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When you are finished with this page, please click the arrow at the bot-
tom right of the survey to move on to the survey questions.

take place in the federal judicial district where you reside. At your request, {c) This Asbitration Provision shall survive repayment of your extension of
we will advance your fiing and hearing fees for any Claim you may file crodit and temination of your Account. This Arbitration Provésion shall be
against us. I you prevail on ynnr Claim, we will pay your arbitration costs govemed by federal law, including the Federal Arbitration Act, and by

and fees, other th ert and witness fees and expenses. We law, without regard to its intemal conflict of law principles, to the uum
il alow pa sy foe or Axpronves, it Bpplorble s requires S o pay. such state law does not conflict with federal law or this Arbitration
The arbitrator shall apply appiicable substantive law consistent with the Provision. Notwithstanding any language of this Agreement to the contrary,
Federal Arbitration Act, 9 US.C. §§ 1 through 16, including but not kmited should any portion of this Arbitraion Provision be held invalid or
to applicable statutes of [mitation, and shall honor claims of privilege umnioccaskia by 8 comtor st liody of competmt jurl ichon. thin
recognized at law. Judgment upon the award rendered by the arbitrator e Arbitration Provision shall be automatically terninated and all other
may be entered in any court having jurisdiction. nnwlslons of this Agreement shall remain in full force and effect.

YOUR BILLING RIGHTS

Keep this document for futire use. This nofice tells you about your rights and owe. If you receive our explanation but st beieve your bill is wrong. you
our responsbilibes under 1o Fair Credk Billing Act. st wite to s within 10 days teling us fiat you still refuse to pay. If you
0 50, we cannot report you as delinquent without aiso reporting fiat you
What to Do If You Find a Mistake on Your Statement: are questioning your bill. We must tell you the name of amyone to whom
f you think there is an error on your statement, call or write to us. wo reported you as delinquent, and we must let thoss organcatons knaw
when the matter has been settied between us.
In your letter or call, give us the following informaton
« Account information: Your name and Account number 1f we do not follow all of the rules above, you do not have to pay the first $50 of
 Dollar amount: The dollar amount of the suspected error the amount you gueston aven if your billis corract.

« Description of problem: If you think there is an emor on your bil,

describe what you bebieve is wrong and why you believe itis & mistaks. Your Rights If You Are Dissatisfied With Your Credit Card Purchases:

If you are dissatisfied with the goods or services that you have purchased wifh
your Card, and you have tied in good faith to correct the problem with the
= Within 60 days after the error appeared on your statement merchant, you may have the right not to pay the remaining amount due on the
« Atleast 3 busness days before an automated payment is scheduled, if purchase. To use this night, all of the following must be true:

you want 1o stop payment on the amount you think is wrong. 1 The purchase must have been made in your home state or within 100
miles of your current mailing address, and the purchase price must have

You must contact us:

¥What Will Happen After We Receive Your Letter or Call: been more than $50. (Note: Ne#her of these are necessary # your
When we recewe your letter or call, we must do two things: purchase was based on an advertisement we mailed to you. or if we own
1 Within 20 days of raceiving your letter or call we must tell you that we the company that sokd you the goods or services.)

2

received your letter. We will also tell you if we have already corrected the

error. 2 You must have used your credit card for the purchase. Purchases made

Within 00 days of receiving your letter or call, we must either comect the with cash advances from an ATM or with a check that accesses your credit

emor o explain 1o you why we believe the bill is comect  While we card Account do not qualify.

mesdGete whether of not there has been an eror. 3 Youmustnot yet have fully paid for the purchase.
Ws cannot try to collect the amount in question, o report you as
delinguent on that amount

- The charge in question may remain on your statement, and we may
continue to charge you interest on that amount

«  While you do not have to pay the amount in queston, you are
responsile for the remainder of your balance.

*  We can apply any unpaid amount agamnst your Credit Limit

If all of the criteria above are met and you are sl dissatisfied with te purchase.
contact us in writng. While we investigate, the same rules apply to e disputed
amount as discussed above. Afer we finish our investgation, we wil tell you our
decision. At that pont, # we think you owe an amount and you do not pay, we
may teport you as delinquent.

SPECIAL RULES FOR CREDIT CARD PURCHASES DO NOT APPLY TO

After We Finish Our Investigation, One of Two Things Véill Happen B o LA L 1O

If we made a mistake, you will not have to pay the amount in question or
anyinterest or other fees related to that amount TRANIFER GHECKS
If wa do not bekeve there was a mistake. you will have © pay the amount
& gledon, along with applcable interest and fees. We will send you a

tement of the amount you owe and the date payment is dus. We may
e report you as delinquent # you do not pay the amount we think you

The credit card contract you just saw said many things. We would
like to know what you remember. Please put down a word or
phrase for five items you recall. You do not need to repeat the
actual words. For example, if you remember seeing the annual
fee term, you can simply write “annual fee.” If you don’t remem-
ber five items, please mention as many or as few as you do re-
member.256

How much of the contract did you read and understand?

