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EXECUTIVE SUMMARY

Infroduction

In Oregon, the Public Utility commission is responsible for overseeing the state’s
telecommunications industry. The PUC annually reports on competition within the industry
and collects a variety of information from the regulated companies. In 2004, the Oregon
PUC contracted with Gilmore Research Group to conduct a statewide survey of Oregonians
to gauge their opinions on a range of telecommunication topics including:

* Number of telephone lines (both landlines and cell phones)

= QSatisfaction with telephone service providers (local service and cellular services)
* Long Distance services used

* Internet access

* Directory Assistance services

* Registration for the national Do Not Call list

* Demographic characteristics by region

For survey purposes, the state was divided into six geographic regions and an equal number
of surveys (401) were conducted in each region. This method provided enough responses in
each region for subgroup analysis. For the statewide analysis, data were weighted to
proportionately reflect the distribution of households in each county. Detailed information
about the regions, survey sampling and weighting is found in the Methodology Section of
this report. Key Findings from the statewide analysis are summarized below.

Key Findings

Regional Differences

There are distinct differences between regions in different areas of the state. The Portland
Metro area and the Valley region are predominantly urban in nature with more multi-family
dwellings, younger, better-educated respondents, and more respondents with young children.
The Coast, Southwest, and Fastern regions are smaller in population and dominated by small
towns and rural areas. There are more senior citizens in these regions and fewer young
families. Central Oregon is an eclectic mix of both urban and rural areas with characteristics
pertaining to both.

Telecommunications Consumer Survey, February 2005 GROUP
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Local Telephone Service

e More than three-quarters of respondents (76%) have one hard wired telephone line
(landline) and 24% have two or more landlines. Most respondents are not planning
to add or drop a telephone line in the next two years. Those with two or more
landlines are more likely to live in unincorporated rural areas, have incomes exceeding
$75,000 and be registered for the national Do Not Call list.

e 79% of respondents indicated they are very unlikely to drop their primary phone line
and switch exclusively to cellular service in the next six months. Those who were
considering a switch to cellular most often mentioned saving money on monthly or
long distance bills and the convenience of being able to make or receive phone calls
from almost any location.

e Six in ten respondents (60%) were satisfied with their local telephone service provider
and 31% were neutral on the subject. Just 9% were dissatisfied—usually because of
high rates and overcharging, poor customer service, ot poor line quality.

Cellular or Wireless Telephone Service

e Two out of three respondents (67%) have at least one cell phone. Those most likely
to have cell phones live in the Portland Metro or Central region, have Internet access,
have children living at home, have incomes greater than $40,000, and are registered
for the national Do Not Call list.

e Most respondents with cell phones (85%) are not planning to either add or drop a
cell phone in the next year.

e Cell phone users report few problems with unauthorized contract changes (6% have
had this experience) or with purchasing contracts that weren’t as advertised (17%).

e Satisfaction with cell phone service was lower on average than satisfaction with local
telephone service. Fewer than half (47%) of all respondents were very ot somewhat
satisfied with their cellular service and 39% gave a neutral rating. Those who were
dissatisfied (11%) most often cited bad reception/ dropped calls, unfair charges/ charging for

overtime minutes, and poor customer service.

Long Distance Service

e Virtually all respondents (99%) reported making long distance telephone calls in the
past year and many use more than one method. The method mentioned most often

Telecommunications Consumer Survey, February 2005 GROUP
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was the home telephone line (56%) followed by using a cell phone (43%), or pre-paid
calling card (24%).

When asked which method they most commonly use for making long distance calls,
landlines just barely edged out cell phones (39% and 37% respectively)

More than two-thirds of respondents (68%) were very or somewhat satisfied with their
long distance service. Those who live in the Coast and Central regions were less
satisfied with their service than respondents from other areas.

The majority of respondents (89%) said there had not been any unauthorized long
distance charges on their phone bills in the past year. 83% of those who were
charged for calls they did not make were able to have the charges reversed.

Internet Access

Respondents demonstrated varying degrees of knowledge about the type of Internet
access available to them. Three-quarters of respondents (74%) said they had dial-up
service available, 58% said cable modem service was available in their area, and 54%
said DSL service was available. When asked if satellite and wireless Internet service
was available in their area, respondents were more likely to say don'’t know (47% and
59% respectively). Respondents in Eastern Oregon were less likely than average to
say any of these services were available to them.

Not quite three in four respondents (72%) have Internet access from home. Just
over half of those with Internet access connect using a dial-up modem (52%), 24%
use a cable modem, and 18% use DSL. Residents of the Portland Metro area are
significantly more likely to have high speed Internet access than residents in other
areas.

The median monthly cost respondents reported paying for Internet access was $24.
Those who have high speed access reported a median monthly cost of $40 while for
those who use dial-up service, the median cost was $17 per month.

Respondents who do not have high speed Internet access were asked how much they
would be willing to pay for the service. More than a third (37%) said they would not
pay anything and 20% did not know how much they would be willing to pay. Among
those who named an amount, the median was just under $19 per month.

Half of the respondents who have Internet access (50%) were very or somewhat satisfied
with their Internet service. Those with high speed service were more likely to be
satisfied (62%) than those with dial-up service (41%). The most common reasons for
dissatisfaction were speed and getting booted off line.

Telecommunications Consumer Survey, February 2005 GROUP
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e Although one in three respondents (33%) have heard of using high speed Internet
service to make telephone calls, just nine respondents (0.4%) take advantage of this
technology.

Directory Assistance

e Just over half (56%) of respondents have used Directory Assistance in the past 12
months. Those who did not use the service said they either did not need to look up
any phone numbers or could look the numbers up themselves in the phone book or
on line.

e Respondents who did use Directory Assistance most often dialed 411 (63%) or 555-
1212 (28%).

e More than two out of three (68%) of respondents were generally satisfied with their
Directory Assistance service, 21% were neutral, and 10% were dissatisfied. Those
who were dissatisfied complained about paying for a service that used to be free, being given
incorrect information, or being unable to get telephone numbers they know are listed.

e Half (51%) of respondents were aware Directory Assistance Services are available
from providers other than the local telephone company but do not know how much
these services cost.

Do Not Call Registry

e Just over half the households in Oregon (52%) are listed with the national Do Not
Call registry. Those most likely to be registered live in suburban neighborhoods, have
two or more cell phones, have two or more landlines, have high speed Internet
access, and an annual income greater than $75,000.

e Three in ten respondents (29%) who are registered for the national Do Not Call list
participated in the Oregon Do Not Call program before the national program
replaced it. Most of these respondents (66%) did not have a strong opinion favoring
one program over the other. Those who did voice an opinion were almost equally
divided between the Oregon program (16%) and the national program (19%).
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Conclusions

There are few differences in satisfaction with telephone service providers across the state.
Respondents in Central Oregon and those with one or more cell phones were less satisfied
with local service providers than other respondents. Respondents in Central and Eastern
Oregon are less satisfied with their cellular service providers than those in other areas,
primarily because of poor reception and unfair charges (roaming/overtime).

The use of cell phones for long distance calling is becoming increasingly popular, especially
in urban areas. In 2005, just over half (56%) of Oregon residents surveyed said they use
their landline phone and 43% reported using a cell phone for long distance calling.

In urban areas such as the Portland Metro region, nearly three-quarters of respondents were
connected to the Internet and half of those have high speed Internet connections. In more
rural areas like the Eastern, Coast and Southwest regions, about two-thirds of respondents
have Internet access from home, but fewer than one in ten have a high speed connection.

There does appear to be a “digital divide” between the urban and rural areas of the state. It
is unclear, however, whether the divide is caused by lack of service options or by other
factors. For example, there is a significant correlation between income and education and
the use of cell phones and high speed Internet service. In the Eastern region where the lack
of high speed Internet and cell phone use is most pronounced, residents also tend to be
older, have lower incomes, and have less education than those in other parts of the Oregon.

Telecommunications Consumer Survey, February 2005
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INTRODUCTION

Background and Objectives

In Oregon, the Public Utility Commission (PUC) is responsible for overseeing the state’s
telecommunications industry. In recent years there have been extensive changes in the
industry, both in technology and in the carriers providing service. The PUC also has varying
degrees of authority over these carriers. The PUC annually reports on competition within
the industry and collects a variety of information from the regulated companies.

In 2004, the Oregon PUC contracted with Gilmore Research Group to conduct a statewide
survey of Oregonians to gauge their opinions on a range of telecommunications topics.
Topics explored in the survey include:

e Number of telephone lines (both landlines and cell phones)

e Satisfaction with telephone service providers (local service and cellular services)

e Long Distance services used

e Internet access

e Directory Assistance services

e Registration for the national Do Not Call list

e Demographic characteristics by region

To ensure a sufficient number of responses for subgroup analysis, the state was divided into
six distinct regions as described in the Methodology section and 401 surveys were completed
with residents of each region. Results were then weighted to proportionately represent the
statewide population.

Telecommunications Consumer Survey, February 2005 GROUP
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Methodology

Gilmore Research Group
conducted 2,406 telephone
interviews with Oregon residents
age 18 or older between December
17, 2004 and January 17, 2005.
Gilmore used a Computer Assisted
Telephone Interviewing system
(CATI) and an initial random digit
dialing sample of 14,488 telephone

numbers from which to conduct the

interviews (Table 1). The random
digit dialing method ensures that
households with new or unlisted
numbers are included in the survey.
Gilmore made up to 11 attempts to
reach each household before
replacement, with an average of 3
attempts on all usable sample. The
overall completion rate on usable

telephone numbers in the sample was 29%. Interviews lasted just over 9 minutes on

average.

Table 1
Sample Disposition

Completed Interviews

No answer
Answering machine / Busy
Respondent not available

Total No Contact

Refused survey
Terminate / Incomplete

Total Refusals

Usable Sample*”

Blocked / Duplicate Numbers
Disconnected
Business / Fax

Language Barrier/ Hearing Problem

Not qualified (over quota)

Total Non-working / Not Qualified

Total Sample

Number
2,406

1,091
1,003

122
2,216

3,472
139
3,611

8,233

27
3,418
2,135

401
274
6,255

14,488

* Completed Interviews + No Contact + Total Refusals

Percent
17%

8

7

1
15%

24
1
25%

57%

Telecommunications Consumer Survey, February 2005
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Sample Plan and Weighting

Quotas were
established to ensure
enough responses in
each region for
statistically reliable
analysis. Counties
were used to place
respondents into six
geographic regions
as shown in Table 2.

Table 2

Counties by Region

Portland

Metro Valley

Clackamas Benton

Multnomah Lane

Washington  Linn
Marion
Polk
Yamhill

Coast
Clatsop
Columbia
Coos
Curry
Lincoln
Tillamook

Southern
Oregon
Douglas
Jackson
Josephine

Central
Oregon
Crook
Deschutes
Gilliam
Hood River
Jefferson
Klamath
Lake
Sherman
Wasco

Eastern
Oregon
Baker
Grant
Harney
Malheur
Morrow
Umatilla
Union
Wallowa
Wheeler

Question 1: First, | need to ask a couple of quick questions about your household in order
to make sure we represent the state’s population. Which county do you live in?

To proportionally represent the state
population, completed interviews were

weighted to reflect the number of
households in each region. The actual and

weighted number of interviews in each
category is shown in Table 3.

Analysis and Reporting

Table3

Weighted and Unweighted Cell Sizes by Region

Portland Metro
Valley
Coast

Southwest Oregon

Central Oregon
Eastern Oregon
Total

n
401
401
401
401
401
401

2,406

nw
1,027
638
174
257
192
119
2,406

Weight

2.5618
1.5906
0.4334
0.6404
0.4779
0.2959

N/A

n = the number of interviews obtained in each cell.
n,= the number in each cell after weighting

This report summarizes the major findings for each survey topic and compares differences
between regions as appropriate. Unless otherwise noted, the statewide results in this report
are based on the final weighted sample data while any statistically significant differences
between regions are based on actual cell sizes. All differences called out in the text are
statistically significant at the 95% confidence level.

The maximum margin of error at the 95% confidence level for a sample of 2,406 is £ 2%.
The maximum margin of error for a sample of 401 is + 4.9%. Responses to all questions are
presented under separate cover in the form of banner tables.

Telecommunications Consumer Survey, February 2005
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DETAILED FINDINGS

Respondent Profile

Seven in ten Oregon households (70%) are situated along the Willamette River --43% in the
Portland Metro area and 27% in the Valley. Half of the respondents characterize the area
they live in as being in a small town (31%) or an unincorporated rural area (20%). The other
half characterize their neighborhood as being urban (24%) or suburban (21%).

Most respondents (82%) live in single family homes, are between 25 and 64 years old (76%),
and have at least some college education (68%). The majority of respondents have an annual
income in excess of $40,000 (52%) and are more likely to be female than male (56% and
44% respectively). Table 4 on page 14 provides a detailed listing of respondent
characteristics by region. The characteristics that best differentiate and describe each the six
regions are listed below.

Portland Metro

With 43% of Oregon households, the Portland Metro region is the largest in the state.
Compared to other regions, the Portland Metro region:

e s the most urban in character with the highest proportions of urban (34%) and
suburban (30%) respondents and the lowest proportion of small towns (15%) and

rural areas (16%o)

e Has the greatest proportion of apartments (15%) and smallest proportion of single-
family homes (78%)

e s the most likely to have children living at home (35%)
e Has younger respondents than all regions (median age of 48) except the Valley
e Has the most educated respondents (41% have a 4 year college degree)

e Has the highest median income ($53,554 compared with $48,818 statewide)

Valley

The Valley region is the second largest region in Oregon with 27% of total households and
is very similar to the Portland Metro region. Compared to other regions, the Valley area:

| Telecommunications Consumer Survey, February 2005 GROUP
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Is second most urban in character with 25% of respondents describing their
neighborhood as urban, 21% suburban and 34% small town

Has the second highest proportion of apartments (14%) and second lowest
proportion of single-family homes (80%)

Has more children living at home (34%) than respondents in the Coast or Southwest
Oregon regions

Has younger respondents than all regions except Portland Metro (median age of 48)
Has higher than average education levels (39% have a 4-year college degree)

Has a median income below the statewide median ($45,387)

Coast

The Coast region contains 7% of the total households in Oregon. It is one of the two
smallest regions in the state, with just slightly more households than the Fastern Oregon
region. Compared to other regions, the Coast area:

Is made up predominantly of small towns (60%) and rural areas (29%)
Has fewer children living at home (26%) than all regions except Southwest Oregon
Has older respondents (median age of 53) than all regions except Southwest Oregon

Has the greatest proportion of respondents with vocational certificates or some
college, but less than a four-year degree (41% compared with 35% statewide)

Has the second lowest median income ($43,925)

SW Oregon

Southwest Oregon is the third largest of the six regions studied with 11% of the total
households in the state. Compared to other regions, SW Oregon:

Includes a diversity of neighborhood types dominated by small towns (44%) and
unincorporated rural areas (29%)

Is tied with the Coast region for fewest number of children living at home (26%)

Telecommunications Consumer Survey, February 2005 GROUP



Page 13

e Has the greatest proportion of seniors (31% compared with 19% statewide) and thus,
the oldest median age (56) of any region

e Has a median income ($45,485) that is comparable to the Valley and Coast regions

Central Oregon

The Central Oregon region includes 8% of all Oregon households and contains an
interesting mixture of urban and rural areas. Compared to other regions, Central Oregon:

e s almost evenly divided between small town (39%), rural (31%) and urbanized areas
(29% ), the latter group including both urban and suburban designations

e Has the greatest proportion of respondents who live in single-family homes (91%)
e Has more children living at home than the Coast or Southwest regions (34%)

e Has better educated respondents (32% have a 4-year college degree) than either the
Coast or Eastern Oregon, but less than residents of the Valley or Portland Metro
region

e Has the second highest median income ($50,365)

