
DOCKET NO. 

REQUEST TO ESTABLISH DOCKET 

D~te 4/8/91 

L Division .._/Staff.._ Oivisi.al of O::nsuner Affairs I Naocy Pruitt 

2. OPR Ieqal. 
3. OCR camunicati.als (Rc:'ban Nortal), Cbnslmler Affairs (Pruitt) 

•· Suu .. ted Docket Title Ccnplaint of GHF Associates against Southern Bell 

~ tbe billing far ESSX service. 

} 5 . Suggested Docket Mailing list (attach separate sheet if necessary) 

A. Parties (Provide na-es of regulated ca.panies; provide na.es and addresses of nonregulated 
rea.panies) · 

Mr. Steven Gray 

GHF Ass:>ciates 

145 Mi:Peira Ave. 

Coral Gables, FL 33134 

8 . Interested.Persons/Ca.panies (Provide n ... s and c~lete ~iling addresses) 

C. Tht, is a generic proceeding tnd the Interested Persons ~iling list should be exp~nded to 
include the industries checked below: 

__ lnvesto~ed Electrics 
__ Electric Co~ratives 
__ Municipal Electrics 
_____ Gas Utilities 
_ _ Sewer Utilities 

6. Check One: 

X DocUMentation attached. 

Water Utilities 
:====Local Exchange Telephone Cos . 
__ lnterexchange Telephone Cos . 
___ .... Coin-Operated Telephone Cos . 
__ Shared Tenant Telephone Cos . 

Oocu.entation wi ll be provided wi th recommendati on . 

lCI'E: InfOJ:nal Conference already held - Do NCJI' serve utility. 
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AM. MARIE MURRAY 

c-.·-·· (30 '~ S) -447-0001 

"v!YJb '""""'"' ""--'" 33134 ,......, DADE 
---~--

c... (305)-567-1801 
ltHc!IH 

Ac~~----- -~~M~·w------------------------------------
.,.,__!No_ -._1!!!\RQN BASS/TOM WH ITAKER/599-6132 

t. N • .., ........... 

NOTE : THIS -COMPLAINT FAXED TO PROVIDE BETTER DETAIL 

July lQ. _1989 customer had 30 ESSX l i nes install ed & 3 976 lines . In 

Aug. 89 _he decided the ESSX lines were costing him too much per mont h 

& so he called and asked to have them temporari ly suspended . He was 

told this would be done. He later received bill of $14,875 & was told 

SB does not suspend only terminates ESSX service . Mr. Gray ' s argument 

is that if he had been told by the service rep . that suspension was 

not an option he wou ld have left the service on . Instead t he serv ice 

rep . made the dec ision to terminate service which resulted in bill for 

$14,875 . He wis not told any of this at the time he placPd the order 

to have service suspended . He has since paid $6 , 000 toward this bill 

·but still feels he was improperly charged under t he circumstances. 

1/23 , Customer said SB had called him & did not want to sett l e, he 

feels he should have $6 ,000 refunded & no more charges on the $14,875 . 
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REPORT OF ACTION TO: 

Kathryn Oyal Brown 

01/25/ 1991 
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GaP A.SSOCIAfl'ES 
Steven Gray 

Southern Bell 38202P 

January 31, 1991, discussed SB response w/Mr. Gray and e~plained that I had no evidence that 
would allow me to order SB to give him a refund o;- credit the charges he was billed for the 
ESSX service. He disagreed & asked how he might appeal. the matter further & I told him ! 
would write him to explain. See attached cloa·e-out H~tter ./kdb 

2/7 letter received from customer req'ueetina 'tnforaal conferende. Nancy Pruitt to handle. 

2/8 calls placed to customer and to Southern Bell informing thea>_ of receipt o f request. 
Askej parties to try to resolve dispute. 

2/14 Carmen Sola-Llonch of Southern Bell called to report that a meeting had been held 
with customer and another one would be scheduled. Confirmed meeting with customer. 

2/22 Ms. Sola-Llonch called to report that next meeting would be on 2/27. 

2/28 Spoke with customer who said that no agreement was reached with Southern Bell. 

3/1 Called c ustomer and Southern Bell to set informal conference for 3/25. 

3/8 Lette r s e nt to c ustomer with copy to Southern Bell for 3/25 meeting. 

