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CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD
" TALLAHASSEE, FLORIDA 32399-0850
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DATE: September 24, 1998
TO: DIRECTOR, DIVISION OF RECORDS AND REPORTING (BAYO)
FROM: DIVISION OF LEGAL SERVICES'(BEDELL)(E'

DIVISION OF CONSUMER AFFAIRS (DURBIN)
DIVISION OF COMMUNICATIONS (BIEGALSKI)

RE: DOCKET NO. 971492-TI - INITIATION OF SHOW CAUSE
PROCEEDINGS AGAINST AT&T COMMUNICATIONS OF THE SOUTHERN
STATES, INC. AND D/B/A CONNECT ‘N SAVE FOR VIOLATION OF
RULE 25-4.118, FLORIDA ADMINISTRATIVE CODE, INTEREXCHANGE

CARRIER SELECTION.

AGENDA: * 10/06/98 - REGULAR AGENDA - INTERESTED PERSONS MAY
: PARTICIPATE |

' ',CRITICAL DATES: NONE

‘ SPECIAL INSTRUC‘J.‘IONS: NONE

 FILE NAME AND LOCATION: S:\PSC\CMU\WP\971492.RCM

CASE Sﬂi:ﬁﬁb-

: On January 1, 1984, the Commission granted AT&T
Communications of the Southern States, Inc. and d/b/a Connect ‘N
Save (AT&T) Certificate Number 69 to provide intrastate
interexchange telecommunications service. As a provider of
interexchange telecommunications service in Florida, AT&T is
subject to the rules and regulations of this CommissiOn. ,

The Division of Communications staff has investigated numerous ‘
unauthorized carrier change (slamming) complaints _,re(_:elved by the
‘Division of Consumer Affairs regardlng AT&T. St’:af _has also
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received and reviewed additional information on the complaints
provided by AT&T, local exchange <companies and several
complainants. We believe there is more than adequate justification
to count 183 slamming complaints against AT&T as apparent rule
violations that occurred between January 1, 1997, and May 18, 1998.
There are additional complaints related to slamming against AT&T
that are either pending response from the company or closure in the
Division of Consumer Affairs.

In addition to staff’s investigation into these specific
slamming complaints, Docket No. 971433-TI was opened to investigate
a complaint against AT&T filed by the Office of the Attorney
General and the Office of Public Counsel on behalf of Robert Flint
for slamming. In Order No. PSC-98-0072-PCO-TI, Docket No. 971433~
TI was consolidated with this docket.

In 1996, show cause proceedings were initiated against AT&T
for apparent slamming violations. On November 20, 1996, in Order
No. PSC-96-1405-AS-TI, the Commission approved a $30,000 settlement
offer in Docket No. 960626-TI. In this docket, a review of the
complaints revealed that the five major causes of the unauthorized
switches were: improper procedures at the AT&T Customer Service
Centers, unexplained errors, problems with direct marketing
tactics, name and number mismatches, and telemarketing.

Based on the number of complaints received from January 1,
1997, through May 18, 1998, regarding apparent unauthorized carrier
changes by AT&T, and the additional information received when
speaking with customers, it appears the majority of justified
complaints in this case relate to customer initiated calls into the
AT&T Customer Service Centers, telemarketing, and direct marketing.
These are the same problems that existed in the 1996 show cause
docket. Therefore, it appears the safeguards implemented by AT&T in
settlement of the previous show cause docket were not sufficient to
protect subscribers from slamming.

Staff notes that additional consumer safeguards adopted by the
Commission in its slamming rule proceeding, DN 970882-TP, have been
delayed by the industry’s challenge to the rules. It appears to
staff that AT&T believes it is more cost efficient for the company
to issue rate adjustments and apologies in response to complaints
than to investigate the cause of and cure many of its slams. In a
number of cases, AT&T's response to complaints has been that they
are unable to locate or retrieve documentation required by the
current rules. Therefore, staff is concerned that AT&T’'s current
level of apparent violations will continue, absent additional
action by the Commission to increase AT&T’s economic incentive to
investigate how its slams occur and to fix those problems.

At AT&T’'s request, this item was deferred from the July 21,
1998 Agenda Conference in orxrder to engage in continued settlement
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negotiations. Staff has met with AT&T on two occasions, but to
date, settlement negotiations have been unsuccessful. Therefore,
staff believes the following recommendations are appropriate.

DISCUSSION OF ISSUES

ISSUE 1: Should the Commission order AT&T to show cause why it
should not have Certificate Number 69 canceled or be fined for
apparent violation of Rule 25-4.118, Florida Administrative Code,
Interexchange Carrier Selection?

RECOMMENDATION : Yes. The Commission should order AT&T to show
cause in writing within 20 days of the effective date of the order
why it should not have Certificate Number 69 canceled or be fined
$30,000 per apparent violation for a total of $5,490,000. The fine
is for apparent violation of Rule 25-4.118, Florida Administrative
Code. Any collected fine monies should be forwarded to the Office
of the Comptroller for deposit in the state General Revenue Fund
pursuant to Section 364.285(1), Florida Statutes. (Biegalski)

STAFF ANALYSTS: The Division of Consumer Affairs publishes a
monthly consumer activity report which tracks the level of activity
for the month in various categories, including slamming. Each
certificated telecommunications company is provided a copy of this
report. Based upon the number of slamming complaints contained in
this report, it was determined an investigation into AT&T’s
slamming complaints was necessary.

The Division of Communications staff reviewed the numerous
complaints received in the Division of Consumer Affairs regarding
AT&T’'s alleged slamming infractions. Staff requested additional
information from AT&T and the local exchange companies, and staff
held many conversations with the consumers who filed the
complaints. Staff has identified complaints from consumers
regarding unauthorized carrier changes due to forged LOAs and
inbound customer service calls from consumers, where the customer
did not request a PIC change.

In many of the responses submitted by AT&T, the company was
unable to locate a copy of the LOA or obtain any information
related to the inbound call. Therefore, it appears that AT&T has
not taken the appropriate steps to maintain adequate records in
compliance with the rules of the Florida Public Service Commission.
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Rule 25-4.118(2), Florida Administrative Code, states in
pertinent part,

A LEC shall also accept PIC change requests from a
certificated interexchange company (IXC) acting on behalf
of the customer. A certified IXC that will be billing in
its name may submit a PIC change request, other than a
customer-initiated PIC change, directly or through
another IXC, to a LEC only if it has certified to the LEC
that at least one of the following actions has occurred
prior to the PIC change request:

(a) the IXC has on hand a ballot or 1letter from the
customer requesting such change;

In addition, when staff reviewed the information contained in the
previous slamming show cause, it became apparent that the problems
had not been corrected. Thus, based on the numerous consumer
slamming complaints regarding AT&T that continue to be received by
the Division of Consumer Affairs, it appears that the procedures
implemented by AT&T as resolution to the previous show cause docket
were not adequate to protect the consumers of Florida from being
slammed.

Examples of complaints received from consumers include the
following:

On September 5, 1997, Mrs. Irma Rosen contacted staff and
stated that her long distance service was switched without
authorization. AT&T’'s report stated that the company received an
LOA signed by Mr. Paul Rosen on August 26, 1997. The company
considered it to be valid and forwarded it for processing. Mr.
Rosen informed staff that not only was his signature forged, but
the city and zip code listed on the LOA were incorrect as well.
(Attachment A, Pages 8-20)

On September 11, 1997, Mr. Ben Fine contacted staff and stated
that his intralata service was switched without authorization.
AT&T's report stated that the company received an LOA signed by Mr.
Fine on July 28, 1997. The company considered it to be valid and
forwarded it for processing. Mr. Fine informed staff during a
telephone conversation on May 27, 1998, that not only was the
signature on the LOA a forgery, but the form also was marked for
AT&T long distance and local toll service. Mr. Fine was already an
AT&T long distance customer. (Attachment B, Pages 21-27)

On April 28, 1997, Mr. Bill Carthen contacted staff and stated
that his long distance service was switched without authorization.
AT&T’s report stated that the company received written
authorization, but was unable to produce a copy of the LOA.
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Rule 25-4.118(3) (d), Florida Administrative Code, states:

Ballots or letters will be maintained by the IXC for a
period of one year.

Due to the fact that AT&T is unable to produce a copy of the
authorization obtained, it appears that it is in violation of this
rule. (Attachment C, Pages 28-32)

On January 16, 1997, Mr. Fred Thomas contacted staff and
stated that his long distance service was switched without
authorization. AT&T’s report stated that the service was switched
based on an inbound call placed to the Customer Service center.
AT&T further states that “had the representative followed
procedure, there would have been notations to the extent that we
could provide you with the name of the caller and some details of
the actual exchange that took place.”

Rule 25-4.118(3) (¢), Florida Administrative Code, states:

If a PIC change request results from either a customer
initiated call or a request verified by an independent
third party, the information set forth in (3)(a)l.--3.
above shall be obtained from the customer.