Eastern Oregon

The Eastern Oregon region is the smallest in the state in terms of total households (5%).
Compared to other regions, Eastern Oregon:

e Is the least urbanized with just 8% living in urban or suburban neighborhoods and
66% living in small towns

e Has a higher proportion of respondents living in single-family homes (87%) than the
Portland Metro, Valley, or Coast regions

e Has more children living at home (34%) than the Coast or Southwest regions (26%
each)

e Has the lowest median income of all regions ($40,574)

Telecommunications Consumer Survey, February 2005 GROUP
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Table 4
Respondent Characteristics
State SW Central Eastern
Total Portland Valley Coast Oregon Oregon Oregon
(Weighted Base) (2,4006) (1.207) (638) 74 257) (192) 19
Region
Portland 43% 100% — — — — —
Valley 27 — 100% — — — —
Coast 7 — — 100% — — —
SW Oregon 11 — — — 100% — —
Cenftral Oregon 8 — — — — 100% —
Eastern Oregon 5 — — — — — 100%
Area Description
Urban 24% 34% 25% 7% 13% 15% 6%
Suburban 21 30 21 5 12 12 2
Small fown 31 15 34 60 44 39 66
Unincorporated rural 20 16 17 29 29 31 22
Don’t know/Refused 4 6 3 <1 3 4 3
Dwelling
Single family 82% 78% 80% 85% 87% 91% 87%
Apartment/ Duplex/Triplex 12 15 14 9 8 7 10
Townhouse/Condominium 3 4 3 2 2 <1 1
Mobile/Manufactured home 1 2 2 2 1
Other 1 2 1 3 2 1 1
Refused 1 1 <1 0 <1 1 1
Children in Household
None 66% 64% 65% 72% 72% 65% 67%
Under 12 16 18 16 12 13 18 16
12to 17 10 10 1 10 8 10 10
Both Under 12 and 12 to 17 6 7 8 4 6 5 6
Don’t know/Refused 1 1 1 2 2 1 1
Age
18 to 24 4% 4% 5% 3% 4% 3% 3%
2510 44 34 37 37 22 23 30 33
45 1o 64 42 43 38 50 42 47 45
6510 84 17 13 17 21 29 17 17
85 or older 2 3 1 2 2 2 2
Refused 2 2 2 2 1 2 1
Median age (estimated) 49 48 48 53 56 51 50
Education
Less than high school 4% 4% 4% 4% 7% 5% 4%
High school graduate/GED 23 19 28 24 25 24 32
Vocational/Technical certificate 3 4 2 2 3 2 2
Some college/Associates degree 32 32 28 39 34 34 33
Bachelor’s degree 22 25 23 17 17 21 17
Post graduate 14 16 16 12 13 11 10
Refused 2 2 1 3 2 3 2
Income
Under $40,000 (Net) 36% 32% 38% 39% 38% 33% 45%
Under $25,000 15 13 17 19 18 15 21
$25,000 to $40,000 18 18 19 17 19 17 22
Refused under $40,000 2 2 2 3 2 3 2
$40,000 or more (Net) 52% 55% 48% 46% 49% 54% 45%
$40,000 to $75,000 27 25 26 27 29 32 30
$75,000 to $100,000 11 13 11 8 9 10 7
$100,000 or more 10 13 8 7 7 8 7
Refused $40,000 or more 4 5 5 4 4 4 1
Total Refusal 13% 13% 14% 15% 13% 12% 10%
Median income (estimated) 548,818 553,554 545,397  $43,925  $45,385 $50,365 $40,574
Gender
Male 44% 47% 40% 46% 46% 44% 42%
Female 56 53 60 54 54 56 58

Questions: Area, Q2, Q53, Q55, Qb6, Q57, Q58, INCOM, GENDR.
*May not sum to 100% due to rounding.

Telecommunications Consumer Survey, February 2005
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Telephone Service

Local Service

Number of Telephone Lines

Three out of four respondents (76%)
indicated they have one telephone
line that comes into their home on
wires and 24% said they have two or
more wired telephone lines or
landlines (Figure 1). Respondents
who reported having at least two
landlines were significantly more
likely to:

e Live in unincorporated rural
areas (30% have 2+
telephone lines v. 24%
statewide)

e Also have 2 or more cell
phones (29%)

e Be registered for the national
Do Not Call list (26%)

e Be age 45 to 64 (29%)

e Have more than a four-year

college degree (34%)

e THave an annual household
income greater than $75,000

Figure 1
Number of Telephone Lines
All respondents

(Weighted base: 2,406)

Two Lines
16%

Three or
More Lines
3%

One Line
81%

Question 3: Now | would like to ask you some general questions
regarding your landline telephone service, by that | mean the
telephone service that comes into your home on wires, not your
cellular or wireless service. Do you have more than one
telephone line in your household? Do not include cell phones,
but do include lines that are used for business, a computer or fax
machine.

Question 4: How many telephone lines do you have? Do not
include cable, broadband or DSL type of lines.

May not sum to 100% due to rounding.

Interestingly, when asked how many telephone lines they have excluding broadband, cable
or DSL lines, about one in six of the respondents who initially indicated they have more than
one landline (19%), said they only have one telephone line. The reason for this finding is
unclear. It is possible that respondents misunderstood the question and did not include
business and fax lines. It is also possible they did not include telephone lines dedicated to a

dial-up modem.

Telecommunications Consumer Survey, February 2005 GROUP
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Respondents who said they have more than one landline, reported having two on average.
Three percent of respondents statewide (3%) said they three or more landlines. These
respondents were more likely than average to live in the Coast region, have an annual
household income of at least $75,000 and be registered for the national Do Not Call list.

Likelihood to Add/Drop Telephone Line

As Figure 2 shows, the vast majority of

Figure 2
survey respondents (84%) were not Likelihood of Adding/Dropping a Landline in Next 2 Years
considering changing the number of All respondents
telephone lines they have coming into (Weighted base: 2,406)

the house. Respondents who were
considering changes were twice as
likely to drop a landline as they were to

add one (9% and 4% respectively). Neither add
nor drop
84%

Don't know
2%

Add
4%

Drop

Respondents who were considering 9%

adding a telephone line were more

. Add and
likely to: drop
1%
e Live in Eastern Oregon (5%)
e Live in either an urban or
unincorporated rural area (7%) Question 5:  Are you considering adding or dropping any of
your household’s telephone lines in the next two years?
e Have children liVing at home May not sum to 100% due to rounding.
(5%)

When asked why they might add a telephone line, the most commonly mentioned reason
was for Internet service (61%). Other reasons mentioned include an additional line for other
household members (11%), having a dedicated fax line (9%), and having a business line. Residents of
the Coast region were more likely than all other respondents to say they wanted to add either
a line for the computer or a business line.

Respondents who were considering dropping a telephone line were more likely to:

e Live in a region other than Eastern Oregon (10%)
e Have high speed Internet service (15%)

e Have at least one cell phone (11%)

e Have a 4 year college degree (14%)

e Have an annual income of at least $75,000 (14%)

Telecommunications Consumer Survey, February 2005 GROUP
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When asked why they might drop a telephone line, the most common response was that
they were switching to cell or didn’t use the home phone enough (32%). Other reasons for
considering dropping a phone line wete cost/ high bills (15%), being unbappy with the phone service
(12%), and saving on taxes and fees when using a cell phone (12%).

Likelihood of Switching to Cell Exclusively

Eight in ten respondents (79%) Figure 3
indicated they were very unlifely to | Likelihood of Switching Exclusively to a Cell Phone
drop their primaty phone line All respondents

and switch exclusively to cell in (Weighted base: 2,406)

the next six months. Just 3%
were very likely to make the

change (Figure 3). Very unlikely
79%

Don't know
2%

Very likely
3%

Respondents who were either Somewhat

very likely or somewhat likely to likely

switch to cell phones exclusively 7

were more likely than others to: Somewhat
unlikely

. 9%
e Live in Central Oregon

(14% likely to switch v.

10% statewide)

Question 7: How likely are you to drop your primary home phone line
and switch exclusively to a cell phone in the next six months? Are you

¢ Already have 2 or more <likely/unlikely> to switch to using a cellular service only?

0/ 1
Cel_l phones (12 /o hkely to May not sum to 100% due to rounding.
switch)

e Be 18 to 24 (22%) or 25 to 44 (12%)

e Have a four-year college degree (12%)

The most commonly mentioned reason for switching exclusively to cell phones was to save

money on the monthly bill or long distance bill (44%), followed by the convenience of being able to make
or receive phone calls from anywhere (33%). Other reasons included a/ready have a cell phone (11%),
dissatisfied with the service provider (13%) and a desire to have only one phone bill (11%).
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Type of Local Service Provider

Eight in ten
respondents
(80%) indicated
the company
that provides
their local
telephone
service was a
large provider
like Qwest
(52%) or
Verizon (18%).

Respondents
who live in
urban areas were
significantly
more likely than
those in small
towns or rural
areas to have a
large carrier
provide their
service (85%,
78%, 77%
respectively).

Figure 4
Type of Local Service Provider by Region
All respondents

(Weighted base: 2,406)

100% -

80% -

60% -

40%

20% -

0% -

Total Portland Valley Coast |Southwest| Central Eastern
Metro

ONot classified 4% 4% 3% 4% 5% 4% 5%
W Small Carrier 2% 2% 0% 1% 9% 1% 14%
O Cooperative 3% 4% 3% 4% 0% 0% 0%
ECLEC 6% 8% 6% 2% 3% 5% 9%
M Large Carrier 80% 78% 84% 85% 79% 85% 67%

Question 8: What is the name of the company that provides your local telephone service?

*Don’t know responses not shown. May not sum to 100% due to rounding.

Residents of Eastern Oregon were the least likely to receive their telephone service from a
large carrier (67%). Residents of Southwest and Eastern Oregon were more likely than
others to have their service provided by a small carrier like Frontier Communications or
Cascade Utilities (Figure 4).
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Change in Service Providers

The majority of respondents (85%) said
they have not changed local telephone
service providers in the past two years.
While there were no statistically
significant differences by region, it is
interesting to note that those who live
in suburban areas were half again as
likely to change providers as those who
live in other types of neighborhoods
(18% v. 12% urban, 12% small town,
and 10% rural).

Those who did change local service
providers most commonly did so to
save money (45%), because they moved
(25%), or because they were dissatisfied
with the customer service they received (20%0).

Figure 5
Change in Local Service Providers in Past Two Years
All respondents

(Weighted base: 2,406)

Don’t know
No 3%

84%

Yes
13%

Question 10: In the past two years has your household
changed the company that provides your local telephone
service?

May not sum to 100% due to rounding.
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Satisfaction with Local Service Provider

Respondents were asked to rate their overall satisfaction with the quality of their home
telephone service using a 7-point scale where 1 means #o# at all satisfied and 7 means completely
satisfied.  Six in ten respondents (60%) indicated they are satistied with the overall quality of
the phone service they receive including 36% who are very satisfied (Figures 6 and 7).

Figure 6
Satisfaction with Overall Quality of Home Telephone Service by Region
All respondents

(Weighted base: 2,406)

W Satisfied (6 or 7) ENeutral (4-5) O Dissatisfied (1-3)

Total 60% 9%
Portland Metro 60%

Valley 61% 9%
Coast 59% m
Southwest 62%
Central 54%
Eastern 64%

0%3 ' 2(')% ' 4(')% ' 6C')% ' 8(;% ' 1 0'0%

Question 12: Please rafe the quality of your home telephone service overall using a 7 point scale where 1 means you
are not at all satisfied and 7 means you are completely satisfied. Would you rate your home phone service 1, 7 or
some number in between?

Don’t know responses not shown. May not sum to 100% due to rounding.
Respondents who are very satisfied with their telephone service are more likely than other
respondents to:
e Live in either the Eastern or Southwestern region (42% and 39%, respectively)
e Not have Internet service (48% v. 32% with Internet access)

e Not have a cell phone (45% v. 37% with one cell phone and 28% with two or more
cell phones)

e Be unlikely to switch exclusively to cellular phone service (38% very satisfied v. 34% of
those likely to switch)
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e Have telephone
service provided
by a phone
cooperative (56%
v. 35% of those
with other
provider types)

e Have no children
living at home
(40% v. 30% of
those with
children)

e Be age 65 or older
(50% v. 33% of
younger
respondents)

e Be female (40% v.
32% males)

As Figures 6 and 7 show,
fewer than one in ten
respondents (9%)
indicated they were
dissatisfied with their

Figure 7
Satisfaction with Local Provider by Type
All respondents

(Weighted base: 2,406)

M Satisfied

100% -

80% -

60% -

40% -
54%

20% 4

0% = T

Not

E Neutral O Not Satisfied

7% 8% 8%
73%
59% 60%

9%
60%

Small  Cooperative CLEC Large Total
Classified Carrier (nw=71) (nw=150) Carrier
(nw=86) (nw=58) (nw=1,924)

Question 12: Please rate the quality of your home telephone service overall using
a 7 point scale where 1 means you are not at all satisfied and 7 means you are
completely satisfied. Would you rate your home phone service 1, 7 or some
number in between?

Question 8: What is the name of the company that provides your local telephone
service?

Don’t know responses not shown. May not sum to 100% due to rounding.

local telephone service. When asked the reason for their dissatisfaction, respondents most
commonly mentioned bigh rates and overcharging (46%) followed by poor customer service (28%),

and poor reception/ line quality (23%).
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Wireless or Cellular Service

Number of Cell Phones in Household

Two out of three respondents (67%)
have at least one cell phone in
addition to their landline phone. This
tigure includes 39% who have two
or more active cell phones in their
household (Figure 8).

Respondents who reported having at
least one cell phone were
significantly more likely than others
to:

e Live in the Portland Metro or
Central Oregon regions (69%
each v. 61% from other
regions)

e Not live in a small town (61%
v. 71% from other
neighborhood types)

e Have Internet access (78% v.
41% of those without
Internet access)

Figure 8
Number of Active Cell Phones
All respondents

(Weighted base: 2,406)

Yes, 3 or
More Cell No
Phones
10%

Yes, 2 Cell
Phones
29%
Yes, 1 Cell
Phone
28%

Question 14: Do you or does someone else in your household have
a cell phone that you use in addition to your landline phone to
make and receive personal calls?

Question 15: How many active cell phones is your household using
now?

May not sum to 100% due to rounding.

e Have two or more landlines (76% v. 65% with one landline)

e Be likely to switch to cellular service exclusively (77% v. 66% of those unlikely to

switch)

e Be registered for the national Do Not Call list (74% v. 59% who are not registered)

e Not live in an apartment (36% v. 70% in other types of dwellings)

e Have children living at home (76% v. 62% with no children at home)

e Younger than 65 (72% v. 48% age 65 and older)

e Have an income greater than $40,000 (82% v. 47% with incomes less than $40,000)
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e Have some higher education (71% v. 59% whose highest level of education was high
school graduate)

Respondents who have three or more cell phones were especially likely to live in single-
family homes, have children living at home, have high speed Internet access, and have an
income of $75,000 or more.

Satisfaction with Cell Phone Service

Satisfaction with cell phone service was lower on average than satisfaction with local
telephone service. A little less than half (47%) of all respondents were satisfied with their
cellular service and just 20% were very satisfied, four in ten respondents (39%) gave the overall
quality of their cellular service a neutral rating and 11% were very or somewbat dissatisfied

(Figure 9).

Figure 9
Satisfaction with Overall Quality of Cellular or Wireless Service by Region
Respondents with one or more cell phones

(Weighted base: 1,614)

W Satisfied (6 or 7) ENeutral (4-5) O Dissatisfied (1-3)
Total 47%
Portland Metro 49%
Valley 46%
Coast 47%
Southwest 51%
Central 42% m
Eastern 40% 14%
0%» 2(')% 4C')% ' 6(;% ' 8(;% ' 1 0'0%

Question 16: Please rate your cellular or wireless service overall using a 7 point scale where 1 means you are not at all
satisfied and 7 means you are completely satisfied. Would you rate it 1, 7 or some number in between?