3/ 13 Mr. Geo rge Frazee of So uthern Bell delive red copy of ESSX Service contract, 
1990 c ustomer letters, 10/90 SB letter and review 2/13/91 and 2/27/91 meetings 
with customer. 
Ca lle d SB requested additiona l information on total amount due and previous 
paymen t s. Received information 3/14. Received additional information 3/21. 

3/25 Informal confe r e nce held in Miami District Office of PSC. 

3/27 Post Confe ren ce filing by SB. 

3/29 Post Conference filing by Mr . Gray. 

""' 



GHP ASSOCIATE$ . 
Steven Gray 

Southern Bell 
r-

38202P 

January 31, 1991, discussed SB response w/Mr. Gray and explained that I had no evidence that 
would allow me to order SB to give him a ref\md or credit the charges he was billed for the 
ESSX service. He disagreed & a'sked how he might appeal the matter further & I told him I 
would write him to explain. se:e attached close-out lettei:: ./kdb 

' 
2/7 letter re~eived from customer requestina inforaal conference. Nancy Pruitt to handl•. 

2/8 calls placed to customer and to Southern Bell informing them of receipt of request. 
Asked parties to try to resolve dispute • . 

2/14 Carmen Sola-Llonch of Southern Bell called to report that a meeting bad been held 
with customer a nd another one would be scheduled. Confirmed meeting with customer. 

2/22 Ms. Sola-Llonch called to report that next meeting would be on 2/27. 

2/28 Spoke with customer who said that no agreement was reached with Southern Bell. 

3/1 Called customer and Southern Bell to set informal conference for 3/25. 

3/8 Letter sent to customer with copy to Southern Bell for 3/25 meeting. 

3/13 Mr. George Frazee of Southern Bell delivered copy of ESSX Service contract, 
1990 customer letters, 10/90 SB letter and review 2/13/91 and 2/27/91 meetings 
with customer. 
Called SB requested additional information on total amount due and previous 
payments. Received information 3/14. Received additional information 3/21. 

3/25 Informal conference held in Miami District Office of PSC . 

3/27 Post Conference filing by SB. 

3/2 9 Post Conference filing by Mr. Gray. 
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(JOS) 567-1801 

Ms Nancy Pruitt, 
PUBLIC SERVICE COMMISSION, 
Tallahassee, Florida 

Dear Ms Pruitt; 

March 26, 1991 

CON3UMER AFFAIRS 

I thank you for your extreme courtesy yesterday in 
addressing my complaint against Southern Bell Telephone . 

I am especially troubled by their closing argument which 
stated that they would entertain neither your suggestions, 
nor mine, because to do so would ' reflect negatively' on 
the Company. 

This posture is to say that no degree of error on their 
part would be considered. 'l'he fact that I called and 
ordered a 'suspension' of my ESSX lines from the Customer 
Representative operator at the regular S.B. Business office 
on March 26, 1990 has been acknowledged. The fact that 
the service was very promptly discontinued has not been 
denied. 

S.B. explanatio~: "You should have gone tq your files, 
examined the Agreement which contains somewhere the state
ment that ESSX lines are not suspendable." But they are, 
in a small percentage. Further, in effect , the y have said 
that it was their perogative to alter the suspension order 
to 'terrninat~on'. I did not order termination. They put 
me out o f business with debts I could not pay and to re
install what they terminated would have brought additional 
high expense. And lets not forget that I had 976 lines 
•ngineex:ed in at cons·iderable expense also. 

OOnclusiona A s.a. order-taking operator accepted and acted 
on my suspension request. The fact that this led to a seri e s 
of problems cannot be put at my doorstep. I did not order, 
nor want, nor would I have accepted 'termination'. 

Our inability to cope with S . B. demands and their refusal 
to recognize the facts led t o los ing all telepho ne serv ice 
in my name, or my f i rm's name . I wa s "o ut of bus iness" as a 
v iable entity into which a v e ry s ubstantial sum had been 
invested . 

paid 



10:4S AY • .. 
• 

..,. 011 ftMD' ) 
)II 

orA!UII 01 lUI ) 

·• ~ 

1. .., - J:a 1. 1'1'1• Ooaaa1• aftCI :t u ap1o,ed aca a lerv1oe 

OIMUltat., ..... f10J:i.M lllrkftiDt Depal"QU\•Ioutb Diaviot. I 

..._ )leea , ... 1.,.. ill1:bla ,..iUOft aU.. iiiO. 

