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DIRECT TESTIMONY OF DR. SUE W. ELSEEWL

DOCKEY NOG. 891194~T5

please state your name and business address.

@

¥y name is Dr. Sue W. Elseewi, and mny usines

address is One GTE Place, Thousand Oaks, CA 91362.

By whem are you cmployed and what is vour posi-

Lion?

T am employed by GTE Telephone Operations as Btarff

Afministrator in Market Research.

Briefly state your educational background and

bpusiness experience.

I gradguated from the University of California,
niverside im 197% with a Bachelor of Arts degree in

Soclolor and in Political Sclence, and from the

gsame university in 1976 with a Master of Arts

in Political Science. I received a doc-

in Political Science in 1980, alsc from the

gy

of  California, Riverside. 1
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College as lecturer and assistent professor through
1886, I djoined GTE in 1987 as a Market Reseavch
Analyst, was promoted to Senior Analyst in 198%,
and to my current position as &Staff Adwninistrator-
cConsumer Market Research in 1%89. I have had
primary rvesponsibility for research in custom local

areas signalling service since July 1988.

What are your current responsibilities?

¥ am responsible for plann’ng, designing, adminig-

toering and analyzing market research, including

n

market ftrials for 887 SmartCall(sm) sexvice, a
well as  other market research in the ~onsumer

BERD -

What ig the purpose of your testimony in this

proceading?

My testimony addresses The wmatiter of whether the
public interest will be served in waking calling
numbar  Ldentification (MONIDYY sexvices available
o the public. Specifically, it examines consumer

sttitudes toward these offerings, focusing partice-

Ly upon privacy concerns asseciated with nunver
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forvarding and the velationship between these
concerns and the perceived desivabillty cf CONID.
My findings and conclusions are based upor data
obtained through surveys assessing consumer opinion
pficr to and following a vecent trial of GTE
Smartcall services, including CNID, in Eljizabeth-

town, Kentucky.

Plaase explain the methodoloyy employed in gather-

ing the data upon which vour testimony is based.

Prior to the introduction of SmartCall sexrvic:s in
1988, GTE conducted a pre-trial survey of consumer
attitudes regarding the desirability of custom
lLecal area signalling services, as well as possible
privacy concerns assocliated with these offerings.
Thin concept survey included interviews with 100
respondents in Elizabethtown, Kentucky and 200 in
Lexingion, Kentucky. The interviews were conducted
by  telephone in August 1989 by an independent
culling center in Prove, Utah. (The guestionraire

in the interviews is appendsd te ny testimony

ag Blseewl Exhibit 1.) No significant difference

in results energed between the two locations.
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A follow-up study was undertaken a year Jater in
Elizabethtown, after respondents there had been
exposed - te SmartCall services for five weeks.
Between August 8 and 17, 198%, telephone interviews
were conducted with 100 respondents from =ach of
four test cells for a total of 400 intervieuws.
{(The {ollow-up questionnaire iz appendad to ay
testimony as Elseewi Exhibit 2.) This guantitative
research was followed by qualitative research
consisting of focus group discussions held on

August 27 and 28, 1989,

why is this study unigue?

This study is unigue among published data on custom
local area signalling services in that attitudes
toward the concept of the features and of privacy
were benchmarked and may be compared to determine
the impact of the use of the services upon consumer

attitudes.

pPlezsa describe the manner in which thae actual

vrial was conducted,
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One thousand participants were recruited utilizing

a randomly generated listing of all Elizabethtown
residents included in the mnaster pilling file.
Respondents were solicited by telephone and randome
ly pleced in one of four Cest cells., The free

tvial began on July 1, 1%90.
What services were included in the trial?

New SmartCall features offersd in the trial
inciuded Automatic Busy Redial, Auvtomatic Call
Return, Call Tracing Service, Call Block, VIP
Alert, Special Call Forwavding, Special Call Accep«
tance and Calling Number Identification. Eristing
SmartCall services, il.e,, Call Forwarding, Call
Waiting, Speed Calling, 3-Way Calling and Cancel
Call Walting were also mnade available ©o trial

8

particinanis.

Please describe the composition of the test cells.

The four oslls, each containing approximately 250

rgspondents, fell into the following categories:

only (12 SmartCall

Features) .
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Test Cell II - Service and SwmartCall rhone.
{(The SmartCall phone activates
11 of the SmartCalil features.)

Test Cell III - Service, Smartcall Phone and
calling HNuwber Identification
service.

Tast Cell IV -~ Service and Calling Number

Tdentification service.

Was vour research study designed to el icit informa=-
tion  about consumer attitudes regarding privacy
iseues as they have come to be asgociated with

paneey forwarding?

ves. Both the pre~trial and follow-up SUrveys

»

of questions designed to deter-

HiA

employed a serlie

wine bhoth latent and explicit attitudes toward
privacy issuss associated with number forwarding.
tach of the available services was described, afiter
which vespondents were amled: soyerall, what
advantages, 1if any, do you sSee in  these new

sy Loes? v e nest guestion ashked: wedpat

djsadvantages do you ses in these services?® Only
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one percent of the respondents in the 1989 pre-~
trial interviews spontaneously mentioned luss or

nvasion of privacy. No respondents in the follow-

e

1L survey epontaneously expressad a privacy

CONCRT.

A5 & further attempt o capture latent feelings

about number forwarding, respondents were asked:

"1 order for some of These evw
services to work, the person who 13
receiving a call will know the phone
number of the party who is calling
them. Which of the following state-
ments best describes your feeling
abeowt tﬁ@ caller's number being made
available to the person who is being
called?®

The are displayved in  the Zfollow ng

PR
chart .

s s

i T
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Feeling About Number Forward
Q.37¢-3 (1980}
0.46¢-3 (1989)
‘ 1%
Like Very Much )
Like Somewhat
30%
Malther Like Nor Dislike
Dislike Somewhat
Disliks Vary bMuch
i : ;
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% Az can be seen, a dramatic shift occourred in
8 - atbitudes  toward number forwarding following
31 E ax@osur& to this technology. The bulk 2f the
4 angwers in 1989 fell inte the "neither like ovx
5 ‘dislik@" (30%) and %"like somewhat® (28%) cate~
é gories. However, after using the services, the
7 | majority of responses fell into the "like very
8  much” category (62%).

o

hE "Lik@wia@, dislike of nuwber forwarding dininished
11 from 24% of respondents to 6% after erperierce with
13 the system. The minority of respondents who
13 Canaswered "dislike the idea® were then asked the
14 ‘ open-ended gquestion: "And why do you dislike this
154 id@a?” In 1989, the primary reason given wvas
1 "don't want people knowing my number?® (10% of
17 sanple), followed by "of no use to me" (4%} and
LE “intrudes on privacy?® (4%).

19
26 tTn 1990, dust under 2% mentioned invasion of pri-
B3 vaey, with the same proportion stating: "I don't
¥ went wy phone number given out.®
3

%
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Respondents were then presented explicitly with the

privacy issue in the following manner:

nThere is some disagreement over how
these new services might affect

one's privecy."

{a) 'Those wWho feal these
gservices protect one's
privacy say:
-« The person being called
has a right to know who is
calling into their home.
~ Also, they say that
tnese services discourage
obzcene and prank tele-
phone calls by allowing
one to return, block, or

even trace these calls.

(by On the other hand, those
who believe The services
might be a wiclation of

wne's privacy say:
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i - These services alght

2 discourage cails Fyom

A
iy, £

3% pesple who want To wroteot
41 their identities, sush as
5 hot line users, police

54 tipsters, or those who

=3

have unlistsd telephone

Nk

numbars .

e

| - Almo, they say that

A buginesses cowld record

custoners® mumbers, and

could use them for zales
“t

calls, or sell lists ol

those telephone pumbeys Lo

other sales prople.

few  having heard both of  these

ooints of view, do Ffoel these

ook one’s privacs

@ one's privacy?

ArtEWe

“.l

i

Y

argunents  (a2) and (b} and T«

€ de

oradsy pias. Resulbts

awvor i
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These results show & drapstic shift in public
opinion following use of ONID. Although nearly
half of the respondents in the gpre-trial survey

falt the number forwarding protected privacy,

Py

wellef rises to thres-guarters of raspondents afy
axposire to the service. Likewise, thersz iz an
even more precipitous decrease amony those vho feel
admirer  forwarding is a wiolation of privaay.
Nearly one in four agreed with the argument taat
this feature violaves privacy in the 1989 concept
rent.. However, after use of the SmartCasl service,
oty one in ten agreed with the argument That

ianker forwarding ig a violation of privacy.

hoocording  to  survey resulits, which of the new

e luded

in the trial was nost popular

ith subscribers®

Fication was overxwhelnmingly

J

Gallirg Numbes

g bure  amony those wiho had it

the most popul

sezrpuiently used

ron, CNEID was

mont Likely to be subscrib

cleats
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lean Usage Par Wee

Calter Wdentification 2%

Call Wailting 10.4

Speed Calling , 4.1

Auntomaric Bugy Redial 3.3

Automatio Call Retues 2.4

GeWay Calling o

4l Forwarding £

Special Call Acceptance 4

Cancel Call Waiting ‘ 4

°

Ao

- Special Call Porwarding

oall Trace 119 used
Call Block 7% progracumed for use
ViR Aleve 219 prograrmmed for use
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Please elaborate upon the focus groups vou

asntioned earlier.

