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9 ~Dual. 

10 KDl OUwm.L, One Tampa City Center, Tampa, 

11 Florida 3.3601, appearinq on behalf ot· ft8 J'lori4a 

12 %DOOrpo~ated. 
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17 Avenue, Plantati.on, Florida 3:3324, appearing on behalf 

18 ot &aerioaa '!elea•t. 
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1 P R 0 C • • D % • Q 8 

2 (Hearing reconvened at 2:00p.m.) 

l CII&DtDII JODaOII& We • re qoinq to qo ahead. 

4 and reconvene tbe hearing. We're here in Docket 

5 970882-TI. Are there any preliainary aattera? 

6 (No raaponae.) 

7 Are we ready to have the firat witness? 

8 Rave you been awom? 

9 D. •DiCIIDa Madam Ch.airaan, may I 

10 interject? My naae is Benjamin .Fincher representinq 

11 Sprint, and I waa not present at the first day o.f the 

12 hearing. CouleS :r enter an appearance at this time? 

13 ca:a% .... JOIDUIOIII Plea••. 

14 a. •DICIIDa Benjaain Fincher, 3100 

15 cum.be'rlan.d Circle, Atlanta, G4torqia 3~0339, appea:rinq 

16 on behalf of Sprint Co~icationa Coapany, Limi.ted 

17 Partne·rahip·. 

18 ClmlJUIUf JOIDI801U Okay. And whose witness 

19 ia o.n the atand? 

20 U. aUL•a This ia Mr. Wa.tta tor AT&T. 

21 OJD!a&IJ JOIDiao•• Okay. Now, are we qoinq 

22 to stay with the original order of witnesses? I 

23 unc:teratood that we aigbt change the order of 

24 witneaaea. So we're aet with Mr. Watt• going firat? 

25 u. aVLaa Yea. On the laat hearinq c:Say we 
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1 were diaC:u8ainq: aoving tbe order of witnesses, but 

2 since we've reconvened another day and we•re all bare, 

3 we don't need to do that. 

01Dt8DW J OBII80111 Oka,y. · And Mr. watts was 

5 .worn, was he not, at tbe last bearing? 

6 

7 

8 proceed. 

WI'l'IIU8 Dft81 That'• correct. 

CID%mDII J0111180111 Okay. Then we • 11 

g -.----

10 JDaY ftft'8 

11 was called as a witness on behalf ot ATiT 

12 ccmaunicationa ot the southern States, Inc., and, 

13, having })een duly SfJorn; testified as follows: 

14 DIJmCII aaKID'ri OII 

15 BY u. avr..a 

16 Q Cou.ld you state your nne and address for 

17 the record, please.? 

11 My n... is Jerry Watts. My business address 

19 ia 1200 Peacbtree Street, Atlanta, Georgia. 

20 Q And bow are you ••ployed? 

21 a . By AT'T eorpor'ation . 

22 Q And your position? 

23 A I'• the director· ot: regulatory priorities 

24 and plana tor AT6T, Southern Region. 

25 Q And di.d you cause to be prepared and filed 



1 in this docket two it ... of teatiaon.y eonsistinq of 

2 one it- of cUreat teati•ony· and one exhibit an.d. one 

3 it .. of rebuttal teatiaony? 

4 ~ Yea. 

5 0 Do you have any changes or corrections to 

6 make to that teatiaony? 

1 A Yea, I do. 

8 0 Could you wake them, pleaae? 

9 A All right. These are obanqes to ay direct 

10 teattao.ny. At Page 5, Line 23, we n .. d to insert 

11 "residential• before "sale•"· And on Page a, Line 6, 

12 we need to strike •coaplainta received" and insert 

13 "sales•. 
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14 And then the only other change I had is that 

15 I have aoae updated information. ": had filed an 

16 e·mibit with ay testimony·, and since I tiled my 

17 testimony, the FCC haa iaaued another carrier report 

18 card and baa updated that. inforaat.ion. The prior 

19 exhibit had 1995 information in it, and the new 

20 exhibit has 1996 intoraation. 

21 U. aVL•a co-.i.aaionera, you ahoul,d have 

22 that bet ore you now aarked a a AT'T EXhibit JWW-2. 

23 g (Bf ... hle) With those chAnges and 

24 corrections, Mr. Watts, if I aak you the same 

25 questions today, would your answers be the same? 
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1 They would. 

2 D. aut.•a .I'd like Mr. Watts' pretiled 

3 direct and rebUttal testi•ony i .naerted. into the ·record 

4· as though ru4. 

5 cwarawa• Jaa.ea.a It will be so inserted. 

6 Q ('17 .. • Rule) Kr. Watts, have you prepared. 

7 a suamary ot your test.iaony plus aoae additional 

8 co1D1Unts on specific rules? 

9 .a Yea, I have:. 

10 Q Could you please give that summary now? 

11 

12 conswaer probl- which is currently rece.ivir:'CJ a great 

13 deal of attention troll rec)Ulat.ors, legislators, 

14 telecoaaunicat.ions coapaniea and the aed.ia. 

15· Tbe CWI\1\lati ve expense ot investiqatinq and 

16 resolving these ccmplaints is substantial, as is the 

17 .irritation and inconvenien.ce experienced by consumers. 

18 AT'T loses consWDera and substantial revenue 

19 to slaJIIJDing by other· carriers. During 1994, 7' ot 

20 .AT&T'• customers who were switched to other carriers 

21 reported they bad been ala.aed. Ot the customers who 

22 testified at the public hearings and those who wrote 

23 letters to the Public counsel, uny aor·e were slaJIUiled 

24 away troa AT'T than any other carri..er. This be.a·rs out 

25 our belief' tbat we lose aore customers trom sla111lDing 

ft.Oil%D.A PUBLIC IDV%08 COIIIII88IOII 
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1 than any other long diatance company. 

2 Obvioualy AT'T h.aa a di'rect financial 

3 interest in preventing ala.aing. AT'T coapliea with 

4 all Co-iaaion and FCC carrier •election rules and bas 

5 iapl ... n.t.<S i ·nternal proce•••• and procedure• to 

6 prevent ala-inq. Additionally, AT'T haa initiated 

7 prograaa to aaka cuatoaera aware ot alaaainq and to 

8 educate cuat.o11lera on at.eps they can take to avoid 

9 being alaaaed. 

10 Nevertheleas, given the enormous nWilber of 

11 PIC change• made every year and the millions of 

12 carrier selection contacts, it is un.reall.stic to 

13 eX'pect perfectio.n. The co-ission auat look at 

14 slalllllinq complaint• ln context and should n"'t 

15 detenaine the extent of' the problea by looking at raw 

16 nuabers ot alamaing complaints. 

17 Por ax:a•ple, SO aillion carrier selections 

18 occurred in 1997. Baaed on population statistics, we 

19 can assume that approxiaately 2.75 aillion ot these 

20 PICa occurred in Florida. During 1997, the Commission 

21 staff believes th.at. there were approximately 1, 500 

22 slamming infractions. That's 1,500 out of 

23 approxiaa'te.ly 2,750,000, and that is only a small 

24 fraction o:t lt. 

25 That ia, adaittedly, an eatimat e, .but even 



1 if you aaau.a that the nuaber is actually 10 times 

2 qreater and that all of th .. were justified, still 

3 that means that 2,735,000 PIC changes occurred in 

4 1997, or about 99.!5t of the total, not due to 

5 slamming, but because those cuatoaers found a better 

6 deal. 

7 cuatoaera w·ant the ability to change 

8 carrier• quic1c1y and ea•ily to take ad.vantaqe of 

9 competition in the teleco.aunicationa industry. 
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10 Competition in the long distance industry is robust as 

11 coapetitora strive to acquire new c:::uato .. rs and retain 

12 those cuatoaara. As in any coapetitive aarket with a 

13 large nuaber of coapet itora, there will always :be some 

14 overzealous sales contact• which aisrepresent the 

15 vendor and/or the product. 

16 In tact, our analysis of the complaints in 

17 Public Counsel's exhibits in the public bearings 

18 indicate that a aigniticant number involve other 

19 companiea aiar•presenting themselves aa AT,T. The 

20 co .. ission can and should prohibit deceptive marketing 

21 pr actices, but it shoul4 not iapoae the enoraous 

22 requlatory coat that coapanies and their customers 

23 would incur un4•r these new rulea when love r cost 

24 alternatives are available .• 

25 Before coaaent i ng on a specific rule or 



1 proviaiona, I'd like to tell you about aoae proactive 

2 steps AT'T ha8 taken to reduce al ... inq co•plainta. 

J On January 1at, AT•T inatituted a new, 110re cuatoMr 

4 friendly procedure for dealinq vith cuata.er ala .. inq 

5 eo~~plainta. 

6 under the new procedurea, if a cuatomer 

7 aervice representative receiv .. a coaplaint about a 
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8 PIC chanqe, they can t..ediately tranafer the customer 

9 to a apecially trained cuato•er aatiafaction 

10 repreaentative vbo baa on-line inforaation capability. 

11 That vay tbey can tell tbe cuatoaer durinq the aame 

12 phone call vben and vbare their aervice was chanqed to 

13 AT,T. 

14 Tbe cuataaer aatiafaction repreaentative ia 

15 reaponaible for doinq whatever it take• to satisfy the 

16 cuataaer. They can rerate charqea, provide credits, 

17 and pay for chanqinq a cuatoMr to another carrier. 

18 They do this while the cuatoaar ia on line, even if 

19 our recorda indicate that the cuata.er authorized the 

20 chanqe. cuata.era like this new process. we believe 

21 it vill auhatantially reduce AT'T al~inq coaplainta 

22 and. qive ua the opportunity to vin back these 

23 cuata..ra in tbe future. 

24 In addition to our new cuato•er service 

25 proqraa, we•ve initiated an educational proqraa 

rLOalDA l'O'ILlC IDVICI <X*III88l011 
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1 targeting the Hispanic co-unity. we chose this 

2 aark•t aegatnt becauae Hispanic cuatoaera are t .wice as 

3 likely aa othar cu•toaera to be alaaaed. The new 

4 prograa utilizes brochures and public service 

5 armouno-nta to infora Hispanic cuatoaera on how to 

6 protect th-elvea a9ainat •1-i~. 

7 AT,,T baa •lao worked with Call For Act.ionl a 

a nonprofit. network of oonauaer botlinea to produce a 

9 slaaainq video in Spaniah.. In the case ot the 

10 Hispanic coaunity 1 AT'T ident.itied a specific proble• 

11 and has taken at.epa to educate and intor11 those 

12 custo•era. Siailarlyl the co-iaaion should analyze 

13 problea areas and proble• companies and take targeted 

14 action to .a.trenqtb.en rules and erttorceaant efforts. 

15 Now I'd like to talk to y .u about the 

16 propoaed rules. Aa you are aware 1 AT'T an.d others 

17 have expressed concerns regarding tbe coat teaaibilit.y 

18 and effectivan••• of the proposed rules, and 

19 u.ntortunately carrier.a who are not ooaplyinq with 

20 exlstinq rules are unlikely to vol·untarily comply with 

21 the new .rules. Carriers. Who intentionally and 

22 repeatPdly break the rules vill find a way to break 

23 th.ese rulea 1 too. 

24 The co-iaaion should target these co•panies 

25 tor strong enforc:eunt action. Rather than go over 



1 every detail of tbe rulea tod.ay, I '• qoi~nq to explain 

2 AT'T'a 11&jor concarna with aoae of the new 

3 requir..-nt.a. 
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4 We believe the rule relating to selection oi 

5 providers has serious f'lawa. When a potential 

6 customer calla our 800 nuaber, the rule would require 

7 us to record the call and obtain ap.citied 

8 inforw.ation, and the cu.ato .. r vou.ld have to call in 

9 uainq the act.ua,l phone line he wanted to have PIC' d to 

10 AT,T. This preaenta aoae probl .... 

11 A cuatoaer with a phone line and fax line 

12 wou_!d appar·ently have to call in separately on each 

13 line or we would be unable to aake the switch. 

14 custoaers wouldn't be able to call from their place of 

15 work, although uny people use their lunch hour to 

16 take care ot this type of personal business. And 

17 interna.lly, in orcSer to provide prompt aervice, our 

18 call center• tra.nater cuat.omera to the first available 

19 o:perator ln one of aeveral locationa. The cuatomer 

20· ANI could not ~ captured after auch a transfer aaking 

21 it 1•posafble for AT'T ta coaply with this rule. This 

22 would qreatly increase tranaaction co•t• because we 

23 would be forced. to uae expensive third-party 

24 verification on thea• calla inatead. 

25 We do not believe that. the recording of 



1 contact• and veriticatio.n will prevent alamainq by 

2 unscrupulous carri.era. To the contrary, recorded 

J responses can be .. nipul.ated and are not. foolproof. 

4 We also suqqeat th.at the Comaission modify 

5 the nev .rule requireaents regarding informational 

6 pa.ckaqea. The way the rule is written, when a 

7 customer chooses a provider and the provider sends a 

a customer an intoraal packaqe -- an informational 
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9 pack.aqe, th.e ouatoaer mtl.st aqain request the change by 

10 sending back the postcard. 

11 our experience has been that custome.rs want 

12 to chanqe carriers as quickly and efficiently aa 

13 possible, and t.his require .. nt would only increase the 

14 amount of tt•• custoaer• auat walt to reoetve their 

15 chosen service. The current process allows the 

16 cus·tomer to change his •ind and deselect a carrier by 

17 sending tbe postcard, and there doesn't appear to be 

18 any e.vidence tha·t tbia p·rocesa is insufficient. 

19 We also oppose, the .r u le that requires 

2·0 unauthorized providers to credit the customer with all 

21 charges tor up to 90 dltys. co-iasioners, we believe 

22 ·this rule v!ll increase, not decrease, complaints. 

23 AT'T agrees that custo•ers shouldn't sutter 

24 f:inancially when they're switched to another carrier 

2 5 wi thou.t their consent, but the be•t reaedy is an 



1 illllediate awitcb to their chosen carrier along with a 

2 prompt rerate to· make them whole. But free service 
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3 for 90 <lays doea aucb aore than aake a customer who,le, 

4 and it: will encourage toll fraud and delay.ed 

5 reporting,, and COJII)aniea faced with loss of revenue 

6 w·ill be forced t~ fight each caaplaint, greatly 

7 increasing their transaction coat and regula.tory 

8 costa. Like all .buain••• costa, they ev:entually must 

9 be passed on to conauaers. 

l 'O Koreover, Section. 258 ot the Telecom Act 

11 proV'ides a powerful. new right of action for slammed 

12 carriere which w·ould be thwarted if customers are not 

13 required t ·o p.ay for calla they make. Specifically the 

14 Act provides that the •l-ing oarri•r -- and I •·m 

1!> quoting· "shall be liable to the carrier pre.viously 

16 selected by the subscriber in an amou.nt equ.a.l to all 

17 charqea paid ~Y such aub8criber .after such ·violation," 

18 closed quote. 

19 This provision is critical because it 

20 provides a new and aeaning·tul incentive for the 

21 industrY' to self-regulate. In the past slaJIIJDed 

22 carriere could only· recover lost pr,ofit, which was 

23 difficult to prove. With the new language, c·arriers 

24 can go after all lost revenue by taking ~cti,on aqainst 

25 the o.tfending carrier. The FCC is currently 



1 conaic:t.-inv appropriate rule• to facilitate thia 

2 proceaa. 

3 You aay r.acall that a nuaber of people who 

4 testified at the public: b.ear:ing aaid they juat didn't 

s look at thair pbone billa. Tboae .... cuatoaara 

6 probably also receive bank atat ... nts or crecU t card 

1 atateaanta, and if they don't exuine thu properly, 

8 th•y can l o .. their right to redr•••· 
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9 cuatoaera Jmat alao be enoouraqed to aonitor 

10 their telapbona bi.lla and pra.ptly report any 

11 probl-. In .tact, the Co.aiaaion•a propoaal to 

12 require notice on tba bill of provider changes aakea 

13 this proceaa even eaai.er fo.r conauaera. The 

14· co-iaaio.n ahouldn •t underaine tbia goal by providing 

15 an incentive tor cuatoaara not to review their 

16 atate .. nta. 

17 Finally, the rule alao· reqau.rea a follow-up 

18 nctification letter to new cuato .. ra a.fter third-party 

19 verification. Third-party verification ia it•elf a 

20 follow-up -••v.r•, and turt.b.er tollov-up ia 

21 unneceaaary. ATR believe• t:b!.a ia redundant and will 

22 increaae coata without providinq a correaponcHng 

23 benefit. 

24 co-iaaionera, the Jteya to recSu.cing the 

25 number of ala-inq coaplainta are conauaer education, 
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1 lnduatry cooperation, and effective enforcement. The 

2 al>ilit:y ·to pursue the .. objectives will be beat served 

3 by unifora rules and standard• aero•• all 

4 jurisdictions. 

5 AT'T aupporta state raqula·tiona which mirror 

6 the existiDCJ and fort.heo•inq rec ru,lea. Consistent 

7 rules wbiob are effectively co-unicated and fairly 

8 enforced will help customers underatan.d their riqhta 

9 and iaprove carrier ca.pliance. 

10 conversely, inconsistent rules will cause 

11 customer and carrier confusi.on and coaplieate 

12 · educati.on and e.nforc ... n·t act.ivitiea. Inconaiat·ent 

13 rules aero•• 51 juriac!ictiona will adcl 

14. su~tantially -- will add au.I:Hitantial operating coats 

15 to carrier• which will ultiu'tely be borne by their 

16 c'ustoaera. 

17 In conclusion, co .. i ssionera, AT'T 

18 recoiDllends ·that yo.u deter act ion on new rules until 

19 the FCC issues .an order in its existing rules 

20 proceeding. When the FCC releases ita rules, the 

21 CoiDlli aaion can deteraine it those. rules are adequate 

22 or i t additional rules are needed, and in so doing, 

23 you oan avo id iapoainq enor.oua requlatory c·oats on 

24 carriers who would otherwise n.eed ·to develop expensive 

25 Plorida- apecifie proee4urea and databases; and aa you 



l k.now, such coats ultiaat.ely are passed on to 

2 con•UJMr•. 

3 I realize that if you are the customar who 

4 gets ala-eel, one alu is too aany. When my service 

5 was al-ed a few year•. ago, it va• an irrita.ting 

6 experi•nee and I vaa outraged. However, as e•otional 

7 as thia 1••u• ia, I urge the Ca..iaaion to put this 

335 

8 problem in perapee.ti.ve before adopting new rules which 

9 could increaae the coat ot long diatance calla for 

10 millions of cona\Diera and i ·nhibit their ability to 

1 .1 freely shop for the beat value in teleco-unications 

12 aervicea. 

1 .3 That conclude• ay amraary. 

14 118. RUL.I Co-ia.sionera, .before tender inq 

15 Mr. Watts tor eroaa-ex .. ination, I'd like to have his 

16 eXhibit• identified. Be has Exhibit JWW-1 an~ 2, and 

17 I'd like th .. identified as a coapoaite. 

18 CJDIRDJr J~Oirt We'll identity those as 

19 composite Exhibit 5. 

20 xa. RUL•a Thank you. Mr. Watta is 

21 available for queat:ionift9. 

22 (Exhibit 5 urke4 tor i<Sentitieation.) 

23 

24 

25 
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3 

4 

s 

6 

7 Q. 

8 

9 A. 

10 

11 
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PLEASE STATE YOUR NAME AND BUSINESS ADDRESS. 
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My name it Jerry W. Watta. My busineu address is 1200 P~htree Street 1\'.E. 

Atlanta. Georgia, 30309. 

12 Q. PLEASE DESCRIBE YOUR EDUCATIONAL BACKGROUND AND 

13 WORK EXPERJ:ENCE. 

14 

15 A. 

16 

I received a Bachelor of Science depee in Business Administration with a major 

in AccouatiDa ftom Auburn University in 1971. I have been employed by AT&T 

17 since 1968. My wort experience includealS years w ·th Soutbem Bel! and South 

18 Central Bell in customer service and public affairs usignmettts. Since 1983. I 

19 have beld various public affain positions with AT&T with rcspoRJibility for state 

20 and federal advocacy u well u state rqulalory case manaaement. My current 

21 position ia Divilion Manaaer·RcpJatory Priorities and Plans for AT&T's 

22 Southern. Region. 

23 

24 Q. 

25 

WBA"f IS THE PURPOSE OF YOUR TESTIMONY? 

1 



2 

3 

4 

s 

6 

7 Q. 
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The purpose of my testimony is to discuss AT&Ts position regarding the 

regulation of "slammiqg" and to· deacribe AT&T'S procedures and initiatives to 

pre:vent slammins. I will aJso discua the considerations that the Florida .Public 

Service Commission ("Co,nmission•) should take into account when making 

slammina rula. 

DOES YOUR TESTIMONY INCLUDE COMMENTS ON SPECU1C 

s RULES? 