Oft 1/21/tO, % ... -l.,.a a nnLoe requut (•IU") ~~ 

diM•Ittlt enin ..X .....U.. % vaa vert tN171"1M41 •i.Dae t bad 

oalr ~ •'-'• taUa -· •· tny, ,_. t:Jaa au, atated he 

a. ...... IIIIDl.C •aOM ae 2/10/tO • 

......... •· -., to ..-ur •t.a .. •n _. 4\ae 

'tr.j···~--!~--·-,.·-.... ··- .....-, ... ..uld 
-~- ...................... tWa, .. 

..U M tu. % fiPIIt W l-- &11 ~ _. H11 IWI ....a 
wt.G .. •n•t•t'- -1'1•· At 110 tiae 414 Jlr. _.., dviftt tbia 

~ •-of tala toUovU.., ~a aupenaion et IIIX 

Mnil$ - • % •tl•ld a --~-to-do MI"Yioe OMu, WiVl 

,. •..... ....... 
tba 1110 ie a I~ vbiab ia u•ed 



p- ~- 0 

Ia ~ •••, tbe fon ,&tefleot:ed 

u _... ouat:•·~" 

only 

... I • 



: •I I 
•• j 

.. . · 

...... ==•u:a 
MAP'S 

9a45 a.m. 

487-0509 

-- :. ' D • cova •wz _____ 4.._ ______ _ 

-



to • 

......--lf 3 u • aau. •~ a. tnr•• l.ooat10ft oft Cay ot 

-~. 

vasa .wue aua .--. (}Jr: ~ 
. S • alai 

IIDU 10 IIID RUCIUID llefozoe M thia ;ill£ clay of ~, 
..t 
.;. . -.. 

·- , . 

,· 

- a • 

.,. -· 



' . . . 

March 20, 1991 

Hearing requested by: 

STEVEN M. GRAY, dba, 
GRAY & COMPANY 

TO THOSE ATTENDING THE 
MEETING AS REPRES ENTATIVES 
OF THE FLORIDA PUBLIC SERVICE 
COMMISSION , and SOUTHERN 
BELL TELEPHONE COMPANY 

145 Madeira Avenue 
Coral Gables, Fl. 33134 

305-567- 1801 

During January 1989 an associate and myself develop
ed a technology which would , in our opinion , play a 
very significant role i n solving crimes of every 
type·and dimension. It would , by necessity, use 976 
and ESSX lines. 

Virtually everything about the system we would use 
would have to be designed and built . A r ecording 
studio facility would be necessary, and high-speed 
duplication equipment would be required . 

We called it REWARDS. To insure that the premises 
of this concept were practical we discus sed it with 
the FBI, Secret Service, DEA, CIA, Coast Guarc, Jus~
ice, Dade and Metro Police departments. 7he previous 
Chief of Police Clarence Dickson joined as working 
partner. 

All was in readiness in July 1989. 

'l'elevision commercials were written and produced, air 
time was contracted. A staff of o ffice pe r sonnel was 
hired and tra ined. A professio nal radio/ te levisio n 
announcer was employed full - time . Engineer s were o~ 
staff to design , test and connect the myriad pieces . 

Southeast Florida would be our testing grounds before 
putting the same equipment into other cities . Because 
it could be a vi tal factor i n the solvi~g of crimes 
from murder, rape, robbery , arson , t o s imple assaults 
its value to any c ommuni ty would be immeasurable . 

We were experiencing technical delays a nd e xpenses 
not anticipated , so en March 26, 1990 I c alled the 
Business Office of Southern Bell and a s ke d for a sus
pensio n for about two months u f our ESSX lines . The 
order was taken and service wos d~scc nnec ted t~P. next 
day. I was no t informed that ' suspension ' was no t 
allowed under the tariff , nor wa s I told that thi s 



. . . . 
Page Two. PSC/ BELL 'REWARDS' 

order would be surplanted with 'termination '. Nor 
was I advised that such would incur a charge of $9 , 980. 

ing 
The purpose of seek/a temporary suspension was t o pro
vide a small financial relief of perhaps $2500. Under 
no circumstance would I stop the process of business , at 
such a cost, then be faced with the considerable expense 
of reinstituting service. 