Don’t know responses not shown. May not sum to 100% due to rounding.
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Respondents who were very or somewhat satisfied with their cellular service (6 or 7 on the scale)
were more likely than respondents as a whole to:

e Live in the Portland Metro or Southwest Oregon Regions (49% and 51%,
respectively)

e Be age 65 or older (62%)

e Be female (51%)

Respondents who were very or somewhat dissatisfied with their cellular service (1 to 3 on the
scale) were more likely than respondents as a whole to:

e Live in the Coast region (15%)
e Have children living at home (12%)

e Be between 25 and 44 years old (15%)

When asked the reason for their dissatisfaction, the primary complaint among respondents
was bad reception/ dropped calls (57%) followed by unfair charges/ charging for overtime minutes (16%),
and poor customer service (16%). Other problems mentioned included cosz or price (10%), problems
with roaming (6%), and being trapped in contract (3%).

Likelihood to Add/Drop Cell Phone

As Figure 10 shows, the vast majority

Figure 10
of cell phone users (85%) are not Likelihood of Adding/Dropping a Cell Phone in Next 2 Years
planning any immediate changes in the Respondents with 1 or more cell phones
number of cell phones household (Weighted base: 1,614)

members use. Those who were

considering changes in the number of

household cell phones were as likely to

add a cell phone as to drop one (6% Neither add

each). nor drop
85%

Don't know
2%

Add
6%
Drop
6%
Add and
drop
1%

Respondents most likely to consider
adding a cell phone were those who:

e Live in Central Oregon (10%),

e Have only one cell phone (9%)

Question 18: Are you considering adding or dropping any of
your household’s cell phone lines in the next year?

May not sum to 100% due to rounding.
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e Are likely to switch exclusively to cellular service (16%)

When respondents who were considering adding a cell phone were asked why, they most
trequently listed baving a phone for other household members (50%), followed by changing providers for
better service (15%), more convenient (11%0), switching to cell (8%0), and having one for a business

Pphone (6%).

Respondents most likely to considering dropping a cell phone were those with two or more
cell phones in the household. When asked why they were considering dropping a cell
phone, these respondents most often said it costs oo much or is too expensive (31%), followed by
I don’t use it enongh (23%), changing providers (11%), poor reception/ not enongh coverage (11%), and
only need one phone (10%).

Cell Phone Contract Issues

Respondents who currently use one or more cell phones were asked if their wireless provider
had ever changed their service contract without permission. Just 6% of cell phone users
reported having this experience (Figure 11A). Cell phone users in suburban areas (8%) and
small towns (9%) and those younger than age 65 were more likely than average to report
having this experience.

All respondents, regardless of whether they currently use a cell phone, were asked if they had
ever purchased a cell phone package and wanted to get out of the contract because it was

not what was advertised. One in six respondents (17%) reported having this experience
(Figure 11B).

Figure 11A Figure 11B

Unauthorized Changes to Service Contract Contract Not as Advertised
Respondents with one or more cell phones All respondents

(Weighted base: 1,614) (Weighted base: 2,406)

Don't

No

90% No

82%

Question 20: Has your wireless provider ever changed Question 21: Have you ever purchased a cell phone

your service contract without your permission or package and wanted to get out of the contfract
authorization? because it wasn’t what was advertised?
May not sum to 100% due to rounding. May not sum to 100% due to rounding.
THE
GILMORE
RESEARCH
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Respondents most likely to report purchasing a contract other than what was advertised
were more likely than average to:

e Have two or more cell phones (23%)
e Have high speed Internet access (21%)

e To not live in the Southwest Region (Just 13% of Southwest Respondents
experienced this problem)

e To have children living at home (23%)

To have an income between $40,000 and $75,000 (21%)
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Long Distance Telephone Service

All Methods

Virtually all respondents (99%)
reported making long distance
telephone calls. Just over half
of these respondents (56%)
indicated they usually use a
landline phone or local dial-up,
43% use a cell phone, and
24% use pre-paid calling cards

(Figure 12).

Respondents who were
especially likely to use a
landline for their long distance
service:

e [Live in the Coast
region (62%)

e Are residents of
unincorporated rural
areas (63%)

e Do not have a cell
phone (62%)

e Are age 65 or older
(61%)

Those most likely to say they
use cell phones to make long
distance calls:

e Live in the Portland
Metro area (47%)

e Live in urban (46%) or
suburban (50%) areas

Figure 12
Methods for Making Long Distance Calls by Region
All respondents

(Weighted Base: 2,406)

B Landline MECell OPre-paid Calling Card M Dial-Around Olnternet

56%

Total

Portland Metro

58%

62%

Coast

58%

Southwest

Central

60%

Eastern

0% 207% 40% 60% 80% 100%

Question 22: Not counting any international calls, which of the following
does your household use to make long distance calls?

Multiple responses allowed.

e Have Internet access (44% dial-up, 62% high speed v. 20% without access)

e Are registered for the national Do Not Call list (49%)
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Respondents most likely to use pre-paid calling cards were especially likely to live in an
apartment (33%), have an income of less than $40,000 (28%), and not own a cell phone

(B1%).

Most Common Long Distance Calling Method

Three in ten respondents (29%) use
more than one method to make long
distance calls. As Figure 13 shows,
use of landlines and cell phones
were approximately equal

When asked which method they use
most often, landlines and cell
phones were approximately equal
(39% and 37% respectfully).
Residents of the Portland Metro
(39%) and Southwest Oregon (41%)
regions were significantly more likely
than those from other areas to say
they usually use cell phones for long
distance calls.

Figure 13
Most Common Method of Making Long Distance Calls
Respondents who use two or more long distance methods

(Weighted Base = 690)

Dial-around |nternet
Pre-paid 3% 1%
Don't know
11%

Landline
phone

39%
Cell phone

37%

Question 23: Which method do you use most often?

May not sum to 100% due to rounding
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Satisfaction with Long Distance Service

More than two-thirds (68%) of respondents indicated they were satisfied with their long
distance service including 44% who were very satisfied (Figure 14). Respondents who were
very satisfied with their long distance service were significantly more likely than others to:

e Live in the Southwest or Central region (49% and 48%, respectively)

e Live in a small town or unincorporated rural area (47% and 45%, respectively)
e Have fewer than two cell phones (48%)

e Not have Internet access (52%)

e Be 65 or older (60%)

e Be female (47%)

e Not have children living at home (49%)

Figure 14
Overall Satisfaction with Long Distance Service
All respondents

(Weighted base: 2,406)
W Satisfied (6 or 7) ENeutral (4-5) O Dissatisfied (1-3)

Total 68%
Portland Metro 67%

Valley 70%

5%
Coast 64%

Southwest 73%
Central 68% 7%
Eastern 70%
0'% ' 2(')% ' 4(')% ' 6C')% ' 8(')% ' 1 0'0%

Question 24: Please rafe your long distance service overall using a 7 point scale where 1 means you are not af all
satisfied and 7 means you are completely satisfied. Would you rate it 1, 7 or some number in between?

Don’t know responses not shown. May not sum to 100% due to rounding.
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Just 5% of all respondents indicated they were somewbat ot very dissatisfied with their long
distance service. Those who live in the Coast (8%) and Central regions (7%) were more
likely to be dissatisfied with their service than those from other areas. Dissatisfied respondents
were also more likely than others to:

e Be age 25 to 44 (6%)
e Have two or more landlines (7%)
e Not have a cell phone (7%)

e Be likely to switch exclusively to cellular service (12%)

As Figure 15 shows, there

Figure 15
were few differences in Satisfaction with Long Distance Service by Type
satisfaction based on the Allrespondents
Those who used the M Satisfied ENeutral OINot Satisfied
Internet were more 100% -
. . . 8%
polarized in their
satisfaction levels with 80%
80% saying they were
satisfied and 8% dissatisfied. -
Respondents who use
pre-paid calling cards 40% A
were less likely than
others to indicate they 209%
were satzsfied (60%) with
their long distance service o
. (e T T T T T
and more hkely than Total Landline  Cell phone  Pre-paid Dial-around Internet
others to choose a neutral phone Calling Card
rating (35%). ) . . .
Question 24: Please rate the quality of your home telephone service overall using
. a7 point scale where 1 means you are not at all satisfied and 7 means you are
Cost was the primary completely satisfied. Would you rate your home phone service 1, 7 or some
reason given for number in between?
dissatisfaction with long Question 22: Not counting any international calls, which of the following does your

. K household use fo make long distance calls? (Multiple responses accepted)
distance service. Those

who rated their
satisfaction less than four on the scale said the cosz was to0 high (45% of comments), or cited
hidden costs and fees such as access charges, overtime minutes, and taxes (17%). Respondents also
mentioned poor customer service (13%), poor connections or equipment (12%), and unanthorized changes
to service contracts (9%0). The latter complaint was especially true among dzssatisfied respondents
who have high speed internet access (26% cited contract changes as the reason for their
dissatisfaction).

Don’t know responses not shown. May not sum to 100% due to rounding.
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Unauthorized Long Distance Charges

Nine out of ten respondents (89%) said 7o in response to a question about whether there
were any unauthorized long distance charges on their phone bills in the past year.
Interestingly, residents of Eastern Oregon (12%) were more likely to have been billed for
unauthorized charges than respondents as a whole (8%).

Eighty-three percent (83%) of respondents who were billed for unauthorized charges were
able to have the charges removed. This was especially true residents of the Portland Metro
area where 97% were successful in having charges removed. In other areas, the success rate

was 72%.
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Internet Service

Types of Access Available

All respondents were read
a list of different types of
Internet service and asked
if each type was available
in their area. Their
responses are shown in
Table 5. Most
respondents (74%) said
dial-up service was
available in their area,
more than half said cable
modem and DSL services
were available, and less
than half said Satellite
service is available in their
area.

Interestingly, more
respondents in the
Portland Metro area said
they don’t know if satellite
service is available than
those in other regions. It
is possible that
respondents confused
availability of satellite
Internet service with the
available of satellite
television service.

As shown, a high
proportion of respondents

Table 5

Availability of Different Types of Internet Service by Region

All respondents

(Weighted Base: 2,406)

Dial-Up Internet Service (Net)
Portland Metro
Valley
Coast
Southwest
Central
Eastern
Cable Modem Service (Net)
Portland Metro
Valley
Coast
Southwest
Central
Eastern
Digital Subscriber Line/DSL (Net)
Portland Metro
Valley
Coast
Southwest
Central
Eastern
Satellite Service
Portland Metro
Valley
Coast
Southwest
Central
Eastern
Wireless Internet/Wi-Fi (Net
Portland Metro
Valley
Coast
Southwest
Central
Eastern

Yes

Don’t Know

Question 29A - E: I'm going to read a list of options for connecting to the
Infernet. Which of these are available in your area? If you don’t know, just say

SO.

May not sum to nets or to 100% due to rounding.

(22% to 59%) did not know whether the different types of access were available to them

with the most confusion about whether wireless Internet was available and the least

confusion about dial-up Internet service. Residents of Eastern Oregon were the least likely
to say they have dial-up Internet, cable modem service, or satellite Internet service available
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in their area. Residents of the Portland Metro region were the most likely to say cable
modem service, DSL., and wireless service is available in their area.

Personal Internet Access

As Figure 16 shows,
nearly three-quarters
(72%) of respondents
have a computer that is
connected to the Internet.
Those least likely to have
Internet access:

e Live in the Eastern
or Southwest
regions (63% and
66% have access,
respectively)

e [Livein small
towns (65%)

e Do not have cell

phones (49%)

e Are not registered
for the national
Do Not Call list
(62%)

Figure 16
Personal Internet Access by Region
All respondents

(Weighted base: 2,406)

M Yes ENo ODon't Know

1% 1%
100% -

80% -

607% -

409%

20% -

0%

Total Portland  Valley Coast Southwest Central Eastern
Metro

Question 28: Do you currently have a computer in your household that is
connected to the Infernet?

May not sum to 100% due to rounding.

e Live in multi-family housing (48%)

e Do not have children at home (66%)

e Are at least 65 years old (47%)

e Are not college graduates (35%)

e Have an income below $40,000 (53%)

e Are female (69%)

The majority of respondents who do not currently have Internet access (66%) do not plan to
get it in the next year. Those who are planning to obtain access are under age 65, have an
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income greater than $25,000, and have at least one cell phone. The most common reason
mentioned for not getting Internet access is a Jack of need or interest (46% of all comments)
tollowed by cost (17%) and Jack of knowledge of how to use it (13%). Some respondents raised
concerns about waterials inappropriate for children (2%), and problems such as zdentity theft,
computer viruses, and pop-up advertising (3%).

Respondents who reported having
Internet access were asked how their
computer is connected to the
Internet. Just over half of those
with Internet access (52%) use a
dial-up modem (61% have a 56k
modem, 6% have a 28.8k modem,
and 33% don’t know their modem
speed). Cable modem is the second
most popular type of Internet
connection (24%) followed by DSL
(18%). Just two percent of
respondents with Internet access
said they connect using other high
speed methods including satellite
and wireless access (Figure 17).

Figure 17
Type of Home Internet Access
Respondents with home Internet access

(Weighted Base = 1,720)

Don't Know
4%

Other high
speed
2%

DSL

18% Dial-up only

52%

Cable
24%

Question 32: Is your computer connected to the Internet through a
dial-up modem, cable modem, DSL, satellite service, wireless or
cellular or some other high speed Internet access?

May not sum to 100% due to rounding.
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In Figure 18, all forms of
high speed Internet access
are combined into one
category and compared
with dial-up service. As
shown, residents of the
Portland Metro (38%)
were significantly more
likely to have high speed
Internet access than those
in other areas (31%
statewide). Respondents
with high speed Internet
access were also more
likely than others to have
at least one cell phone.

Respondents with
Internet access who said
they had dial-up service
(including 2% who had
both dial-up and high
speed) were asked why
they don’t have a high-
speed or broadband

Internet connection.

Figure 18

Type of Internet Access by Region

All respondents

(Weighted base: 2,406)
H None

@ Dial-up Only OHigh Speed

100% -

807% -

607% -

409%

20% -

0%

Total

Portland
Metro

Valley Coast Southwest Central Eastern

Question 28: Do you currently have a computer in your household that is
connected to the Internet?

Q32: Is your computer connected fo the Internet through a dial-up modem, cable
modem, DSL, satellite service, wireless or cellular or some other high speed
Internet access?

Don’t know responses not shown. May not sum to 100% due to rounding.

Among all respondents, the most common reason mentioned was cosz (38%) followed by 70
need (21%) and not available (19%). While the reasons mentioned were consistent across all
regions, the order was not. The reasons Portland Metro and Valley region residents gave
were identical to the statewide responses. The Coast, Central and Southwest Oregon
regions cited cost first, followed by lack of availability, then no need. In the Eastern region, lack
of availability was the most commonly mentioned reason (25%) followed by cost.

A similar finding occurred based on geographic type. Those who live in more urban areas
cited cost, lack of need, and lack of availability as their top three reasons. Residents in
unincorporated rural areas, most often mentioned lack of availability (43%).
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Cost of Internet Access

The median monthly cost of Internet access is just over $24 across the state. The median
cost for respondents with high speed access was $40 while the median for those who pay for
dial-up service was just under $17. Costs varied by region, but the variation appeared to
reflect use of dial-up and high speed Internet in each region. For example, the median
monthly cost in the Portland Metro area was $26.75. This area has the highest proportion of
high speed Internet users. Respondents in the Eastern and Coastal regions are significantly

more likely to use dial-up service. In these regions, the median monthly Internet cost was
just over $20 (Table 6).