Since AT&T did not obtain the customer’s name, address and
telephone number and a statement from the person calling that they
are authorized to make a change in service, it appears that AT&T is
in violation of this rule. (Attachment D, Pages 33-35)

On January 12, 1998, Mr. Michael Modjoros contacted staff and
stated that his long distance service was switched without
authorization. AT&T’'s report stated that the company received an
LOA signed by Mr. Majors, considered it to be valid, and submitted
it for processing. Upon contacting the customer on July 1, 1998,
Mr. Modjoros informed staff that his name is 1listed in the
telephone book as Mike Majors, but his account with the local
exchange company is in the name of Michael Modjoros. Therefore, the
LOA appears to be a forgery. (Attachment E, Pages 36-40)

On October 14, 1997, Mrs. Ella Warren submitted correspondence
to staff regarding the unauthorized switch of her long distance
service. AT&T states in its response that it relied upon a written
LOA signed by Mr. James Warren, considered it valid and submitted
it for processing. Mrs. Warren notified staff that Mr. Warren died
on March 3, 1991. (Attachment F, Pages 41-51)

On March 3, 1997, Mr. Ben Nemser, owner of Nemal Electronics,
contacted staff and stated that his company’s long distance service
had been changed without authorization. AT&T's response stated “in
looking at your Letter of Agency, clearly these two lines were not
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listed on the line numbers you were authorizing. We were in erxror
to pic the lines to AT&T.” (Attachment G, Pages 52-59)

AT&T has not satisfied staff that it has complied with the
Commisgssion’s rules. Accordingly, by Section 364.285, Florida
Statutes, the Commission is authorized to impose upon any entity
subject to its jurisdiction a penalty of not more than $25,000 for
each day a violation continues, or cancel its certificate, if such
entity is found to have refused to comply with or to have willfully
violated any lawful rule or order of the Commission, or any
provision of chapter 364. Utilities are charged with knowledge of
the Commission’s rules and statutes. Additionally, “[ilt 1is a
common maxim, familiar to all minds, that ‘ignorance of the law’
will not excuse any person, either civilly or criminally.” Barlow
v. United States, 32 U.S. 404, 411 (1833).

Staff believes that AT&T’'s apparent conduct in switching PICs
without customer authorization has been “willful” 1in the sense
intended by Section 364.285, Florida Statutes. In Order No. 24306,
issued April 1, 1991, in Docket No. 890216-TL titled In re:
Investigation Into The Proper Application of Rule 25-14.003,
Florida Administrative Code, Relating To Tax Savings Refund for
1988 and 1989 For GTE Florida, Inc., having found that the company
had not intended to violate the rule, the Commission nevertheless
found it appropriate to order it to show cause why it should not be
fined, stating that “In our view, willful implies intent to do an
act, and this is distinct from intent to violate a rule.” Thus,
any intentional act, such as AT&T’'s conduct at issue here, would
meet the standard for a “willful violation.”

Further, it is a well-established legal principle in Florida
that when an agent acts for his principal, and the principal
accepts the fruits of the agent’s efforts, the principal must be
deemed to have adopted the methods employed, and he may not, even
though innocent, receive the benefits and at the same time disclaim
responsibility for the means by which they were acquired. Fraiolil
v. Bobby Byrd Real Estate, Inc., 630 So. 2d 1131 (Fla.2d DCA 1993).

Based on the 183 apparent unauthorized carrier change
infractions, staff believes that AT&T does not have adequate
safeguards to protect consumers from unauthorized carrier changes.
Accordingly, staff believes that there is sufficient cause to order
AT&T to show cause in writing within 20 days of the effective date
of the order why it should not be fined $30,000 per apparent
infraction for a total of $5,490,000 or have its certificate
canceled for its apparent violations of Rule 25-4.118, Florida
Administrative Code.
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ISSUE 2: Should this docket be closed?

RECOMMENDATION: If staff’s recommendation in Issue 1 is approved,
then AT&T will have 21 days from the issuance of the Commission’s
show cause order to respond in writing why it should not be fined
in the amount proposed or have its certificate canceled. If AT&T
timely responds to the show cause order, this docket should remain
open pending resolution of the show cause proceeding. If AT&T does
not respond to the Commission’s Order to Show Cause, the fines
should be assessed. Staff recommends that if AT&T fails to respond
to the Order to Show Cause, and the fines are not received within
five business days after the expiration of the show cause response
period, AT&T’'s certificate should be canceled and this docket
closed administratively. (Bedell)

STAFF ANALYSTIS: If staff’s recommendation in Issue 1 is approved,
then AT&T will have 21 days from the issuance of the Commission’s
show cause order to respond in writing why it should not be fined
in the amount proposed or have its certificate canceled. If AT&T
timely responds to the show cause order, this docket should remain
open pending resolution of the show cause proceeding. If AT&T does
not respond to the Commission’s Order to Show Cause, the fines
should be assessed. Staff recommends that if AT&T fails to respond
to the Order to Show Cause, and the fines are not received within
five business days after the expiration of the show cause response
period, AT&T’'s certificate should be canceled and this docket
closed administratively.
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Consumer'’s
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Her other telephone number is 561/369-5633.

Ms. Rosen says that her long distance and LOCAL long distance services were
switched from LDDS Worldcom and BellSouth without her authorization on both
lines. She says that she found out about the switches when she received a
Welcoming letter from ATAT last week and a letter from BellSouth this week. She
strongly objects to the switches, and states that ATA&T charges are much higher
than LDDS and BellSouth charges. With the switch, she says that her extended
area calls for 25 cents were billed as long distance calls by ATA&T. She wants
all of calls adjusted to LDDS’ and BellSouth’s rates. (PLEASE INVESTIGATE AND
PROVIDE ME WITH A DETAILED MRITTEN REPORT INCLUDING LOA/TAPE AND APPLICABLE
CREDITS FOR ANY SWITCHING FEES AND LONG DISTANCE CALLS AFTER YOUR CONTACT HlTﬂ
THE CUSTOMER AND BY THE DATE LISTED AT YOUR LOWER RIGHT. )

09-22 Interim report received and requesting an extension until October 7
10-07 Interim report received and requesting an extension until October 22
10-22 Final report received

10-31 Referral from the Attorney General’s office regarding this slamming case

with a copy to the O0ffice of the Public Counsel. THEREFORE, THIS CASE WILL BE
HANDLED AS AN SH.

ECTS 01197

Closed by _SAS _ pete __11/05/97

Reply Received _J

_
CONSUMER REQUEST
F—

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
904-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

_Shirley Stokes
DUE: _09/22/97

8661 ‘¥Z Y3GW31d3S
11-26¥126 "'ON 13XO00d
V INJWHOVLLY



weme _ROSEN, PAUL company_ ATST COMMUN. .1 IONS OF THE SOUTHERN
)AGE: 2

11-05 Closed by letter explaining credit and the PSC's action regarding slamming
with Bev’s signature and copies to Chairman Johnson, Mr. Bob Butterworth,
Attorney General,-and Mr. Jack Shreve, Public Counsel.

e

Request No.

570

8661 ‘¥Z Y3GW3Ld3S
I1-¢6¥1L.6 "ON LIHO0d
V INJWHOVLLV



. . ATTACHMENT A
DOCKET NO. 971492-TI
SEPTEMBER 24, 1998

STATE OF FLORIDA
Commissioners: DIVISION OF CONSUMER AFFAIRS
JULIA L. JOHNSON, CHAIRMAN BEVERLEE DEMELLO
DIRECTOR

J. TERRY DEASON
SuUSAN F. CLARK
DiANE K. KIESLING
JOE GARCIA

(850)413-6100
ToLL FREE 1-800-342-3552

Public Service Commission

November 17, 1997

Mr. & Mrs. Paul Rosen
9685 Arbor View Drive, North
Boynton Beach, FL 33437

Dear Mr. & Mrs. Rosen:

This is a follow-up to your complaint regarding a change in long distance service by AT&T
Communications.

An investigation reveals that your long distance service was switched as a result of a signed
service agreement form, however, [ understand your concern that the signature on the form did not
resemble your signature. Due to the unauthorized change, AT&T has rerated the calls, and credits
have been issued for $10.30 for free-minutes credit plus an adjustment of $1.91. Also, an order was
issued to remove your name from AT&T’s telemarketing list, which should take up to 60 days for

completion.

The Florida Public Service Commission (PSC) shares your concern about unauthorized
carrier change, that is why the PSC is developing new rules to address changes in the way the
industry operates to curb unauthorized carrier changes or “slamming,” about which the PSC receives
more complaints than any other issue. :

Customers often tell us that changes in their telephone service were not authorized: therefore.
the PSC is reviewing its rules to ensure that each change is adequately validated by the company
claiming a subscriber. The PSC wants to make sure that consumershave an opportunity to tel} us
about the problems they have encountered with companies wanting to change their preferred local
or long distance service provider. The PSC has scheduled ten rule development workshops in
various locations throughout Florida. At the workshop the Commissioners will listen to consumers’
testimony regarding their slamming experiences, and provide consumers with information on how
to guard against this unauthorized practice. The PSC staff. after considering all public testimony
and evidence regarding slamming experiences. and a formal hearing scheduled for February 6. 1998.
will prepare a recommendation to the Commissioners. The final slamming rules will be determined
by the Commissioners’ decision at a future Agenda Conference to be held in Tallahassee.