This error on the part of Southern Bell brought about a 
series of other important factors. Under the threat of 
losing our business lines I consented to a series of 
payments . When this became excessively burdensome all 
service was disco nnected , including the four 976 lines 
for which I had invested more than $5000, including 
engineering of these lines to Coral Gable s and deposits . 

Work was stopped on REWARDS . Soon the project was 
relegated to good ideas that were not to be . To continue 
our business existance we emp l oyed a business agent and 
placed him in our adjacent office. He obtained two 
telephone lines (567- 1578 and 567- 1801 ). In due course 
Southern Bell elected to put the remain ing balance of 
Gray' Company (actually GHF Assoc.) onto his statements ! 

At the time of placi ng the order for 30 ESSX lines I was 
not informed that this service was available o n a month
to-month basis. For a fledgling, start-up company this 
would have been immediately accepted rather than a 3- year 
committment. 

On March 5, 1990 I delivered a total payment of $1000. 
to Sears, Coral Gables to be applied to my account . The 
receipts are herewith . This was not ackno wledged in any 
of the subsequent statements. 

The total sum paid to S . Bell from the inceptio n of the 
ESSX service until its termination and disconnecti on of 
all business lines was $15 , 197 . 89. Th is sum is ex~lusive 
of regular telephone charges. It does no t include the 
unpaid portion which S . Bell continues to add t o JOHN 
FITZGIBBON account of $8,748 . 7~. 

I want to be made whole with respect to this sum of $15,1 9 7. 
and to receive cancel lation of the $8, 748. Add i tionally, 
I want to have my original 447-0000, 447 - 0001 , and 447-0002 
re-installed without additiona l expense. 

STEVEN M. GRAY 



• ~ . 

REWARDS, in its start -up phase would require four 

976 lines and 30 ESSX lines, four rotary groups. These 

were ordered i n July, 1989. 

PAYMENTS made to S. Bell: 

November 1989 
December 1989 

January 1990 
February 1990 
March 11 1990 
March 
March 
March 
April 

26, '90 
28 I 90 
5, 199 0 

1990 

May 11, 1990 
May 1 1 , 19 9 0 . 

June, July, 
August, Sept. 

$ 2,500.00 
.3,451.7 0 

. 2 , 486.28 

. -0-
. 1,23 5. 58 

Order to suspend 
. Lines discon nected (ESSX) 
. l,on o . (Sears) 
. S.B. bill i ng : $9,98 0 .81 

(Item ~1 07 ' Mes s . Recording 
Die.) 

.1,250. 00 
.Final SB bill: $12,774 .3 3 . 

.Total of $3,27 4 .33 was paid 
on the t e rminatio n c harge 
of $9,98 0 .81. 

November 1990 ... .All 976, 30 ESSX and 447-
0000 , 0001 , 0002 were ,us
connected . 

November 25, 1990 .. The remaining debt balance 
was trans f erred to JOHN 
F ITZGI BBON account . 

REWARDS was out o f busine ss. 

$ 15 , 197 . 89 to t al paid 
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llarola 21, 1111 

•uoF Pruitt 

Car .. n 8ola-Llonch 

QD Aeaooiatea 

@ 
Southern Bel 

~ ,_..tGe llure~U.~ 
- N.W. 11111 A~ "'-".,. 
t.llml, FlorlcSa 33, 2111 
(SOl) atl).4818 
, ..oo.l21 -4U7 

L1eted below ie the intor•ation you requeated on 3-19: 

P0 2 

1) IIIII oea•raot waa a~ed on 3-89; inatallat!on waa et!ected on 
J•lt, .. ~ no recorda of why it waa not done iamediately 
after ooetreot waa ai~ed; e~uipmant waa d1eoonnected on 
a-·ao-to. 

2) MoDtblF ra~ of ooatraot: •790.83 
loDtblF ra-. without a contract: t1078.58 

S) IXplaaatloa of credit in the a•ount of $1235.58 appearins on 
\be 1-11 -ill (441-0001) : 

2·11 ltlll utal 

h14 
lelaace 

a-11 bill toul 

Paid on 2•1t 

Oil ·-· on a-a 
'ot 

lalua. 

