BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 961551-TI
ORDER NO. PSC-97-0438-AS-TI
ISSUED: April 18, 1997

In Re: Initiation of Show Cause
Proceedings Against Discount
Network Services, Inc. for
Violation of Rule 25-4.118,
F.A.C., Interexchange Carrier
Selection.

The following Commissioners participated in the disposition of
this matter:

JULIA L. JOHNSON, Chairman
SUSAN F. CLARK
J. TERRY DEASON
JOE GARCIA
DIANE K. KIESLING

ORDER APPROVING SETTLEMENT OFFER
BY THE COMMISSION:
g Backgr

Discount Network Services, Inc. (DNS) is a provider of
interexchange telecommunications service and was certificated to
provide service in Florida on October 12, 1995. The company holds
Certificate No. 4077.

By Order No. PSC-96-0721-FOF-TI, issued May 29, 1996, in
Docket No. 960434, we required DNS to pay a $250 fine for violation
of Rule 25-24.480, Florida Administrative Code, by failing to
inform us of its new address, telephone number, and contact person
within 10 days of the change. The company paid the $250 fine,
provided our staff with the required information, and the docket
was closed.

Between January 1 and November 30, 1996, our Division of
Consumer Affairs received a total of 72 complaints against DNS
concerning unauthorized carrier changes in violation of Rule 25-
4.118, Florida Administrative Code (slamming). The majority of the
complainants stated that DNS’s telemarketers used misleading sales
tactics and led customers to believe that the customers were
speaking with AT&T representatives. As a result, this docket was
opened to investigate whether DNS should be required to show cause
why it should not be fined or have its certificate cancelled for
slamming. Prior to our consideration of whether DNS should be
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ordered to show cause, the company’s attorney contacted our staff
with a proposed settlement offer. We postponed consideration of
this matter in order to review DNS’s proposal. On March 18, 1997,
DNS amended its original settlement offer. The amended settlement
offer is attached to and incorporated in this Order as Attachment
A.

II. Amended Settlement Offer

Discount Network Services, Inc.’'s proposed settlement offer is
as follows:

1) DNS will credit customer billings in the amount of
$8,631.59 in accounts receivable. (We note that DNS has
already issued the credits which appeared on the March 3,
1997, billing cycle.)

2) DNS will refund to customers within 30 days of the
issuance of the Commission’s Order all previously
collected revenues in the amount of $10,062.37.

3) Effective February 1, 1997, DNS removed all
references to AT&T in its telemarketing scripts and
implemented an employee training program.

4) DNS promises to comply with all Commission rules and
orders.

5) DNS will promptly refund or credit customer billings
for the primary interexchange carrier (PIC) change fee
for any other Florida consumer who complains that their
service was switched without proper authorization.

6) DNS will promptly refund or credit customer billings
for the difference between the consumer’s preferred
carrier and DNS’ rates, if any, for any other Florida
consumer who complains that their service was switched
without proper authorization.

7) DNS will provide a detailed billing report of the
customers who filed complaints with the Commission’s
Division of Consumer Affairs. The billing report is
attached to this Order as Attachment B.

8) DNS will pay $5,000 to the Commission within 90 days
of the date this Order becomes final.



ORDER NO. PSC-97-0438-AS-TI
DOCKET NO. 9561551-TI
PAGE 3

Upon review, we find that the company’s amended settlement
proposal is reasonable, and adequately addresses cur concerns
regarding the slamming complaints. We shall, however, also require
DNS to submit a report to our staff within 45 days of the issuance
of this Order outlining the dates upon which any refunds or credits
are issued. In addition, DNS shall forward the $5,000 to the
Office of the Comptroller for deposit in the State General Revenue
Fund in accordance with Section 364.285 (1), Florida Statutes.
Furthermore, if we do not see an improvement in the number of
complaints against DNS, we will not hesitate to investigate.

Based on the foregoing, it is therefore

ORDERED by the Florida Public Service Commission that the
amended Settlement Offer proposed by Discount Network Services,
Inc. is, hereby, approved. It is further

ORDERED that Discount Network Services, Inc. shall submit a
report to Commission staff within 45 days of the issuance of this
order outllnlng the dates upon which any refunds or credits are
issued. It is further

ORDERED that Discount Network Services, Inc. shall remit
$5,000 to the Office of the Comptroller for deposit in the State
General Revenue Fund, in accordance with Section 364.285(1),
Florida Statutes. It is further

ORDERED that upon remittance of the $5,000 and receipt by
Commission staff of Discount Network Services, Inc.’s report, this
docket shall be closed.

By ORDER of the Florida Public Service Commission, this 18th
day of April, 1997.

BLANCA S. BAYO, Direct®r
Division of Records and Reporting

(SEAL)
BC
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NOTICE OF FURTHER PROCEEDINGS OR JUDICIAL REVIEW

The Florida Public Service Commission is required by Section
120.569(1), Florida Statutes, to notify parties of any
administrative hearing or judicial review of Commission orders that
is available under Sections 120.57 or 120.68, Florida Statutes, as
well as the procedures and time limits that apply. This notice
should not be construed to mean all requests for an administrative
hearing or judicial review will be granted or result in the relief
sought.

