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St. Joseph County

Foreword
Residential Survey Summary and Needs Assessment

This document contains the survey results of the use of and need for connectivity services in St.
Joseph County.

The results of the surveys indicate a gap in connectivity services. The initial gap, however, is not
just an availability issue, but a value proposition. In other words, the demand for connectivity
services is price sensitive. Although the majority of residences have a high-speed Internet option
available, 81% of those with Internet access still choose a low-speed dial-up service. The survey
results support the need to increase the awareness of the benefits of advanced connectivity
services.

In addition to gaining better understanding of connectivity services, the survey asked a series of
guestions regarding the performance of electric, Internet, telephone, cable television, and
cellular telephone providers. The survey results will allow St. Joseph County stakeholders to:

Compare utility providers’ performance on specific attributes (reliability, rates,
customer service, and community service), to identify strategies to encourage
improvements.

Objectively define the strengths and weaknesses of service providers in St.
Joseph County.

Provide baseline information that can be used by the providers to improve
performance.

Understand the customers’ perceived value of services received.

The key aspect of the above process is that it is driven from a representative sample of all
customers, not just a select few.
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St. Joseph County

Residential Survey
Survey Results Summary

Internet and Computer Use

The survey asked a series of questions regarding the use of Internet and computers. The
surveys indicated that:

Residents indicated that they have the following items in their home:

- 55% have a cell phone

- 46% have a DVD player

- 16% have a fax machine

- 7% have a PDA

- 95% have telephone service

- 16% have multiple phone lines
- 99% have a television

- 96% have a VCR

64% of residents indicated that they have a personal computer in their home. 12%
have a laptop.

The 34% of residents that do not have a computer in their home gave the following
reasons for not having a computer at home:

- 22% felt they had no need for a computer
- 3% felt it was not worth the price

- 1% felt they could access a PC elsewhere
- 2% don’t know how to use a PC

- 6% felt they couldn’t afford a PC

29% of residents have a child attending a school within St. Joseph County and indicated
they would like to access the following information from home:

- 1% would like to access attendance records

- 5% would like to access class outlines and resource material
- 2% would like to communicate with school staff

- 3% would like to access grade reports

- 63% would like to access homework assignments

- 64% would like to access homework grades

- 42% would like to access lunch menus

- 65% would like to access school activity announcements

St. Joseph County Residential Survey Summary V
-1- '

VirchowKrause
&company

Return to Main Page



Internet and Computer Use (cont.)

58% of St. Joseph County residents have Internet access from home. 67% of those
with Internet access have had access for three or more years. St. Joseph County
residents responded that they connect to the Internet in the following ways:

- 14% use a cable modem

- 2% use DSL

- 81% use a Telephone dial-up service

- 1% use wireless

The 42% of residents that do not have Internet access gave the following reasons for
not having Internet access:

- 57% don’t have a computer

- 14% felt they have no need for Internet access

- 2% felt Internet access was not worth the price

- 2% felt they could access the Internet elsewhere

- 13% cannot afford

- 2% don’'t know how to use the Internet

Of those without Internet access, 70% do not plan to obtain access in the next year.

74% of households responded that two or fewer people in their household use the
Internet on a regular basis.

49% of St. Joseph County households spend less than five hours per week on the
Internet. Another 37% spend between 6 and 25 hours per week on the Internet. 15% of
households spend more than 25 hours per week.

When asked about the main purposes for using the Internet, St. Joseph County
households responded with the following:

- 82% Email

- 45% General Browsing

- 36% Travel/Directions/ Maps

-  62% Research

- 20% News

- 31% Shopping

- 20% Access Employer Network

-  20% Games

27% of households use their home Internet access for business use.

73% of St. Joseph County households pay less than $25 per month for Internet access.
5% pay more than $40 per month.

St. Joseph County residents were asked to rank Internet services in terms of importance.
They felt that lower price, increased connection speed, ability to use phone and Internet
at the same time and no need for telephone line to connect were the most important
Internet services.
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Internet and Computer Use (cont.)

11% of respondents indicated that they already have a home-based business or plan to
start one in the next three years. Of these, 45% felt that a high-speed data connection
would be important or very important for their home-based business.

