DIRECT EXPRESS® CARDHOLDER SURVEY
300 VA DIRECT EXPRESS CARDHOLDERS

SUMMER 2010

| 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 to ask about your experience
enrolling in the Direct Express card. May I speak with ?

This is NOT a sales call. This call is for research purposes only. We are conducting a survey of
people who have signed up for the Direct Express card, a debit card that allows people to receive
their Veteran Administration benefits, as well as other federal benefit payments, electronically
instead of by paper check.

We would like to include your opinions for this very important research project to help us better
understand your needs. All of your individual responses will remain completely private and will
not be shared with the government or anyone else. Iam only interested in your opinions. This
survey should take about 10 minutes of your time.

The Paperwork Reduction Act of 1995 requires us to provide you with an OMB control
number for this survey, which is 1510-0074. (If necessary: 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 enrolling in 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: XXX

IF RESPONDENT SPEAKS SPANISH PLEASE CONDUCT THE INTERVIEW IN
SPANISH.
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SCREENER

S1. GENDER: RECORD.

S2. Just to confirm, did you sign up for the Direct Express card to receive your VA
Compensation or Pension benefit payments?

YOSttt
TERMINATE  NOu..ooiiiiiirieeitetetestesie ettt sttt st sttt sbe e s es
TERMINATE  Don’t know/refused (VOL).....ccceeeveevieerieeiieeeeciireeeeeiveee e

S3. What other payments, if any, do you receive on your Direct Express card? (READ
RESPONSES. ACCEPT ONLY ONE RESPONSE.)

S4. (ASK IF S3=1-3): Were you already receiving other benefit payments on the Direct
Express card before signing up to receive your VA benefits on it as well, or did you sign
up for all these benefits at the same time?

Already received other benefit payments on card...................
Signed up at same time.........ccecceeevieerieeniiernieeee e eeeee e
Don’t know/refused (VOL).....ccoeevirevieecieeciiieeeeeireee e e

S5. Approximately how long ago did you sign up to receive your VA Compensation or
Pension benefit payment on the Direct Express card? (READ RESPONSES.)

One MONth 80.......ccociireieiiiieiiiriereeee st ee s
TWO MONhS AZO0....ciicviiiiiiriieniieieete et e e s
Three MONthS ag0........ccvcvieiiecviieiriee e e e e e e e
Four months ago........ccccveevieieeiiieciecieecre e esne e e e
Don’t know/refused (VOL)....ccccevveiriiensieniieeeeieeee e
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WHERE HEARD/BANKING STATUS

1 How did you enroll in the Direct Express card? (READ RESPONSES. ACCEPT
ONE RESPONSE.)
By calling the toll-free number listed in the letter you
received in the mail or heard about from someone...................... 1
Through a paper enrollment form you sent in the mail................ 2
(011372 B (17 ] I OSSR 3
Don’t know/refused (VOL)....cccceeeieeviiecieecee e e eevree e 9
2 Do you currently have a checking or savings account with a bank, credit union, or other
financial institution?
Y Sttt e st e s e e s s nerataeeeeeeeeas 1
IOttt s 2
Don’t know/refused (VOL)....ccccevvieirieerieeieecieeeieeesenreee e 9
3 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?

Y Sttt e s s e e e e e e as 1

IO s s e 2

Don’t know/refused (VOL).......ceeecieeeeciieeieeeeieeeeeciirnreeeee e 9
4 Before signing up for the Direct Express card, how were you most recently receiving

your VA payment? (READ RESPONSES. IF 3=2 DO NOT READ PUNCH 1.)

By direct deposit to your bank or credit union account............... 1
By paper ChecK........cvovieiiiieiececceceeeeeeee e 2
Some other way (SPECIFY) ....coovivriiiinieiieeeieeeieeeresneeeesee e 4
Don’t know/refused (VOL).....ccceevveeiiieiieeiiecieeciee e eeivree e 9
5 (ASK IF Q4=2) Before receiving your Direct Express card, where did you go MOST
often to cash your VA check? (READ RESPONSES. RANDOMIZE. ACCEPT ONE
RESPONSE.)
GTOCETY SLOTE....comeiimiiineeeieenteeeet et et eeneeeneesereesneesnee e smneees 1
LIQUOT STOTE.....eeieiiieeeieeeeeieeeecteeeeiteeeeteeeesteeesbeeeserreeeeeeeeesenenn 2
Local bank or credit Union........ccccceververiieniienienieeeeesieeeeen. 3
Check cashing service or payday lender...........cccceevveeeerrcrneeennnns 4
Family or friends cashed it for yoU.........cccceeververcenieniiee e 5
CONVENILIICE SLOTE.....eeeiureeerenreeeerereerreeeeemeeeesreeessesannrreeeeeeeeeenns 6
Discount store like Target or Wal-Mart..........cccooevereeeeneerineeennns 7
Your employer cashed it for yoU.........cccceeveervierienieeensieeneeeee. 8
Oher (VOL) ..ottt ettt 98
Don’t know/refused (VOL)....ccooeevveevieerieeieeeieescireeeeeevveee e 99
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| REASONS FOR USING DIRECT EXPRESS

