MPOWER COMMUNICATIONS
NORTH COUNTY COMMUNICATIONS
. PAETEC COMMUNICATIONS

SBC COMMUNICATIONS

TELSCAPE

. US TELEPACIFIC CORP

25.
20.
27.
28.
29.
30.
31.
32.
33.
44,
45.
40.
47.
48.
49.
50.

VOICEPULSE

WORKING ASSETS (CREDO,LD)
NET2PHONE

PACKET 8

SKYPE

VONAGE

Access One, Inc.

Calaveras Telephone Company
California-Oregon Telephone Co
Kerman Telephone Company
Matrix Telecom, Inc.

New Cingular Wireless

Pinnacles Telephone Company
PNG Telecommunications, Inc.
Ponderosa Telephone Company
Public Communications Servs,Inc.51. Sierra Telephone

Company

52.
53.
54.
55.
87.
88.
99.

Siskiyou Telephone Company
Verizon West Coast Incorporated
Volcano Telephone Company
Winterhaven Telephone Company
OTHER PROVIDER: Q10TH:
DONT KNOW

REFUSED

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



[IF Q1 =1]

ATT

Do you get your phone service through AT&T U-verse digital service?
1. YES
2. NO (ILEC served)

[IF Q1 = 2]

VER

Do you get your service through Verizon FiOS digital service?
1. YES
2.NO (ILEC served)

[IF NEWPTYPE > 1, SKIP TO Q3]

| FOR RESPONDENTS ON A CELL PHONE

Q2
In addition to your cell phone service, do you have residential landline phone service or other non-cell phone service in your home?
1. YES
2.NO [SKIP TO Q17]
88. DON’T KNOW  [SKIP TO Q17]
99. REFUSED [SKIP TO Q17]
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CELLONLY
Cell Phone Only Respondent

0. NO
1. YES

Q2A

What company provides service for your residential landline phone service or other non-cell phone service in your home?

1.
2.
3.

4. COX COMMUNICATIONS (COX DIGITAL)

5.
6

7.
8.

9.

AT&T
VERIZON
COMCAST

TIME_WARNER CABLE

. MCI

FRONTIER COMMUNICATIONS
SUREWEST

ALLEGIANCE COMMUNICATIONS

. CALIFORNIA COMMS. EXCHANGE
. MPOWER COMMUNICATIONS
.NORTH COUNTY COMMUNICATIONS
. PAETEC COMMUNICATIONS

. SBC COMMUNICATIONS

. TELSCAPE

. US TELEPACIFIC CORP

. VOICEPULSE

. WORKING ASSETS (CREDO, LD)

. NET2PHONE

.PACKET 8

. SKYPE

. VONAGE

46.
47.
48.
49.
50.
51.
52.
87.
88.
99.

New Cingular Wireless

Pinnacles Telephone Company
PNG Telecommunications, Inc.
Ponderosa Telephone Company
Public Communications Servs,Inc.
Sierra Telephone Company
Siskiyou Telephone Company
OTHER PROVIDER: Q2AOTH:
DON'T KNOW

REFUSED
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[IF Q2A = 1]

ATT2
Do you get your phone service through AT&T U-verse digital service?
1. YES
2.NO (ILEC =1)
[IF Q2A = 2]
VER2
Do you get your service through Verizon FiOS digital service?
1. YES
2.NO (ILEC =1)
ILEC
Receive Service From ILEC Provider
0. NO
1. YES
DIGITAL
Digital Service
0. NO
1. YES

| FOR ALL RESPONDENTS WITH LANDLINE SERVICE

Q3

Which of the following services are also included in your residential landline bill?
[READ LIST. SELECT ALL THAT APPLY]

Q3_1. DSLL. OR BROADBAND INTERNET SERVICE

Q3_2. TELEVISION SERVICE
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Q3_3. LONG DISTANCE SERVICE
Q3_4. ADDITONAL LINES OR A CELLULAR PLAN
Q3_5. FEATURES, E.G. VOICE MAIL, CALL FORWARDING, ETC.
Q3_6. NONE OF THE ABOVE
Q3_88. DON’T KNOW
Q3_99. REFUSED
0 = NOT SELECTED

1 =SELECTED
Q4
Approximately how much was last month’s total residential landline bill? Just your best estimate. $ .
8888 = DON’T KNOW [SKIP TO Q5A]
9999 = REFUSED  [SKIP TO Q5A]
Q5
Was the bill amount typical for this line?
1. YES [SKIP TO Q6]
2. NO [SKIP TO Q5A]
88. DON’T KNOW  [SKIP TO Q6]
99. REFUSED [SKIP TO Q6]
Q5A
How much is a typical bill for this line?
S . __

8888 = DONT KNOW
9999 = REFUSED
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Q6TYP
Typical Residential Landline Bill

Qo6
Do you find this amount [Q6TYP] affordable?
[IF Q6TYP = 0, 8888, OR 9999:] Do you find the amount of your typical bill affordable?
1. YES, AFFORDABLE
2. NO, NOT AFFORDABLE
88. DON’T KNOW
99. REFUSED

l FOR ALL RESPONDENTS WITH ILEC PROVIDER SERVICE. IF ILEC = 0, SKIP TO Q15

Q7

Are you currently enrolled in the California LifeLine Telephone Program? This program provides discounted basic landline
telephone services to eligible California households.

1. YES [SKIP TO Q9]

2. NO

88. DON’T KNOW

99. REFUSED

LIFE

Current Lifeline Customer
0. NO
1. YES
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Q8

If you are not currently enrolled in this program, have you heard of it?

1. YES [SKIP TO Q10]
2.NO [SKIP TO Q10]
88. DON’T KNOW  [SKIP TO Q10]
99. REFUSED [SKIP TO Q10]

Q9
The current rates for households with California Lifeline telephone service ranges from about 4 to about 7 dollars per month. If
these rates were to increase, what would be the maximum rate you would pay before you would disconnect this phone service?

$____.__

7777. No matter the increase, I would not change service [SKIP TO Q10]
8888. DON'T KNOW [SKIP TO Q10]

9999. REFUSED [SKIP TO Q10]

QY%A
Would you choose to disconnect this phone service at the rate increase up to ${Q9] because you cannot afford the cost or because
it’s not worth the cost to you?

1. CANNOT AFFORD THE COST

2. NOT WORTH THE COST

3. BOTH

4. OTHER

88. DONT KNOW

99. REFUSED
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Q9B
Would phone service at the rate increase up to $[Q9] cause you to use or switch to another type of phone service? (such as cellular,
digital phone service, Voice over IP)

1. YES, DEFINITELY

2. MAYBE YES

3. MAYBE NOT

4. NO

88. DON’T KNOW

99. REFUSED
Q10
Now, you told me that your typical total phone bill amount, including fees, taxes, and charges for extra services, is [Q6TYP]. If this
rate were to increase, what would be the maximum rate you would pay before you would change your current service?

$__ . __

7777. No matter the increase, I would not change service [SKIP TO Q13]
8888. DONT KNOW [SKIP TO Q13]

9999. REFUSED [SKIP TO Q13]

Q10A
If your total bill rose to $[Q10], would you be likely to drop or eliminate [EACH SERVICE FROM Q3 AND BASIC SERVICE]
from your service package?

1. LIKELY

2. NOT LIKELY

88. DON’T KNOW

99. REFUSED
Q10A_A The basic phone service [IF LIKELY, ASK Q11 AND Q12]
Q10A_B DSL or broadband internet service [SKIP TO Q13]
Q10A_C Television service [SKIP TO Q13]
Q10A_D Long distance service [SKIP TO Q13]
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Q10A_E Additional lines or a cellular plan [SKIP TO Q13]
Q10A_F Features, e.g. voice mail, call forwarding, etc. [SKIP TO Q13]

[IF RESPONDENT ANSWERED Q9A AND Q9B, SKIP TO Q13]

Q11
Would you choose to disconnect your phone service at ${Q10] because you cannot afford the cost or because it’s not worth the
cost to you?

1. CANNOT AFFORD THE COST

2. NOT WORTH THE COST

3. BOTH

4. OTHER REASON

88. DON’T KNOW

99. REFUSED
Q12
Would a total bill increase to ${Q10] cause you to use or switch to another type of phone service? (such as cellular, digital phone
service, VoIP) [READ LIST]

1. YES, DEFINITELY

2. MAYBE YES

3. MAYBE NOT

4. NO

99. REFUSED
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‘ FOR RESPONDENTS WITH ILEC-SERVED LANDLINE. IF ILEC = 0, SKIP TO Q15

Q13
Now I’'m going to ask you some questions about residential landline phone service affordability. Do any of the following make this
service hard for you to afford? Please answer yes or no to each. (Does this make landline telephone service hard for you to afford?)
1. YES
2.NO
88. DON’T KNOW
99. REFUSED
Q13_A The cost of long distance or international calling.
Q13_B The tendency to talk on the phone too long or to make too many calls. NOT FOR DIGITAL]
Q13_C That you can’t control how other people use your phone.
Q13_D The cost of extra services like Call Waiting. [NOT FOR DIGITAL]
Q13_E The monthly charge for local phone service.
Q13_F Fees, taxes, and surcharges.
Q13_G Are there any other reasons that make telephone service hard to afford? Q130TH:

Q14
Since January 1, 2009, has the phone company disconnected your residential landline because you could not afford to pay the bill?
1. YES
2.NO
88. DON’'T KNOW
99. REFUSED
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| FOR RESPONDENTS WITH DIGITAL LANDLINE SERVICE. IF NOT DIGITAL + LANDLINE, SKIP TO Q16

Q15

Have you heard of the California LifeLine Telephone Program? The program provides discounted basic landline telephone services
to eligible California households.

1. YES [SKIP TO Q16]
2.NO [SKIP TO Q16]
88. DON’T KNOW  [SKIP TO Q16
99. REFUSED [SKIP TO Q16]

Q15A
If you knew that you could qualify for this program, would it motivate you to have traditional landline phone service in your
household?

1. YES

2.NO

88. DON’T KNOW

99. REFUSED

| FOR RESPONDENTS ON LANDLINE. IF RESPONDENT ON CELL PHONE, SKIP TO Q17

Q16

Does anyone in your household, including yourself, currently have a wireless or cell phone?
Q16_1 YES, ME

Q16_2 YES, OTHER HOUSEHOLD MEMBER

Q16_3 NO

Q16_88 DON’T KNOW
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Q16_99 REFUSED
0 = NOT SELECTED
1 =SELECTED

LANDONLY

Landline Only Household
0.NO
1. YES

FOR RESPONDENTS WITH CELL OR DIGITAL SERVICE. IF Q3 = 1 OR PROVIDER IS VERIZON FiOS OR AT&T U-
VERSE, SKIP TO Q18

Q17
Does anyone in your household have a broadband or high speed internet connection? (Such as DSL, cable modem, or satellite
internet.)

1. YES

2.NO

88. DON’T KNOW

99. REFUSED

Q18

How many people in this household, including you, rely on your residential landline number?

88. DON’T KNOW
99. REFUSED

Q19

If your home telephone service was disconnected, how would you make calls? (Are there any other phones you would use?) [DO
NOT READ. SELECT ALL THAT APPLY]
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Q19 1 A CELL PHONE
Q19_2 INTERNET OR DIGITAL SERVICE OR VOICE OVER IP (VONAGE, SKYPE, COMCAST, TIME WARNER)
Q19 3 A FRIEND, NEIGHBOR, OR A RELATIVE’S PHONE
Q19 4 A PUBLIC PAY PHONE
Q19 5 A PHONE AT WORK
Q19_6 PRE-PAID PHONE CARDS
Q19_7 SOME OTHER PHONE (DESCRIBE): Q190TH:
Q19_8 WOULDN’T USE A PHONE
Q19_88 DON’T KNOW
Q19 99 REFUSED
0 = NOT SELECTED
1 = SELECTED

| FOR RESPONDENTS ON A CELL PHONE. IF NEWPTYPE # 1, SKIP TO Q31.

Q20
Does your wireless phone service bill include charges for additional phones such as those included in a “family plan”?
1. YES
2.NO
88. DON’T KNOW
99. REFUSED
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Q21

Besides the phone you use, how many phones are on your cellular service plan?
0. NO OTHER PHONES / USERS
1.1

2.2
3.3
4.4
5.5 OR MORE
88. DON’T KNOW
99. REFUSED

TOTCELL
Number of Phones on Cell Service Plan

Q22

Last month, about how much was your total bill for your cellular service? (Just your best estimate.) $__ _ _._ _
8888 = DON’T KNOW
[SKIP TO Q24]
9999 = REFUSED

[SKIP TO Q24|

Q23

Was the amount of that cell phone bill typical for this line?
1. YES [SKIP TO Q25]
2.NO

88. DON’T KNOW [SKIP TO Q25]
99. REFUSED [SKIP TO Q25]

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



Q24
How much is a typical bill for this line? $ .

8888 = DONT KNOW
9999 = REFUSED

Q25TYP
Typical Wireless Bill

Q25
Do you find the amount of your typical bill [Q25TYP] affordable?
[IF NO Q25TYP:] Do you find the amount of your typical bill affordable?
1. YES, AFFORDABLE
2. NO, NOT AFFORDABLE
88. DON’T KNOW
99. REFUSED

Q26
Does your cellular plan include a data plan?
1. YES
2.NO
88. DON’T KNOW
99. REFUSED
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‘ FOR CELL-ONLY RESPONDENTS. IF LANDLINE ONLY OR LANDLINE + CELL SERVICE, SKIP TO Q31

Q27
Have you heard of the California LifeLine Telephone Program? The program provides discounted basic landline telephone services
to eligible California households.

1. YES

2.NO

88. DON’T KNOW

99. REFUSED

Q28
If you knew that you could qualify for this program, would it motivate you to have residential landline phone service in your
household?

1. YES

2.NO

88. DON’T KNOW

99. REFUSED

Q29
What are the most important reasons why you choose 7oz to have landline service at your home? [DO NOT READ. SELECT ALL
THAT APPLY]
Q29_1 WIRELESS IS MORE CONVENIENT
Q29_2 CAN’T AFFORD BOTH LANDLINE AND WIRELESS SERVICE
Q29_3 WIRELESS COSTS LESS
Q29_4 DON’T NEED LANDLINE SERVICE
Q29_5 LANDLINE SERVICE IS NOT AVAILABLE IN MY HOME AREA
Q29_6 OTHER REASON (SPECIFY): Q290TH:
Q29_88 DONT KNOW
Q29_99 REFUSED
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0 =NOT SELECTED

1 =SELECTED
Q30
How likely is it that you will consider having landline service in your home within the next 12 months?
1. LIKELY [SKIP TO Q33]
2. NOT LIKELY [SKIP TO Q33]
88. DON’T KNOW  [SKIP TO Q33]
99. REFUSED [SKIP TO Q33]

| FOR RESPONDENTS WITH LANDLINE OR LANDLINE + CELL SERVICE

Q31
What are the most important reasons why you choose to keep your residential landline? [DO NOT READ. SELECT ALL THAT
APPLY]
Q31_1 IT°S MY PRIMARY LINE
Q31_2 CONVENIENCE
Q31_3 VALUABLE
Q31_4 AFFORDABLE
Q31_5 NEED IT FOR DSL. BROADBAND
Q31_6 COMES WITH MY CABLE PACKAGE
Q31_7 FOR 911 ACCESS
Q31_8 RELIABILITY
Q31_9 RECEPTION IS BETTER THAN CELL SERVICE
Q31_10 I CAN'T AFFORD OTHER SERVICES
Q31_11 OTHER (SPECIFY): Q310TH:
Q31_88 DON’T KNOW
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Q31 99 REFUSED
0 = NOT SELECTED

1 =SELECTED
Q32
How likely is it that you will still have your residential landline phone 12 months from now?
1. LIKELY [SKIP TO Q33]
2. NOT LIKELY
88. DON’T KNOW. ................ [SKIP TO Q33]
99. REFUSED  [SKIP TO Q33]
Q32A

Why do you think you won’t have your residential landline phone 12 months from now? [DO NOT READ]
1.1 CAN'T AFFORD IT
2.1 CAN AFFORD IT BUT I THINK IT’S TOO EXPENSIVE
3.IDON’T USE/NEED IT
4. OTHER REASON (SPECIFY): Q32AO0TH:
88. DON'T KNOW
99 REFUSED
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| DEMOGRAPHIC QUESTIONS FOR ALL RESPONDENTS

Q33
And finally, I will ask you some questions that will help us know how well our survey represents all Californians. Again, your
responses are completely confidential. How many people currently live in your household, including yourself?
1.1 JUST ME)
2.2
3.3
4.4
5.5 OR MORE

88. DON’T KNOW
99. REFUSE

Q34
Which of the following best describes your total gross annual household income, before taxes?
[READ LIST. STOP WHERE RESPONDENT ANSWERS YES]
1. $24,000 or less
2. $24,001 - $34,000
3. $34,001 - $39,800
4. $39,801 — $50,000
5. $50,001 - $75,000
6. Over $75,000
88. DON’T KNOW
99. REFUSE
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Q35
Is your age within one of the following categories?
1. 18 to 29 years of age
2. 30 to 39 years
3. 40 to 59 years
4. 60 years or older

88. DON’T KNOW

99. REFUSED
Q36
Please tell us what your racial or ethnic background is. Are you white, black or African American, Hispanic or Latino, Asian Pacific
Islander, Native American Indian, or a member of another race? [SELECT ALL THAT APPLY]
Q36_1 WHITE

Q36_2 BLACK OR AFRICAN AMERICAN
Q36_3 HISPANIC/LATINO
Q36_4 ASIAN AMERICAN/PACIFIC ISLANDER
Q36_5 NATIVE AMERICAN INDIAN OR ALASKAN NATIVE
Q36_6 OTHER (SPECIFY): Q360TH:
Q36_88 DON’T KNOW
Q36_99 REFUSED
0 = NOT SELECTED

1 =SELECTED
Q37
Are you currently employed?