OAll of the contract.

OMost of the contract.

oSome of the contract.

OVery little or none of the contract.

256. In the version of the survey given to the Qualtrics respondents, the demographics
questions (Q 29-30, Q35-39 appeared at this point, and the remaining questions appeared
after the demographic questions.
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If you wish to say more about your answer, you may do so here:

Suppose after you paid your credit card bill, you realized the credit
card company overcharged you. The credit card company, how-
ever, believes it has not overcharged you and refuses to give you
your money back. Under the terms of the contract you just saw,
would you have the right to sue the credit card company in small
claims court?

oYes
oNo
ol don’t know.

If you wish to say more about your answer, you may do so here:

Suppose after you paid your credit card bill, you realized the credit
card company overcharged you. The credit card company, how-
ever, believes it has not overcharged you and refuses to give you
your money back. The dispute is too large to be decided by a
small claims court. Under the terms of the contract you just saw,
if the amount of the dispute was large enough, would you have a
right to have a court decide the dispute even if the credit card
company didn’t want a court to decide the dispute?

oYes
ONo
ol don’t know

If you wish to say more about your answer, you may do so here:

Suppose after you use the credit card, the credit card company says
you owe them more than you think you owe them. Suppose also
you refuse to pay the amount they say you owe, and they bring a
claim against you to collect that amount. Assume the dispute is
too large to be decided by a small claims court. Under the terms
of the contract you just saw, would you have a right to a jury trial
if the amount was large enough?

oYes
oNo
ol don’t know
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Q10: If you wish to say more about your answer, you may do so here:

Q11: If you and the credit card company have a dispute that is too large
to be brought in a small claims court, did the contract you just
saw say you have agreed to arbitrate it?

oYes
ONo
ol don’t know

Q12: If you wish to say more about your answer, you may do so here:

Q13: Suppose that you and many other consumers had the same kind
of dispute with the credit card company. Under the terms of the
contract you just saw, could you be included with the other con-
sumers in a single lawsuit (that is, a class action) against the credit
card company?

oYes
OoNo
ol don’t know.

Q14: 1If you wish to say more about your answer, you may do so here:

Q15: Before you use a credit card, the company should provide you
with a contract like the one you just saw. If the contract is the
same length as the one you just saw, we would like to know how
much time you would spend reading it. Which of the following
is true?

ol would probably not read the contract.

ol would probably spend a minute or less reading the contract.
ol would probably spend more than one minute but no more
than three minutes reading the contract.

ol would probably spend more than three minutes reading the
contract.

ol don’t know.
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If you wish to say more about your answer, you may do so here:

Q17: We will now ask you some general questions about your own un-

018:
019:

020:

021

derstanding and personal preferences about consumer contracts.
Before entering into a contract, do you look to see if the contract
says you have to arbitrate any disputes and can’t sue the com-
pany?

oYes
OoNo
oSometimes

If you wish to say more about your answer, you may do so here:

Suppose you agreed to a credit card contract that included a
properly-worded clause saying that if you and the company had
a dispute, you couldn’t sue them in court but that disputes could
be resolved only in arbitration. You think the credit card com-
pany has overcharged you by $5,000, but the company disa-
grees. How likely do you think it is that a court would throw out
the arbitration clause and decide your dispute?

oVery Likely
oLikely
oUnlikely
oVery Unlikely
ol don’t know.

If you wish to say more about your answer, you may do so here:

Suppose you had agreed to a credit card contract that included a
properly-worded clause saying that if you and the company had
a dispute, you couldn’t sue them in court but that disputes could
be resolved only in arbitration and the arbitrator’s decision is
final. Just as in the last question, you think the credit card com-
pany has overcharged you by $5,000, but the company disa-
grees. Assume also you brought an arbitration proceeding
against the company and the arbitrator decided against you and
ruled you had to pay the $5,000. Assume that the arbitrator had
unintentionally made a mistake about the law and so ruled
against you, but that otherwise had conducted the arbitration
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METHODOLOGY:
DEMOGRAPHIC COMPARISON OF SURVEY PARTICIPANTS
COMPARED TO BROADER U.S. POPULATION - AGE

FIGURE 2258
Age Survey U.S. Adult
Participants Population
18 to 20 years 5.2% 4.1%
21 to 44 years 37.1% 31.9%
45 to 64 years 40.9% 26.5%
65 years and over 16.8% 13.4%
Age
45
40.9 = Survey Participants
40 .
371 #U.S. Adult Population
35
- 30 26.5
S 25
(&)
820
15
10
5.2
5 | 4.1
18to 20 yrs 21to44yrs 45to64yrs 65 yrsand
Age over

258. See U.S. CENSUS BUREAU, AGE AND SEX COMPOSITION IN THE UNITED STATES:
2012, http://www.census.gov/population/age/data/2012comp.html (last visited July 24,
2014).