I have enclosed some information regarding the hearings and locations, along with
information on how to access the live intemnet audio broadcast on the PSC's Home Page site.

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLALASSEE, FL 32399-0850
\n Affirmauve \cnion Equal Opportuairy Empioyer laternet b-mail CONTACT G PSCSTATEFLLS

— \Dh
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EXTEOL COMTACT TRACKING ADD FORM

~PACT ¥O: 01197 CEATRON'S WO: DATE OF CONTACT: 11/04/1997 DUR DATE: 11/13/1997
oTACT TIFE: LETTER WATURE OF CONTACT: COMSTMER COMCEIN
DITIRED BY: SEIRLEY STOKRS KECRIVED 3Y: CAF JEFERRED BY:
FTAST WAME “FIRST —
ROSEN PADL »

MAILING ADDRESS 17y \ STATE
9685 ARBCR VIEW DRIVE B30TNTCN EEACE n

' LIP: ST =~

WORK PHOME: (561) -369-3309 BOME PEOME: VAX: (561)-369-5633
YAME OF CRGANIZATION:

INTERSET/B-MAIL:

COMPANY NAME: ATST COMMUNICATICNS OF TRE SCUTHESM STATES, DNC. (AWD D/B/
COMPANY CCOE: TI741

ACCT WO:

TYPE: rs y SUBJECT: SLAMING

NOTES: SAS FOR DIRECTOR

ASSIGNID TO: CAZTS 1858701

ACTION TAKEM ACTICM DATE

S ————

11/04/1997

DIVISION ASSIGNED:
RESPONSE: ' KESPONSE DATE:
DATE CLOSED: 11/04/1997

N

—\\ -
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OFFICE OF THE ATTORNEY GENERAL

THE CAPITOL
TALLAHASSEE, FLORIDA 32399-105Q .
ROBERT A. BUTTERWORTH sy =
Atorney General “’\ = C x-_ N .
Staze of Florida ot wa?

"1 OCT 31 1897

pm——————
h"‘-—__- —a

.-

October 29, 1997
coNZuerET r R

Mr. Paul Rosen
9685 Arbor View Drive
Boynton Beach, FL 33437

Dear Mr. Rosen:

The Attomey General has reviewed your correspondence regarding the unauthorized switch of
your long distance company, commonly known as slamming. The Attorney General and Office
of Public Counsel have filed a joint petition with the Florida Public Service Commission '
requesting a full investigation and public hearing for the purpose of establishing more stringent
regulations and tougher penalties to eliminate the practice of slamming. We are maintaining
your compiaint in our file and have forwarded a copy to the Office of the Public Counse] and the
Consumer Affairs Division of the Public Service Commission.

Please contact me if you have any further comments or questions.

Sincerely,
A
AQa*.Qu- Al 2
Paula Wood
Administrative Assistant
PW/flw K

cc: Public Service Commission
Division of Consumer Affairs
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850

Office of Public Counsel

812 Pepper Building
Tallahassee, Florida 32399-1400

’L -
e \ -
AN AFFIRMATIVE ACTION/EQUAL onpo)\mnm EMPLOYER
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7 THU 10:02 AY  GIMELSTOB/HUNTERS RUN FAX NO. 407 738 266! P.02

irma & Paul Rosen
9685 Arbor View Drive
Boynton Beach, Fl, 83437
Phone (561) 366-3309 Fax (561) 369-5833

October 22, 1997

VIA FAXIMILE
Robert A Butterworth
RE: “Slaraming laquiry”
Dear Sin:

Prior to being slammed by AT&T on July 26, 1997, my long distance carrier was Worldeom and
my local service was BellSouth. AT&T slammed both of these accounts.

When!canedtocomplain.thcywmvsymgzmmddaimedthutbeyhadmysimm
authorizing the switch to AT&T. I asked for a copy of this signature and waited five weeks before
it was recesved by me. The authorization document was fraudulent as the signature did not
resemble my signawre in any way, manner or shape. In fact, the document appeared to have been
filled outbyanillhmpersonasthechyinwhichllivewunﬁsspeﬂed,andthezipoodewas
meorrect.

1 notified AT&T of this and asked what disciplimary action they would teke to pupish the culprit
who perperrated this fraud. Anboughmeynewm:«whoitmmeymedanouﬁon

would be taken against him. As far as ] am copcemed, that teils me that they are condoning this
type of fraud, and they do not carc if the cuiprit does it again.

After a great deal ofﬁmemdeﬁomlﬁmnyswﬁchedmymrimbacktomyoﬁgimlcmim
and have put a “block™ on my service 3o that it does not happes aghin. Bytheway,whilel.m
fighting with AT&T, they ooticed that somebody tried to “siam” my services for & second time.

Should you require any back-up documents to my story, 1 have retained everything inchuding a
copy of the fraudulent change of service request.

Paul Rosen

—_\ W
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To: 9.413-6362 Frow: 404 810 7076 10-22-97 1. ... . . o
18r22-97 t1a:ii AT+T L+GR » FFSC NC.787 PRO.2C-

‘Facsimile Cover Sheet

To: Shirley Stokes
Company: Consumer Affairs
Phone: (850)413-6125

Fax: (850)413-6126

From: Kim Coleman
Company: AT&T Law & Government Affairs
" Phone: (404) 810-4847 '
Fax: (404)810-7076

Date: 10/22/97
Pages including this
cover page: 4

Comments:
RE: Rosen, Paul 185570

NTIALITY NOTIC
This fecaimile tranamission cover sheet, and any docuMEnts which May acSOMpPany R, contain information rom e ATLT
Law & Govemmaent Affairs which is intended only for the use of the individual of entRy 10 which i is adcressad, and which
may contaia information that is priviieged, confidential, sndior otherwiss exemgt from disciosure under SDpHCable law i
the reader of this Message is not the IMEnded recipient or the SMPICYee oF AGENT MEspOnsiie for delivening the message
to the intended recipiant, shy disciosurs, dissamination, distributien, cepying or other use of this communicatian or its
subsiance is prohibited, If you heve recsived this communication in efor. please immadistety natity us by teisphane io
srrangs for the dsswuction of the cammunication of s MtUM O us & our sXPenss. mp,nuyeu.

-\
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To. §.413-6382 brom: 404 810 U/t LUTCCTII UCiIspm P 4 U s
1ar22-87 12:12 AT+T L+GA 9 FFSC NC.7Q7 POC3/CI-
1 909 20¢ 20697
107317797 FRI 13:17 FAX 1 908 204 2887 ATAT CRC @ocs
"~
P.O. Box B30

Sornardeviie, NU 07624

September 18, 1997

Paul Rosen
9685 Arbor View Dr.
Boyton, FL 33435

Dear Mr. Rosen:

This letter is in response to your recent complaing that your telephone service was
changced to AT&T without your permission.

We apologize for any inconvenience you may have experienced. We have investigated
your concern and have determined the following. The order which changed your service
to AT&T Long Distance and Local Toll was generated as a result of our receipe of the
enclosed AT&T Service Agreement Form. Alter the farm was completed, it was
forwarded to our processing centsr. Whan the form was processed, the representative
cntering the order assumed by the information provided that the change 1o AT&T was
authorized and the order was entered.

Thank you for the oppornunity 1o scrve you. If you have any questions, please contact
me, in writing, at the above address.

Sincercly,

Jnacs Mille.

Grace Miller
Cuswmer Relations Center .

@ Recyeies Pape’

A o~
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ATTACHMENT A
. . DOCKET NO. 971492-TI
. SEPTEMBER 24, 1998

18-07/87 15:44 AT+T L+GR ¥ FFSC NC.188 POC.-BCZ

Facsimile Cover Sheet

To: Shirley Stokes
Company: Consumer Affairs
Phone: (850)413-8100

Fax: (850)413-8362

From: Kim Coleman
Company: ATA&T Law & Government Affairs
Phone: (404)810-4947 .
Fax: (404)810-7076

Date: 10/7/97
Pages including this
cover page: 2

Comments.
RE: Rosen, Paui 188570

CONFIOENTIALITY NOTICE
This facaimie trangmissian cover Shawt. and any Socuments wiich May BCEompeny i, contein informetion from the ATST
Law & Government Affairs which is intendied only for the uss of the Inaividusl or antily 10 which it is eddressed, end whien
Mmay contan (nformanon that is privieged, confidential, and/er otherwise exampt from disciosurs uncer spPicebe ‘aw. If
the randar of this Message is Not the intended recipient or the emgicyee or egent responsibie for deivering the message
to the ntended reciownt, any disciosurs. dissemingtion distibution, Sopying or ather use of this commuaicstion of is
substance & prohibited. If you have received this cammunication In error, pissse immedistely notify us by telepnone 1o
ATaNQe for the castruction of he CamMMUNCation of 3 1turm 10 us B Our SXDENSS. Thank yéu.