9 

10 A. No. The Commiuion bu not yet proposed specific .slamming rules. AT,&:T will 

11 file formal comments on such rules after they are proposed. and reserves the right 

12 to aupplemeot ita teltimony in support of such COJDJDatta. 

l) 

14 Q. 

IS 

16 A. 

PLEASE COMMENT O·N SLAMMING AND ITS lMPACI' ON AT&T. 

Fint of all, the Conunillion lbould recc)gnize that not all PIC disputes are caused 

11 'by slams, but may ariJe from cauaa ocher· than slammin&- f ·or example, a spouse 

18 or other boUICbold member may change carrim without express authorization 

19 from the ICCOU1lt bolder; a new customer may run up a larger-than-usual. bill and 

20 have second thougbts about the validly-selected carrier; a person who frequently 

21 cbanaea euricn (sometimes called a "apiMer") may wiah to avoid PIC chutge 

22 charges; or a dala entry error may be made when switching carriers pursuant to a 

23 valid requat. In all oftbae cuca, the provider would have followed established 

24 procedwa for cmier selection, but tbae nevertbeleu would be a PIC dispute. 

3 



Slamming. on the other band. is th.e knowing, unauthorized transfer of a 

2 customers primary long distance carrier. Usually, the carrier also fails·to, follow 

J prescribed verification methods which would detect and often preclude the 

4 unauthorized change. A frequent slanuning scenario involves a company 

s masquerading u AT&T and offerina customers a "new billing plan" which 

6 actually consiJts of a PIC change to the other company. A substantial number of 

1 slams result from unacrupulous companies that simply submit lists of billed 

8 telephone numben to LECs without ever havin_s contacted the customer at all. In 

9 a 1994 survey, for example, AT&T found tballS"• o,fita Hispanic customers who 

10 had been switched without mtborization reported that they were not contact~ by 

11 ,the new carrier before tbe cbanae was made. And. despite the Commission's rule 

12 outlawing "milleadiq or deceptive" PIC cbange documents. some .companies 

13 continue to UJe LOAJ whole uue purpose is diffic-Uh or impossible to ascertain. 

14 Regrettably, individuall sometimes also forse LOA!. despite atrinaeot procedures 

1 s designed to prevent such oceu.m:Dee~. 

16 

17 Slam:miDg is a serious problem for telecommunications co:.,panies as well u the 

18 Commiaion. In 1996, tbe FCC received more Ulan 16,000 slamming complaints 

19 and the Florida Public Service Comm.iuion received 2,393 slamming complaints. 

20 The cumulative expense of invatigating and resolving thae complaint~ is 

21 substantial, u is lbe irritation md inconvenience experiencecl by consumers. 

22 Additionally, AT&T lolel .customcn. - and revenue - to slarn.ming by other 

23 catrien: durin& 1994. seven pcn:ent of AT&Ts c:uatomer:s who were JWitched to 

24 o\her cvrien reported that tbey bid been slammed away 6'om .AT&T. Slamming 

2S deprivea telocommunicaaiona eompaniea of millions of dollan of revenue 

• 
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annually. Obviously. AT&T hu a direct financial interest in preventina 

2 slamming. 

3 

4 Q. WHAT GOALS SHOULD THE COMMISSION ATTEMPT TO 

5 ACCOMPLISH IN MAKING SLAMMING RULES? 

6 

1 Aw The Commission should suive to prevent slunmina from occwring through the 

s enforcement of slllDJbina rqulations whicb are not unduly confusing to 

9 consumers or burdensome on telecommunication carrin. 

10 

II Q. WHAT PROCEDURES DOIS AT6T RAVE IN PLACE TO PREVENT 

12 SLAMMINGT 

14 A. 

IS 

16 

18 

19 

20 

21 

22 

23 

2,4 

2S 

AT&T cunently hu verification procedures ·which confonn to the existing Florida 

and FCC rula Cor both inbound IDd outbound PIC change requests. Customers 

who choose AT&T iD rapoa1e 10 outbound solicitations are traoJferred to c. third

party verification rqweecntative to independently verify their selection. Business 

customer~ can verifY ·their request via written authorization if they indicate they 

do DOt wilh to stay on tbe line (or me lhird-pany verification. On inbound 

requata, DOtationa are made on the Kreen regardina the person n::queating the 

cbanp and a confumation tetter is 1e11t to the customer. All customer contacts 

can be traced back to tbe individual bandlinJ the call so that problems can be 
~~: ~~·H, •. \ . 

identified and 4ellt with 8ppropriately. Bot$alea repreaentativca and thitd-pany 

verifiers ate compenuted on en hourly wase basis and do not receive 

compenaalion baed on volume of sales. 

s 
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Moreover, AT &.T has initiated additional procedures for contracted temporary 

2 personnel who are invol~ed in race-to-face solicitations. These ldditional 

3 procedures include the followina: 

4 

s 

6 

7 

8 

9 

10 

\1 

12 

13 

14 

IS 

16 

17 

18 

\9 

20 

21 

• 

• 

• 

• 

Policies met proa:dutea pertai"ing to face-to-face marketing, including all 

sllmmiD& IDd contat pidclinca. are reviewed on. a monthly buis with 

contracted temporary penoanel and quarterly with AT & T sales 

manaaemem. 

In !Ke-to-face !Uiketing. all customer names and sipturel are verified 

at the point of Ulelbroup customer provided identification to ensure ~the 

liiiDC of tbe iDdividual autborizing curia: selection on the letter of agency 

(LOA) matcbel tbe i4cotification provided. 

Contrletal tempotwy personnel who interfaee directly with customen are 

paid oa m hourly bMia iDiteld of a volume..driven compensation plan. 

LOAs n coded 10 customcr diuatisfaction c,r, be 1riCed directly to the 

iDdividual wbo baMied the transaction and corrective ~etion can ·a,e 

enforced in • timely IUMCr. 

22 Theae IDd other ~tepa have been initiated by AT&T to ~vent the processing o£ 

23 unauthorized PIC ebaqp requau. 



2 

3 

Q. 

.. A. 

s 
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WHAT OTHER INITIATIVES HAS AT"T TAKEN TO REDUCE 

SLAMMING COMPLAINTS? 

A TAT bu enppd in consumer education propamato, inform consumers about 

the dlftacn of •lammina IDd il now foeusina on the non-Enalilh speaking public 

6 wbidl are unique WJetl for alammina. 

7 

8 On October 9, 1997, AT&T IIUlO~ an anti-slamming consumer education 

9 prosram &x' lbe Hilplnie markec. A recent survey indicated that Hispanic 

10 cuatomen are twice u likely to be slammed u odler customers. The new 

11 PI'OJI'ml will utilize a brochure mel public aervice annoWlCemeotl to inform 

12 Hispanic cuatomen on bow to protect tbcmlelva apinlt tbe UDaUtborized 

13 switdlina of their cboaerltona distance carrier. The National Council orr... Raza 

t.c (an orpnization which is WJini awareoeaa in the Hispanic community) is 

IS diatri~ tbe bloc:hura tbrouah its member orpnizations nationwide. The 

16 bilinaual brocbure provide~ CODJUmen wilh clearly stated ways to avoid bcinJ 

17 slanuncd. 

18 

1'9 Q. GIVEN TBI STEPS TAKEN BY AT&T ~0 PREVENT SLAMMING. 

20 BOW CAN CUSTOMERS BE SWITCHED TO ATAT WITHOUT 

21 'PROPER AUTHORIZATION? 

22 

23 A. 

24 

Due to the enormous nwn.be.r of telephooe llld face-to-face customer contacts 

conducted by AT&T IDd other carriers, it would be unrealiJtic to expect this 

2S problem to be elim.inated eatirely. 1'bere will alw.aya be some level of error, 

7 
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whether caused by a slipped keystroke or customer confusion. Historically. 

2 however, when compared to other carriers or as a percent of total complaints, 

3 AT&T'sl'lle "' Q)mplaintl for unauthorized PIC changes is quite low. A review 

4 of florida slamming complaints received by the AT&T consumer customer 

s service eentcn for the put three yeus averqcd less than one third of one percent 
Sc..\t~ 

6 oftotal• .. lliata Netitcd: Additionally, AT&T compares favorably with other 

7 carrien in limitiq the number of slamming complaints. Attached as Exhibit 

8 IWW-1 is the latest FCC "Slamming Complaint Ratio Report." This rqK>rt 

9 shows that dwin& 199S only Sprint bad a lower ratio than AT&T IDd lhat as a 

to percent of communications revenue, ATa.T had only three tenths of one pere,ent 

11 slamming complaints while the seven worst offenders ranged from approximately 

12 one. perceat to tJmolt ten percaat . 

13 

14 Q. IS IT POSSIBLE TO STOP SLAMMING COMPLETELY'! 

IS 

16 A. No. The inter.cxcban&e indusuy operates in an intensely competitive and robust 

17 market Due to lbe 1arp number of eo.mpetiton, multiple marketing clwlnels, 

18 and milliona of customer transactiona each year, there will be some carrier 

19 selectioaa wbicb are not haadJed property. Moreover, in any competitive market 

20 ·tba'e wiU alwaya be I1DICrUpUioul vendon who will only respond to enforcement 

21 action by federal and state aaencies. 

1'2 

2J Q. WHAT IS AT.TS POSmON REGARDING STATE ACTION TO 

24 PREVENT SLAMMING? 

• 



2 

3 

4 

s 

6 

7 

8 

9 

to 

II 

12 

13 

14 Q. 
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AT&T suppons state regulations which minor the existing and forthQoming FCC 

rules. This will ensure consistency in application, implementation, and 

enforcement. If states adopt separate requirements. consumers would be 

confused. and national and regional carriers would face huge financial and 

administrative burdens in dealing with up to S 1 differing sets of regulations. 

Tbele additional costs would ultimately be borne by consumers and the important 

aoai of promotins; robust competition in telecommunication markets would be 

undermined. lnatead of new Nla. AT&T ltrOnaJy endorses more vigorous 

enforcement ot cbe exiJtiq requirement&. We believe that most incidenta of 

slammin& can be eliminated through effective enfotUment of these rules by state 

aacaeiea such II public utility COIDJiliuiona and state attorneys general and by the 

FCC. 

DOES ATAT SUPPORT EXTENDING THE EXISTING VERIFICATION 

as REQUIREMENTS TO BOTH INTRALATA AND LOCAL CARRIER 

16 SELECfiON? 

17 

18 .A. Yes. The current verification rules. if property adhered to and enforced, should be 

19 effective in preventing unautboriz.ed changes of cu.stomers' intraLAT A and local 

20 pmviden. 

2:1 

12 Q. DOES ATAT RAVE ANY CONCERNS REGARDING THE ROLE OF 

23 INCIJMBENT LOCAL EXCHANGE COMPANIES IN ENFORCING 

24 SLAMMING REGULATION? 

25 

9 



2 

3 

4 

5 

6 

7 

8 Q. 

9 

10 

11 A. 

12 

13 

14 Q. 
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Yes. Tbe incumbent local exchange companies are no longer disinterested or· 

neutral parties reprding the promulgation and enforcement of.slamming 

regulations. The advent of intraLA T A and loca1 carrier selection .requires 

diligence by the FCC and tbe state commissions to ensW'e that rules and 

procedures do not advantage incumbent l.ocal exchange companies in the local. 

intraLATA or interLA TA carrier selection procca. 

SBOULJ) ADDMONAL SAFEGUARDS BE ADOPTED BY THE 

COMMISSIO.N TO PROTEcr CONSUMERS FROM SLAMMING? 

No. The continumaalammin& problema experieoced by Florida consumers are 

lqely the remit of DOft-<:Ompliuc:e with the exilting rules. 

WHAT ACDON SHOULD THE COMMISSION TAKE TO PROTECI' 

IS FLORIDA CONSUMERS FROM SLAMMING? 

16 

17 A. 

18 

19 

20 

21 Q. 

22 

The CollUIIiaion should take whatever 1tcp1 are ~ to ensure that its rules 

are consistent with the rules adopted by the FCC and that these rules are 

vigorously enforced throughout tbe State of Flarida. 

DOES THIS CONCLUDE YOUR TESTIMONY? 

23 A. Yes. 

24 

2S 

10 
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REBV'ITAL TESTIMONY OF 

2 JERRYW. WAITS 

3 ON BEHALF OF 

4 ATAT COMMUNICATIONS OP THE SOUTHERN STATES, INC. 

s DOCKET NO. 9'70882-TP 

6 

WHAT IS THE PURPOSE OF YOUR TESTIMONY? 7 Q. 

8 A. 

9 

The purpose of my testimony is to provide AT&T's response to the direct 

testimony filed by the Commission staff and by the Office of the Public Counsel. 

10 

11 Q. 

12 

13 A. 

14 

15 A. 

DOES YOUR TESTIMONY INCLUDE COMMENTS ON THE RULE 

CHANGES PROPOSED BY TBE COMMISSION? 

No. AT&'rs fonnal comments on th.e rule changes will be filed January 23, 1997. 

PLEASE COMMENT ON STAFF WITNESS ERDMAN-BRIDGES' 

16 CONTENTION THAT RULE NO.lS-4.118, F.A.C., HAS NOT 

17 CURT AILED THE INCIDENCE OF SLAMMING COMPLAINTS IN 

18 FLORIDA. 

19 

20 A. Ms. Erdman-Bridges cites an increase in slamming complaints from 309 in 1992 

21 to 2,393 in 1996. She contends that this is an indication that the existing rules are 

22 ineffective. However, the most recent data indicates a dramatic reduction in 

23 alammjns complaints. 1brou&h November 1997, 1,344 slamming complaints 

24 were reported to the Florida Public Service Commission, which was a 37% 

25 reduction in slamming complaints com,parcd to 2,145 slamming complaints 
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through November 1996. Additionally. AT & 'rs complaints declined from 280 in 

2 1996 to 196 in 1997 resulting in a 300.4 reduction in Florida. Current da.ta 

3 suggests thal eoforcement of the existing rules and indostry initiatives~ 

4 reducing the number of slamming complaints. 

s 

6 Q. 

7 

WHAT OTHER FACTORS COULD HAVE CONTRIBUTED TO THE 

rN:CREASE IN SLAMMING COMPLAINTS IN FLORIDA FROM 1992 

8 TRROUGHl~? 

9 A. 

10 

There wu a dramatie increue in the number of competing carriers during this 

period. In 1992. there were 130 c:cr1ificated interexchange carriers operating in 

11 Florida md by 1996, the number had risen to 497. The increase in competitors 

12 would have resulted in the following effects: 

13 

14 

IS 

16 

17 

= a substantial increase in account acquisition activity; 

~ more new carrien opcratins with less knowledge and experience in 

com,plying with anti-slunming rules; 

= increase in the number ofreaellers, and 

~ the increased likelihood of some unethical business practices by 

I8 uniCtUpulous carrieR. 

19 All oftbeae factors would tend to increase the number of slamming complaints. 

20 Moreover. the increased number of carriers would make enforcement action more 

21 difficult which could also result in more complaints. 

22 

23 Q. WHAT ARE YOUR CONCERNS REGARDING MR. TAYLOR'S 

24 TESTMONY? 

25 A. Mr. Taylor asserts that. his rccommendatiom "balance the benefits of a 
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competitive market with the needs of consumers to have CC?ntrol over their 

2 telephone service." Although this is a reasonable objective, there is no indication 

3 in his testimony that any cost benefit analysis h.u been conducted. The costs of 

4 imposins new restrictive rules includes more than the direct costs to the carriers. 

s It is equally important to consider ta'le dampening effects on both long distance 

6 and local competition. FCC Commiuioner Ness expressed this concern in her 

1 October 14, 1997, testimony before Congress: 

8 

9 

10 

II 

12 

13 

14 

IS 

16 

17 

18 

19 

20 

21 

22 

23 

24 

2S 

" ... And we ask whether ruJcs are needed to address 

preferred carrier freezes. In a freeze, local carriers 

get c:ouumcn to authorize the blocking of future 

carrier changes unleu the consumer gives his or her 

written or oral consent to the blocking canier- not 

just to the requesting carrier. 

N. local competition arrives, the blocking carrier is 

poised to compete for long distance with tbc 

requesting canier. Thus the local exchange carrier 

may no longer be acting as a neutral thtrd party, but 

may bave instituted freeze procedures for anti

competitive reasons. In drafting our rules, ·-J.~e must 

be vigilant to avoid deferring lawful competition as 

we work to elimimte slamming .... " 



2 Q. 

3 
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WHAT IS AT&:T'S POSmON REGARDING THE ADDITIONAL RULES 

PROPOSED BY THE PUBUC COUNSEL'S OFFICE lN Mil 

4 POUCHER'S TESTIMONY? 

s A. Mr. Poucher recommends several rule cbanJCS in addition to the changes 

6 proposed by the Commission. A)'&T opposes state rules which are in,consistent 

7 with the FCC rules. Uniform rules across all jurisdictions will facilitate effective 

8 enforcement and reduce eonfulion for customers and carriers. The following arc 

9 AT&T's speciftc concerns regarding Mr. Poucher's proposals: 

10 

11 Proposed Change No. 2: Upon receiving a complaint from a subscriber of an 

12 unauthorized ebangc of carriers. a BC is required to: 

13 

14 

15 

16 

17 

18 

19 

20 

(a) 

(b) 

(c) 

(d) 

immediately change the customer back to the customer's original carrier, 

offer to freeze the custom~s choice of carriers, 

charge back to the slamming rxc all existing billing up to 90 days or three 

billing periods. whichever is longer, and credit the custome.r's LEC 

account with the amount of the charge~back. and 

block the customer's account from future billing from the carrier that 

caused .the slam. 

21 AT&T ~nse: Existing "no fault" agreements authorize the LEC to change 

22 tho customer back to the original canier and charge the other carrier the applicable 

23 change charge. Therefore, no new .requirement is necessary. Taking further action 

24 "upon ~iving a complaint" and without an investigation would not be 

25 appropriate. 
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2 Propoacd Change No. 3: The CommiBsion should adopt a rule stating that no 

3 carrier guilty of chaqing a customer's choice of carriers without knowledge or 

4 authorization should be allowed to bill or collect for any of tbe services provided 

s to the cuatomer durin& the period or unauthorized service up to 90 days or 3 

6 billing periods, whichever is greater. 

7 

s AT&T Response: Existing rules require the ·unauthorized carrier tore-rate its bill 

9 to the level that would have been charged to the customer in the absence of an 

10 unauthorized chanp. With this "make whole" remedy, consumers are fully 

1 J insulated apinst exol'bitant charges by another carrier in the event ofan 

12 unauthorized cbansc. Absolving such customers of all charges is UllDecessary to 

13 achieve 1hat objective. Moreover, absolution of customer charges from 

14 unauthorized carriers wouJd eviscerate the carefully crafted private enforcement 

15 remedy provided by Congress in Section 258(b) of the Communications Act. That 

16 new statutory provision makea a carrier that violates the FCC's prescribed carrier 

17 clwlge verification procedures liable to the subscriba's authorized carrier "in an 

18 amount equaJ to the chargea paid by such subscriber after such violation," in 

19 accordance with rules to be adopted by the FCC. This right of action based on 

20 collected revenues rather thao lost profits, as under traditional measures of 

21 darnagea, creates a powerful incentive for private enforcement by caniers injured 

22 by unauthorized changes. of their subscribers. Absolution of these charges would 

23 remove this incentive and would discourage enforcement efforts by slammed 

24 carriers. 

25 



1 CIRDD• JOD8a.1 Any queationa from this 

2 and? Okay. Mr. Beck? 

3 KR. B.aKc Thank you, Chairman Johnson. 

4 caoaa •xawT.a~Io• 

5 BY KR. BBCitz 

Good after-noon, Mr. Watta. 

Good aft.e.rnoon • 
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6 

1 

8 

Q 

• 
Q I take it from your teatimon.y that you spent 

9 some time ana:lyzlnq the taatiaony by customers at the 

10 workshop• tbe Co.aiaaion held; 1• that right? 

11 A I spent some tilDe, yea. 

12 Q How aany of those workahops d1d you attend? 

13 A I di.dn't attend any ot them personally. 

14 Q Did AT&T bave representati.ves at each ot the 

15 ·workshops? 

16 I think -- I don't believe we had someone at 

17 e.v·e.ry workshop. I thi.nk we had someone in all but one 

18 or two ot the workshops. 

19 0 But in any ev·ent, you've read the 

20 transcripts, I take it, ot all ot the workshops; is 

21 th.at riqht? 

22 

23 

24 

25 

A 

0 

A 

Q 

I didn't read all the transcrlpts, no. 

Well, wbich ones did you read? 

I can't recall, Mr. Beck. 

Do you ,recall any that you did rea4? 
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1 I recall lookLnq over soae. I don't recall 

2 any details fro• those transcripts. 

3 Q Barl.iar Chainaa:n Johnson held a news 

4 conference where she aentione4, I believe, the 

5 experience of a Ms. Ella Warren who teat if led t ·n 

6 Pensacola, and she testified that she had been slammed 

7 to AT'T t'hrouqh a. forgery of her deceased husband's 

8 signature on .an LOA. Are you familiar with that 

9 co.mplai·nt? 

