DIRECT EXPRESS RETENTION SURVEY
75 Direct Express “Drop Outs”
(Former Direct Express Cardholders who switched to paper check or direct deposit)

SPRING 2009

| INTRODUCTION

[ASK TO SPEAK TO SPECIFIC PERSON ON THE LIST. NO OTHER PERSON IN
THE HOUSEHOLD QUALIFIES FOR THE SURVEY.]

Hello. My name is with KRC Research, an independent market research company.
I am calling on behalf of the U.S. Department of the Treasury. May I speak with ?

We are conducting an opinion survey of people who have recently used the Direct Express
card to receive their Social Security or Supplemental Security Income payment but are no
longer using it. We would like to ask a few questions about your experience with the Direct
Express card so we can improve the program.

This is NOT a sales call. This call is for research purposes only. I am only interested in your
opinions. All responses will be grouped together for reporting purposes. All of your individual
responses will remain completely confidential. Your participation in this study is voluntary. The
survey should take about 10 minutes of your time.

According to the Paperwork Reduction Act of 1995, you are not required to respond to a survey
like this one unless you are given a valid OMB control number. The valid OMB control number
for this survey is 1510-0074. [IF NEEDED: You do not have to do anything with this
information, I am just required to read it to you.]

IF NEEDED: Nothing you say will affect the amount of your benefit payment. I am only
interested in your experiences with the Direct Express card.

INTERVIEWER INSTRUCTION: IF RESPONDENT EXPRESSES CONCERN AT ANY
POINT DURING THE INTERVIEW, REASSURE THEM THAT YOU DO NOT WORK
FOR THE GOVERNMENT. YOU ARE WORKING FOR AN INDEPENDENT
RESEARCH COMPANY. THEIR ANSWERS WILL BE KEPT COMPLETELY
CONFIDENTIAL AND THEIR INDIVIDUAL RESPONSES WILL NOT BE SHARED
WITH ANYONE.

IF RESPONDENT WANTS A PHONE NUMBER TO CALL TO VERIFY THIS IS A
LEGITIMATE SURVEY: NEVELYN JONES AT 202-874-9602.
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SCREENER

S1. RECORD FROM SAMPLE.

Social Security ReCiPieNt.......ccccveevveerieerreeseerscireeeeesnreeeessvnnens 1
Supplemental Security Income Recipient..........c.cccceceervereeennnnee. 2

S2. GENDER: RECORD.
MalE...oniieieeeeeee e 1
Female......coiiieiiiieieeectceeee e 2
S3. Did you sign up for the Direct Express card to receive Social Security benefits or an SSI

payment for yourself, on behalf of someone else as their representative payee, or both?

SELE. e e 1
SOMEONE ElSE.....ccuiiiiieiiieiiieeeeeee ettt e 2
BOth..ce e 3
TERMINATE  Did not sign up for the Direct Express card.........c..cccceeeruneee. 4
TERMINATE  Don’t know/refused (VOL).....coeecieecieeeiieecieeeeecireeeeeeivreee e 9

S4. What payments did you receive on your Direct Express card — a Social Security payment,
an SSI payment, or both? (ACCEPT ONLY ONE RESPONSE.)

A Social Security Payment.........ccceeeevueeeeerveeeeeesinnrvreeeeeeseesenns 1

AN SSI PAYIMENL......eetiiiiiieiiiieeeieeeeeee et e e eeeeeeee e eneeeeeee 2

BOthu ..o 3

Don’t know/refused (VOL).....ccoeevieeiveerieecreeeeeeeireeeeenenenn 9
S5. Approximately how long did you receive your benefit payment on the Direct Express

card before switching to another payment method? (READ RESPONSES.)

One t0 tWO MONTHS......ccocvveiieeeiiieeee e 1
Three to four MONthS.......ccvvevviiiieieieeieeee e 2
Five t0 SiX MONthS......uevveeiiiiiiieieeeeeeeeeeeeeee e 3
Seven MONthS OF MOTE...........ccoevvvreeeeeriirreeeeeeeirereeeeeereeereeeenns 4
Don’t know/refused (VOL)....ccuueeieieeeeciiieeiieeeee e 9

IF S3=1 OR 3
For this survey, please answer the questions only about your own federal benefit payment.