In assessing age, the U.S. Census reports that for those U.S. citizens old enough to
qualify for credit cards, 4.1% are 18 to 20 years old, while in our study 5.2% of the partici-
pants were 18 to 20 years old. Further, 31.9% of U.S. citizens old enough to qualify for
credit cards are 21 to 44 years old, while 37.1% of the participants in our study were 21 to
44 years old. 26.5% of U.S. citizens old enough to qualify for credit cards are 45 to 64 years
old, while 40.9% of the participants in our survey were within this age range. Finally, 13.4%
of U.S. citizens old enough to qualify for a credit card are 65 years old and over, while 16.8%
of the participants in our survey were 65 years old and over.
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METHODOLOGY:
DEMOGRAPHIC COMPARISON OF SURVEY
PARTICIPANTS COMPARED TO BROADER
U.S. POPULATION — INCOME

FIGURE 3259

Income

Survey Participants ###

Less than $24,000 27.1%
At least $24,000 but less than $51,000 27.1%
At least $51,000 but less than $81,000 22.2%
At least $81,000 but less than $144,000 17.4%
At least $144,000 6.2%

U.S. Adult Population

Less than $25,000 24.3%
At least $25,000, but less than $50,000 24.3%
At least $50,000, but less than $80,000 20.3%
At least $80,000, but less than $150,000 21.3%
At least $150,000 9.5%

259. See CRAIG K. ELWELL, CONG. RESEARCH SERV., RS20811, THE DISTRIBUTION OF

HOUSEHOLD INCOME AND THE MIDDLE CLASS 2 (2014),
https://fas.org/sgp/crs/misc/RS20811.pdf (last visited Aug. 19, 2015).
Next, when testing for income, 24.3% of the American adult population reports making less
than $25,000 a year, while 27.1% of the participants in our survey reported reports making
less than $24,000 a year. Additionally, 24.3% of the American adult population reports
making at least $25,000 but less than $50,000 a year, while 27.1% of the participants in our
survey reported making at least $24,000 but less than $51,000 a year. 20.3% of the American
adult population report making at least $50,000, but less than $80,000 a year, while 22.2%
of the participants in our survey reported making at least $51,000, but less than $81,000 a
year. 21.3% of the American adult population reports making at least $80,000, but less than
$150,000 a year, while 17.4% of the participants in our survey reported making at least
$81,000, but less than $144,000 a year. Finally, 9.5% of the American adult population
reports making at least $150,000 a year, while 6.2% of the participants in our survey reported
making at least $144,000 a year.
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METHODOLOGY:
DEMOGRAPHIC COMPARISON OF SURVEY PARTICIPANTS
COMPARED TO BROADER
U.S. POPULATION - LEVEL OF EDUCATION
FIGURE 4260
Survey U.S. Adult
Level of Education Participants Population
Did not graduate from high
school 11.4% 12.6%
High school graduate or
GED 30.1% 29.5%
Some college or post-sec-
ondary work 29.1% 29%
College graduate 19.3% 18.7%
Post-graduate work 10.1% 10.2%

260. See U.S. CENSUS BUREAU, EDUCATIONAL ATTAINMENT IN THE UNITED STATES:
2013 - DETAILED TABLES, http:/www.census.gov/hhes/socdemo/educa-
tion/data/cps/2013/tables.html (last visited July 24, 2014).

Lastly, when examining the highest level of education achieved, the U.S. Census finds
that 12.6% of the U.S. population over the age of 18 years old did not graduate from high
school compared to 11.4% of the participants in our survey. 29.5% of the U.S. population
reports having graduated from high school, or getting a GED, compared to 30.1% of the
participants in our survey. 29% of the U.S. population reports having done some college or
post-secondary work compared to 29.1% of the participants in our study. 18.7% of the U.S.
population reports having graduated from college compared to 19.3% of the participants in
our study. Finally, 10.2% of the U.S. population reports having done some post-graduate
work compared to 10.1% of the participants in our study.
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CONSUMER UNDERSTANDING OF ARBITRATION:
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How Much Time Did The Survey Participants Typically Spend Read-

15]

FIGURE 6

Before you use a credit card, the company should provide you with a
contract like the one you just saw. If the contract is the same length as
the one you just saw, we would like to know how much time you would

WHIMSY LITTLE CONTRACTS

ing Similar Contracts?

spend reading it. Which of the following is true?