The focus groups wevre discvesions conducted in
accordance with a ovrinted guide. (The guide is
attached as Elseewl Exhibit 3.) The group discus-
sions supplemented the earlier interviews in that
they allowed exploration of consumey reactions to
the SmartCall features in a deeper, though .ess
gasily guantifiable, way. There were four focus
groups, one for each of the test cells described
@mrliﬁﬁ. Group wmembers were recruited from the
trial participants who had not been interviewed in
the guantitative survey. The discugsions were
conducted on August 27 and 28, 1990, by an indepen-

dent moderator contracted by GTE.

Were the results of the guantitative research
reflected in the focus groups?

Yes. Qualitative ressarch reinforced the guantita-
tive research findings. There was little spontas-
neous discussion of the privacy issue. The focus

gulde ralsed this concern in a like manner to the

o}
-

areh. {(8ee guide, BExhibit 3 at

MUIEVaY ros
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1 Most individuals had not considersd pri

oo

21 an issue te that point. HNoreover, the

3 would not nind thelr own number bheing forwarded,

& despite thelr understanding that sone persons mnight
% have privacy concerns. (The privacy section of the
& foos  group veport, preparved by an  independent
7 contractor, iz  attached to this testimony as

8 Blseewl Exhibit 4.)

were those who had tested the CNID service wmors oy

%._J
o
o,

B
&

13 less likely to believe that calling number identi-
b flecatlion protects privacy than these who had not

included in the CNID trlal groupt

15 fe Yes, those with CNID display units were
14 cantly nore likely to believe that the new

protect privacy. BEighty-twoe percent of those with

-

R CNEID believed that the new services protoc

priva

Y

19 comnared Lo 88% of thoss who did not have CONID.

A The: followirg chart presents a breakdown of privacy

b o
Lo ADE
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1 £ What peroentage of CHID trial participants
P described themselves as being likely to continue to
3  gubscribe to CNID if it is priced at $7.00 pex

4 month?

A Ae the following chart shows, fifty-~five percent of

&

7 respondents who had CNID gaid they were very or

somewhat likely to subscribe at the conclusion of

e

the trial.

=
oW

e

13

Y

S
SRR B

%




I JER
N

el

(¢

Gall Waiting™

atting Mumiber ldentification

call Tracing
Spesd Calling”

VIR Alert

§%
£ g 1 'Ym

il b

wrwarding”

w Fopn
D"I St b 6

Gl 4

plance

sall Waiting

‘:Mfﬁ.&,\ g C«' g

o .
Y i u ey e ,vm“pi

FETREIS S oL

Crall Fleturn

sinatic Busy Redial

%y y
m i

ook

B i
e O &J“

g

v?"“;\

qé*

Yo Very/bo

\"‘w

ornewhnat L

.

ey
Kt

3

e

W

o

21 %

21%

19%

18%

7%

16%

15%

4 A
4%

=
5~

A
A

J

1 £

£ o

a‘“}

Nm-

¥
10

clicd ot sub

*Base

0

e

HIGE

sribve by

*1)

efure t

et

(
{

3

“) {m

(‘“

Figa

|

[

8
ey <
a




™

e

o

g rees

F

N

What do you believe are the wmost perti-ent conclu-

slons to be drawn from your results?

The most salient conclusion to emerge 1is  that
consuners want Calling Number Tdentification
gervice. The public itself should be considered to
be the best indicator of the public interest. The
majority of users believe that CNID protects their
privacy, citing the “peace of mipd" they feel with
the service. BEven when consupers are nade aware of
potential privacy impacts, they remiin enthusiastic
about the service, believing that the povitive

aspechts outweligh the negative.

My ressarch shows that Calling MNumber Identifica-
tinn is & service that consumers desire to an

whent egual to that of Call Walting, the other
highly popular SmartCall feature. The two arxe

parallel in ancother sense. Thoze who nave Call

Wolting are aware of the potential irritation of
the ryion. Howeveyr, they choose Lo subscribe

Call Walting allows then to more effec-

contral  and wanage their oalls. CHMITD,

some  potential lrvitation, £alfil

Function.
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this conclude your testimony?

it does,
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Eapion: Fempueky: Regian: Indiana:

Blizabethiown RN | Lafayews -3

Lexingron -2 Lopsuspory -4 Yersion RN
CLASE PRE-TEST STUDY

NEATLY & ACCURATELYY (i

Mgy

Agrepey

4 £ Searg: "’Z‘Qfﬁ

SR TR

Faope: (Hr 3 (13 - 22
Wy 1

Dterriewes Date:

wakt i am

m &mwwy U84, calling. We are doing 2 swdy vegarding el
e ‘W‘U.ﬁ! e (malefemale) head of mmm kel xmmmxmw fur decisdons regpw

j’:‘};g\i“ s :«mwﬁ‘xmgg gind this will only ke a few minwsr of their dme.  Whoe
hempeubink ;

WECERSARY)

5 sudy mgm‘ﬁ;&xw differere kinds of wolephone services, and 1 understand vou e
w regarding your telephenes. Is dhis copoen?

TR £ Mo (A8K FOR REFERRAL AND REPEAT Q.0

o it
oo W owe
FURT

e Would you wmil me who provides your local welephone sepvice? (DO NOT READ)

ai A i
fllr,"“’"

SPRCIEY: , . i)

roe

prroons pumber of people v cach age groun, will
nge growps you falt? (REAID

VLAY

997

N
LML ALY
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Ang doss the female head of your household work ousside the home (READ)...

25 -1 {1 Full-tee
g {1 Pravedime, 20 hours per week or mone
a0 [ Par-time, less than 20 hows per week
4 {1 Does nom werk (DO NOT READ)
5 [ Mo female head of household (DO MNOT READ)

. (DO NOT READ) Sex
26 -1 [} Male

a0 1 Female - (WATCH QUOTAS)
4 [ Mot sue

THE NEXT FEW CUESTIONS ARE ABOUT TELEPHONES..

- How wany telephones does your housshold have? 270 e
(IF ONLY ONE TELEPHONE, ASK Qs6, OTHERWISE SKIP TO Q.7

Is your wleghons a soty dizl phone or 2 wuch tone push buston rype phone?

BRI A

(SKIP TO 4.5

g

2« [l Rotwy dial
20 [ Tewh wne

R AU PV

DisAL O IT.)
Do vou own or dn you ren: the phone(s) in your housebold? (DO NOT READY

(CUBSTICN DELIBERATELY OMITTED)
A i

TR T Ifwigmt&
a1 Ulelised
i

e ot A . AL SR AL WAL VR

Are your wlepliones all intury dial phones or push buwon phones, or do you have both?

23 -1 [l Roury dial only (WOTE: IF¥ RESPONDENT iS5 UNSURE
: <[] Push bunon only OF MEANING OF ROTARY, TELL THEM
3 [} hMized IT IS A PHONE WITH A ROUND

a0 -4 1 Orenoall (NOTE: IF RESPONDENMT IS UNSURE
20 {1 Own some and teol some OF MEANING OF ROTARY, TELL THEM
5 {1 Reneall T I8 A PHONE WITH A4 ROUND
20 01 Des’t mow DAL ON IT.)

v (peimary) teleshons voamber sied or do you pay exus o have it unliswd? (30 NOT READ

s A R P ST A
R T S R R N RO B
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Doss your (primery) phope have a Last Number Redial feature which awomadcally redials the lagt
Caunber you called by just pressing one or two burons?

2 a1 [ Yes (ASE Q.1in)
2 {1 No. (SEIP TO Q.12

~1la. Abour how often would you say you use the Last Number Redial feamre? Would vou say..
- (READ LI

33 -1 {1 Freguesty
a2 [T Oeeasionally
3 {1 Haeely, or
4[] Never ,
4[] (BO NOT READ) Don't Know

- Hg% Lkely are you % purchase a telephone within the next six months? Would you sav.. (READ
- LEST

s a0 {1 Definitely

a2 [ Probably
4 {1 Might or might am
4 [} Probably won't, or
S {1 Definitely won'’t
4 [ DEMNA

How likely would vou be o rent a phone within the next & months? Wourld you wav.. (READ
LIS

13

- {1 Definiwly

2 [ Peobably

30 [ bk or might now
< {1 Probably won®, or
40 11 Definitely woa's
-5 {1 DEMNA




VWhen vou ihink of companies thar provide wlephone & sviges, what 15 the

show wierhune Companios..

=

company thar Cornes

mind? (D0 NOT READ LIST. ONE ANSWER ONLY.)

isd
o

W [ GTE

2 [T Bell South
3§ Asnsrkech
4 {1 AT &T
4 [} Spedn

4 Mgy
) 1 Other (Specify: y

i s.ﬁ’i!N &

w%wir*h cowpanies that provide wlephone services have you scen or heand adverising for in the past
s memhs? (DO NOT READ LIST. MULTIPLE ANSWERS 0.8

40 [ GTE

G [ Bell Bouth

30 1 Asneriiech

s {1 aré&T

40 U Hprine

&Sk mw

G001 b (Spesify 2

G20 § DA

s o Fecall seeing adverdsing for GTE on television in die lest duve snondis?

{'i; pt‘f@ ﬂﬁwﬁ ‘CE i

o n SRy

5w the sdverising abo? (PROBE:) Anything slss? (DO NOY READ. CHECE
Atk THAT ARPLY.)