ATTACHMENT A
‘ ' DOCKET NO. 971492-Ti
SEPTEMBER 24, 1998

10-07.-37 15:45 AT+T L+GA + FFSC NC. 158 PODE/QC'Z_

=T

LIZ WAY 1200 Peachires Street, NE
Adsocinte Doskmt Manager Roomn 6047
Law & Covernment Atfairs Adlanta, GA 30309

(404) 8104116

(404) R10-7075 (fax)

October 7, 1997

Ms. Shirley Stokes

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

RE: Rosen, Paul
1855701

Dear Ms. Stokes:

AT&T is still investigating the above-referenced complaint. We have riot received the
information from other company contacts necessary to conciude our investigation. Please allow another
extension of the date due until October 22, 1997. As soon as we receive the resuits of our investigation,

we will forward them to your office. ™™

As stated in our lefter dated September 22, 1997, an AT&T reprasentative contacted Mr. Paul
Rosen and spologized for the inconvenience of the switch. Mr. Rosen confirmed that his service has
been returned to his preferred long distance and regional toll carrier. The AT&T representative advised
the customer that the AT&T charges on his bill would be re-rated to § .10 per minute for inter lata calls
and § .25 each for intra laia call; with the frez minutes credit of $10.30. The adjustment amounted to
$1.91, leaving a balance due AT&T at $6.77. ‘

The AT&T representative also issued an order to remove the customer from AT&T
telemarketing lists and advised that it would take up to 60 days. The customer was also provided with
the AT&T representatives name and telephone number, if further personal contact is necessary.

If you have any questions, please call me on (404) 810-4136.

Sincerely

E. B. Way

—_ &



‘ . ATTACHMENT A
. DOCKET NO. 971492-Ti
SEPTEMBER 24, 1998

99/22’97 15:33 AT+T L+GR + FFSC ML, B2T Feea vua

Facsimile Cover Sheet

To: Shirley Stokes
Company: Consumer Affairs
Phone: (850)413-6100

Fax: (850)413-6362

From: Kim Coleman

Company: AT&T Law & Government Affairs
Phone: (404) 810-4947 -
~ Fax: (404)810-7076

Date: 9/22/97
Pages including this
cover page: 2

Comments:

RE: Rosen, Paul 1885701

) LITY NOTICE
This facsimite transmission cover sSheet, and any documants which mey sccompany &, contain information fram the ATAT
Law & Gevernment Affairs which i intended only for the usa of the individusi or entity (S wiuch & is sddressed, and which
May contain information that is privieged. confidential ana/er othe/wiee exemat from discioawre under sppiicatie aw. if
the readar of this Me388ge is Not the intended recidient or the eMpicyee & 8gent 1PICONEIDIR for dalivering the messags
le the intanded recicient, sny disc.osur. dissemination, distribution. copying or other use of this communication or its
SUBKIANCS i DPONICRES. I YOU NEVE MECBIvET this COMMUNICALION N BITOY, DIBISE IMMediaiely Natily s By t9IPhONe 1o
asrrange for tha desirucion of the communication o its return (D us & our sxpense. Thank you.

~\a-



. ' . ATTACHMENT A
DOCKET NO. 971492-Ti
SEPTEMBER 24, 1998

Qe 2z 8T 15:39 AT+T L+GA ¢ FRSC . N . Bad FuULd’ e
LIZ WAY 1200 Peachtree Street, NE
Associne Dockat Manager Rovm 6047
Law & Government Affairs Atants, GA 10309
(404) 8104136

(40¢) 810-7076 (fex)

September 22, 1997

Ms. Shirley Stokes

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

RE: Rosen, Paul
1855701
Dear Ms. Stokes:

AT&T has received and is still in the process of investigating the above-referenced complaint.
We have not received the information from other company contacts necessary 10 conclude our
investigation. Please allow an extension of the date due until October 7, 1997. As soon as we receive
the resuits of our investigation, we will forward them to your office. ~ —

An AT&T representative contacted Mr. Paul Rosen and apologized for the inconvenience of the
switch. Mr. Rosen conflrmed that his service has been returned to his preferred long distance and
regional toll carrier. The AT&T representative advised the customer that the AT&T charges on his bill
would be re-rated 10 § .10 per minute for inter lata calls and $ .25 each for intra lata call; with the free
minutes credit of S@;'ﬂu adjustment amounted t0 S}&luving a balance due AT&T at $6.77.

The AT&T representative also issued an order to remove the customer from AT&T
telemarketing lists and advised that it would take up to 60 days. The-customer was also provided with
the AT&T representatives name and telephone number, if further personal contact is necessary.

If you have any questions, please call me on (404) 810-4136.

Sincerely,

LB

8y

— 20—



wame FINE, . . | | company_AT&T COMMUI..ch, 1ONS OF THE SOUTHERN

Request No. 1862121

8y SRG_vime 2:29 PM  0are09/11/97

10CO _ 1ime ~FAX 0ete09/11/97

Type S form Phone

address 1053 LAKESIOE BLVD aren._LIZ WAY 186212
Tetephone #_(561) -852-9475

cityszip BOCA RATON. 3MM comy PLB  heached

Account Smber . wote jfp

Category

Company Contact

Informal Conf. N

Infraction L S-138

The customer said that his local toll service was switched from BellSouth to
ATST without authorization. The customer would like his calls rerated and
credit for any switching fees. Please, provide proof of authorization LOA/TAPE,

follow up with the customer, send the PSC a detailed written report. and respond
by the date below.

Inquiry taken by JOHN PLESCOM.

09-19 - Inquiry FAXed today. The new due date is 10-06./JFP

—_ s

10/6/97 Report received. Customer will receive a credit of $3.15, and customer
has also been contacted and is satisfied with results.

.

10/28/97 Report received. Additional information with the form with the
customer’s information. '

Closed by _SRG __ opate __10/08/97

Reply Received I

F—

- CONSUMER REQUEST

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
904-413-6100

PFLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

Sam Gonzalez

DUE: _10/06/97

8661 ‘¥C ¥3dW31d3S
|L-26¥126 "ON 13X00d
g INIJAHOVLLY



ATTACHMENT B
DOCKET NO. 971492-Tl
SEPTEMBER 24, 1998

Facsimile Cover Sheet

To: Sam Gonzalez
Company: Consumer Affairs
Phone: (850)413-8100
Fax: (850)413-6362

From: Kim Coleman
Company: AT&T Law & Government Affairs
Phone: (404) 810-4847
Fax: (404)810-7076

Date: 10/6/97
Pages including this
cover page: 2

Comments:
RE: Fine, Ben 1862121

c IDENTIALI
This facsimile transmigsion cover 3heet. and any dacuments which may §ccomoeny &, contsin information from the ATAT
Law & Gavemment Affairs which ts inmndaed only for the use of the individua! or entity 1o which It is sadressed, and which
may contain information that g .orvileged, canfidential, ana/or otherwise sxampt frorm dsciosure under sppilcads faw. |If
the raadar of this measage is nat the Ntended recipient or the employes or agant responsibie for detivaring he message
to the intendad recipient, any dieciosure. dissamination, distrbution. Copying ar ather use of this comenunication or its
WOHANCS is prohibiied. If you have received this communicaton in error. pisase mmediately nofily us by tsiephons to
SITANQE 10 (N SESTUCTION of the COmMUNICEtion o its retum to us at our sxpenss. Thank you.



R R R e LT ‘ ATTACHMENT B
DOCKET NO. 971492-TI

%EPTEMBER 24,1998

LIZ WAY 1200 Pemchtrve Strest, NE
Asyociate Dockst Managet Room &047
Law & Government AfTais Allana, GA 10308

(404) 8104136

(404) 8:0-7076 (fax)

Octaber 6, 1997

Mr. Sam Gonzalez

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

RE: Fine, Ben
1862121

Dear Mr. Gonzalez:

AT&T has received and is investigating the slamming portion of the above referenced complaint.
We have not received the information from other company contacts necessary to conclude our
investigation. As soon as we recsive the results of our investigation, we will forward it to your office.
Please allow an extension of the date due until October 21, 1997.

An AT&T representative contacted Mr. Ben Fine and extended an apology for any
inconvenience experienced due to the switch of service. The AT&T representative explained that the
customer will be recsiving a letter stating how the switch of service occurred and confirmed that the
customer's intra lata service is back with his preferred carrier, advising the customer of the availability
of 8 PIC restriction. On September 24, 1997, the customer received a full adjustment for the intra lata
calls on the September 1997 bill in the amount of $3.15. Mr. Fine accepted and is satisfied with the

resolution of this compiaint.
If you have any questions, please call me on (404) 810-4136.