Table 6
Monthly Cost of Internet Service by Region
Respondents who have Internet access

TOTAL Portland Valley Coast SW Central Eastern
Metro
(Weighted Base: 1,720) (1.720) (743) (464) (123) 69 (146) )
$0 4% 4% 7% 3% 2% 3% 2%
$1to0 810 8 8 8 10 8 11 6
$11 1o $20 23 19 23 32 25 26 37
$21 1o $30 22 20 25 20 23 21 22
$31 10 40 9 9 6 8 16 14 10
$41 to 50 12 17 11 11 7 6 4
Over $50 6 8 6 3 5 3 4
Don’t Know 15 15 13 15 15 17 14
Median (estimated) $24.18 $26.75 $§22.95 $20.36 $24.21 $22.13 $20.29

Question 34: What do you pay monthly for your home Internet service?
*Excludes “Don’t know” responses from calculation

May not sum to 100% due to rounding.

Amount Willing to Pay for High Speed Internet

Respondents who do not currently have high speed Internet access were asked how much
they would be willing to pay per month to have it. More than one-third (37%) said they
would not pay anything and 20% did not know how much they would be willing to pay.
Respondents who were unwilling to pay for high speed Internet service were more likely
than others to:

e Have an annual income of less than $25,000 (49% unwilling to pay)
e Be female (41%)

e Have not been educated beyond high school (44%)
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e Be age 65 or older (67%)

e Not have children living at home (44%)

e Live in the Portland Metro or Southwest regions (43% and 44% respectively)
e Have one telephone line (39%) and no cell phones (49%)

e Not have Internet access (52%)

When respondents who are unwilling to pay anything and those who do not know how
much they would pay are removed from the equation, the median monthly amount
respondents are willing to pay for high speed Internet access is $18.53. The median amount
residents of the Southwest and Eastern regions are willing to pay is significantly higher than
the statewide median while Coast region residents are willing to pay significantly less than
the median (Table 7).

Table 7
Amount Willing to Pay for High Speed Internet Service by Region
Respondents who do not have high speed Internet access

TOTAL Portland Valley Coast SW Central Eastern
Metro

(Weighted Base: 1,720) (1,650) (635) 474) 27) asmn 137) (96)
$0 37% 43 29% 38% 44% 36% 32%

$11to0 $10 9 9 11 8 6 9 6

$11 1o $20 16 13 20 18 14 17 16

$21 to $30 12 13 11 8 11 12 14

$31 to 40 4 3 6 2 3 3 1

$41 to 80 1 <1 1 1 2 3 2

Over $50 1 <1 1 1 0 <1 1

Don’t Know 20 19 22 24 21 21 28
*Median (estimated) $18.53 $18.99 $18.12 $17.09 $19.80 $18.83 $19.67

Question 40: How much would you be willing o pay per month to have high speed or broadband
Internet access?

* Excludes “Don’t know” and “$0” responses from calculation

May not sum to 100% due to rounding.

The median amount respondents who currently have dial-up service are willing to pay
($19.60) is nearly 30% more than the median those who do not have Internet access at all are

willing to pay ($15.12).
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Satisfaction with Internet Service

Half of the respondents with Internet access indicated they were satisfied with their Internet

service including 26% who were very satisfied. There were no statistically significant
differences in satisfaction between regions (Figure 19).

Figure 19
Overall Satisfaction with Home Internet Service by Region
Respondents with Internet access

(Weighted base: 1,720)
W Satisfied (6 or 7) ENeutral (4-5) O Dissatisfied (1-3)

Total 50% (1% |
Portland Metro 51%
Valley 46%
Coast 51%
Southwest 52%
Central 50%
Eastern 48%

0% 20% 40% 60% 80% 100%

Question 35: Please rafe your home Internet service overall using a 7 point scale where 1T means you are not at all
satisfied and 7 means you are completely satisfied. Would you rate it 1, 7 or some number in between?

Don’t know responses not shown. May not sum to 100% due to rounding.
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Respondents with high speed internet access were significantly more likely to be satisfied
with their Internet service than those with dial-up service (Figure 20).

Figure 20
Overall Satisfaction with Home Internet Service by Type of Access
Respondents with Internet Access

(Weighted base: 1,720)

W Satisfied (6 or 7) ENeutral (4-5) O Dissatisfied (1-3)

Total

Dial-Up

High Speed

Question 35: Please rafe your home Internet service overall using a 7 point scale where 1 means you are not at all
satisfied and 7 means you are completely satisfied. Would you rate it 1, 7 or some number in between?

Don’t know responses not shown. May not sum to 100% due to rounding.

Respondents who were dissatisfied with their Internet service most commonly cited speed
(52%) and getting booted off line (33%) as the primary problems. Although these were the
top issued for both dial-up and high speed service users, significantly more dial-up users
mentioned them. High speed users were more likely than dial-up users to complain about
poor service (22%) and problems with junk email, spam, viruses and pop-ups (12%).
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Voice Over Internet Protocol (VOIP)

One in three respondents (33%) said
they had heard of using high speed
Internet service to make telephone
calls and an additional 20% recalled
hearing something about this
capability (Figure 21). Those most
likely to have definite knowledge of
VOIP:

e Live in the Portland Metro
region (37%)

e Describe their neighborhood
as suburban (40%)

e Have Internet service (38%)

e Are registered with the
national Do Not Call list
(38%)

e Have a college degree (41%)

Figure 21
Heard of Making Phone Calls Over the Internet
All respondents

(Weighted Base = 2,406)

No
45% Don't know

2%

Yes, heard Yes

something 33%

about it
20%

Question 37: Have you heard of ways to use high speed or
broadband Internet service to make telephone calls?

May not sum to 100% due to rounding.

e Have an income greater than $§40,000 (39%)

e Are male (41%)

Respondents with high speed Internet service who had heard at least a little about making
phone calls over the Internet were asked if they currently use the Internet to make phone
calls from home. Just nine respondents (0.4%) said they use the Internet to make telephone

calls from home.
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Directory Assistance

Personal Use

Respondents were asked a series of questions about Directory Assistance services designed
to determine how frequently they use the service and their level of knowledge about the
different services available.

Most respondents indicated they

have used Directory Assistance or Elsg: :>ef g?reciory Assistance in Past 12 Months
Information services at least one All respondents

time in the past year (Figure 22). (Weighted Base = 2,406)

While there were no differences in None

use by region, it is interesting to 43% 1
note that respondents who do not 12%

have Internet access (48%), those
without cell phones (53%), and
those with only one telephone line
(44%0) were more likely than others
to say they have not used Directory
Assistance in the past year. 10 or more 5 to 9

Respondents who own two or more 13% 10%

cell phones reported using

Directory Assistance more than any | question 41: How many times have you personally called Directory
other respondent group (210/0 used gs;iritrrog?ce or information to find out a phone number in the past 12
it 10 more times).

2to4

Don't know 21%

1%

May not sum to 100% due to rounding.

The most common reason for not using Directory Assistance is have not needed to look up
numbers (65% of all comments). Sixteen percent of those who have not used Directory
Assistance did not want to pay for the service—this was especially true of respondents with high
speed Internet service (24% did not want to pay for the service)—and 13% indicated they
look up the numbers themseles either in a phone book or online.

Nearly two out of three respondents (63%) who reported using Directory Assistance said
they called 411, and 28% called (area code) 555-1212. One in eight respondents did not
remember which service they used and 1% reported calling the Operator.
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Satisfaction with Directory Assistance

More than two-thirds of respondents (68%) indicated they were generally satisfied with their
Directory Assistance service including 46% who were very satisfied with the service they
received (Figure 23). Residents of the Southwest region (51%) were especially likely to say
they were very satisfied with Directory Assistance as were respondents who were not educated
beyond high school (55%) and those age 65 or older (54%).

Figure 23
Overall Satisfaction with Directory Assistance
Respondents who used Directory Assistance in the past year

(Weighted base: 1,388)

W Satisfied (6 or 7) ENeutral (4-5) O Dissatisfied (1-3)
Total 68%
Portland Metro 68%
Valley 69%
Coast 65% 9%
Southwest 70% 9%
Central 64% 13%
Eastern 62% m
O;) ' ZC')% ' 4(')% ' 6(;% ' 8(')% ' 1 0'0%

Question 44: Please ratfe your safisfaction with Directory Assistance using a 7 point scale where 1 means you are not
at all satisfied and 7 means you are completely satisfied. Would you rate it 1, 7 or some number in between?

Don’t know responses not shown. May not sum to 100% due to rounding.

Respondents who were not satisfied with Directory Assistance complained about #he cost of
paying for a service that used to be free (28% of all comments), said they are given incorrect
information ot they can’t get numbers they know are listed (23%). Other complaints included 7oz

talking with a live Operator (12%), being charged for the service even when they can’t find the listing (11%),
and poor service (11%).
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Awareness of Other Directory Assistance Providers

Just over half of all respondents
were aware Directory Assistance
services are available from providers
other than the local phone company
(Figure 24).

Respondents most likely to be
aware of other Directory Assistance

providers:

e Live in the Coast region
(54%)

o Are 18 to 24 (61%)

e Have a post-graduate degree

(56%)

e Are male (57%)

Figure 24
Awareness of Other Directory Assistance Providers
All respondents

(Weighted Base = 2,406)

Don't Know
5%

Yes
No 51%

44%

Question 46: Are you aware that Directory Assistance services are
available from providers other than your local telephone
company?

May not sum to 100% due to rounding.

Most respondents who are aware of Directory Assistance services other than the local
telephone company do not know how much these other services charge (Figure 25).

Respondents with two or more cell
phones (13%) are more likely than
others to say they know what other
providers charge for looking up a
number.

Figure 25
Awareness of What Other Directory Assistance Providers Charge
Respondents aware of other Directory Assistance Providers

(Weighted Base = 1,217)

Don't Know
4%

No
79% Yes

10%

Yes,
generally

7%

Question 47: Do you know the price charged by any of these
providers for looking up a number?

May not sum to 100% due to rounding.
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Do Not Call Registry

National Registry

Survey responses indicate that just
over half of the households in
Oregon (52%) are listed with the
National Do Not Call registry
(Figure 26). Those most likely to
be registered:

e Live in the Portland Metro
area (57%)

e Live in suburban
neighborhoods (61)
[}

Have high speed Internet
access (63%)

e Have two or more

landlines (60%0)

e Have two or more cell
phones (60%)

Are 45 to 64 years old
(60%)

e Have an annual income

greater than $75,000 (65%)

Figure 26
Participate in the National Do Not Call Registry
All respondents

(Weighted Base = 2,406)

B Registered [1Not Registered [EDon't Know

52%
Total o
57%
Portland Metro o
6%
49%
Valley 47%
46%
Coast 49%
5%

Southwest

49%
Central !6%
39%
Eastern 55%

0% 10% 20% 30% 40% 50% 60% 70% 80%

Questions 50: Has your household signed up for the national Do Not
Call registry?

May not sum to 100% due to rounding.

Those least likely to be registered for the National Do Not Call list:

e Live in Eastern Oregon (39%)

e Live in small towns (45%)

Are 18 to 24 years old (64%)

e Have an income below $25,000 (61%)

Are not educated beyond high school (61%)
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State Registry

A second question asked respondents if they participated in the Oregon Do Not Call
program before the national program replaced it. Not quite three in ten respondents (29%)
participated in the statewide Do Not Call program. Those most likely to say they
participated:

e Live in suburban areas (34%)

e Have high speed Internet (36%)

e Have at least one cell phone (33%)
e Are age 45 to 64 (36%)

e Have an annual income of $75,000 or more

Preferred Do Not Call Program

Respondents who participated in Figure 27

both programs were asked if they Preferred Do Not Call Program
preferred the national Do Not Call Respondents registered for both the Oregon and National programs

registry or the Oregon program. (Weighted Base = 599)

Most participants did not have a

strong opinion favoring one Don 2t1I;/now National
program or the other (Figure 27). o Registry

19%
Respondents who preferred the
national registry were more likely
than others to: Oregon
Program
16%

e Live in Eastern Oregon No

(280/0) Preference
45%

e Have two or more cell

Phones (220/ 0) Question 52: Do you prefer the current national Do Not Call registry
or the Oregon Do Not Call program that it replaced?

e Be 18 to 44 years old (27%) May not sum to 100% due to rounding.
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Respondents who preferred the Oregon Do Not Call program were more likely than others
to:

e Have an income of less than $25,000 (29%)

e Have dial-up Internet access (22%)

Conclusions

There are distinct differences between regions of the State. The Portland Metro area and the
Valley are predominantly urban in nature with more multi-family dwellings, younger, better-
educated respondents with young children at home. The Coast, Southwest, and Eastern
regions are dominated by small towns and rural areas. There are more senior citizens in
these regions and fewer young families. Central Oregon is an eclectic mix of both urban and
rural areas and has characteristics pertaining to both.

There are few differences in satisfaction with telephone service providers across the state.
Respondents in Central Oregon and those with one or more cell phones were less satisfied
with local service providers than other respondents. Respondents in Central and Eastern
Oregon are less satisfied with their cellular service providers than those in other areas,
primarily because of poor reception and unfair charges (roaming/overtime).

The use of cell phones for long distance calling is becoming increasingly popular, especially
in urban areas. In 2005, just over half (56%) of Oregon residents surveyed said they use
their landline phone and 43% reported using a cell phone for long distance calling.

In urban areas such as the Portland Metro region, nearly three-quarters of respondents were
connected to the Internet and half of those have high speed Internet connections. In more
rural areas like the Eastern, Coast and Southwest regions, about two-thirds of respondents
have Internet access from home, but fewer than one in ten have a high speed connection.

There does appear to be a “digital divide” between the urban and rural areas of the state. It
is unclear, however, whether the divide is caused by lack of service options or by other
factors. For example, there is a significant correlation between income and education and
the use of cell phones and high speed Internet service. In the Eastern region where the lack
of high speed Internet and cell phone use is most pronounced, residents also tend to be
older, have lower incomes, and have less education than those in other parts of the Oregon.
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2004 Telecommunications Survey Instrument - Unweighted Findings
INTRO:

Hello, this is calling on behalf of the Oregon Public Utility Commission. We are conducting a survey to
improve telephone and internet service for Oregonians. We would really appreciate it if you would take a few
minutes of your time to give us your opinions. May I speak with a male aged 18 years or over who is responsible
for decisions about your telephone service? IF NO MALES OR NOT AVAILABLE, CONTINUE. IF NEEDED:
The survey will take about 8-10 minutes depending on your answers. [F NEEDED: This is not a sales call, it's for
research only.

ettt et et e sttt et e et ser et st St e e et et e sa e e san e et et et e e e et sereresas st et e e eaeane 2406  100%
COMLIMUE ...ttt ettt ettt ese e st estessessebesse et eeseaneessensensesseeseeseeneansensansenes 91 =>/LASTQ2406 100%

Q1:
First, I need to ask a couple of quick questions about your household in order to make sure
we represent the state's population. Which county do you live in?