1. YES

2.NO

3. OTHER (RETIRED, STUDENT, HOMEMAKER, DISABLED)
88. DONT KNOW
99. REFUSED
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CLOSING FOR RESPONDENTS ON A CELL PHONE ‘

Our survey is complete. Thank you for your participation. Please provide a name and mailing address where I can send your $20
VISA gift card. We will only use the information to send you your gift card and will not store this information with your survey
responses.

First name:

Last name:

Mailing address: [CONFIRM ADDRESS]

Great, your card should arrive at the address you provided within ten business days. If you have any questions about this study you
can contact the principal investigator, Gerald Eisman. Would you like his contact information?

IF YES: You can reach Dr. Eisman at 415-338-2978. [IF NEEDED:] You may also contact the Office of the Committee for the
Protection of Human Subjects at SF State University, 254 Administration Bldg,1600 Holloway Avenue, San Francisco, CA 94132,
phone: 415-338-1093. email: protocol@sfsu.edu . Thank you again. Have a nice day/evening

CLOSING FOR RESPONDENTS ON A LANDLINE PHONE

Our survey is complete. Thank you for your participation. If you have any questions about this study you can contact the principal
investigator, Gerald Eisman. Would you like his contact information?

IF YES: You can reach Dr. Eisman at 415-338-2978. [IF NEEDED:] You may also contact the Office of the Committee for the

Protection of Human Subjects at SF State University, 254 Administration Bldg,1600 Holloway Avenue, San Francisco, CA 94132,
phone: 415-338-1093. email: protocol@sfsu.edu . Thank you again and have a nice day/evening.
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DISPO
Final Sample Disposition Code
40. Wireless Complete
41. Landline (non-Lifeline)
42. LifeLine Customer Complete
400. Wireless Partial Complete
410. Landline Partial Complete
420. Lifeline Customer Partial Complete

ELAPSED
Length of Interview in Minutes

LIFE
Current Lifeline Customer
0. NO
1. YES
SAMPLE

1. FROM WIRELESS SAMPLE
2. FROM LANDLINE SAMPLE
3. FROM LIFELINE SAMPLE
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SPANISH LANGUAGE SCRIPT

INTRO

Hola, mi nombre es INTERVIEWER NAME] y estoy llamando de la Universidad Estatal de San Francisco de parte de la
Comision de Utilidades Publicas de California. Estamos conduciendo una entrevista para saber mas acerca de la asequibilidad del
servicio telefénico basico.

¢Puedo confirmar que le he llamado a un [TELEFONO RESIDENCIAL] [TELEFONO CELULAR]?
1. TELEFONO CELULAR

2. TELEFONO RESIDENCIAL

3. OTRO (digital, cable modem, VoIP, etc.)

IF CELL PHONE:

Nos damos cuenta que a usted le pudieran cobrar por los minutos que usted usa en su teléfono celular. Si usted decide participar
en nuestra encuesta, le enviaremos una tarjeta de regalo VISA con $20 en agradecimiento por completar este estudio.

IF RESIDENTIAL LANDLINE OR OTHER PHONE (AS DESCRIBED ABOVE):

Su nombre ha sido seleccionado al azar entre los clientes de teléfono en California para una encuesta confidencial acerca del
servicio telefénico asequible. ¢ Tiene aproximadamente 10 minutos para hablar conmigo?

IF YES, WILL TALK NOW:

La encuesta toma aproximadamente 10 minutos de su tiempo. Su participacion es voluntaria, usted puede contestar solamente las
preguntas que usted quiera contestar. Usted puede parar en cualquier momento durante el curso de la encuesta sin ninguna
consecuencia. ¢Le gustaria participar en la encuesta? Sus respuestas se mantendran confidenciales y hay muy poco o nada de riesgo
o beneficio para usted por responder estas preguntas.

¢Le puedo hacer un par de preguntas para ver si es elegible para participar?

IF YES: Bien, gracias. ¢Tiene usted 18 aflos o mas y esta informado acerca de su servicio teleféonico? (Sino, ¢Hay alguien en casa
que esté disponible para hablar conmigo que este informado y que tenga 18 afios o mas?)
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MONITOR
Para el propésito de calidad, mi supervisor podria monitorear esta llamada, ¢Esta bien?
Gracias, comencemos.

Q1

¢Cual compaifiia es su proveedor de servicio para esta linea telefénica? [AREA CODE + PHONE NUMBER)?

ATT

¢Obtiene su servicio por AT&T U-verse servicio digital?
18I
2 NO (ILEC served)

VER

¢Obtiene su servicio por Verizon FiOS servicio digital?
18I
2 NO (ILEC served)

Q2.

Ademas de su servicio telefonico celular, gtiene servicio telefonico residencial u otro servicio telefénico en su hogar que no sea
celular?

18I

2NO

Q2a.

¢Qué compafiia le provee servicio en su hogar para su linea residencial u otro servicio telefénico que no sea celular?
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ATT2

¢Obtiene su servicio telefonico por AT&T U-verse servicio digital?
18I
2 NO (ILEC served)

VER2

¢Obtiene su servicio por Verizon FiOS servicio digital?
18I
2 NO (ILEC served)

Q3.
¢Cuales de los siguientes servicios estan incluidos en su factura?
LEER OPCIONES, SELECCIONAR TODO LO QUE APLIQUE
1.DSL o servicio de internet Banda Ancha
2. Servicio de television
3. Servicio de larga distancia
4. Lineas adicionales o un plan de celular
5. Otros servicios como buzon o transferir llamadas
6. Ninguno de estos

Q4.

Aproximadamente, ;Cuanto fue el total de la factura del mes pasado? Por favor proporcione su mejor aproximado.

Q5.

¢Fue normal la cantidad de la factura para esta linea?
18I
2NO
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Q5a.

¢Cuanto es una factura normal para esta linea?

Qo.

¢Usted encuentra esta cantidad [FROM 4, o 5a, asequible?
1 SI, ASEQUIBLE
2NO, NO ES ASEQUIBLE

Q7.

¢Esta usted actualmente en la lista del Programa Telefonico Lifeline de California? Este programa provee descuento de servicio
telefonico basico residencial a hogares elegibles en California.

181
2NO
Qs.
Si usted no esta inscrito actualmente en este programa, ¢ah oido hablar de el?
1. 81
2.NO
Q.

La tarifa actual para hogares con California Lifeline es de 4 a 7 dolares al mes, aproximadamente. Si las tarifas aumentaran, ;cuanto

seria lo maximo que usted pagaria antes de desconectar este servicio telefénico?
7777 NO IMPORTA EL AUMENTO, NO CAMBIARIA EL SERVICIO
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Q9a.

¢Elegirfa desconectar esté servicio telefonico si la tarifa aumentara a § [FROMQ9] porque (1) no puede pagar el costo o (2) porque
para usted el costo no vale la pena?

1 NO PUEDO PAGAR EL COSTO

2 EL COSTO NO VALE LA PENA

3 AMBOS

4 OTRO

Q9.
Un aumento en la tarifa local basica a § [FROM Q9] ¢serfa motivo para que usted use o cambie a otro tipo de servicio telefénico?
[PROBE: como a celular, servicio telefonico digital, Voice over IP)

1 SI DEFINITIVAMENTE

2TAL VEZ SI

3TAL VEZ NO

4 NO

Q10.

Me dijo que la cantidad de su factura total tipica, incluyendo tarifa, impuestos, y cargos por servicios extra es [FROM Q4 OR Qb5a].
Si esta tarifa aumentara, ¢Cual serfa la tarifa maxima que usted pagarfa antes de cambiar su servicio actual?
CANTIDAD TOTAL DE TARIFA
7777 NO IMPORTA EL AUMENTO, NO CAMBIARIA EL SERVICIO
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Q10a
Si su tarifa total aumentara a § [FROM Q10], :Qué tan probable serfa que elimine [EACH SERVICE FROM Q3, PLUS BASIC
PHONE SERVICE] del paquete de su servicio?
1 PROBABLEMENTE
2 NO PROBABLE
A. El servicio telefénico basico
B. DSL o servicio de internet banda ancha
C. Servicio de television
D. Servicio de larga distancia
E. Lineas adicionales o plan de celular
F. Servicios como Buzdn, transferir llamadas, etc.

Qll.

¢Elegirfa desconectar su servicio telefénico si la tarifa aumenta a § [FROMQ10] porque no puede pagar el costo o porque para
usted el costo no vale la pena?

1 NO PUEDO CON EL COSTO

2 EL COSTO NO VALE LA PENA

3 AMBOS

4 OTRA RAZON

Q12.

Un aumento total en su tarifa a § [FROM Q10] ¢serfa motivo para que usted use o cambie a otro tipo de servicio telefénico?
[PROBE: como a celular, servicio telefénico digital, Voice over IP)

1 SI, DEFINITIVAMENTE

2TAL VEZ SI

3TAL VEZ NO

4 NO
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Q13.
Ahora le voy hacer algunas preguntas acerca de la asequibilidad econémica del servicio telefénico residencial. ¢Alguno de los
siguientes hace dificil para que usted pague el servicio telefénico? Por favor responda si, o no a cada una. ;Hace esto dificil para
pagar el servicio telefénico residencial? (PROBE: ¢Hace esto dificil para pagar el servicio telefénico?)
18I
2NO
A. El costo de llamadas a larga distancia.
B. La tendencia de hablar por teléfono por largo tiempo o hacer demasiadas llamadas. C. Usted no puede controlar
como otras personas usan su teléfono.
D. El costo de servicios extra como ILlamadas de Espera
E. La tarifa mensual por el servicio telefénico local.
F. Cargos, impuestos y recargos.
G. ¢Hay algunas otras razones que hacen dificil pagar el servicio telefénico? (SPECIFY)

Ql4.

Desde enero 1, 2009, ¢La compafifa de teléfono a desconectado esta linea telefénica porque usted no pudo pagar la cuenta?

Q15
¢Ha oido hablar del Programa Telefénico Lifeline de California? El programa ofrece descuentos telefénicos de servicios basicos
fijos a los hogares elegibles de California.

Q15a

Si usted supiera que podria calificar para este programa, ;LL.e motivaria a que usted tenga el servicio telefénico residencial landline
en su hogar?
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Q1e.

¢Alguien en su hogar, incluyendo usted, tienen actualmente un teléfono inalambrico o un celular?
1SL,YO
2 SI, OTROS MIEMBROS DEL HOGAR
3NO

Q17.
¢Alguien en su hogar tienen banda ancha o conexién de alta velocidad a internet? (PROBE: Como DSL, cable modem, o satellite
internet)

Qis.

¢Cuantas personas en este hogar, incluyendo usted cuentan con su numero telefénico residencial?

Q19
Si su servicio telefénico fuera desconectado, ¢como harfa sus llamadas? (PROBE: ¢;Hay algunos otros teléfonos los cuales usted
usarfa?) [SELECCIONE TODOS LOS APLIQUEN]
1. Un teléfono celular
2. INTERNET O servicio telefénico digital o voz sobre IP (Vonage, Skype, Comcast, Time Warner)
3. Teléfono de un amigo, vecino o un pariente
4. un teléfono publico
5. UN TELEFONO EN EL TRABAJO
6. TRJETAS TELEFONICAS PRE PAGADAS
7. OTRO TELEFONO (DESCRIBA)
8. NO USARIA TELEFONO

Q20.

:1.a facture de su servicio telefénico inalambrico incluye cargos por teléfonos adicionales como los que incluyen “plan familiar?”
d Y f24 Y
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Q21.

Ademas del teléfono que usted utiliza, ¢cuantos teléfonos estan en su plan de servicio celular?
0 NO HAY OTROS TELEFONOS/USUARIOS
550 MAS

Q22.
El mes pasado, ¢cuanto fue la factura total de [PROVEEDOR DE SERVICIOS] [por su servicio telefénico celular]? (PROBE:

Sélo su mejor estimacion)

Q23

¢Fue la cantidad de la factura de su teléfono celular tipica para esta linea?

Q24.

¢Cuanto es una factura tipica para esta linea?

Q25.

¢Le parece asequible la cantidad tipica total de la factura que usted acaba de proporcionar por su factura del celular? [DE Q24 o
Q26],

1 SI, ASEQUIBLE

2NO, NO ES ASEQUIBLE

Q26.

¢Incluye su plan de celular un plan de datos?

Q27.

¢Ha oido hablar del Programa Telefénico Lifeline de California? El programa ofrece descuentos telefénicos de servicios basicos
fijos a los hogares elegibles de California.
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Q28.

Si usted supiera que podria calificar para este programa, ¢I.e motivaria a que usted tenga el servicio telefénico residencial landline
en su hogar?

Q29.

¢Cuales son las razones mas importantes por las que usted elije NO tener servicio telefonico residencial en su casa?
1 INALAMBRICO ES MAS CONVENIENTE
2 NO PUEDE PAGAR LOS DOS SERVICIOS EL FIJO Y EL INALAMBRICO
3 INALAMBRICO CUESTA MENOS
4 NO NECESITA DE SERVICIO FIJO
5 SERVICIO DE TELEFONO FIJO NO ESTA DISPONIBLE EN MI REGION
6 OTRA RAZON (ESPECIFIQUE):

Q30.

¢Qué tan probable es que usted considere la posibilidad de tener servicio de linea fija en su hogar en los préximos 12 meses?
1PROBABLEMENTE
2NO MUY PROBABLE

Q31.

¢Cuales son las razones mas importantes por las que opta por conservar su linea fija residencial?
1 ES MI LINIA PRINCIPAL
2CONVENENCIA
3 VALIOSA
4 ASEQUIBLE
5 NECESITA PARA DSL'Y BANDA ANCHA
6 VIENE CON EL PAQUETE DE MI CABLE
7 PARA ACCESO A 911
8 CONFIABILIDAD
9 MEJOR RECEPCION QUE EL SERVICIO DE TELEFONO CELULAR
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10 INO PUEDE PAGAR OTROS SERVICIOS
11 OTRAS RAZONES (ESPECIFIQUE):
Q32.
¢Qué tan probable es que usted todavia tenga su linea telefonica residencial en 12 meses a partir de ahora?
1 PROBABLE
2NO MUY PROBABLE

Q32a.
¢Por qué cree que no tendra su linea telefénica residencial en 12 meses a partir de ahora?
1 NO PUEDO PAGARLO
2 LO PUEDO PAGAR PAGAR, PERO CREO QUE ES DEMACIADO CARO
3 NO LO USO/NECECITO
4 OTRAS RAZONES (ESPECIFIQUE):

Finalmente, le hare unas preguntas que nos ayudaran a conocer que tan bien nuestra encuesta representa a todos los Californianos.
De nuevo, sus respuestas son completamente confidenciales.

Q33.

¢Cuantas personas viven actualmente en su hogar, incluyendo usted?
1 1 (SOLO YO)
22
33
44
550 MAS
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Q34.
¢Cual de los siguiente mejor describe el ingreso total anual de su hogar antes de impuestos?
1 $24,000 o menos
2 $24,001 - $34,000
3 $34,001 - $39,800
4 $39,801 — $50,000
5 $50,001 - $75,000
6 Mis de $75,000

Q35.

¢Esta su edad en una de las siguientes categorias?
1 Entre 18 a 28 afios de edad
2 Entre 30 a 39 anos de edad
3 Entre 40 a 59 afios de edad
4 60 afios o mas

Q36.

Por favor diganos cual es su raza étnica o antecedente. ¢Es usted blanco. Negro a Africano Americano, Hispano o Latino, Asiatico,
de las Islas del Pacifico, Indio Nativo Americano, o miembro de otra raza?

1 BLANCO

2 NEGRO O AFRICANO AMERICANO

3 HISPANO/LATINO

4 ASIATICO AMERICANO/ISLENO DEL PACIFICO

5 INDIO NATIVO AMERICANO O NATIVO DE ALASKA

6 OTRO (ESPECIFIQUE):

Q37.

¢Esta usted empleado actualmente?
3 OTRO (JUVILADO, ESTUDIANTE, AMA DE CASA, DISCAPACITADO)
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Nuestra encuesta esta completa. Gracias por su participacion. Por favor proporcione el nombre y direccion donde le puedo enviar
su tarjeta VISA de regalo con $20. Solamente utilizaremos la informacion para enviarle su tarjeta de regalo y no guardaremos esta
informacién con sus respuestas de la encuesta.

Nombre: Apellido: Direccién:

Bien, su tarjeta debe llegar a la direccion que nos ha proporcionado dentro de diez dias habiles.
Si usted tiene alguna pregunta acerca de este estudio, puede comunicarse con el investigador principal, Gerald Eisman, ¢Gustaria
que le proporcione la informacién de contacto de el?