Cwaliey of Bouipmeay/Services
st ’l.g«i(;'f}Ll"’“' Fonnges (e.g., Call Forwarding, Call Waiting,
Spwed Calting, Three Way Calling)
@wwﬁw
Mddvesdsing Long }f.n%z o Service
Adwertinivg ey B rjgww ,m/i%m‘v e Availsble
Adwesrising Pl
e o

2
=
ey g
ES- Ny

.
(A

P,

[

N

Vollow Pages

ive Teuage

ifies of s m“wmu% {charactors, pheases, o)
r Wseatlnneons Conmuenis

i Ay

{
gy gy gres vow ey
SIS St

- T

L
i
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5.

(7. Do veu recall besing advermising for GTE on the radio in the last dhree months?
1 {1 Hes (ASK Q.17a) 2 [ No (SKIF TO Qam

178, Wha was the advertising abowt? (PROBE:) aAnything else? (0 NOT READ. CHECK

i Qmm:y of Eguipmeny/Services
Cuamnen Calling Featusey (e.g., Call Forwarding, C@JZ Waiting,

Speed Calling, Three-Way Calling)
4 Y CLASS .

< [1  Adverdging Loug Distance Service

S [ Adverdsing Other Equipment/Service Available

% [} Advesigisg Prices

7 1 Advenizing the Yellow Pages

4 {1 Projecting Positive Image

9 1 Recall Specifics of Ad Execution (characiums, phrases, eic.)
9 {1 Ciher Biiscsllaneous Comments

= {1 Bea't Koow/No Answer

41

€
72 e
oy
ot

8. Do vou wecall seeing sdverdsing for GTE in o newspaper or magazing in the last three months?
2 a4 [1 Yes  (ASK Q.18a) 2 {1 No SKIP 10 Q19

185, Whar was the sdverdziug sbow? (PROBE:) Anything else? (DO NOT READ. CHECEK
ALL THAT APPLY.)

a W0 [T Quadiey of Equlpreat/Services

1 Cuoeom Calling Feanwres {e.8., Call Forwarding, Call Waking,
Spevd Calling, Theee-Way Calling)

3 [} CLASS

4 IV Advendsing Long Distnee Service

4 0 {1 Adverdging (hber Equipment/Service Available

4[] Adverdsing Prices

a0 [} Advestsing the Yellow Pages

4[] Projuxing Posidve Image

[ Remll Speeifics of Ad Exscution (characters, phrases. ens.)

4 {1 Other Misesllan.cus Comunents

= [ Bon'e Kaswidio Answer

pe

Do yvou respll reneiving ooy sdvestising awiesial alosg with your phone bill in the las: three months?
w0 [} Ves (MK Q. 1823 2 [l No GEIP T0 Q.20

182, Whan was e MW’MWZW&‘; abow?  (FROBE:) Anyibing elee? (0 NOT READ. CHECK
ALY THAT APPLY.

e 1 [T Cuslizy of EquipraenySesvices
a4} Cumoss Calling Feasves (e.g., Call Forwarding, Call Waiting,
Spred Callivg, Thrve-Way Calling)
ﬁ“mqfﬂ
Advartiaing Long Distaaee Serviee

-3 by (ther Eguigment/Servicr Available
o whog Priens
o g the Vellow Pages

. n,:mww P Tanape

all Boeeidng of Ad Bxecudon (chavacters, phyases. e
wepmensn (LOTRIMANTS

{ido Answer

(e E“r/m&ﬁw
v’y B

s :
ﬁ Alritatd e
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Now, I'd like 0 asx you abour various types of phone services.

s

23,

Which of the Scllowing phone services have you heard of? (REA™ LIST ROTATING STARTING
POINT. WHWLK ALL THAT APPLY)

RSO Ao

s 1 [ Call I%rwmiing
2 [ Call Waitdng > (IF NONE OF THESE 4, SEIP O Q.28
3 {1 Spesd Calling
4 [ TWwWay CZ:xJ.hn

LEASTRRSm—

s [] @O NOT READ) Nene SKIP TO Q.29

How . did you hear aboumr thisfthese service(s)? (DO NOT READ; IF REYPONDENT 5AYS
THEY CW&EN”K"MK’ HAVE SERVICE(S), ASK HOW THEY FIRST HEARD; PHOBE:
How slse did you hesr sbout ivthem? (CHECK ALL THAT APPLY.J

a1 1TV
2 [ Radio
-3 {1 Magazine Ad
< [} - Bill Insen
-5 [} Friends, Reladves, Word of Mouw
% [} From wlephone company when I was ordering serv ce
A 11 Froe welephons company (other)
s {1  Deow't Know

Which of these servics: are available in your area? (READ JUST THOSE HEARD OF iw
(340 CHECE &LL THAT APPLY:; RECORD RBELOW)

g« ) Call Porwarding
2 [ Cell Waikng
4 {1 Speed Coliing
-4 [ Three-Way Calling

% [} (B0 NOT READ) Nune (SKIP TO Q.24
Do you corent’y fave () )7 (READ LIST; ASK ONLY FOR THOSE

SERVICES AValLABLE 1N AREA FROM Q@21; IF NONE, SKIP TO INSTRUCTIONM
BEFORE .24, CRECK aLL THAT APPLY.)

s2 .t {1 Call Forwarding
o [ Call Weikeg
{1 Speed Calling
o {1 Thees-Way Calling
(3 B0 NOT REALD) Nope

30« 54




( ¥

R R R T A oA

A

T e

o

'>‘

RESPONDENT CURRENTLY DOES NOT HAVE ANY OF THE CUSTOM C

FEATURES W .23, ABK Q.24; QTE%RW@M@ SKIP TO INSTRUCTION BEFORE Q.27

1 26,

;
iy
7 dwdw

Have you ever subscribed w any of these calling feawres, either Cull Forwarding, Call Waiting, 3-Way

Calling, or Spaed Calling?
i 1 {1 Yes (ASK Q.25

2 [1 Ne (SKIP TO Q.27
Whichk did you have? (BQ ROT READ. CHECK ALL THAT APPLY.)

56 -1 {1 Call Forwarding
4 1] Call Wadddng
3 §] 3. Way Calling
-4 {1 Speed Calling

Why do you ao longer bave them? (DO NOT READ. CHECK ALL THAT APPLY.)

57 <1 1 Did not use
2 1 Too expensive
4[] Anxoyiag
4 {1 Moved
S {1 Other (Ppesify: )
9 [0 Don't Koow

RESF &?N"%W 4 Eﬁﬁaﬁﬁ ALY 4 SERVICES IN Q.23 SKIP TO (.29, OTHFRWISE ASK Q.20

Now, dinking wbout the services you might like o have, would you like vo have..? (KEAD JUST
THOSE SERVICES RESPONDENT DOES NOT HAVE IN Q23 CHECK aALL THAT
APPLY) :

52001 {1 Cail Forwarding
4 |1 Call Waldng
4 {1 Speed Calling
4 01 Three-Way Calling
i Hons

I wou wers inerested in geving one or mote of these phone services we just discussed, how would you
4o abour gewdog them? (DO NOT READ; PROBE: Any other ways? (CHECK ALL THAT
APPEY.)

] Call loead phoue seyvice oitioe
1 Visie local cusomer seavice ceaie
1 Vish & GTE Phope Ma
T Mail order
1 Call 800 number

b Other

PO NOT READ) Don't know



(ABE ONLY 1 “GTE", "BELL SOUTH", OR "AMERITECH” IN Q.la: OTHERWISE
SEIP TO .31 You said your local wlephone service is provided by (GTEBell South/Amerisech).
Aow woald you o2 your overall telephone service from (GTE/Bell SoudvAmeruech)? Would you say
it i5... (READ)

s -1 []  Esxcellem
a [ Gowd
4 [} Pair
4 {} . Pogr, or
5 I Very Poor
4 {1 0 HOT READ) Don't Know

Have you ever had service from some other telephone company?

¢t 1 [} Ve
2 1 Mo
2§ DEMNA

M you could choose sny phone company to provide your local.. not long distance... wlephone service,
who would you chovze? (DO NOT READ. ONE ANSWER ONLY.)

6 4 1 GTE
2 [ Beld South
3 {1 Asmeritesh
w {1 AT&T
4 1 Sy
I B 5
a0 1 Other
4 {1 DENMNA

Approximegsly bow meny ontgoleg phone calls are made from your home telsphoni(s) on an average
day? (00 NOLT READ)

@ a4 [ 1.2
2 [} 3.9
3 f] 6-10

4 1 1120
S0 41 more e 20
5 0 £ Don't Xnow

Angd approgimoely how many ineeming calls does your home receive on an average day? (DO NOT
REALR

6 i) 1.3
3§ 3.0
3 i1 610
- fl -2
501 oo them 20

w1 Don't Boeow
D you or goss eny menber of yous faenily use your home phone for making busiaess calls?

g8 .1 11 e {(ASK Q.39
Ma e SEIPOTO Q.36)

i S

w
Ladil

R VSR L SR




3.

o
<

o D B A e R )

A g
4

KL
g

Approximately whar percentage of the calls made from your home are business calls?

E-7 o g.1 [} Don't Know

TGRSR

Do you have 2 telephone answering machine in your home?

5 a ) Yes ' (ASK Q37
2 {1 Mo > (SKIP TO Q.38
5 [1 Dlea’ Know

As you know, telophone apswering machines can screen calls for vou when you are ar home. How

- imporant 10 you is this particular fearure of an answering machine? V/ould vou say it is.. (READ)

1« ] Very imporamt
2 [} Somewha impovant
3 [} Neither hnpowant nor unimporant
4 ) Ner very imperans, or
S 1 Nt isspeveane ax all
5 [ (DO NOT READ) Don't Know

NMew, ['d lke your opinion about some new services tha the wlephone company is dunking abouwr
offering. Thesr services do wnot vequire a special phons. Before I describe them w0 you, can you il
e if vou bave gver hewrd of CLASS welephone services?