10 118. aVL•a ColiUIIissioners, .I 'a going to 

11 object t .o any queation!.Rq regarding specific incidents 

12 for which AT'T aay be sboY caused. As you're aware, 

13 there is a show cause proceeding open against AT,T, 

14 and I believe that putti.n.q .AT'T in this position ir a 

15 rule hearing is inappropriate. 

16 MR. B.alt Chairaan Johnson . the only 

17 question is whether it's relevant to this proceeding, 

18 not whether it is or is not relevant in another 

19 proceeding. 

20 a. ROL•• I believe it raises significant. 

21 due process issues . We're entitled t .o due prooess of 

22 the show cause prooee4lng. I cannot see how it's 

23 relevant wi th reqard to the specific ru.les that the 

24 Commission is consi der ing today. 

25 Whether or not ATi'l' did or did not engage in 
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1 any particular a.ctivi ty in .any particular case is not 

2 relevant to the rules you•re considering. 

3 

4 

Cllai:a&JI JODS«ma Mr. Beck? 

D. a.cma To the contrar,y, to the extent 

5 there bave been violations O·f rules and alaaming ot 

6 cuatoaera, of course it'• relevant to tb.la proceeding. 

7 It sbowa the need :for rules and what typea ot rules 

8 need to .be adopted by tbe Commission. 

9 eRa%..._ Jo .. aa.a And what's your question, 

10 Mr. Beck? 

11 D. a.cma I was asking 'bia whether he's 

12 fa11liliar with a coaplaint by a Ms. Ella Warren in the 

13 Pensacola workshop litho sai.d she had .been slaamed to 

14 AT'T by a forger y ot a signature of her deceased 

15 husband .• That was the question. 

16 csa%..._ JOS..O.a I'• going to allow the 

11 question. 

18 WI'IIma8 ftft8& I '• not faailiar with the 

19 complaint. 

20 0 (By ll.r. Beck) An.d if you know, did AT'T 

21 investiqate the cause of that alam, if you know? 

22 

23 

.A 

0 

I'a not raai liar wit h t he coaplaint • 

Mr. Wat ta, were you here when Ma. Erdaan 

24 from the Public Service co .. iaaion clarified .her 

25 testi.aony about the coap·l ainta that bad been received 



1 by the Ca.aiaaion? 

2 a , ... 

3 Q And does that not lead y·ou to want to amend 

·4 your rebuttal testimony where you referred to those 

5 coaplainta, Paqea 1 and 2 of your rebuttal testimony? 

6 A In what reapeot? 

7 Q Well, let •• dlirect you to Linea 22 and 23 

8 of Page 1 of your rebuttal teatiaony where you stat• 

9 that the data provided by the Statt ahowa that -- the 

10 aoat recent data indicates a draaatic reduction in 

11 al ... ing coaplainta. 

12 Do you want to stand by that teatiaony, or 

13 do y~u want to aaend it to reflect what the Statt 

14 witness said? 

15 a I'• going to stand by the testimony that I 

16 filed. It was unclear to me what the statue ot the 

17 ad.ditional complaints were referred to by 

18 Ma. Erdaan-Bridqea. So, you knov, I wouldn't want to 

19 amend ay teati110ny without a better underatanding of 

20 that. 

21 Ma. aVL81 co .. iaaionera, I believe in hie 

22 auamary, Mr. Watts did atate that the nearly l , .soo 

23 alaiDJiinq coaplaint.a referred to· were deterained to be 

24 infractions, by the Statf. Th.ia ia the precursor to 

25 that. 1, 500 infraction number which was derived from a 

I'LOaiDA PUBLIC aanc• COIOII88IOII 
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1 C~iaaio.n report. 

2 Q (ay ll.r. Beok) In thia portion or your 

3 teatiaony at the bottoa of Pa.qe 1 and at the top o:r 

4 PaCJe 2 ot your teatiaony, you •·re baaing that on the 

5 ooapl.a'int• t.hat ha·ve been received by the Florida 

6 Pliblic Service co-iaaion; i• t.bat not riqht? 

7 

8 

A 

Q 

That•• correct. 

Tell ae what has .been the direction or the 

9 compla.inta received by AT'T concerning alalllling? Has 

10 it been qoing down alao? 

1.1 a, DUring this period they vent down. 

12 g The coaplaint•, too, at AT'T went down? 

13 .a 011, I •a aorry. Could you rea tate your 

14· queation? 

15 Q Yeah. Let ae qo back. Your testimony 

16 refers solely to the t.Wilber· of complt.ints received by 

17 the Florida Public Service Co-ission about slalllling; 

18 is that riqht? 

19 

20 

a 

Q 

That'• correct. 

Now, you get 1umy aore complaints at AT'T 

:n other than ,just the complaint• that coae to the 

22 Florida Public Service Co-iasion, don't you? 

23 1\re you talking about where custoaera call 

24 us direotly? 

25 Yea. 



1 

2 

A 

Q 

Yea. 

Don •t you typically get thousands per year 

3 juat fro• Plorid.a alone to AT'T coaplaining of 

4 ala-ing? 

5 • I don't know the specific number tor 
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6 Plor ida. Y'ou kno\1', in response to your question, over 

1 tbat period the atudiea that I have aeen indicate that 

8 ·the coaplainta were about constant, and that was about 

9 one.-third of 1' of our total •ales durinq that period. 

10 a. BBCKa Chairman Johnson, I'd like to 

11 have an exhibit marked tor id.ent.itication. 

12 CllalmDJI JOIDISOIU We • 11 ma·rk this 

13 EXhibit 6, abort titled "AT'T Response to Firat set of 

14 Interroqa~orlea to AT'T by the AG'a ottice and Public 

15 counsel." 

16 (Exhibit 6 aarked tor ide· ;titiea~ion.) 

17 Q (By Mr. Beok) Mr. Watts, I'd like to 

18 direct your attention to AT'T'a response to 

19 Interrogatory 1-A. 

20 A All right. 

21 Q Does tbla reaponae not indicate that the 

2 2 complaint• to AT''l' about ala-ing in Flo·rida have been 

23 rising through 1997? 

24 A Well, it indioatea that in teraa of raw 

25 numbers apparently that.'• the case. But the figure I 
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1 juat cited to you, percen·t of complaint• as coapared 

2 to tota.l aalea, again over that period was about 

3 constant. 

4 Q I'a aorry. Are you trying to tell me that 

5 your reaponse here would indicate a constant ratio of 

6 complaints to· aalea? 

1 u. RULli Could Hr. Watts h.ave a moment to 

8 revie.w the .reaponae? He didn't prepare it, and it's 

9 cl,ear froa the face of the doeuaent that he didn't; 

10 and before n•'• asked ao- questions about it, I'd 

11 like him to h.ave a 110Jilent to .read the questions and 

12 the response. 

13 WI!'Im88 ftft8' (Pause) Well, the response 

14 indicates that, you know, these are not represente d to 

15 be validated coaplainta, but si·mply calla. 

16 Ma. RVLia In tact, could ~ havo Mr. watts 

17 just read the r ·esponse into the record? 

18 1f%'1'11B88 Qft8& "The following figures 

19 repre.sent oalla aade by Florida cuatoaera to an AT'T 

20 canter, and thu.a includes all coaplaints, not just 

21 valid-ated co•plaints. These are also not .represented 

22 to be a total .accountin9 of all complaints related to 

23 slamminq received by ATt.T., beca.use ATiT does not keep 

24 its racordt. in this .fashion." 

25 The only other thin<) I would add to that is 

n.oa%D& PUBLIC 8DVXCI CODI88%0Jf 



1 that going· back to wb.at I aai.d originally, the 

~ analysis I've: seen of the percent of coaplainta, the 

3 total aalo• ie constant, or relat.ive . .ly constant, lea• 

4 than one-third of U i over thia period; and that can 

5 happen with: the nuaber -- even witb the nUJDber of 

6 complaints going up because of the number of sales 
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7 chanqinq in conjunction with adding intraLATA sales to 

8 our base. 

9 So if you look at the tota.t PICa over this 

10 period, you would co•• to a different conclusion than 

11 just looking at the raw number• in teraa of whether o:r 

12 .not the probl- i• getting wors e or better. 

13 Q Mr. watta, thia abowa 2,483 complaints to 

14 AT&T from Florida oon~erning sl.a-ing in 1995, does it 

15 not? 

16 That's 

17 Q And do you think your sales w.ent up enough 

18 to account tor t he number ot 4, 61.0 in 1996 

19 118. aOLaa 'I •a qoinq to object --

2 o WZ'l'IIU8 ftft8a . Well , I don 1 t know 

21 ... aUL•a Excuse ae. I'm qoing to object 

22 to t he queation. I bel i eve i t aiarepreaenta the 

23 response . The reaponae says that they·•ra all 

24 complaints. 

25 D. BacKI Yea, it's all complaints about 



359 

1 alammin9, because the interrogatory aak.ad about the 

2 complaints about ala.ainq. 

3 ... aaLia I believe the reaponaa ••Y• it'• 

4 calla .. de by Florida cuato .. ra to an AT'T center and 

5 repr-<:mta all COIIplainta. 

6 ... B.c&l By referrinq to all complaints, 

7 that ..ana all co.plainta about ala.aing, does it not, 

8 Mr. Matta? 

g ... R~l Mr. Watts did not prepare the 

10 answer to thia interrogatory. 

11 BY D. BIICKI 

12 Q If you know, Mr. Watts. 

13 A I do not know. 

14 Q You'll aqree that the queation aaks for 

15 complaints about al ... ing? Would you agree with that? 

16 A Maybe What I should do 1• read the question 

17 into the record as well. 

18 •Por the calendar yeara 1994, 1995, 1996 and 

19 for the first six aontha of 1997, please provide 

20 separately for Florida alone and the nation as a whole 

21 the nuaber of ca.plainta known to AT'T where the 

22 customer alleged that the custo .. r had been slammed by 

23 AT~T, ita aales representative• or contractors." 

24 Q And would you know whether total complaints 

25 about all -ttera to ATilT exceed th••• nuabera or not? 



1 A I do not. I don't know how to put these 

2 nu.Jibera in. context with what you• .re aakinq about. 

3 0 Mr. Watta, doea AT'T inveatiqate all 

4 complaint• :regarding ala-ing that it receives? 

5 a Are you tallt.inq abOut inquirie• received 

6 directly by AT,T? 

7 0 Riqht. A custoaer calla up to AT'T and 

8 saya, r•v-e been ala-ad. Do you in.veatiqate it to 

9 find out wba.t the cauae i.a in all inatancea? 

10 Well, under tbe new procedure that I 

11 deacribed in ay a\maary, when a cuatoaar calla and 

12 allege• a problea with the chanqe in their carrier, 

13 thoae calla are now referred di'rectl.y realtime to 

14 another cuato11er aatiRfac:tion repreaentative who 

15 specializ·ea in invea~iqatinq thia type of coaplaint . 

16 They have aubatantial on-l ine ea.pability to 

17 determi.ne when and bow tbe. PIC occurred, and the.y 

18 provide the cuato•er with that infor~~&tion . If the 

19 cust omer want• aore intonation re.qardinq a letter of 

20 authorization or otb.er t nfonaation, they .make a I 

21 think it'• a t i ve-ttay co-itaant to get back to the 

22 custo:mer. 

23 So, you know, I suppose the answer to your 

24 queat ion 1• yea. '11le deqree of the investigation 

25 dependa gn what the cuatomer aaka tor and how that 

360 
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l , contact ia handled. 

2 Q Let M aalte sure I understand this. Whether 

3 or not AT'T vill 4eteraine the cause at how a alaa 

4 occurred ·depends on how insistent the cuatome.r is with 

5 the A'l''T representative? or a.a I ·aia·conatruing your 

6 testblony? 

7 & I don't know it peraiatence ia the right 

s word. It would depend on what'• deve.loped during the 

9 contact vitb the cuatoaer. If I'a tbe customer 

10 satiafa·ction repreaentative and the cuato.mer is 

11 tranarerred to .. and the cuat011er says, I didn't 

.12 authorize this cbanrJe, and I looJt at ay recorda on 

13 line and I can deteraine on auch-and-auch a date, you 

14 know, thia was au·tborized by an individual, and I 

15 you know, I go ba~ck to the cuato .. r with that 

16 inforaation, and. the cueto••r says, oh, well, yeah, 

17 that's my wife or whatever, then it may be that the 

18 issue is re.aolv·ed without further investigation. 

19 And addit ionally, you know, the proceaa that 

20 we're a oving to is one , l think, that values 

21 a atiatyinq the cuatoaer reqardleaa. So even if we 

22 have recor4.a that ind.! eat e that ao .. body authorized 

23 this c hange, tb.ia ~cuatoaer: aatiaf.a.ction representative 

24 ia aut horized to go ahe.a.4:! an4 aake an adjuataent , 

25 rerat e the calla, do Whatever it take~ to aatiaty that 
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1 cuatoa.r. we think that • • in our long-term best 

2 inter•ata anc1 hopefully qivea ua an opportunity to win 

3 back that cuatOJMr in tb.e future. 

4 Q Let .. aa'k: thia, Jlr. Watta: Prior to 

5 January· :lat, 1998, vhat percentaqe of alaaaing 

6 complaint• rea.ived by AT'T cUd AT'T inveatigate? 

7 a Well, I gu••• it -- that would be deterained 

8 by how you define "inveat.iq;ation•. My u.nderatanding 

9 of the prior proc••• ia that they were all referred to 

10 a apecial group, and that the cuato••r was contacted, 

11 and that an 1nveatiqation vaa unctertaken. Now, to 

12 ·what extent that lnv·eatigation -- I ••an, you know, in 

13 what d.eptb or what they looked into ia another issue. 

14 We bad ano't.her procedure at that time th3t 

15 also gave the cuatoaar another option on the initial 

16 contact, and that option, I believe, was that it the 

17 customer did. not want an inveatigation once we said to 

18 the cua.tomer we' 11 •end you a -- I think we typically 

19 sent a $5 LD certificate to reimburse the customer for 

20 the change, it the. customer was satisfied. with that 

21 action, th•n we <l:idn't tak.e any action -- any other 

22 action beyond ·that. so it waa a two-pronged process 

23 that was deter..ined by what the cuatoa•r wanted ua to 

24 do. 

25 Q could you look at your reapon•• to 
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1 Interrogatory No. 5 in the exhibit that was handed 

2 out? 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

U. aU'LBI I'm going to object. Mr. Watts 

didn't prepare any respon•e to Int.erroqatory No. 5. 

D. B.CKa Well, we'll •ee if he'&· familiar 

with it. 

UDD8 Dft81 All right,, I 'a there. 

Q cay llr. aeok) Are you faailiar with the 

atatiatic that' • p·rovided· that AT'T wa• investigating 

approximately 17t of its ala.ainq· co•plaints in 

Florida? 

A No. 

rev·iewed. it. 

I h.aven' t seen thi• re•ponae or 

I'• not surprised by it. 

0. 

A 

Why does it not surpri•• you? 

Well, that number would be determined by the 

16 reaction ot the re•ponae we obtained from t'he cu•tomer 

17 during that initial contact . I aean, it'• our 

18 objective to •a·ti•fy th.e cu•t.oaer. And. it the gift 

19 certificate and getting the customer changed ba.ck to 

20 his original oarr·ier, it that satisfied the customer, 

21 didn't take up any more of h.ia ti.me and the customer 

22 was pleased with that, then we certainly wouldn't 

2 3 engage i n an inve•tiqation tor no pur,po••. 

24 Q wouldn't it be a proper purpo•e to determine 

25 bow the •1a-inq occurred so it aoul<1 be prevented in 
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1 the future? or ia not AT'T interested in that? 

2 Well, if you're inveatiqatinq a significant 

3 number ot these oo.plainta, you're: qoinq to get 

4 informatio·n troa that. If you're handling millions of 

5 contacts .and the percent of slaaaing complaints is 

6 less than one halt ot 1' out of tboae, then you have 

7 to make some deciaiona about, you 'kn.ow, bow much 

8 expense you • re goinq to incur to imreatig·ate 

9 complaints ~hen the cuatoaer baa no interest in you 

10 investigating the c011p.l~tint. 

11 a. B:ICKa Thank you, Mr. Watts. I 'have no 

12 other questions. 

13 CD%mDII JOBIUIOIIa Mr. Gross, no questions'? 

14 st.aff? 

15 CR088 BXAWI .. ~IO. 

16 BY 118. CALDWBLL I 

17 

18 

19 

2.0 

:n 

22 

23 

Q 

Caldwell 

rules on 

Good a.tternoon, Mr. Watts. I.'m Diana 

with the Florida Public Service CoiiJiiaaion. 

Can you tell us when the FCC's proposed 

alamalng wlll be adopted? 

No, I cannot. 

You don't have an •xaot date? 

I do not. 'l'be coiiJient cycle has gone 

24 through the initial co-enta and the reapon•e to those 

25 comments, and ay general und.eratancUnq· is, ia -that the 
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1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

1.1 

12 

13 

14 

. 15 

16 

17 
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action that•• required baa been taken to allow the 

Co-iaaion to qo ·forward with a decision in that case; 

but I don't ba.ve a date certain that they would be 

taking: a at ion. 

Q Ia there a poaaibil.ity that they would not 

go forward and adopt tb.oae rules? 

a Which rules a.re you re~errinq to? 

Q The proposed rules related to slamming. 

A I think it's unlikely that they won't adopt 

rules, because some of the rules, as you are aware, 

bave to do with Section 258 of the TelecoiiUIIunications 

Act, and the coaaiaaion was a·u.thorized to promulgate 

rules that will allow tbe iapl ... ntation of those 

provisions ot the .Act. so it see .. unlikely to me 

that they· ·wouldn't 90 fo·rward with rules • 

Q Do you kn.ow whether tt • FCC rules as 

proposed relati!\9 to slammi ng ;in this docket will be 

18 adopted as proposed? Do you think t~ey'll adopt them 

19 as proposed, o.r do you tb ink they .aay make some other 

20 changes, or ia it possible tor them to make changes? 

21 A Are you talking about all the rules thnt 

22 were in tbe NPRM? 

23 Q lfe.ll, let•• aay the rules relating to 

2 4 ala-ing i n part.i cula.r. 

25 A All of the rules relat.S to alaiiUIIinq? 

~IDA PUBLIC 8JRVIca COKKISSIO. 
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Tbat•a correct. 1 

2 

) 

Q 

A Well, you know, I would be aurpri·sed lt they 

4 

5 

6 

7 

8 

9 

10 

11 

12 

ad·opted the rules exa.ctly aa they were published, 

becauae that•a the reason they •CJO through the coJIUilent 

cycle is to try to obtain aore; ln~fo.raation trom state 

re9Ulators an4 the industry and other intereated 

parties. 

Q Okay. You aen,tioned earlier Section 258 of 

the Teleeo~nications Act. Has your coapany taken 

any action against a·ny carrier for unearned revenues 

under the Telec011 Act which allow• the alaJIIIIled carrier 

to obtain lost r•venuea troa the alaiUDinq carrier? 

13 A To ay knowledge, we haven't at this time. I 

14 think that we probably will not take that type o.t 

15 action until the FCC issue• the rulea on what the 

16 appropriate proceaa i.s. There are que•tions arou.nd 

17 what that total liability is, and ao I ¢ton•t believe 

18 that we would be t.akinq .any action ·until t .hoae rules 

19 are established. 

20 Q Once those rule.• were established, would 

21 you.r company be planning to t:alce action in accordance 

22 with those rules? 

23 A Well, I can't aay that with abaolute 

24 certainty. I would say that AT,T, I believe very 

25 atronqly that we vill be taking action. our colllllents 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

with the -- to the FCC on those rul•• indicated that 

we thought tha·t tbia waa very iaport:ant to the 

inclua-try, oncl we have not. taken act. ion in the paat 

be.ca·use ot the uabiquity that goes with only being 

able to recover loat p:rotit. so I'• aure that AT'T 

will be taking action aC)ainat carri•r• where it'• 

appropriate. 

Q Are your intrastate rates tor resellers the 

.... aa the interatate ratea on tile with the FC.C? 

·~ I don't know. 

u. CALDWaLLa We have paaaed out aome 

intormati.on and, Cbairaan Johnson., I would like this 

367 

13 ·to be aarJc.ed tor iden.t .irication. It ia a document. 

14. In the corner it aaya No. 200.5, and 1 t • a a customer' a 

15 c0111plaint fro• l<illearn Realto.ra. We'd like to mark 

16 that to·r identification, plea<~e. 

17 And, Mr. Watts, I think it' a on you.r right, 

18 and we.'d juat like to have you look at thia tor a few 

1 '9 ainutea. 

20 CBa%&Malf JOD801h Ma. Caldwell, the 

21 doOUJWnt that you just passed o-ut, you want it marked 

22 a.• an exhibit? 

23 u. ~~ Yea, aarked tor 

24 identification. 

25 CDJIUIU JOD801fl Okay. And 1 t • • aore than 
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1 one docuaent, though, right? 

2 U. CALDWm.L I Right. 

'3 C'DUDII J011118011a It' • aore than one 

4 co.plaint? 