IF YES: Puede comunicarse con el Dr. Eisman al 415-338-2978. [IF NEEDED] También puede comunicarse con la Oficina del
Comité para Proteccion de Sujetos Humanos en la Universidad Estatal de San Francisco, 254 Administration Bldg. 1600 Holloway
Avenue, San Francisco, CA 94132, teléfono: 415 — 338-1093. Cotreo electronico: protocol@sfsu.edu . Gracias y que tenga buen
dia/tarde. Bueno, gracias de nuevo. Que tengo buen dia/tarde

Nuestra encuesta esta completa. Gracias por su participacién. Si usted tiene alguna pregunta acerca de este estudio, puede
comunicarse con el investigador principal, Gerald Eisman. ¢Le gustaria que le proporcione la informaciéon de contacto de el?

IF YES: Puede comunicarse con el Dr. Eisman al 415-338-2978. [IF NEEDED] Tambien puede comunicarse con la Oficina del
Comité para Proteccion de Sujetos Humanos en la Universidad Estatal de San Francisco, 254 Administration Bldg. 1600 Holloway
Avenue, San Francisco, CA 94132, teléfono: 415 — 338-1093. Cotreo electrénico: protocol@sfsu.edu . Gracias y que tenga buen
dia/tarde.

Bueno, gracias de nuevo. Que tenga buen dia/tarde.

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -


mailto:protocol@sfsu.edu
mailto:protocol@sfsu.edu

This page intentionally left blank

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



VIETNAMESE LANGUAGE SCRIPT

INTRO

Xin chao. T6i tén la [INTERVIEWER NAME] va t6i goi tir trwérng Pai Hoc San Francisco thay mét cho Uy Ban Tién ich Céng
Cong California (California Public Utilities Commission, CPUC). Chuing t6i dang tién hanh 1 cudc thdm do y kién bao mat dé
tim hiéu vé kha nang chi tra cta dich vu dién thoai nha loai c&n ban. Xin hdi quy vi tdi ¢ thé néi chuyén véi quy vi bay gidy
duwoc khéng?

Toi mudn khang dinh lai cé phai téi da goi cho quy vi & sbé [DIEN THOAI NHA] [PIEN THOAI CAM TAY] khéng?
1. PIEN THOAI CAM TAY
2. PIEN THOAI NHA
3. NHO’NG CAI KHAC (digital, cable modem, VolIP, etc.)

IF CELL PHONE:

Chung tdi biét rang quy vi phai tra tién cho nhirng phut st dung dién thoai cadm tay cta quy vi. Néu quy vi déng y
tham gia vao cudc cudc tham do y kién nay, ching téi sé géi cho quy vi 1 VISA mua qua trj gia $20 dé té long biét
on quy vi da lam xong ban tham do y kién.

IF RESIDENTIAL LANDLINE OR OTHER PHONE (AS DESCRIBED ABOVE):.

Tén cla quy vi dwoc chon ra 1 cach ngau nhién tir khach hang s dung dién thoai bang California cho 1 cudc
thdm do y kién bdo mat dé tim hiéu vé kha nang chi tra dich vu dién thoai. Quy vi cé 10 phut dé néi chuyén véi toi
khong?

Tén cla quy,vi duwoc chc_)r1 ral cé}ch r]géu nhién tr khach hang st dung dién thoai bang Califo;nia cho 1 cudc
tham do y kién bao mat dé tim hiéu vé kha nang chi tra dich vu dién thoai. Quy vi cé 10 phat dé noi chuyén voi téi
khong?

IF YES, WILL TALK NOW: , ]
Cudc tham do y kien nay sé mat khoang 10 phut. Sy tham gia cua quy vi la tw nguyén, va quy vi c6 thé chi tra 161
nhirng cau héi ma quy vi muon tra l&i. Quy vi co thé ngirng bat c IGc nao trong qua trinh ctia cudéc phéng van ma
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khong bi phat. Quy vi c6 muén tham gia vao cudc tham do y kién nay khéng? Cau tra 1o clia quy vi sé duoc gitk
kin, va c6 rat it hoac khéng co rui ro hoac lgi ich cho quy vi trong viéc tra |&i nhirng cau hdi nay.

Toi c6 thé hdi quy vi mét vai cau héi dé xem quy vi c6 du diéu kién dé tham gia khong?

IF YES: T6t, cdm on. Quy vi c6 phai 1a 18 tudi hoc hon, va hiéu biét vé dich vu dién thoai clia quy vi? (Néu
khong, co ai khac trong nha cda quy vi c6 thé ndi chuyén voi téi va ngudi do la ngwoi cd hiéu biet dich vu dién
thoai / 18 tudi hoac hon khéng?)

CAL
Va, hién gi®’ quy vi dang sdng trong tiéu bang California phai khong?

IF NO: Xin cam on thoi gian ctia quy vi, nhwng doi voi cudc tham do y kién nay, chung t6i chi phong van cw dan song trong
bang California. Chuc quy vi c6 mot ngay/dém tot dep.

IF YES: Bé bao dam vé mat chat lwong, giam sat vién cla toi co thé sé giam sat cudc néi chuyén nay, OK?

Cam on, chung ta bat dau.

Q1. ] ,

Coéng ty nao cung cap dich vu dién thoai cua quy vi cho s6 dién thoai nay [AREA CODE+ PHONE }? Nguwoi phéng
van:

ATT
Quy vi c6 nhan dwoc dich vu dién thoai ctia quy vi théng qua AT & T U-verse dich vu k¥ thuat sé (digital service)
khéng?

1.CcO

2. KHONG (ILEC phuc vu)
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VER
Quy vi c6 nhan dwoc dich vu dién thoai ctia quy vi théng qua Verizon FiOS dich vu ky thuat sé (digital service)
khong?

1.cO

2. KHONG (ILEC served)

Q2.
Ngoai dich vu dién thoai cam tay ctia quy vi, quy vi cé dich vu dién thoai nha ho&c la nhirng dich vu dién thoai khac
trong nha ngoai trr dich vu dién thoai cam tay khéng?

1.CcO

2. KHONG

Q2a.
C6ng ty nao cung cép dich vu dién thoai nha cua quy vi hodc la nhirng dich vu dién thoai khac trong nha quy vi
ngoai trtr dich vu dién thoai cam tay? Nguwdi phdéng van:

ATT?2
Quy vi c6 nhan dwoc dich vu dién thoai ctia quy vi théng qua AT & T U-verse dich vu k¥ thuat sé (digital service)
khong?

1.cO

2. KHONG (ILEC phuc vu)

VER2
Quy vi c6 nhan dwoc dich vu dién thoai cta quy vi théng qua Verizon FiOS dich vu ky thuat sé (digital service)
khong?

1.cO

2. KHONG (ILEC served)
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Q3.

Nhirng dich vu nao sau day dwgc bao gdm trong héa don dién thoai ctia quy vi?
CO THE BOC, CHON TAT CA CAU THICH HOP
1. DSL hoac la Broadband dich vu Ién mang
2. Dich vu truyén hinh
3. Dich vu dién thoai dwdng dai
4. Thém dwong day khac hodc & ké hoach cla 1 cai dién thoai cam tay
5. Cac tinh nang khac nhw la voicemail, call forwarding, van van

Q4.
Tong s6 hoa don tién dién thoai thang vira roi la khoang bao nhiéu? Xin vui Idng cho biét wéc tinh tot nhat cta quy
Vi.

Q5.

Théng thwdng co phai quy vi tra sb tién do cho sb dién thoai nay khéng?

DANH VAO SO TIEN:

Qb5a.

Théng thwdng quy vi trd bao nhiéu tién cho dwdng day nay?

Q6. o

Quy vi thay so tien nay [FROM Q4, or 5a], quy vi co kha nang chi tra khong?
1. CO KHA NANG )
2. KHONG, KHONG CO KHA NANG

Q7.
Hién gio quy vi c6 dang tham gia chwong trinh California Lifeline Telephone khdng? Chwong trinh nay cung trng
dich vu giam gia dién thoai nha loai can ban t&i nhirng gia dinh héi du dieu kién trong bang California.
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Qs.

Néu quy vi hién chwa ghi danh vao chwong trinh nay, quy vi da c6 nghe néi vé chwong trinh nay khéng?

Qo. )

Hién gi& gia ca dich vu dién thoai voi California Lifeline cho ho gia dinh 1a khodng tir $4 t&i $7 mdi thang. Néu gia

nay tang, murc toi da ma quy vi c6 thé tra trwde khi quy vi khdng siv dung dich vu dién thoai nra la bao nhiéu tien?
7777. NEU CO LEN GIA, TOI CUNG KHONG THAY DBOI DICH VU

Q9a
Quy vi s& ngrng dich vu dién thoai hay khéng khi gia dién thoai ting 1&n téi $IFROM Q9] vi (1) quy vi khdng thé chi
tra hoac la (2) né khéng c6 dang voi gia dé?

1. KHONG THE CHI TRA

2. KHONG BANG VOI GIADBO

3. CA HAI

4. CAI KHAC

Q9b.
Quy vi sé str dung hodc thay dbi dich vu dién thoai loai khac hay khéng khi gia dién thoai can ban tai dia phwong
tang 1&n t¢i $IFROM Q9]? (PROBE: nhuw la dién thoai cam tay, dich vu dién thoai cam tay, dién thoai qua dwdng
day Internet)

1. CO, TAT NHIEN ROI

2.COTHE cO

3. CO THE KHONG

4. KHONG
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Q10.
Bay gi® quy vi vira cho tdi biét thong thwdng tdng sé tién héa don dién thoai ctia quy vi, bao gdm thu lao, thué, va
chi phi cho cac dich vu khac 1a [AMOUNT FROM Q4 OR Q5a]. Néu Ién gia, mirc téi da ma quy vi c6 thé tra la bao
nhiéu trwdc khi quy vi mudn thay déi dich vu hién gi® cta quy vi?
DANH VAO TONG SO TIEN
7777. NEU CO LEN GIA, TOI CUNG KHONG THAY BOI DICH VU

Q10a

Néu tdng sb tién héa don dién thoai I&n dén $ [FROM Q10], quy vi c6 thé gidm bot hay 1a bdé [EACH SERVICE
FROM Q3, PLUS BASIC PHONE SERVICE] ttr tron gai dich vu (service package) cua quy vi khdng?
[RAMDOMIZE LIST]

Dich vu dién thoai loai can ban

DSL hoac la Broadband va dich vu Ién mang

Dich vu truyén hinh

Dich vu dién thoai dwdng dai

Thém dwdng day khac hoéc 1a ké hoach cua 1 cai dién thoai cam tay

Cac tinh nang khac, nhwv la voicemail, call forwarding, van van.

TmooOw>

Q11.
Quy vi s& nglrng dich vu dién thoai tai $fFROM Q10] khéng vi (1) quy vi khéng thé chi trd hodc 1a (2) n6 khéng c6
dang véi gia do?

1. KHONG THE CHI TRA

2. KHONG BDANG VOI GIA PO

3. CA HAI

4.LY DO KHAC
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Q12.
Quy vi s& str dung hoac thay dbi dich vu dién thoai loai khac hay khdng khi téng sé tién dién thoai tdng 1&n t&i
$[FROM Q10]? (PROBE: nhuv la dién thoai cam tay, dich vu dién thoai cam tay, dién thoai qua duwdng day Internet)
1. CO, TAT NHIEN ROI
2. COTHE cO
3. CO THE KHONG
4. KHONG

Q13.
Bay gid toi sé& hdi quy vi mdt sé cau hdi vé kha nang chi tré cta dich vu dién thoai nha. Nhirng cau tra 1&i duwdi day
c6 lam cho quy vi gap kho khan trong viéc chi tra dich vu dién thoai hay khéng? Xin tra I&i cé hay khéng c6 cho
trng cau. (PROBE: Nhirng diéu dé c6 1am cho quy vi gép kho khan trong viéc chi trd dich vu dién thoai [nha] hay
khéng?)

A. Lé phi dién thoai dwong dai.

B. Sé& thich noi chuyén rat 1au trén dién thoai hodc & goi rat nhiéu cudc dién thoai.

C. Quy vi khdng thé kiém soat nhirtng ngudi khac stiv dung dién thoai cGa quy vi ra sao.

D. Nhi¥rng dich vu phai trd thém tién nhw 1a Buwérng Day Che, (Call Waiting.)

E. Tién phai trd hadng thang cho dich vu dién thoai dia phuong.

F. Tién céng, thué, va tién phai tinh thém.

Q14. . .
Tw 1/1/2009, cdng ty dién thoai c6 cat dién thoai ctia quy vi b&i vi quy vi khdng co tién dé tra tién dién thoai hay
khéng?

Q15. R X

Quy vi dung Internet goi dién thoai (digital landline subscriber), néu quy vi biét rang quy vi c6 thé hoi da dieu kién
cho chuong trinh California Lifeline Telephone, né sé cé thuc day quy vi tré lai str dung dién thoai nha trong gia
dinh quy vi khéng?

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



Q15a. ] o . )
Quy vi dung Internet (digital subscriber), néu quy vi biét rang quy vi c6 thé héi du dieu kién cho chwong trinh
California Lifeline Telephone, n6 sé co thuc day quy vi tré lai str dung dién thoai nha trong gia dinh quy vi khéng?

Q16.

Xin héi trong nha quy vi, bao gém ban than quy vi, cé ai ¢ dién thoai cdm tay khéng?
1. CO, TOI
2. CO, NHNG THANH VIEN KHAC TRONG NHA
3. KHONG

Q17. ) 5 .
Xin héi trong nha quy vi c6 ai c6 Broadband hoac la Ién mang vé&i toc d6 nhanh khéng? (THAM DO: Nhuw la DSL,
cable modem, hoac Internet vé tinh.)

Q18 | ,
Cé bao nhiéu ngwoi trong gia dinh nay, bao gom quy vi, st dung s6 dién thoai nha cta quy vi?

Q19.
Néu dich vu dién thoai nha ctia quy vi bj cat, quy vi sé lam sao goi dién thoai? (quy vi con cé dién thoai nao khac
ma quy vi c6 thé st dung dwoc khong?) XIN CHON TAT CA CAU THICH HOP
1. MQT CAI BIEN THOAI CAM TAY ‘
2. LEN MANG HOAC LA DICH VU PIEN THOAI CAM TAY HOAC LA BIEN THOAI QUA BUONG DAY
INTERNET (VONAGE, SKYPE, COMCAST, TIME WARNER)
3. MOT NGUO'l BAN, HANG XOM, HOAC LA BPIEN THOAI CUA NGUO'l THAN
4. DIEN THOAI CONG CONG
5. DIEN THOAI CHO LAM
6. THE DIEN THOAI TRA TIEN TRUOC
7. DIEN THOAI KHAC (GHI CU THE)
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8. KHONG SUY DUNG DPIEN THOAI
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Q20. )
Hoa don dién thoai khong day (wireless) cta quy vi co bao gom I€ phi cho thém nhirng dién thoai khac nhw la
dwoc bao gom trong mét “ké hoach gia dinh" (family plan) khong?

Q21. ‘
Bén canh dién thoai ma quy vi dang st dung, cé bao nhiéu cai dién thoai & trong dich vu dién thoai cam tay cua
quy vi? A ) ) . .

0. KHONG CO DBIEN THOAI KHAC / NGU'Ol SU DUNG

5.5 HOAC NHIEU HON

Q22. e ‘
Thang trdc, tong so tien tir [SERVICE PROVIDER] héa don [cho dich vy dién thoai cam tay cua quy vi] la khoang
bao nhiéu? (Tham do: Chi can dai khai thoi.)

Q23. o .
Théng thuwdng c6 phai quy vi tra so tien dé cho dién thoai cam tay nay khong?

Q24. ‘
Quy vi tra bao nhiéu tien cho dwong day nay?

Q25

Quy vi thay tong so tien hoa don dién thoai cam tay cua quy vi, [FROM Q24 or Q26], gia ca c6 phai chang khong?
1. CO, GIA CA PHAI CHANG )
2. KHONG, GIA CA KHONG PHAI CHANG

Q26. i . )
Chwong trinh dién thoai cam tay cta quy vi c6 bao gom mét ké hoach dir liéu (data plan) khéng?
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Q27. )
Quy vi c6 nghe noi vé chwong trinh California Lifeline Telephone khdng? Chwong trinh nay cung trng dich vu dién
thoai nha loai can ban dwogc giam gia t&i nhirng gia dinh héi du dieu kién trong bang California.

Qz8. s . : -
Néu quy vi biét rang quy vi c6 thé hdi du dieu kién cho chwong trinh nay, né sé thac day dé quy vi co dich vu dién
thoai nha trong gia dinh cua quy vi khéng?

Q29.
Nhng Iy do nao quan trong nhat tai sao quy vi chon KHONG CO dich vu dién thoai nha trong nha quy vi?

1. Dién thoai khéng c6 day (wireless) thuan tién hon

2. Khong thé chi tra cho 2 dién thoai, nha va dich vu khéng day

3. Wireless ré hon

4. Khéng can dich vu dién thoai nha

5. Khéng c6 dich vu dién thoai nha trong khu t6i &

6. Ly do khac (ghi rd):

Q30.

Kha nang ma quy vi sé co dich vu dién thoai nha trong vong 12 thang t¢i ra sao?
1. COKHANANG
2. KHONG CO KHA NANG

Q31.

Nhirng ly do ndo l1a Iy do quan trong nhét tai sao quy vi chon ly do dé dé gitr dién thoai nha cta quy vi?
1. D6 la dwdng day chinh cua toi
2. Thuan tién
3. Cogiatri
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4. Gia ca phai chang
5. Can n6 cho DSL Broadband

6. TG voi tron goi

7. Truy cap cho 911

8. Sy tin cay

9. Tiép nhan tét hon dich vu dién thoai

10. T6i khéng du kha nang dé tra cho nhirng dich vu khac
11. Ly do khac (ghi rd):

Q32.