When asked about the role government should play in ensuring broadband access, 18%
of respondents felt that the government should make rules to promote competition among
providers. 65% felt government should have no role and 9% felt the government should
install a public broadband infrastructure and let firms provide end-user services.

When asked about what types of communication uses they may have in the future, St.
Joseph County residents had the following responses:

- 16% Telecommuting

- 37% Two-way video connection with family & friends

- 28% Taking classes from home

- 18% Listening to audio of sporting and other events not available locally
- 20% Watching sporting and other events not available locally

- 33% Obtaining all voice, video and data services from same provider

One of the advantages of advanced Internet service is that it eliminates the need to dial up to be
connected and offers an increased connection speed or the ability to use a mobile wireless
connection. St. Joseph County residents were asked how willing they would be to switch
providers for these advanced services at increased prices. Figures 1 and 2 show the results of
this analysis.

Figure 1 — Residential Propensity to Switch Internet Providers for better service
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Internet and Computer Use (cont.)

St. Joseph County residents were also asked how interested they would be in mobile wireless
Internet service at an increased price. Figure 2 shows the results of this analysis.

Figure 2 — Residential Propensity to Purchase Mobile Wireless Internet Service
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Figures 1 and 2 show there is a strong negative reaction to small price increases for St. Joseph
County residents.

Cable/Satellite Television Use

45% of St. Joseph County households subscribe to cable service; 26% subscribe to
satellite services.
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Telephone Use
85% of St. Joseph County households have one phone line. 14% have two or more lines.

11% of households spend less than $30 per month for telephone service. 33% spend $50
or more per month.

22% of respondents indicated they would be willing to switch to a cell phone service as
their primary telephone number.

Figure 3 shows how willing St. Joseph County residents would be to switch local telephone
service for a similar product.

Figure 3 — Residential Propensity to Switch Telephone Providers
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Survey Response Data

1,119 Residents in St. Joseph County were asked to take a survey, of which 300 completed
surveys. The tolerance interval for 300 responses at the 95% confidence level is +4.9%. That is,
one can estimate that 19 times out of 20, the true characteristic of the entire population is within
+4.9% of what the survey data indicate.

To better represent the population demographics of St. Joseph County, the responses used to

present these results have been weighted based on the respondent’s age.
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These charts were compiled using weighted data based on the respondent’s age. Therefore, the
number of responses is not shown on the chart.
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St. Joseph County Residential

June 2003

Q1. Indicate which of the following items you have in your home:

99%

100% - o%
80%
60%
40% -
20% - 16%i

[ ]
Cell Phone DVD Player Fax Machine PDA Telephone Multiple phone TV VCR
Service lines
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St. Joseph County Residential June 2003

Q2. Do you have a personal computer in your home?

Yes, both a desktop and a
laptop
10%

No
34%

—

Yes , a laptop only
204 Yes, a desktop only

54%

Virchow, Krause & Company, LLP Page 2

Return to Main Page



St. Joseph County Residential

June 2003

100% -

computer in your home?

Q3. If no, what are some of the reasons you do not have a

80%

60%

40%

20%

0%

P ——

| —

No need for a computer

Not worth the price

Can access one
elsewhere

Don't know how to use
one

Can't afford one
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St. Joseph County Residential

June 2003

No
42%

Q4. Do you have Internet access from your home?

Yes
58%

Virchow, Krause & Company, LLP

Page 4

VirchowKrause
&company

Return to Main Page



St. Joseph County Residential June 2003

Q5. What is the primary reason you do not have Internet access?

100% -

80%

H

60%

40%

20% M

I IR I R

0% ‘ ' ' ' ' ‘ ' ' L 1
Do not have a Cannot afford No need for Not worth the Can access Don't know how  Content and Other
computer Internet access price Internet to use the parental control
elsewhere Internet concerns
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St. Joseph County Residential June 2003

Q6. Do you plan to obtain Internet access in the next year?