Sincerely,

E. B. Way



. . ATTACHMENT B
DOCKET NO. 971492-T|
SKEPTEMBER 24, 1998

Facsimile Cover Sheet

To: Sam Gonzalez
Company: Consumer Affairs
Phone: (850)413-8131
Fax: (850)413-8132

From: Kim Coleman
Company: AT&T Law & Government Affairs

Phone: (404) 810-4947

Fax: (404)810-7078

Date: 10/28/87
Pages including this
cover page: 4

Cormmants:
RE: Fine, Ben - 186212!

CONPIDENTIALITY .
This fecaimile TNSMISIIOn Cover SheSt aNd sAY documentd which may accompany R, contain infornaten from the ATAT
Lew & Government Affairs wiich is intended only for the use of the indivicus! or sniity to which i is s8dreesed, and which
may contsin imlormation that ie privileged, confidential, sndior othenwise exempt from disciosure under spplicadie iaw. If
the reader of this message 18 Nt the Imended recipient or the empicyes or AgeNt responsbie for deiivering the message
to the Intenced recipient, sny disciosure, dissemination, distroulion, copying of other use of this communication of ks
substance is praniblted. If you have recaived this communication in error, Risses immuediately notify us Dy tsiepnons ©
ermange for the destruction of the communication of its tum 10 us ot our expense. Thenk you

=JR700d £85°IN ISdd € W+ Leiy SL:uT LE/3297
Bt A megsie 1C.8%.aT QIn; NTA 1Y (D03 20FQ5THR (01

-~ U -



ATTACHMENT B
' DOCKET NO. 971492-Tl
SEPTEMBER 24, 1998

= THS

L1Z WAY 1200 Puastitres Strest. NE

Assnciais Docitct Manager Room 6047

|aw & Qovemmen A Tairy Atlanta, GA 30309
(404) 8104 136
(404) §10-7076 (fax)
October 28, 1997

Mzs. Sam Gonzalez

Florida Public Service Commission

2540 Shumard Oak Boulevard

Tallahassee, FL 32399-0850

RE: Fine, Ben
1862121
Dear Mr. Gonzalez:

AT&T has concluded its investigation into the above referenced complaint. The attached letter
and LOA was mailed to Mr. Fine on October 28, 1997 regarding the switching of his service.

If you have any questions, please call me on (404) 810-4136.

Sincerely,
E. B. Way
Att
"X T00d £55°'ON JSdd ¢ YD+ L+l SEILT L6828

P30 7 d wdssie  sg-a0-AT /NI NTR NG (9813 200Q0THR 01




ATTACHMENT B
DOCKET NO. 971492-Ti
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AT&T CRC
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ATTACHMENT B
. DOCKET NO. 971492-T|
SEPTEMBER 24, 1998

To: 9,413-6362 tIom: 4U4 B1U /U/D UTCLTIL 3P P4 Bl ¢
1872197 1S:40 AT+T L+GA » FPSC NO.678 PQO:-QC:

Facsimlile Cover Sheet

To: Sam Gonzalez
Company: Consumer Affairs
Phone: (850)413-8131
Fax: (850)413-6132

From: Kim Coleman
Company: AT&T Law & Government Affairs
Phone: (404) 810-4947
Fax: (404)810-7076

Date: 10/21/97
Pages including this
cover page: 2

Comments:
RE. Fine, Bon 1882121

B
This facsimile trangmission cover sheet, and any documents which may ACCOMPANY it comain indermanion from he ATAT
Law & Government Affairs which is inlendad only for the use of the iadividual or entity to which it is sddressed. and which
may contain nformation that I8 privieged, confidentisl. and/or othenwtss exemet from disciosurs under spplicadle law. ¥
the reader of this message is Not the imended recipient or he ampioyse or sgent NEPCNAIDIe 107 Jeiivering the massage
10 the intended recipiant. any disclosure, dissemination, distribution, copying or other use of this communication or its
WbStNCS is prohibied. If you have recsived this communicstion in emar, pleass immadiataly notify us by teiephone ¢
arrange for the destruction of the communication of s retum Lo US 8t SUr SX2eNse. Mgw.

= 7Y -



uame _CARTHEN oL company_AT&T COMMU\. _ATIONS OF SOUTHERN STA

Request No. 1701311

asiress 1276 APACHE DRIVE acen. _SANDY HINTON - 1701311

8y CRP_yime _10:14 AM 0ate04/28/9]

Consumer's

Tetephone #_(407)-349-1130

10C0  vime _FAX vate04/28/97

Type_ S form Phone

Category

cityszip GENEVA 32732 comty SEN  neached
Account Mumber - Note
(.‘owﬁy Contect Limited lecpomg_"

Infraction LS' 131

— ro

Customer says the following:

His long distance services were switched without his knowledge.

Customer’s PIC is EXCEL.
Please provide proof of authorization.

‘May 13, 1997: Received report with a copy of a letter forwarded to the customer
and the awarded credit. '

July 26, 1997: *This inquiry is closed.

closed by CRP  oate _ 07/26/91
Reply Received |

s —

CONSUMER REQUEST
[e————————————e———

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVYARD
TALLAHASSEE, FL. 32399-0850
904-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

Carmen Pena

DUE: _05/13/97

8661 ‘¥C H3GN3LJ3S
11-26v1.6 "'ON L3X00d
O LININWHOVLLY



ATTACHMENT C
. DOCKET NO. 971492-Tl
SEPTEMBER 24, 1998

Facsimile Cover Sheet

To: Carmen Pena
Company: Consumer Affairs
Phone: (904)413-8100

Fax: (904)413.8362

From: Liz Way
Company: AT&T Law & Government Affairs
Phone: (404)810-4136
Fax: (404)810-7076

Date: 05/13/97
Pages including this
cover page: ¥ ~

Caomments:
RE: Carthen, Bilt - 1701311

. . LITY NO'
This facsimiie ranemission cover shast, 8A¢ 8Ny SOCuments which May accomoeny R, COAR normation from e ATST
Law & Government Affeirs which is intended only 101 1he use of the ingwvisusi or eniity 10 which il le sadressed. ang which
may contain information that is prviieged, configsatial and/or othemnvies Sxampt from dleciosurs UNTer BRAIEADI iaw. M
the reader of this Masssge is NGt the intended reciciem or the eMBIoYee or 8GNt reagonsbbie far delivering the Messege
1o the Intandec recisient, sny disciosure, Gissermination. distribution -SOpYINg or other use of this communication or s
subsiance s prohidited. If you have feasived this Communication it 3Or, Disase immedistaly natify us by teiephons o
arrange oy the desruction of the cCOMMUNIGRLION or ity rECUMN 10 US 8! CUr expenss. Thank you.

24 -



ATTACHMENT C
' DOCKET NO. 971492-Tl |
SEPTEMBER 24, 1998

Q812387 gTieS MT+T L+GA 9 FFSC NC.C33 PQOC2-0C4
LIZ WAY 1200 Peachiee Swoey, NE
Associare Dockst Manager Room 6047
Law & Covernmeni AfTairs Atlanta, GA 30309
‘ (404) 8104136

(404) 810-7076 (fax)

May 13, 1997

Ms. Carmen Pena

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahasses, FL 32399-0850

RE: Carthen, Bill
1701311

Dear Ms. Pena;

Attached please find a letter sent to the above referenced customer regarding being switched o
AT&T.

The mavuer has been investigated and $20.00 credit has been issued to his acccount. In addition,
the customer has been given an AT&T Long Distance Centificate to cover any additional switching fees.

If I can be of further assistance or if you have any questions, please call me on (404) 810-4136.
Sincerely,

-

Id

E.B. Way

Att.



ATTACHMENT C
. DOCKET NO. 971492-Tl
SEPTEMBER 24, 1998

0S/13-87 @28 AT+T L+GA » FESC NC.3233 POC3-004

1 988 284 2891
05/08-8Y TUE 12:13 FAZ 1 808 204 2489} AT&T CRC Qoos

&) anr

Custormer Reia'ons Comer
A Basex Avenye
Serrordsviie, Ny 07924

May 6, 1997

8ill Carthen
1276 Apache Drive
Geneve, FL 32732

Dear Mr. Carthen:

Please accept our sincere apologies for the delsy in responding to your concerns. It was
brought to my attention that you were concermned over the possibility of having been
switched to AT&T withowt your suthorization.

Upon our initial investigation, as per cur record of your account, there was reference to
our receipt of written authorization. T made three individual attempts to obtain s hard
copy of the suthorization as per our records withowe success. Lach time my request was
returned “unmatched”, -

Given this and your account of the situation, there was evidently some mishap. Although
we try 10 insurs that all of our customer information is correct, cccasionally, there is an
ermor. We regret such may have been the case in this instance.