Kha nang quy vi sé con dién thoai nha ra sao trong vong 12 thang ké tir bay gio?
1.COKHANANG
2. KHONG CO KHA NANG

Q32a
Tai sao quy vi nghi rang quy vi sé khéng co dién thoai nha trong vong 12 thang ké tr bay gio?
1. Téi khdng c6 du kha nang dé chi tra
2. T6i ¢6 du kha nang nhwng tdi nghi né mac quéa
3. T6i khong c6 st dung / Téi khéng can né
4. Ly do khéc (ghi rd):

Cubdi cung, t6i sé hdi quy vi 1 sb cau héi dé& gitp cho chiing téi biét dwoc cudc tham do y kién nay ra sao vi né dai
dién cho tat ca cw dan trong tiéu bang California. Mgt lan nira, cac cau tra 1&i ctia quy vi hoan toan dwoc gitr kin.

Q33. ] )

Co bao nhiéu nguwoi dang song trong gia dinh cda quy vi, bao gom ban than quy vi?
1.1 (CHICOTOI)
5.5 HOAC NHIEU HON
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Q34. ‘ ,
Nhirng cau trd I&i nao dwéi day mé ta tbng thu nhap hang ndm cuda gia dinh quy vi, trwdc khi trir thué?
1. $24,000 hoéc it hon
6. Nhieu hon $75,000

Q35. ‘ ,
Xin hai tudi cua quy vi nam trong khoang nao? 1. Gitra 18 t&i 29 tuoi
2. Gilra 30 t&i 39 tuoi
3. Gilra 40 t¢i 59 tudi
4. 60 tudi hoac hon
Q36.

Xin quy vi cho biét minh thudc chiing tdc hay dan téc nao. Quy vi 1a ngudi da trang, da den hoac la ngudi My gbc
Phi, nguwoi gbc séc toc noi tiéng Tay Ban Nha hodc la nguwoi La-Tinh, ngwoi My goc A/thd dan dao Thai Binh
Duwong, thd dan ngwdi My gbc An, hay 1a ngwdi chiing toc khac? [XIN CHON TAT CA CAU THICH HOP]

1. DA TRANG

2. DA BEN HOAC LA NGU'O'l MY GOC PHI

3. NGU Ol GOC SAC TOC NOI TIENG TAY BAN NHA/NGU Ol LA-TINH

4. NGUOI MY GOC A/THO DAN BAO THAI BINH DUONG

5. THO DAN NGUO'I MY GOC AN HOAC LA THO DAN ALASKA

6. SAC TOC KHAC: (GHI CU THE):
Q37.
Hién gi& quy vi c6 viéc lam khong?

3. NHONG CAI KHAC (VE HUU, HOC SINH, NOI TRQ, TAN TAT)
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Cudc phdng van da hoan tat. Cdm on sw tham gia ctia quy vi. Xin cho biét t&én va dia chi dé t6i g&i 1 thé VISA mua
qua tri gia $20 cho quy vi. Ching tdi chi str dung théng tin ctia quy vi dé g&i cho quy vi cai thé mua qua va sé
khéng Iwu gilr thong tin d6 vé&i nhivng cau tra 101 cda quy vi.

Tén: Ho: Dia chi:

Tét, thé mua qua sé dwoc g&i téi dia chi ma quy vi cho ching ti biét trong vong mudi ngay lam viéc.

Néu quy vi c6 cau hdi vé cudc tham do y kién nay quy vi cé thé lién lac véi Gerald Eisman. Quy vi cd can nhirng
théng tin d6 deé lién lac khdéng?

IF YES: Quy vi c6 thé lién lac vé&i Dr. Eisman tai s6 415-338-2978. [NEU CAN THIET:] Quy vi ciing cé thé lién lac
voi Office of the Committee for the Protection of Human Subjects tai trwd'ng Dai Hoc San Francisco, 254
Administration Bldg, 1600 Holloway Avenue, San Francisco, CA 94132, dién thoai: 415-338-1093. Email:
protocol@sfsu.edu. Cadm on quy vj va chdc quy vi cé 1 ngay/dém tét dep. Xin cdm on quy vi lan nira. Chic quy vi
c6 1 ngay/dém tét dep.

Cudc tham do y kién da xong. Cam on sw tham gia clia quy vi. Néu quy vi cé cau héi vé cudc tham do y kién nay
guy Vi co thé lién lac v&i Gerald Eisman. Quy vi c6 can nhirng théng tin dé dé lién lac khéng?

IF YES: Quy vi c6 thé lién lac vé&i Dr. Eisman tai s6 415-338-2978. [NEU CAN THIET:] Quy vi ciing cé thé lién lac
v&i Office of the Committee for the Protection of Human Subjects tai tredng Dai Hoc San Francisco, 254
Administration Bldg, 1600 Holloway Avenue, San Francisco, CA 94132, dién thoai: 415-338-1093. Email:
protocol@sfsu.edu. Cadm on quy vj va chdc quy vi cé 1 ngay/dém tét dep. Xin cdm on quy vi lan nira. Chic quy vi
c6 1 ngay/dém tét dep.
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CHINESE LANGUAGE SCRIPT
INTRO

YR#F , IO [INTERVEWER NAME] , ERARMMLAKEXZESRE S ILMN I KEBITRMW,
EMEET—EAREZNALE , LTHRERAETHEZREEARTEESEN, MEETERBREKRE?

B #E - TEREEERER[FREFAR?
1 CELL PHONE
2 RESIDENTIAL LANDLINE
3 OTHER (digital, cable modem, VolP, etc.)

IF CELL PHONE:

BFARFRIEREBFRERER. NMRREESNRMANAFE , MAISF L —5R$20 VISA BB LLEHIRT K
IF RESIDENTIAL LANDLINE OR OTHER PHONE (AS DESCRIBED ABOVE):
FNEBFZREAAS—EABRERETHEFRBEASBUENRFZAEMEMMNEFZTRA S BERERN . RERF107E R UREH

BIE?

HEEO

IF YES, WILL TALK NOW:

AHEERNFERANI07ENRKE. RHSEBREEME K MRRAFTEZREDENEE, RAUNERERH
FARREFELEEMAEXINES, RESNEAHER ? FHNEREERFE  AAUOFELHEHRRRRZRZER
RELFARRERE. BUNAEBREFEEERTRTSSMERR?
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IF YES: #F#Y , Hi# BEAMRRE 18RI U L RHRIRNEFZRBE —ER#& ?
(MRFTR , FEBERBEARIBEBULRE—ERH?)

MONITOR ## , #i# ATEFRE , BN EELSERE , OK? #H , BRMFKRE,
Q1. REYEFE [AREA CODE+ PHONE NUMBER} FR#S 1 fEE 2 52

ATT fRETRAT&ET U-verse BIEREN A2
VER #REF £ Verizon FIOSEIEREN A~ ?”
Q2. RTIRWFIRERERY  FLEREEEERRENEMIEFIREFRE?

Q2a. FEWNEEEFERBEREMIEFREFERENWHERZHMRE? (NOTE: LIST OF
ATT2 fREFEZAT&T U-verse SRS A2

VER2 R 27T =2 Verizon FIOSEEAREH A ?

Q3. UTHLERERERTSEMRNIREARNN? [HCFB SURVEY Q3]
1 DSLR B4R AR
2 ERRE
IRIZEFRK
ABEANEFERSFHRAE
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5 Hftuzhee , GBS ERNEBFEEE
6 REH MRS

Q4. L —EAIRENBEANRSD? BREROREME

Q5. IREBEBEEREM@F?

Qba. E—REFERNIREBERZ 7

Q6. R AEEEBE[FROM Q4, or 5a] 2 EIESREHIIE?

Q7. REEARES MMM EBEERTE? EEAEATEERNIMMNREREBEERTEEFERY.
Q8. MRRBIER B MEMTE , BREREERBER?

QY. RRMNEBTRABBHEBEARINEAL , MEBFRABBERAZEA DN,
MRIELE AWM , AMOUNT FROM Q4 OR Q5a

Q9a. MREMBMEFERBEREINE $[FROM Q9] , REFTERA (1) THEAREANR
()BBEATESMRZRILRKE?

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



Qob. N REARAKHEAEIMNE $FROM Q9] , FEFESRUEMEAZBR SN —BEEFERBE? [PROBE: flanFig ,
BIBEFRY , BB EFERK

1 —EE

28 Eg

IZETE

AT E

Q10. MIFREHFRESTHRHEE  REENRBENRENBIREZ B RAMOUNT FROM Q4 OR
Q5al.. MRERMEMEN , FESNHEFERSEATETEEHRE.

Q10a. IR IREIIREEFINZE $[FROM Q10], #RHE R HE A AE# [EACH SERVICE FROM Q3, PLUS BASIC PHONE
SERVICE] ##ReY BRI ET &R EUH? 15 W8
27 Tl RE
R B AR BFEIRS
DSL=R &SR RR 75
ERRYE
RIZEFFERE
e. BNNEERRTFHAE
HfbThae , SNBSS ERREFEE

& 0 T o»

lag
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Q11. MREXEFRBEEAEMNE $[FROM Q6] , FEFERA THRAERERAN or
BEEATESMEBRERLERE?

Q12. RIRELRIEMNE $FROM Q10] , RrEFSR L MEASEREZHMERNEFERKE? [PROBE:
BlanFie  BIHEFERE , VoIP)

Q13. BERE[R-LEANEEZEFRBTRBEMNEE, UTHBESERBHUAERE?
B-EFEERHTR. (PROBE: EBERETIREBUEREEEFHBRK?

e P

a o

€.

f.

g

RENEBREFER

B BEEFTAARITASEERS

YR AT LAY 6l ELAth A 0] 52 FA YRV B FE
FEARBHUWE , fila0 Call Waiting

T EFERBENAE

ERH A ReRKMME
BEREAMHEMERSERRBHIUAER? BFRH)

Q14. 20091 A1BE , EF L AR ERMRT R BAIREM H ENEREFER?

Q15. FREEBREFNVAS , WRMFRHAERBTRASHBNMNEEEFTENER
REER LERREREFZRBR?
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Q15a. FABBEFENAS , MRRANEMRBETRFSHFMMNEESHETENES
REER LRREREFRBE?

Q16. BEMRERN , RELEREAREHEEERFIREFRE?
Q17. BERER , FLERBAFEAREEISEE MR ? (PROBE: #lin DSL, B EIFH D& E B )
Q18. BR/PRER , FEEZ D AMKERNIEEERTE?

Q9. MRIFHVEBEFERE L , (REERITEFER? (MULTIPLE ANSWERS OK) (PROBE:
EREHMARITUANETE?)

1 FREHE

2 EBHARBIEEE R MBI ESE (VONAGE, SKYPE, COMCAST, TIME WARNER)

3R , MERBRNESR

4 NHKRBEFR

5 Tt FHEFE

6 AN ERT

7 HEFE (FBREA)

8 TEEAER
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Q20. IRV FREFERBIREE R B SFBHMBEAEFER , B family plan”i?

Q21. BRTRIVEBFE LU , MW FREFRBHESE T 2O EERRE?

Q22. - —1f&A , REY [SERVICE PROVIDER | [FREFRBIREB Y E 22 D7 (PROBE: FFRMHIREIZIEMEET)
Q23. FREFRBIRENBEBEREM/B?

Q24. E—HREFERNVIREBERZD?

Q25. (REBRAEREBEENIRESR E[FROM Q24 or Q26]| R B EBREMIF?

Q26. fREYFIREF R 2T BIRETEIF]?

Q27. RERBERBMMEBERZTE? SEAEAATEERNMNRERUEBEERTESFERK.
Q28. MAMRAMBEREWREFEMMNEBERFENER , FEEN L REREFRBET?

Q29. REEFAER LLZRFEERNKREZRRRTE?
1 FREFLEESGE
2 BRTEEERFIREFRS
SFREFERALRER
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A FEEREEFRY

5 BNEREERZEEEEFRBUE

cEMER (FERH):
Q30.EARRNI1I2EAR , FEZRAN LRETEEFTHRBH TREME S K?

Q1. EMLSREENRESHREBERBRVIEER?
2 K&
IEEEK
4 A EIEFEN
5DSLEHEEE
CTFEERNER(ER)GTE
7THBTIH
8 ATA K AISEM
Otk FiIRBEEMV LT
10RE R EHLMRKE
MEMRE (FBRHA):

Q32. 12@A & , FLMABLREFTEEFRBNTRMEESZK?
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Q32a. (RAMERAIR12EA ZETEERNEEEFE?
1BREERE
2RERSEERAE
BT FERIFEE
4 HiRE (FERH):

R% , BSEER-EAUEBRMATHLIREHHMNERHARENEE, EF—X , FHNEERZTEAZEHN

o

Q33. BEMRER , FLAEZ D ABER?
11 (RER)
55 Bz £
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Q34. LT B —RREFL AR LNRETH — FRBUARE?
1 $24,000( A T
2 $24,001 - $34,000
3 $34,001 - $39,800
4 $39,801 — $50,000
5 $50,001 - $75,000
6 $75,00050 &

Q35. IRV R T RN FRUATHAP —REE?
118 £ 29wz
230 E39 Bz E
340 £59 @2 E
460 B L
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Q36.
AIEMRNERRIEEEREHREM. MREAA , BARERREFEFEA  BURTHERNTENE , EFAFFOEA |, %
NNERFRER , AREMERNKE?

18BA

2RABERFEETA

SEMTERAL T NG

AT AFFOBRA

SEMINBLZFRER

6E ftb: FFREA

Q37. fRRTRMEF?

RHAEZKT . ZHRNB R, FRARHES KB F it ESF EREY $20 VISA
BYE., ELENMASRFBRSRNBYE  EATESENRFNEEERFEEE—E.

First name: Last name: Mailing address:

RE , RNBYEREE10EFEFRAFIN L.
WRIRHAFEFEAMERE , R UABHEREEEGerald Eisman, {REZMHBIRERE?

IF YES: {RAJLAEKE 415-338-2978 Bi#& EismantE .,
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YRINE] ABS AR B € 1L M 3T K22 Y Office of the Committee for the Protection of Human Subjects, 254 Administration
Bldg,1600 Holloway Avenue, San Francisco, CA 94132, phone: 415-338-1093. &&&: protocol@sfsu.edu.

HE , DUREREFN —K/K.

H—XHEER , SUREREFN—X/B L,

Our survey is complete. , Z#EYRIIZ 8, Thank you for your participation. If you have any questions about this

study you can contact the principal investigator, Gerald Eisman. Would you like his contact information?

B—REEHR , SUREREFHN—XR/8 L,
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Telephone Survey of Landline Customers in California High-Cost Fund-B (CHCF-B) Areas

INTRO
Hello. My name is INTERVEWER NAME] and I'm calling from San Francisco State University on behalf of the California Public
Utilities Commission. May I speak with [HOUSEHOLD RECIPIENT]?

1. YES, CONTINUE IN ENGLISH

2. YES, CONTINUE IN SPANISH

3. YES, CONTINUE IN CHINESE

4. YES, CONTINUE IN VIETNAMESE

IF AVAILABLE: I am not selling anything. I am following up on a letter that was mailed to you by the California Public Utilities
Commission, which sets basic local rates for California telephone service. We are conducting a confidential survey to find out if the
basic local phone rate is affordable. Did you receive this letter?

IF RECEIVED LETTER:
Do you have any questions about the study? ANSWER QUESTIONS FROM INFORMATION SHEET

IF DID NOT RECEIVE LETTER:

The letter explained that your name has been randomly selected, from among California telephone customers, for a confidential
survey about whether the basic local phone rate is affordable. Do you have any questions so farr ANSWER QUESTIONS
FROM INFORMATION SHEET

Do you have about 5 minutes to talk with me?

IF NOT:
Then, may I call you back at a time that is convenient for you?
SCHEDULE CALLBACK
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IF YES, WILL TALK NOW:

Great, thank you. I will be asking your opinions about this phone line: [AREA CODE & PHONE NUMBER |. If anything I say
or ask isn’t clear, please let me know so I can better explain.

You must be 18 years of age or older to participate. Your decision to participate in this survey is voluntary. The final results and
reports will be anonymous. Your responses will be kept secure and only used by the study researchers. If I ask a question you
prefer not to answer, just let me know and I’ll skip over it. Are you interested in participating?

IF THEY HAVE NOT READ THE MATERIALS SENT OR IF THEY RAISE QUESTIONS ABOUT PRIVACY,
THEN REITERATE THIS FROM THE INFORMATION SHEET

IF YES: Great, thank you! For quality purposes, my supervisor may monitor this call, OK? [IF NOT OK WITH
RESPONDENT, SIGNAL CATI MONITOR TO LET HIM OR HER KNOW/]
GO TO QUESTION 1

IF YES, BUT LATER: When is a better time to call you back? Thank you very much. We will contact you then. Good bye.
SCHEDULE CALLBACK

IF PERSON DECLINES TO PARTICIPATE FURTHER
I’m sorry to hear that. Can I answer any questions about the research that might help change your mind?

IF NO, Well, thank you very much for your time. We will not call you again about this. Good bye.
INTERVIEWER INSTRUCTIONS IN ALL CAPS.

Q1. Last month, about how much was the total bill that you received from [SERVICE PROVIDER] for this line [AREA CODE
& PHONE NUMBER]? (PROBE: Just your best estimate.)