et e e ——eee—————eea——e e e ——eeaa——e e e ——eean——teaa—teean—tee e teeeeatreeeanaaees 2406  100%
BaAKET ..ot aee s 001 40 2%
| 27531110) s SRR 003 40 2%
ClACKAIMAS.......oeeevrieeeeeee et ee e eeee e et e e e e e e e e e e eteeeeeesaeeeeeaneeeeenneeeeens 005 126 5%
(03 1o ) USSR 007 66 3%
(©70) 11700103 F: IR 009 78 3%
008 ettt e e e —— et e e e e e —— et e e e e aa i ———eeeeesea——reeeeaaan 011 126 5%
(03 (e Y] SRR 013 44 2%
CUITY ettt ettt st b e h e ea e e st e e et e eeeebe e st ebe e st ensanseaaenbesbeeneeneenean 015 32 1%
DIESCHULES ......veeeiieeiie ettt e et e e et e s et eeeeaaeeessnaaeessnaeeeens 017 190 8%
DIOUGIAS ...t e 019 115 5%
(€511 ' s RS PRR 021 2 0%
(€ 1 SRR RRRRRRRR 023 24 1%
HATNCY ...ttt et 025 17 1%
HOOA RIVET ... 027 22 1%
B Te2 o) o TR 029 190 8%
LS 6 053 6510 | R RRRRRR 031 30 1%
JOSEPRINE ..ottt e 033 96 4%
) Q11 0 11+ LT 035 68 3%
LAKE oot et et e e ettt e enaa e e e aaaeeaans 037 16 1%
| 7 s L= TR 039 149 6%
| D51 Lele) o VOO RRRPRRN 041 74 3%
| 511 KPP 043 51 2%
1LY 1141 P TROPRR 045 64 3%
A Vo 1o NPT 047 97 4%
1Y £0) 5 0 ) AU PR TRRRUR R 049 28 1%
MUINOMAN ...t 051 173 7%
o) | PR 053 36 1%
Y 11=3 90 0T 1 o OO PRRPRRRRRRRNE 055 0 0%
THHAIMOOK .eeeeiiiieeeeeee ettt e e et e e e e e e e taae e e e e e e ssnnsaeneeeeas 057 25 1%
UIMALLIA ..ottt e et e et e e s te e e e eae e e s eaaeas 059 148 6%
TUIHOM c ettt e e et e e ettt e e et e e s entaeesseaaeeesenaeeeseaaeesannaeeeas 061 61 3%
WALLOWA. ...ttt ettt et e e et e e e aae e e seaaaeeseaaeeean 063 14 1%
WV @S C0 ittt e e aaaa b e aaaaab b bbb bbb a—————a——ta—ata———————————————————————. 065 29 1%
WaASHINGEON .. ..oviiiieiiciicieceeeee ettt ettt eaessaesbeesseesseennas 067 102 4%
N 1T () PR 069 5 0%
D41 001111 | SRR 071 28 1%

THE
GILMORE
RESEARCH
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WHERE:

AREA quotas

N o ettt h et h e h et bbbt a et e bbbt e h e bt neea b et enten 2406
POrtland MEtrO.....c..ooueiuiiiiiiiieieeee et 1 401
VALLEY 1ottt ettt ettt b et e ra e rt e e te e be et e enbeesbeesaenraeraenns 2 401
COBSE .ttt et et e s sae e 3 401
SOUthWESLEIN OTCZOMN .....eevveniieiiieiieeie ettt et ettt e st ee e eseesessaesneesseenseenns 4 401
(01T 21 0 (<700 ) o PSS 5 401
LT £ 4 0 0 (70 4 PSSR 6 401
GENDR:

RECORD GENDER

N o ettt b e h e h e h e E bbbt et ettt b e eh e bt et ea b et enten 2406
IMLALE ...ttt bbbttt be e 1 1059
FOMALE ...ttt 2 1347

Q2:

N o e ettt ettt et ettt e et e e eta et e eeteeeeaeeenteeereean 2406
UIDAN .ttt e e et e et e e et e e e e e te e etae e ereeetre e ereeennas 1 396
SUDUIDAN......oeiiiiiieetie ettt e e et e e et e e eeaae e e eeaeeaeas 2 323
SINAIL TOWI..c.uii ittt ettt et e et e e eteeeeteeeeteeeteeeteeereeeaeeenes 3 1037
Unincorporated TUral area..........cveevieevieiieieiiesieeie e ceeseeste e eeeseesreesseessesssesseens 4 577
DON'TKINOW ..ottt ettt et et e e e eae e eeteeeteeeetaeebeeebaeennee s 5 72
RETUSEA ...ttt ettt e e be e e be e s beeeabeesabeenaneeas 6 1

Q3:

I would now like to ask you some general questions regarding your landline telephone
service, by that I mean the telephone service that comes into your home on wires, not your
cellular or wireless service. Do you have more than one telephone line in your household?
Do not include cell phones but do include lines that are used for business, a computer or fax
machine.

N o e et — e ettt e e e — e e et e e et e eenrareeeaaaeeaan 2406
S ettt e e e e e e e —t e e e e e e a————taeeeeeaitaaataaaeeaas 1 564
N O e et e e e et e e e eaa e e e ataeeeereeeannns 2 1835
DON'"t KNOW/INOL SULE.....eeeieerieeeeeeeee et eeeeee et ee e e e et eeereeeeenneeeeaneeean 3 4
RETUSEA ..ottt e e e e et e e e e e e snaaaeeeeseeennaes 4 3

Q4:
How many telephone lines do you have? Do not include cable, broadband or DSL type of
lines.

=>+]

if NOT Q3=1

N o e et e et e et e e e e e e e et e e et ee s et e e eatreeeeaaas 564
DON"t KIOW .ottt ettt e et e e et e e eeae e e s eraaeessaaeeeennes 98 7
RETUSEA ..ot e e e e e e e aaraeeee s 99 1

100%
17%
17%
17%
17%
17%
17%

100%
44%
56%

100%
16%
13%
43%
24%

3%
0%

100%
23%
76%

0%
0%

100%
1%
0%
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Qs:

PROBE TO FIT

Are you considering adding or dropping any of your household's telephone lines in the next
two years? IF NEEDED: Do not include cell phones but do include lines that are used by
a computer or fax machine. IF DON'T KNOW/NOT SURE, ASK: If you were to change
the number of lines, would you be adding or dropping?

S et teteteteeteeteeteeeeteteteteteseateestertantenteteseseteseeseestentensentenseseeteeneeneententensensens 2406  100%
Yes, adding/might add.......c.cccovveriiiniiiinic e 1 95 4%
Yes, dropping/might drop .......cooveeeiieieieeeeee e 2 211 9%
Yes, both adding and dropping/might add and drop...........ccceeeveereneiinininceeeene 3 14 1%
JA (ST 4TS 111 1S5 R 4 2032 84%
DON't KNOW/INOE Uittt sttt ettt sttt ettt ettt sbe b eseene 5 54 2%
RETUSEA ...ttt bbbt 6 0 0%
Q6A:

CLARIFY

Why might you add a telephone line?

= +1

if NOT Q5=1,3

N o ettt et b e bbb bbbt ettt a ettt et eb et ee 109  100%
For Computer/Internet/DSL..........cooiiiiiiiiieiiee et 02 63 58%
BUSINESS 1INC.....eeeiieiiieie ettt sttt ee 03 12 11%
FAX MACKINE......couiitiiiiiiiee ettt ettt s ene 04 9 8%
Separate line for spouse/kids/rToOMMALe ...........ccceeeeieieiieiienieese e 05 10 9%
Cell phone/mobile PhonE...........cceiiiiiieirieieeee e 06 5 5%
Need phone line in kitchen/bedroom/other room ...........c.cceevveeveeviieiieieeiereennen. 08 3 3%
Cost too high/easier to pay Dills..........ccceeveriieciieiinieiieie e 09 4 4%
ORI ..t bbbttt e bttt 97 12 11%
DON'E KNOW ..ttt et 98 3 2%
RETUSEA ...ttt 99 3 3%
Q6B:

CLARIFY

Why might you drop a telephone line?

= +1

if NOT Q5=2,3

N o ettt ettt ettt ettt bttt et e n e at et et e Rttt eReentent et e beese st eneeneeneensensenes 225 100%
Switching to cell/don't use home phone ...........cccooceeiieiirinenieee e 02 70 31%
Unhappy wWith pPhone SETVICE .........cooiiiiieiiieiieieciiesieee et 03 25 11%
Cell phone costs less (no taxes, extra charges, hidden fees)..........cc.ccoeeecereenencne. 04 26 12%
Don't use it enough/Don't NEEd Tt.........ceeeeieiiriiieie et 05 21 9%
IMIOVIIIE .ttt sttt st sttt nae 06 19 8%
Changing to DSL/Broadband (Upgrading)............ccceeeveeevereereeneenieeieeeeseesieenens 07 18 8%
COSt/HIGN DILIS ....oeviiieiieieeiece ettt steesre b e esaesaaesseesseenseens 08 35 16%
Mainly keep it fOr INEIMEL .........cceervieciirieiierieeie ettt se e es 09 11 5%
OERET ..ttt ettt bbbttt 97 16 7%
DON't KNOW ..ottt st 98 6 2%
RETUSEA ...ttt 99 2 1%
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Q7:

How likely are you to drop your primary home phone line and switch exclusively to a cell
phone in the next 6 months? Are you <sell> to switch to using cellular service only?

N o ettt ettt ettt ettt et bttt ben bbb e st et et e s et e b e st te b en s eseebenteneesensenn
VEry UNIKELY ..ovviiiiiieii ettt ettt e e b e essessaesseennas 1
SomMEeWhat UNIKELY ......ocviiiiiiieiiciecie ettt 2
SOMEWNAL TIKELY ...oveeiiieeiiciieciieicceee ettt reebeesaeeane e 3
VEIY HKELY ..ot ettt sttt et e eebeseaesna e seennas 4
Don't KNOW/NOL SUIC......ecvieeieeiieiieiieie et ste sttt eeeesseesseenseenseensesssessaesseennes 5
RETUSCA ..ottt ettt e neens 6

Q8:
CLARIFY
Why might you switch to a cell phone rather than having a phone line?

=>+1

if NOT Q7=3,4

N o ettt ettt ettt bttt a e n e aa et et Attt eReenten s et e beese st eneentensensensenes
Save money on monthly bill/long diStance..........c.ceeveieieeiienenieiereeceeeeeeeene 02
Save MONEY ON tAXES/TEES ... .eiveruieiieiieieieee ettt ettt 03
Don't use home phone MuUCh..........cccoociiiiiiiiiiceeeee s 04
Better service/Different SErvice provider........c..cceeverierreecieiieneenieeie e eeeseeenens 05
More convenient/portable can call or be called from anywhere...............ccccuvnnenn. 06
Poor service with current provider.............ocuveveeienieniieeieeie e 07
Already have cell phones/don't need landline.............cccoevvevvenieiencenieieeeeee, 08
ONE PhONE DIl ..ottt see e 09
Wireless internet/internet on my cell phone ..........c.oecvevierierienenciesie e 10
Phone numbers are portable/I move a 10t ........cccoecieiiriiiieiiiee e 11
Not planning to sWitch to Cell........oooiiiiiiiiiiii e 12
(1515, R PRRUUUURSPSR 97
DON'E KNOW ..ttt ettt ene et e nes 98
RETUSEA ...ttt e 99

2406
1903
208
169
79
43

4

248
110

14
32
75

100%
79%
9%
7%
3%
2%
0%

100%
44%
4%
6%
13%
30%
1%
10%
8%
0%
1%
1%
5%
1%
1%
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Q9:

What is the name of the company that provides your local telephone service? IF
NEEDED: the telephone service that comes into your home on wires, not your cellular or
wireless service.

S ettt teteteete e e et et et et et e be s bt e bt et et et et et et e besue e st et et et et e bestee bt et et et et eneans 2406
CNTULY TCL..ueiiiiiieieee ettt ettt et besraesta e beenseessesanenes 01 191
QW ESE ettt ettt ettt b e et b ettt b e bbbt e s et b e bbbt ea et et e 02 1228
Sprint/United Telephone Company of NW .......cccoevieiiieiinieniieeeiecieeee e 03 127
Verizon/Verizon NOTtRWESE .........ceiieriieiiiierieeeit ettt 04 370
ATT/ATET ettt ettt e st ne e s e enseenaessaeeseensean 05 79
Cascade UtIlities, INC. ......oooviiiiiiieeee e 06 17
COMMICASE 1ttt etee ettt esiteette et e e it e estaeeteeetaeeseeessseesseeessseesseeassseenseeansseansaeesaeeseeanes 07 16
East Oregon Telephone Company ........c.cccoceeveereeiinienienieneeie et 08 25
Frontier/Frontier COMMUNICAIONS ........ccveevieueerreeriereeereseeeseesseeseeeesesesseesseesenns 09 30
Malheur Home Telephone Company/Malheur Bell ............ccoocooiiiiinininenne 10 49
IMICL .ttt ettt ettt s b et e e b e e sb e esb e et e e beenseensessaessaesseenseensenns 11 28
PIOMEET ....ecviieeee ettt ettt sttt ettt e et e et et e e e e b e enbesraesaeebeenneenne e 12 23
US WBSL ettt ettt sttt e st e e st eesabeesabeesnbeesnbeesnbeesnseesnseennses 13 18
Clear Creek Mutual Telephone Co. .......ccvevvieiieienieiieieee e 14 4
Canby TelePhone ASSOC. ....ceecviervierieriereierieieeeeeteseeeteeteeaesaesseesseessesnnesseenseenes 15 7
Unicom/ United Communications INC. ........ccceviriiiroierienieiieieeieeeeeie e 16 7
Tel West Communications LLC ........c.ccocieiiiiiiiieiiecieeeee et 17 5
Nehalem Telecommunications, Inc./ Nehelam Tel & Tel .......coovevviviiiiiiiininnnnnn.n. 19 5
Molalla TelePRONE. ........ocvieiieiieieee ettt 18 4
Excel Telecommunications, INC.......c..eeiiiuiiiiiiiie it 20 3
Stayton Cooperative Telephone Co. .......cooeeviiiiiiiiiinienieeeece e 21 4
Scio Mutual Telephone ASSN........c.ccuieeiieiiiieieeie ettt 22 3
Oregon-Idaho UtIlIties, INC. .......ccieviiiierieriieiicieeeeeeie et 23 3
BEAVET CIEEK ....evieiiiieiiciecie ettt ettt e e b s sae e s taeneenaeenne e 24 2
VG ettt ettt ettt et te et e b e st e e tae s teeebeenbeenbeerteeseenseenreen 25 2
Other (SPECIFY ) oottt ettt ettt sttt ssaesnee s eseenne e 97 43
DON't KNOW ..ttt ettt st e st e s e ensesnaesaeesseenseenseens 98 106
RETUSEA ..ottt ettt e et e et e e et e e e beeesbaeensaeearaeenseaenns 99 7

Q10:

In the past two years has your household changed the company that provides your LOCAL
telephone service?

S ettt eeeeee—eeeeeeeeeee—eee—eeeteeaeeeateeeaeeeatteeataeeetteeetaeeeteeeataeenteeeeteeeteean 2406
S ettt ettt ettt e et e et e e e eaa e e e e tbeeeea—teeeattaeeeatbeeeaabaeeeatbeeeenatreeeaaareas 1 294
N0 ettt et e e e b e e b e e e b e e e b e e e abe e s beeeabeeeabeeatbeesbeeatreesareennrs 2 2061
DON't KNOW/INOT SUIE......vvieeeieeiiieeiieeiieeieeetee et e eveeereeeveeebeesaveeeaseesaveasaseeseseesaneens 3 50
RETUSEA ...ttt ettt ettt e b e e et e e e beeeabeesabeesaneeas 4 1

100%
8%
51%
5%
15%
3%
1%
1%
1%
1%
2%
1%
1%
1%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
0%
2%
4%
0%

100%
12%
86%

2%
0%
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Ql1:

CLARIFY

Why did you change providers?

= +1

if NOT Q10=1

N o ettt b bbbt bbbt b bbbt ens 294
MOV, ettt ettt ettt ettt et e e e e bt e e bt e nte et e et e enteeneenaeeteens 02 75
Better rates/better deal from new provider ...........cccoeeevieiieiinienieree e 03 114
POOT CUSIOMET SEIVICE. ...c..tetientieiieieeiie ettt ettt ettt ettt st e e s eae 04 55
Changed to digital/cable INternet ...........ccceueiiiirinieieieee e 05 5
Company changed names/was brought out ...........cccceceieiiiiniiniiieeeeee 06 8
Wanted @ 10Cal PrOVIAET.........ccvervieiiiieiierieeie ettt ae s 07 7
Switching back/wasn't a better deal/hidden COStS ........coevvieciieienierieiieieeie e, 08 14
Wanted everything combined on one bill/One provider..........cccccocerererenereennenes 09 13
OERET ..ttt sttt bbbttt 97 21
DON't KNOW ..ttt st 98 7
RETUSEA ...ttt ettt ettt 99 2

Q12:

Please rate the QUALITY of your home telephone service OVERALL using a 7 point
scale, where 1 means you are not at all satisfied and 7 means you are completely satisfied.
Would you rate your home phone service 1, 7, or some number in-between?