As a courtesy, we have enclosed AT&T Long Distance Certificste to reimburse you for
any fee your jocal tslephone company may have ¢harged you to change long distance
carriers and additional certificate for your use. To use your ccrtificate simply print your
narug, ares code and teiephone aumber on the back of each one and send them in along
with your regular monthly telephone bill. Your local telephone company will apply the
certificates as cash towards any AT&T Long Distance charges or any loca! telephone
company billsd charges.

Please accept our sincere spologies for any inconvenience you may have been caused by
this occurrence. We thank you for taking the Lime to contact us. It is from feedback such

as yours that we are better able 1o ensure that we maintain the quality AT&T demands
and every customer deserves.

Ifyou have any questions, please contact me, in writiag, at the above address.

@ Rocyoies Paper

Al -



_ . ) . ATTACHMENT C
: DOCKET NO. 971492-Tl
SEPTEMBER 24, 1998

81387 @Ti28 mT+T L+GR 9+ FFSC NC.CI3 POCY/R04
) 1 528 204 289
08/06/87 TUE 12:13 FAX 1 808 204 289! AT&lT CRC @ooe

= I\

Customar Reiations Centsr
4 Bssex Avenue
Borngraaviig, NJ Q7824

Thank you for the opportunity 1o serve you.
Sincerely, ‘

lb QY m»

Grace Miller
Customer Relations



we _THOMS, | . . , Company_AT&T COMMUNI( (S OF THE SOUTHERN

loquést Wo. - 663

——

aress _4907 MW 9] TERRACE aten. _iDY WINTON 155663 oy DBM yiee 2:18 PH  0acd]1/16/97
| Tetephone #_(954) -749-596] 10 CO. yime _FAX 0ete01/16/97
yrzip SUNRISE 33351 comty BRO  Reached tye_S _form_Phone

sount Susber : wote 800 c3l] in Category

wery Contact_ - Linited Reponse_Y Intrection _1$-130

When the customer called ATAT to inquire why his calling plan had not been -
changed as he had requested, he found that ATAT had taken over his intra lata

long distance service without his permission. Please contact the customer,
investigate and provide a report.

1/29 Report and letter to customer with explanation. File closed.

" LC}L -

Closed by !ﬂ’ oete _ 02/26/ 97
Reply Iocclvd‘ T
CONSUMER REQUEST

o - - - - -}

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
904-413-6100

PLEASE RETURN THIS FORM -
WITH REPORT OF ACTION TO:

—Doug Martin

DUE: _02/03/97

8661 ‘PC ¥3GW3ILd3S
IL-26¥1.6 "'ON 13X00d
Q INJWHOVLLY



. . ATTACHMENT D
. DOCKET NO. 971492-Tl
SEPTEMBER 24, 1998

Q1/25/97 18:4% RT+T L+GR + FFSC NC.217 PRO2.903
Sandy MHinton Room 8081, Promenade |
Staft Associete 1200 Peacntres St.
Law and Government Afiaire Atarta, GA 30300
{404) 810-4887

{404) 810-7078 . FAX

January 29, 1897

Doug Martin RE: Thoms, Fred
Florida Public Service Commission 1558831
2540 Shumard Oak Boulevard

Tallahassee, FL 32399-0876

Dear Mr. Martin.

The attached letter was forwarded to Mr. Thoms to explain the resuits of
our investigation. An AT&T billing reprasentative reviewed the account and
determine that no charges had posted on the account. The representative
contacted Mr. Thoms and apologized for any inconvenience he may have
experienced in dealing with AT&T and provided his name and can be
reached number if any charges shouid appear in the future.

Please call me if you have any questions.

Sincerely,

andy Hinton

- Al -~
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21,2897 18:4S aT+T L+GA 2 FFSC NC. 217 PR320
P1/28-87 12:0¢ ND. 388 PRR2-9G3
swemrﬂm Corner
Janusry 28, 1997 “mn N 07924
Fred Thoms
4807 NW 915t Terrace
Sunrise, FL 33351
Dear Mr. Thoms:

It has been brought to my astention that you were concerned over havu:z your Intralata
Service switched to AT&T without your permission.

We have investigated the matter thoroughly and have determined the following. The
otder we show that changed your residential phone, 954-749-5961, to AT&T was
generated as a result of a telephone call placed from your resideace telephone number 10
one of our Customer Service Centers. According to owr call summary report, a call was
placed from your residence 1o our center on 1-997. The records do not detsil the
exchange except that the order was placed at that time. Had the representative followed
procedure, there would have beea notations 1o the extent that we could provide you with
the name of the caller and some details of the actual exchange that took place. Perhaps
there was some misunderstanding or mishap at the tims of the call.

AT&T has paid the switching fee charge tyough your local teiephone company. Thank
you for this opportunity 10 serve you

Sincerely,

Cynthia M. Manning
Custiomer Rzlations

@& mecyoes facer




Address 631 ENGEL DRIVE

MODJOROS  HAEL company AT&T COMMUN.

JIONS OF THE SOUTHERN

2001911

Request No.

LIZ WAY 200]911

Attn.

8y SRG _Time _11:22 AMace01/12/98

Consumer ‘s

10 CO Jime FAX DaleOl/]ZJ98

Type_S form _Phone

Telephone # (407)-658-917]
Citys2ip ORLANDO 32807 comty ORN  beached
Account Number sote NJS

Caller's Namg_

Category

Informal Conf.

LS-13C

Infraction

+

VYL 7

Customer says the following:

His long distance service was switched without his knowledge.

Customer’s PIC is National TELCOM.
Please provide the PSC with a full report and proof of authorization.

1/27/98 Report received. The company will be issuing the customer a total of
$11.61 for the charges incurred due to the change. The company has contacted
the customer concerning this matter, but he should contact the company or the
FPSC if there are any further concerns. The company’s report is not
satisfactory because of the fact that the information on the LOA is fraudulent.

hag Se0WE W) Laktnda i\UL LoA NMudw \\’\ah@w
Ny VNG QLpRIC Lo L ANy
73 \u/\ﬂ COngct U3P0“"‘j’ =

GO YL LOG

’? \)’Dmi D@

mGB\UCOS “cloc > N Aoy 7//

kb

Closed by _SRG Date 02_ /03/98 '

Reply Received _J -

———————

CONSUMER REQUEST
}—

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
850-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

b S

DUE: _01/27/98

866} 'vZ ¥39N3Ld3S
[1-26¥1.6 'ON 13X00d
3 INFWHOVLLY
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Facsimile Cover Sheet

To: Sam Gonzalez
Company: Consumer Affairs
Phone: (850)413-6131
Fax: (850)413-6132

From: Kim Coleman
Company: AT&T Law & Government Affairs
Phone: (404) 810-4947
Fax: (404)810-5901

Date: 1/27/98
Pages including this
cover page: 4

Commaents:
RE: Modgjoros, Michaet 2001914

CONMDENTIALITY NOTICE

The fACSIMIS TANSTHESION COVET SNONL, ANG ANy JOCLMENS witCh May SCCOMPANy 1, COMAIN infarmanon from e AT&T
Law & Govemmaent Affairs which 13 iMandec only for Me use of e NAividudl or SNLTY 10 which £ 8 0areINed, and whieh
My contan Nfeaton hat 18 Privieged, confidentidl, andyor ANerwed exermpt fram Saciosure uNGer BORLCADS Bw. If
™e rescer of s MESSAZE 15 NAL NG FRENDET rECHVNL O e EMSIOYes or KGN NSSLCNEDIS for Gakvenng e MesIage
10 e INENCEd recipiant, any disciosurs, SBHMINADON, AIKNBUDON, SOPYING OF Ather uss of the communication or its
SuBSANCE is prombeed. If you Nave recaned this Commumcaton i &ITOr PISASE yMAadistely Notly us Dy misphone
2TRNGS Or the JSSTUCUON T the COMMUMNICINON OF i3 LN 10 U3 8 Our expense. Thank you..

rd
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. ATTACHMENT E
DOCKET NO. 971492-Ti
. .. SEPTEMBER 24, 1998

T80 P 02/04  E-308

LI1Z WAY
Associutz Docket Manager
Law & Governmnent Affairs

Mr. Sam Gonzalez

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

RE: Modjoros, Michael
2001911

Dear Mr. Gonzalez:

1200 Peachaer Street, NE
Room 6047
Azanta, GA 30309
. (404) 8104136
(404) 8107076 (fax)

January 27, 1998

AT&T has concluded its investigation of the above referenced complaint. Artached is a copy of
the letter and other documentation forwarded to Mr. Michael Modjoros to explain how the switching of

service occurred,

On January 22, 1998, the customer spoke with a8 CSA manayer at AT&T, who sent a §5.00 long
distance certificate to the customer. On January 23, 1998, an AT&T representative extended an apology
to the customer and adjusted $1.05 from bill dated December 23, 1997 and adjusted $5.56 from bill
dated Jaruary 23, 1998 for the balance of the AT&T billed charges. Mr. Modjoros was also forwarded a

long distance certificate for reimbursement of any switching fees.