1 oW, [ Yes
2 fI Mo

ROTATE STARTING POINT FOR QJ3% THROUGH Q.46)

'd Yk you w thick of ¢ simaden whers you have Call Weaitdng on your phone, which is a bezping
sound lewming vou know that you have snother call waiting for you. However, you would only k. it 10
interrupt yous conversericn If consin specific people were calling.

If this sorvice were reawonably priced, would you.. (READ)

1w -1 {1 Defipiwsly subseribe w i
a1 Probably
511 Might or might not
S0 41 Probably nos, op
£ Defintely not
S0 1 (y HOT READ Don't Know




3 A m‘évﬁ

: ww o garvice: that wmx’ﬁs{i let you ser vowr phose 19 ‘fﬁm wuml*m; ring when
pall vouy, 50 thae vou'd ksow who was calling befors you picked up the phone.

ThE M e 48 gl
il FL O S Y

syadn

IF this ssrvice were rezsonably priced, would vou.. HEADD

o -v [ Drefigdsely subseribe to it
a2 1 Probably
40 Mighe or might not
% [1  Probably uot, or
5 [ Definiely not
G0 11 (D MOT READ Don't Koow N
Mow, think of 2 sinpoon where the phone stopped ringing befors you could answer it or you wanied w
know if somecne called while you were out. Imagine thers were a service thal would allow you w
hese the womber of the last person who called you and then, if you wish, it would amornaticall y call
them back far you,

I this service were weasunably priced, would vou.. (REALD

14 Wt [ Defindeely solseribe w it
Y %"*mtmhiy
5 {1 Mighe or might not
< T Peobably net, or
S50 1 { ~.emﬁgf LA
B 4 MOT REAL) Dou't Know

Thinkive of o shoesion where you've dinling o number and i's busy, suppose you could push a busosn
byl e v s i weonld mmmmmwl};y kesp uying w call the number.  When the nuwmber was oo

oy busy, vour phovs would dug so you could pick &t up and compler: the cail.

y‘q i
‘«\‘

sprvics wory reasonebly elvsd, would vou... (REAL)

w1 1 "l““m,:»"f Iy gubacribe o i
A &:‘i YT £¥?"§“y
G008 Mighs or weight mog
whh ” ’“/’ a.\”ﬁlﬁ’my m’m&; 48

o8 :’9 mmwﬂ:{y s.:maz -
T (B0 WIY REAL Don’t Bnow

we yeeeive nudssace cally which we would rather not take, Wha if there were 2 sarvice

> 4

B det yois block sueh cells Gom coreng through.

\gm %9,

: peasonnkly poived, would you.., (READ)
vibie v it

wr e
T3

Dot Honow



| 6.

e

o

;}1!

i 5

e )
i A

Oocasionally people rogelve obecene phone calls.  Suppose vouw could push 2 buten on vour phone
whick would asemacically mace the call.

i iy service wers reasunably priced. would you... (REAL)

17 {1 Definiely subscribe w &
2 {1 Probably
4 11 Might or reighe not
4 {1 Peobably wot, or
S0 11 Detingsly not
4 0 (DO NOT READ) Don't Know

Ipwmgine there was & service tha let you select the numbers of people from whom you want o reneive
goils, andd binck oue all others. Thin service cowld be romed on and off by you & any wme.

I dhds sepvice were veasomably priced, would you... (READ)

1w« {1 Definitely subscaibe w it
a0 {1 Probably
S0 {1 Mighe or might not
« {1 Probably net, o
G0 01 Definiwly oot
S0 [ B0 NOT READ) Don’t Know

et were  gervies thar allowed you w forward seleerad calls 1o she mwber where vou sould
chad when you'ts swey from home.

ie ser ee waors wagouably priced, wonld vow.., (READD

a1 Definkely snbsodbe w i
4 1 Probably

{1 Might or qoughe not

1 Peobably pof, or

G000 DefSniely not

S0 11 (B0 KOT READ Don't Know




N

Vergion 1 591

&1 Crverail, whas advontages, if any, do you see in thesz new serviess? {(PROBE:D
' G0
30
5%
3

v
b

e -

el And whar disadvancages, if any, do you see in these new services? (PRGBESD

‘ ; 63.

I
&w
63
i

c-3.  In ovder for sume of thete new services 10 work, the person who i3 receiving a call will
know the phane mumber of the party who is calling them. Which of the following statemsnts
bast deseribes your feeling sbous the caller's nwmber being made available to the person who

s being called? (READ LIST)

90 . 1 Yeu ke this ides very much
40 [ You Ko this ides somewhat > (BRIP TO Q.46¢-5)
3 {1 Yeu neither like nor dislike this idea

4 1 You dishike dis ides somewhass

G001 You dislilos this ides very muoeh » (ASE (Q.46c4)
4 {1 DREMNA i > (SKIP TO 0.46:-5)
s, Aud wity do you dindke dis ides? (PROBE:)

USSP £ #
71
"
Ve
woonn 18,

w5, The it some disagresmes over how these new services might affect one's privecy.
Those who fesl the services might be s viclation of one's privacy say:
o ‘These services wxighy discorruge calls from people who want to protecy their
identices, such @8 hot lne uwiers, polise tpswers, or those who heve unliswed
wiephoee Huinbar,

2 50, they say thar busmwases will record customers’ numbers, and could use them
for zales colls, or sell Usws of tiese wiephons numbers o other sales people.

Cin e sy hand, dose who belisve e services wonld protect one'’s privacy say:
o The pefeon being called has « right o know who is calling imo their howe...

o A, they say ther these ssrvices discourage obscene and prenk telephone calls by
sllowing one e senen, block. or even mace these calls..

4 privany

T Yisle
1 Paneems privacy ' _ o
(D MOT RUAD) Respopdent agrees with both poines of view
]
1
A

P

(D0 WO READ) Newwal

M ROT READ) TIE/NA




4o
%

B T PR e

Ry,

CREY
CAnd now just 3 few final guesdons for swasistical purposes...
47. Which of these best deseribes vour home? Is it.. (READ)
s g [l A single family home.
w2 [l An uparoment
3 . [ A condominium or town home, or

< [1 A mobie home
% [ (DO MNOY m:w; Other

48. Do you rent or own your homie?

& 1[I Rem
2 f1 Own

49, Do you subscribe o cable wlevision?

7 4 [l Yes
2 1 No

30. Do you have a personal commuuter... a PC... in youwr home?

8 40 1 Yes
2 [ Ko

Sla. Heow many adolis 18 yours of age and older, including yourself, reside in your household? . @
31h. And how many chitiren aged 13 1o 17 reside in your household? e (10
Sle. Auvi how many yveunger children reside in your household? e, (1D

52. Whick of the following best describes the last grade of school you had the oppurmunity 1o cotaples?
(READ LIST) :

12«1 1 less than high school
2 [} some bigh school
3 |1 high school graduste
< [} some collegy
-5 [ ecollege gradusie
% {1 post-gradome wodk
S 00 I (B0 NOT REAL Don't Ksow/Refused



NN

. o i

& Please twell me which of the following groups comains your household's toral annual income? (READ
LIST)

13 a1 {1 Under 320,000
2 {1 820,000 - 529,999
3 [} $30,000 - $39,999
-4 ﬂ 3340;@00 hid %guggg
g [} 850,000 and over
5 [} (DO KNOT READ) Don't Know/Refused

.

Thank You Very Much Far Vour Cooperation!

| RECORD RESPONDENT'S NAME, ADDRESS, AND PHONE
 NUMBER. ALSO WRITE IN THE TIME ENDED, THE
DATE AND YOUR NAME.
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Starr 1 ime:
Finish Time
Total Lengthe . . wminuies

3 6 7

ELIZABEYHTOWN FOLLOW-UP QUESTIONNAIRE
rﬂg; NEATLY & ACC IRATELYYD a0 - 12

St Ml

N B e o

Address
Ly ‘ STBE: o 2
Phone: (M { ) (13 - 22
(W ¢ )
Interviewer: Date:

GTE Code:

e ct,, ory of Respondent: < Category 1, Service Only
o &&mmmy 2, Service and Phone

4%
P

Category 3, Service and Phone and Call Identifier Unit
G Category 4, Service and Tall Identifier Unit

ealling for GTE. May I speak with the male/female head of household?
Wb ARY)

M

S

8 Qv B

¢ hope you are enjuying your new Smare Call services from GTE. Ar the tme you signed up 1o ke
int the marker wial we mentioned thar some of the panicipanis would ger an opporunity 10 express
their views conceraing the new services, Wou have been selected as one of the iest paricipants whose
apinions will help develop these services.

5 now a convendent e 1o alk?

o Yes
b M wy When would be a more convenient dme?

am / pm

1o coniinm our reeords, did O

rive you either a special wlephone or some other equipmens
v e S Call Services?

.0

i) v

cora Ol Identfier Unide.. or did




(ASK OMNLY IF CATREGORIES DO N 07T MATCH) Qur records show that when we originally

"y
™

Iiee

spoke with you, we were going 1o connest service..