*2471 . 34 (included outetandi~ balance 
troa 1-11 bill in the amount of 
.12&3 . &8) 

236.58 
.2242.78 

.2486 .04 

-235.&8 
-726 . 00 
-276.00 

-123&.&1 
11261 .68 

(included tha 1-11 outetandina 
balance) 

Jo liON .. FIMDH ••r• aad• until the final bill waa rendered on 
4- 17 . •taal bill total wae $12774 . 33 . Cueto•er paid on 5- 8 
tt2T4.33, l .. •tnc a balance of t11500 . 00 . 

4) Wi~b reaarda to wae tha eueto••r be1n• adviaed he had th• 
option of pa~ift& a aonthly rate va . ei&ninc a contract , ~e are 
•till 1D•••t1aatinc. 

.. 
• 



Karcb 14, 1t$H 

KIIIORAMDOl!J fO : 

hOM: 

II : 

M&Qcy Pruitt 

Car .. n Sola- Llonch 

GRJ Aaeociate• 

@ 
Southern Bel 

S9edll ~ 8\#r...., 
6M N W 7~ AvertUe 
Room 104 
Mllm!. Aonda 33128 
(306) 2$3-481~ 
1 -t00-)21·4327 

Ae requ_eet•d. on 6-1 1- 90, Mr . "Gray taxed a payment schedula to 
Collecrtione outlioinc hotf he planned to clear hie out•tandi n• 
balaaoe oaa 441-0001 (aee attached letter) . The paymenta would 

· etat't oo 1- 1-10 throuch 12-1-90, totallina $11 , 500.00 . Hr . Gray 
••4• tbr .. eob~ul~ par-enta totallinc 13,2bO.OO, on 6-1 , 
7-'1, ad 1-l. 

On 10 5-to. a letter waa aent to Mr . Gr" ' adviaina him we were 
t~anaterr~ the outetandinc balance of $8,213 . 75 to hh other 
vorkina ••~toe (lt?-1111) . The .. ount waa broken into 4 eQu~l 
i netallaeDta . Pa,..Dte were to atart on 11-90 . 

Cn . 10~2& , ~ receipt ot our letter , 1 Gray called the 
Colieotlon Cen~er . The letter va• diaou•••d and he a ccepted the 
t~anafer of o~r•••· No payaenta have been etteoted einoe then 

3J,\'J,S t 1 r VJ 'i _: ,.:l 
.... : . lj 
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ADDitESS t 

IY: 
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Thia tereement 11 effective when ext~uttd by tht Subscr1btr and 
acctpttd br the Telephone Compan~ and is subject to and contro11td b~ 
the prov1s1ons of tht Compan1'• ,.w,ull1 f11td tar1ffs, 1nc1ud1ng any 
changes thtrt1n •• m~y bt m.d• fr~ t1me to t1mt . 

With the written perm11s1on of Southern Bell 1 tubacr1btr may assign 
the plan to another subscr1btr subJect to the prov111on1 of the 
CG~~~Panr t&r1ff . 

UO ICdtira Av 

Strttt Number ' aa.e 

IUISCRIIU1 
I 

\... . . ..... / ... .. 
t • 

. , • 41 . . -.. ·h'r 

Coral 0.~1•• , Florida 

Cttt or Town, and Statt 

TJTLlt '2 ... ., . . 
• ; • # J.,a , ,,r:. 

SOUTHERN SELL TELEPHONE AND TlLliRAPH ca.PANY 

ACClPHD: ..a1~_2l,_, 1tt1, IY: 

NOTAl! ON: 
Date of tht tstab11sh$1nt of serv1ct of the 1n1t1al srst~: 

(Mar be tnttrtd whtft ttrv1ct 11 tttab1ts~td) 

( (000h) 
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ORAY& COMPANY · v~1-oool 

o.ar Me Wa1aan, 
We a.a Ln .na pree••• el •••e\wWitl~iftl •ur .. ape~~ 

. . 
__. ... ,lftt w,,. 1~it,a1 •ueee••· f~• lollow1ftt ••• 
••v-tftt •laa t•~ \he •~1,100 taft ._ aoa~l,•hld •• 