Don't know Yes
Maybe 3% 11%

70%
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St. Joseph County Residential June 2003

Q7. How long have you had Internet access at your home?
100% -
80% -+
60% -
40% -

20% -

]

Less than one year One to Two Years Three or More Years
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St. Joseph County Residential June 2003

Q8. How do you connect to the Internet?
100% -
80% -
60% -
40% -
20% -
0% | | — | — [ ——]
Telephone Line Cable Modem DSL Satellite Wireless
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St. Joseph County Residential June 2003

Q9. How many people in your household use the Internet on a
regular basis?

100%

80%

60%

40%

20% -

0% -

One Two Three Four or more
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St. Joseph County Residential June 2003

Q10. On average, approximately how much time per week does
your household (all users combined) spend on the Internet?

100%

80%

60%

40% 38%!
-20%
20% 17%}
0% | | |
1 Hour 2 to 5 hours 6 to 10 hours 11 to 25 hours 26 to 50 hours More than 50 hours
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St. Joseph County Residential

Q11. Do you use your home Internet access for personal or
business use?

Both personal and business
25%

Business
2%
Personal
74%
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St. Joseph County Residential

June 2003

100%

Q12. Approximately how much do you pay per month for Internet

80%

60%

40%

20%

0% \

service?
[38%]
\ —
‘ \
1% 0 1%
|| s I R o IO N R

Free Under $20 $20to $25 $26t0$30 $31to$35 $36t0$40 $41to $50 $51to $60 $61 or more Don't know
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St. Joseph County Residential June 2003
Q13. How willing would you be to switch to an Internet service that
offers an increased connection speed while being on-line all of the
time for:
100%
80%
60%
OTop two

40% -+

Percent Interested
i
Q
>

box*

20%

0%

14%I

‘ \
T

The Same Price

A 10% Monthly Increase A 20% Monthly Increase A 50% Monthly Increase

o o0 box = somewhat willing + very willin
* Top two b hat willing y willing
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40%

box *

St. Joseph County Residential June 2003
Q14. How interested are you in a mobile wireless Internet service
with access anywhere in the community or region for:

100%

80%
©
(]
% 60%
()
o
=
E OTop two
o
o
o

20%

0%

14%I

The Same Price

A 10% Monthly Increase A 20% Monthly Increase

* Top two box = somewhat interested + very interested

A 50% Monthly Increase
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St. Joseph County Residential June 2003

Q15. Ranking Internet services in terms of importance:

6.00 -

5.00

Averagelmportance

o0 Veii-—— - = --—————-—/—m—  —— T

Lower price No need for Increased Increased parental Fewer busy signals Ability to use
telephone line to connection speed controls when calling in telephone and
connect Internet at the same
time
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St. Joseph County Residential June 2003

Q16. Do you have children attending a local school?

Yes, private in county
2%

Yes, public school
25%

Yes, home school
2%

71%
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St. Joseph County Residential June 2003

Q17. What school information would you like to access from home?

100% -
80% -
60% -
40% -+
20% A
5%
; >
— [ ]
0 | m=m == a [

Attendance Records Class outlines and Communicate with Grade reports Homework Homework grades Lunch menus School activity
resource material school staff assignments announcements
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St. Joseph County Residential June 2003

Q18. Which of the following are your HOUSEHOLD's main
purposes for using the Internet?

100%

80% -

60% -

40% - 36%|'
20% -
0% T T T T T 1
Email/instant Research General Travel planning/ Shopping Access Obtaining news On-line games,
messaging browsing directions/ maps employer multi-gaming

network

Responses less than 20% - Medical info, Auctions, Chat, Bills, Access Local Government, Education, Streaming Audio/Video,
Home-based Business
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St. Joseph County Residential

June 2003

Q19. What types of communications might be of use to you in the

OTop
Two
Box *

future:
100%
80%
ke
g
»  60%
o
S
(]
=
k=
e
c
g 40% 37%| -
5 =
®
20%
; 20%
R =
0% ‘ ‘ ‘
Telecommuting Taking classes Two-way video Listening to audio  Watching sporting Obtaining all voice,
from home connection with of sporting and and other events video and data
family & friends other events not not available locally services from same
available locally provider

* Top two box = somewhat interested + very interested
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St. Joseph County Residential

June 2003

Q20. Do you subscribe to cable or satellite television?