6 What was the MOST important reason you signed up for the Direct Express card?
(OPEN-END. ACCEPT ONLY ONE RESPONSE.)

6A. What other reasons, if any, did you sign-up for the Direct Express card? (OPEN-END.
PROBE FOR UP TO TWO RESPONSES.)

| SATISFACTION WITH ENROLLMENT PROCESS

7 How long did it take to receive your Direct Express card after you signed up for it?
(READ RESPONSES.)
Less than SEVEN dayS........ccceeevverrveerieerseeerieeeieesireeesssneeeesssnnees 1
SEVEN 0 LEN dAYS...ccerterreeeneiriieeiiteette ettt ettt e e 2
Eleven to fourteen days.........cccceevveerieeeceeeceesieesieeeeevvneeeeenennes 3
Longer than fourteen days.........c.ccceveereenernensensiennieneeeneeeeeee. 4
GOTO Q14 Have not received card Yel.......ccoccvereveervieenierniiennieeeeseiieeeesennnes 5
Don’t know/refused (VOL)....cccceevieeiiiecieeceeeceeciee e eeivee e 9
8 Did you receive a benefit payment on your Direct Express card before you actually

received the card in the mail?

YOSttt 1
N Ottt ettt e s e e 2
Don’t know/refused (VOL)....cccceevieeiiiecieecieecieeciee e eeevree e 9

Do you think the materials that came in the mail with your card did an excellent, very good,
good, fair, or poor job on each of the following? (READ. RANDOMIZE.)

Very DK
Excellent good Good Fair Poor (vol)
9 Clearly explaining how to use 1 2 3 4 5 9
the Direct Express card.
10 Making you feel comfortable 1 2 3 4 5 9
about the security of the
Direct Express card.
11 Explaining all the different 1 2 3 4 5 9
ways you could use the Direct
Express card.
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Very DK

Excellent good Good Fair Poor (vol)
12 Helping you understand what 1 2 3 4 5 9
fees you might pay using the
Direct Express card.
13 Helping you understand how 1 2 3 4 5 9

to avoid paying fees
associated with the Direct
Express card.

IF Q7=5 ASK Q14 AND Q15 THEN SKIP TO Q19
ASK Q14 ONLY IF Q1=1

Now I am going to ask you about several aspects of the enrollment process. For each one I read,
please tell me if you are very satisfied, somewhat satisfied, neither satisfied nor unsatisfied,
somewhat unsatisfied, or very unsatisfied with each. Here’s the first one (READ ITEM.
RANDOMIZE.)

Very Some Some Very DK
satisfied satisfied Neither unsat unsat (vol)
14 The service you received 1 2 3 4 5 9
when you called to sign-up
for the Direct Express card.
15 The ease of signing up for the 1 2 3 4 5 9
Direct Express card.
16 The instructions you received 1 2 3 4 5 9
on how to activate your
Direct Express card.
17 The ease of activating the 1 2 3 4 5 9
Direct Express card once you
received it.
18 The time it took to receive 1 2 3 4 5 9
your card once you signed up.
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DEMOGRAPHICS

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

19 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?

YOSttt 1
N Ottt e s e e 2
Don’t know/refused (VOL)....cccceeeieeviiecieecee e e eevree e 9

If Q19=1, ask 19A
19A. Do you receive your state government benefits on a card?

If Q19A=2, then ask 19B
19B. Do you receive your state government benefits electronically?

YOS i 1
NO. 2
20 In general, how often do you access the Internet to send and receive e-mail (READ
RESPONSES)?
More than once a day........ccceevveeeveriieerieeereeeeeereeereeseeeeneens 1
ADbDOUL ONCE A AAY....uutiriieriiiiiierieeeie ettt e e 2
310 5 days @ WEEK.....covvuieriiieieeeieeteetee et 3
110 2 days @ WEEK.....cvevvereerieeieerreeneeesteeerreeeeesereeesenaneeas 4
ONCe eVery fEW WEEKS.....cvvveeerrieerieeeieeeieeseeesreesieessreeeesenes 5
Less often than once every few weeks.........cccecoeevvevieereernneen. 6
NOVET ...ttt e et e e 7
Don’t know/refused (VOL)....ccveeeeieeeeciiieciieeeee e 9
21 And, in general, how often do you access the Internet or World Wide Web for things

OTHER THAN sending or receiving e-mail (READ RESPONSES)?