Cregory 1t
Catagory de
Category 3
Calegory 4:

a %

Do o know why oy

urtly

snd ship a special phone uniz 1o you

and ship a special phone unir and alse a display unit w you
zndd ship a display unie 1o you

coras don't seern to maich with what vou curvently have?

Revised Respondemt Casegory:

) Cotegrory 1:
| Caregory 2:

o Category 3:

Service Only
Service and Phone
Service, Phone and Call Identifier Unin

Service gnd Call Mdentifier Unit

To be sure we include 2 proportional number of people in each age group, will yuu please wil e nto

S

which of the following age groups you fall? (READ)

. 4 o
P -1 i
. —
- ,;z \mj

’
A i
9 '
o ’
-
“ 3 ins
. s
s wveid

L

Jngder 18 (TERMINATE
18 - 24
25 - 34
(WATCH QUOTAS
35 .49
50 . &4
65 ancl aver

Hecord sex

Maole
Female (WATCH QUOTAS)

Mot sure

Jde head of your household work outside the hore (READ..

I

Full-rine

Pavi-tiing, 20 hours per week or more

Faprtimne, loss than 20 hours per week

(0 NOT READRY Does not work

(0 WOT READ) No female head of household




“lyw

W g e e o coneny o w2 P o o T ~ P
of vour new Sroarr Call services, T have ju

R

s OTE fest mh bum Lhm YO are using witl

w4

wour new Smavt Call services), h

MELY OME TELEPHONE, ASK Q.6, OTHERWI

s your telephone o rotary dial phone or & touch tone push bution type phone?

A T S

“ I

) “4 G Rotary dial > SKXP 10 Q.8
-2 [ Touch tone

Are your wieghones all romry dial phones or push buten phones, or do you have both?

X% ~1 nd Rowry dial only (NOTE: IF RESPONDENMT 18 UNSIRE

2 Push button only OF MEAWING OF ROTARY, TELL ¥

-4 i Mixad T I8 A PHONE WITH & ROUND
DIAL ON IT)

ppri the phone(s) i your household? (D0 NOT READ
v gl
serng and rent some
% Hent ali
- o won’t know
LYo vou nave hone answering machine in your home?
wH w4 i Yes

& telephone divectory oc do you pay exua w have o

o b
& Al I..?‘a

s o o Loasped
i tin li.’ﬁ;?rﬁ* g
o Dot Know

X cphne servio avided by GTE. How would you rate vour oversll
7 Would v say i s, (READD

v Knoew



calls are made from vour hom Reds) onoan aver

Appranis al»,r,l/i,‘?.‘)/ how niany owigoing phone
i LONOT READ

- Gl 53
-4 £ 510
ik L 11 -20

oy L rnove than 20

o (ol Dion't Know

aby how iy ncoming calls does your home receive on an average day? Lo R

o 11 - 20
i ol rore than 20

ol Dot Boow

i

nesber of your family use your home phons for making business calls?

(e -1 ok ¥es
o] o Mo
o o Don's Know

iraaiely how much fs your monthly wlephone bill including long distance charges 2 ADO NOT

[

?HWT{,: Jugr make your best guess.

..... " ) A
-1 Yfess than 51500

e R AT

o BI5.00 . 319.90
b " Lot

ot SI000 - ¢



£: AL URES N Qié TO BUT "4 ‘*J«ZZITZE,»
fﬁz}m HU, ;TJ" FOLLOW ‘“Z“ﬁ LA Wm TG, AN W
59 ALWAYE MUST FOLLOW “CALL FO

Mo, 73 Ve w wsk you some quesdons about the new Smart Call services you've been uying ou

g, Firss, 4 Hike oo ask vou abous the service called Automaiic Busy Redial.. This ig the service that
awicrmatically redisls the last sumber you called.  About how many nes per wee!»: do you sad

e/mw in your household uis thiz fesmre? (0F RESFONDENT HESITATES OB I8
UMCERTAIN, PRODESD Dsomake vour best goess.

(raaber of tmes par week)y © (IF "¢° OR "NEVER", SKIP TO Q.16

R e T SN St AN A

i6h, And bow would vou rate Awtomatic Busy Redial on ease of use? Would you say it is.. (REAR

}wﬂm) & ,‘

3 -1 L Very essy 1o uss
2 W] Soraewhat 2asy 0 use
-3 i Meither gasy nor difficult to use
i ol Somewhat difficult w use, or
-5 | Very difficul 1o use

-9 o (DO NOT READ) DE/NA

And how tikely would you say you are to continue 10 sehseribe to Automatic Busy Redial if it e
priced m S8.00 4 monih,

P j o ey likely
o By Seasievelral likely

i Mejther ikely nor uniikely
A Nt va tikoly, or
-5 ol Mo at &il tkely

o o (e Mﬁ"ﬁf" REAL DK/NA

ihn 1o ask you some f‘uwmcm~= shout the Automatic Call Retvrn {feaure, This is the fowire thy
eriy e oall iy e lase pesson whe cadled you.

howw neary umes per weel do you and others your household use this feavwe?  (1F
POMOENT BESITATES OR IS UNCERTAIN, PRODBE: Just make vour best guess.

(unbor of vimes per week) oz (JF T OROUNEVERY, SRIP TC Q.70

atie il Fewrn on ease of use? Would you sav itis.. (BEAD

Uy oaEy 10 use
wid d h,mr’ pwhil easy 10 use
g a wnay aer diffiouls w use
,m~'u;;M“M Mrc Bl 1o wse, or
ry chifficuie w use
(0 HWOE Yy DE/NA

o cowitine o subsoribe 1o Antomatic Cull Rotmrn oy

skl you sy you

N Wary likaly
o Somewhar Hkely

3 itk ik,.‘uiy nor uglikely
Hor very kel

R ?ca ma ok

NOT READ)

i ,\T:} th &




Pl

en to ask vou sume questions about the Calt Tracing Service, This s the feamwe that allows you 10 have

(A

4 lvupf )

l
151t a:ml s r,ea el yonorded ag GTE.

s vony or olbes i oyour hoosebold ever used the Call Trac g Service?

o W il {AEK O.18a-13)
&t Mey e (ERIP TO .18

phaed, Abour bow mauy tmes has @ been uwsed? (IF RESPONDENT HESITATES O 1§
HRCERTALN, PROBE) Just make your best guess.
(I g7 OR “NEVER®, SEIP TO (.18

e TR ORIV s RIS R

And how would you raw the Call Tracing Service's ease of wse? Would you say itis.. (R

LIS

£ -1 - Very easy to use
-2 03 Somewhat sasy (0 use
<3 o Weither eazy nov difficult to use
. wd Sosrewiiar difficult 10 use, or

-3 4 Very difficuit 1o use

-8 o (DO WNOT READ T
ad how i"aiﬂ;:«:w wonld vov say you are 10 continue 10 subsenbe to the Call Tracing Service if i
500 & moad,

mrkoid 2

R w4 ol Wery Hike'y

i P Suanewhat Llely

i ") MNeither lilely nor uniikely

. iNot very likely, or

5 o Mot ap adl likely

G (M NOT BREADY DR/NA

= sl

i Vhﬁi? Call Block featre, This is the feature that lets you progriun vour

z‘“?*: ;f@ i gone qua:suw,m aﬁ‘

ot hiow maany different vumbers have you progrismimed for Call Blocik siee "ou ve had the
sice? (IF RESPONDENT HESITATES OR IS UNCERTAIN. PROBLD Just mnkc

cur bEst guess,

g per week) ©  (IF 07 OR "NEVERY, SKIP TO L%

 (number of

a0 Y b, £ s

culd vou tee Call Block on ease of use? Would you say it is.. (READ LIST)

Yapy ousy o use

-3 Sornevbat easy (O use

wh Metehmr engy nor difficult to use
o wn todiffioul w nse, ov
4 foule o wse

i i M TOREAL DR/NA

s priced ot

3 Wery likely
7 Sorgwhat lkely
3 efhny H%‘rf:,i'y nor wilikely
; o ";-x'*y ey, or

a1 ime‘iv
YT RE.




uir V’x‘”"“

oW SOHW questions about the VI

Alert |

we that cllows vou w assign

38 ervic

4 wg b cor s phone numbers 50 you can recognize inge ':‘1’:.‘: % prionty ¢ i,
iy Aot B vy uumbers do you have set up for VIP Alen? (F RESPONDENT HESITATES
Peo iR

5 VUNCERTAIN, PROBEY Just make your best guess,

o of tmes per week) o (F 0" QR "NEVERY, SEIF TO 320

oy

2. Auud how wounld vou rare VIR Adert on ease of use? Would vou say 16 is.. (READ LIED

A% w1 Very easy 1o uge
e Somewhat sasy (0 use
-3 Meither easy nor difficuls 10 use
wth Somewhar diffioule w use, op
-5 Yery difficult 1o use

A G {60 NOT READ) DE/NA

e, Ang how Llely would von say vou are 10 continug (o subscribe o the VIP Alert if it s priced o

SA00a mmruh

Yery likely
Smewhat likely
Wsirhey likely nor unlikely
e very likely, or

SN
R

§ Feot at all likely
i (DG NOT READ) DK/NA

4 y«:m SO (L
woamners waile having all ciber calls routed w a recording.