,.,~.. ~~ 

"-• 1, ltto , • • ·• ~,ooo. 
~~~, ' • • • • ,,ooo. 

~"'"'' 1 • • • • 1,110 • 
• ., ..... 1 • • • ' 1,100 • 

OotoMf 1 • • ' • I, GOO, 

........ 1 • • • • 1,110 • 
o.eeue~ 1 • • • • t,ano, 

I 11, JftO. 

... ., 

. . I .. 

., .. .. . ..... 
W AQG : 2t t8 

a ... . ~ 
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GRAY & COMPANY 

hft• 21, 1110 

Deaao xa waldMa' 

POl 

~IH. 

j Ill &OOOS' .. B!! w£.aa 0"1 &!~~~' ~~4 Ma)f :,:11::.lr.,..'--' .. .:.tO:_ ____ _ 

j 
• -

I • . - -

•• fa .. 4 to ,.u, ~i1 payman' ta ~· an eohedule. 

We have ~•aeon iO ~t1l• .. \ba' the remainder of 

\1\e •tn..a• will be kept. 

Z WOuld &ppS'eol&ta rtl~ doiftl two thin; a for U I 

a, Make oerta1n that \he ~-1-0000, 0001 &Ad 

aooa are oont1ftued Oft hold. loon we want 

lo reeove~ thea• a\ whiah t~ we w111 

aoaelerata tha remainint balanoa 4ua. 

~. that fO" now p~t the mea•••• on line vh1ah 
refarl te \ha Ourran\ Ulld A~S'I 1•1•1101, 

.... , 
-- .. ,.... ,...... . .., . 

I 

:I 
I 
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OQ:43 AM P02 
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O.t-'11 11, 11f0 

Dell .... ,.,. 

Altbelfb we ~IV. .tiV!O~Ilr ftOtifitd you that the ohartta !or 
rour fo~r te1epaone aerv 01 111 paat 4ua, our recorda 1adio•t• 
that: W U\fl Ui IIOiivM f0\11 ,.,..at, 
Wt Ill IYft iblt fOg v111 IIlii that WI hiYI W&itt4 a fl110ft&b11 
.1·~~ ., '* for r,..at. fbtrtfore, "' lhall tranafer the 
~IDOl Of tltl,l.7 ie fOUl lftllftt IOOOUftt, 1·7·1511, in 4 
.oaift1J 1aatal~nit ol tJ,OI .11 ... b. 

Zf I .. a lllilt ,au futtfter, pl1111 call .. at 2tS•IOII. 

"" trulr ~ra, 

~~~~~ ti• AIIO\Iftt:l 
110t ioa lepreaent:ative 

.. ,.. Utii,oftal M iiM UJ not be ti.nft before •l•oon,1nu1nt 
l~r•i .. i f a thtOk 11 dlthoAorld. 

1101 •111 -

·-·-· .... ·· .. -~ J .. .. .. ..... .. ~ 
• • •e,... • 1!!!!_1' 

_. • e,... • • • 
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Mr. steven Gray 
GHF Associates 
145 Madeira Avenue 
Coral Gables, FL 33134 

Dear Mr. Gray: 

March 8, 1991 

This is a follow-up to our conversation regarding the informal 
conference request concerning your complaint against Southern Bell. 

As we discu.ssed, I have made arrangements to hold the 
conference on March 25, 1991 at 10:30 a.m. in the Public service 
co .. issions Miami District Office. I have also been in touch with 
Southern Bell and confirmed this date. 

"- oCt~ i8 located at 3625 N. w. 82nd Ave nue, suite 400, 
Jliaai, ftor'tda 331H. It you need further directions to get there, 
please call the district office at 305/.70-5600. 

If you have any written documents in support of your position 
that have not been provided, please bring them with you. 

I've enclosed copies of commission's rules and regulations 
regarding customer complaints and conferences for your review. 