If you have any questions, please call me en (404) 8}0—4136.

Alls,

24 -

Sincerely,

b

D e
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%AW

Customer Care Center
el 30767
January 23, 1998 Les's Surmmit, MO 6406
Michael Modjoros 407.658-9171
631 Engel

Orlando, FL 32807-4831

Dear Mr. Modjoros,

It has been brought 1o my attention that you were concerned over having been switched to
AT&T without your authonzation.

We apalogize for any inconvenience you may have experienced We have investigated
your concern thoroughly and have determined the following The order which changed

- your long distance service 1o AT&T generated as 3 result of our receipt of the enclosed
AT&T Service Agreement Form. After the form was completad, it was forwarded 1o our
processing center. Evidently, when the form was processed, the represemative enering the
order assumed by the information provided that the switch to AT&T was authorized and
the order was entered.

It is evident that theve was some mighap as the Service Agreement Form shows a diffsrens
customer name than your own, while the relephone sumber is exactly the same. Al this
time, [ have credited the AT&T charges on your January 23, 1998 bill date for a total of
$5.56 and $1 05 for the Decemmber 23, 1997 bil. These credits are the charges that
resulted from the unauthorized switch to AT&]Y. The credit will appear or your local
portion of the pbone bill within one to two bill cycles. AT&T will also be reimbursing the
switchiny fee cost. You will receive this under separate cover within 15 business days.

Mwmawuhmwmmmmmdwhh AT&T.
If you have questions regarding this matter, you can call 1-800-222-7613. If you have
questions about AT&T products and services in the future, fea! free to contact our
Customer Service Deparment at 1-800-222-0300.

Sincerely,

Pt o

Karen Hamilton
Executive Appeals Manager
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c_WARDGAN, "7 M, : company_AT&1 COMML \TIONS OF THE SOUTHERN

Request No. 1901271

ess _3705 N. 12TH AVENUE acen. _LIZ WAY

Consumer*

Yetephone #_{850)-438-3977

ByJRD Time 3:]4 PM DatelO/l4/97

10 CO vime FAX Date10/15/97

s2ip PENSACOLA 32503-3103 conty_ESC  Reached type_S_rform _MAIL

unt Number Note Category

any Contact Limited Response N infraction

See attached correspondence concerning unauthorized PIC ‘change. Customer filed Closed by ___ Date Lt

a complaint with the FCC and received the attached LOA. The signature is a

forgery since her husband has been dead for several years. Please advise what
steps AT&T will take concerning forged LOAs.

~\h—

Reply Received

}_
CONSUMER REQUEST

b————— e

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
904-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

Richard Durbin

DUE : 10/30/97

866} ‘v ¥38W31d3S
11-26¥1L.6 'ON 13X000
4 INFWHOVLLY
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3705 N. L2TH Avenue
Pensacola- FL 32503-3103

0ctober 9. 1997

Mr. Durbina
I am 2ne of the consumers who attended the Pensacola hearing on
"Slamming "

We spoke briefly afterward and you asked me to send a copy of the
ATR&T Service Agreement.

Enclosed is a copy of the service agreement., the response from
ATRT to the FCC and 8 copy of my response to the FCC.

Thanks .
22,
zﬁé;@ ﬁt./{é/

£lla M. Warren

. 09
gi 14 129

i1 —
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George Bacon Room 11172
District Manager 1 295 N. Maple Ave,
Basking Ridge, NJ 07920
(508) 221-8400

May 27, 1997

Incmteam
Federal Communications CQmmilsxon
Common Carrier Bureau
Enforcement Division

T EANARN

St:p Czde 1E0CM2

Washington, DC 205854

Re: Ella M. Warren
IC-97-12894 (Incmteam)

Type: (SLAM)
Notice of Informal Complaint dated April 28, 1997

Dear Incmteam Analyst:

This is in response to the referenced Notice of Informal Complaint.

Ms. Warren alleges that her telephone service was switched to AT&T without

authorization.

ATS&T notified the customer's local exchange carrier to substitute AT&T

as the customer's interexchange carrier based on a written authorization
form. Attached is a copy of the authorization form dated September 30, 1996.
Although the name differs from the complaxnant‘l, the addrese and billing

telephones number are the same.

Ms. Warren's billing telephone number remained with AT&T from

October 10, 1996 until October 17, 1996. AT&T billed the customer on
November 19, 1996 in the amount of §$6.36. AT&T rerated its billed charges
and issued a credit adjustment in the amount of $2.02 on May 27, 1997. This
adjustment should appear on the complainant's billing statement within 1-2
billing cycles. Account records indicate that the local exchange carrier
waived the fee associated with switching this telephone service.

We trust this provides your office with the information required in this

matter.

Attachment
cc: Ella M, Warren

/ede



. . . ATTACHMENT F
omen DOCKET NO. 971492-Ti
T SEPTEMBER 24, 1998

- l
{TRATeT C10-788-844

L = VourTrue Choice AT&T Service Aﬂgroemenf
Plaase Print Cleirly

DemNes | )L RSN | ]
veew DB | 0 L g
Fome Ph::;:::r\bor i_%__— Wi :j.ﬁsr]

scdren (V0P NI NS B el |41 L a1 |
oy VENLBE 101 Bt | | | see BL | zeceds AL B

\\x Yes, | choose AT&T as my Long Distance Teiephone Company. If AT&T is not my long distance

! carrier, please switch me to AT&T.
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igning here. | authorize AT&T to switch my long distance carrier to AT&T,
| acknowiecige tha! | have read the ATAT Service Agresment on the bock of this foim.
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e

AT&T Savings Plans
Yes, please enroll me in ATAT True Reach International™ Savings ($3.00 per month). =— RS4PM
Th= Country | call most is
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3705 N. 12TH Ave.
Pensacola. FL 32503
June 5, 1997

Incmteam
Federal Communications Commission

Commeon Carrier Bureau
Enforcement Division
Stop Code 1600A2
Washington, DC 20554

Re: Ella M. Warren
IC-97-12894 (Incmteam)

Type: (Slam)
Complaint dated 17 Oct 96

Dear Incmteam Analyst:

This is in response to the response letter sent to you from AT&T.
The AT&T Service Agreement was never signed by me. I have never
seen this form before. If I wanted to switch to AT&T, I would have
signed and cashed any or all of their $80 and $50 checks sent to me
through their promotions. I have always torn them up. I received
one today, 4 Jun, for $50 (in my name). There is absolutely no
reason for me to sign an agreement when I can sign the back of

their check.

Secondly, my telephone is in my name. It appears this way on Bell

South and the ghecks sent by AT&T.

Thirdly, my husband, James Warren, is deceased. He has been

deceased since 3 Mar S1.

This service agreement from AT&T: is a fraud. This 1s not my

signature and definitely not my husband’s.

I have never once switched my telephone service from MCI since I've
had it. My telephone service was slammed and’the signature on the

agreement is forged.

If so advised, I will file a formal complaint. As I stated in my
previous letter, I will take this matter as far as I must.

Sincerely,
Cz- '
¢Q£2fl’ 5&42;;£¢v/

Attachment
cc: AT&T

_U
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SEPTEMBER 24, 1998
STATE OF FLORIDA

DIVISION OF CONSUMER AFFAIRS
BEVERLEE DEMELLO

DIRECTOR

(850)413-6100

ToLL FREE 1-300-342.3552

Commissioners:
JULIA L. JOHNSON. CHAIRMAN
J. TERRY DEASON
SUSAN F. CLARK
DiaNE K. KIESLING
JOE GARCIA

Lublic Serbice Commission

October 16, 1997

Ms. Ella M. Warren
3705 North 12th Avenue
Pensacola. FL 32503-3103

Dear Ms. Warren:

Thank you for vour recent letter concerning AT&T Communications of the Southemn States.

We will look into the matter you outlined. advise the company to contact you to resolve the
problem. and require the company to provide the Florida Public Service Commission with a letter

outlining its resolution of the matter.

If you have any questions. I can be reached at 1-800-342-3552.

Sincérely,

Dick Durbin

Regulatory Supervisor/Consultant
Division of Consumer Affairs

DD:ewe

CAPMITAL CIRCLE OFFICE CENTER ¢ 2640 SHUMARD OAK BOULEVARD » TALLAHASSEE. FL 32399-0850
R W] internet Fomal CONTACT 2 PNCSTATEFL I N

\n \[Tirmativa arian £ anal Onnortumiere Fmniover
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L7

3705 N. 12TH Avenue
Pensacolas FL 32503-31Q03
October 9. 1997

Mr. Durbin.,

I am nne of the consumers who attended the Pensacola hearing on
"sSlamming "

We spoke briefly afterward and you asked me to send a copy of the
ATST Service Agreement.

Enclosed is a copy of the service agreement. the response from
ATST to the FCC and a copy of my response to the FCC.