More than once a day........ccceevveeeiernienieensieeieeeieeeee e 1
ADbOUt ONCE A AAY...cvviecieeieeeieeereeere e e eseeerree e e eseenes 2
310 5 days @ WEEK.....eevvveerieieieeeieesie et ee e e e eree e 3
1102 days @ WeeK....ooueeruiieiieeieerteeteete ettt 4
Once every few Weeks........coeeereerienenenenenreneneneeeeeee e 5
Less often than once every few weeks.........cccceevvvevverrvernnnnen. 6
NEVET....ooiiiiiiiiiiii 7
Don’t know/refused (VOL).....ccoeeeieevieecieecieeeeeevvree e 9
22 Do you currently have a working cell phone that you use on a regular basis? Please

include any cell phones that you share with others in your household.
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23 Of all the calls that you or your household receive, are (READ RESPONSES):

All or almost all calls received on cell phones........................ 1
Some received on cell phones and some on regular landline

PROMIES. c...iiiiieiiteete ettt re e re e e s sre e e s sssareeeessnsnneas 2
Very few or none are received on cell phones........................ 3
Don’t know/refused (VOL).....ccoceevieeieeecieecieeeeeevveee e 9

24 What is your age? (DO NOT READ LIST.)

L8376 1<) TS 1
T80 24ttt e 2
2510 29..uiiieeiieeete ettt a e ae e e 3
B0 10 B4ttt 4
3510 3.ttt 5
A0 0 Aottt 6
A5 10 49..uiiieieeieeeete ettt st ae st naeen 7
50 0 5ottt 8
5510 5.ttt 9
S R o T S USSR 10
65 10 6.ttt sttt 11
TO O 7ottt sttt ettt sttt st ens 12
7510 79 uieteetieeeeieeteete et eteeteste st e te e se e s e este st e se e saennneeans 13
B0 10 84t 14
85 aNd OldET.......ceirieieiieeieeee et e e e 15
Don’t know/refused (VOL)....cccovvviieceenrerirciieeeeeiiieee e 99

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

Less than grade SiX.......ccecceeeveeerierniiernieennieeneeeeeesneeeesssveeens 1
Grade SiX t0 €1GhL.....ccccuiiieiieieeiieeeciee et 2
Some high SChOOl........ccceiiiiiiiiiieeeeee e, 3
Completed high School..........cccoeviiriiiiiiiiienieeieee e, 4
Completed GED.......ccceoiiiirrienieneeneeeeeeee e e 5
Some college or trade sChoOL..........cccoveevieerciierieecieecieee s 6
Completed COLIEEE.......cccuviiieiriieeieecee e ere e vre e e 7
Some post graduate or professional school................cceec....... 8
Completed graduate school or professional school................. 9
Don’t know/refused (VOL)....cccouevvieeveiererinciieeeeeriieee e e 99
26. Would you describe yourself as...
Hispanic Or LatiNO.......cceiveeruieieiiriiiieeeeieeeieeeeeeeeeeee e e eeeeeeee s eeeeeeeeeeeeee 1
Not Hispanic or LatiNO.........cceieeeiiieerireiiieeeenieiiieeeeseeeireeeesseeeveeeeeeseeenne 2
Prefer NOt 0 ANSWET.......cccueeierieieeieeteete ettt ettt ettt as 9
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ASK IF Q26=2 OR 9

27. Would you describe yourself as (ACCEPT MULTIPLE ANSWERS)...

American Indian or Alaska NAtiVe........ccccveeeeeeiivreeeeeeirervreeeererenans 1
N3 - | 1 USSR 2
Black or African AMETiCam..........covcveeieieiiiiieeeeeieirreeeeeeseiieeeeeesssareesesannns 3
Native Hawaiian or Other Pacific Islander.............cccoevuveeeeiviivrrvenennnnnnn. 4
WL, .ottt e eeee e e e e eenaareeeeeenatareeeeeennnn 5
Prefer NOL 10 AIISWOT ... . .ueeeeeeeeeeeieeeeereeeeeeeeseeesssareeeeeeeeeeeeeeeseesseeenes 9

[PROVIDE THE NUMBER OF RESPONDENTS WHO
SELECTED ONLY ONE CATEGORY SEPARATELY
FOR EACH CATEGORY AS WELL AS DETAILED

DISTRIBUTIONS, INCLUDING ALL POSSIBLE.........

28. Approximately how many years have you been receiving your VA benefit payment?

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

29. RECORD LANGUAGE INTERVIEW WAS CONDUCTED IN.

ENGLiSh..ceiiiii ettt 1
) 012101 1] 1 PR 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?

| T0) s L= PPN -y -
(@] 21 Y AN ol Y [T
IS 7 L= USRS o
ROGIOM: ettt ettt e e et e e s et e e s s .
DATE OF INTERVIEW......oiiiiittiiie ettt eeeaaaee e e s ssaaaeesese e s e e e /710

Thank you again. Goodbye.
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