I look forward to meeting 
successfully resolve this matter . 
any questions. 

you and hope that we can 
Please let me know if you have 

NP:sah 
cc: Southern Bell & Miami PSC 

Sincerely, 

Nancy Pruitt 
Consumer Affairs Analyst 
Division o f Consumer Affa irs 
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DATE: 
TO: 
FROM: 
RE: 

Febnwy 7, 1991 
Nancy Pruitt, Consumer Affairs Analyst 
~t Ring. Complaint Analyst Supervisor ~~ 
Request of GRF Associates (Steven Gray) for Informal Conference 

Please handle tbe informal conference request of the customer regard.i!lJ the attached 
complaint. If a couference is n~, it should be held in the Miami DIStrict Office. 
Please plan your travel for early in the week, so your workweek can be adjusted. Ask 
Southern Bell to review the co~laint for a pre-conference settlement, if it appears a 
settlement might be considered in this case. 

Use your informal conference information packet for reference. Southern Bell 
should be advised immediately to take no collection action pending a final decision in the 
case. rn be glad to work with you if you need help at any point Let me know if you have 
any questions or problems. 

~ 

( '/ 
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FI...ETCH.ER BURDING • 101 EAST GAINES STREET • TALLAHASSEE, FL 32399.{)850 
•AJ1 Amrmative Action/Equal Oppomuuty Employer" 
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February 2, 1991 

Mr. George Hanna, 
Director, 

Division of Consumer Affairs 
101 East Gaines Street 
Tallahassee, Florida 32399-0865 

Dear Mr. Hanna1 

[D)IE&EI'It~ 
liD FEB - 7 1991 ~ 

CON3UMER AFFAIRS 

I am in receipt of a letter from Kathryn Dyal Brown 

concerning an improper charge of an amount i n excess 

of $1 '1 ,000. 

Southern Bell Telephone is in Prror . ThP.y t ook a n 

order and have suhsP.quently c hanged the def initio n o f 

that order to one .that accomodates thP.ir intPrests a t 

the expense and ruination of ~y fledgling enterprise . 

I believe that I am entitled t o a h e aring which wi l l 

take into account the facts of this ma t ter. I will 

welcome a meeting he r e o f reprPs entat i ves o f BELL , 

the PSC and ourselv es at the earliest prac tica l ti~P. . 

/ Steven M. Gray 

SMG;sp 
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Mr. steven Gray 
GBF Asaociates 
145 Madeira Avenue 
Coral Gables, Florida 33134 

Dear Mr. Gray: 

January 31, 1991 

The investiqation of your complaint against Southern Bell 
has been co.apleted. 

As we discussed on January 30, I can find no facts that will 
support .. in orderinq Southern Bell to remove the charges that 
were billed to your account after the ESSX service was 
terminated. 

According to Southern Bell records, on March 26, 1990, you 
placed a call and asked to disconnect or suspend the ESSX 
service. Your call was transferred to the Marketing Department 
to place the order where Ms. Judy West took the order. On March 
28, 1990, He. Iris Gonzalez called you to provide you with the 
estiaated cost to buy out your contract if service was 
discontinued. The exact cost was given by Ms. Gonzalez on March 
29 and the disconnect order was completed on March 30, 1990. 

The enclosed General Subscriber Service Tariff Al2.1.2(L) 
states " ••• suspension of ESSX service is not permitted." Section 
"M" also states that "A twelve month minimum service period shall 
be required for subscription to ESSX service-M or ESSX service
L." In .addition, your contract should also specify that payment 
ot the remainder of the contract period is due if service is 
disconnected prior to the expiration date of the contract. 

For these reasons, it appears that Southern Bell has billed 
you properly under the circumstances and no adjustment to the 
bill is warranted • 



.. 
... . 

._ ) 

Page Two 

~nan we discussed this information by phone you asked how 
you aight pursue the matter further if you disagreed with my 
findings. You aay write Mr. George Hanna, Director, Division of 
Consuaer Affairs, at the address below and request an informal 
conference. If held, the conference will be conducted in Miami 
with repraaentativaa of the commission and Southern Bell present 
as well aa you and/or your representative. You will be expected 
to present new information which supports your position at the 
conference. 

I appreciate having the opportunity to review this matter 
tor you. If you have any questions, please let me know. 

KDB:kt 
Enclosure 

Sincerely, 

Kathryn Dyal Brown 
Consumer Affairs Analyst 
Division of Consumer Affairs 
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.January 21 . 1991 

MIMORANDOM TO~ Kathy Brown 

FROM: 

RK: 

Car•en Sol~- Llonch 

GHF Aaaociatea 
(Steven Gray) 
145 Madeira Avo. 
Coral Gable• 
30&-447-0001 

CASR NO. 38202-P 

@ 
Southern Bel 

~~Bu· ..... 
eel N.W. 7Qitl A--
Roclm 104 
MIMI!. Aori4a 33128 
<Ml~1e 
1-IOC>-321-4321 

this is with final reference to our interim r eport dated 1 - 16. 