IF S3=2
For this survey, please answer the questions about the federal benefit payment you receive for
someone else.
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BANKING STATUS

First I have a few questions about how you have been receiving your federal benefit payments
and your banking status. Again, all your answers are confidential.

1 Do you currently have a checking or savings account with a bank, credit union, or other
financial institution?

2 Before signing up for the Direct Express card, did you have a checking or savings
account with a bank, credit union, or other financial institution?

3 Before signing up for the Direct Express card, how were you receiving your Social
Security or SSI payment? (READ RESPONSES. IF Q2=2 DO NOT READ PUNCH
1.)

By direct deposit to your bank or credit union account...............
By paper Check........ccovieiiiiieiieereeeeceie et
A debit card other than the Direct Express card............cccocuueennne
Some other way (SPECIFY) e
Don’t know/refused (VOL)....ccccevvieiriierieereeeeeciee e seireee e

4 Now that you no longer use the Direct Express card, how do you receive your Social
Security or SSI payment? (READ RESPONSES. IF Q1=2 DO NOT READ PUNCH
1)

By direct deposit to your bank or credit union account...............
By paper ChecK........coovveiiiiieieereeeieceie et
A debit card other than the Direct Express card............cccecuveennne
Some other way (SPECIFY) _ eerreeeee e,
Don’t know/refused (VOL)....cccceveveeiiierieeceeecreeeiee e eenvveee e
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SATISFACTION WITH THE DIRCT EXPRESS CARD/REASONS FOR NOT USING

Now I have a few questions about your experiences with the Direct Express card.
5 Overall, how satisfied were you with the Direct Express card? (READ RESPONSES).

Very satisfied.......cccuieeiieiieerieerieccie e eeree e e e e
Somewhat satisfied..........c.eeeeeevuveiieeiiee
Neither satisfied nor unsatisfied...........ccceevuveeiiiiieiieiiieeeeeeeeeeeen,
Somewhat UnSatisfied..........coovuveiiiiiiiieiieeeieeeeeeeeee e
Very unsatisfied.........cceveieevierniieinieiieeee et sie e e e
Don’t know/refused (VOL).......ceiecieieeciieeieeeeieeeeecivrreeeee e

6 Do you feel you understand how to use the Direct Express card ...? (READ
RESPONSES.)

EXtremely Well.......cccveeviviecieiiieecieeiieeceesciee e eiee e e svrree e s
VEIY WElL ..ottt re e sae e s ae e s s
Somewhat Well........cocciiieeiieeeeeee e
N0 A (Yo TR0 ] | ST
Not well at all.....cc.coreeiirieiiieeeeeeee e
Don’t know/refused (VOL)....ccccvvvveirvirrienieenieenieeeseeieee s

7 If I may ask, what is the MAIN reason you stopped using the Direct Express card?
(OPEN-END. RECORD VERBATIM RESPONSE.)

8 What other reasons, if any, did you stop using the Direct Express card? (OPEN-END.
RECORD VERBATIM RESPONSES. PROBE FOR UP TO TWO RESPONSES.)
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USAGE

Now I have a few questions about how you used your Direct Express card.

9 First, I am going to read you different ways you can use the Direct Express card. Please
tell me if you used your Direct Express card for each of the following? (READ
RESPONSES. ACCEPT ALL THAT APPLY.)

Get cash back at ATM machines..........c.cceeeeriierniinneinniieeennnnee 1
Make purchases at grocery stores, restaurants, or other
retail 10CationS. .....cooueiruieriieieriereeee et 2
Get cash back from a grocery store or other retail location......... 3
Purchase money Orders..........cceeveerecieereiiereeieeeerieeeeceeeeseeeeeeens 4
Pay bills, such as utility bills.........cccceeverviiesiieirieeiieee e 5
Buy something online or over the Internet............ccceceeevvuveennneen. 6
Buy something over the phone.............ccocceiviiniiiniiiiiiiieees 7
Transfer the money to a bank account...........cccceeeevveevieeeeiicnneeennn. 8
Get cash from a bank branch or teller...........ccooceeiiniiniinncnnnen. 9
GOTO Q31 Never used the Direct Express card (VOL)......ccccvvvveeeeeeeeecnnnnns 10
Don’t know/refused (VOL)....cccovevieeviviecieeieeeieeecrreeeeeevreee e 99
10 In a typical month, how many times did you use your Direct Express card? (READ
RESPONSES.)
ONe LIME......eiiiiiiiiiiiiiirccte et e e 1
TWO TIITIES. ..o ouiieeieeeie ettt ettt snee e 2
TRIEE tIMES. . .eeeieteeieete ettt ettt 3
FOUR tIMeS....eviiiiiiiiiiiieeteeeeeeetecceee e 4
5 OF IMOTE LIIMIES.....uuveeeeureeeriireeeeiereenreeeeereeessneeeesreeesareeessnseeeeens 5
Don’t know/refused (VOL)....cccceevieeiiiecieecieeereeciee e eeivvee e 9
11 How often did you use CASH instead of your Direct Express card to make purchases at