N o et e et e et e e et e e e e e e anateeenareesaaaeeaas 2406
Not at all SAISTIEA ......oceveeieieeeeee et 1 40
e —————eee——eeaa——eea————eeea———eean—teeea—aeeea—eteaaaraeeannnes 2 47
K TR 3 127
G e e e e et e e et e e et e e ea e e e et eeeeeaaaas 4 158
e e e e e —ee————eeea——eeea——eeae ——eeaa—teeea—teeai—ee e s tteesaateesaaeeeas 5 577
B e e e e e e —e e e ——ee e e teeea——eear—ee e e e —teeeaaaeesaaaeaaas 6 549
Very SAtISTIEA.....coouiiiii e e 7 892
DON"t KNOW 1.ttt et e e et e s et e e s senaeeesenaeeesennaeas 8 12
RETUSEA ..ottt s et e e e eeaaeeas 9 4

Q13:
CLARIFY
What is the biggest cause of your dissatisfaction?

|= +1 ifNOT Q12=1-3

N o ettt ettt ettt bttt et n e aa et et Attt Rt entent et et e ese st eneententensensenee 214
Cost/overcharging/high rates...........ccoocieiiiiiiiirieieeee e 02 96
Lack of options/no competition/monopoly .........ccccceeererieienienienenese e 03 16
Poor quality [INes/TECEPION .......evuietereieeieiieiieie ettt 04 53
POOT CUSEOMET SEIVICE. ...c..tetietieiieieeie ettt ettt ettt ettt st eeeee s 05 71
Difficulty w/Internet connections/Can't use DSL & phone simultaneously .......... 06 7
No/poor quality/Expensive 10ng diStance..........ccecvevveecieriereeneeiesiereesieesee s 07 6
DSL/Broadband not available in My area..........ccceceeverveneenieecieseeseenie e 08 4
No local calling/Everything is long diStance ..........cecceceeveierienenineneneneneeneiene 09 2
Telemarketers/Unwanted calls.........c.ccoeeeeieiiinininininenciieeccenceseeeeeeeene 10 4
OLRET ..ttt ettt bbbt 97 7
DON't KNOW .ttt ettt ettt e e e e ens 98 7
RETUSEA ...ttt ettt sttt et 99 1

100%
26%
39%
19%

2%
3%
2%
5%
4%
7%
2%
1%

100%
2%
2%
5%
7%

24%
23%
37%
0%
0%

100%
45%
7%
25%
33%
3%
3%
2%
1%
2%
3%
3%
0%
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Ql4:

Do you or does someone else in your household have a cell phone that you use in addition
to your landline phone to make and receive personal calls?

N o ettt e e e e et — e e e e e e —— e e e e e e e ———aaaeeeeaatraraaans
D €= T 1
N O e, 2
DoOn't KNOW/INOT SUIE .....ceeeeiiiieeiieeeieieeee ettt e e ee ettt e e e e e e eaaraeeeesseesnaaseeeeseesnnees 3
RETUSEA ..ot e e e e e e e e eaaa e e e e e eeanaes 4

Q1s:

How many active cell phones is your household using now?  IF NEEDED: Include
phones that other members of your household may have such as children away at college.

= Q21

if NOT Q14=1

N o et — et e et e et e e et e e et e e et e e et e e aaeenaeeans
DON"t KNOW ..ottt e et e e eeaae e e e eaeeesetaeeeenes 98
RETUSEA ..ot e e et e e s eaaeeeennes 99

Q16:
Please rate your cellular or wireless service OVERALL using a 7 point scale, where 1

means you are not at all satisfied and 7 means you are completely satisfied with your
cellular service. Would you rate it 1, 7, or some number in-between?

NOt At @Il SALISTIEA ..ottt e e e s 1
et e——— e e ———eeea—t e e e ——eean——eeea ittt e e e —teean—teeeaaetesaarteeaaaes 2
K TR 3
et e et e et e e et e e et e e eaaateeaarteeaaaes 4
S J RO 5
B e et e——— e e ea——e e e ——eeea—teeai—eeeea—aeeea——eeearaeeaan 6
Very SAtISTIEA.....ceouieiieii et 7
DON'T KNOW oottt e et e e e s e e eaaaa e e e e e s eesnaaaeeeeeeeanes 8
RETUSEA ..ottt e et e e e e e s e s aeaaeeeeeeeaaes 9

2406
1567
836

1567

1567
32
60
91
191
437
381
333

38

100%
65%
35%

0%
0%

100%
0%
0%

100%
2%
4%
6%

12%
28%
24%
21%
2%
0%
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Q17:

CLARIFY

What is the biggest cause of your dissatisfaction?

= +]

if NOT Q16=1-3

Bad reception/dropped calls/lack of signal/lack of coverage...........cccoeceveenrenenns 02
Unfair charges/charging for overtime minutes .............cocceevveeeeneenieneeseeieneeenn 03
Problems with roaming (poor reception, overlapping areas)..........c.ccecceeeeeereeneene 04
POOT CUSIOMET SEIVICE. ...c.utetietietiiieeie ettt ettt ettt st sbe et e e saee e 05
COSt/PIICE/TOO CXPEINSIVE ..c.vveuvierieereeireeeieeieesteereesseessesteesseesseesesssessaesseesseesesssens 06
Contract issues/Don't like plan/Trapped in CONtract ..........cecveeveveververeereereeenenns 07
Dropped messages/messages arrive 1ate .........c.ocvereervieevenieneeneeieseeseeseesee e 08
OLRET ..ttt bbbttt 97
DON't KNOW ..ottt bbbt 98
RETUSEA ...ttt 99

Q18:
PROBE TO FIT

Are you considering adding or dropping any of your household's cell phones in the next
year? IF DON'T KNOW: If you were to change the number of cell phones, would you be

adding or dropping?

Yes, adding/might add.........c.ocveriieiiriiiesee e 1
Yes, dropping/might droP.......cceeveiierienieie et 2
Yes, both adding and dropping/might add and drop.........ccceecveeverieninieeciereee, 3
Will change carriers or equipment but not number of phones............ccccoecereneenne. 4
DL 4155 18 4 1<) PRSP 5
Don't KNOW/INOE SUTC......eouiiieiieiietieiieie ettt ettt enee s e eeeees 7
RETUSEA ...t et 8
QI9A:

CLARIFY

Why might you add another cell phone?

=>+]

if NOT Q18=1,3

N o ettt h et h e h et bbbt a et e bbbt e h e bt neea b et enten
For kids/other household members/eXtra Person ..........ccvveververeerreerieeeeseeseennenns 02
IMOTE COMVEIMIEIE ...ttt sttt ettt ettt b e sbe bttt et sb bbbt eseene 03
BUSINESS PHOME ......eiiieiieiieie ettt st esre e s e enaesnaesseesseenseens 04
Thinking of switching from landline to cell ..........cccceceevieiiinininininncciecn 05
Changing providers for Detter SEIVICE.......eevverierieriieiieieriierieesre e see st 06
(1515, PR USSR 97
DON't KNOW .ttt ettt ettt e e ene 98
RETUSEA ...ttt ettt ae 99

183
110
20
12
31

S — N W

1567
104
97
12
52
1272
30

116
60
12

13
16
17

100%
60%
11%

7%
17%
10%

3%

2%

3%

1%

0%

100%
7%
6%
1%
3%

81%
2%
0%

100%
52%
10%

6%
11%
14%
15%

0%

0%
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Q19B:

CLARIFY

Why might you drop a cell phone?

= +]

if NOT Q18=2,3

N o ettt b bbbt bbbt b bbbt ens
COSt/PriCE/t00 EXPEINSIVE. ...cuveeutieeeeieeieeiiestteste et eteeneesteesteeteetesneesseesseenseeeeeneens 02
Lack of use/Not using it MuUCh..........coocieiiiiiiiee e 03
Not enough coverage/too many dead zones/poor reception ............ccceveeereeueenenne 04
POOT CUSIOMET SEIVICE. ...c.utetietietiiieeie ettt ettt ettt st sbe et e e saee e 05
Changing PrOVIAETS........ceuiiiiitiiieiie ettt ettt ettt ae 06
Provider changing plan/Contract.............cveveereerieeniiecieeieseesieesteseeseeseesseeseeesnens 07
Only need 0NE PRONE ......c.oecieiiiiiieiieiece ettt aeeaesane e 08
NOt FENEWING CONIACE ....vevvieueieeieeeieriieiieieeteeteseesseenseeteseesseesseesseenseessessaenseensens 09
OLRET ..ttt bbbttt bbbttt 97
DON't KNOW ...ttt st 98
RETUSEA ...ttt et ettt ene 99
Q20:

Has your wireless provider ever changed your service contract without your permission or
authorization?

S ittt e e e e et e e e e e e ——taee e e ea————taaeeeeenraaaaaaas 01
N O e et e et e e e et e e enraeeenaaeeaan 02
(08315 o (3] 54 203 1 2 TSRS 97
DON"t KIOW ..o e e e eeaneeeeenraeeeennes 98
RETUSEA ...ttt et e e e e e naaaeeeeeas 99

Q21:

Have you ever purchased a cell phone package and wanted to get out of the contract
because it wasn't what was advertised?

S ettt e e e et e e e e e e e ——a e e e e e e ———taaeeeeanraaaaaaas 01
N O e et e e et e e e et e e en—aeeenaaeeaan 02
(00315 o (3] 54 203 1 2 TSRS 97
DON'T KNOW oottt e e e e e et e e e e e e e esnnaraeeeeeas 98
RETUSEA ...ttt et e e e e e naaaeeeeeas 99

109
26
21
14
17
15

10

12

1567
82
1439

45

2406
408
1981

12

100%
24%
19%
13%
16%
14%

2%
9%
4%
11%
3%
0%

100%
5%
92%
0%
3%
0%

100%
17%
82%

0%
0%
0%
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Q22:

READ 1-97. UP TO 6 RESPONSES

Now I have a few questions about your long distance phone service. Not counting any
international calls, which of the following does your household use to make long distance
calls?

N o et bt bbbt h et bt bbbttt ettt b e ea e bt et eat et enten 2406 100%
Don't make long distance Calls ...........ccoveuerierieriieciieiecieseee e 00 28 1%
Landline phone IF NEEDED: local dial-up phone...........cceceevereeerverieneenirenns 01 1390 58%
Wireless or CEll PRONE .......ccveeviriieiecieceee e 02 975 41%
Pre-paid calling Card..........ocveeveeiiiiiieiieciee e e 03 583 24%
Dial-around numbers like 10-10.........ccoooiiiiiiiiieiiee e 04 169 7%
The INEEIMET ....c.eeeeieieee ettt ettt et esaeeee s 05 49 2%
N USRS 06 6 0%
Or something else (SPECIFY ) ..ottt 97 11 0%
Don't know - DO NOT READ......cciiiiiiieeeeee e 98 20 1%
Refused - DO NOT READ ....co.oiiiiiiiiiieseeeeee et 99 5 0%
Q23:

Which method do you use most often?

= +1

if NBR (Q22)<2

N o ettt e bttt b bt h et h e h bbbt a ettt b e eh e bt et en et enten 686  100%
Landline phone IF NEEDED: local dial-up phone............cccceeevevvevieecienvenieennene, 01 268 39%
Wireless or CEll PRONE .......ocveevieiieiecieeee e 02 246 36%
Pre-paid calling Card..........occvevieriieiieeie ettt 03 74 11%
Dial-around numbers 1ike 10-10........cccoeciiriiiriirieiieieeeeeeeee e 04 24 4%
The INEEIMEE ....o.eeieietiee ettt ettt ettt st esteeee e eae 05 7 1%
Don't know - DO NOT READ......ccoiiiiiiiietee ettt 98 66 8%
Refused - DO NOT READ .....cooiiiiiiie ettt 99 1 0%
Q24:

Please rate your long distance service OVERALL using a 7 point scale, where 1 means you
are not at all satisfied and 7 means you are completely satisfied with your long distance
service. Would you rate it 1, 7, or some number in-between? IF CELL MENTIONED,
ASK RESPONDENT TO RATE THE LONG DISTANCE ASPECTS OF THE CELL
PHONE SERVICE.

T ettt e eeeteee—eeeteeieeeeteeieeeeteei—eeaeeeieeeaeteaaeaateaaeeantteaaeeenteeenteeanreean 2406 100%
Not at all SAtISTICA ......cooueieiieeiieee e 1 40 2%
e —e e e——ee—e ettt e e —e e ettt e e —eeat—eee—eeateeateeeeteseateeeateeeeteeeaeean 2 20 1%
B e et eee—eeteeee—e e ettt e aeteeeete e et e eteeeateeeateseateeenteeeteeeaeean 3 69 3%
e e e et et et e et e e et e et e eeteeeataeeeteeeetaeeaeean 4 132 5%
ettt e e e—eeee—eeeteea—eeateeeteeateeeeaeeeteeeateeeteseateeeteeebaeereean 5 406 17%
B et e e e e ete e e eteeeteeeteeebeeeaeeebeeeateeebeseeteeetesetaeereean 6 565 23%
Very SAtISTIEA. ....coouiiiiiiicieeeceeeee ettt 7 1084  45%
DON'T KINOW ..ottt ettt s e et eesabeeaeeeebaeereeeeraeeaseeenbaeeaneean 8 71 3%
RETUSEA ...ttt ettt b e e e be e e beeeabeesebeenaneens 9 19 1%
THE
GILMORE
RESEARCH
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Q25:

CLARIFY

What is the biggest cause of your dissatisfaction?

= +]

if NOT Q24=1-3

N o ettt b bbbt bbbt b bbbt ens
Price/cost 1S t00 Nigh.......ccoiiiiiiiie e 02
Hidden costs/fees (access charges, overtime minutes, taXxes) .........cccceveeereeerereeenne 03
Poor connections/poor quality lines/equipment............cccocererenereeienienieneseeene 04
Make changes in our contract without any Notice ..........eceeveereereerienieneneseeeeneenes 05
MONOPOLY/NO CROICE ...ttt 06
POOT CUSIOMET SETVICE. ... .eveiiiieniiieie sttt ettt ettt ettt bbb eee 07
Don't have 1ong diStance SEIVICE........ccvevieiieieerieriieieeteeteseesreesseeseseesseesseessenns 00
OLRET ..ttt bbbttt 97
DON't KNOW ..ottt bbbt 98
RETUSEA ...ttt 99
Q26:

Within the past year have you had unauthorized long distance charges on your phone bill?
N o ettt b et b ettt b ettt ens
Y S ettt ettt et e a et h e b bt ettt et naee 1
N0 ettt et et ettt b e b et et eaae e naee 2
DON't KNOW/INOE SUTE.....evitiiieiieiieieie sttt ettt sttt et ettt sbeeieene 3
RETUSEA ...ttt 4
Q27:

Were you able to have those charges removed?