Thanks .
Liiee e 1t

Ella M. Warren

i

gt 14 19T
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George Bacon Room 111712
District Manager ] 295 N. Mapie Ave.
Basking Ridge, NJ 07820
(908) 221.8400

May 27, 1997

Incmteam
Federal Communications Commission

Common Carrier Bureau
Enforcement Division

AR
Stsp Code 160002

Washington, DC 20554

Re: Ella M, Warren
1C-97-12894 (Incmteam)

Type: (SLAM)
Notice of Informal Complaint dated April 28, 1997

Dear Incmteam Analyst:

This is in responss to the referenced Notice of Informal Complaint.
Ms. Warren alleges that her telephone service was switched to AT&T without

authorization.

AT&T notified the customer's local exchange carrier to substitute AT&T

as the customer's interexchange carrier based on a written authorization
form. - Attached is a copy of the authorization form dated September 30, 1996.
Although the name differs from the complainant's, the address and billing

telephone number are the same.

Ms. Warren's billing telephone number remained with AT&T from

October 10, 1996 until October 17, 1996. AT&T billed the customer on
November 19, 1996 in the amount of $6.36. AT&T rerated its billed charges
and issued a credit adjustment in the amount of $2.02 on May 27, 1997. This
adjustment should appear on the complainant's billing statement within 1-2
billing cycles. Account records indicate that the local exchange carrier
waived the fee associated with switching this telephone service.

We trust this provides your office with the information required in this

matter.

Attachment
cc: Ella M. Warren

/ecde
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3705 N. 12TH Ave.
Pensacola. FL 32503
June 5, 1997

Incmteam
Federal Communications Commission

Common Carrier Bureau
Enforcement Division
Stop Code 1600A2
Washington, DC 20554

Re: Ella M. Warren
IC-97-12894 (Incmteam)

Type: (Slam)
Complaint’ dated 17 Oct 96

Dear Incmteam Analyst:

This is in response to the response letter sent to you from AT&T.
The AT&T Service Agreement was never signed by me. I have never
seen this form before. If I wanted to switch to AT&T, I would have
signed and cashed any or all of their $80 and $50 checks sent to me
through their promotions. I have always torn them up. I received
one today, 4 Jun, for $50 (in my name). There .is absolutely no
reason for me to sign an agreement when I can sign the back of

their check.

Secondly, my telephone is in my name. It appears this way on Bell

South and the checks sent by AT&T.

Thirdly, my husband, James Warren, is deceased.
deceased since 3 Mar 91.

He has been

This service agreement from AT&T is a fraud. This is not my
signature and definitely not my husband’s.

I have never once switched my telephone service from MCI since I've
had it. My telephone service was slammed and the signature on the
agreement is forged. ‘

I will file a formal complaint. As I stated in my

If so advised,
I will take this matter as far as I must.

previous letter,
Sincerely,

Lo Uy
gl artes

Attachment
cc: ATA&T

et Lza\\ o=



name _NEMAL ELECTRONICS ' company_AT&T COMMUNICATIONS OF THE SOUTHERN

Address _BEN NEMSER, OWNER attn. _SANDY HINTON 163114
Consumer*'s
12240 NE 14TH AVENUE Telephone #_(305)-892-1507
Can 8
Cityszip NORTH MIAMI 33161 County_DADE  Reached _(305) -892-2599
Account Number _ Note
Caller's Name Informal Conf._N Qutreach

s

Customer’s long distance carrier was changed from World Pass to AT&T without
authorization. Please provide proof of authorization, (LOA/tape). Appropriate
credits are requested to reflect a refund of switching fees/ service charges as
well as an adjustment of rates to those of the customer’s preferred carrier.
Please send the customer a copy of your response to this inquiry.

03-18-97- Request for extension until 3-24.

03-24-97- Report received with explanati"on, credit and copy of LOA.

06-16-97- File closed.

Request No. 1631141

8y DBM time _11:06 Atbare 03/03/1997

10 CO. vime _FAX pate 03/03/1997

Type_S form Phone

Category

Infraction LS- 131

Closed by DBM Date 06/16/1997

Reply Received I

o —————— e ]

CONSUMER REQUEST

S —

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
850-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

DUE: _03/24/1997

8661 ‘¥Z Y393 Ld3S
[1-26¥LL6 'ON 13XO0d
O INIJWHOVLLY
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= J.5;

Sandy Hinton Room 6054, Promenade !
Statf Associate 1200 Psachtree St.
Law and Government Affairs Allanta, GA 30308

(404) 810-4867

(404) 810.7076 - FAX
April 21, 1997
Doug Martin RE: Nemal Electronics
Florida Public Service Commission 163114

2540 Shumard Qak Boulevard
Tallahassee, FL 32399-0876

Dear Mr. Martin:

The attached letter was forwarded to Mr. Beagle at Nemal Elactronics to
advise of the credits issued to his account and to explain the results of our
investigation.

Please call me if you have any questions.

Sincerely,

—

Sandy Hinton
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Miami, April 2, 1997

Mr. James W. Beagle

Nemal Electronics [ntemational Inc.
12240 N.E. 14th Avenue

Miami, FL. 3316)

Dear Mr. Beagle,
I received your fax of March 31 and am responding in writing per your request.

1 have been wotking on a resolution of your probleras with AT&T since | became
involved with your account on Friday, March 7. This was the day that AT&T collections
restricted your outgoing long distance calls. As ! am sure you recall, I worked on this
issue Friday evening and Saturday until { was certain that your service had been restored.

The main issues we discussed at that time were: 1). The nezd to rerate your long
distance calls from your October 1996 billing period through your January 1997 billing
period. This would give you an Option S contract price retroactively even though a new
contract was not signed until February 1997. 2). The status of 2 51,000 credit promised
to vou by Mike Singh. -

On March 7, I asked our collections departmant to move your past and current billing to a
“disputed " billing category, until | couid do furthee research on your account.

The following week [ asked Mr. Deanis Holcomb to rerate your calls and fax you a letter
per your request, advising you that your bills were rersted. Your account has now been
credited with §945.61. He faxed you a letter stating this on March 12, 1997, 1 aiso found
that Mike Singh had previously moved an amount of $1,000 into the “Disputed” billing
category. This was the amount he had estimated the rerating of your calls would total.

Ou March 20, I recsived s complaint Mr. Nemser had filed with the Florida Public
Service Commission. The complaint was datsd March 3. It stated that your long
distance carrier was changed from Worid Pass to AT&T without your authorization.

Your company asked for a credit to reflect 8 refund of switching fees and service charges,
as well as an adjustment of rates to World Pass rates. The complaint pertained to 2 lines
you had not duthorized. In looking st your Letter of Agency, clearly these two lines were
not listed on the line numbers you were suthorizing. We were in error to pic the lines to
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AT&T. In our conversation of March 31, you provided me with these line numbers and
estimated your bill to be approximately $27 from AT&T for these long distance calis.

On April | | visited your office and gave you $300 in AT& T Long Distance Certificates.
These certificates represent the following: 1). Te give you credit for ALL AT&T usage
and pic change charges on the 2 lines involved in the PSC complaint, not just & rerate of
the $27. 2). To provide the difference between the $1,000 and the §945.61 you received
from the rerating of your bills. 3). To provide 5200 to you as a gesture of good faith and
for the miscommunication between our two companies, You are free 10 apply these
toward your AT&T Long Distance bill. As | answered to your concern yesterday, using
these centificates does not mean that you are in agreement with the amount. This equates
to your monthly commitment of Long Distance usage with AT&T.

| appreciate your comment yesterday, as well, acknowledging that | have been working
very hard on your behalf. [ will continue to handle your account directly. |can be
reached at 654-4302. In addition my home number is $57-8551 in case of emergency.

Sincerely,

éﬂ&w %M?@ta

LeAnne Mantero ‘
Account Consultant Manager
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Sandy Hinten Room 8081, Promenade |
Staff Associate 1200 Peachiree St
Law and Government Affairs . Atanta, GA 30309

- (404) 310-4587

(404) 810-7078 - FAX

March 24, 1997

Doug Martin . RE: Nemal Electronics
Florida Public Service Commission 163114

2540 Shumard Qak Boulevard

Tallahassee, FL 32399-0876

Dear Mr. Martin:

Attached is a copy of the Letter of Agency for this customer from the AT&T
Account Executive. The lines listed on this LOA do not show the line that
has been disputed by Mr. Nemser. It appears than an error occurred on
this account and that the 1507 number was transferred to AT&T when the
other six (authorized) lines were transferred.

An ATA&T Business Account Billing Specialist attemptad to reach Mr.
Nemser to apologize and to offer re-rates on the account. Mr. Nemser was
unavailable and the representative spoke to James Beagle regarding the
claim. The representative agreed to contact Mr. Nemser on April 3
regarding any re-rates to the account. Please extend until April 4.

Please call me if you have any questions.”

Sincerely,

e :::,_:/:

and; Hinton
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