grocery stores, restaurants, retail stores, or similar places? (READ RESPONSES.)

All Of the tiMe.....ccoovveeeeieeeeee e 1
MOSt Of the tIME.......uvveieeieeiiieeee e e e e e e e eeeeeaas 2
Some Of the tiMe......cccuvviiiiiieeeiieceeee e 3
2 1 <] 2SR 4
IN VT ceettteeieeee e e et eeeeeeettreeeeeeeeeeeeeeeeeesssanannaaaeaeeeaaaessassnnnaees 5
Don’t know/refused (VOL).....cocveeuereierrienierieneeseeeeeeeeeeee e 9

12 (ASK IF S3=2 OR Q1=1) Did you regularly transfer all or most of your money from the
Direct Express card to a checking or savings account at a bank, credit union, or other
financial institution? (READ RESPONSES.)

YOSttt 1
o DT PPPOPPPR 2
Don’t know/refused (VOL)....ccccevvveeiiiecieecee e eevvee e 9
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13 How often did you use an ATM machine to get cash from your Direct Express card?

(READ RESPONSES.)
OnCe @ MONt.....coiiiiiiieiieieeeret et s 1
Two to three times a MONth...........cccecviieieieiicieecce e, 2
Four to five times a MONth.........cccceeevviiiiiiiieeiececcececcee s 3
More than five times a MONth..........ccccceevvivirviierrieerieeeeeee e 4
INEVET (VOL).uiiieetiieeiieeeiee ettt e eetee e e ree e eee e s e e esnearaaaeeaeeeeeas 5
Don’t know/refused (VOL).....ccceevveeiiieiieeiiecieeciee e eeivree e 9
14 How well did you feel you understood the fees associated with using your Direct Express

card at an ATM machine? (READ RESPONSES.)

Extremely Well........cccovviiirriiiniiiinieiieeeecteseesee e 1
VEry Well. oottt 2
Somewhat Well........oooiiiiiiii e 3
INOE 100 WLttt e 4
Not Well at @ll......coocuiiiiieiiiieee e 5
Don’t know/refused (VOL)....cccceevveeiiiecieecieeereectee e 9
15 Were you able to find the location of an ATM machine that does not charge you for your

first transaction each month after you receive your payment?

YOS it 1
NO o 2
Did not try to find a surcharge free ATM (VOL).......cceevevvveennne. 3
Don’t know/refused (VOL)....cccevvveeviierieeceeeeeeiee e seireee e 9
16 Do you think the fees you paid using the Direct Express card are more, less, or about the

same as what you pay now to receive and use your Social Security or SSI payment?

|1 0) T OOTRTT 1
| TR 2
ADOUL the SAIME.....eeeeeeiieiiiiiiieeeeeeeeeeeeeeee e eeeeeeeeeeeeeeeeees 3
Don’t know/refused (VOL)....ccccvvvveiriirrienieenieenieeeseieeee s 9
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PROBLEMS WITH THE DIRECT EXPRESS CARD

Getting near the end of the survey, I have a few final questions about the Direct Express card.
17 What did you like MOST about the Direct Express card? (OPEN-END.)

18 What are the biggest problems you have encountered using your Direct Express card, if
any? (OPEN-END. PROBE FOR UP TO THREE RESPONSES.)

19 Did you ever receive a benefit payment late or after the date the payment should have
been placed on your Direct Express card?