Any party adversely affected by the Commission’s final action
in this matter may request: 1) reconsideration of the decision by
filing a motion for reconsideration with the Director, Division of
Records and Reporting, 2540 Shumard Oak Boulevard, Tallahassee,
Florida 32399-0850, within fifteen (15) days of the issuance of
this order in the form prescribed by Rule 25-22.060, Florida
Administrative Code; or 2) judicial review by the Florida Supreme
Court in the case of an electric, gas or telephone utility or the
First District Court of Appeal in the case of a water and/or
wastewater utility by filing a notice of appeal with the Director,
Division of Records and Reporting and filing a copy of the notice
of appeal and the filing fee with the appropriate court. This
filing must be completed within thirty (30) days after the issuance
of this order, pursuant to Rule 9.110, Florida Rules of Appellate
Procedure. The notice of appeal must be in the form specified in
Rule 9.900 (a), Florida Rules of Appellate Procedure.
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ATTACHMENT A

Lance J.M. Steinhant

Aliorney Al Lew
$455 East Johns Crossiag
mmm x5 :
301 s
Also Admirtad ia New York e Talephooe: (770) 2329200
od Maryland Pacsimile (770) 2325208

. Narch 18, 1997

VIA_FACSINILE AND
ZIRST CLASS MAIL

Beth Cnlg:g , Enq.

Florida ic Service Commission
2540 Shumard Oak Blvd.
Tallahassse, Floridas 32399-0850

Re: Discount Retwork Services, Inc.
Docket No. 961551-TI

Dear Ns. Culpepper:

Pursuant to my discussions vith Paula Isler of your office and
to adédrass Connission concerns, on beshalf of Discount Network
Services, Inc. ("DNS™), I am haraby making this revised offer of
settlemant in the above-referenced matter.

In regar4 to the Florida customers vhich filed complaints with
the Comnission in 1996, DN collected revenue in the amount of
$10,062.37. As of the end of January, DNS had accounts Tecaivable
of approximately $8,600 (intrastate, interstate and international)
for such customers. DNS In light of the foregoing, DNS proposes
the following:

1. Credit customer billings in the amcunt of the
§8,600 in acoounts receivabla. Please note that
DNS has already processed these credits.

3. Return all <collected Trevenuss (interstats,
intrestate and {international) in the amount of
$10,062.37 to customars. These refunds will be
processed within 30 days.

00/3002 JAVENILLS IONY] BOZ8 BT OLL IVA R1:0T  48/81/60
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Beth Culps Esq.

Florida mgm'lu'viu Comnission
March 18, 1997

Page 2

3. Renove all references to ATET in its telarmarketing
scripts ¢to insure that all custozers are
affirmatively selecting DNS as its long distance
ocarrier. DNE ceased using ATiT's nane in its
telamarketing as of PFebruary 1, 1997 and DNS
::o-!.u- to imnediately institute an e=mployse

aining program. Please ses the attachments to
this letter which include a letter from Patrick
Corrigan, President of DNE, a revised tape
verification script without reference to ATLT, and
nev sales and verification procedurass.

4. DNS promises to comply with all Commission rules
and orders.

5. DNS will promptly refund or credit custeoaer
billings for the PIC chnni; fee for any other
Florida consumer who complains that their service
vas svitched without proper authorization.

6. DNE will promptly credit customer billings for the
difference between the consuxer's preferred carrier
and DNS' rates, if any, for any other Florida
consumer who cosplains that their service was
swvitched without proper authorization.

7 DNS will provide a detailed billing report to the
Commission for the custoners vhich filed complaints
wvith the Commission.

8. DNS will pay $5,000 to the Commission within »0

days of the adoption of this settlanant by the
Commission.

00/500@ JAVEXILLS IONYT 0F8 BCT OLL XVd G1:RT  jesR1/ED
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Beth Culpepper, Esq.
Tlorida guggic'l-rvicu Commission
March 18, 1997
Page 3
This offer is made for settlenent purposes and is not to be
used against DNS in any pending or future proceeding. DN5 nsither
adnits nor danias any wrongdoing.
Please return a stamped copy of the extra ocopy of this letter
in the enclesed prsaddresssd prepaid envelope.
If you have any questions or if I may provide you with any
additional information, please do not hesitate to call me.
Bincerely,
hm‘hin}mn, E8g.
Attorney for Discount
Network Services, Inc.
Enclosures
ec: MNMr. Pat Corrigan
LIS /as
Yo0/v00 R JAVENIALS IONV] 90T8 ICT OLL XV 6T:01

48701780
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| DS

PISCOUNT RETWORK SERVICES INC."
203217 Ann Asbor Trall « She 101
Deabomn His, b 65117
$13-982-3001
Pax 513-982-3014

January 30, 19%7

Lance Steinhart

$00 Northpark Town Canter
31100 Abernathy Road
Suite 112

Atlanta, GA 30328

Re: Florida PSC
Dear lLance,

Pollowing up anéd confirming our previous conversations, effective
Pebruary 1, 1997 we will be paking numarous changes to our selling
u;d I::iﬁca::lon procedures for all orders sold in the stats of
Flor . i

Attached please tind an overview for the new procedures and our new
verification script. As I stated befors we have droppsd all
references te "ATaT* during the verification process. Apparently
there was Loo much confusion created this past year when our statf
tried to explain to the customer how a reseller of a major carrier
oparates.