EAER Joowt Bow tpany tenes ger wesk do yon and others in your houschold uwse this feawre? (I
FORNDERNT HESITATES OR IS UNCERTAIN, PROBE:) Just make vour best guess,
i (ounber of tmes per week) = (IF 0" OR "NEVER™, SKIP TO Q.l2i¢
Sl A bowe woudd af Call Accepiance on ease of uge? Would vou say uis.. (READ LIS

: W cum il o vse
Seanewiag diffionl w use, or
Vary difficuals o vse

G MO READY DI/NA

sk yon SRY VOu are 10 contme o subscribe 1o the Special Call Accoptance of
ikf&h\}.wLEﬁ..

BT Ma {ticety
T OREAD) DRMA

o abown the Special Call Acceptance feature. This feaiure lets vou accept valbs

!

Is



Plavee 1'd Yike o aslt you swoe questions sbows e Cnlllng Mumber Ideatifiention foanme, This

¢ mwsnber of the calling perty on the Call Kentifier Unic

A

w5

At Brer vy a:&mﬁ'?ww\w@k doy you pad others ik your housshold nse this festure 0 casck the nurmber
eallex? (T FOWDENT HESITATES OR IS UNCERTAIN, FRuLSED lust make your

b4
TGS,

(e of tmes per week) = (IF "0 QI "NEVER®, SEIF TO Q2%

AT O U AL

ral, o gatiafied are you with the Coll Iemifier Unie? Would vou say you wre.. (READ LIST)

by peat

15 -3 & Very sasisfied
] ] é%mnwim sutistiod
3 0] Muither satisfied nor dissstisfied )
o W ! <:zmwwm¢ dissativfied, or
-5 3 Vary disssiisfied
A 3 (Il NOT REAL} DE/NA

And Bow fiely wobd you 58y you are ta continue 1o subseribe o Colling Musnber Idenification if i is prived
st S706 o monibs

Veory tikely
Sowoewhat likely
Waither likely nov udiksly
\m wary likely, o
Mot at il liksly
(043 NOT READY DEMA

p ket 1o vent the Colling Number Idemtificution uniz for $5.30 per mor b ov 1o

- o Henr
) U Buy
3 e Y ruadly Hkely

) ] DEMNA

LT S T SRR

WO CAN T ITALY

wons about the Call Walthny
wer call,

cature. When yvou're alking on the phone, ihis is the feature

M o Ay Limes per week do vou and othiers in your household use this feature? (IF RESPONDENT
ITATES OR IE UNCERTAIN, PRODBE:) Just make your best guess,

(pupnber of thres poo week) = (IF "0 OR "NEVER”?, SKIP TO .230)

2

sy ol you vate Call Waldng oo sase of wse? Wouid you say it is.. (REald LIST)

-1 L Yary easy 10 s
Semewhal cay
N -‘ii}mr &

-2 ¥ N =y ALK G234y

yonall Waiting if it is priced w

sy nor wdikely
! ‘l\)/’, [r)g

fileher

[RIeR S

YRR VG PSR S DAL R RN AN 0

v Nt S TN S R S



"“""i‘u’“ is e Lo

wow ey dmes per wesk do yﬁm angd o ?M.m i your pousehol wse iz feature?  (F
PORDENT HESY £‘ WEES OF I8 UNCERTAIN, PROBES o make vour hest guess.

T
%\Akﬁ\b

(mumber of dmee per wesk) © (IF 0" OR CMNEVER®, SEIF TD Q.24

T P AT L BT R PP

. Asel how would you rate Speed Calling on sase of use? Would vou say it is.. (READ LIET

o

X -1 " Very easy 1o use
:2, ] Somewhat easy © use
L Madther eagy nor difficuly 0 use
o [ Somewhat difficult w use, of
3 i Wery difficalt w use
By [ DO NOT READY DK/MNA

Zde, >y Speed Calting bafore the wial?

e 4 " Yeg (BRIP 1O Q.25 -2 ") NO o (SR O

d. And bow bkely would you say you e to continug o subscribe 1o Speed Calling i it is priced a1
52,20 2 monih.

KK -1 o Very likely

s - Somewiat lkely
) Meither likely nor unlitely
ol Mo very likely, or

W5 o Mot ag sl likely
A . 106 NOT READN DK/NA

yows 5 guestions about the 3-Way Calling feature., This is the feature that lets you bl

L+

o o gl
bk 1 BB

piaple 8t the sRme Hme.

dia, m; i v many Gows per week do ovou and others inoyour houwschold use dis featuie?  GF

N OHESYTATES OR IS UNCERTAIN, PROBE:Y Just make vour besi gucss.
{psmber of tes per week) = (I 8" QR OTNEVER®, SEIP U0 Q.50

A S WAL 1 AT e A

o wonid you rae 3-Way Calling on ease of uge? Would you say itis.. (BREAD LIST)

W N ] Very oasy 1 use
il w Horwwhat easy 10 use
-3 .’ Meithey cagy nor ddficult o use
i o3 Sommawhat diffionlt o use, or
] " Yery diffiondt we use
_a w 00y MO BEAL DE/MNA

Wy Calling befors the trial?

Yog el (SEIP TO Q6 o o mo i {A8E Qusd

FOw SEY you e 1 cuntnue 1o subscribe w 3-Way Calling 1f i s priced at

At 5; whr m oo
3 wwd/ tifealy, o




e (}"’

i Waiting feature, When you'te on 4 call and don't

@

A ‘IEL: o ask vou s Questions about the Canest Oz
errapied, tus feature o1 you cancel & call waiting besp

sr Emw many dmes per week do you and others in your household use s {eamre? (IF
PONDENT HESITATES M“L i35 UMCERTA MZ’ PROBE: Just make your best guess,

(nuinber of dmes per week) = ((F Y0° OR "NEVER”, SKIF TO 0260

PR S S

“ad how would you rate Cancel Call Waiting on sase of use? Would vow say # is... (READ
.,,,‘a,ug'rf

5% 3 Ch Yery easy 1o use
2 L Somewhat easy 1o use
-4 8] Meither eazy nor difficult w vse
) o Somewhaet difficult 1o use, or
wd el Very difficuls 1o use

s 3 (B0 NOT READY DEMNA
Did you subseribe o Cancel Call Waiting befors the wial?
i - W KL el GRIP TO 2N -2 "] MNo s} (A Quem

“%ﬁ mw likely would you say you are W continue o subscribe to Cancel Call Waikting 1¥ it is
priced at S1.00 a moth,

EE Lk Wery leely
N Sorvewhal kaly
o) Weither dkely nor uniikely
L Mot very likely, or
o o ot ag all likely

-0 i (B0 NOT READ) DR/MNA

wosouwe Cuestions about the Call Forwarding feature. This is the featre that lets vou
o cadls 1w another telephone number,

Cwany tnes por week do oyou and others in your hmnsr-ha d use this feawre? (JF
BENT HESITATES OR IS UNCERTAIN, PROBE: Just make your best gueus.
(nusnber of tes per woek) o (IF Y0 QR "NEVER", SKIP 0 Q279

A A4 4 10 AN A SRR

Sgd how woudd you rate Dall Forwarding on eage of use? Would you say v is... (READ LIS

wry
Supts

Very gagy (o use
Sowswhat easy 1y use
MNeger easy oy Giffic wlv Y use

w Seamsewisat difficnls 10 vse, or
fod Very Qifficuls o wse

L3 (D63 NOT READ DE/MNA

virding before the wial?

.3 i Wi 6 CRICLP T QL8 N o ) e (ABK 13 U0y

Ml wams BRY Y Mu iy omtinne 1o subseribe 1o ol Forwardng 17 it is priced

j Ew :

s im.m,,u oF
¢ ity

e " L3 My fm‘“é%ﬁw U-mi.’




Now I'd ke 1o ask you some questions about the Speciat Cali Forwarding feature, This is the feaure that les
you forward only selectad incoming phone calls o another ielephone number.

»

i2. Abour how m.any tmes per week do you and otsers in your houstrold use this feamure? (F
RESPONDENT HESITATES OR IS UNCERTAIN, PROBE:) Just make your bast guess.

(number of imes per week) t (IF “0° OR “NEVER", SKIF TO (.28

SRR AT AT R 0)

28b.  And now would yon rate Special Call Forwarding on ease of use? Would you say it is... (READ

LIST)

RS -1 ey Very easy 10 use
«2 ol Somewhat easy to use
-3 "] Neither easy nor difficult to uss
4 G Somewhat dillicult o use, or

-3 ok Yery difficult 10 use
& [ (DO NOT READ) DE/NA

28c.  In order to subscribe 10 Special Call Forwarding, you must subscribe to regular Call Forwarding.
How likely are you 1o contimue to subseribe to Special Call Forwarding if it is priced at $2.00 a
month, in addivion 1© the 32.00 ver month for regular Call Forwarding?

n -1 o Very likely
ol G Somewhat likely
4 o Mzgithey likely nor unlikely
i " Not very likely, or
-5 W Not as all likely

9 w (DO WOT READ) DK/NA

i€ the Smarr Call Feamres wers available in discounted packages, would you be more likely to subscribe
v chem?

Y 1 - Yes
-2 o No
-9 o (GO NOT READ) DK/NA

As vou may recall. four of the Smart Call features, namely Call Block, VIP Alert, Special Call Forwarding

s set up the special lise of phone numbers to be used with these services?