5 D. oar.owm.La Riqh.t, but we'd like the 

6 Whole thing juat urked tor identification as a 

7 cuatoaer coaplaint. 

8 

9 

10 Q 

CllaDUIUr Joaao•a Okay. 

(Exhibit 7 aarked .for identification.) 

(By ... C&l4well) Would you turn - - it's 

11 about the e.ighth paqe back, and I '11 give you a tew 

12 •inutea to review particularly juat the tirat 

13 paragraph ot thia page, and then it you will go 

14 a What'• on that pag•? I'a •orry. 

15 Q It'• on AT"T letterhead, and it'• to Rick 

16 Moses regarding collbined Coapanies. 

17 a Okay. 

18 g And it begins "1'his is in response to your 

19 July 1, 1 '996 letter." 

20 A Uh-tulh. 

21 0' If you 'would review that first paragraph, 

22 and then turning over to the page which starts on the 

23 Killear n Broker• Realty letterhead dated June the 

24 20th, it you would r 'eview that a• well; and we'll give 

25 you a few ainutee t o review it. 
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l .118. aULaz CoJDllliaalonera, I haven't seen 

2 this exhibi·t before, and I •m not sure the purpose for 

3 Which staff is offering it, 'but it appears to discuss 

4 co•plainta that aay involve AT,T. And if this 

5 particular complaint is qoing to be the subject of a 

6 ahow caus• proceedinq, then I would ask that this 

7 exhibit be stricken from the record and that Staff 

8 take up that ca.plaint in connection wi'th the show 

9 cauae proceedinq. 

10 CllaJaDII JOD80JI& Ha. Caldwell? 

11 u. ca.LDWaLL1 Comaissi.oners, this is a 

12 closed complaint. The ColUlission baa already reviewed 

13 it. We're going for .the purpose not to -- tor any 

14 kind of coaplaint purposes or what it ia; it goes to a 

15 c:Utferent purpose. 

17 I '• told, will include a nuaber ot' closed complaints . 

18 Is Staff .assuring ae that tbia one will not appear on 

19 a.oy show cause? 

20 118. CUJ)tfnLa This bas alr•ady been opened 

21 and closed. This ia done ·with. 

22 u. RULli Ms. Cal dwell, a nWDber of 

23 complaints that I am told will be lodged against AT'T 

24 have already bean opened and closed with 

25 CC*K%8810- GUCnz Madam Chairman, 
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1 haven't you already ruled on thia, tba·t we're going to 

2 look at eaaea that are before ua juat for the 

3 illustrative purpo•e• that they bave? I think you 

4 ruled on tbla when Mr. Beck brought up thi.s point, and 

5 Ma . Rule 1• just aaklng another run on this. If we 

6 can move on. 

7 u. CALDWBLLI Again, this was a separately 

8 docketed coaplaint on tbia particular -- this was a 

9 complaint that ha• already been docketed ~md resolved, 

10 so it's not ca•ing back. 

11 alia% .... J01D180111 .I •a going to allow the 

12 quest.ion .• 

13 u. au..1 I.n that case,, I '11 object on the 

14 grounds of no proper foundation. 

15 romuu• JOD80.1 I 'a allowing the 

16 question. 

17 U. CALDWBLLJ Okay. 

18 Q (By ... caldwell) If you would turn to the 

19 page. witb the AT'T'a letterhead. could you explain 

20 how consumer education, as you suggea·ted in your 

21 suDUDaey, would belp the situation of .AT~T's billing 

22 another company•• cuatoaer a true-up charge a• 

23 illust'!'ated in the document that waa ha.nded to you and 

24 is described in the letter to· Killearn Brokers? 

25 Now, which one -- are you ta.lking about 



371 

1 Xillearn Brokera? 

2 g Well, in the .letter fro• AT'T to Mr. Moses, 

3 it atatea that CCI ia a cuatoaer ot AT,T, and I<illearn 

4 Brokers Rea1ty and Roadrunner Travel resorts are 

5 cu•t011era of CCI. And so you're telling the custoaer 

6 that AT'T ia not ita provider, that in fact the 

7 provide:r is CCI • 

8 ... ROL.I Comai•sioners, I'm going to 

9 object. aga.in. Ms. Caldwell is testifying as to the 

10 contents of' the docuaent, but she hasn't established 

ll that the witness knows anything about the document or 

12 tbe situation that underlie• it. 

13 ... ~~ All we •re trying to do here 

14 is to point. out that AT,,T does have soae practices 

15 that aay be confualnq to the custoaer·, where if AT'T 

16 is billing for something which is explained in this 

17 documentation, than consumer education really would 

18 not hel·p in thia aituation unless there was a 

19 certificate number on the bilL 

20 ... RUL•s And, again, she hasn't 

21 established that Mr. Watts has any knowled~e of this 

22 situat ion such that he could testify to what the 

23 conte.nts of the lette·r or wbat they mean. And, again, 

24 this is a ruleaaking prooeedinq, not intended to p.rove 

2 5 whether or not AT•T or any othe.r carrier has some 
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1 practices that, ~or whatever reaao·n, Staff disagrees 

2 with. 

3 CC*II188IOJI'D aucna Ms. Rule, your witness 

4 ia talJcinc; how we can -- that everything is tine and 

5 dandy. And I think what our statt ia trying to poin.t 

6 out, that there are certain pTobl ... with the 

7 proc.edurea and how elae can we gat thia if not asking 

8 AT'T about these particular procedures that the 

9 COJIP&ny embarks upo:n, or usee. 

10 u. RULBa Well, that's tine, and we'd be 

11 happy to provide a :response, but it'a not clear to 

12 even me that Mr. Watts knows the answer to these 

13 questions; and I ' 'd like: K•. Caldwell to establish a 

14 predicate tor the questions before she proceeds to ask 

15 tlla. 

16 CDXIUD.II JOIIII80111 If' • .e doesn • t know the 

17 a~er to the question, he can state that. And as you 

18 provided earlier, Ma. Rule, th.is is a ruleJaaking 

19 proceeding, and I will allow quite a bit .o·f latitude 

20 in asking the questions. 

21 So, Ma. Caldwell, if you could just be clear 

22 ana restate your question, and we can see if we can 

23 get an answer ou.t of thia witneaa. 

24 Q (~ ... Caldwell) Let ae restate it in 

25 this way. Start fro• the back and t ·lip two pagea into 



1 the docuaent until you. get 'to a bil.l troa AT,'T. 

2 In your· opinion, looldncJ on thi• bill who 

3 would you ••Y the carrier i• tor ltillearn Brokera? 

4 Who would. you •ay the long diatanoe oarr·ier is? 
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,5 A Well, .I don't have any traae of ref ere nee to 

6 d.eter.ine, becauae I'• not taailiar with the bill, the 

7 bill tor.at or anything; else r ·elated to this 

8 coaplaint. 

9 Q Are you tniliar ·wi'tb AT'T billa, per se? 

10 

ll 

,a 

Q 

No. 

All right. Thank y·ou. 

12 C"Mai88I a..R aaacxaa Let •• aak you a 

ll question. on this bill -- and obvlou•ly you have more 

14· expertiae than I have, l quess -- who is the long 

15 distance provider to.r this custoaer? Would. you know 

16 from looking at tbi• bill? 

17 WI~8 ~~•t Would I know? 

18 COMai88IOIIIIIl GARCIAa It you r ·eoeived this 

19 in the uil, would you know wbo the lonq distance 

2·0 carrier 1• :tor thi• cu•to .. r? 

2:1 WI~8 Dft8r Well, if I received it as 

22 the cuat oaer, there aigbt be a whole set of 

23 o ir·cUJilataneea or uncSeratancUngs about this bill that I 

24 don't have. 

25 
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1 Wlft'U8 Dft8a Now, you know, it you -- I 

2 know it '• got an AT~T loqo on the bil.l, ))ut without 

'3 knowing anything about the bill foraat, bow the bill 

4 1• rendered, what tb• cuato.er baa been told, I can't 

5 make a ju.ent about ·that. 

6 OOMKI88Ia..R GaaCX&a can you find on this 

7 bi.ll who the long d.iatance coapany ia, by any chance? 

8 Maybe I juat don't know where to look. 

9 Ut'IIU8 ftft8a No, I can't. 

10 Q (By lla. Caldwell) Mr. Watta, what 

11 percentage of cuatoaara al.-ed away fro• AT'T were 

12 ala .. ed by AT&T'• reaellera? 

13 & I don't have that intorwation. 

14 Q Would you. know bow uny co•plainta have been 

1.5 received by AT'T concerning ala-inq that were not 

16 report•d to thia Cq11aiaaion? 

17 & How aany -- I'• aorry. Rtt•tate the 

18 q·ueation. 

19 Q Do you. know how many complaint• of slamming 

20 were received by AT'T in 1997? 

21 A I don't hav• any intoraation -- I mean, 

22 obviouely eoae intoraation haa bean provided by way ot 

23 ar interrogatory; but otb.er than that, I don't have 

24 any add:l.tional intoraation. 

25 Would you aqree that a co•pany may use a 



1 tbird.-party veri:fication in lieu of r .equiring the 

2 cuat.oaar to ea.ll froa the telephone nuaber that 1• 

3 · being chancJed? 

4 

5 

Tbat • • ay underatandlnq. 

What. !a your coapany•a policy whe.n it 
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6 telellarketa potential custo-rs when the pera.on asked 

1 tor is not available? so if the teleaarketer calls up 

8 and Aya, ia -- you know, having tbe list, "Is 

9 Mr. S•ith there?" 

10 A I 4on•t have the practice in front ot me. 

11 We have guideline• that are prevented -- I mean, 

12 presant.ed, p·rovided to tb.e sales representa.tives on 

13 wh.o in the household is authorized; and -- but I don't 

14 have that in front o:t ae currently. I could provide 

15 it late.r. 

16 g I think we'd like. to, i :f you could se.nd us a 

17 copy and provide it later. 

18 a All right. 

1.9 Q Are you taailiar with any of your contacts 

20 ~d.th your tele•arket.ere or any ot AT'T' • policy Gs tar 

21 as wh.at • • required with your t.ele11arketers? 

22 a Are you ta.lkinq about -- in what respect? 

23 Q tn soliciting new custo•era. Do you have 

24 any rwquir ... nts that you're aware of, and eduld you 

25 sumaari&e those requireaenta? 



1 a There are quidelin•• included in tho•• 

2 contract• I really oa:n•t •u.aarize tho•• for you 

3 today. I believe aany of the contract• were provided 

4 by way of discovery, but I'• •ur• -- they're 

5 proprietary, but I • • •ure y.ou could review those. 

If a company --
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6 

7 

Q 

• I was just going t :o say I bave reviewed some 

8 of thea. I know that tbere are guidelines in there, 

9 specific quld•linu in there, that deal with the issue: 

10 ot ala-inq, unauthori.zed change of cu.ato.era, 

11 penalties, and rights ot AT'T a.hould tbat become a 

12 p.roblea with the teleaarketing tlra. 

13 Q Are you aware of your coapany•a policy 

14 should one of these teleliarkating companies vlalate 

15 their contract? What•• AT'T's poli.cy as far as 

16 en.forcing that contract? 

17 a I think it would depenci on the circumstances 

18 .in each case like any contractual ai'tuation. 

19 u. caLDIIBLLt Thank you. That•s all I 

20 have. 

21 Clla%aDII JODBOIII Ka. Caldwell, you had 

22 aakecl him ·to provide aoaething to you. Do we need to 

23 do a lat.e-~iled or a_oythinq like 'that, or just h.ow 

24 informal are ve about that? 

25 u. CALDWaLLI Le.t•a do a late-filed exhibi.·t 
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1 on that. 

2 

3 question of bow aany -- what was the question, 

4 Ms. Caldwell? 

5 u. caLDIWLLI I • • trying to remember. Your 

6 policies and guidelines about teleaarketers. 

7 WI!'ImG8 ftft81 What you specifically asked 

8 for, I think, was our guidelines that have to do with 

9 what the rapr ... ntative. doaa when the specific. 

10 individu.al respansible for the a.ccount is not 

11 availa.ble. 

12 

13 

u. C&LDIIWLL& That • s correct. 

WID1188 ftft8& In teraa of another 

1.4 responsible parson at that :residence. 

15 

16 

U. caLDiniLL 1 Right. Tha.t '• correct. 

COMKX88Ia.KR GaRCiaa You seem to have a 

17 good handle on how many coaplaintP were filed, and you 

.18 had a. bit of a discrepancy with Mr . Beck on what the 

19 numbers represent. Could you give us unless your 

2 o responsas address that . But you have he:re on the 

21 interrogato:ries, you .answered that was an incr·easing 

22 num.ber, and it was 6,517. That was total customer 

23 c·oapla ints, ri9bt? That didn't segregate slaiiJRing? I 

24 think that waa the point Ms . Rule tri• d to make, 

25 correct? 
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1 u. aDLar Well, I think the point I waa 

2 trying to ll&ke is that the witness doesn't know. It 

3 says what it aaya. 

4 U'l'IID8 &ft8 c I don • t . know. I didn • l: 

5 prepare 

6 cw-.nu:~a.aa aaciar can we get a 

7 late-tiled. eXhibit about how aany ala.ming related 

8 complaints you've gotten? 

9 WI'l'IID8 &ftac certainly. 

10 CC*KI81IOIID aaacnc Okay. 

11 

12 Joe? 

13 

~ Joa.80.1 What was that one again, 

COMI!IIII~ GUCUI They're qoinq to give 

14 us -- .let.• a do it tor 1i96 and 1997 to -- I •m sorry --

15 1996 and 1997, and: ycu•re qoing to tell us -- ·you're 

16 going to have a listing of sla-ing coaplaints that 

.17 you•ve received, not necessarily the cases that you've 

18 handlad through us, but slUIJiing complaints in total 

19 that you've received. 

20 Let .. aak you another qu.estion, because you 

21 brirg up something interesting. And you began by 

22 saying that we need to apply our rules more 

23 consistently, I think was of one of the words you 

24 used. And I'• going to pose a question to y·ou, and if 

25 you clon•t feel co.fortable an•werinq i.t, don't. 

n.oaxoa PUBLIC aanca CC*IIIaaxo• 



1 What do you say we do what we have, say, a 

2 smaller company -- because Ms. Rule baa been so 

3 careful we don't use ATt.T •• an axaaple, we'll only 

4 use AT&T in this exaaple and another coapany, company 

5 x. It's a ... 11 co.pany tbat•a a reaeller but 

6 

7 

8 

provides long 

100 custoaera 

brinq thea Up• 

distance aervi.ce, 

in the laat year, 

be:tor• ua, and we 

and they've alaued 

and we're going to 

fine th- an X amount 

9 based on per al ... ing eoaplaint; and then we have 100 

10 co•plaint• froa AT,T. 

11 Do you think. AT'T abould be subject to t'he 

12 same amount -- let •• aay we -- the saae tine? Let's 

13 say we fine coapan.y X $40,000 for the 100 slamdng 

lA complaints. And let • s ·say we had 100 complaints 

15 against AT&T. Should we, even though coapany ·x is a 

16 very small co•pany -- I 'a sure Ma. Rule doesn't have 

11 the answers -- it -- and we had. 100 coaplalnts for 

379 

18 AT&T, should we fine AT'T $40,000, the same? In other 

19 words, everyone q.ets the .... thing? or should AT&T, 

20 because it 'handles so auoh aore traffic, get' a auch 

21 smaller tine, because in t:be end it'• a auch smaller 

22 infraction? In. other words, their errors by 

23 comparison arc auc:b ·aaaller. 

24 It • • a question I have ·tor myself, and we 

25 look at these caaea that are coaing before ua, and I'm 



1 ourioua to get a reapon•• troa you tryin9 to 

2 und.e.ratand, baoauae yo'U aake4 ua to be oonaiatent. 

3 And you're r i ght, we could iapoae a draconian aethod 

4 where anythil\9 that co-• down the pike we give a 

s standard f .in.e to. 

6 In a taw aantb•, coapany X would probably 

7 cease to ex;iat. AT'T would continue to exist. But I 

a also wonder -- and thia ia to AT'T' • benet 1 t t~..at my 

9 doubt coau in. AT'T handles ailliona of long 

10 distance cuato•r•. Coapany X handles a tew. so I'a 

11 just curious. How would you. think -- do you think we 

12 should d.1atinquiah tho, or do you think we. ahould 

13 juat apply tb.e aaae arit:eria to everyone? 
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1 4 111~8 &ftaa: Well, wit:Jlout trying to aaJte 

15 a judqaent about tinea and aaounta and that area, 

16 because I'• relativ•ly -- I don't have any experience 

17 or a great deal of knowledge about th~t area here in 

18 Flo·rida, I t:hink that the Comai saion ahould certainly 

19 take i nto acoount tbe number ot tranaaotiona and the 

20 nWILber ot: proble- wi.th tboae transactions . I mean, I 

21 thin.Jt that princi:ple would apply to virt ually any 

2 2 other pert'oraance -a•ur ... nt that you aiqht impose on 

23 a ·Company that you requl at e. 

2 4 so .tro.. that atandpoint, yea, I thi nk that 

25 you should di•cern .,_tween the two . It we're handlinq 
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1 millions ot contacts with custo•ers and we•re having a 

2 problem with, you know, leas than 1,,, I think that 

3 says aomethi·ng about the et.fort that 1 s been undertaken 

4 by .AT'T in teras ot: how we train our eaployeea anc:S how 

5 we deal with the custo.era. 

6 On the other hand, you know, it a carr ie.r is 

7 having a probl- with, you k:now, a tourt.h, or ha.lt, or 

a whatever, of the DUJiber ot contacts they have, then 

9 that certainly tells you soaetbinq abou.t tbat ca·rrier. 

10 It m.ay be .a s.all carrier, but if they're having that 

11 kind of p.robl-, then there are all kinds of things 

12 you could take into conaideration here. You might, 

13 with a brand nev carrier, have so•• kind. ot process 

14 where you have a warning and you go back, you know, 

15 and exert JIOre pressure .. 

16 I feel a.fter lookin-g at the r1.11es proposed 

17 and the i.nforaation I • ve been able to see a.t AT''r, I 

18 really feel str·ongly that tbe co .. ission ahou.ld 

19 certainly take into consideration the total number of 

20 transactions. 

21 If you look at the PCC report card on 

22 slamming, they use a nu.ber o! alaaa per million 

23 dollars in teleccmaunic~tiona revenue. That•• the 

24 gene-cal yardatiolt o.f how those carriers are 

25 pertonaing. If you look at 1996, Wb.ich is the latest 
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1 re;port card, AT'T was the lowest, the best performer 

2 on that ratio. 

3 Lika I said before, Co.aiaaionerl it it's 

4 you, one is too many. It it's a horrible example, you 

5 know, of soMthinq that ahouldn.• t have been done and 

6 daaaged the eustoaer or -- you know, then certainly, 

1 you know, I wouldn't try to defend any action like 

8 that. But in terJU of the overall performan.ce of the 

9 coapany and how seriously you•r·e takinq this problem 

10 and the steps you're ta.kinq to try to deal with the 

11 problea, then I think you have to look at the total 

12 nWDber of transactions. 

13 COMI%8810 ... GAaCX&a Thank you. 

14 COMK%88Ia.wR ~COB8a I have a couple 

15 questions. Mr. Watts, in your rebuttal testimony in 

16 response to I believ.e it • s the last page -- I don • t 

17 see a n.Wiber, but. .it's the last paqe. of your 

18 rebuttal -- you respo·nd to a. reco-endation by Pu:blic 

19 counsel for a. rule aaendllent . And I •a particularly 

20 looking at your re•ponse, and you indicate that 

21 existing rules authorize c.arriers to -- a alam:ming 

22 carrier to rer.at·• the bill charged to the customer 1 

2 3 and you characterize that as ,a aaJce whole r ·•m.edy. Are 

24 you with me? 

2 5 uuaa Dftes I '• sorry I comaisaioner. 



1 co-naaxC*D JaCOaaa on the laat paqe ot 

2 your rebuttal, anc1 I •a looking at the beginning of 

3 Line 8 la.belecl •AT'T Raapo.nse•. I'll <Jive you a 

4 minute to read that. 

5 WI.,...8 ftft8r. And what was the question 
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6 again? 

7 COIIIIJ:88IOIIIIR ACOB8 a Explain to me how that 

8 would work. for a eonswaar. 

9 WI.,...8 Dft81 And this is in my rebut.ta.l? 

10 cc.JIIUia.D .ncoaaa I believe so, yea. 

11 WIDU8 ~81 I'a not sure I'• looking at 

12 the r ig'ht line. I • a sorry. 

1 J COIDII81Ia.D JaCOBI a I • 11 g .i ve you a copy. 

14 (Docwaent handed to the wltneaa.) 

15 WiftiJI88 Dft81 Okay. Are you asking how 

16 the rerate works? 