On 1-18, Carol Fink, Ad•inietrative Man~aer. Iris Gonzales. Service 
Consultant, and Bill Dondanville. Administrative Supervisor, had 
the tollowina conference call with Mr. Gray: 

Carol adcSreaued hie appeal . She confirmed and eneured that hie 
tirat contact with Southern Bell on 3-26-90 wae to place an order 
to diaoonneot , or in hie words, suspend hie service. Mr . Gray waa 
then tranaferred to the Marketina Department to place his order. 
He epoke with Judy Weat, Marketina Qualifies, who took hie request 
on 3-26-90. He wae called by !ria Gonzalez. on 3 - 28 - 90 who aave 
him an eetiaated buy out coat for his contract. On 3 - 29 - ~ U . he wa• 
aiven the exact coat of terminatin• hie contract by lria Gon~ale•. 
Iria ia•ued the 4iaoonneot order to be due on 3-30-90 . 

Mr . Gra~ had no recollection of the above. 

Carol Jink aaked Mr. Gray if he had a copy of his contract with 
Southern Bell for hi• ESSX eervioe, where 1e eta ted that BSSX 
service cannot be auapanded. Mr. Gray thou•ht he mi•ht have a copy 
but he did not know where it was. He •aid that was not the point, 
h• onl1 wanted to auapend the service. 

Bill Dondanville then a•k•d Mr . Gray if he remembered speakina to 
Irie Goaaalee and her quotina the di•eonnect coat . ( She wae 
oono•rned einoe aha waa the aervioe oon•ultant that had inatalled 
hi• eervlce Juat a f•w aontha before.) That ehe then not only &ave 
hi• tbe exact ooet of the buy out, but alae arranaed for a referral 
ot oalla to the other bue inoas. She aleo resorv&d the firat three 
nuaber• of the ISSX aervice • r Mr . Gray·e future u••· 

!fr . Gra~ dieS aot reae•ber th-. • , only ca ll .' '-' to have hi• •ervioe 
• u•Mnded . 

1 
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Carol Fink then explained to Mr. Gray that there waa nothina 
Southern Bell could do as far aa adjuating the re~ainina charcee 
einoe he had •icned a contract. That ESSX tariff requirements are 
to pay ott the re•ainina portion if the &SSX waa diaconnected prior 
to the expiration date of the contract. 

Mr. Gray eaid that all he wanted waa hia aervice suapende d and he 
would have to •o back to the PSC . Carol thanked him for his time. 
Mr. GraF huna up. 

1 6 '6 Z . I 0 _ _..... 
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Southern Bel 

Special Aaaoatance Bureau 
666 N.W. 79th Avenue 
Room 604 
Miami, Florida 33126 
(305) ~16 

January 16, 1991 1-800-321-4327 

MEMORANDUM TO: Kathy Brown 

FROM: 

Rl: 

Carmen Sola-Llonch 

GHF Associatee 
(Steven Gray) 
145 Madeira Ave. 
Coral Gables 
305-447-0001 

CASK NO. 38202-P 
CONSUMER AFFAIRS 

Our investiaation reveale that Mr. Gray placed an order wi t h a 
representative on 3-26-90 to disconnect hie ESSX service and 
requested a final bill for hie company Audio Adventures . 

On 3-29-90, a service consultant contacted Mr. Gray to aive him the 
total cost of payina off hie contract. She then issued orders for 
the disconnect and an order for referral of calls to another 
business of his. She also reserved the first three numbers of his 
ISSX for future use. 

The issue of suspendina service was never discussed with the 
service consultant, only the pay off of his KSSX as defined in the 
eianed contract. Mr. Gray never re-contacted the service 
consultant about the suspension. 

On 1-11 , Carol Fink, Administrative Manaaer, called Mr. Gray and 
aoknowledaed the appeal. She aareed to review the records and to 
call him back on 1-16 to discuss the details of his claim . 

A final report will be issued on 1-24 . 