= +]

if NOT Q26=1

N o ettt eas
Y ettt ettt ettt st e e e e st e e et sb e eat e sabeenans 1
N 0 ettt sttt ettt e st ena e sab e bt saaeenaes 2
Don't KNOW/INOE SUTC......eoueieeietieiieieeie ettt ettt ettt ee e saeas 3
RETUSEA ...t 4
Q29A:

(I'm going to read a list of options for connecting to the internet. Which of these are

available in your area? If you don't know, just say so. )
Dial up internet service

N o et e et e e e e e e e e e e ——— e e e e e e e e ———aaeeeeeaatraraaans
D €= T 1
N O i 2
DoOn't KNOW/INOT SULE .....veeeiiiieeieeeeieiieeee ettt eeeeree e e e e e e eataeeeeeeseesnaaseeeesseennens 3
RETUSEA ...t e e e et e e e e e et e e e e e e eenanaes 4

129
51
28
13

16

13

2406
216
2131
54

216
164
45

2406
1740
93
570

100%
40%
22%
10%

7%
2%
12%
5%
10%
5%
1%

100%
9%
89%
2%
0%

100%
76%
21%

3%
0%

100%
2%
4%
24%
0%
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Q29B:

(I'm going to read a list of options for connecting to the internet. Which of these are
available in your area? If you don't know, just say so. )
Cable modem?

N o ettt ettt ettt ete e te e te e b e etaeetteeteeteereente et eereenreans 2406
S ettt ettt et e et e et e e e e e e e e tbeeeea—teeeattbeeeatbeeeeabaeeeatbeeeeentreeeananeas 1 1243
N O ettt ettt ettt ettt ettt ettt et ettt ettt e b e et e eteeett e teeteeteenreenes 2 413
DON't KNOW/INOT SUIE....c.uveiierieeeiieiieeeiee st eeiieesveeeiteeeireeeareesareesaseestaeessneensseessneesnes 3 747
RETUSEA ...ttt e eab e e sab e e tb e e aaeeetbeesaaeeane s 4 3
Q29C:

(I'm going to read a list of options for connecting to the internet. Which of these are
available in your area? If you don't know, just say so. )

DSL?
N o ettt ettt e te e e bt e ebeeeeteeeeteeeeteeeeteeeetaeeteeeeteeereeeetaeeteeens 2406
S ettt ettt ettt e e e et — e e e e e e e e tbee e eabteeeattbee e e tbeeeaabaeeeatreeeaeaareeeaareas 1 1198
N0 ettt et e e e e e et b e e b e e et e e e beaeabeeebaeeabeeebeeatbeeeabeenareenareennrs 2 423
DON't KNOW/INOT SUIE......uveeievieeeiieiieeeiee st eeteesreeseveeetreeeareesareesareesteeessseessseessneesneas 3 782
RETUSEA ...ttt ettt e e e tb e e saaeeetbeeeaaeeane s 4 3
Q29D:

(I'm going to read a list of options for connecting to the internet. Which of these are
available in your area? If you don't know, just say so. )
Satellite service?

N o et ettt ettt e e e bt e et e e e te e e teeebeeetbeeabeeebeeatbeeebeenareeaareens 2406
S ettt ettt ettt ettt e et e e e e e eae e e e e tbeeeeabteeeattaeeeatbeeeaabaeeeatbeeeeeatreeenareas 1 1017
N 0 ettt ettt ettt r e et e e beeeabe e e be e abeesbaeaabeeebeeatbeesbeenareesareeanrs 2 304
DON't KNOW/INOT SUIE......uveeierieiiieeiieeeiieeeieeeteeeeieeeveeereesveeeseesveeesseeseseesaseeseseenaneens 3 1082
RETUSEA ...t ettt et e be e et e e s beeeabeesebeenaneeas 4 3
Q29E:

(I'm going to read a list of options for connecting to the internet. Which of these are
available in your area? If you don't know, just say so. )
Wireless internet access, such as 3G phones or Wi-Fi?

N o ettt ettt ettt bttt et e en e aa et e ae Rttt eReentent et et e ese st eneeneentensensenes 2406
Y ettt ettt ettt e et e et et et e et e e bt e e bt e eabe e e baeabee e bae e beearbaeaateeanbeeasbaeanbeeatraeanraeanres 1 451
N0 ettt ettt ettt h ettt e n e a bt e b e beeteeseenten s et ebese st eneeneensensannas 2 487
Don't KNOW/NOL SUTC......ecviieiieiiiiieitieie ettt sttt ae et et teebeesbeesseessesanesaeesnas 3 1464
RETUSEA ..ottt ettt e et e e st e e enbeesebeeenbeessbaennaaens 4 4
Q28:

Do you currently have a computer in your household that is connected to the Internet?

N o ettt b ettt a e bbbt ettt a et b et ebe et ee 2406
Y S ettt bbbt h e e bt e he ettt bt bttt e st eabenaen 1 1688
N0 ettt ettt ettt ettt bttt e a e e at et e b e be st e st e Rt en s et e bese st eneentensensannas 2 711
DON't KNOW/INOT SUIE....c..vieiiiieeeiieiiieeieesteeeiieesteesaeeseveeseveesireessaeesseeessseessseessseensees 3 5
RETUSEA ..ottt e et e e tb e e s b e e tbe e sbeetbeessaeenae s 4 2

100%
52%
17%
31%

0%

100%
50%
18%
33%

0%

100%
42%
13%
45%

0%

100%
19%
20%
61%

0%

100%
70%
30%

0%
0%
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Q30:

You indicated you do not have a computer in your home that is connected to the Internet.
Do you intend to get Internet access at home sometime in the next year?

=> Q32

if Q28=1

N o e ettt e e et e e e e e e e et e e et e e s et e e eatreeeeaaeas 718  100%
Y S e et e e et e e e et e e s et e e e et e e s aareeaaans 1 175 24%
N 0 et e et e e et e e et e e e et e e eeaaeeseaaeeeeeareeaanns 2 466 65%
DON'"t KNOW/INOL SUIE ..ottt ettt e e e eaae e s eeaeeessateeesennaeessaaeeeas 3 75 10%
RETUSEA ..ot e e et e e s e e naaa e e e e e eenanaes 4 2 0%

Q31:
CLARIFY

Why has your household decided not to have a computer with Internet access in your
home?

=> Q37

if Q30=1

N o et bt bbbt h et bt bbbttt ettt b e ea e bt et eat et enten 542 100%
COSES 100 TUCH ...ttt ettt ettt st eee 02 97 18%
Not available TN ATea......cc.coveruireeieieiiiere ettt e 03 2 0%
Can use Internet at Work ......c.ccoueviririiiniiiiicc e 04 30 6%
Don't need to use Internet/Don't like it/Not at all interested............cccoeeeveerrennnne 05 246 45%
Type I want is not available............ccovieiiiiiiiieee e 06 1 0%
Request Was TefUSE ........coveeiiiniininiiieeeeceecee e 07 1 0%
Don't know how to use a computer/Internet/computer illiterate...............cocoveneenn. 08 35 6%
Can use one elsewhere (library/friend/children's)...........ccceoereneienincncnieee 09 18 3%
Too much that's not appropriate for young children............ccocceoeiinininiinnennne. 10 10 2%
Asking for trouble (ads, viruses, id theft, €tC.).......ccecvivviiriieniiniiiicie e, 11 18 3%
Not enough room in MY ROME .........cceoieriieiiieiieieieeee e 12 5 1%
Bad phone lines/phone lines don't Work ............ccoecveeierieiieciicie e 13 6 1%
Disability or medical problem ...........ccceevuieiiirierieiieie e 14 13 2%
DON't OWN @ COMPULET ......eeiuiieiiieiiieeiee sttt st ettt e st e st e sreesane 15 13 2%
Elderly/retired/too Old.........cocceveiiriiniinininieicccee e 16 24 4%
Not a high priority on my list of things to do ........ccceiieiiiiiiiieeee 17 16 3%
(1515, USRS 97 26 5%
DON'T KNOW ..ttt sttt ettt ae et e e e 98 33 6%
RETUSEA ...ttt 99 6 1%
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Q32:
READ 1-6. UP TO 3 RESPONSES
Is your home computer connected to the Internet through a...

=> Q37

if NOT Q28=1

N o ettt ettt ettt ettt bttt et e n e aa et e te Attt eReentent et e beese st eneenteneensansenes
Dial UP MOAEM ...ttt 01
CabIe MO .....eoiiiiiiieiii ettt ete et et re e beetee e tbeesaaeestbeesaeessseensseenes 02
DS ettt bt bt h e n et ae et b e ae st et et nes 03
SALEIITE SEIVICE .. eeviirieeiieeiietiecteesteeteete ettt et e st e teeteeaeeeteesteesbeesbeesseesnessaessaesnas 04
Wireless O CEIIUIAT .........c.iiiiiieiieiecie ettt e e 05
Or some other high speed Internet Access (SPECIFY:)..cccoovvvivievieniieiieienee, 97
Don't know - DO NOT READ.......ccciooiiiiecieiteieeeeeeeteere ettt 98
Refused - DO NOT READ ....cc.oooiiiiininiieieneetceeesesese et 99
Q32A:

Is the modem speed 28.8 or 56K?

=>+1

if NOT Q32=01

288 SPCEA ...eeeeeeeeeiiete ettt ettt et et e et e st et e b e enteenseeraenneenns 1
SOK SPEEA ...ttt ettt ettt et et et eneean 2
DON'T KNOW ..ottt ettt et e et e e teeesaeeetbeesbeeebaeeasaeessaeanseeas 3
RETUSEA ...ttt ettt e et eebe e et eeeabe e s baeeabeessbaennneens 4
Q33:

CLARIFY

Why do you not have a high-speed or broadband Internet connection?

=>+]

if Q32=02-97

N o ettt ettt ettt he et h e a e etk A e et h e e a e n e et et e ebe bt ebeeaeene et e e nee
COSES 100 TUCH ...ttt ettt s ene 02
Not available 1N @I a........cceiiiuieieieiererie et 03
Can use Internet at WOrK ........ccouoviririiiiiieeee e 04
Don't want/need to use INtEINEt .......c..coeveeiiiinininirereceeeeeee e 05
Type I want is not available.........ccoccvevierieiiieiiieeeee e 06
Request Was 1eTUSE ......eovieieiiecieieee ettt 07
Don't use it enough to justify the COSt.......cooiriiiieiieieeeee e 08
I DY I T s (<R 09
Computer too old/need to upgrade computer first...........occeeveenienerieiienieneeeee 10
In process of getting DSL/CabIe .........cceeiiieieieieeee e 11
Thinking about getting it but haven't done it yet .........cccoceevereiineniniiceceeeee 12
Just moved/plan to move soon/remodeling ...........ccceceeeeeiierenineneeieeeeee 13
Security reasons (SPAM, VIrUSEs, POP-UPS) c.veevveererverreerreerreererveseesseesseessessaenses 14
Have free ONliNe NOW.......cceiiiiiiiiiiisiesereee et 15
Telephone lines won't SUPPOrt CONNECHION. ......ecvieeverieriieieeieeie e eeeens 16
Not needed/Satisfied/Don't need the Speed.........ccevvevierirciiriienieeeeeeeeeeen 17
Wasn't aware of the connection/Lack of knowledge .........cccooevverieniiiciinieniens 18
Only one company/don't like company you have to go through...........c..cecuene.. 19
Would have to add another phone line ............cooceeiieiirinienieeecee e 21

1688
961
349
290

19
21

61

961

69
577
315

1011
334
203

11
193
34

13
19
13
29
12

28
10

100%
57%
21%
17%

1%
1%
0%
4%
0%

100%
7%
60%
33%
0%
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Don't have cable/don't want cable TV .....cccoooiiiiiiiiiiiiiiccceeee e, 22
OBRET et ettt et et e e et et e et e e eta e e eaae e e treeeaneees 97
DON'T KNOW ..ottt ettt ettt eete e et e e tbeeeaeeebbeesneetaeenneenns 98
RETUSEA ... ettt et et et e be e ebeeebeeebeeeneeenns 99
Q34:

READ 1-7 IF NEEDED:

What do you pay monthly for your home Internet service?

N o ettt ettt ettt e ate ettt et e et et et et e eteereenaeereeareas
B0 ettt ettt et et e ettt ettt e ereeareeaeenaen 1
BL 0 SL0 ettt ettt e treeteenaen 2
BLL 10 $20 et ettt et ettt ereere s 3
B21 10 830 ettt ettt et ettt reere s 4
B3L 10 SA0 ettt ettt ere s 5
BAT 10 B50 ittt eraeeaee s 6
OF OVEL $50 ..ttt ettt et et e et e et e ete et e et e et e enaesanesaeenes 7
Don' t kKnow - DO NOT READ.......coooiiiiiieceeceeeeeeeeeeeee et 8
Refused - DO NOT READ ... 9
Q35:

Please rate your home internet service OVERALL using a 7 point scale, where 1 means you
are not at all satisfied and 7 means you are completely satisfied with your home internet

service. Would you rate it 1, 7, or some number in-between?

N o ettt
Not at all SASTIEA ... ...eeieieiiee e 1
bt et h e bbbt b et b e et b et b et b et b et ne 2
et h e bbb bt bt b et b bbbt b et 3
B e ettt sttt ettt b et 4
ettt bbbt bbbt b bbbt b e e 5
B et bbbt h ettt b e n e 6
Very SAtISTIEA. ....cociiiiieiiciieeeeeeee et ae e 7
DON'E KNOW ..ttt et sb e st be e 8
RETUSEA ...ttt st 9
Q36:

What is the biggest cause of your dissatisfaction?

=>+]

if NOT Q35=1-3

N o ettt
Too slow/way t00 slow/takes t00 10Ng .......c.cccverieriieciiriecieeeeee e 02
Weak signal/poor phone LiNes...........coceerieierienieiieeeesie e 03
Getting kicked offline/blackouts/disconnects/computer freezes...........cccoceevureueenne 04
Junk email/spam/pop-ups/VIruSeSs/SPYWALE. ......ccveerueeurreerrienieenieeeeeieseeeseeeneeeeens 05
Poor service from Provider ..........ccoieviieiiiieieeiecieeeece ettt 06
[T T OO OO OO U U PTUUURRRURRUPRRRTIRE 07
MONOPOLY/NO CROICE ...t 08
OLRET ..ttt bbbttt 97
DON'E KNOW ..ttt sttt 98
RETUSEA ...t 99

4
13
113

1688
59
145
451
368
175
158
78
222
32

1688
43
54
96
187
432
398
440

36

193
109

60
15
18
14

10

0%
1%
12%
1%

100%
3%
9%

27%
22%
10%
9%
5%
13%
2%

100%
3%
3%
6%

11%
26%
24%
26%
2%
0%

100%
56%
2%
31%
8%
9%
7%
3%
5%
0%
0%
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Q37:

Have you heard of ways to use high speed or broadband internet service to make telephone
calls?

N o e ettt ettt ettt ettt et e e eta e et e eraeeeaeeeetaeereean
S ettt ettt e e et e et e e e ae e e e e tb e e e eabteeeattaeeeatbeeeaabaeeeatreeeeaatreeennneas 1
Yes, heard sOmething abouUt it ........ccceveeriieriiiciiiierieneee e 2
N0 ettt et e e e a e e e te e e e e tbeeeeabteeeatbaeeeataeeeaabaaeetbeeeaatreeenanneas 3
DON't KNOW/INOT SUIE......uvieieiieiiieiieeeiieeeteeeteeeeteeeveeereeeveeebeesereeeeseeseveesaseeseseessneens 4
RETUSEA ...ttt ettt ettt e b e e e b e e s beeeabeesebeeeaneens 5
Q38:

Are you currently using the internet to make telephone calls from home?

= +1
if NOT Q37=1,2 OR NOT Q32=02-97

N o e ettt ettt e e e e e et e et e e e e et e e taeenreeanreeenreean
Y S ittt e e e — e e e e e e et ———aeaaeeeaataraaaaaeeeaaarraaaaaas 1
N O ettt e e e e e e e e e e e e ——— e e e e e e e e taaaraaeeeeaarraaaaaans 2
DON't KNOW/INOT SUIE......uveiierieeeieeeteeeie et eeee e et eeeeeeteeeeeeeareeeareeeteeeeaeeeeseeeeseeenaeeas 3
RETUSCA ..ot 4
Q39:

Do you think you might switch to one of these internet telephone services within the next
12 months?