ENTER AMOUNT:
REFUSED
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Q2. Was the amount of that bill typical for this line?

YES [SKIP TO Q3]
NO

DON’T KNOW [SKIP TO Q3]
REFUSED [SKIP TO Q3]

Q2_1. How much is a typical bill for this line?

ENTER AMOUNT:
REFUSED

Q3. Which of the following services are also included in your bill? [MULTIPLE OK]

DSL. or Broadband internet service

Television service

Long distance service

Additional lines or a cellular plan

Other features such as voicemail or call forwarding
None of the above

DONT KNOW

REFUSED
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Q4. Last month, was your telephone bill easy or hard for you to afford? (PROBE: Was it easy or hard to have enough money to
pay your bill?)

EASY TO AFFORD
HARD TO AFFORD
DONT KNOW
REFUSED

Q5. Since January 1, 2009, has the phone company disconnected this phone line because you could not afford to pay the bill?

YES

NO

DONT KNOW
REFUSED

Q6. Are you a California LifeLine customer? (PROBE: California Lifeline provides discounted basic telephone services to eligible
households.)

YES

NO

DONT KNOW
REFUSED

Q7. Now, your current rate for basic local phone service with [PROVIDER], excluding fees, taxes, and charges for extra services,
is ${PHONE RATE]. If this rate were to increase, what would be the maximum rate you would pay before you would disconnect
this phone service? (PROBE: Basic service is local phone service, without long distance and extra services like Call Waiting.)

_______ ENTERTOTAL RATE AMOUNT
NO MATTER THE INCREASE, I WOULD NOT CHANGE SERVICE [SKIP TO Q9]
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DON’T KNOW [SKIP TO Q9]
REFUSED [SKIP TO Q9]

Q8. Would you choose to disconnect this phone service at a basic rate increase up to $|JFROM Q6] because you cannot afford the
cost or it’s not worth the cost to you?

CANNOT AFFORD THE COST
NOT WORTH THE COST
BOTH

OTHER

DONT KNOW

REFUSED

Q9. Would a basic local rate increase to $[FROM Q6] cause you to use or switch to another type of phone service? [PROBE: such
as cellular, digital phone service, Voice over IP)

YES, DEFINITELY
MAYBE YES
MAYBE NOT

NO

DONT KNOW
REFUSED

Q10. According to your telephone company, your current basic local phone rate, including all state and federal charges and fees, is
typically $RATE AMOUNT]. Do you find this affordable?

YES, AFFORDABLE
NO, NOT AFFORDABLE
DONT KNOW
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REFUSED

Q11. Now you told me that your typical total bill amount, including fees, taxes, and charges for extra services, is [FROM Q1 OR
Q2_1]. If this rate were to increase, what would be the maximum rate you would pay before you would change your current
service?

_______ ENTERTOTAL RATE AMOUNT

NO MATTER THE INCREASE, I WOULD NOT CHANGE SERVICE [SKIP TO Q12]
DON’T KNOW [SKIP TO Q12]

REFUSED [SKIP TO Q12]

Q12. If your total bill rose to $[FROM (Q10], would you be likely to drop or eliminate [EACH SERVICE FROM Q3, PLUS
BASIC PHONE SERVICE] from your service package? [RANDOMIZE LIST]

LIKELY

NOT LIKELY
DONT KNOW
REFUSED

Your basic phone service

DSL or broadband internet service
Television service

Long distance service

Additional lines or a cellular plan

Features, e.g. voice mail, call forwarding, etc.

Sk bh=
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Q13a-g. Now I'm going to ask you some questions about affordability. Do any of the following make telephone service hard for
you to afford? Please answer yes or no to each. (PROBE: Does this make telephone service hard for you to afford?)

YES

NO

DONT KNOW
REFUSED

The cost of long distance calling.

The tendency to talk on the phone too long or to make too many calls.

That you can’t control how other people use your phone.

The cost of extra services like Call Waiting.

The monthly charge for local phone service.

Fees, taxes, and surcharges.

Are there any other reasons that make telephone service hard to afford? (SPECIFY)

RS a0 T

Q14. If your home telephone service was disconnected, how would you make calls? (MULTIPLE ANSWERS OK) (PROBE: Are
there any other phones you would use?)

A CELL PHONE

INTERNET OR DIGITAL PHONE SERVICE OR VOICE OVER IP (VONAGE, SKYPE, COMCAST, TIME
WARNER)

A FRIEND, NEIGHBOR, OR A RELATIVE’S PHONE

A PUBLIC PAY PHONE

A PHONE AT WORK

PRE-PAID PHONE CARDS

SOME OTHER PHONE (DESCRIBE)

WOULDN'T USE A PHONE

DON’T KNOW
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REFUSED

Q15. Does anyone in your household, including yourself, currently have a wireless or cell phone?

YES

NO

DONT KNOW
REFUSED

Q16. Does anyone in your household, including yourself, have a broadband or high speed internet connection? (PROBE: Such as
DSL, cable modem, or satellite internet.)

YES

NO  [SKIP TO Q17]
DON’T KNOW
REFUSED

Q17. Does anyone in your household, including yourself, have digital phone service, such as a VOIP phone (E.G., VONAGE,
SKYPE, COMCAST, TIME WARNER)?

YES

NO

DONT KNOW
REFUSED

Next, I will ask you some questions that will help us know how well our survey represents all Californians. Again, your responses
are completely confidential.
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Q18. Which of the following best describes your total annual household income, that is, the income of all family members living
with you, before taxes? [[INTERVIEWER: READ LIST. STOP WHERE RESPONDENT ANSWERS YES|]

$24.,000 of less
$24,001 - $34,000
$34,001 - $39,800
$39,801 — $50,000
$50,001 - $75,000
Over $75,000
DONT KNOW
REFUSE

Q19. How many people in this household, including you, rely on this phone number: [PHONE NUMBER]?

ENTER NUMBER:
DONT KNOW
REFUSED

Q20. Is your age within one of the following categories?

Between 18 to 29 years of age
Between 30 to 39 years
Between 40 to 59 years

60 years or older

DONT KNOW

REFUSED
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Q21. Please tell us what your racial or ethnic background is. Are you white, black or African American, Hispanic or Latino, Asian
Pacific Islander, Native American Indian, or a member of another race? [MULTIPLE OK]

WHITE

BLACK OR AFRICAN AMERICAN
HISPANIC/LATINO

ASTIAN AMERICAN/PACIFIC ISLANDER

NATIVE AMERICAN INDIAN OR ALASKAN NATIVE
OTHER: SPECIFY

DONT KNOW

REFUSED

Q22. Is the subscriber to this telephone line, [AREA CODE & PHONE NUMBER], currently employed?

YES

NO

OTHER (RETIRED, STUDENT, HOMEMAKER, DISABLED)
DONT KNOW

REFUSED

CLOSING...

That was my last question. Thank you for your participation. If you have any questions about this study you can contact the
principal investigator, Gerald Eisman. Would you like his contact information?

IF YES: You can reach Dr. Eisman at 415-338-2978. [IF NEEDED:] You may also contact the Office of the Committee for the
Protection of Human Subjects at SF State University, 254 Administration Bldg,1600 Holloway Avenue, San Francisco, CA 94132,
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phone: 415-338-1093. email: protocol@sfsu.edu
Thank you and have a nice day/evening,.

IF NO: Well thank you again. Have a nice day/evening
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SPANISH LANGUAGE SCRIPT

CHCFB Telephone Affordability Survey Questionnaire
FINAL 120109

INTRO...

Hola, mi nombre es [INTERVIEWER NAME] y estoy llamando de la Universidad Estatal de San Francisco de parte de la Comision de
Utilidades Publicas de California. Puedo hablar con [HOUSEHOLD RECIPIENT]?

YES, CONTINUE IN ENGLISH

YES, CONTINUE IN SPANISH

YES, CONTINUE IN CHINESE

YES, CONTINUE IN VIETNAMESE

9. NOT AVAILABLE (CALL BACK IN ENGLISH)

10. NOT AVAILABLE (CALL BACK IN SPANISH)

11. NOT AVAILABLE (CALL BACK IN MANDARIN)
12. NOT AVAILABLE (CALL BACK IN CANTONESE)
13. NOT AVAILABLE (CALL BACK IN VIETNAMESE)
14. NO ONE BY THAT NAME (WRONG NUMBER)
15. LANGUAGE PROBLEM

16. VOICEMAIL/ANSWERING MACHINE

17. BUSY

18. NO ANSWER

19. DISCONNECTED NUMBER

20. FAX LINE

21. HANG-UP/INITIAL REFUSAL

22. HARD REFUSAL (DON’T CALL BACK)

PN
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IF AVAILABLE: No estoy vendiendo nada. Estoy asiendo un seguimiento de una carta que le envi6 la Comision de Utilidades
Publicas de California el cual fija las tarifas basicas locales de los servicios telefonicos de California. Estamos conduciendo una
encuesta confidencial para saber si las tarifas basicas del servicio telefénico son econémicamente asequibles. ¢Recibié usted esta
carta?

IF RECEIVED LETTER:

¢Tiene alguna pregunta sobre el estudio? ANSWER QUESTIONS FROM INFORMATION SHEET

La carta explica que su nombre fue seleccionado al azar entre todos los clientes de teléfono en California para una encuesta confidencial acerca
de si la tarifa telefénica basica es econémicamente asequible. ¢Tiene alguna pregunta? ANSWER QUESTIONS FROM INFORMATION
SHEET  Tiene aproximadamente 5 minutos para hablar conmigo?

IF NOT:

¢Le puedo llamar a una hora que sea mas conveniente para usted?

SCHEDULE CALLBACK

IF YES, WILL TALK NOW:

Bien, gracias. Le preguntare sus opiniones acerca de esta linea telefénica. [AREA CODE & PHONE NUMBER |JCODIGO DE AREA'Y
NUMERO DE TELEFONO] y algunas preguntas demograficas. Si no entiende alguna pregunta o no esta muy claro algo de lo que digo, por

favor déjeme saber para explicarle mejor.

Usted debe tener 18 aflos o mds para participar. Su decisién para participar en esta encuesta es voluntaria. Los resultados, e informes finales
seran anonimos. Sus respuestas se mantendran seguras y solamente seran usadas por los investigadores del estudio. Si le hago una pregunta
que usted prefiera no contestar, solamente me lo deja saber y pasamos a la siguiente. ¢Esta interesado/a en patticipar?
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IF THEY HAVE NOT READ THE MATERIALS SENT OR IF THEY RAISE QUESTIONS ABOUT PRIVACY, THEN
REITERATE THIS FROM THE INFORMATION SHEET

IF YES: Bien, gracias. Para el propédsito de calidad, mi supervisor podria monitorear esta llamada, ¢Esta bien? [IF NOT OK
WITH RESPONDENT, SIGNAL CATI MONITOR TO LET HIM OR HER KNOW]

GO TO QUESTION 1

IF YES BUT LATER: ;Cuando es la mejor hora para llamarle? Muchas gracias. Estaremos en contacto con usted. Adios.
SCHEDULE A CALLBACK

IF PERSON DECLINES TO PARTICIPATE FURTHER
Lo siento. ¢Puedo responder alguna pregunta acerca del estudio que tal vez le haga cambiar de opinién?
IF NOT, Bueno, muchas gracias por su tiempo. No le llamaremos mas acerca de esto. Adi6s.

INTERVIEWER INSTRUCTIONS IN ALL CAPS.

Q1. Aproximadamente, ¢cuanto fue la cuenta total que usted recibi6 el mes pasado de [SERVICE PROVIDER] por esta linea [AREA CODE
& PHONE NUMBER]?

ENTER AMOUNT: ______
REFUSED

Q2. ¢Fue normal la cantidad de la factura para esta linea?

YES [SKIP TO Q3]
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NO
DON’T KNOW [SKIP TO Q3]

REFUSED [SKIP TO Q3]

Q2_1. ¢Cuanto es una factura normal para esta linea?

ENTER AMOUNT:

REFUSED

Q3. ¢Cuales de los siguientes servicios estan incluidos en su factura? [MULTIPLE OK]

DSI. o servicio de internet Banda Ancha

Servicio de television

Servicio de larga distancia
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Lineas adicionales o servicio de celular

Otros servicios como buzdn o transferir llamadas
Ninguno de estos

DONT KNOW

REFUSED

Q4. ¢Fue facil o dificil de pagar su cuenta telefonica el mes pasado? (PROBE: ¢Le fue facil o dificil para tener suficiente dinero para
pagar su cuentar)

EASY TO AFFORD
HARD TO AFFORD
DONT KNOW

REFUSED

Q5. Desde enero 1, 2009, ¢La compafifa de teléfono a desconectado esta linea telefénica porque usted no pudo pagar la cuenta?

Public Research Institute | California Public Utilities Commission, Affordability Study 2010 | Appendix A -



YES
NO
DONT KNOW

REFUSED

Q0. Ahora, su tarifa actual por el servicio telefénico basico con (PROVIDER) excluyendo tarifa, impuestos, y cargos por servicios
extras, es de§ [PHONE RATE]. Si esta tarifa aumentara, ;Cual serfa la tarifa maxima que usted pagaria antes de desconectar este
servicio telefénico? (PROBE: El servicio basico es el servicio telefénico local sin llamadas de larga distancia o de servicios extras
como Llamas de Espera.)

________ ENTERTOTALRATE AMOUNT
NO MATTER THE INCREASE, I WOULD NOT CHANGE SERVICE [SKIP TO Q9]
DON’T KNOW [SKIP TO Q9]

REFUSED [SKIP TO Q9]
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Q7. ¢Elegiria desconectar esté servicio telefonico si la tarifa basica aumenta a § [FROMQ6] porque no puede pagar el costo o

porque para usted el costo no vale la pena?

CANNOT AFFORD THE COST
NOT WORTH THE COST
BOTH

OTHER

DONT KNOW

REFUSED

Q8. Un aumento en la tarifa local basica de § [FROM Q0] ¢serfa motivo para que usted use o cambie a otro tipo de servicio
telefonico? [PROBE: como a celular, servicio telefonico digital, Voice over IP)

YES, DEFINITELY
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MAYBE YES
MAYBE NOT
NO

DONT KNOW

REFUSED

Q9. De acuerdo a su compafia de teléfono, su tarifa actual de teléfono local basico incluyendo todos los cargos estatales y

tfederales, normalmente es de $§{RATE AMOUNT] ¢Le parece econémicamente asequible?

YES, AFFORDABLE
NO, NOT AFFORDABLE
DON’T KNOW

REFUSED
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Q10. Me dijo que la cantidad de su factura total tipica, incluyendo tarifa, impuestos, y cargos por servicios extra es [FROM Q1 OR
Q2_1]. Si esta tarifa aumentara, ;Cual seria la tarifa maxima que usted pagaria antes de cambiar su servicio actual?

______ ENTERTOTALRATE AMOUNT
NO MATTER THE INCREASE, I WOULD NOT CHANGE SERVICE [SKIP TO Q12]
DON’T KNOW [SKIP TO Q12]

REFUSED [SKIP TO Q12]

Q11. Si su cuenta total aumentara a $§ [FROM Q10], ;Qué tan probable seria que elimine [EACH SERVICE FROM Q3, PLUS
BASIC PHONE SERVICE] del paquete de su servicio? [RANDOMIZE LIST]

LIKELY
NOT LIKELY
DONT KNOW

REFUSED
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Su servicio telefonico basico

DSL o servicio de internet banda ancha
Servicio de television

Servicio de larga distancia

Lineas adicionales o plan de celular

Servicios como Buzoén, transferir llamadas, etc.

AN ol A

Q12 a-g. Ahora le voy hacer algunas preguntas acerca de la asequibilidad econémica. ¢Alguno de lo siguientes hace dificil para que
usted pague el servicio telefénico? Por favor responda si, o no a cada una. (PROBE: ¢Hace esto dificil para pagar el servicio
telefonico?)

YES

NO

DONT KNOW

REFUSED

a. El costo de llamadas a larga distancia.

b. La tendencia de hablar por teléfono por largo tiempo o hacer demasiadas llamadas.
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Usted no puede controlar como otras personas usan su teléfono.

El costo de servicios extra como ILlamadas de Espera

La tarifa mensual por el servicio telefénico local.

Cargos, impuestos y recargos.

¢Hay algunas otras razones que hacen dificil pagar el servicio telefénico? (SPECIFY)

R Mo oo

Q13. Si su servicio telefénico fuera desconectado, ¢como harfa sus llamadas? MULTIPLE ANSWERS OK) (PROBE: ¢Hay

algunos otros teléfonos los cuales usted usaria?)

A CELL PHONE

INTERNET OR DIGITAL PHONE SERVICE OR VOICE OVER IP (VONAGE, SKYPE, COMCAST, TIME
WARNER)

A FRIEND, NEIGHBOR, OR A RELATIVE’S PHONE
A PUBLIC PAY PHONE

A PHONE AT WORK

PRE-PAID PHONE CARDS

SOME OTHER PHONE (DESCRIBE)

WOULDN’T USE A PHONE
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DONT KNOW

REFUSED

Q14. ¢Hay alguien en su casa, incluyendo usted, que actualmente tenga un teléfono inalambrico o celular?

YES
NO
DONT KNOW

REFUSED

Q15. ¢Alguien en su casa, incluyendo usted, tiene conexion de banda ancha o conexién de internet de alta velocidad? (PROBE:
Como DSIL, cable modem, o internet de satélite.)