20 Did you ever experience problems accessing the Direct Express Web site to obtain
account information or your balance? If you have not used the Direct Express Web site
please just say so.

21 Did you ever attempt to use your Direct Express card at a grocery store or retail location
and not been able to complete the transaction?

D T PSP P PP PP PPPPPPPPN
GOTO Q23 Nttt ettt re e e e e e s be e et este e et e e e e e tae e beeenteeenreenrres
GOTO Q23 Don’t know/refused (VOL).......ceeecieeeeciiieeieeeecreeeeccvnreeeee e
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22 Why were you not able to complete the transaction? (READ RESPONSES. ACCEPT
ALL THAT APPLY.)

Insufficient funds........ccccceeeeviriennennenieeeeeeeen
The merchant had a minimum purchase amount to use

a debit card........oocieriiii e
The merchant did not accept debit card payments.......................
The merchant would not accept the Direct Express card

even though it accepts other debit or credit cards........cc..cc..ece.....
Other (SPECIFY) ettt
Don’t know/refused (VOL)....ccccevvieiriirrienieenieenieeeseereee s

23 How (ROTATE: easy or difficult) was it for you to keep track of your balance on the
Direct Express card? (READ TOP TO BOTTOM, BOTTOM TOTOP.)

VBTV BASY.ceiiieuiriieeiieiiteeeeeeetteeeeeeetteeeeessarteeessssnraaeessssnsnaaeeens
SOMEWNAL BASY..c.vveiereeiieecieeereerie et re e see e e eaneee s
Somewhat difficult..........ccccevveeirrieieieeeeeee e
Very diffiCult.....c.cooeeeeeieieeieeeeee e
Don’t know/refused (VOL)....ccccevvvieirieerieeieeeceeeieeesenreee e e

I am going to read you some reasons some people may choose to no longer use the Direct
Express card. For each one I read, please tell me how important that reason was in your decision
to switch from the Direct Express card to another payment method.

Here’s the first one [READ ITEM]. Was that a very important, somewhat important, somewhat
unimportant, or very unimportant reason that you decided to no longer use the Direct Express
card?

Very Some Some Very DK
impt impt unimpt unimpt (vol)
24 The fees for using the Direct 1 2 3 4 9
Express card are too high.
25 You could not find an ATM 1 2 3 4 9
machine that did not charge
you for your first transaction
each month after you received
your payment.
26 It was hard to keep up with 1 2 3 4 9
your balance on the Direct
Express card.
27 (ASK ONLY IF Q20=1) 1 2 3 4 9

You received a benefit
payment late or after the date
the payment should have been
placed on your Direct Express
card.
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Very Some Some Very DK
impt impt unimpt unimpt (vol)
28 You had trouble remembering 1 2 3 4 9
your Personal Identification
Number or PIN.

29 You had trouble using the 1 2 3 4 9
Direct Express card at
grocery stores, retail stores,
or other places where you buy
things.

30 You had a problem with the 1 2 3 4 9
Direct Express telephone
customer service center.

DEMOGRAPHICS

Finally, I have a few questions for statistical purposes only.

31 Do you currently receive benefits or payments from your state government for things like
food stamps, welfare, or child support on an Electronic Benefit Transfer or EBT card?

Y @Sttt e e e e e e 1
IOt 2
Don’t know/refused (VOL)....ccccevvieiriirnieiiienieenieeeseeeee e 9

32 In general, how often do you use the Internet or World Wide Web for things other than
sending or receiving e-mail? (READ RESPONSES.)

More than once @ day.......cccecveeceeerieeniieeniieseesriieee e ssireeeeeeenees 1
ADbDOUL ONCE @ AAY..c.uvirerriiiieiiierieeeeereesreesre e eseessereeraeeseens 2
310 5 days @ WEEK.....ovvuiiiiieiieeieeteete ettt 3
1102 days @ WEEK....ccuveieeiieecieeeetee ettt e e e 4
ONCe every fewW WEEKS.....ccvvviieriieeieerieerreeie e sie e sve e 5
NEOVET.....eviiiiiiiiiiiiiirtctt et 6
Don’t know/refused (VOL)....ccccevvieeiiiecieeceeeceeciee e eeeivee e 9
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33 What is your age? (DO NOT READ LIST.)