17 COIIIII88IOIIIIR ACOUI Yes. 

18 WIDU8 ftft8a What oceura i .s the alaJDJDing 

19 carrier wou.ld determine what rate th.e customer would 

20 have been billed by their orlqinal. carrier, and they 

21 would rerate -- if that rate is leas tb.an the rate 

22 that they were charged by the unauthorized car.rier 

2 3 dur inq the pe·riod of ti.. that they were providing 

2 4 service to the ou&toaer, th.en the.y would rerate those 

25 calls and provide an ~utj\l&taent to the customer so 



1 that be paid the aaae that he would bave paid had he 

2 atayed witb hi,a ori.ginal carrier. 

3 CQIIIII88IOIID ACOUI Okay. So what would 

4 happen ia the cuatoMr would be awitched back to the 

5 original authorized, c::·arrier? 

6 1ri1'IIU8 ftft8a That • • correct. 

7 C«WAAUIOIID JaCOU1 The original carrier 

8 would rerate whatever calla were aade during the 

9 period of tiae they wer·e vith the ·una.uthorized 

1 o car·r ier? 

11 WIDU8 ftft81 That •a correct. 

12 COMMT88IOIID JACOB81 And that the carrier 

13 then would do acme tranaa.ction on that cuatomer' a 

14 bill? In other wo·rda, the. cuato.aer'• bill would be 

15 reduced by that difference? 

16 w:rnus ftft8a: That's correct. A credit 

17 would be iaaued for t.bat aaount. 

18 CC*III81tOiflll JACOB8a o:kay. Now, what 

19 happen• between you being the carrier, the authorized 

20 carrier, and the carrier that's slammed if there's a 

21 dispute on that amount? Let'• aay they're back now 

22 with you aa their authorized carrier. You do the 
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23 adj \latment, but then that original -- the carrier t hat 

24 ori 9inal l y awi tche<l diaputea what you come ·up with aa 

25 that credit to the cuatoaar. What happens? 
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l WIDUI ftftla Well, I aaaume that that 

2 issue would be worked out between the two carriers. 

3 I •m not aware of that beir19 -- or I bave.n • t seen a 

4 complaint Where that was a probl-. Typically the 

5 i~oraation a:bout what the rates were and what plan 

6 the cuat.o .. r was on should be able to be ascertained, 

7 and it abou.ld .be a pre.t .t .y straightforward calculation 

a to deter:aine bov to rerate tho•• calla. 

9 l would think so, but 

10 tbe·n I look here at a series of events tba.t were 

1.1 brought out in Staff's exhibit, and that causes me 

12 some concern, with.out qettlng into the partlcula.ra. 

1·3 Are you familiar with th.e t .rue-up issue that 

14 occurred between AT,'T a.nd CCI? 

15 WI!ftlal ft~lt No, I'• not. I'm sorry. 

16 COIOl%88IOIID ACOB8a If I can then, in your 

17 duties as manager .of rec)Ulatory atfPira, you do become 

18 involved in responses to cuatoaers on these type 

19 issues; is that correct? 

20 nuaa Dftle I'• not typically-- no, I'm 

21 not involved. directly with coaplaint handling. 

22 COIDII88IOIID JACOBI I Okay. Let's see it 

23 you have a qene·ral knowledge of this -- not the 

24 specif i cs between th .. e two parties, but generically. 

25 And if I can refer you -- aqain, these pages are not 

I'LOaXDa PUBLIC 8D'IlCW COIIIIXI8IOJI 



1 nuabered -- but on Staf~'• exhibit that they juat 

2 paaaed out. it•a labeled aa AttacbJMnt E, which ia a 

3 June 27th, 1996 latter. 
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4 Wlft .. 8 ftft8a All riqb,t. I . 've qot it here 

5 aoaevbere. 

6 CC*Ml'UIOJI'D J&COB8a And it I could direct 

7 you to the thirc1 paraqraph. Without gett.ing into a 

a whole bunch of detail, it you would accept my 

9 charac'terizat.ion aubject to contiraation, it appears 

10 here ·that there were ce.rtain char<Je• that the reaeller 

11 was liable ·to AT'T for which tell into cUapute; and i'n 

12 lieu of the raaeller pa.yinq tho•• charge• directly to 

13 AT,T, AT'T billed the r•aallar•a cuato•era. 

14 Now 1 the parallel ·that I aee ia it we get 

15 into a aituation in the ala.aing exa.aple whare you 

16 credited that cu•toaer•a bill and there's a dispute 

17 between youraelf and tha reaeller 1 • .ould you carry out 

18 the same kind of practice in that exuaple aa you did 

19 here; i.e., would you tbe_n bill back to that customer 

20 who actuo~ly received 'the aer vice? 

21 UIJ'IIU8 D ft8a Are you referr ing to an 

22 i natance where a cuatoaer waa changed from the 

23 r e ae ller t o AT.-T or troa AT'T to ·the reaeller? 

24 ('(WQ88IOIID .J'&COUI Let 1 a walk back 

2·5 through it again.. Tb.e cu.atoaer waa originally AT'T, 
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1 waa alaJIIMd to a reaeller. Purauant to rule, they 

2 were brought back to you •• autb.orized carrier, and 

J they were -- and there ••• a credit due to th-

4 becauae of a difference in dhargea. You ·do the credit 

5 to the euato.-r, but a.fter that your reaeller diapute• 

6 that credit and won't pay it to you. 

7 Would you e.D9a9e in the .... k.ind of 

8 practice in that exaaple; i.e. , billing the difference 

9 ~ck to· the cwataaar •• you d.id here? 

10 WI~ wa~aa Well, it'• ay underatandinq 

11 that our relationahip with tbe reaeller would be 

12 ••••ntiall.y the .... aa with any othe.r 

13 t.eleco.aunicationa provider. We do.n•t iapoae a 

14 different atandard becauae it'• a reaeller of AT,T. 

15 we ccmaider that rueller a teleco.aunication• 

16 provider, and I'a not aware of any action that we 

17 would take that would be any different. 

18 COMM%88Ia.la JaCOB8a I understand. I'm not 

19 really concune.d abou.t tbe reseller . My concern is 

20 that it appear• to ae in this exehanqe that the 

21 customer loat out, becau•e they're finding themselva5 

22 b.llled for a charqe. that the reaeller was actually due 

23 to pay to you but they retu.aad to· pay because or a 

24 dispute. 

25 

, 
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1 waa peraonall.Y faailiar with the co•plaint. I am not. 

2 I'• aura I could reaearch what occurred on that 

3 coaplain .... 

4 Proa the atanctpoint of AT'T policy, you 

5 know, whoever the al-inq carrier waa ahould be 

6 reaponaible for r.ratirKJ the calla it the custoaer was 

7 paying; tor aervice 4urinq that per·iod at a rate hiqh.er 

B tban the cuatoaer ttllul4 have paid if they had been 

9 with the carrier that tbe.Y aelected. 

10 co-vx .. za..a Jae0881 I underatand. 

11 WlfliD8 Dft81 Pro• a policy :standpoint, 

12 that ahould have been the outcoJM. I •a not fa·ailiar 

13 with this apecit~c co•plaint, and if there's some kind 

14 of proce•• or pr·ocedural probla there, then it • s 

15 aoaethinq that ahould be d,ealt with; but I'• not aware 

16 of it. 

17 COMia881011'D \QCOUa Oxay. Then let me end 

18· it. on this question. Could it ">e concluded, then, 

19 that you wouldn.•t anticipate charqinq any overdue 

20 charges to custo .. ra as a result of any procesa ot 

21 aakinq whole :in a ala-inq tranaaction? Can we make 

22 that general atat•aent? 

2 3 uuua Rft8·1 Well I we don't take a 

24 position as pertains to a reaeller if it happened to 

25 .be an AT'T reseller any different than our position 
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1 would be with. any other LD carrier. 

2 It the cuatour vaa o11an9ed without bia 

3 authorization and waa billed at. a higher rate, then he 

4 should be clue a rerate that would rerat• his callls 

5 back to t.he s ... rate that. tb.ey would have bee.n had he 

6 been with his authorized carrier. 

7 Ct.*II%881011D DD8«*1 Let .. ask a queation. 

a Are you ta•iliar with the tera "shortfall charges"? 

9 wxn•• ftft8a. No, air. 

10 C(IMftUIOIID DU8J)IIa Ian • t that what thta 

11 letter dated Jul.Y 26, 19·96, to Jlr. Rick Koaes 

12 addreaaea; the ten, •ahorttall charges•? 

13 WI~ D!"Nr. I •.a not tuiliar with the 

14 term and, again, I ''• not ta•iliar with the specific 

15 co•pl ainea. 

16 COJDa881011D DD80II1 W•ll, you indicated 

17 just in responae to a question that you treat all. 

18 carriers even though it uy be a r r .Jeller of AT&T as 

19 separate and diatinct compani es and you treat them all 

20 the same; is that correct? 

21 Uftm88 Dft8a That • • correct. 

22 ~881011D D...a.a Well, then do you 

23 routinely· charqe tor the other co•panies that are not 

24 r ese llera ahortfall chargea? You•re not familiar with 

25 that t ars , ao you don• t know? 
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2 tara. 

3 
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wnuas Dft&a I'a not taailiar with the 

~ 301M80Ka Did you have a question, 

4 follow-up? 

5 U. caLDWIILL a Yea. 

6 CKaTRMaM Jaa.sa.a We'll do follow-up before 

7 we go to redirect. 

8 a. caLDWBLLa Thank you. 

9 co.riWVBD CROSS BZIKIKa~Io• 

10 BY U. CALDWmLLI 

11 Q I'd like to ask three questions. Firat back 

12 to your exhibit that you passed out; I think the more 

13 reaent PCC trends in ala .. inq. 

14 a Yea. 

15 Q How uny of the ,companies that are the major 

16 wrongdoers that have the hi9b nUllbera on the qraph 

17 resell AT~T aervicea? 

18 

19 

20 of it? 

I don't have that iptoraation. 

COMK%1810 ... G&RCIAI Do you recognize any 

21 nuus ftft&a Well, one of them slammed 

22 me, so I recognize that one; but troll an AT'T 

23 re.lationsh!p, I don't know. 

2 4 camaiiiOIID caacaa Maybe w• should ask 

2.5 tor that inforaation. could you qive us a late-tiled 
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1 exhibit on which coapaniea -- I guess -- Ms. Caldwell, 

2 what would be the proper way to phrase that question? 

3 u. C&LDWaLL a How many of the companies 

4 that were claaaitied aa ma.jor wron.gdoers, anyone on 

5 tbia list that eaaent.ially would be -- that are 

6 reaelling AT'T service. 

7 ~ JOKISO.I Did you understand the 

8 request, air? 

9 WIDUI ftftla Yea. You want to k·now how 

10 many who are listed on this chart are AT'T resellera. 

11 a. c:aLD~mLLa That•• correct. And 

12 including downstream reaellera. They resell your 

13 aervi.ee; not just your reaellers, but they do resell 

14 your service? 

15 tnDUI Dftlt Okay. 

16 u. am..a I'a sorry. Could I have 

17 e·laritication on that? What you aean is like a 

18 res.eller once .r-oved, a reaeller who purchases from a 

19 reaeller? 

20 u. C&LDWaLLa Right; including those. 

21 U i ROLla Okay. We can provide that 

22 information to the e·xtant that we know it. 

23 

24 Q 

Q. ca.LDWU.L& We understand . 

(By .. • O&l4well) Kr. Watt s, you're he.re 

2.5 as an e.xpe.rt nere today; ia that correct:? 

rLOiliD& PDBL!C IDVICI COIIIIIIIIOII 



1 

2 

a 

g 

That•• correct. 

Since you're an expe.rt, and referring· back 

3 to staff'• exhibit where I think lt. waa the aecond 

4 page troa the back and you. were looking at the AT'T 

5 telephone bill, it 1 • ay ·underatan.ding that your 
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6 testimony waa that you could not determine wh.o waa the 

7 .reaeller on that bill or who the provider of aervice 

8 waa ·for that bill; 1• that correct? 

9 a I ca,n•t, becauae :I•• not familiar with all 

10 the i .ntoraa.tion on the billing. 

11 g Would you aqree that if you couldn't tell 

12 who the proviC::er of the aervice waa as an expe.rt, that 

13 the raqu.lar lay peraon woulc1 ha.ve -- there' • a problem 

14 it tbe. lay peraon could not tell as well? 

15 a Well, like I said ear·lier, it would depend 

16 on what the other intoraation on the. bill refers to 

17 and what I a.a a cuatoaer know about the bill.ing 

18 process at this point .in tiae. 

19 Now, aa pertains to reaellers, AT'T has had 

20 a change in procedures in that. I don't believe that 

21 the AT&T naae or logo ar e appearing on reaeller billa, 

22 or our ·policy la they would not appear on .reaeller 

23 billa at thia point in ti... So on a going-forward 

24 basis, whatever oontuaion would be caused by that 

25 should be c=orrecte4. But 'I don't kn.ow in looking at 

:rLOaJD PUBLIC 8DVIC8 COMIU88I<* 



1 thia bill, particularly on a buaineaa cuatoaer, 

2 whether or not tbi• particular cu•toaer would have 

3 known or would not have known. 

4 Q. Would yo" agree tbat 1f a cu•toaer can • t 

5 look at hi• bill and de.tenline you said AT''l' is 

6 obanqing their :to:raat -- would you aqree that if a 

7 cuatoaer oan•t look .at their bill and <leteraine who 

8 their provider ia that it could be oon.tu•ing to the 

9 cuatoae.r? 
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10 A I think a custoae·r ahould be able to look at 

11 their bill and tell who tbeir provider ia, certainly. 

12 u. C&LDimLLI All right. Thank you. 

13 That•• all tbe, queationa I have . 

14 ~!88Ia.aR Q&ICX&a Let ae aak you, that 

15 cha·nqe in policy that kept .AT'T fro• the -- when you 

16 were doinq billing, b.ow wa• that initiated? Was 

11 . that 

18 

wbo initiated that? 

W%~8 wa~•• comaiaaioner, I don't know 

19 the background. 

20 CBa.IIIDII JOD801fa Ma. Rule? 

21 U. ROLaa Thank you. Commisaionera, before 

22 we move forward, I'd li,ke to a•k you to take official 

23 n.otice of an order. Unto.rtuna.tely, I don't have the 

24 order nulllli;)er or •ven the docket nn•ber in .f .ront of ae . 

25 ortt.. Staf:f coapoaite exhibit that you 
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1 received, appear• to be a collection of correapondence 

2 that waa exch&nCJed between varioua pa·rtiea and staff 

3 vith reqard: t.o a docket -- an itea that waa later 

4 docket«! by the Coaaiaaion. The iaaue in that caae 

5 waa branding of .billa, not ala-ing, ao thia ia not a 

6 •1-inq coaplalnt. But there ia an order that I 

7 recall that you iaaue<l dealing with thia, and rather 

8 than have - --

9 ct11111XIIIOJID QUCI&I If I'a not mistaken, 

10 we•t:e the onea that ordered you not to do this 

ll anyao.re? Am I aiataken in tbat? 

12 a. am..c No, we ·weren't ordered not to do 

ll that any 

14 COMK%111~ G&RCI&I You agreed to do it. 

15 D. aVL•a Exactly. And, in fact, the 

16 procedure had bee·n atitrted before the Combined 

17 companiea• complaint caae up. so Mr . Watt• ia not 

18 fa•iliar wi.th thia. He' a never aeen 1 t before. But 

19 you do have an order dealinq with thia, and it waa 

20 directed to Coabined Coapaniea. I don't believe it 

21 was directed to AT•T, but ay recollection could be 

22 wrong on that. 

23 In any event, I am happy to aupply you with 

24 the docket n\lllber and the order nuaber which I hope 

25 would clear up aoae of t;he question• here and perhaps 
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1 make this exhibit unneceaaary. 

2 CID'OIQW JOIIW8011a Ma. Rule, you said you do 

3 have the order nnaMr? 

4 U. ~tUJ~aa I can get. it for you. I just 

5 don't have it in front ot ae becauae I waan•t aware 

6 Staff waa qoinq to propoae thia exhibit; but I'll get 

7 it f ·or y·ou. at the next break. 

8 cwannw JCJIIIIaa.l Okay. Then attar the 

9 next break after we receive that intoraa.tion, then 

10 certainly the C~i••i·on takes official recoqnition ot 

11 ita own order. 

12 

13 

14 

.. • aULJia Thank you. 

CIDTPJDII J01111801fa Any other queationa? 

u. aUL•• No otber queatlona. I'd move 

15 Exhibit No. s. 

16 CDIJUIUI JOD80JU Show that then admitted 

17 without objecti.on. 

18 (EXhibit 5 received in evid• nca.) 

19 CIDTPDW JOD801U PUblic Counsel? 

20 KR. Bac&a I aove 6. 

21 CJI&%aDir JOJDJae:ma Sbov that aoved without 

22 objection. 

23 (.Exhibit 6 recaived in evidence.) 

24 a. C&LDWm.La We aove Exhibit No. 7. 

25 u. aULaa I 'Would object to the admission 
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1 of No. 7. There's been no predicate laid because the 

2 witness who was going to talk about it has said he has 

3 no Jtnovledqe of it. 

4 I believe staff can gat their lnfonaation in 

5 througb the officia_l order of the Commission, and 

6 there's nothing in this doc:UJient that as to this 

7 witness i,n this proce.Sing· is not unverified hearsay. 

8 

9 118. CALDWm.LI First or al.l, I cion' t think 

10 that tbia particular inforaation is part of the order 

11 itself, and we do believe that the -- wall, it clearly 

12 shows tbat AT•T has billed tor an unoertitioated 

13 entity, which 1.• an issue in this case, and I think . 
14 that the witness certainly can recoqniza one of AT'T's 

15 own 'billa. 

16 CJI&%JtDII J0111180JII Okay . 

17 118. aVL•a co-iaaionere, I wouldn't object 

18 to the admission of that one page w_th the bill on it, 

19 particularly ai.nca there were specific questions about 

20 what: you could tell and what you could not tell from 

21 the page, but with the rest ot the infor11ation it 's an 

22 exchange of letters that Mr. watt• baa no knowledqe 

2 3 o.t • I't • • absolute. h-ear aay·. He can't verity the 

24 inforaation in those letters; neither can staff. 

25 I t appears to .. there's no foundation laid 
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1 for any part of tha.t docwaent, •ave ·that one paqe on 

2 which the AT'T logo 1•, and tbat•• the one he was able 

3 to answer •oae que•tiona on. 

4 CDtaDJI JOJDISOIII Thank you . I 1 m goinq to 

5 actait the Exhibit 7. We have three late-fileda, 8, 9, 

6 and .10. 

7 (Exhibit 1 received in evid.anca.) 

8 (Late-Filed Exhibit• 8, 9, and 10 marked tor 

9 identification.) 

10 Thank you, •lr, you•r• excuaed. 

11 (Witne•• Watts excused.) 

12 

13 

14 

15 

16 

17 

18 

19 

20 

2.1 

22 

23 

24 

D. DRill BellSouth will call Jerry 

Hendrix to the •tand. 

JDJlY JIDDRIZ 

was called. aa a witneaa on behalf of BellSouth 

Telecommunlcationa, Inc. and, having been duly sworn, 

testified a• follows: 

DXRBCT axaKID'II.OII 

BY D. D.RK81 

y ou? 

0 Mr • Hendr tx, y.ou have been aworn 1 haven • t 

.a 

Q 

Ye8 • 

Woul4 you plea•• atate your name and addreaa 

25 tor tl.e record? 

fta%0& PUBLIC IDVI<:a CC*III88IOII 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 
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A My n ... is Jerry D. Hendrix. My address is 

675 West Peachtr .. Street, Atlanta, Georgia. 

Q By whoa are you eaplo;yed and your position 

wi·th that. eaployer, please? 

A I ua eaployed by' BellSouth as director, 

interconnection services pricing. 

Q Have you previously caused to be prepar·ed by 

both pretiled direct and p.retiled rebuttal testimony? 

& Yea .• 

Q Let's address your direct ·teatiaony, and I 

think that.'• consisting ot 24 pages; is that correct? 

A That is correct. 

Q Do you have any additions or corrections or 

ch.anges that you'd lik.e to aak.e to that test,im.ony·, the 

direct teati•ony? 

A No, I do not. 

Q .If you were asked the same questions t..hat 

are posed in tbat pratiled direct testimony today, 

·would your answers be the •••e? 

A Yea, they would be. 

a. aaa•a Kadaa Chairaan, could we have 

tb~tt inaar·t-.cs into the record at this point? 

~ Jaa.aa.a It will be inserted into 

the record aa though read. 

Q (By llr. JlaJ:ks) Were there any exhibits 



1 attached to that? 

2 

3 

.. 
Q 

There ware none . 

Did you also cause to be tiled or prQt'iled 

4 aoae rebuttal teatt.o~y consisting, I believe, ot 34 

5 pages? 

6 

7 

.. 
Q 

Yea, I did. 

Now, do you have a:ny additions or 

8 corr•ctiona or cbanqea to that teatiaony? 

I have a change as a raaul t of .an. isaue not 
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10 beinq addressed in this docket, and that ia to strike 

11 wording beginning on Page 25, Line 24 through Paqe 29, 

12 Line 25. 

13 Q Is that dealinCJ with the billing block 

14 option issue that was discussed in the previous 

15 hearinq? 