= +]
if Q38=1 OR Q38<1

Q40:
PROBE TO FIT

How much would you be willing to pay per month to have high speed or broadband
Internet access?

=>+]

if Q32=02-97

N o ettt ettt ettt ettt e et et et et e et e et e enaeeneearean
B0 ettt ettt ettt e ettt e et ettt e et e ereeeteenaen 1
BL 0 10 ettt ettt et ereenaen 2
BIT 0 $20 ettt ettt ettt reeeteeaen 3
B2 10 $30 ettt ettt et et eereenteenreen 4
BT 10 SA0 ettt ettt e et eae e s 5
BAT 10 850 ittt ettt et e ettt e e eaeeren 6
OF OVEL $50 ...ttt ettt ettt ettt et e et e eteeebeeveeateeraeereeereennas 7
DON' T KNOW ettt ettt e b e s vt e e ae e s b e e eabeesabeesaseesebeenaneens 8
RETUSEA ...ttt et et ettt b b e e e beeeabeesabeeeaneeas 9

2406
755
466

1133

52

404

395

395
43
291
61

1731
633
138
282
196

51
26
10
366
29

100%
31%
19%
47%

2%
0%

100%
2%
98%
0%
0%

100%
11%
74%
15%

0%

100%
37%
8%
16%
11%
3%
2%
1%
21%
2%
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Q41:

How many times have you personally called Directory Assistance or Information to find
out a phone number in the past 12 months? This would include calling from your home
phone, a pay phone or a cell phone. IF NEEDED: Do not include looking a number up on
the internet.

N o et bt bbbt h et bt bbbttt ettt b e ea e bt et eat et enten 2406
ZLETO/NOIIC ...ttt ettt ettt b et a et ettt e bt bt e bt e bt e st e s et et e sbeebeebeeneeneens 1 1012
L ettt bbbt bttt a et besae bt et et enten 2 287
2ol ettt h e bt bt et ettt b e bt bt et eateten 3 535
S ettt ettt b e bt b et et 4 247
1O OF TNOTE. ...ttt ettt ettt ettt st s e st e sabeesabeesanee s 5 287
DON't KNOW ittt ettt e 6 37
RETUSEA ...t 7 1
Q42:

READ 1-97 IN ORDER SHOWN

You said you haven't used Directory Assistance. Is that because you..

= +1

if NOT Q41=1

N o ettt ettt ettt b e et h e et a et h e Attt h e e aeen e et et e bttt ebeeaeene et ennenee 1012
Didn't know what number to call for assiStance ..........ccccevvvereereeciereerieseerieenens 01 25
Didn't want to pay for the I00KUP ......ccveevieiiiiieieiiceeeeece e 02 159
Have not needed to [oOK UP NUMDETS.........ccceeiieieriieiieiieie e seenie e eee e seeenieens 03 671
Can use the phone book/look up numbers myself .............ccoccevieniiceicenieiee 04 35
Look up numbers on the Internet/online.............ccoecveriereerercienieniee e 05 62
I don't call numbers I don't KNOW.........ccecuveiieieniiiieiieieciesceie e 06 12
Ask family/friends to loOK Up NUMDETS .........ccoeeiuieiiieiiiieiieeieeee e 07 3
Both online and phone BooK ............cooiieiiiiiiiieeeeee e 08 6
Look them up mysSelf.......ccoooiiiiiiee e e 09 6
Or some other 1eason (SPECIFY:) ....cccioviiiiiiiiiieieeieeeeeteee et 97 11
Don't know - DO NOT READ......cciiiiiiiiieieeeeee s 98 18
Refused - DO NOT READ ....cc.iiiiiiiiiieseee ettt 99 4
Q43:

PROBE TO FIT. UP TO 4 RESPONSES
There are several standard numbers to dial for directory assistance. Do you remember what
number you used? IF YES, ASK: What number was that?

=> Q46

if Q41=1

N o ettt ettt e e te e bt e ete e e etaeeae e e aaeebee e baeebae e taeebeeetaeeree s 1394
BT ettt e eta e e tb e e tbeentee e abeeeaaeeatbeeaaaeentbeeaareenes 01 804
1-800-555-1212 oottt et et et e et e e aae et e e eraeears 02 310
Area code and 5551212 ... 03 158
(040315321 (o) USSR 04 12
Other (SPECIFY:) wootiiiicieceecteeete ettt ettt et a ettt eaeere e 97 14
Don't KNOW/DOon't TEMEMDET.........c.oeeeuiiiitieeeiie ettt et etee e eeveeeeaee e 98 196
RETUSCA ..o e e e e etae e e 99 0

100%
42%
12%
22%
10%
12%

2%
0%

100%
2%
16%
66%
3%
6%
1%
0%
1%
1%
1%
2%
0%

100%
58%
22%
11%

1%
1%
14%
0%
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Q44:

Please rate your satisfaction with Directory Assistance using a 7 point scale, where 1 means
you are not at all satisfied and 7 means you are completely satisfied with your Directory
Assistance. Would you rate it 1, 7, or some number in-between?

N o ettt ettt sttt ettt ettt sttt 1394 100%
NoOt at all SALSTIEA ...c..eeieietieiieiieeee e e e 1 49 4%
ettt e et ettt h et h e et et 2 36 3%
3 e ettt 3 51 4%
ettt 4 103 7%
e ettt 5 204 15%
B ettt bbb bbb bt bt h bbb bbbt b et ne 6 283 20%
VEry SAtISTIEA. ...coueeuiiiiiiiiriieecc ettt 7 639  46%
DON'E KNOW ..ttt ettt ettt a et b bt ebe e eneeeens 8 28 2%
RETUSEA ... et 9 1 0%
Q45:

CLARIFY

What is the biggest cause of your dissatisfaction?

= +1

if NOT Q44=1-3

N o ettt ettt ettt ettt ettt sttt e ne 136 100%
Cost/don't like to pay/it used to be free/costs too much............ccoeevevveriieirniennenn, 02 41 30%
Get wrong numbers/don't give me COrrect NUMDET ...........ccveevereereeerrierieereerenenns 03 28 21%
Don't get to talk t0 @ 1iVe OPETator .......cecvieiieiieieciieitee et 04 20 15%
Can't find the listings that I know are listed...........cccoeverieriiecencienieeeeeeseie 05 14 10%
They charge you for bad information or when they can't find the listing............... 06 18 13%
TaKES t00 10N ..cevenviriiieiieiietceee et 07 13 10%
Can't reach a local operator so they don't know your area........c..ccccceevenencncnnenne. 08 7 5%
Poor service/poor problem SoIVers/rude ...........ooeeveeoieienieniereee e 09 11 8%
ORET ..ottt 97 14 10%
DON'T KNOW ..ttt b et ene et nes 98 3 2%
RETUSEA ...t 99 0 0%
Q46:

Are you aware that Directory Assistance services are available from providers other than
your local telephone company? IF NEEDED: Other national companies or wireless
services.

et e — et e ettt ee———eeea———ee e —eeeaa—teeaa ——eesaa—eeeaa—teeaaateesaa—eeesatteesarteesanaaas 2406  100%
S ettt ettt e e et et e et ee e et — e e e e —te s et e ee st eesaaaeeeaaaees 1 1205 50%
N0 et ettt e e et e e et e e et e e ettt e e eaaaaeesaaaeeeaaaeeeanes 2 1094 45%
DON"t KNOW/INOL SUIE ..ottt ee e et e e e e s eeeeeessnaeeesennaeeseaaeeeas 3 107 4%
RETUSEA ..ot eaae e s eaaeeean 4 0 0%
THE
GILMORE
RESEARCH
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Q47:

Do you know the price charged by any of these other providers for looking up a number?

= +1

if NOT Q46=1

N o ettt e e e e e e et e e e —e e e eaeeeatateeeanas
D €= T 1
D S (<11 €211 TP URS 2
N O e, 3
DON'"t KNOW/INOL SUIE ...ttt ettt eeate e e eeaae e e s eataeeesnaaeesenneeas 4
RETUSEA ..ottt e e e e s eeataae e e e e eeanes 5
Q50:

Has your household signed up for the National Do Not Call Registry?

D €= T 1
N O e 2
Don't KNOW/INOT SULE .....eeeeiiiieeiieiciiiee ettt e et e e e e e eaateeeeeeseesanaaseeeessesnnens 3
RETUSEA ..ot e e e e e e e e e eaaaa e e e s e eenanaes 4
Qs51:

Did you participate in the Oregon Do Not Call program before it was replaced with the
national one?

Y S ettt e e e e e e e e e e ——ta e e e e e e ——ataeeeeeaitraaaaaeeeans 1
N O 2
DoOn't KNOW/INOT SUIE .....veeeiiiieei ittt e eee et e e e e e e eaaae e e e e s seesnaaeeeeeseesnnens 3
RETUSEA ...ttt e e e e e e e e s e snaaaeeeeeeeannees 4
Q52:

Do you prefer the current National Do Not Call Registry or the Oregon Do Not Call
program that it replaced?

=>+]

if NOT Q50=1 OR NOT Q51=1

N o ettt ettt ettt et h e et a et et bt ke bt e nten e et et e bttt ebeeaeene et ennenee
National Do Not Call REZISLIY ......cccverieriieiieiieieeieeeeie et 1
Oregon Do Not Call Program ..........ccoecveveerieniieiieienieseere e se e esesae e e 2
No preference/Both the SAME...........ccoveriieriiiiiiiiceseee e 3
DON'E KNOW ..ttt ettt et 4
RETUSEA ...ttt 5

1205
131
83
942
49

2406
1160
1130

116

2406
647
1495
262

559
116

80
254
106

100%
11%
7%
78%
4%
0%

100%
48%
47%

5%
0%

100%
27%
62%
11%

0%

100%
21%
14%
45%
19%

1%
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Q53:
READ 1-97

I have just a few more questions to group your answers with other people. Which of the

following best describes the home you live in?

Single family NOME........c.occiieiiiiiiiicii et 01
DUPIEX OF TIPIEX . c.veeurieirieeieeiiesiiesieeie et ete st esteesteesbeeebeesaessaesseesseessesssesssesseesseensenns 02
APATTINEIL ...ttt ettt ettt e et e be e st s bee st eebee et 03
Townhouse, Or CONAOMINIUIN ..........cc.eeeiiiuiieeeireeeeeeeeeeeeeeeeeeeeeeeeeeeeeneeeeereeeeenes 04
Dormitory or group living SitUatioN...........cceerieriieciieieeiesieieere et 05
Mobile/manufactured hOmE.............cccviiiiiiieiiiiiieee e 06
Trailer/Fifth Wheel/RV ......cc.oooiiiiieeie ettt s ae e 07
Or something else (SPECIFY:) .o..iiiiiiiiiiiiieeeceeeieeee e 97
Don' t know - DO NOT READ.......coooiiiiieie ettt svee e 98
Refused - DO NOT READ ..ottt 99
Q54:

What is your five-digit home zip code?

N o ettt et b e bbb bbbt ettt a ettt et eb et ee
DON'E KNOW ..ottt sttt ettt ne e enes 99998
RETUSEA ...ttt ettt et e et sae e e e e e beeeteeeseeenes 99999
Q5s:

Do you have any children under 18 years living in your household?

N o ettt h et h e e h e E bbbttt ettt b e sh e bt ettt enten
Y S ettt ettt ettt ettt et ett e e bt e e at e e bt e e bt e e bt e ette e bt e enbeeebteenbeeenbaeennee s 1
N 0 ettt sttt sttt e bt et e st e e ab e sabeenateesabeenans 2
Don't KNOW/INOL SUIC......ocuvieeieiieiieieeiesieste st et eee st et esteenaesseesseenseensesnnesneas 3
RETUSCA ..ottt ettt ettt e st e eenaenneas 4
Q56:

Are those children under 12 years of age, between 12 and 17, or both?

=>+1

if NOT Q55=1

L0 Te (<3 G B = PSSR |
1210 17 YRAIS O1d...ccueiiiieiiieieeiie et e 2
Both under 12 and 1210 17....ccuviioieeiieceee et 3
DON'T KIOW <.ttt ettt et e e e et e e eae e et e e et e eeteeeeaeeeeaeseeteeeneean 4
RETUSEA ...ttt et et et e te e e eveeeve e eebeeeanee s 5

2406
2033
72
175
48
17
38
13

12

2406
51
43

2406
755
1626

17

755
368
243
140

100%
84%
3%
7%
2%
1%
2%
1%
0%
0%
0%

100%
2%
2%

100%
31%
68%

0%
1%

100%
49%
32%
19%

0%
0%
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Q57:
READ [-8

Which of the following categories includes your age? IF RESPONDENT IS OBVIOUSLY

OLDER, YOU MAY OMIT THE FIRST 2-3 CATEGORIES.

TS O B oot e e e et et e e e e ettt e e e e s senaaaees
OF 85 OF OlAET .ttt ea e et e e eaae e e s enaeeeas
Refused - DO NOT READ ......ooooiieeie et

Q58:
DO NOT READ PROBE TO FI
What is the highest level of education you have completed?

Less than high SChOOL ........ccoiiiiieie e
High school diploma/GED .........ccooiiiiiiiiii e
Vocational/Technical CertifiCate..........coceevuerierineninienieieieieeneeene et
Some college/Associate's degree (2YEar)......cooourererieierienienienieseeesieeeeeeeeeeeeeeneas
Bachelor's degree (AYEar) .......cueoueierireieeeeeeeeee ettt
POSt GradUAte (7) ..eueeeeeeieietieee ettt 6
RETUSEA ..ottt

Q59:

Is your total annual household income above or below $40,000?

BeloW $40,000........ccue oottt ettt ere e eneas
$40,000 OF ADOVE ...ttt ettt ettt ea e et ereeereeseensean
Don't KNOW/RETUSEA ..o ettt

Q59A:

READ 1-2
Is that. . .

=>+]
if NOT Q59=1

2406
82
296
434
581
479
308
149
39
38

2406
106
610

54
800
480
305

51

2406
907
1197
302

907
412
444

51

100%
3%
12%
18%
24%
20%
13%
6%
2%
2%

100%
4%
25%
2%
33%
20%
13%
2%

100%
38%
50%
13%

100%
45%
49%

6%
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Q59B:

READ 3-5
Is that. . .

= +1
if NOT Q59=2

$40,000 0 $75,000 ......oeieeeeeeeeeeeeeeeee e e e e eaee s 3
$75,000 t0 $T00,000 .......ccorieeeeieeeeeeee ettt eee et eae et e et e et e et e e e ereeereeens 4
Or OVEr $100,000........ccei ittt ettt ete e et e et et e et e ereenaeereeereennes 5
Don't know/Refused - DO NOT READ ......ooooiiiiieeeeeeceeeeeee e 7

INCOM:

Combined income

=> *

if IF ((Q59=3).8, IF ((Q59A>0),Q59A, IF ((Q59B>0),Q59B,0)))

UNAET $25,000 ...ttt ettt ettt s eae s e st e et e easeeeeeeesaeesaeans 1
$25,000 10 $40,000 ........oiiiiiieiiieie ettt et et 2
$40,000 10 $75,000 .......eiiieeiieeeieeeie ettt 3
$75,000 t0 $T00,000 ........ccomiieiiiiiiieieecieeeee ettt ee et e et e et e e e e e eaeeeaeeens 4
OVET 100,000 .......ciiiiiieiieeieeeie ettt ettt e et e e et e et e e eveeenaeeeraeeenneeas 5
Refused under $40,000 .........c..ooviiiiieiiicieee ettt 6
Refused $40,000 OF INOTE.......ocuvieveieeieeeeeeeeee ettt eeve e eree et eereeaeenaesaaeereenes 7
Total TRIUSAL.....oooieiiieeeee e e 8

1197
681
231
197

88

2406
412
444
681
231
197

51
88
302

100%
57%
19%
16%

7%

100%
17%
18%
28%
10%

8%
2%
4%
13%
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