No
28%

Yes - Both Cable and
Satellite
1%

Yes - Satellite
26%

Yes - Cable
45%
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St. Joseph County Residential June 2003

Q21. How many telephone lines do you have at this residence?
100%
80% -
60% -
40% -
20%
One Two Three or More None, Use Wireless
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St. Joseph County Residential

June 2003

Q22. Approximately how much is your monthly telephone bill?

100%

80%

60%

40%

20%

0% | | —
Less than $20 $20 to $29 $30 to $49 $50 or more Don't know
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St. Joseph County Residential June 2003

Q23. How willing would you be to switch to a cell phone (wireless)
telephone service?

100%

80%
e
2
=
N 60%
L
o)
£ OTop Two Box *
s
2 40%
)
o
)
o

20% -

]
0% | | I——
A 25% price decrease A 10% price decrease The same price A 10% price increase
* Top two box = somewhat willing + very willing
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St. Joseph County Residential June 2003

Q24. How willing would you be to switch local telephone
providers with a similar product offering for:

100% -

80% -
<
2
=
n 60%
L
(o))
é OTop Two Box *
=
= 40%
o
o
o
o

20%

0%
As your primary number As a second line
* Top two box = somewhat willing + very willing
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St. Joseph County Residential June 2003

Q25. Do you or does someone in your household plan to start a
home-based business in the next 1 to 3 years?

Already have a home-based
business
5%

Yes

89%
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St. Joseph County Residential June 2003

Q26. How important will be/is a high speed data or Internet
connection for your planned/existing home-based business?

100%

80%

60%

40%

20% -

0% -+

Very important Somewhat important Somewhat unimportant Not at all important
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St. Joseph County Residential June 2003

Q27. What is your age?

100%

80%

60%

40%

20%

0% | | —
18to 24 25t0 34 35to 44 45 to 54 55 to 64 65 + Refused
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St. Joseph County Residential June 2003

Q28. How many years have you lived at your current address?

100%

80%

60%

40%

20%

14% I

0o | [ 1
Less than 1 year 1to 5 years 6 to 10 years More than 10 years
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St. Joseph County Residential June 2003

Q29. Household income before taxes:

100%

80%

60%

40%

20%

s o

- — —
Less than $25,000 - $35,000 - $50,000 to $75,000 - $100,000 - $150,000 -
$25,000 $34,999 $49,999 $74,999 $99,999 $149,999 More
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St. Joseph County Residential June 2003

Q30. Where is your residence located?

City/Town
29%

Township
56%

Village
15%
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St. Joseph County Residential June 2003

Q31. What do you think the role of the government should be to
help ensure broadband access is available and affordable?

100% -
80% -+
60% +

40% -

18%
2006

9%
. |—|
0%

0% T T T

No role Provide funding Provide funding Make rules to promote Become a provider of Install a public
through low-interest through grants competition among broadband Internet broadband
revolving loans providers infrastructure allowing
firms to
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St. Joseph Residential June 2003
Children in School by Role of Government in Ensuring Available Broadband
Internet Access
100%
80% -
60% -
ONo role
B Should have role
40% -
20% -
0% -
Don't Have Children in School Have Children In School
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St. Joseph Residential June 2003

Children in School by Internet Type
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OHigh speed
@ Dial-up
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St. Joseph Residential

June 2003

100%

Internet Access by Role of Government in Ensuring Available Broadband
Internet Access

80%
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40% -

20% -~

0% -

ONo role
B Should have role

Have Internet Access Don't Have Internet Access
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St. Joseph Residential June 2003

Subscribe to Cable or Satellite TV by Internet Connection Type
100%
80%
60% -
OHigh Speed
@ Dial-up
40% -
20% -+
0% -
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St. Joseph Residential
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Average Household Income by Role of Government in Ensuring Available
Broadband Internet Access
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100%

Residence Location by Role of Government in Ensuring Available Broadband
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Average Cost of Internet Service by Connection Type
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Average Household Income by Internet Connection Type
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Hours Spent on Internet Per Week by Internet Connection Type
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