16 .. Yea, it is. 

17 Q were there any exhibi ta attached to that 

18 testiaony? 

19 A N'o, there were not. 

20 Q Have you pr-epared a auaaary ot both the 

21 direc't and rebu·ttal teatiaony? 

22 

2J 

24 

25 

A 

Q 

.. 
Yea, I have a vary brief •~ry. 

Would you give it, please? 

Yea. Thank you. 

D. a•a•a I'• sorry. Did we inaert: the 

n.oRIDA PUBLIC ID'IICI CC*IIX18IOJI 



1 rebuttal testiaony? Let's insert the rebuttal 

2 test.t.ony at this point, Madaa Chair. 
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J ca:at•DJI JOIDIIIOIIa I'll, insert it as though 

4 read. 

5 

6 

7 

8 

9 

10 

ll 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 
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4 

5 

6 

7 

8 Q. 

9 

10 A. 

11 

12 

13 

14 Q. 

15 

16 A. 

17 

18 

19 

20 

. 21 

22 

23 Q. 

24 

25 

BELLSOU'IliTELECOMMUNICA TIONS, INC. 

~nMONYOF~Y~~ 

BEFORE 1lffi FLORIDA. PUBLIC SERVICE COMMISSION 

DOCKET NO. 970882-TI 

NOVEMBER 24, 1997 

Please state your name ad comp111y name and address. 
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My name is Jerry Hendrix. I am employed by BeiiSoutb Telecommwtications, 

Inc. as .Director - lntacormection Services ·Prieing. My business address is 

67S West. Pcacbttee Snet, Atlanta, Occ;qia 30375. 

Please summarize your bacqround and experience. 

I graduated. from Morehouse Colleae in Atlanta. OeorP in 1975 with a 

Bachelor of Arts .Depee. I began employment with Southern Bell in 19'79 and 

have held various posations in the Network Distribution Department before 

joinina the BellSo&Lth Headquarters Regulatory o..,-'Ulization in 1985. On 

January 1, 1996 my responsibilities moved to lnlefCOnnection Services Pricing 

in the Intereonnection Customer Business Unit . 

Have you testified previously? 

1 



1 A. 

2 

3 

4 

5 Q. 

6 

7 A. 

8 

9 

10 

11 

12 

13 Q. 

14 

15 

16 A. 

17 

18 

19 

20 

21 

22 

23 

24 

25 
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Yes. I have testified in prooeedinp before the Alabema. Florida, Georgia, 

Kentucky, Louiaiaaa, Missiaippi, South Carolina, and Tennessee Public 

Service CommiJsioDs and the North Carolina Utilities Commission. 

What is tbe purpote of your testimony? 

The purpose of my testimony is to provide BeUSouth 's position regarding 

unauthorized provider cblnses ("sllmmin&j and slamming rules in general 

and to ,provide speci& c:omment1 reptdina the Florida Commission's Notice 

of Propoled R.ulc Development rqarding the proposed amendment of the 

slamming rules. 

Would you please explain BeiiSouth's overall view regarding rules on 

slamming? 

Y cs. BeiiSouth agrees with. the Commission that slamming is a serious 

problem that ·must be addreuod. ~ competition continues to evolve in the 

remaining markets, local toll and local exchange service, slamming will 

become even more pervasive without proper rules and strict cnforc:ement. 

BeliSoutb supports the need for Wliform rules. Unifonn rules for authorization 

and ·verification are more cost effedive and .more easily· administered. 

Uniform rules are alto cuier for customers to understand. 

2 
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1 Questionable marketing tactics by some carriers have brought slammiq to the 

2 forefront of coocem for customers IDd tbe iDdustry. Rules 10 eliminate 

3 slamming should DOt, .however, create additional md costly burdens on those 

4 carriers, including local exchange companies, who choose to operate in a fair 

5 and reasonable IIUlDIIC!I'. BeUSouth believes that tbe most effective method of 

6 preventing slamming is the application of significant penalties for those · 

7 carriers wbo will1Wiy and. repo~ted.ly Ule slammins tactics. Heavy financial 

8 penalties, suspension md withdrawal of certification of willful offenders will 

9 reduce, if not eliminate, sJammina while not imposing undue burden on those 

10 carriers \Wo operate within the niles. 

11 

12 Chapter 364.285 of the Florida Statutes pvea the Florida Public Service 

13 Commission the authority "to impoee upon any entity subject to its jurisdiction 

14 under ·this cbaplcr which is found 10 have refulcd to comply with or to have 

15 willfully violated any lawful rule or order of tbe commission or any provision 

16 ofthis chapter a penalty for each offeue of not more than $25,000, which 

17 penalty sball be fixed, in:q)osed, md collceted 'by the commission; or the 

18 commission may, for any such violation. amend, suspend, or revoke any 

19 certificate issued by it" Bued on this chapter in the Florida Statutes, the 

20 Florida Public Service Conundsion bas tbe authority and ability to stop the 

21 practice of slamming by enforcing the .rules as they currently exist. Strict 

22 enforcement of cxistins. niles would preclude the need for new :rules which will 

23 add cost to the companies that operate within the cxistiq suidelines. The cost 

24 for imposing new ndcs will inevitably be paid by the end user in the form of 

25 higher prices. Simply lt8tcd, heavy financial penaltiet: will remove the 

3 
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A. 

Q. 

A. 
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fuumcial inc:eotives to build market share by willfully slamming customers. 

Wbeo the financial incentive is removed from slamming, there should be a 

drastic decrease in occurrence. 

On July 1 5, 1997 the Federal Communications Commission ( .. FCC") released 

a Notice of Proposed RuJcmtking ("NPRM") .asking for comments on funber 

ways to eliminate slamJninl. Tbe FCC's NPRM appears to address all 

telecommunications carriers including local exchange telecommunications 

carriers. What is BeliSouth's position r:eprding·tbcse proposed rules? 

Altboup BellSouth oppoKS certain provisions contained in the FCC's rules, 

BcllSouth suppons the need for CO'nsistcncy across aU jurisdictions. Rules that 

differ across jurildictions will unnecessarily complicate administration. 

increase oosts, and cause customer confusion. 

The Florida Public Service Commission's Notice of Proposed Rule 

Development issued May 21, 1997 and reissued October I 5, 1997. iojtiated the 

development of amendments to Chapters 25-4 and 25-24, FloTida 

.Adminisu:ative Code, to amend ·provisions relating to a customers preference 

for a local, local toll, and toll provider. Does Bell South have specific 

comments relative to these rules? 

Yes. Regarding kule 25-4.110, CUstomer Billing for .Local Exchange 

Telecommunications Companies, tbe Commission recognizes the need fo.r 

4 
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1 customers to easily distinguish bUiina amounts among multiple providers. The 

2 Staff propoiCd the followina lanaul&e: 

3 

4 .. ( 1 0) After .January 1, 1998, all bills produced sbaU clearly and conspicuously 

5 djsplay the following information for each service billed in regard to each 

6 company claimina to be the customer's presubscribed provider for local, local 

7 toll or toO aervicc: 

8 

9 

10 

11 

12 

(a) The name of' the certificated complll)' and its certificate 

number; 

(b) Type ofservi~ provided, i.e., local, local toll, or toll; and 

(c) A toll-free customer service number. 

13 BeUSouth' s bill ahady displays the name of' the service provider and 

1<4 clearioaboUie, where applicable. for all ctwaes. Included in this information 

15 is a toll-:fi:ee number that a customer can call with questions concerning his bill. 

16 An IXC or a cl~ CID purclwe DiU Processing Service from 

17 BeiiSoutb with or without Inquiry. Inquiry is a service whereby BellSoutb 

18 receives calls tiom the end UJet and resolves billing questions on behalf of the 

19 IXC or clearinghowe. When an IXC or cleari.use purchases Bill 

20 Processing Servi~ without Inquiry, BeiiSouth requires that the LXC provide a 

21 reasonable level ofloquiry tor their customers. If the Inquiry ·provided by the 

22 IXC :beains to generate what BellSouth considers an UIU'CUOnable number of 

.23 end Ulel' complaints, (because the end Ulel' is lmable to contact the IXC or 

24 clearinghouse, the dispute wu oot raolvcd, etc.), BeiiSouth will recourse the 

25 charges to the lXC or clearinghouse. BeiiSouth wilJ also "invoke Inquiry .. 

5 
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(i.e., the IXC will be required to purchase Inquiry) on an interim basis until the 

IXC is able to provide a satisfactory level of Inquiry. All appropriate Billing 

and Collection duqes for the preceding services will apply during the interim 

period. 

It is unclear how ·adclini the certificale number and tbe type of service on the 

bill would help customers interpn:t their bills or prevent slamming problems. 

The certifiade number IDd the service desipations (i.e. locel, locel toll, toll) 

mean bOCbina to ·moat. if not all, typical end uaen; indeed. printing them on the 

bill may actually cause eonfusion. Adding to tbe potential confusion. Carrien 

may cbooee to CODduct busipess under various names for marketing purposes. 

The DIIDe is wbll is recopizable by the customer, not the certificate number 

or tbe service cbigDidioa. 

Since notification of a cbanae in praubscribed carrien via the bi't is after-the

fact for slamming, tbe most efficient use oftbe bill is to call tbe customer's 

attention to the clJanae on the fll'lt bill after the ctwJae is made. Though 

BellSoutb provides eus1omm with notification of preferred provider changes 

today, tbe Company is 'curreotly reviewing the entire bill fonnat in an effort to 

make this noti·fication even mo.:e prominent. 

What action bu BeliSouth taken co insure that only certificated carrien are 

billina :cUIIOmerl? 

6 
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Be1lSouth implemented a databate several yan aao called the IXC Services 

Autbalticatioa Table ("ISA T") to prevent bUliDa by uncertified carriers. The 

ISAT is UICid by Be1lSouth to block intr&Dte 'billing until the carrier provides a 

copy of tbe certificale iuucd by the Commission. Although. the CCitificate 

number is DOt listed OD tbe bill~ BeUSouth does insure that intrastate cbarps 

will not be billed for JXCs which are not cenifiOited. 

Yea. The~ cblnaes would DOt only be difficult to imple"ment but 

would aiJo cause increued costa. Adding the certificate number and the type 

of .ervicc provided would require sipificant bill formattins chanaes. Costs 

would be iDcurreclto develop aDd administer comprehensive dltlbases to 

maim in the certificate numbers, the firm • s certified name, and the "doing 

busiooa a" name. or d.b.L Mechlnisms for transporting such information to 

the bill would need to be developed. The actual type of lei'Vicc (local. local 

toll or toll) for each provider would have to be loaded within the new data base 

and transported to the biU. Finally, becaUBe there is no interface between the 

PIC ... base IDd the carrier biUing process that would enable this to be done 

in order to support such a cbanac, one would have to be developed. 

Has BeUSouth developed any specific estimates of cost for the implementation 

of these biU cblnaes? 

., 
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Yes. BeUSouth bas cooducted a high level cost study. This cost study shows 

that the costa iDcurred YIOuld be: 

The noo-rccwrina billing costs to include this information are estimaled to be 

between $80,000. $100,000. 

The 11mual recurriDg costs to iDclude this information would depend upon bow 

the required information bad to be displayed in the bill. 

If the information bad to be displayed in tbe puticular section of the bill which 

included tbe itemiutjon of that carrier's charges, the annual rccwrina costs are 

lf a aeparate section can be created in tbe bill to display all of the relevant 

account information. the annual reeurring costs are estimated to be between $2 

-$2.:5 million. 

BellSo• therefore, requests that with the exception of inclusion of a toll-free 

customer service number, the Commission not adopt Section (10) and its 

requirements for customer billing. 

Does BeUSouth have a lower cosr alternative to propose that will accomplish 

the &oal of the Staft? 
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BcliSouth suagests placing the verification telephone numbers for PIC and 

Local toll PIC on the bills each month so that end users can call and verify 

their aelections at any time during the billing cycle. This method of 

vcrificatioD would cost much Jess than the proposed rules and would be a user 

fiieodly fonn of verification. BellSouth believes that this information would 

be more informative md Uleful to the customer than the certificated name and 

number. 

Does BeUSoutb.bave CODCaDS with Section 2S-4.118 Local, Local Toll, or Toll 

Provider Selection? lfso, please outJine BellSouth's concerns. 

Yes. m order to address our issues in the most couciae manner, I will break out 

our coocems by specific eections and subsections. 

With regard to sections I amd .2 of this rule, the Commission's proposed rules 

indicate that identifying informatio.n be obtained from the customer to 

substentiate a valid authorization. BeiiSouth supports the Commission's intent 

to eliminate slamming, however, it should be l1l8de clear that BeUSouth does 

not support. tbe application ofverilication proc.;cjW"eS to customer initiated 

calls. 

Verification requizements for cUStomer initiated calls will unnecessarily subject 

canicrs to substantial costs and increase customer contact time. StK:h 

requirements will subject customers, who have made a conscious and 

affinnative deciaion to .make a change in their telecommunications service to 
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Wl.warrantcd frustration. inconvenience and delay in selecting their provider of 

choice. It is BellSouth's belief that customen want such changes made simply 

and expeditiously. Additionally. Bell South believes that the majority of 

siiDUiling occurs not from customer initiated calls, but from other sources. 

This belief appears to be substantiated by customers wbo testified in the public 

hearings. Only a vay small fraction of slamming complaints originate from 

inbound calla. Giv-en this low incidence of inbound problems, the expense of 

requiring inbound verification would simply not be justified in light of the 

minimal beoefit obtained. Therefore, BellSoUih believes that customer 

initiated calls should be exempt from verification requirements. 

You have stated that 8ellSouth is opposed to the veri·fication of inbound calls, 

however, should the Colllllliuion adopt such rules despite BcllSouth's 

position, does BellSouth believe that the proposed rules are operationally 

feasible? 

Yes. The Commission's nales appear to be operationally feasible. However, 

options such as LOAs and lnfonnational Packages will require cosuy, 

cumbersome and operationally inefficient mechanisms. The Company will be 

burdened with developing and, managing predominately manual processes. 

Such paper oriented verification prOcedures leave little opportunity for 

mechanized efficiencies to be developed. Additionally, this type of 

verification i.a not immediate and would impose undue burdens on the 

customer 10 "be on the look out" fo.r their authorization documentation. 

10 
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Does BcUSouth have ID)' additional comments reprclina the proposed rules? 

Y cs. First, BellSouth &arees that the proposed rules should apply to ALECs 

who will have tbc ability to etfeet ctaanaes via direct acceSs into BeUSout.l-e' s 

provisionin& Operations Systems. BeUSouth alto believes thai a customer's 

call to an automatecl800 number is alqitimatc means of verification and 

should remain as one of the verification options. 

Does BeliSoutb have proposed wordina for the Commiuion? If so, plcue 

indicate any m'iaioos to tbe Commission's proposed text. 

We offer the foUowioa wontina for consideration: 

"( 1) The provider of a customer shall not be changed without the customer's 

authorization. Provider cbaDae requests made by end users during customer 

initiated calls are exempt frnm verification requirements as stated herein. A 

LEC shall accept a provider change request by telephone call or letter d~rectly 

fro~ its custornm; or 

(2) A LBC shall ac:cept a change request from a certificated LP or IXC acting 

on behalf of the customer. A certificated LP or IXC shall submit a change 

request, other than a customer initiated ebange, only if it bas first .certified to 

the LEC that at least one of the followina actions bas occurred: 

11 
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(a) tbe company bas a letter of agency (LOA), as described in (3), from 

tbe customer requesriq tbc cbaoge; 

~aile ea•p••v ••n•~• • OUI&a•• iailillrll 81111, aad Ml ea.ceiaed 

.... fella.·.i·· 

I U. ~t~~~a••'aaau181 te Na.t .. ._. ........ elaeae•; 

~ A.a •Mtie •nrd5
• efaM iUI•e'iee Ill &Mia ia (~~ alloe·ttlt t; nd 

l at ..aarti11 ef&M nrlri'll tll1piiMr ana'D• • "'llivla 1M P'8¥idw 

il te • thn1111 ·• Nllntltit .. -. i..,liiel1i• 

(b) the customer bdtllaes a ca1J to an automated toll-free number, and through a 

sequence of promp!!, confirms the customer's requested chan&c; 

Subsection 2(d) of this rule outlines CCr1ain terms and 1;0Dditions for verifying 

a customer's chqe ftJqUest by responding to an infonnation package mailed 

by the provider. Does BcliSouth have specific concerns with this provision? If 

so, pleue explain. 

Yes. ln. subsections 2(dX4), (S) md (6) ·me ·proposed languaae only allows a 

change if the customer affirmatively confinns a change request. Bell South 

beheves that the poi\Card included in the welcome packa&e should be used to 

deny or cancel the request. This change would crate an effective and efficient 

12 
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cbaaae verificatioo mechanism which minimias administrative burdens for 

customers md providers. 

Q. You state tbil would minimb.e administrative burdens for customers and 

providers, would you please explain ? 

A. Yes. Should the Commission require an affirmative response from the 

customer, tbiJ would mean that BellSoutb would have to "hold" a customer's 

request until the document wu returned. Holdina the ~~equm creates extreme 

complications for the Company and the customer. In eaaencc, unless the 

custor:ber' returned their autborization documents, the order would never be 

processed. .As a result, the customer would not receive the perceived value for 

maldna their requested cbloae. Further, customers who returned their 

authorization documents would forcao pocential savings and benefits of their 

change. requests dwina tbe mail transit window. Clearly, BeliSouth should not 

be required to bold the processing of orders for customers while waiting for the 

postaiiCrYice to deliver the authorization document. 

Does BelJSouth object to providing customers with the address and telephone 

numbet of the Commission's Division of Consumer Affairs ? 

Although. BelJSoutb docs not object to providing customers with the address 

and telephone numbero(the Commission's Division of Consumer Affairs. it 

should be noted that such requirements rnandatina the appearance of suc:h 

information in peclcaacs confinning a eUIWmer's reQ.ucsted change in their 

1.3 
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tel.eoommunications provider could be misunderstood. End users .may think 

that a. call is required or sugested even if the cbanp was appropriate. Such 

information is readily available to customers through other mediums .such as 

the customer guic1e Pilei end the business office. 

Please provicle any sua&ested language for the Commission to consider and 

indicale all cbanps. to the original 1eXt. 

We offer the following: 

"4. A poltCird which the. c:Uitom.er can use to aeal•, deny or caMel a 

cban,ge request: 

S. A clear statement that the customer's local, local toll, or toll provider 

will be dumaed to the soliciting company 8111)' if unless tbe customer signs and 

returns the postcard denying or canceling aeMi•i•B the change within 14 

days: 

6. A notice providin& that the customer may contact by writing tbe 

Commission's Division of Consumer Affairs, .2540 Sbunwd Oak Boulevard, 

Tallahassee, Florida 32399- 0850 or calling, toll free (TDD & Voice) 1-800-

342-3352 fur coosumer complaints. 

1M celiei#•1 u.,•Y c~c'IIU'-it 1M abesp -..-&e eM LP ealy 

if it 11M fill& MNiuecl 1M •a•a..a tll1t •uct M 1ipecl t.,' 1M eultea• 
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Solicitina CO!DP!Dies must wait 14 days after the form is mailed to customers 

beforc submittin& their PIC cbaa&e orders to LPs. If customers have canceled 

their onlers durin& the W!itina peritS soliciting companies, of course, cannot 

submit the customers' orders to the LPs." 

Section 3 outlines the requirements of :the Letter of Agency. Are ·there any 

propotcd dwlaes CO that Section? If so, please indicate any changes from the 

original text. 

Yes. In order to elimiMte potential customer confusion regarding their 

selection of carriers, BellSouth suggests that the following text replace tbe 

~aquap propo1ec1 in Sub1ection (3Xd): 

••statement that the customer's chanae request will apply only to the nwnbet 

on their request and there must only be one presubscribed local, one 

presubscribcd local toll, and one ·presubscribed toll provider for each nwnber; 

and a statement clearly i.ndiatrig which oftbc customer's services are being 

Changed by the request." 

Section 6 req~ires that LOAs and audio recording shall be maintained for a 

period of one year . . Does BellSouth have concerns with this requirement? 

Again, BeliSouth is opposed ·to verifications requirements for inbound call.s. 

However, should the Cornmilsion adopt the proposed rules, BellSouth is 

concemed with the opmtional issues associated with administering, archiving 

15 
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and tracking authorization procedures that are paper oriented. The physical 

space and limited opportunities for mechanization make LOAs an unattractive 

option from an operational standpoint With regards to archiving and 

administering audio recordinp, our discussions with veodon of such 

equipment appear to suaest this process would be operationally efficient. 

However, BellSouth does oot believe that the expense of such systems is 

warranted. As stated earlier~ BellSouth believes that slamming occurs from 

other sources, not as a result from customer initiated calJs. 

Has BeJJSoutb determined the 'costs associated with the Staff's proposed 

verification requiremcnll? 

