2022 Annual Consumer Survey

The Lifeline program and the Affordable Connectivity Program (ACP) serve a vital role in
providing low-income Americans with affordable access to essential communication
services. Between November 21 and December 8, 2022, the National Lifeline
Association (NaLA) surveyed more than 60,000 customers who use the Lifeline and/or
ACP program about who they are and how they use the programs.

Survey results indicate that low-income
consumers use Lifeline and/or ACP service to
connect to family and to access other
government programs, healthcare, jobs and
online education.

Consumers rely on subsidized mobile

broadband access to participate equally in all &/

facets of daily life.
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What is the single most important part of the Lifeline and/or
Affordable Connectivity Program (ACP) service you receive?

Making and Receiving
Calls (Talk)

Sending Text Messages
(Text)

Using the Internet (Data)

They are all equally
important

0% 20% 40% 60% 80%

Consumers pick voice as the most important form of communications;
though respondents value access to voice, text and data equally. Nearly

80% say access to voice, text and data are equally important. Voice and
text are as essential as broadband to low-income consumers.
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For what purposes do you and your family use your Lifeline and/or
ACP Talk, Text, and Data services (check all that apply)

Online education (ex:
children's remote school,
online training courses)

Remote work or access to
job opportunities (ex: work
from home, applying for jobs)

Healthcare (ex: telehealth
doctor visit, access pharmacy
services)

Connect with family and
friends (ex: social media,
news, learning about events)

Engage with community (ex:
social media, news, learning
about events)

Access to government
services (ex. accessing
government benefits)

0% 25% 50% 75% 100%

Low-income consumers use Lifeline and/or ACP service to connect to family and to access
other government programs, healthcare, jobs and online education. Consumers rely on
subsidized mobile broadband access to participate equally in all facets of daily life.

e Nearly two-thirds of all Lifeline/ACP subscribers use their service to connect to
government programs
e Nearly two-thirds of all Lifeline/ACP subscribers use their service to access healthcare
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Which quantity of talk minutes for voice service is enough each
month to ensure you and your family can make and receive calls as
needed every month?

250 minutes
500 minutes
750 minutes

1000 minutes

More than 1000 minutes

0% 25% 50% 75%

Low-income consumers want to be sure that they have access to voice
service all month long. Reduced support for voice service and the ban on

access to a voice dialer on an ACP supported connected device are at odds
with consumers’ needs.
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Which quantity of data for internet service is enough each month to
ensure you and your family can access online services as needed?

2 GBs

45 GBs .

6 GBs

10 GBs

20 GBs or more
0% 20% 40% 60%

Low-income consumers want to be sure that their households have access
to broadband service all month long. Benefits with one-per-household

limits leave multi-person households at a disadvantage.
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S
Do you agree with the following statement — "l try not to use all of,
or nearly all of, my allotted data because my data is capped and |

want to make sure | have access to download toward the end of the
month if | need it and | can't afford to purchase more."

Agree

Disagree

0% 25% 50% 75% 100%

More than 90% of low-income consumers ration their data usage to ensure
they have access all month long. Low-income household usage is not

reflective of low-income household broadband data needs.
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Which would you prefer?

To receive a plan with
more data by applying
Lifeline and ACP
discounts to a single
device and service; or

To receive two smaller
plans with less data on
two separate devices

0% 25% 50% 75% 100%

More than 90% of low-income consumers prefer to combine Lifeline and

ACP support in order to get more robust service plans on a single device.
Consumers should be free to combine available Lifeline and ACP benefits -
a practice that is currently prohibited only in California.
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Which service best meets the broadband/internet access/data needs

of your household?

Mobile wireless service,
including hotspot
capability

Fixed service, including
cable, fiber, and DSL

Both mobile wireless and
fixed

0% 20% 40% 60%

More than half of those surveyed said they would choose to have mobile
and fixed broadband service if they could afford both, but 43% said mobile

wireless services best meet their household needs. Only 2.5% of those
surveyed say fixed broadband alone would suffice.
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If you received a device subsidized by the Emergency Broadband
Benefit or the ACP, for what purpose did you use the device (check
all that apply)?

Online education

Remote work or access
to job opportunities

Healthcare

Connect with family

Engage with community

Access to government
services

| did not receive a device
subsidized by ACP (or
the EBB)

0% 25% 50% 75%

More than half of subscribers use their ACP-supported connected device
to connect to healthcare, government services and family. More than a

third of subscribers use their ACP-supported device to connect to
community, remote work or access to jobs, and online education.
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| am not able to afford any additional monthly payments toward my
Lifeline and/or ACP service.

True

False

0% 25% 50% 75% 100%

Nearly 95% of Lifeline/ACP subscribers say they are unable to afford a
co-pay for their monthly service. Free service offerings are the most

effective means of ensuring that low-income consumers can get and
stay connected.
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Are you currently employed?

Yes — full-time
Yes — part time
No — unemployed
No — retired

No — disabled
Other

Prefer not to say

0% 10% 20% 30%

More than two-thirds of Lifeline/ACP subscribers are unemployed,
disabled or retired. Fewer than 10% of Lifeline/ACP subscribers have

full-time employment.
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What is your approximate annual household income?

| do not have an income
$20,000-$30,000
$30,000-$40,000

More than $40,000

0% 10% 20% 30% 40%

At least 60% of Lifeline/ACP subscribers live below the poverty line,

with annual household incomes of less than $10,000.
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Do you currently have a debit and/or credit card?

Yes

0% 20% 40% 60%

Most Lifeline/ACP subscribers have neither a credit card nor debit card.
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Do you currently have a checking or savings account?

Yes

0% 20% 40% 60%

Most Lifeline/ACP subscribers are unbanked.
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Which of the following best describes your race/ethnicity?

Asian

Native Hawaiian or other
Pacific Islander

Black or African
American

Hispanic or Latinx

Native American or
Alaskan Native

White or Caucasian

Multiracial or Biracial

A race/ethnicity not
listed here

Prefer not to answer

0%
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With which gender identity do you most identify?

Female

Male

Transgender Female

Transgender Male

Non-Binary/Non-
Conforming

A gender identity not
listed here

Prefer not to answer

0% 20% 40% 60%
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What is your current age?

Under 30 years old

30-39

40-49

50-59

Above 60 years old

Prefer not to answer

0% 5% 10% 15% 20% 25%
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