1 i Yes  ©v (ASK Q.290)
2 o Mo v (SKIP TO ¢.30a-1)

Weuld you say sening vp this sereening list is: (READ LIST)

“ .
I -

¥ .1 ol Yery easy
-3 o Sowmewhat casy
e Tk Neither easy nor difficul
o o Somewhat difficult, or

-3 e Very difficult
N wd (B0 NOT REAL) DRK/MNA

R B S R




CATEGORY 2 OR 3 And now I have a couple of questions about the Smart Call
orxe you wers yiven. In general, how satisfied ave you with this specisl wiephone? Would you say

YOu g.. (READ LIST)

- -t Very sanstied
i Gl Somewhar saeisfied
3 & Neitheyr saisfied nor dissanisfied
ol G Somewhar dissatisfied, or

8 "’"!

5 Lol Vary dissarisfied
-8 N (DO NOT READ) DE/NA
2. Uaf’?lﬂo” OF CATEGORY 2 OR 3) How likely are you w continue to rent thie Smart Call Telephone
if the rental rare is $6.00 pe:;r month. Would you say you are... (READ LIST)

KX 1 " Very likely
-2 wl Somewhas lkely
. Meither likely nor unlikely
A i Not very likely, or

g el Wot ar all likely
-4 wd (DO NOT READ) DE/MNA

he Speore Cudl feanes would you say are lked best in your hovscheld? (D0 NOT R
Awy others? (IF APPROPRIATE: How about second best?

Firge Second Third
Mgntion Mention Mention
w3 ") o L " Automade Busy Redial
2 -t N wd Auromatic Call Rerurn
o L A Call Tracing

Wil . -l - Call Block
-5 3 L " YIP Alert

-3 i (3 o Call Forwarding

-7 ok i o Special Call Forwarding

& o o " Special Call Acceptonce

e o Calling Number Idennfeation
A o o Call Walting

T o ol Speed Calling

. L ok 3-Way Calling

“E b L o Canced Call Walting

" .y SHA




Dand 32 Deliberately Omited)

hie woportunity o read the User CGuide you received?
o -1 W Yes w (ASK @w}
i i Mo (SRIP TO .35
o3 L (D0 NOT READ) Dide'r get one o (BKIP TGO .3

wonld von say the User Guide is0 (HEAD LIST)

w0 -4 " Very clear
“d LA Somewhae clear
<5 F Neither clear nor unclear
i G Somewhar unclear, or
-5 ) Very unclear
o " (DO NOT READY DE/NA

Maw, thinkdng abowt the Announcement §ystem, what is your overn
e Acnouncernent Syvstem? Would you say v is: (READ LIST
KX -1 ld Very pleasant
2 L Fairly pleasant

-4 L Neither pieasant nor vnpleasant
-4 L Fairly unpleasant, or

Very unpleasant

(DO WOT READ) DK/MNA

A did vou fnd the wording of the announcements o be: (READ LIST)

WK 3 Gt Yery easy to follow
» Somewhar easy o follow
= o Weither eacy no? difficult to fmlmw
Gl Somewhat difficult 10 follow, o
-5 " Very difficulr to follow
s O (N3 NOT READ) DE/NA

whit advanages, i aoy, do you see in Smart Call? (PROBED

e

st |

I} epinion of the coraputer voloe w

DB

s A T ot SRR bR U1K ) AT Tt




e

o] dar

w3, As you know, for some of the new Sman Call services 1o work, the person being called knows the
telrphone mnumﬂr of the party calling them, Which of the following susements best describes your feeling
abour the caller’ ;mﬁmbm being made available two the person who is being called? (READ LIST)

b -1 C Yo like this ides very much
g L You Lke this idea somewhas > {(BIIP TO (3705
3 ] You neither like nor dislike this idea
)

EN

You dislike this idea somewhat
-5 (d You dislike this idea very mmuch L > {458 (Q.37¢-%)

Pl

J (DO WOT READ) DEK/NA > (SKIR W0 0.37e-5)

Apd why oo vou dislike this idea? (PROBE:)

o
dow v

XA~

ST
FuH

K
XX~

RO

ey s disngreerient over how these new services might affect ope’s mivacy. (RO

OF STATEMENT {A} AND (B} BELOW.)

s wha feel these services protect one’s privacy say:

The person being called has a righr 1o know who is culling inwo their
BT, .

Adso, they say that these services discourage obscene and prank elephone
calls by allowing one to return, block, or even wrace these calls...

(1) On e other hand, those who believe the services might be a violation of one’s privacy

say:

i fnm services mdghe discourage calls from pzople who want to prowt
bidr dentiries, sueh gy hor e users, police tpsters, or those who have
unlisted e ”‘phwmﬂ marabers.

Also, they say thew businesses eould record custorners’ numbers, and could

wse thern for sales calls, or sell lists of these wlephone numbers o other
sales people.

ﬁmm,;, of view, do youw fesl these new ser
ek one’s privacy.. or violate one’s privacy”

Proteets ore’s privacy
Vém Wes one's privacy

( DO NOT READ) Respondang agrees with both points of view

MOT READ) Neutral
' '?w* Jﬁh}”y) }Q“ Id &




o
IREE

: Which of ¢

voss deseribes your home? s in.. (RE

~15-

gn
UK

for swtistical purp

)

\ 1y
A

£X G A single famdly home
; Ly An apamnent
- ot A condomdninm or town home, or
L & mobile howe
foud DO NOT REALD) Other
Py worw vent or own your home?
hi -3 L Hent
’ . 3 Own
Ler vou subseribe 1o cable television?
Y -1 b Y
2 ok Iy
‘ Dooyow have o persons! computer.. a PC... in your home?
X -1 o Yo
- 3 Neo
How many adubs 18 yeors of sge and oldey, including vourself, reside in yvour household? (5}
bayer miany children aged 13 w 17 reside in your household? e (1Y
i howe oy vounges children reside in your household? R ¢ 2
‘/'.‘;ﬂ.‘”' e Wy - - S N PO TR T T 73 »
following best deseribos the last grade of school you had the opporrunity 1o covap
4 W fess than high school
) ) some high school
-3 w high school graduate
ol o some cenllege
5 b college praduase
| ]ii‘(:ﬁ&i.'g?.( advane work
3 W (B0 WNOT BEAD Don’t Know/Refused
g
; Plosse swp me when § come w the sategory that contams your household’s wotal annual income? (READ
7 % " Under 520,000
0l ifé,z{?;&) W - 526,999
oo g $I0O00 - 339,599
. ww 000 - 49.999
] ! "”’N‘f [¥X730
ok YEORBEADY Don’t Bnow/Refused
Thawk You Very Buch For Yowr Cooperation]
%, ; T 5 3 ) =
u‘« ] T N ADDRESE, ANMND PHONE }
/ * TEE AN TIRE EMDED. THE }
5 M, !
; s s st st )

i A $E e AR B
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avis Hegearch £ Angust, 1990

et Mo, 90071
BLIZABETHTOWN FREE TRIAL FOLLOW.UP

FOCUS GROUP DISCUSSION GUIDE

& Naroe

o Faedly cornposition

o Yength of residence

Purpose: To talk about your experiences with the Smart Call services.
Ground Rules: Mo right or wrong answers, one person talks 2t a

firme, ste.

All, REACTIONS TO THE FREE TRIAL EXPERIENCE

@ What ave your overall reactions 1o the free wial of the Smart Call services (and
BepApEnenty?

fa, i &uymmg, gid you partcularly enjoy about the
srienee?

What, if anything, did you particularly dislike about the
enperience?

VEEATURE DISCUSSION

ﬂ&,lm('

o

o What are your overall reactions to this fearure?
i What did vou like soost about it?

€ et did you like s 317

¥ sy o diffenlt did you find it 10 use?

i & seroallv vged o your housshold?

s V¥
aatares]




3

Heow mwight vou iaprove this feanre?

Assuraing U were reasonably priced, how many of you are likely o continue
to subscribe o 1l éf%?irﬁGW OF HANDS)

Why?

Why not?

Automatic Busy Redial
Avtomatic Call Hetun
ol Tracing. Service
Call Blog

YIP Alert

spectal Call Forwarding
special Call Acceptance
Call Waiting

@:”j?u,m:e P Call Waldng
Call Forwarding

o Call 8

Ly (oadl

3 Resetioms 1o the Smart Call Telephone

§3

What are your overall reactions to the special Smart Call phone you were
piven? (PROBE)

"

Whay, it

vything, did vou pardenlarly like about it?

" w e

Wheat, if anyttng, did ou panicolarly dislike about it?

Wha sre your recctons to the physical charactedstics of this telephone?

Tow qinem
ity gize

e you fi

st the phone malkes using the Smart Call features



2

3.

s

How difficulr was it to learn how to use the phone?
e Why'i

fow many of you received printed instuctions describing how 10 use the
jgmmnrzu (SHOW OF HANDS)

(FOR THOSE WHO DID:)
What were your overall reactions to this guide?

o What, if anything, did you particularly like about
it?

o What, if anything, did you pardcularly dislike
about 117

v (FOR THOSE WHO DID NOT RECEIVE THE GUIDE:)

n Ty what extent did you feel the need for a guide?
Hevw did you manage to do without a guide?

I yow were Gesignong a goide for the phone, what information would you
mchiode? (PROBE)

What other suggestions might you have as to how the special phone itself
could be improved?

ing you could either vent or buy this phone at a cost you would consider
sle, bow many of you would: (SHOW OF HANDS)

Fbiuy

----- Rent e phone

- Buy the phone

F’imw many of you wouald liely rent the phone if it were available for X dollars
vsar wmaonath?

uld buy the phoune if it were available for » one-time




S

SR (.J

ol 4 . Reserions to the CIID

£
S

o

What ae your overall reactions to the Call Idensifier Displa, Unit? {(PROBY)
What, if anything, did you like about it?