YES
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NO  [SKIP TO Q18]
DON’T KNOW

REFUSED

Q16. Alguien en su casa, incluyendo usted, tiene servicio de teléfono digital, como teléfono VOIP? (E.G. VONIGE, SKYPE,
COMCAST, TIME WARNER)

YES
NO
DONT KNOW

REFUSED

Enseguida, le hare unas preguntas que nos ayudaran a conocer que tan bien nuestra encuesta representa a todos los Californianos.
De nuevo, sus respuestas son completamente confidenciales.
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Q17.4Cual de los siguientes mejor describe el ingreso total anual de su hogar antes de impuestos, esto incluye los ingresos de todos

los miembros de su familia que viven con usted?

$24,000 o menos
$24,001 - $34,000
$34,001 - $39,800
$39,801 — $50,000
$50,001 - $75,000
Mas de $75,000
DONT KNOW

REFUSE

Q18. ¢Cuantas personas en su hogar incluyendo usted, depende de este numero telefénico [PHONE NUMBER]?
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ENTER NUMBER:
DONT KNOW

REFUSED

Q19. ¢Esta su edad en una de las siguientes categorias?

Entre 18 a 29 afios de edad
Entre 30 a 39 afios

Entre 40 a 59 afios

60 anos o mas

DONT KNOW

REFUSED
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Q20. Por favor diganos cual es su raza étnica o antecedente. ¢Es usted blanco. Negro a Africano Americano, Hispano o Latino,
Asiatico, de las Islas del Pacifico, Indio Nativo Americano, o miembro de otra raza?

WHITE

BLACK OR AFRICAN AMERICAN
HISPANIC/LATINO

ASIAN AMERICAN/PACIFIC ISLANDER

NATIVE AMERICAN INDIAN OR ALASKAN NATIVE
OTHER: SPECIFY

DONT KNOW

REFUSED

Q21. sActualmente esta empleado el suscriptor de esta linea telefénica? (AREA CODE & PHONE NUMBER)

YES
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NO
OTHER (RETIRED, STUDENT, HOMEMAKER, DISABLED)
DONT KNOW

REFUSED

CLOSING...

Esa fue mi ultima pregunta. Gracias por su participacion. Si usted tiene alguna pregunta acerca de este estudio, puede llamar al
investigador principal, Gerald Eisman, ;Gustaria que le proporcione la informacién de contacto de el?

IF YES: Puede comunicarse con el Dr. Eisman al 415-338-2978. [IF NEEDED] También puede comunicarse con la Oficina del
Comité para Proteccion de Sujetos Humanos en la Universidad Estatal de San Francisco, 254 Administration Bldg. 1600 Holloway
Avenue, San Francisco, CA 94132, teléfono: 415 — 338-1093. Cotreo electrénico: protocol@sfsu.edu . Gracias y que tenga buen

dia/tarde.

IF NO: Gracias de Nuevo. Que tenga buen dia/tarde.
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VIETNAMESE LANGUAGE SCRIPT

Telephone Affordability Survey
Questionnaire FINAL 120109

INTRO...

Xin chao. T6i tén la [INTERVIEWER NAME] va t6i goi tir truong Pai Hoc San Francisco thay mat cho Uy ban Tién ich Cong cong
California (California Public Utilities Commission, CPUC). T6i c6 thé néi chuyén voi [HOUSEHOLD RECIPIENT] dugc khong?

23. YES, CONTINUE IN ENGLISH

24. YES, CONTINUE IN SPANISH

25. YES, CONTINUE IN CHINESE

26. YES, CONTINUE IN VIETNAMESE

27. NOT AVAILABLE (CALL BACK IN ENGLISH)
28. NOT AVAILABLE (CALL BACK IN SPANISH)

29. NOT AVAILABLE (CALL BACK IN MANDARIN)
30. NOT AVAILABLE (CALL BACK IN CANTONESE)
31. NOT AVAILABLE (CALL BACK IN VIETNAMESE)
32. NO ONE BY THAT NAME (WRONG NUMBER)
33. LANGUAGE PROBLEM

34. VOICEMAIL/ANSWERING MACHINE

35. BUSY

36. NO ANSWER

37. DISCONNECTED NUMBER

38. FAX LINE

39. HANG-UP/INITIAL REFUSAL

40. HARD REFUSAL (DON'T CALL BACK)
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IF AVAILABLE: T6i khong c6 budn ban gi ca. T6i goi cho quy vi 1a dé tiép ndi vai 1 14 thu d3 duoc goi ra tir Uy ban Tién
ich Cong cong California (California Public Utilities Commission, CPUC), ho lap ra gia ca di¢n thoai dia phuong loai can
ban cho nhitng nguoi st dung dich vu dién thoai trong bang California.

Chung toi dang thuc hién 1 cudc tham do y kién bao mat dé tim hiéu néu gia ca dién thoai dia phuong loai can ban cé thé chi tra
dugc. Quy vi cé nhan dugc 1a thu d6 khong?

IF RECEIVED LETTER:
Quy vi ¢6 cau héi gi vé cudc thim do ¥ kién nay khéng? ANSWER QUESTIONS FROM INFORMATION SHEET

IF DID NOT RECEIVE LETTER:

L4 thu d6 giai thich tén cia quy vi dugc chon ra 1 cach ngau nhién, tir sé dién thoai cua khach hang trong bang California, cho 1 cudc
tham do y kién bao mat dé tim hiéu vé gia ca dién thoai dia phuong loai cin ban c6 thé chi tra duoc. Quy vi c6 cdu hai gi khong?
ANSWER QUESTIONS FROM INFORMATION SHEET

Xin hoi quy vi cé 5 phit dé néi chuyén voi toi khong?

IF NOT:
T6i c6 thé goi lai cho quy vi vao mét thoi gian khac d tién cho quy vi duoc khéng?

SCHEDULE CALLBACK:
IF YES, WILL TALK NOW:

Cam on. Toi s& hoi y kién cua quy vi vé s6 dién thoai nay: [AREA CODE & PHONE NUMBER], va 1 s6 cau héi vé nhan khau. Néu nhiing
gl toi n6i hay héi ma khong dugc rd, xin cho toi biet de toi giai thich.
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Quy vi phai ding 18 tudi hodc hon méi c6 thé tham gia. Quyét dinh tham gia vao cudc tham do y kién nay la tu nguyén. Két qua va
ban bao céo cudi ciing s& duoc giit kin. Cac cau tra 10i cia quy vi s& dugc bao toan va chi duoc sir dung boi nhitng nguoi nghién ciru
ma thoi. Néu tdi hoi 1 cau hoi ma quy vi khéng mudn tra 10i, cir cho toi biét va toi s& bé qua nhitng cau hoi dé. Quy vi c6 mudn tham
gia khong?

IF THEY HAVE NOT READ THE MATERIALS SENT OR IF THEY RAISE QUESTIONS ABOUT PRIVACY, THEN REITERATE THIS
FROM THE INFORMATION SHEET

IF YES: CAm on! Dé bao dam vé mit chat luong, gidm sat vién cua toi co thé s& giam sat cudc no6i chuyén nay, OK? [IF NOT OK WITH
RESPONDENT, SIGNAL CATI MONITOR TO LET HIM OR HER KNOW]

GO TO QUESTION 1

IF YES, BUT LATER: Khi nao s& 13 1 thoi gian tot dé toi goi lai cho quy vi? Xin cam on. Chiing tdi sé& goi lai. Bye. SCHEDULE
CALLBACK

IF PERSON DECLINES TO PARTICIPATE FURTHER

T6i xin 16i. T6i c6 thé tra 10i cau hoi cia quy vi vé cudc tham do y kién nay dé thay doi quyét dinh ciia quy vi duoc khong?
IF NO, Cam on thoi gian ctia quy vi. Chiing t6i s& khong goi lai vé cudc thim do y kién nay. Bye.

INTERVIEWER INSTRUCTIONS IN ALL CAPS.

Q1. Thang vira rdi, tong sé tién trén héa don dién thoai ma quy vi nhan dugc tir [SERVICE PROVIDER] cho dudng day nay [AREA
CODE & PHONE NUMBER] la bao nhiéu? (PROBE: Dai khai thdi.)

ENTER AMOUNT:
REFUSED
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Q2. Thong thuong cé phai quy vi tra sb tién dé cho sé dién thoai nay khong?

YES [SKIP TO Q3]
NO

DON'T KNOW [SKIP TO Q3]
REFUSED [SKIP TO Q3]

Q2_1. Théng thuong quy vi tra bao nhiéu tién cho duong day nay?

ENTER AMOUNT:
REFUSED

Q3. Nhiing dich vu no sau day dugc bao gom trong héa don dién thoai cia quy vi? [MULTIPLE OK]

DSL hoac la Broadband va dich vy 1én mang
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Dich vu truyén hinh

Dich vu di¢n thoai duong dai

Thém duong day khac hodc la ké hoach cuia 1 dién thoai cam tay
Cac tinh nang khac nhu 1a voicemail hoac la call forwarding
None of the above

DON'T KNOW

REFUSED

Q4. Thang vira roi, héa don dién thoai cia quy vi dé hay khé cho quy vi trong viéc chi tra?

(PROBE: dé hay khé cho quy vi c6 nghia 1a quy vi c6 du tién dé tra tién dién thoai hay khong?)

DE CHI TRA
KHO CHI TRA

DON'T KNOW
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REFUSED

Q5. Tir 1/1/2009, cong ty dién thoai c6 cit dién thoai cia quy vi boi vi quy vi khong cé tién dé tra tién dién thoai hay
khéng?

YES
NO
DON'T KNOW

REFUSED

Q6. Bay gio, gia ca hién gio cho dich vu dién thoai dia phuong loai can ban vgi [PROVIDER], khong tinh thu lao, thué, va
chi phi cho cac dich vu khac, 1a ${PHONE RATE]. Néu 1én gia, muc t6i da ma quy vi c6 thé chi tra 1a bao nhiéu trudc khi
quy vi khong st dung dich vu dién thoai nay? (PROBE: dich vu can ban la dich vu dién thoai dia phuong, khong tinh dich
vu duong dai va cac dich vu khac nhu la BPuong Day Cho Call Waiting.)
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ENTER TOTAL RATE AMOUNT
NO MATTER THE INCREASE, l WOULD NOT CHANGE SERVICE [SKIP TO Q9]
DON'T KNOW [SKIP TO Q9]

REFUSED [SKIP TO Q9]

Q7. Quy vi s& ngirng dich vy dién thoai hay khong khi gia dién thoai cin ban ting 1én téi ${FROM Q6] vi quy vi khong thé
chi tra hoac la khong dang voi gia d6?

KHONG THE CHI TRA
KHONG PANG VOI GIA b0
CA HAI
CAI KHAC
DON’T KNOW

REFUSED
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Q8. Quy vi s& st dung hoac thay ddi dich vu dién thoai loai khac hay khong khi gia dién thoai can ban tai dia phuong tang
1én t6i $[FROM Q6]? (PROBE: nhu 1 dién thoai cAm tay, dich vu dién thoai cam tay, dién thoai qua duong day
Internet)

CO, TAT NHIEN ROI
CO THE CO

CO THE KHONG
KHONG

DON’T KNOW

REFUSED

Q9. Theo nhu cong ty dién thoai ctia quy vi, gia dién thoai can ban tai dia phuong ctia quy vi, bao g@)m 1€ phi ctia tat ca cac
tiéu bang va 1¢ phi cta lién bang va tién cong, thuong thuong 1a ${fRATE AMOUNT]. Quy vi c6 kha nang chi tra
khong?

CO, CO KHA NANG CHI TRA

KHONG, KHONG CO KHA NANG CHI TRA
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DON'T KNOW

REFUSED

Q10. Bay gid quy vi vira cho tdi biét thong thudng téng sé tién héa don dién thoai cia quy vi, bao gdm thi lao, thué, va
chi phi cho cac dich vu khac 1a [FROM Q1 OR Q2_1]. Néu 1én gia, murc t6i da ma quy vi c6 thé tra 1a bao nhiéu trudc khi
quy vi mudn thay doi dich vy hién gio ciia quy vi?

_ __ ENTERTOTAL RATE AMOUNT

NO MATTER THE INCREASE, ] WOULD NOT CHANGE SERVICE [SKIP TO Q12]

DON'T KNOW [SKIP TO Q12]

REFUSED [SKIP TO Q12]

Q11. Néu tong sb tién hoa don dién thoai 1én dén $ [FROM Q10], quy vi c6 thé giam bét hay 1a bo
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[EACH SERVICE FROM Q3, PLUS BASIC PHONE SERVICE] tu tron géi dich vu cua quy vi?

[RAMDOMIZE LIST]

CO THE
KHONG CO THE
DON’T KNOW

REFUSED

1. Dich vu dién thoai loai can ban cua quy vi

2. DSL hodac la Broadband va dich vu 1én mang
3. Dichvu truyén hinh

4. Dich vu dién thoai duong dai
5. Thém duong day khac hoac la ké hoach cua 1 dién thoai cam tay

6. Cac tinh nang khac, nhu la voicemail, call forwarding, ...
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Q12a-g. Bay giod tdi s& hoi quy vi 1 sé cAu hoi vé kha nang chi tra. Nhitng cau tra 1oi dudi day c6 1am cho quy vi gip khé
khan trong viéc chi tra dich vu di¢n thoai hay khéng? Xin tra 16i c6 hay khong c6 cho tung cau. (PROBE: Nhitng
dieu do c6 lam cho quy vi gép khoé khan trong viéc chi tra dich vu dién thoai hay khong?)

YES
NO
DON'T KNOW

REFUSED

a. L¢ phi dién thoai duong dai.

b. S¢ thich néi chuyén rat 1au trén dién thoai hoic 1a goi rat nhiéu cudc dién thoai.

c. Quy vi khong thé kiém soat dugc nhitng nguoi khac str dung dién thoai caa quy vi ra sao.
d. Nhitng dich vu phai tra thém tién nhu 1a Puong Day Cho, (Call Waiting.)

e. Tién phai tra hang thang cho dich vu dién thoai dia phuong.

f. Tién cong, thué, va tién phai tinh thém.

g. Ngoai ra con c6 ly do nao khac lam cho quy vi gap khé khan trong viéc chi tra dich vu dién thoai khong? (GHI CU
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THE)

Q13. Néu dich vu dién thoai nha cia quy vi bi cit, quy vi s& 1am sao goi dién thoai? (MULTIPLE ANSWERS OK: CO THE CO
NHIEU CAU TRA LOI OK) (PROBE: quy vi con c6 dién thoai nao khac ma quy vi c6 thé sir dung duoc khong?)

MOT CAI DIEN THOAI CAM TAY

LEN MANG HOAC LA DICH VU PIEN THOAI CAM TAY HOAC LA DIEN THOAI QUA DPUONG DAY INTERNET
(VONAGE, SKYPE, COMCAST, TIME WARNER)

MQT NGUOI BAN, HANG XOM, HOAC LA PIEN THOAI CUA NGUOI THAN
DPIEN THOAI CONG CONG

DPIEN THOAI CHO LAM

THE DPIEN THOAI TRA TIEN TRUGC

DPIEN THOAI KHAC (GHI CU THE)

KHONG SU DUNG DIEN THOAI
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DON'T KNOW

REFUSED

Q14. Xin hoi trong nha quy vi, bao gdm ban than quy vi, c6 ai c6 dién thoai cAm tay khong?

YES
NO
DON'T KNOW

REFUSED

Q15. Xin hoi trong nha quy vi, bao gdm ban than quy vi, cé ai c6 broadband hoic la 1én mang véi tbc d6 nhanh khong?
(PROBE: Such as DSL, cable modem, or v¢ tinh Internet.)

YES
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NO  [SKIP TO Q18]
DON'T KNOW

REFUSED

Q16. Xin hoéi trong nha quy vi, bao gdm ban than quy vi, cé ai c6 dich vu dién thoai qua duong day Internet khéng, nhu 1a
VOIP phone (E.G., VONAGE, SKYPE, COMCAST, TIME WARNER)?

YES
NO
DON'T KNOW

REFUSED

Tiép theo, chung tdi s€ hoi quy vi 1 s6 cau hoi va nhitng cau tra 16i ctia quy vi tir nhitng cau hdi dé sé giup chung toi hiéu
biét cudc tham do y kién nay ra sao vi né dai dién cho tat ca moi ngudi trong tiéu bang California. Mot 1an nita, cac ciu tra
101 cua quy vi hoan toan dugc gitr kin.
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Q17. Nhirng ciu tra 10i ndo dudi diy mo ta gin ding tong thu nhap hang nim cua gia dinh quy vi, d6 13, tong thu nhap cia
tt ca thanh vién trong nha va ho 1a nhitng ngudi ¢ chung véi quy vi, trudc khi trir thué? [INTERVIEWER: READ LIST.
STOP WHERE RESPONDENT ANSWERS YES.]

$24,000 hoac it hon
$24,001 - $34,000
$34,001 - $39,800
$39,801 - $50,000
$50,001 - $75,000
Nhiéu hon $75,000
DON’T KNOW

REFUSE
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Q18. C6 bao nhiéu nguoi trong nha, bao gém ban than quy vi, st dung sb dién thoai nay: [SO PIEN THOAI]?

DANH SO VAO:
DON’T KNOW

REFUSE

Q29. Xin hoi tudi caa quy vi nam trong khoang nio?