Although we are inotituting tbese new proceduras {iomediately, we
may still have somc customels in the °p pe-line® at ATELT that have
not yet receaved an invoics. Hopefully there will be few, if any,
customer inguires batween now and when these customar receive their
firet imvoice.

Me feel vary confident that thase nev procedures will eliminate
virtuslly all customcr complaints in the futurs.

Thanks for your sssiatance.

Business Long Distance Service Utilizing the AT&T Network

- (" WRE:v9 [L5-8E-10 riet T8 I SDINAES >AOoMLN
s00/800@ LEVENILLS TNV EOZ6 080 0L YV4 EYIIT  L8/6O/ED
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TAPE VERIFICATION SCRIFT

HEILO, MR/MRS._ o e — —s THIS e __ FROM
NETWORK VERIFICATION, 1 AM FOLLOWING UP ON YOUR PREVIOUS
CONVERSATION WITH: ABOUT THE LONGC
DISTANCE SAVINOS PROGRAM THROUGH DISCOUNT NETWORK SERVICES
[N ORDER TO PROCESS THIS DISCOUNT PLAN WE ARE REQUIRED BY THE
PCC TO RECORD YOUR AUTHORIZATION.

TINS WILL ONLY TAKE A COUPLE OF MINUTES, AND WITH YOUR
PERMISSION | WOULD LIKE TO START THE RECORDED PORTION NOW.

1. DID YOU RECEIVE AND REVIEW THE INFORMATION SHEET SENT TO YOU
BY .[SATES REPRSENTATIVE NAME)

2. COULD YOU PLEASE CONFIRM YOUR COMPANIES NAME AND PHYSICAL
ADDRESS ?

3. 1S THAT ALSO THE BIL.LING ADDRESS ?

&. YOUR COMPANY WISHES TO CHANGE YOUR LONG DISTANCE SERVICE
70 DISCOUNT NETWORK SERVICES ?

8. 710 TELEPHONE JINES THAT WILL PLACED ON THIS PROGRAM ARE:
1IST ISTN AND WTN'S
6. YOUR COMPANY'S AVERAGE LONG DISTANCE BILL PER MONTH IS?

7. YOUR POSITION WITH YOUR COMPANY IS _ — — AND YOU ARE
AUT/IORIZED TO CHANGE YOUR COMPANY'S LONG DISTANCE

8. THLE SAVINOS PROGRAM WILL BE BILLED THROUGH DISCOUNT
NEIWORK SFERVICES. YOUR LOCAL PHONE COMPANY MAY CHARQE YOU
$5.00 FOR THF. PIC CHANGE, WHIC!H] DNS WILL REIMBURSE

9. THIERE WILL BE A WELCOME PACKAGE SENT OUT WITHIN A WEEK IF
YOU I [AVFE. ANY QULSTIONS AT THAT TIME, PLEASE CALL THE 800 @
INCLUDED IN THE PACKAGE.

(9] HIEZ 190  LE-9E-10 viet Zat g1C

TVECINLS RS SIS HUOMLIN

Z0Z6 08P OLL IV PP:1T L8-60/C0
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- NETWORX SERVICES 313 982 W14 01-30-97 S4:29P" (8] m2

SALES AND VERIFICATION
PROCEDURES

1. Initial Sale

A. Sales representatives are responsible for explaining
the long distance program to prospective customers.

B. Sales representatives must either fax or mail
information sheet to all prospects that wish to change
long distance service to Discount Network Services.

C. Orders can only be submitted to the verification

center after confirration that the perspective customer
has reviewed the information sheet

2. Verification Center Procedure

A. Verifiers

1. Orders submitted by sales agent must be verified
within a 24 hour period from the time delivered by the
sales agent.

2. The verification script must be followed.
3. If the customer has questions regarding service DO
NOT STOP TAPE, answer the question, and if the

customer still wigshes to change service continue with the
verification. .

800/200@ JAVAAILLS IONY] EOE® 966 OLL XVd 9F:T1  48/60/60
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NETWORK SERVICES 313 982 W14 01-30-97 04:29N 16) 3

4. Please keep a detailed log sheet of the orders that are
verified. This log sheet will be used to locate the tape if
there is a PIC dispute. X

5. Clearly mark orders that do not verify, with a detailed
explanation of why the customer did not want the service.
This will aid the sales agents in the future.

B. Supervisors

1. Supervisors will be responsible for 5 verifiers.

2. Please make sure that verifiers follow the script, and
are completing the log sheets correctly.

3. Review the orders that do not pass verification for
weekly meetings with VP of Sales at Discount Network
Service .

4, Report any major discrepancies with manager 80 that
problems can be handled immediately with Discount
Network Services.

200/900@ .
LAVENIALS IONVT TOZS 08D OLL YV LY:11 48760 SO
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