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DOCKET NO . 930421 -TL - COMPLAINT OF THOHAS FIRRIOLO Ar~IHST 
SOUTHERN BELL TELEPHONE AND TELEGRAPH COMPANY REGARDING CHARGES 
FOR RESIDENTIAL TELEPHONE SERVICE IN ST. JOHN'S COUNTY 
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CRITICAL DATES: NONE 

SPEC IAL INSTRUCTIONS: I :\PSC\ CAf\WP\ 93042l. R~~1 

CASE BACKGROUND 

On September 28, 1992, lhoma r. r irriolo, owner of lhe Putnam C ounly New' . 
f1led a complaint with Consumer Affa1rs against Southern Bell. lhe complaint 
concerned a lack of response by Southern Bell to Hr. Firriolo ' s concerns about 
Improper Ins t allation, interrupted service, and mistakes in hi s billing. 

After numerous discussions 1t wa s determined Lhal there were three (3) 
main areas of disagreement between Southern Bell and Hr . Firrlolo: 

I) Hr. Firr iolo believes that he should not have to pay for the cost 
of installing the telephone at his fir st res1dence; 

2) Hr . F1rriolo bel1 eves that he should not have to pay for the co ~ l 

of changi ng his Installa t ion at hi s second residence, ~•nee he 
believed that the Company could not protect him from hav1ng h1s 
telephone tapped; 

3) Hr . flrr1olo has been receiving bills for telephone se r ~1ce that 
he says he never ordered and ha s not ut l l1 zed. 

Based on its initi al investigation, staff advised Hr. Firrlolo that 
Southern Bell had sufficiently attempted lo sa ti sfy h1s concerns and was due 
payment. Hr . firrlo lo requested an Informal conference wh ich wa s conducted by 
s taff on April 5, 1993 in Sl. Augusli ne. At lhe conft!rtnce, items 1 and 2 
we1e setll ed lo the mu tual satisfac ti on of both parlH!S. The one que!>L1on 
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remaining is whet her Mr . Firriolo owes ins ta lla ti on and monthl y charges on 
telephone servi ce for (904)826-0888 , in t he amount of S57.12. 

Mr. Firriolo contends that he never ordered thi s service. Southern Ho l I 
con t ends that he did order the servi ce and, upon receipt of bill s, did not 
advise the company that there wa s a problem. 

On April 15, 1993 , Sou~hern Bell provided st aff with a copy of the 
computer printout of the comple t ed servi ce order for the telephone servtce tn 
quest ton. 

DISCUSSION OF ISSUES 

ISSUE 1: Is Mr. Firrlol o responsible for installation and local serv ice 
charges totalling $57.12 for telephone number (904) 826-0888? 

RECOMHENDATJON: Yes. 

STAFF ANALYSIS : Southern Bell records indica te that Mr . Flrriolo called on 
November 12 , 1992, spoke to Ms. Helfer , and placed an order for both 
rcstdenti al and busi ness serv ice to be install ed at 253 State Road 16 tn St. 
Augustine. He wa s given a connection dale of Novamber 20, 1992. Records 
tndtcale that on November 17, 1992, at 11:44 AH , Hr . Firriolo call ed Southern 
Bell, spoke to Ms. Helfer , and requested that the tnst alla ll on date for the 
re s idential servi ce be changed to November 30, 199?. lie did not request that 
any instde wiring be done. 

At the in formal conference, Beverly Murray, the Assistant Manager of 
Sout hern Bell 's Bu s iness Office, said that she was with Ms. Helfer wh en she 
look the order from Mr . Firriol o. She said that Mr . Firriolo clearly ordered 
~wo separate servi ces , one business service and one r esidential servi ce. Ms . 
Murray said that Ms. Helfer revi ewed the rate s for both servi ces with Mr. 
rirrtolo, verified the name in wh ich each servi ce would be billed, and 
dtscussed with Mr . Firrlolo whi ch building would be the bustne)s and wh ich 
would be the residence. The bus iness se rvi ce was tns tall ed on November 20, 
1992 , and the residential servi ce was connected on Novem~n r 30, 1992, wil h 
t elephone number (904) 826-0888. 

Since both servi ces used exis ting facilities, there wa s no fol low-up 
wtlh Mr. Firriolo by Southern BPll to verify that the serv ice~ were 
functioning properly. No premises visi t wa s necessary to con~le te the 
Southern Bell connec tion. Mr . Firriolo said that he never used the 
r('~ iden l ial 1 inc si nce there Is no i ns ide wiri ng for the servi ce. 

On December 30, 1992, sta ff recei ved a letter f rom Mr . Ftr rtolo 
containing a copy of hi s bill and a note thal read, "As you can see tht s "' 
not my telephone number yet lm be ing charge." (s tc) Tht~ letter· was forwardcd 
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t o Southern Bell whi ch verified that the number was dSSigned to Mr . Firriolo. 
AI nn time did Mr . Firriolo contact Sou thern Bell ann advise them that he had 
not ordered this service. 

Southern Bell has issued credit for loca l servile on this account for 
the period from December L4, 1992, until April 6, 1993, when the servi ce wa s 
discontinued. Incl uded in this credit are late payment charges reflected on 
January , February, and March, 1993 bills . The remaini ng balance of S57 . 12 IS 

for connection charges and l ocal servi ce charges from the dale of connec ti on 
through December 24, 1992. 

Since Southern Bell 's records indicate not only that an order for this 
service wa s placed, but that an additional call wa s made by Mr. rirri olo to 
change the dale of insta l lation, it appears that it was his inten t ion to have 
servi ce installed. Southern Bell has adjusted local serv1ce cha rges after the 
first 24 days of service, but Is entitled to payment fot connect ion charges 
and the initial l ocal servi ce in t he amount of ~57 . 12 . 

ISSUE 2: Should thi s docket be closed? 

RECOHHEHDATJOH : Yes , If no substantially affected party timely fi les a 
protest to the Commission's proposed action. 

STAFF ANALYSIS : If no substantially affected person f 1les a reques t fo r a 
hearing under Section 120 . 57 , Florida Statutes, within 21 days from the dale 
of the order, no fufther act ion will be required and the docket may be closed. 
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