Y cs. BellSoutb has conducted a preliminary assessment of the costs B!soc:iated 

with implementina each option. Following is an outline of the estimated costs 

for BeliSouth. to administer each verification option proposed in the Staff's 

Rules: 

A) Letters of Authorization (LOA) 

The Company believes that to create an efficient method of compliance, this 

option would have to be mechanized and embodied in the Company's day to 

day operatioos. Operational implications i.ocludc but are not limited to the 

following: 

- systems modifications 

supplier proarammina 

16 
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1 new letter English and Spanish venion 

2 systems testing 

3 Spanish translation 

4 quality control and assurance 

5 BST programming 

6 

7 • t:rainina of customer contact peno.nncl 

8 develop training material for all Florida contact personnel 

9 

10 - a new ranittance process for tbe LOAs to be returned to the Company 

11 - traCking, reporting aod verification mecbanism/processes 

12 - escabliab oew work 1J0UP to lldminister LOA remittance 

13 - purchase necessary equipment to support such a work group 

14 -create a follow-up process for "No Response'' situations 

15 - develop dispute resolution process/documentation 

16 - develop IIPIX* process/documentation 

17 - develop .final resolution proc:essldocumentation 

18 - printiq and postage 

19 

20 The Company estimates that implementing the LOA proposal will cost 

21 approximately $790,000 for the tint year with an annual cost of 

22 approximarely $660,000. 

23 

24 B) Audio Recordin& &luipment 

25 

17 
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1 This optiDn includes the use of audio .recordiDg equipment. The following 

2 costs estimates are baed on preliminary discussions with vendors who develop 

3 the type of reconliD& equipment needed to comply with the Commission's 

4 propoaed rules. Estimates .are bued on the current vendor cost for the 

5 equiplllalt needed. The vendor prices and equipment needs of BeUSouth are 

6 subject to cbaDp before this proc«dina concludes. Additionally, thclc 

7 estimates are based oo me use of Spectrum switches. Bell South currently uses 

8 Galaxy switcbcs. However, BeUSouth plans to replau its current Galaxy 

9 switches with Spectrum switcbes in June of 1998. Additionally, the vendor 

10 has a mini.mlDD order and inst:alladon interval of 120 days. The projected costs 

11 herein do not iDcludc a rcdnndent or beck-up system to capture or retain data 

12 given a system failure. Implementing Audio Rccordina would include but not 

13 be limited to the foUowiDa: 

14 

15 - purcbue and insWlation of.recording equipment 

16 includes audio interface unifSt cabling, and switch interface cards. 

17 includes hardware and cabinets. 

18 ·ongoing maintenance of recording equipment 

19 - develop retrieval mechanisms and processes 

20 - systems modifications 

21 • uaini.n& of customer conuct penODDCI 

22 • dispute resolution process 

23> - appeal process 

24 - final resolution process 

25 - increase in work force 

18 
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1 

2 BeUSouth etfimetes the cost of implementina Audio Recording is 

3 approximately S 1 S million for the first year. Annual recuning costs for audio 

4 recording .could be u m.uch as $6.3 million. 

5 

6 C) Thinl P!!!Y Verification 

7 This propoted rule cbanp requires the WJe of an outside Third Pany. The Staff 

8 suggests that inbound callers could be contacted by a third. party to verify the 

9 requested provider cbanac. BellSoutb believes that implementing Third Party 

10 Verification would iDc.lude but not be limited to the following: 

11 

12 - sccuriDa ad COidnlctiDa with an outside vendor to perfonn the required. 

13 flwoctions 

14 - trainioa vendor rcpreKnurives 

15 - ongoina contact neaotiations 

16 - monitorin& vendor .avice quality 

1'7 -systems modifications to I!CCOIIUilOdate bi-directional transfer 

18 - trainina of cUitomer contact penonnet 

19 - dispute reaolution process 

20 - .appctl process 

21 - final raolutioa process 

22 The cost ofimplementina Third Pll't)' Verific:alion is approximately $.8 

23 million for the first year. Annual recurrina oosas foT Third Part')' Verification 

24 are estimaled to be approximately $740,000. 

25 
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D) Information P!Ckaae 

This proposal requires verification via an informational p1chge mailed to the 

customer. BcUSouth believ-es that implementing this proposal includes, but is 

not limited to the followina: 

- systems modificatioua to 8CCOIDIIIOdaie enclosure of new doewnent 

- negotiating systems modifications 

- trainina of customer con11ct personnel 

- a. new remittance procea for the verification doaunentJ to be returned to 1he 

Company 

- track:iDg, reporting md verification mechanism/processes 

- follow-up procea for "No Response" situations 

- dispute raolutioo procea 

- appeal process 

-final n:solution process 

- printing and postage 

BcllSouth estimates the cost. of implementing this proposal is approximately 

$730,000 for the first year. Annual recurring costs are estimated at to be 

approximately S4SO,OOO. 

Has Bell South determined the impact of the di~eloswc requircu.ents proposed 

in the Staff's rules? 

Yes. Followina iJ an outline oftbe impact of the disclosure requirements: 

20 



421 

1 

2 LOA; Disclosure requirements will be incorporated in BellSouth's day to day 

3 operations. The Company's Service Representatives will be trained to educate 

4 1he custom« oo tbe importance of the Letter of Agency during the contact. 

5 Cuslomers will be eocouraaed to return the documents 50 that Bell South can 

6 meet its regulatory oblipti.ons. 

7 

8 Audio Reeordina: BeiiSoutb believes that customers should know thlt their 

9 calls Ire beiDa recordod for qulatory purposes. The Company believes that 

10 the disclosure requilemeot for audio recordings, could be, fUlfilled before the 

11 customer reacbes the Service Rep c aeo1ative. Tbe ditclosure would be 

12 included in tbc educational aection of the Company's automated voice 

13 responae system. Modificatioos to the Company's system wouJd be needed. 

14 Service Repraentatives would abo be trained to answer questions from 

15 customers reprclina the diaciOilD'e. 

16 

17 Third Party Verification: BellSouth believes that disclosure for third party 

18 verification should occur at the dose of the contact with the customer. Service 

19 representatives will disclose to the customer thal, to com,ply with regulatory 

20 requimnenm. they are being transferred to an independent third party to verify 

21 the changes made by the Compen)'. 

22 

23 Informational Paclta&e: See LOA 

24 

26 

21 
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Section 8 outliDel the requirements for charges for unauthorized changes. 

Does BeUSouth believe that all charges for :the first 90 days billed on behalf of 

thc unauthorized provider sbou.ld be credited to ·the customer by the company 

responsible for tbc error? 

No. Although 8e11South does believe \that tbe company responsible for the 

error should not benefit in any way from tbe unauthorized change, BeiiSouth 

also believes 1IW the customer should not benefit either. The customer is 

respons~'ble for calls that be bas placed and should also be responsible for 

payment of charges iocumd. These charges should, however, be at the 

autborizcd provider's rates and paid to tbe autbo~ provider. 

Section 8 further suaeats that. once verified, changes should be made within 

24 hours excepting Saturday. Sunday and holidays. Bell South. agrees that 24 

hours should be staDdard for el!uanaing accounts with a single line. However, 

large multi-line business accounts sometime require manual work processes 

and therefore may not be completed in 24 hours. The processing time should 

be negotiated and understood between the .service pro·vidcr and the end user. 

In light of this, we proJK* the following: 

(8) CMJti• fer "PR!rtllefiaM pNuidw sllaas• aad Ill GUrtJM \Jillt4 

GR bMaJfafaM URI" &ileriu4 pl8'ridw far aM iM QO ~'I 111111 M GMitt4 te 

1M m•~&e•w t., tM GMlpiRy lllpllrPii\Jie far aM_., "'itllia 4.5 Uyl ef 

•e&ii01Uoa In c:aea of unauthorized provider changes, the customer's 

liability is limited to dt= cbar&a that would have occurred had the 

22 
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unauthorized Change not taken place. The difference of cbarses between the 

c>ffending provider and the authorized provider, if any, should be se,tJed among 

the aerv&ee providers involved in the dispute. Upon notice from the customer 

of an unauthorized provider change, the LEC shall change the customer back, 

or to IIDOther company of the customer's choice. The change must be made 

within 24 hours excepting ~y. Sunday, aDd holidays, in which case the 

change shall be made by the end of the next business day. Where such changes 

are impractical, or require extensive manual intervention by the provider, such 

as large customers with multiple - the clw!ae should be negotiated and 

understood between the service provider and the end user. 

Does BellSouth have any other specific concerns regarding the language 

contained in the Commission's rules? 

No. 

Would you please summarize your testimony? 

BellSouth is opposed to slamming and agrees lhat every reasonable effon 

should be made to combat the problem. However, BeliSouth believes that the 

primary course of action is to severely penalize willful and repeated offenders 

and to remove every economic incentive to slam a customer. With stiff 

penalties and the elimination of the revenue stream, willful slamming should 

be drastically reduced. 
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In order to eliminate confusion and eostly implementation. BeliSouth also 

believes that. there should be one set. of rules across all jurisdictions. End users 

will then be able to UDderstaDd the process and eom.bat. slamming problems. 

If the Commission does proceed with the proposed rules, we suggest the 

elimination of inbound verification; continuation of an automated 800 nwnber 

as a verification option; continuation of the use of a postcard to cancel or deny 

service; a clear indication in the communication as to wbat service is being 

changed; and the requirements for audio recordings only for third party 

verification. In cuea wbere there is an unautborlzod change, the carrier that 

made the change in error should not receive any revenue associated with calls 

made by the sJ1mrned c::ustama; 'bowever, the customer should be required to 

pay the authorized amer for the c:al1a that were made at the rate that would 

.bave applied bad the unauthorized change never happened. 

Does this conclude your testimony? 

Yes. 

24 
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8 Q. Please state your name and company name and address . 

9 

JO A. My name is Jerry Aendri.x. :t am employed by Be.llSouth 

I I T'eleconnunications, Inc. as Director. - Interconnection 

12 

13 

14 

15 o. 
16 

17 A. 

18 

19 

20 

21 

22 

23 

24 

25 

Services Pricing. My business address is 675 West 

Peachtree Street, Atlanta, Georgia 30375. 

Please summarize your background and experience. 

I gradua.t .ed from Morehouse College in Atlanta, Georgia 

in 1975 with a Bachelor of .Arts Degree. I began 

employment with Southern Bell in 197:J and have held 

various positions in the Network Distribution 

Departm.ent before joining the BellSouth Headquarters 

Regulatory orqanizati"on in .19.85. On January 1, 1996 

my responsib.ilities moved to Interconnection Services 

Pricing in the Interconnection Customer Business Unit. 
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Have you testified previously? 

Yes. I have testified in proceedings before the 

Alabama, Flo.rida, Georgia, Kentucky, Louisiana, 

Mississippi, South Carolina, and Tennessee Public 

Se.rv.ice Commissions and the North Carolina Utilities 

Commission. 

What is the purpose of your rebuttal \:estimony? 

The pu·rpose of my rebuttal testimony is to provide 

BellSou.t.h' s position regarding the December 24, 1997 

versi.on of the FPSC p.roposed Slamming Rules and 

address issues raised in the direct testimonies of 

witnesses representing the PSC Staff, Offices of the 

Attorney General and Public Counsel, AT&T, MCI and 

Sprint. 

19 Q. AT&T witness Watts' testimony (page 4, lines 1-4) 

20 defines slamm.ing as the "knowing, unauthorized 

21 trans,fer of a customer's primary long distance 

22 carriern. Would BellSouth agree with that definition? 

23 

24 A. BellSouth agrees with the spirit of Mr. Watts' 

25 definition that slamming involves an affirmative, 
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conscious and willful action on the part of a 

provid'er. Bell South wo·uld also expand Mr. Watts.' 

definition to include a cu~tomer's local, local toll 

and toll service provider. It is important that the 

Commission recognize that a distinction should be .made 

between an affirmative, willful action and an 

i.ncidental or inadvertent action such as a household 

dispute, buyer's remorse or unintent.ional e r ror when 

considering the application of fines and penalties as 

a result of slamming. 

You are excluding unintentional mistakes from being 

classified as slamming. Isn't the end result to the 

customer the same as a slam, i.e., his provider has 

been changed without his authorization? 

Yes, the end result is an unauthorized change of a 

customer's provide.r; however, in this case, the 

customer has not granted authorizat ~on via decept ive 

marketing practices. Further , once the error is 

discovered, either by the customer or the company, 

expedient action is taken to rectify the error and to 

satisty the customer. Thi s is a very different 

scenario from the exper iences that were shared during 

the recent workshops. 



2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

2~ 

24 

Q. 

A. 

42 8 

MCI witness King's testimony (page 4, line 13 through 

page 5, line 6) discusses the handling of PIC disputes 

under the FCC authorized 'so-called "no-fault" PIC 

dispute resolution' process. Ms. King claims that 

instances of buyer's ~emorse or household disagreement 

could be classified as slams. Is this possible? 

Yes. Most of the largest carriers subscribe to the 

Expedited PIC Switchback Service (EPSS), the "no

faultu PIC dispute resolution process to which Ms. 

King refers. This service is indeed designed for 

swift handling of PIC disputes for local toll and/or 

toll service. With this service no investigation is 

conducted; however, if the customer specifically 

requests an investigation, then the PIC dispute is no 

longer treated within the rules of the EPSS service. 

The dispute woula then be classified as an 

unauthorized PIC, an investigation ~ ~uld be conducted 

with the appropriate carrie r and the customer. With 

the proposed rules, a PIC dispute from a cust omer 

against any carrier that subscribes to EPSS for l ocal 

toll and/or toll service would be documented or 

r ecorded as a slam. As previously stated, this could 

4 
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include insta.nces of buyer's remorse or household 

2 disagreements or unintentional errors. 

3 

4 Q. 

5 

What does BellSouth believe to be the motivation for 

slanuning a customer? 

6 

7 A. 

8 

9 

BellSouth believes that there is no motivation for the 

instances of accidental human error or malfunctions in 

data transmissions. It would be our hope that as we 

10 work through the various checks. and balances in the 

11 process that there would be opportunity to catch these 

12 types of errors before they affect the changing of a 

13 customer's preferred carrier. 

14 

15 As to those instances of willful slamming, BellSouth 

16 believes that when the financial incentive is removed 

17 from slamming, there shol,.lld be a drastic decreas..: in 

18 occurrence. This, coupled with heavy financial 

19 penalties levied by the Commission on offendi.ng 

20 carriers would clearly negate any financial 

21 incentives. 

22 

23 Q. Should the Commission adopt rules that eliminate the 

24 opportunity for undue financial gain by any party 

2'5 involved in the. di~pute? 

5 
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2 A. Yes. The Commission should be diligent to introduce 

3 

4 

s 
6 

7 

8 

9 

10 

11 

12 

13 

14 

IS 

16 

17 

18 

19 

20 

21 

22 

23 

24 

Q. 

A. 

rules that prevent any opportunity for financial gain 

or frctud, either on the part of a provider or on the 

part of a customer. This is warranted in that just as 

there are unethical companies that would run scams on 

customers that would include slamming and/or cramming, 

there are like minded customers t.hat would take 

advantage of an opportunity for undue financial gain 

if the rules allowed. As carriers should be held 

accountable for willful, unlawful acts of slamming, 

customers should be financi,ally responsi.ble for calls 

tbat they place. 

To eliminate the opportuni.ty for financial gain, what 

changes would BellSouth suggest to proposed rule 25-

4.118(8)? 

Be11South's proposed changes will eliminate the 

opportunity for undue financial gain by al'l 

unaut horized provider while maintaining the customer's 

financial responsibility for services received. 

Further, BellSouth's proposed language will eliminate 

6 
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the financial loss currently experienced by the 

2 authorized prov·,ider. 

3 

4 BellSouth proposes the following changes to rule 25-

S 4.118(8): 

6 ill-fi+ Charges for unauthorized provider ·~ changes 

7 and all charqes billed on behalf of the unauthorized 

8 provider hi!he:r t:tea!e :rates, if afty, er.ver the rates 

9 ef the peefe:r:reEI eempafty shall be credited to the 

10 authorized provider et:tete•er by the company ~ 

II responsible for the eJ"ror within 45 days of 

12 not.ification. Charges over the rates of the 

13 customer'~ preferred company paid by the customer will 

14 be credited to the customer by the authorized provide·r 

IS within 45 days of notification. Upon notice from the 

16 customer of an unauthorized provider ~ change, the 

17 LEC shall change the .customer back te the priet~ or 

18 to another company of' the customer's choice. The 

19 chan.qe must be made within 24 hours excepting 

20 Saturday, Sunday, and holidays, in which case the 

21 chang·e shall be made by the end of the next business 

22 day. Ift the eaee where the e~etemer Eliept:~tee the 

23 eallet er letter, the IXG a~pearift! eft the 

24 ~allet/letter will ~e reepeRei~le fer afty ehar,es 

25 iftet:~rreEI te ehaft,e the PIG ef the et:te~emer. The only 

7 
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1 exception to this 24 hour rule would be large multi-

2 line business accounts that cannot be physically 

3 changed back in 24 hours . In such case.s, an expedited 

4 sc_hedule will be coordinated with the customer to 

S accomplish the switch back as quickly as possible. 
6 

7 Q. In D.ire.ct. test.imony, Public Counsel's witness Pouche.r 

8 suggests that the Ccmmission adopt a proposal to 

9 prohibit local service providers from disconnecting 

10 local servi.ce of cu.stomers for nonpayment of toll 

11 charges. Does BellSouth oppose such a pol icy? 

12 

13 A. Ye.s. BellSouth opposes a policy that will prohibit 

14 local service providers from disconnecting local 

15 se'X:vice when consumers, other than Lifeline 

16 subscribers, fail to pay their toll charges. Such a 

17 policy would negatively impact the Company by 

18 increasing net bad debt and reducing the value of 

19 BellSouth's Billing and Collection Services. 

20 

21 The net bad debt of intere.xchange carrier s for athom 

22 BellSouth performs billing services wo'Uld increase 

23 signi.ficantly. Actu.d estimates given by LEC and I XC 

24 repr esentatives have ·ranged between two and six times 

25 the curr ent debt percentage. Since the IXCs cur r e ntl y 

.8 
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purchasing Billing and Collection Services do so with 

2 the expectations of uncollectibles no hi.gher tha.-i the 

3 present levels, a significant increase in bad debt 

4 would als~ decrease the value of BellSouth's Billing 

S and Collections Services to the IXCs. Higher 

6 uncollectibles for toll service and lowered revenue 

7 for Billing and Collection Services could force 

8 telecommunications providers to increase the price of 

9 overall telecommunications services to paying 

10 customers in order to recover these losses. 

11 

12 The long term result would be to transfer increases in 

13 expense related to uncollectibles and bad debt to the 

14 vast majority of consum.ers who pay their bills on 

IS time. In other words, such a change in the rule will 

16 benefit consumers who do not pay their bills and 

17 penalize the majority who do. 

18 

19 A better alternativ'e to Mr. Poucher's proposal is the 

20 recently implemented Toll Cred it Limit (TCL) 

21 procedure. This allows a customer to retain local 

22 service, including a free toll block, while satisfyi ng 

23 an unpaid toll bala,nce through ,a payme.nt arrangemen't . 

24 

9 



Q. Mr. Poucher's te,stimony (page 8, lines 22-25) states 

2 that there were numerous cases where the LECs have 

3 threatened disconnection of local service in order t o 

4 collect charges due to a slamming carrier. By 

5 eli.mina·ting the provision in the rules that would 

6 credit the customer's account, will these situations 

7 of threatening 'or actual disconnecti~n of local 

8 service continue? 

9 

10 A. No. The objective, as stated by Mr. Poucher, is to 

11 disassociate the customer's. regular telephone billing 

12 from ·the dis·puted billing. BellSouth' s current 

13 Business Office procedures provide for this 

14 disassociation in an appropriate manner. When a 

15 customer calls the Business Office with a slamming 

16 complaint, the service representative will change the 

17 customer back to the customer's original carrier. The 

18 service representative will also o f fer to freeze the 

19 customer's PIC. The service repreF Jnt~tive will then 

20 discuss with the customer what portion of the bill is 

21 being disputed. The disputed amount will be noted on 

22 the customer's account; collections activ'ities and 

23 late payment charges will not apply to this amount 

24 until the dis.pute is resolved. 

25 

10 
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J Q. What ·type of payment arrangements are made for the 

2 customer gi van the dispute? 

3 

4 A. 

s 
6 

7 

8 

9 

10 

11 

12 

13 

14 

IS 

16 

17 Q. 

18 

19 

20 

The customer is advised that the normal portion of his 

bill should be paid. The disputed charges continue to 

be liated on the customer's bill; however, the 

custo.mer is instru.cted to ignore pa·yment of the 
~ 

disputed amount that was agreed upon. with the service 

repreaen.tative . 'the carrier will be notified of the 

PIC dispute and the amount in question; the carrier 

ca·n then cont.act the customer to confirm the amount in 

dispute. Once conf'irmed, the carrier will communicate 

the disputed amount back to the BellSouth service 

represen.tative. BellSouth will adjust the customer's 

account and recourse the amount back to the car rier . 