UNET 18ttt et e 1
1B 0 24ttt ettt et 2
Y (010 TR 3
BO O Buieeeieeteeeeiee ettt eecreeeee e eeeeteeeeteeeereeereeereenareeeteaeeenns 4
B5 10 39t iirietee et et et e eteeee e e eeetaeeeteeeteeereeebeesareenteaeeenes 5
T o YV SR 6
L o XL TR 7
BO T0 5uuriinerieieeeeieeeree et eeireeeteeeeteeeeteeeeteeeereeereeeveesareentneeeenes 8
55 10 59.uiitiieetieetee et et e e ireeer e e e eetaeeeteeebeeebe e beestbeentaaeeenns 9
S R (o 1 SRR 10
B5 10 69...ecerieeeeeeereecetee ettt e et et e et e e e e reeeeaeeenaeeeenaees 11
TOEO 7ttt re et eesteeerbe e e eba e ebeesabe e arraee s 12
7580 79ttt ettt et ere et re e taeeste e e re e e be e s be e eabe e araaea s 13
BO L0 8.ttt e 14
85 and Older.......cccuviieiiieeeieeeee e e 15
Don’t know/refused (VOL).....ccoueevieeceeeieeeeciieeeeeciieee e 99

34 What is the last grade of school you have completed? (READ RESPONSES.)

Less than grade SiX.......cceceeeveeeiiennieniiencieeecee et 1
Grade SiX t0 €1GHL......cccuiiieciereeie et 2
Some high SChOOL........ccoociiiriiiriiiiice e 3
Completed high School.........cccceeviiiriiiiiinieniierieee e, 4
Completed GED......ccccutieeiiiiiiieecciee et eeiee e eevaeeeeee e 5
Some college or trade sChoOL..........cccoveevieeriienieecieecieee e 6
Completed COIBZE.......ccervierreerienieiieieeeeeeneeeeree e 7
Some post graduate or professional school................cc.u........ 8
Completed graduate school or professional school................. 9
Don’t know/refused (VOL)....cccovvviieceenrerirciieeeeeiiieee e 99
35 Are you of Hispanic or Latino background, such as Mexican, Puerto Rican, Cuban, or

other Latin American background?

D TP 1
[ T U P U P OPPPPPPPPN 2
Don’t know/refused (VOL)....ccuveeeeiiieecieieeieeeeeee e 9

36 (ASK IF Q35=2 OR 9) To ensure we have opinions from a wide variety of people,
which of the following categories best describes your ethnic group? (READ LIST.

ACCEPT ONE RESPONSE.)

WHhite or CauCasian.........ccovvvveeeiiirireeeeeeerreeeeeeeereeeeeeeennreneees 1
Black or African AMeriCan...........cccoevvvveeeeeievieeeeeeeernrreeeeeeenns 2
American Indian or Alaskan NatiVe.............veeeeeeeiiieeeuieeneenns 3
Asian (e.g. Asian Indian, Chinese, Filipino, Japanese
Korean, Vietnamese)........ccccuveeeeeeciurireeeeeiiirieeeesseeeeeeeeeeaaaaaanns 4
Native Hawaiian or other Pacific Islander...........ccccccevvvvunnne... 5
Other ethniC OrigiN.......ccccveeieeiiieieieeeeiee e 6
Don’t know/refused (VOL)....cccovevveeecieereeeiieeeceireeeeeevneennn 9
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37 Approximately how many years have you been receiving your Social Security or SSI
benefit payment?

(RECORD. IF LESS THAN 1 YEAR RECORD 1).
Don’t know/refused (VOL)....cccovevveievieierieriiiieeeeeciieee e e 99

38 RECORD LANGUAGE INTERVIEW WAS CONDUCTED IN.

ENGLSH..cuiiiiiiiiiieceece et 1
) 01101 1] 1 P UPRPPR 2

Thank you for your time. Just in case my supervisor needs to verify that I conducted this
interview, would you please tell me your first name?

PhONE:......iiiieeiieeeiece et )y - _
(@] 21 Y AN ol Y [T
] 7 LN o
ROGIOM: ettt ettt e st e e s e e e s e .
DATE OF INTERVIEW.....ooi ittt ettt et e eetvea e e enanns /7109

Thank you again. Goodbye.
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