Gifra 18 t6i 29 tudi
Gitra 30 toi 39 tudi
Gifra 40 toi 59 tudi
60 tudi hoic hon
DON'T KNOW

REFUSED
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Q20. Xin quy vi cho biét minh thudc ching tdc hay dan toc nao. Quy vi la nguoi da tréng, da den hodc la nguoi My géc Phi,
ngudi goc sic toc noi tiéng Tay Ban Nha hoic 1a ngudi La-Tinh, ngudi My gdc A/thé dan dao Thai Binh Duong, thd

dan ngudi My gbc An, hay la nguoi ching toc khac?

DA TRANG

DA PEN HOAC LA NGUOI MY GOC PHI

NGUOI GOC SAC TOC NOI TIENG TAY BAN NHA/NGUOI LA-TINH
NGUOI MY GOC A/THO DAN PAO THAI BINH DUCONG

THO DAN NGUOI MY GOC AN HOAC LA THO DAN ALASKA

SAC TOC KHAC: (GHI CU THE)

DON'T KNOW

REFUSED
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Q21. Xin hoi ngudi dimg tén sb dién thoai nay [AREA CODE & PHONE NUMBER], hién gio c6 viéc 1am khong?

YES

NO

KHAC NHAU (VE HUU, HQC SINH, NGUOI NOI TRG, NGUOI TAN TAT)
DON’T KNOW

REFUSED

CLOSING...

D4 1a cau hoi cudi cung. Cam on sy tham gia cua quy vi. Néu quy vi c6 cau hdi vé cudc tham do y kién nay quy vi c6 thé
lién lac véi Gerald Eisman. Quy vi c¢6 can nhitng thong tin d6 de lién lac khong?
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IF YES: Quy vi c6 thé lién lac v6i Dr. Eisman tai s 415-338-2978. [NEU CAN THIET:] Quy vi ciing c6 thé lién lac véi
Office of the Committee for the Protection of Human Subjects tai truong Pai Hoc San Francisco, 254 Administration
Bldg, 1600 Holloway Avenue, San Francisco, CA 94132, dién thoai: 415-338-1093. Email: protocol@sfsu.edu

Cam on quy vi va chic quy vi ¢6 1 ngay/dém tét dep.

IF NO: Xin cdm on quy vi lan nira. Chtic quy vi c6 1 ngay/dém tét dep.
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CHINESE LANGUAGE SCRIPT

CHCFB Telephone Affordability Survey Questionnaire FINAL 120109

INTRO...

YR , &I [INTERVEWER NAME] , ZERRARMMN AR BEXZSSRES UM I KREBITRHP, FEA LR [HOUSEHOLD
RECIPIENT] & 15?

41. YES, CONTINUE IN ENGLISH

42. YES, CONTINUE IN SPANISH

43. YES, CONTINUE IN CHINESE

44. YES, CONTINUE IN VIETNAMESE

45. NOT AVAILABLE (CALL BACK IN ENGLISH)

46. NOT AVAILABLE (CALL BACK IN SPANISH)

47. NOT AVAILABLE (CALL BACK IN MANDARIN)
48. NOT AVAILABLE (CALL BACK IN CANTONESE)
49. NOT AVAILABLE (CALL BACK IN VIETNAMESE)
50. NO ONE BY THAT NAME (WRONG NUMBER)
51. LANGUAGE PROBLEM
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52. VOICEMAIL/ANSWERING MACHINE
53. BUSY

54. NO ANSWER

55. DISCONNECTED NUMBER

56. FAX LINE

57. HANG-UP/INITIAL REFUSAL

58. HARD REFUSAL (DON'T CALL BACK)

IF AVAILABLE:
BTAREERA. HRAFEMMNEATEFREEANMMNLAASXZEGRE-HEMTEERNE, RAEET—ER
ENRE  UWTHEFETHEFREEARTABEEN, RERBRIEHER?

IF RECEIVED LETTER:
BRERFZ , fREREEATREE? ANSWER QUESTIONS FROM INFORMATION SHEET

IF DID NOT RECEIVE LETTER:
BEEHEBETHRNEZREA—EAEREREAHEFRBEASRUNERFAEMEMMNEFTRA S BERERN, FEIALE,
RERBEIRIE? ANSWER QUESTIONS FROM INFORMATION SHEET

RERB57 B R AR BB ?
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IF NOT:
ABER AT LATE — 181 75 {E R AV By ) FE 4T 2R 05 2

SCHEDULE CALLBACK

IF YES, WILL TALK NOW:

FEY , B, RASEREIREBRN: [AREA CODE & PHONE NUMBER ]
ERBFEMRNERR L ANSFEE, MRERIENVEARATER , BEHFK , BRUUARE—SHE,

faif
Tl

R—EBR1BREIALF RS, MWSHELBERLE, RKNERRBSTHERERN. FHEEZSHREBERR
ABFLHER, NIRRT ERERXFFENEE , FE5HE , RSLTHB. REEBSME?

sa
ot
EEHE“
Inbt

IF THEY HAVE ¥ 48T READ THE MATERIALS SENT OR IF THEY RAISE QUESTIONS ABOUT PRIVACY, THEN
REITERATE THIS FROM THE INFORMATION SHEET

IF&: &0, #HE ATRHRE , BRNEERZERE , OKIE [IF NOT OK WITH RESPONDENT, SIGNAL CATI MONITOR
TO LET HIM OR HER KNOW]

GO TO QUESTION 1
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IF YES, BUT LATER: BB— BB BTG IRL B R ? HHIR. RIS HRMRBiE, BR. SCHEDULE CALLBACK
IF PERSON DECLINES TO PARTICIPATE FURTHER

RIELERIRER, BUUARBREETMEARAAENEE , NI ARMEMRXBER?

IF NO, ##Y , EEZHRNKRE. BATERA/LEMBETER. BR.

INTERVIEWER INSTRUCTIONS IN ALL CAPS.

Q1. L8R8 , #R#¢ [SERVICE PROVIDER] ¥ Z5E & EFEAR[AREA CODE & PHONE NUMBER] HIIRE AR Z4? (PROBE:
REIFRY 1A 5T)

ENTER AMOUNT: __

REFUSED

Q2. FBEREHEBEREM[EE?
2 [SKIP TO Q3]

DON'T KNOW [SKIP TO Q3]
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REFUSED [SKIP TO Q3]

Q2 1. E—REFREFHNIRERZD?
ENTER AMOUNT:

REFUSED

Q3. U T AL RN E R T EERIIRERMN? MULTIPLE OK]

DSL= 5 38 R 7%
ERRTE
RIZFEFERDE

BOANERRUTFHRAE
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HADIRE, Plantd =15 46 e rERh i a2
A RS

pail]

DON'T KNOW

REFUSED

Q4. L—fER , MNIRERTREZ NBUEIEN? (PROBE: REE SRR RAE R EMRIRAIRE?)
BREEIE
HOSRE
DON'T KNOW

REFUSED
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Q5. B2009F 1 A1RE , ERA AR RA RIRTREARAIREN P ENSIREFTIR?
B
BB
DON'T KNOW

REFUSED

Q6. BRTIRBE , RRBENRBHWEN , /RIREMN [PROVIDER] EA 71t BFE AR R S[PHONE RATE],
MREREEAEN , FRENTHEGERSEAT EPEHEFRE .

____ ENTER TOTAL RATE AMOUNT

AT SENE D, B A E EURES [SKIP TO Q)

DON'T KNOW [SKIP TO Q9]
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REFUSED [SKIP TO Q9]

Q7. MREBFEBBEAREREMESFROM Q6] , FETERATHEARBANRFTERATESMREEHRE?
THEEREA
BRATES
MEE =
Hth
DON'T KNOW

REFUSED

Q8. MREAXAHBEREME $[FROM Q6] , RETER ML MEANER S/ —BEFERHEE? [PROBE:
PINFR , HBEFRY , WBEEFERHK
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DON'T KNOW

REFUSED

Q9. IRIBIRNEFT LR , MREMNEARLHEFTER , SEMENEKBAKRERER , BER $RATE
AMOUNT], RFRAEREREBENER?
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DON'T KNOW

REFUSED

QUURAIFREFEMFRBETHREE , BRBENRBENRENERES B Z[FROM Q1 OR
Q2_1].. MREBEAEM , FEENHEHESZSERATSTEERERE,

____ ENTER TOTAL RATE AMOUNT

Nim# RN L, B ELIRE[SKIP TO Q12]

/

DON’T KNOW [SKIP TO Q12]

REFUSED [SKIP TO Q12]

Q11. AN SR ARAJME B 1IN $[FROM Q10], /RA %A FIREIF[EACH SERVICE FROM Q3, PLUS BASIC PHONE SERVICE]
TEARII RS 5 H &I BUE? [RANDOMIZE LIST)
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T RE
R ATHE
DON'T KNOW

REFUSED

7. {RAIEARBFERE

8. DSLEEERE

9. BERRE

10. RIZFEFERKE

1. EHANEFTRIFHRAE

12. HtizhaE | GBS EHERBEEE

h. Q12a-g. RERE[R-LERTERUENBE, ATER - LESREUARERRE?
B-EFEEESEHTE., (PROBE: ETRENBREFRBE )T ERESHERENRSE , HlcCall
Waiting
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B
-E]
DON'T KNOW

REFUSED

i. RREFEAR

. BUHBEEFRAARITAZHEER

k. PRAAIAR G H AL A A E ARV ERE

1. FEINRIERIUE , BlEnCall Waiting

m. R EFRENAE

n. BA K BRERMMNE

o. BRAEXMHEMERCEREREHEIUAE? FRH)

Q13. MBLREZERBEDE  (REEFITEZERE? (MULTIPLE ANSWERS OK) (PROBE:
BEREHMRTLLANERE?)
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FREF

E 48 S S B 5 RIS 4B 45 E5% (VONAGE, SKYPE, COMCAST, TIME WARNER)
AR , MEIFEBNER

NHKREER

T FRIERR

B EFEE

HihEBFE (FFREH)

TEERAER

DON'T KNOW

REFUSED

Q4. BREMFEAR , FLERBEAREREERIFRER
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B
-E]
DON'T KNOW

REFUSED

Q15. BRRMREA , FLERKBAEREESSEEBRMBERE? (PROBE: fli0 DSL, B#RBUIRHEE E B BIR)
=]
88 [SKIP TO Q18]
DON'T KNOW

REFUSED
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Q16. BEFEMREAR , FLEREATREBEIRI (HIM: VONAGE, SKYPE, COMCAST, TIME WARNER)?
=)
RE
DON'T KNOW

REFUSED

ETR, Z#efAR-ETURDRMATHRLIAEHEBMMNERNARENBE, EF X, FHEERTERE
EI\JO

Q17. UTH—EREFBFR—FHRELKRAR , TEIR2BRE—EFEHRANRITHUWA? [INTERVIEWER:
READ LIST. STOP WHERE RESPONDENT ANSWERS £ ]
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$24,000 HET
$24,001 - $34,000
$34,001 - $39,800
$39,801 - $50,000
$50,001 - $75,000
$75,000 A E
DON'T KNOW

REFUSE

Q18. BEMERN , BRLEEZ L AKFEIE—EEFEEL: [PHONE NUMBER] E?

ENTER AMOUNT:
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DON'T KNOW

REFUSED

Q19. fRNFBHETEZN FRUTEHP—RIE?
18 £ 29 B2
30 E39 HZ M@
40 £59 B H
60 B L
DON'T KNOW

REFUSED
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Q20.
AIEMNERRIREEREHREM. MEAA , BASERREFEFEA  BURTERNTENE , EFAFFOEA | £
NNFLRZFRER , AREMERNKE?

BA

BAREFEIFHFA

FEMT AR T ZME

DEAFFOBA

ENNERRER

Hith: B3R

DON'T KNOW

REFUSED
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Q21. i —1§E 5543 [AREA CODE & PHONE NUMBER] t A 2 F 2 WE A7

i

TR
Hih (B4, BE , REEHR , BE)
DON'T KNOW

REFUSED

MERREZ—FEE, HERNSHE, NRREARAEEEMNEE , FHEEERAEALE |, Gerald
Eisman, fRAEE B ERIE?

IF &: fRATLAEE 415-338-2978 Bi#& Eismant@ L, [IF NEEDED:] fR7F A LABR A& B € 1L M 3 K2 H) Office of the

Committee for the Protection of Human Subjects, 254 Administration Bldg,1600 Holloway Avenue, San Francisco,
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CA 94132, phone: 415-338-1093. E&&: protocol@sfsu.edu
HE , DUREREFN —K/%

IF RE: B—IRHHER , SIREXHFHN—X/B.
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Mail Survey of Households Without Landline Service

For California Households without Traditional Telephone Service
If you would like us to mail you the survey in the following languages, please check the appropriate box below, and mail back to us.

[] Please mail me the survey in Spanish
[] Please mail me the survey in Vietnamese.
[_] Please mail me the survey in Chinese

To show our appreciation for completing this survey, we will mail you a $20 Visa gift card. Please note that all
information gathered for this survey will remain completely confidential.

This survey is intended to be completed by an adult in your household. Please take a few minutes to complete this survey and
answer each question as best you can. The purpose of this survey is to gather information only from California households that do
not have traditional phone service provided by the local telephone company. If your household does not have traditional phone
service, please proceed to complete this survey. You can return mail the completed survey to us without postage. (Please see
address on back).

Q1. Do you have traditional phone service? (Not cellular, digital phone service, or Voice over IP)

U1 Yes— We are only collecting responses from households that do not have traditional phone service. If your household has traditional
phone service provided by the local telephone company, please do not complete this survey.
[ ] No Please proceed with this survey.
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Q2. When did your household last have traditional phone service? Please provide your best estimate.
MM/YY: (Excample: 12/09) (Skip to O4)
[] Our household has never had basic phone service (Go 70 03)
[ ] Don’t know

Q4. If you previously had traditional phone service at this household, why did you discontinue this service? (Please check all that
apply)

Have other phone service, such as cellular, digital, or Voice over IP.

Long distance calling is too expensive.

Talking on the phone too much makes the bill too expensive.

Can’t control how others might use my phone.

Extra services like Call Waiting are too expensive.

The monthly charge for local phone service is too expensive.

Fees, taxes and surcharges are too expensive.

Other (please specify)

Not applicable

NN nEn N

Q3. If you never had traditional phone service at this household, why did you not consider having this service? (Please check all
that apply, then skip to Q5))

[ ] Have other phone service, such as cellular, digital, or Voice over IP.

[] Long distance calling is too expensive.

[] Talking on the phone too much makes the bill too expensive.

[] Can’t control how others might use my phone.
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Q5.

Q6.

Extra services like Call Waiting are too expensive.

The monthly charge for local phone service is too expensive.
Fees, taxes and surcharges are too expensive.

Other (please specify)
Not applicable

HEEnn

O

o you use or have access to any of the following services? (Please check all that apply)
Cellular, digital, or Voice over IP

A friend, neighbor, or a relative’s phone

A public pay phone

A phone at work

Pre-paid phone cards

Do not use or need a phone

Other (please describe)
Don’t know

HiENnEnE.

In order to get traditional phone service, do you think people have to: (Please check all that apply)
Have a certain income level

L0

Have a good credit rating

Have a bank account

Have a California drivet’s license
Have a Social Security card

Be a U.S. Citizen

Have a job

Hmn N nN

Don’t know
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Q7.  Have you heard of Universal Lifeline Telephone Service (ULTS), or Lifeline Service for low-income customers?

[] Yes

[ 1 No (Please skip to Q11 on the back)
[] Don’t know

Q.8  If you have heard of ULTS, do you know what its benefits are?

[] Yes
[] No

[] Don’t know

Q.9 If you have heard of ULTS, do you know whether or not you qualify?

[] Yes
[] No

[] Don’t Know

Q10. If you knew that you could qualify for ULTS, would it motivate you to have traditional phone service in your household?

[] Yes
[] No

[] Don’t Know

For more ULTS information, please contact the California Lifeline Telephone Program Administrator at 877-858-7463, or
through the internet at http://www.californialifeline.com/source/ContactUs.aspx tormmore-intormation.
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Q11. Do you or anyone in your household currently have a cellular, or mobile phone?

[] Yes
[] No

[ ] Don’t know

Q12. Do you or anyone in your household have a broadband or high speed Internet connection? (Such as a cable modem, Digital
Subscriber Line (DSL), or satellite internet.)

[] Yes
[] No

[] Don’t know

Q13. Do you or anyone in your household have digital phone service such as a VoIP phone? (such as Vonage, Skype, Comcast, Time
Warner?)
[ JYes
[ ] No

[ |Don’t know

Finally, we have a few questions that will help us know how well our survey represents all Californians. Please remember that all
information gathered for this survey will remain completely confidential.

Q14.  When did you move to this address? Please provide your best estimate
MM/YY: (Excample: 12/09)
[] Don’t know
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Q15.  Your age (Please check one)
[] 18 to 29 years old
[ ] 30 to 39 years old
[ ] 40 to 59 years old
[ ] 60 years or older

Q16.  How many people live in your household, including yourself?

[] Don’t know

Q17.  Race or ethnicity (Please check all that apply)
[] White
[ ] Black or African American
[ ] Asian or Pacific Islander
[ ] American Indian or Alaskan native
[] Hispanic or Latino
[ ] Other (please specify)

Q18.  What is your household’s total income before taxes? (Please check one)
$24,000 or less

$24,001 - $34,000

$34,001 - $39,800

$39,801 — $50,000

$50,001 - $75,000

Over $75,000

Don’t know

NN E.
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Q19.  Your current employment status? (Please check all that apply)
Employed
Unemployed
Retired

Student
Homemaker
Disabled

Other (please specify)

Don’t know

HiENnEnE.
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Para Hogares sin Servicio Teleféonico Tradicional en California
Si usted desea que le enviemos la encuesta en alguno de los siguientes idiomas, por favor marque la casilla apropiada y regréselo por correo.