1 | I would probably not | Would not | 9% 58
read the contract. read

2 | I would probably spend | A minute or | 19% 127
a minute or less reading | less
the contract.

3 | I would probably spend | 1 -3 minutes | 28% 187
more than one minute
but no more than three
minutes reading the
contract.

4 | I would probably spend | 3+ minutes 40% 269
more than three minutes
reading the contract.

5 | Idon’t know. I don’t know. | 4% 27
Total Total 100% | 668

Q15: How much time would you spend reading the
contract? (N=668)

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

19%

9%

Would not A minute or

read

less

1-3

minutes

3+ minutes Idon’t
know.
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CONSUMER RECALL OF CONTRACT TERMS:
Which Items Did Survey Participants Mention They Recalled After
They Read The Contract?

FIGURE 7a

Top 20 Items Survey Respondents Mentioned Recalling from Their
Sample Contract

TOTAL | TERMS
1 487 Interest Rates (Unspecified)
2 346 Annual Fee
3 147 Late Fee
4 88 Travel Fee
5 43 Unspecified Fee(s)
6 33 Cash Advance Fee (Unspecified)
7 32 Balance Transfer Fee
8 30 Overlimit Fee
9 26 Cancellation
10 24 ATM Fee
11 24 Balance Transfer
12 24 Overdraft Fee
13 23 Foreign Fee
14 23 Minimum Payment
15 21 Billing Rights
16 18 Arbitration *
17 17 Credit Limit
18 16 Cash Advance
19 16 Convenience Checks
20 16 Lost/Stolen Card

* Only 18 respondents explicitly referred to arbitration, though five
other cited items that seem drawn from the arbitration, clause: “class
action info,” “you or we can’t go to jury or trial,” “federal court
decision for disputes,” “You do not have a right as a representa-
tive...,” and “JAMS as a contact.”
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CONSUMER RECALL OF CONTRACT TERMS:
Which Items Did Survey Participants Mention They Recalled After
They Read The Contract?

FIGURE 7b

Top 20 Items Survey Respondents Mentioned Recalling from Their
Sample Contract

TERMS

Interest Rates (Unspecified)
Annual Fee
Late Fee
Travel Fee
Unspecified Fee(s)
Cash Advance Fee..
Balance Transfer Fee
Overlimit Fee
Cancellation
Overdraft Fee
Balance Transfer
ATM Fee
Minimum Payment &
Foreign Fee
Billing Rights
Arbitration *
Credit Limit
Lost/Stolen Card
Convenience Checks
Cash Advance

0 100 200 300 400 500 600

* Only 18 respondents explicitly referred to arbitration, though five
other cited items that seem drawn from the arbitration, clause: “class
action info,” “you or we can’t go to jury or trial,” “federal court deci-
sion for disputes,” “You do not have a right as a representative...,” and
“JAMS as a contact.”
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CONSUMER UNDERSTANDING OF THE CONTRACTS:
Do Survey Participants Understand That They Have Entered Into An
Arbitration Contract?

FIGURE 8
Q11 If you and the credit card company have a dispute that is too

large to be brought in a small claims court, did the contract you
just saw say you have agreed to arbitrate it?

Yes 42.7% | 285
2 No 8.5% 57
3 [ don’t know 48.8% | 326

Total 100% 668

Q11: If you and the credit card company have a dispute
that is too large to be brought in a small claims
court, did the contract you just saw say you have
agreed to arbitrate it?

60%

48.8%

50%

40%

30%

20%

10%

0%

Yes No | don't know
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CONSUMER UNDERSTANDING OF THE SAMPLE CONTRACT:
Do Survey Participants Understand That Under the Sample Con-
tract, They Are Precluded From Court Adjudication?

FIGURE 9

Q7: Suppose after you paid your credit card bill, you realized the credit
card company overcharged you. The credit card company, how-
ever, believes it has not overcharged you and refuses to give you
your money back. The dispute is too large to be decided by a small
claims court. Under the terms of the contract you just saw, if the
amount of the dispute was large enough, would you have a right
to have a court decide the dispute even if the credit card company
didn’t want a court to decide the dispute?

1 Yes 49% 326
2 No 14% 91
I don’t know 37% 250
Total 100% 667

Q7: Would you have a right to have a court decide the
dispute? (N = 667)

60%
49%

50%

40%

30%

20%

10%

0%

Yes No | don't know