What, if anything, did you dislike about it?

What sre your reactions to the physical chavacteristics of the unit?
ity slze
its ghape

¢

its d

S

design

How maay of you actually used the Calling Number Delivery system during
the trial period?
- W usad it v your household?
Whnt was it used for?
id you veually recognize the numbers of most incoming calls?

Fow often, if ever, did you decide whether to answer the phone based on the
by that was displayed?

Unider whas elrenmstances did you do this?

it genecal, how easy or difficult did you fee! it was to use the syswen: and unit?

- Wiy was It easy?

Wy was b difficuls?

surang it wounla be available &t a cost you would consider 2eccoptable, tow
; w? you feel yon would probably subscribe w the t.,dﬂ ag Number
ey ity the frew wial is over? (SEOW OF HANDY)

HCy WOULD WOT) Why would you be unlikely (o
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*fevz}f, ,.;mw

hod

sasor will distibute descriptive maserial on the following discounted packages:
Smarter Yok

Siserter Pak 4400

e Sraavter Pak 4900

Wha are your oversll resctions to these packages?

For each ope:

How liksly would you be w subscribe to it?
Why? Why not?

AMNNOUNCEMENT SYSTEM
What ars your overall reactions to the announcement system?
Iy there anyvibiig youo particularly liked about it?

Was thern anyiaing vou pardoularly digliked about it7

o feel ahout the wording of the announcemens?

w suggestons wight you bave for improving the announcement sysiem?

Muoderaror distributes coples of the user’s puide
What are your overall reactions to this user’s guide?
s there amything vou pardeulanty ke about 7

<

s sy ihing you pardcularly dishike?

7, b well does it explaln what the Smart Call feanwrss do?

dops it explein how o use the features?

s duoyor bave for lmproving the user’s guide?
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Vi,

WL,

e

PRIVACY

You may have heard something about thess features belng comwoversial,  Specifically,
argument on one side that the features violate privacy by passing your telephone number
when vou make a call,

{n the other hand, supporters of the services argue that they protect privacy by allowing you
o know who is ceiling into your home before vou answer the phone.

o What aye your views on whether the new Smart Call services protect or viclae
privacy?
0 To what extent do you feel vour views on this subject would have beer. any

different had you not pariicipated in the test?

@ (FOR  THOSE CONCERNED ABOUT PRIVACY: What ae your
views on the following potental solutions to the problera...

when you don’t want to reveal your telephone number when
making » call, making that call from a phone booth

snaking that cali from your home with operator assisiance
gubucriting o Protected Number Service
swyploying "Per Call Block"

OVERVIEW

b wik ig your favorite feaure?-

v What is vour least faverine feature?

o What feates is wsed nost often by your farnily?

& o gexeeal, how would you loprove this service (Le., what would reake you

waore Jkely o vee fean

1y, if you bed v describe these new services w someone in st one word,
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As previously mentioned, there was very little spontanecus discussion of the
privacy issue early in the focus groups. In the CNID group, one sespondent
comrnenied that he had h@m gware of controversy swrrounding the privacy issus;
he then proceeded to state his opinion:

"f feel, if yow call into my home, you are invading my, privacy. § hove
a right io know who you are. | think it is peculiar for somcone calling

Lo “ms,w home to feel it is an invasion of privacy for you to know who

»

Fhogy v,

Jl‘éi T

& second espondent voiced agreernent with this «;»pmimx, but the unaided discus-
sioe then moved rapidly away from the privacy issue.

fn the CNID and hpmxaﬂ Telephone group, the privacy issne emerged spon-
taveost y during discussion of the packages. One respondent, 2 saiesman, was
srrnerting how he might be prompied to get a service if he had missed &
wlephore call winch mi ph& have resulted in a sale. Perhaps it was this mention
of sales walch prompted another respondent to observe that, with widespread
availabi ity of the CNID and other new services, retail businesses would be
routinely provided with hig telephone number. Other scunarios of the system 1
aetion came to respondents’ rminds, but again, there was no geaeral consensus
srnesging at this point on the privacy question.

low company, which novmally sends afiyer, if you ﬁlww’e:l
then they coll you and stari bugg.ng vou.

“h :Jtécf’f A VL

ekl s el thewny somehing

TR ¥

“U iy stare providing the number (o other offshoot businesses.”

Trovis Ressareh Assovioiws, ful.




"This is something § hadn’t really thought of, if f had an unlissed number
and I called someone, now they have my number.”

“Another scenario.der's say Alcoholics Anonyw sus or a rape crisis
center, if they hod access, somebody, somehow, some way, it get: out
then semebody can try 1o intimidate you, or alarm you or thregien your
Jamily”

“There ought 10 be some feature so you would evase that number if vou

Wane o) therg isn't as far as I lmow. I couldn’t figure out how 1o do it.”
Driscussion focusing specifically on the privacy issue was initiated in each of the
four focus groups after the moderator read the following statemeny:

5

"The argument vn one side is thet the features violate privacy by passing
your telephone number when you make o call. On the other hand,
supporters of the services argue thar they protect privacy by allowing
you fo know who {5 calling into your home before you answer the

sy Fn gy ey wem i
HﬁW Fist,

feross the four groups, the reaction of most participants 1o the above statement

b b
was that it is not justitiable for the person initating the call wo consider it an
invasion of privacy if the other party subsequently receives their telephone
amber. Puting diemselves in the caller’s position, most claim thet it would not

bother them for the other party 1o have their number. Besides, they add, in most

! e

sases they are calling someone they know already.

" m colling somebody, why would T wane pry privacy protected...”
(Special Telephone group)

“T'we the vne infiiaing the call, broadcasting my nuwmber, [ have ne
swoblent with thar, I don't have « problem with shem seeing iy phong

deankt
¥

and kaowing it iy me.

SN

(Special Telephone group)
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“ase people who are calling you rake the firss siep forward by calling
out; §f i85 someong you know you probably glready have their numbes
arywy,”

{Services Only group)

"if § call somebody I am invading their privacy; they hove a vighs to
inow thae  am calling them. The Call Idensifier is not even comtrover
sial, If 'm on the other end, now they have 6 right to ki because
I invading their privacy...”

Upon closer rellection, many of these individuals admit that they mdight feel
differently i they had an unlisted number; indeed, a few households were
represented in the groups for whom occupation or personal circumnstances neces-
sitates the proection of an unlisted number.

"It wouldn't matter either way to me, but I can see if someonz has a
private number, they might not wans i, It wounldn't bother me but I don’t
have ar urdisied numbey anyway.”

(Services Only group)

“Myself i wouldn't bother. But my daughter has an unlisted number;
she lost her husband and got calls she wasn's interested in.”

(Services Only group)

"By Mom is going through a bad divorce. It would be bad if spmeone
got hold of her wumber. It would defeat the purpose of paying for an
undisted murber, She has kind of been havassed and now feels safer
with an unlisted monber”

Services Ondy group)

wldn’s wang sy siusdenss knowing my number. 1 call purenzs in the
vy O

{Teacher in the Special Telephone group)

Travis Reseaveh Assoeiates, Ine.




SR

i
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YAS ¢ teacher, we're supposed to call in child obusers or whatever; bur
I dow's know..would I want w if I knew my number was going in,
becaise they can trace .

(Teacher in the CNID and Spe-ial Teiephone group)

Some respoudents noe that while one can always place a sensitive selephone call

from a pay phone, there should probably be some method of protecting unlisted
nurnbers, |

"If a person is really cautious they will make calls from a pay phorne
anmyway.”
(Services Only group)

“T waould hope it would have the capability of blocking unlisted num-
bers."”
(Special Telephone group)

After considering the privacy issue at some length, a few participants rermained
reluctant 1o State 4t opinion.

“Thers are advaniages ond disadvantages 1o everything. [ guess you
personally would have 1o weight the advantages and disadvaniages
Al

wourself.
(CNID and Special Telephone group)

“As a former counselor, I would have liked some of these feaiires...you
S have batls sides of iv there, and T don't know which is more important.”

(CNID and Special Telephone group)

v ene individual came out squarely on the side of viewing the services as an
frrvasion of privacy.
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¥ shink 8 i3 o yorad vielavion of privacy. ¥ hadv’t even thowgat abous: it
sadtd § gror hevs, Fdow’s Hle ie”
(CNID and Special Telephone group)
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Ultiznately, however, the greatest number of panicipants were of the opinion that
ihe advantages of the services outweigh the disadvantages. Among those most
vosal in expressing this opinion are those who experience | the CIMID during the
inarker trial,

“F ehink it is protection a lot more that it is invasion.”
(Special Telephone group)

“ft just seems so nice 1o tell who's calling. I can see, understand, where
the other peri is, but § guess I lean more toward knowing who is calling

me.”

(CNID and Special Telephone group)

“It does both (protects and invades). [ would like to have ir; I like
knowing who's calling me.”

(CNLD and Special Telephone group?

"Uwanld say vhar the good ourweighs the bad and it would benefit me
more than i would hure me.”

(CNID and Special Telephone group)

"'y GKL If the bad begins ro ousweigh the good, I think the telepbore
compunies ondlor siate and local governmenes will change something
ang make it right.”

(CNID and Special Telephone group)

"I think rha they will definitely improve it. They always do, when things
come oul.”
{CNIID and Special Telephione sroup)

Troviy Resegreh Associases, Ine.