[ ] Favor de enviar la encuesta en Espafiol
[ ] Favor de enviar la encuesta en Vietnamés
[ ] Favor de enviar la encuesta en Chino

Para mostrar nuestro agradecimiento por completar esta encuesta, le enviaremos una tarjeta de regalo Visa por $20. Por favor
tome en cuenta que toda la informacion reunida para esta encuesta se mantendra completamente confidencial.

Esta encuesta es intencionada para ser completa por un adulto de su casa. Por favor tome unos minutos para completar esta encuesta y
responder cada pregunta lo mejor que pueda. El propésito de esta encuesta es para reunir informacion solamente de los hogares en
California que no tienen servicio telefénico tradicional proporcionado por la compafia telefonica local. Si su hogar no tiene servicio
telefonico tradicional, por favor proceda a completar esta encuesta. Una vez que complete la encuesta, puede regresarla sin costo de envié

(Favor de ver la direccion al dorso).

QL. ¢Tiene usted servicio telefénico tradicional? (Que no sea celular, servicio telefonico digital, o Voice over IP)
U1 Si— Solamente estamos renniendo respuestas de hogares que no tienen servicio telefonico tradicional. Si su hogar tiene servicio telefonico
tradicional proporcionado por la comparia telefonica local, por favor no complete esta encuesta.

[] No— Por favor proceda con esta encuesta.

Q2. Cuando fue la dltima vez que tuvo servicio telefonico basico en su hogar? Por favor proporcione su mejor aproximacion.

MM/YY (Ejemplo: 12/09)
[] Nuestro hogar nunca ha tenido servicio telefénico basico (por favor pase a O4)
[] No sabe
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Q3. Siusted nunca ha tenido servicio telefénico tradicional en esta casa, JPor qué no considerd tener este servicio? (Por favor, marque
todo lo que aplica skip to (QQ5)

Tengo otro servicio telefénico, tal como celular, digital o Voice Over IP

Llamar a larga distancia es muy caro.

Hablar mucho por teléfono hace que la factura sea muy cara.

No puedo controlar como otros podrian usan mi teléfono.

Servicios extras tal como Llamadas de Espera son muy caros.

La tarifa mensual del servicio telefénico local es muy caro.

Cargos, impuestos y recargos son muy caros.

Otro (por favor especifique)

No aplicable

NN nEn N

Q4. Siusted ha tenido servicio telefonico tradicional previamente, ¢Por qué discontinuo este servicio? (Por favor marque fodo lo que aplica)
Tengo otro servicio telefénico, tal como celular, digital o voice over IP.

Llamar a larga distancia es muy caro.

Hablar mucho por teléfono hace que la factura sea muy cara.

No puedo controlar como otros podrian usan mi teléfono.

Servicios extras tal como ILlamadas de Espera son muy caros.

El cargo mensual del servicio telefénico local es muy caro.

Cargos, impuestos y recargos son muy caros.

Otro (por favor especifique)

HEnnEn N

No aplicable

Q5. ¢Usted usa o tiene acceso a alguno de los siguientes servicios? (Por favor marque fodo lo gue aplica)
[] Celulat, digital, o Voice Over IP
[] Teléfono de un amigo, vecino, o pariente
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Q6.

Q7.

Q.8

Q9

Teléfono publico de paga

Un teléfono en el trabajo

Tarjetas telefonicas pre-pagadas
No uso o no necesito un teléfono
Otro (por favor describa)
No sabe

HmimnnN

Q)

on el fin de obtener el servicio telefonico tradicional, ¢piensa usted que la gente debe de: (Margue todo lo que aplica)
Tener un cierto nivel de ingresos

Tener un buen historial de crédito

Tener una cuenta bancaria

Tener licencia de conducir de California

Tener tarjeta de Seguro Social

Ser ciudadano de Los Estados Unidos

Tener trabajo

No sabe

HEn N En .

¢A escuchado hablar del Servicio Telefénico Universal Lifeline (ULTS) o Servicio de Lifeline para clientes de bajos ingresos?
[] si

[ 1 No (Porfavor pasea Q11al dorso)

[[] No sabe

Si usted ha oido hablar de ULTS, ¢sabe cuales son los beneficios?

[] si

[] No

Si usted ha oido hablar de ULTS, ¢sabe si usted califica o no?

[] si
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Q10.

[] No
[] No Sabe

Si usted supiera que puede calificar para ULTS, ¢le motivarfa tener el servicio telefénico tradicional en su hogar?
[] si

[] No

[[] No Sabe

Para mas informacion de ULTS, por favor comuniquese con el Administrador del Programa Telefonico de Lifeline de California
al 877-858-7463, o por internet en http://www.californialifeline.com/source/ContactUs.aspx .

Q1.

Q12.

Q13.

Actualmente, ¢usted o alguien en su casa tiene un celular, o teléfono movil?
(] si
[] No
[] No sabe

¢Usted o alguien en su casa tiene conexion de banda ancha o alta velocidad de internet? (Como DSL, cable modem, o internet de
satélite.)

[] si

[] No

[[] No sabe

¢Usted o alguien en su casa tiene servicio de teléfono digital, tal como teléfono VoIP?
(Como E.G. Vonage, Skype, Comecast, Time Warmer?)

[]si

[ ]No

[ ] No sabe
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Finalmente, tenemos unas cuantas preguntas que nos ayudaran a saber que tan bien representa a todos los californianos nuestra encuesta.
Por favor, recuerde que toda la informacion reunida en esta encuesta permanecera completamente confidencial.

Q14.  ;Cuanto tiempo hace que usted se mudo a esta direccion?
MM/YY: (Ejemplo: 12/09)
[[] No sabe

Q15.  Suedad (Por favor marque 1no)
[] 18229 afios
[] 30a 39 afios
[ ] 40a 59 afios
[ ] 60 afios o mas

Q16.  Incluyendo usted, ;Cuantas personas viven en su casa?

[ ] No sabe

Q17.  Raza o etnicidad (Por favor margue fodo lo que plica):
Blanco

Negro o Africano Americano

Asiatico o Islefio del Pacifico

Indio Americano o Nativo de Alaska
Hispano o Latino

Otro (Por favor especifique)

Hmn N nN

Q18.  Cual es el ingreso total anual de su hogar antes de impuestos? (por favor margue o)
[] $24,00 o menos
[ ] $24,001 - $34,000
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$43,001 - $39,800
$39,801 - $50,000
$50,001 - $75,000
Mas de $75,000
No sabe

HEEnn

Q19.  ¢Su estado de empleo actual? (Por favor marque todo lo gue aplica)
Empleado
Desempleado

Jubilado

Estudiante

Ama de casa
Discapacitado

Otro (por favor especifique)
No sabe

HiENnEnE.

Gracias por su participacion

Por favor doble sobre la linea punteada, ponga cinta adhesiva como se le indica. (Do cubra las barras de c6digo)
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Danh Cho Gia Pinh ¢ Tiéu Bang California
Khéng C6 Dich Vu bién Thoai Nha

Néu quy vi muén ching tdi gai ban tham do y kién véi nhitng ngdn ngit sau day, xin danh dau vao nhiing 6 vuéng,
va goi lai cho chdng toi.

[ ] Xin goi ban tham do y kién cho t6i bang tiéng Tay Ban Nha.

[ ] Xin goi ban tham do y kién cho t6i bang tiéng Anh.

[ ] Xin gai ban tham do y kién cho t6i bang tiéng Hoa.

Pé t6 1ong cam on quy vi vi da 1am xong bin thim do y kién nay, chiing t6i sé géi cho quy vi mét thé mua qua trj gia $20. Xin lvu y
tit ca cac thong tin ma ching t6i thu thap dwoc tir cuje thiam do y kién nay sé dwgc hoan toan giir kin.

Cudc tham do y kién nay danh cho 1 nguoi 16n ¢ trong nha quy vi. Xin quy vi bé ra vai phiit dé hoan thanh ban tham do ¥ kién nay va tra 16i mdi cAu

hoi 1 cAch tét nhét. Myc dich cia ban tham do y kién nay 1a chi dé thu thap thong tin tir nhitng gia dinh trong tiéu bang California khéng c6 dich vu

dién thoai nha véi cong ty dién thoai tai dia phuong cua ho. Néu gia dinh quy vi khéng ¢6 dich vu dién thoai nha, xin tiép tuc véi cude thim do ¥ kién
nay. Quy vi c6 thé goi lai ban tham do ¥ kién cho chtng t6i khong can tra cuée phi. (Xin coi dja chi ¢ ding sau.)

Q1. Quy vi ¢6 dich vu dién thoai nha khéng? (Khong phai dién thoai di dong, hoic 1a dién thoai qua duong day Internet)

] C6 — Chiling t6i chi thu thdp nhimg cdu tra loi tir nhimg gia dinh khéng ¢é dich vy dién thoai nha. Néu gia dinh quyj vi c6 dich vu dién thoai nha véi
cong ty dién thoai dia phwong, xin dimg tra loi cuée thdm do y kién nay.
(] Khéng — Xin tiép tuc vdi ban tham do 1 kién.

Q2. Lén cudi cing gia dinh quy vi van con dich vu dién thoai nha 1 khi nao? Xin quy vi vui long cho biét
mic dai khai gan nhat.

Thang / Nam: (Vi du: 12/09) (Nhay téi cdu sé 4)
[] Gia dinh chiing t6i khong bao gio c6 dich vu dién thoai cin ban (i téi cdu sé 3)
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0 Khéng biét

Q3. Néu lac trude quy vi khong cé dich vy dién thoai nha, tai sao quy vi khong nghi dén c¢6 nhimng dich vu sau day? (Xin chon tdt ca cdu thich hop, sau dé nhay
t61 cdu s6 5.)
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[J C6 dich vu dién thoai khéc, nhur 14 dién thoai di dong, hoic 14 dién thoai qua duong day Internet.
[] Chi phi cho dién thoai duong dai qUA MAC. ....vveeveeererereerernens
[ N6i chuyén trén dién thoai qua nhiéu lam cho ho4 don tién dién thoai qua mic.
[] Khong thé kiém soat duoc nhimng nguoi khac sir dung dién thoai ciia quy vi.
[] Nhitng dich vy phai tra thém tién qua mic nhu 1a Puong Day Cho (Call Waiting.)
(] Tién phai tra hang thang cho dich vu dién thoai dia phuong qua méc.
(] Tién cong, tién thué, va nhimg 1é phi khic qua mic.
[] Cai khac (ghi cy thé)
[J Khong c6 st dung nhitng dich vy trén d6

Q4. Néu lc trude quy vi ¢6 dich vy dién thoai nha, Iy do nao sau day khién quy vi ngirng st dung dién thoai tai nha? (Xin chon tdt ca cu thich hop)

[J C6 dich vu dién thoai khéc, nhir 1a dién thoai di dong, hoic 1a dién thoai qua duong day Internet.

[] Chi phi cho dién thoai duong dai qua mic.
[ N6i chuyén trén dién thoai qua nhiéu lam cho ho4 don tién dién thoai qua mic.
[ Khéng thé kiém soat duge nhirng nguoi khac st dung dién thoai cia quy vi.

[] Nhitng dich vu phai tra thém tién qua mic nhu 1a Buong Day Cho (Call Waiting.)

(] Tién phai tra hang thang cho dich vu dién thoai dia phuong qua méc.

(] Tién cong, tién thué, va nhimg 1é phi khic qua méc.

[] Cai khac (ghi cy thé)

[J Khong c6 st dung nhitng dich vy trén d6

Qs. Quy vi cb sit dung nhirng dich vu sau day khong? (Xin chon tat cd cu thich hop)
[J pién thoai di dong, dién thoai qua duong diy Internet.
[J bién thoai ciia mot ngusi ban, hang x6m, hoic dién thoai cia mét nguoi than
[J pién thoai cong cong
[J pién thoai tai noi lam viéc
[ Thé dién thoai tra tién truée
[ Khéng st dung hodc cin mot dién thoai
[] Cai khac (ghi cu thé)
] Khéng biét
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Q6. Dé c6 duoc dich vu dién thoai nha, quy vi nghi raing quy vi phai co: (Xin chon tdt cd cau thich hop)
[] C6 mure thu nhéap nhét dinh
] C6 tin dung t6t
[] C6 mot tai khoan trong ngin hang
[] C6 bing 1ai xe cua bang California
[] C6 mot thé an sinh xd hoi
[] Phaila 1 cong dan M¥
[ C6 mot viec 1am
O Khéng biét

Q7. Quy vi c6 nghe qua chuong trinh dién thoai danh cho nhitng gia dinh 6 loi tire thip (Universal Lifeline Telephone Service, ULTS), hoc 1a dich vu
Lifeline (Lifeline Service) danh cho khach hang c6 thu nhép thip khéng?
O co
[0 Khong (Nhay téi cdu sé 11 & déng sau)
0 Khéng biét

Q.8 Néu quy vi c6 nghe qua chuong trinh dién thoai danh cho nhiing gia dinh c6 loi tirc thap (Universal Lifeline Telephone Service, ULTS), quy vi c6 biét
loi ich cia n6 khong?
O co
[0 Khong

Q.9 Néu quy vi c6 nghe qua chuong trinh dién thoai danh cho nhiing gia dinh c6 lgi tire thdp (Universal Lifeline Telephone Service, ULTS), quy vi c6 biét
14 quy vi c6 hoi du didu kién hay khong?
O c¢o
[0 Khong
0 Khéng biét

Q10. Néu quy vi biét 1a quy vi héi du diéu kién cho chuong trinh dién thoai danh cho nhimg gia dinh c6 loi tirc thip
(Universal Lifeline Telephone Service, ULTS), né c6 thic diy quy vi dé gia dinh quy vi ¢6 dich vu dién thoai nha
khong?

O co
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[0 Khong
0 Khéng biét

Muén biét thém théng tin vé chwong trinh Universal Lifeline Telephone Service (ULTS), quyj vi cé thé lién lac véi California Lifeline
Telephone Program Administrator tai sé dién thoai 877-858-7463, hodc la lén mang tai
http://www.californialifeline.com/source/ContactUs.aspx

XIN LAT RA PANG SAU

Q11. Xin héi hién gi¢ quy vi hay 1 nguoi khéac trong nha c6 ai ¢6 dién thoai di dong khong?
1 ¢co
[0 Khong
0 Khéng biét

Q12. Xin héi quy vi hay 1 nguoi khac trong nha cb ai sir dung broadband hoic 14 1én mang véi tée d6 cao khong?

(vi du nhu 1a 1 cai cable modem, Digital Subscriber Line (DSL), hay la vé tinh internet.)
O ¢
[0 Khong

[0 Khong biét

Q13. Xin hoi quy vi hay 1 nguoi khac trong nha cb ai c6 dich vu dién thoai qua duong day Internet khong? (nhu la Vonage, Skype, Comcast, Time
Warner?)
O c¢o
[0 Khong
0 Khéng biét
Cudi ciing, chiing t6i s& hoi quy vi 1 s6 cAu hoi va nhitng cau tra 10i cia quy vi s& gitip chiing t6i hiéu biét cudc tham do ¥ kién nay ra sao vi né dai dién cho tit
¢4 moi ngudi trong tiéu bang California. Xin nhé ré tit ca cac théng tin ma ching t6i thu thap dwec tir cude thim dé ¥ kién nay sé dwec hoan

toan gia kin.

Q14. Quy vi don t6i dia chi nay khi nao? Xin quy vi vui long cho biét dai khai.
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Théang / Nam: (Vidu: 12/09)
0 Khéng biét

Q15. Xin héi tudi cua quy vi (Xin chon mét)
[ 18 t6i 29 tudi
[ 30 t6i 39 tudi
O 40 t6i 59 tudi
[ 60 tubi hodc hon

Q16. Xin hoi c6 bao nhiéu ngudi & chung véi quy vi, bao gdm ban than quy vi?
0 Khéng biét
Qu7. Xin quy vi cho biét minh thuéc chung téc hay dan toc nao (Xin chon tdt ca cdu thich hop)
] Datring

[] Da den hoic 14 ngudi My gdc Phi

[0 Nguoi chau A/Thé dan dao Thai Binh Duong

[0 Nguoi My gbe An hoic 1a Thé dan Alaska

[0 Nguoi gbe sic toc néi tiéng Tay Ban Nha/ Nguoi La-Tinh
[0 Khac nhau (ghi cu thé)

Qi18. Téng thu nhap hing nim caa gia dinh quy vi 1a bao nhiéu trude khi trir thué? (Xin chon mét)
[0 $24,000 hoic it hon

$24,001 - $34,000

$34,001 - $39,800

$39,801 - $50,000

$50,001 - $75,000

Nhiéu hon $75,000

Khéng biét

OooOoood
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Q19. Hién gio tinh trang viéc 1am caa quy vi nhu thé ndo? (Xin chon tdt ca cdu thich hop)
[ Co6 viec 1am
[J Khéng c6 viée lam
O vVé huu
[J Sinh vién
[ Néi tro
] Tan phé
(] Khac nhau (ghi cu thé)
] Khéng biét

Cam on sy tham gia cua quy vi.

Xin xép lai ban tham do ¥ kién nay theo hang c6 ddu chim va diing bing keo d4n lai. (Ping dé 1én barcode)
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