During tbia pr ocess, does BellSouth threaten to 

disconnect the cust~r's local service for non-

payment of the disputed amount? 

21 A. No. With BellSouth's procedure, local service should 

22 .never be disconnected or even threatened to be 

23 disconnected as long as BellSouth is made aware that a 

24 dispute exists. 

2S 

11 
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Q. Mr. Poucher includes in his testimony (page 6, lines 

2 9-10) an addit.ional recommendati.on, that was not 

3 incorporated into the rules, he sug-gests blocking the 

4 customer's account from future billing from the 

S carrier that caused the slam. Does BellSouth have any 

6 concerns over this proposal? 

7 

8 A. Yes. Although this recommendation was not 

9 

10 

11 

12 

13 

14 

IS 

16 

17 

18 

19 

20 

21 

22 

23 

24 

2S 

Q. 

A. 

incorporated into the proposed rules, 8el1South has 

concerns about such a proposal. First, BellSouth does 

not have the capability today to block billing by a 

specific provider to a particular customer. In 

situations requiring this action, BellSouth currently 

requests that the provider block the charges, a 

request that they have been very cooperative in 

handlinq. 

How does the provider accomplish this? 

They accomplish this by including the customer's 

telephone number on their "bad Automatic Number 

Identifica'tion (ANI ) " list. Inc lusion on this l i s t 

prevents calls from being terminated to the carrier by 

any dialing sequence and thus eliminates any billing. 

12 
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Q. Are there other concerns? 

2 

3 A. BellSouth• s other concern is that by blocking billing 

4 without blocking traffic, the oppo,rtunity for consumer 

5 fraud would be introduced. Customers could continue 

6 to complete calls via casual dialing while blocking 

7 providers from the ability to collect for those calls. 

8 

9 Q. Please describe what, if any, customer education 

10 proposals tha,t BellSouth supports regarding slanuning. 

11 

12 A. 

13 

BellSouth agrees with Mr. Poucher's proposal number 

10 (test,imony page 1 line 24 through page 8 line 1) 

14 that sta:tes " •• . LECs and ALECs should be required to 

15 publish annually a billing insert that explains a "PIC 

16 freeze ... and provides a customer with instructions on 

17 how to obtain a 'PIC Freeze'". BellSouth also agrees 

18 tha,t the cu,stomer should receive educational 

19 information regarding PIC freezes when they receive 

20 their first bill. 

21 

22 Q. Ho~ will the information be presented on the 

23 customer's first bill? 

24 

13 
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A. The.re is a For Your In.formation (FYI) section on the 

2 customer's first bill that provides the customer with 

3 

4 

s 

6 

7 

8 

9 

10 

11 

12 

13 Q. 

14 

15 

16 A. 

17 

18 

19 

20 

21 

2:2 

23 

24 

25 

.important information about his new service. This 

section would be the most appropriate place to include 

informati.on about the PIC freeze option. BellSouth 

would also support public i.nterest ·newspaper articles, 

and public service announcements on TV/radio that 

inform the public abo·ut slamming - what it is, what to 

do/who to call if they suspect they have been slammed 

.and what to expect frorn the process. 

Does BellSouth support p.roposed rules 25-4.110(12)and 

25-4.003 (41)? 

No. BellSouth could suppo.rt proposed rules 25-

4.110(12)and 25-4.003(41) with a modification to 

include the. c,ption of accepting a PIC freeze from the 

customer directly over the phone In situations where 

a customer has been slammed, it would best serve the 

customer to be able to switch them back to their 

o~riginal carrie.r and immediately implement the PIC 
' freeze on the spot with the customer's authorization. 

This is consistent with BellSouth's current policy. 

Such immediate action prevents any delay that would 

14 
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occur in mailing a form to the customer a.nd awaiting 

2 its return. 

3 

4 Q. Is BellSouth opposed to mailing forms to customers to 

S obtain authorization for PIC freezes? 

6 

1 A. Yes. BellSouth v·ould prefer to function in a 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

2<4 

25 

Q. 

A. 

paperless environment in the. PIC freeze process; 

how·ever, if PIC freeze forms ·were to be part of the 

process, we would require that the PIC Freeze form .be 

submitted by the customer rather than t.he provider. 

This would ensure that the customer had t ruly 

authorized a PIC freeze and that the provider was not 

unilaterally initiating an anti-competitive action. 

Can BellSouth institute a PIC freeze for local 

service, local toll and toll service today? 

PIC Freeze capability is currently only available for 

local toll and toll service providers and only against 

the specific PIC or LPIC codes. In the systems that 

are used to process change, requests, lt is the.se t wo 

codes (PIC and LPIC) that are restricted from change. 

Currently BellSouth does not have the ability to 

free·ze a pr·ovider change to a reseller of local t oll 

IS 
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or toll se.rvice since the PIC and LPIC do not change. 

2 Neither could BellSouth freeze a provider of local 

3 service since the switches and support systems do not 

4 yet include a code to des . .ignate the local service 

S preferred carrier. 

6 

1 Q. 

8 

9 

Proposed Rule 25-4.118(11) requires that the customer 

be info.rmed that a PIC freeze is ava.ilable during 

telemarketing and ver.i.f.ication. Does BellSouth 

10 support this proposed rule? 

11 

12 A. Yes. 

13 

14 Q. Does BellSouth support rule.s that prohibi.t deceptive 

15 marketing pract1ces? 

16 

17 A. Yes. BellSouth supports the proposed rule. 25-

18 4.118(10) that disallows misleading or deceptive 

19 references during telemarketing and verification . 

20 BellSouth wou,ld a.lso embrace an expanded rule such as 

21 Mr. Poucher's proposal *5 (testimony page 7 lines 1-3) 

22 that would generally forbid "the use of deceptive and 

23 unfair trade practices by telecommunications companies 

24 regulated by the Commias.ion". 

25 

16 
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25 
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A. 

Q. 

4 4 1 

Does BellSouth endorse the proposed rules 25-4.118 

(1)-(7) (9), dealing with verification procedures? 

Yes. These procedures allow the current verbal 

verifica·tion of the customer to apply to inbound 

customer calls or letters requesting provider changes . 

BellSouth also accepts change requests from 3-way 

cal ls with the provider, the customer and BellSouth 

subject to verbal verification of the customer. 

For cha.nges submit·ted by a LP or IXC acting on behalf 

of the customer, BelJ.South currently performs 

ve.rification in compliance with these rules for over 

90% o.f our outbound telemarketing sales.. BellSou.th 

has found that opera·ting within these rules is 

effective and customer friendly and can easi.ly expand 

our procedures for 100% compliance . The FPSC staff 

has minimized the burden on the industry by providing 

choices to providers as to the method ~f verification 

which best fits their op~rational environment . 

Proposed rule 25-4.118(12) states that upon completion 

of the verification process used for outbound 

telemarketing, the provider must send a letter 

notifying the cua·tomer that it will be providing the 

17 
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customer's service. Does BellSouth have any concerns 

.about ·this rule? 

No. BellSouth currently sends a welcome letter to all 

customers obtained through telemarketing upon 

completion of the verification process. This letter 

advises customers that their new provider is 

Be.llSouth. 

Once the verification process is complete, the change 

order for local toll and/or toll service provider is 

created by the provider and passed to BellSouth. Th~ 

majority of these change orders are processed through 

a mechanized sy·stem called "Customer Accounts Records 

Exchange" into the internal provisioning systems. 

What verification takes place on these mechanized 

change orders receiv·ed from carriers? 

19 A. The CARE system has a combinati .-n of strict E:dits in 

20 place that. requires the carrier to send the correct 

21 Bill Name or Billing Telephone Number/Customer Code 

22 belong·ing to the Working Telephone Number (WTN) to be 

23 changed. This is to ensure that the WTN submitted is 

24 the co·rrect one. CARE also has an indicator in the 

25 CARE record "N.ame Edit By-Pass :Indicator" that can be 

18 
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populated by the carrier to specifically request ~hat 

all Name edits be by-passed. Having this capability 

places the bu.rden of a correct WTN on the carrier. 

Mr. Poucher reeol'lll\ends, that the LECs should be 

required to reject orders when the correct last name, 

address and telephone number of the customer is not 

transmitted by the carrler (page 7 lines 16-20). 

While this recommendation was not incorporated into 

the currently proposed rules, the billing name and 

telephone number verification portion of his 

suggestion could be easily implemented for the 

majority of orders precessed through CARE for local 

toll and toll provider changes. 

Do the proposed ru.J..es and procedures advantage 

BellSouth in the carrier selection process? 

20 A. No, BellSouth is not advantaged in any way . Mr. 

21 Watts, in his testimony (page 10, lines 1-6), alleges 

22 that the ILECs are no longer d.isinterested parties 

23 regarding slamming requlations. He stat·es further 

24 that ILECs should not be advantaged in the carrier 

25 selection process. By BellSouth's extensive 

19 
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participation in this proceeding and associated 

workshops, it is clear that BellSouth is an interested 

party regarding slamming regulations, not only on its 

own behalf as a local and local toll pro~ider, but 

more importantly on behalf of its customers. 

BellSouth' s Business Office re.presentatives typically 

receive the initial complaints. BellSouth continues 

in this effort by helping the customer work through 

the p.rocess, bearing much of the brunt of the emotion 

tha·t was exp.r=essed by witnesses in the nume.rous 

workshops. .As to being adv.antaged in the carrier 

selection process in Florida, BellSouth would offer to 

Mr. Watts that quite the opposite would be the 

situation. 

How is BellSouth's situation different from what Hr. 

Watts alleges? 

BellSouth is under strict rules which prohibit the 

company from marketing its intraLATA toll services. 

These restrictions were imposed by the Commission in 

1996. Since that time BellSouth has not had an 

opportunity to pre.sent itself as a local toll provider 

during inbound calls to ita business offices. 

Consequently, BellSouth has lost considerable mark.et 

20 
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share for local toll service. Given these 

2 restrictions, and the fact that BellSouth is 

3 prohibito;!d from offering long distance services, 

4 certainly BellSouth is not advantaged. 

5 

6 Q. 

7 

Do you believe tha t the PIC change process can be 

ef.fectively administe.red by a neutral third party? 

8 

9 A. No. Because the majority of change orders are 

10 mechanically processed from the carrier through our 

11 s ·upport. systems directly into the switch, the 

12 management of this process flow is fairly 

13 admi.nistered. Spr.int' s witness Buysse-Ba.ker alleges 

14 in her testimony (paqe 8, lines 24-25) that "ILECs 

15 have al.ready demonstrated a propensity to exploit the 

16 slarn."ning issue for their own competitive purpose" a nd 

17 that because of this propensity, the PSC should 

18 re.lieve the lLEC of their control of the PIC change 

19 process. 

20 

21 Q. 

22 

23 

What is BellSouth's position regardin'} proposed rule 

25-4.110(10)? 

24 A. Proposed rule 25-4 . 110(10) specifies that after 

25 Januar y 1, 1998, all bills will display for the 

21 
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presubscribed providers of local, local toll and toll 

2 service the following information: 

3 a) the name of the certificated company and its 

4 certlficate number; 

S b) the type of service provided (local, local toll or 

6 toll); and 

7 c) a toll free customer service number. 

8 With a,ppropriate billing pr·ogram modifications and 

9 with information provided by external sources, 

10 BellSouth could comply with the requirements of the 

11 proposed rule within character space limi.tations of 

12 the bill. These modifications would represent a 

13 significant project involvinq coordi.nation with othe:L 

14 carri.ers, specific design requirements and 

IS implementation which could not be accomplished without 

16 significant lead time. 

17 

18 While BellSouth continues to believe that the 

19 certifi.cate number has little meaning to the customer, 

20 we do appreciate that the certifi.cate number will help 

21 the Commission conduct investigations as pointed out 

22 in PSC Staff witness Taylor's testimony (page 5, lines 

23 16-17). 

24 

22 
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1 Q. Has BellSouth assessed the cost for making such 

2 changes to its billing system? 

3 

4 A. Yea. BellSouth has provided cost information to 

s 
6 

7 

8 

9 

10 

11 

12 

13 
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16 

17 
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19 
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21 

22 

23 

24 

25 

Q. 

A .• 

include the presubsc.r:ibed carrier's information on the 

bill which to BellSouth represents the carrier 

associated with the PIC/LPIC code. The company does 

not have knowledge of customer shifts between the 

presubseribed carrier and their reseller customers. 

In order to provide information on the customer's bill 

a.s to the reseller carrier, that information will have 

to come from external sources such as the underlying 

carrier or the reseller. 

Witness Taylor alleges that BellSouth is somewhat 

casual with its billing practices. How do you monitor 

which carriers are allowed to participate? 

BellSouth is not as casual about our billing and 

collection services as Hr. Taylor has alleged in his 

testimony that " ••• it would appear from the 

complaints I have r·eviewed that no similar screening 

takes place before access is granted by LECs to their 

billing systems .• • Unfortunately, local telephone 

companies may not even know who many of the companies 

23 
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using the.ir system are. H (page 12, li.nes 21-24) . 

2 BellSouth maintains a database called the IXC Services 

3 Authentication Table (ISAT) to prevent billing by 

4 uncerti-fied carriers. BellSouth will only bill 

S F.lorida intrastate charges if an IXC furnishes a copy 

6 of its certification in Florida. 

7 

8 Q. Proposedrules25-4.110(11)(a)(3), (12), (13> and (14) 

9 were inserted into the December 24, 1997 revision of 

10 the proposed rules. To your knowledge, was an 

J I economi.c impact statement prepared on these proposed 

12 rules in accordance with Florida PSC Rule 25-

13 22.014(1) (c) pursuant to Chapter 120.54 of the Florida 

14 Statutes? 

15 

16 A. No. To :my knowledge. an economic impact st.atement was 

17 

18 

19 

20 

21 

22 

23 

24 Q. 

25 

not pre.pare.d on p:oposed rules 2 5-4. 110 ( 11) (a) ( 3) , 

(12), (13) and (14). These proposed rules were added 

after the staff had issued its data request for the 

economic analysis . An economic study needs to be 

pursued for proposed rule 25-4.1ll.0(1l)(a)(3), (12), 

( 13 ) and (14 ) • 

Proposed rule 25- 4.110(13) would require that the 

customer must be given notice on the first or second 

24 
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paqe of his next bill in conspicuous bold face type 

when his provider of local, local tol l, or toll 

service has cnanqed. Would the implementation of such 

a rule be within the unilateral ability of BellSouth? 

No, not in all cases . If the change invo 1 ves local 

service or local toll or toll service and the LPIC or 

PIC code is changed, then BellSouth will have 

.inf.ormation about this chang·e a.td can include this 

information on the customer's bill. 

If the provider change involves local toll or toll 

serv'ice and the LPIC or PIC code is not changed, then 

BellSouth would have no knowledge of a provider 

change. In order to fulfill the requirement of this 
I 

rule, industr·y- wide procedures would be required to 

make that information ava ilable to BellSouth for 

inclusion on the customer's bill. To my knowledge, no 

such procedures exist today and it is my estimation 

that the development of this information interface and 

exchange would requ.ire s i gnificant coordination and 

system development among all participants . 

~ 26 4u119(ll)(a)(3)1· 

25 
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posed rule 25-4.110(11) (a) (3) deals with char 

Pe.r Call and other non-regulated char 

This 

service 

billing 

f .rom 

with 

would require BellSouth 

of the bill containing 

that the customers "ca 

Call 

a free 

charges 

identification number 

authorization 

block option. 

such charges." 

inclusion of this dis 

significant 

option . 

parties 

personal 

supersede the billing 

responsible for all 

plan and execute the 

several 

this 

19 Q. What 

20 

primary technical obstacles? 

21 A. The Message Int erface (EMI) record 

fo.rmat managed by Bellcore for 

charges in t he United States, does not 

the IXCs to pass an end user Pe r s onal 

22 

23 

24-

25 Identification Number (PIN). Changes to the national 

26 
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be required to support this 

451 

Message Processing system that a 

rxc end user accounts does contain 

the end user Significant changes be 

to modify the 

billing systems to u part of the end user 

10 account 

I I 
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In today's environment uth switches (end office 

and Traffic Operator 

record PIN numbers 

stem (TOPS)) cannot 

The 

that we 

use to bill e can include an "Alt rnate Billing 

Number" but the associated PIN . 

BellSouth PINs in 

have to make the c han 

necessary to enter a r_N for other 

calls and enhance the to 

ude: recording of PINs. 

Please discuss the cost assoc iated with 

of proposed rule 25-4.110{11) (a) (3). 

27 



2 A. 

3 

4 

5 

6 

7 

8 

9 

10 

II 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

452 

e cost of developing a data base to validate these 

could be considerable, possibly equivalent. to 

This 

cost 

would increase the BellSout 

g unbillables, and manY. would be 

cha~ged his PIN durin 

valid when originated 

user 

which were 

invalid at 

the bill date. 

developed, fraud is likel 

would not be able to v 

of validati..g is 

ncrease since an IXC 

user. End users calls, and then 

change 

pay·ing 

The 

the 

solution depends on the transmit 

PlN to an lnformatiol"' Provider, 

that information to the ILEC for 

billing. This proposal contemplates 

this very proprietary information to 

of 

classes of service providers who already are alleged 

to engage in unscrupulous behavior, in.cluding fraud. 
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2 

3 

4 Q. 

s 
6 

7 A. 

8 

9 

10 

11 Q. 

12 

13 

14 A. 

IS 

16 

17 

18 

19 

20 

21 

22 

23 

24 

s increased exposure to fraud could easily 

ins predicted to be won by the proposal. 

concerns, does 

that impleme taticn of this rule 
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Yes. To my knollll dqe this solut on ha,s not received 

the scrutiny by Bel 

that would be require 

Does BellSouth have an 

could propose to cor 

be corrected s 

in the industry 

ccessful implementation. 

reconunendation that you 

a problem that can 

other 

provider. is not the same type problem that 

ced with disputed toll calls 

ace the custome~ on a bad ANI 

C t1stomer. 

900/976 blocking 

does not address calls placed to 

the 

block 

ers that are forwarded on to 900 type service 

providers and billed as direct dialed calls or 

dialing schemes that avoid dialing 900 numbers to 

reach 900 service. 
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1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

IS 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

o. 

A. 

Mr. Taylor in his testimony at page 12, line 3 through 

page 13 line 3, alleges that BellSouth is remiss in 

·the screening and monitoring of billing contracts. Do 

you have any comments about your procedures in this 

area? 

Yes. BellSouth has implemented and enforces certain 

standards applicable to all services for which billing 

is provided. These standards help to provide 

customers with adequa.te information regarding charges 

that appe.a.r on the billing statement. In particular, 

BellSouth has taken steps within the past year to 

intensify the scrutiny of the many new services 

submitted for approval prior to any charges for these 

services being included on the BellSouth bill. As 

many as 100 sucn services are submitted to BellS0uth 

each month ;for approval . These new services are 

generated by billing and collertions contract 

customers of BellSouth as well as the hundreds of 

clients/service providers that submit their billing 

through the various billing clearinghouses. BellSouth 

requires that each request for approval of a new 

service be accompanied by a layman's description of 

the service, charge phrase(s) to be used on the bill, 

30 
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marketing materials and scrlpts to be employed with 

2 end user customers. Also included are verification 

3 procedures to be used by the service provider to 

4 assure that the purchaser of the new service is the 

5 responsible party for the telephone to be billed. 

6 BellSouth rejects approximately 25% of the proposals 

7 submitted each month for failure to meet the criteria 

8 described above. 

9 

10 

11 Q. 

12 

13 

14 A. 

IS 

Does BellSou.th have plans to implement other 

safeguards in the fu·tu.re? 

Yes. Be.llSou·th plans to implement in mid-1998 a table 

which will contain all charge phrases approved for use 

16 on an end user's bill. Adoption of this measure will 

17 result in approved charge phrases that inform the end 

18 user by identifying the nature of the charge as 

19 comple.tely as poss.ible with the r haracters available. 

20 BellSouth will bill only for services whose charge 

21 phrases have been approved and entered into the table 

22 after the review p.roce.ss. Charge phrases not approved 

23 will be rejected. Also, this approach enables 

24 BellSouth to take targeted action to stop billing for 

25 a specific charge phrase that was initially approved 

31 
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but later determined, based on complaints or other 

2 c riteria, to be unacceptable. Today, without this 

3 table, BellSouth only has the capability to cut off 

4 all services for a service provider. While the 

5 approved charge phrase table will not completely 

6 eliminate the possibility for unauthorized charges, 

7 BellSouth believes it will reduce the number 

8 significantly. 

9 

10 BellSouth also plans to include in future billing and 

11 collection contract negotiations (beginning 1Q98) 

12 language giving BellSouth broader discretion to 

13 suspend or terminate billing when unauthorized charges 

14 are. discovered. Additionally, BellSouth is 

IS considering language r<!!quiring the ser'V'ice provider to 

16 verify that the end user subscribing to the service to 

17 be billed on BellSouth's bill is the responsible party 

18 for the billing telephone number. 

19 

20 Finally, BellSouth will investigate end user 

21 complaints of third-party' billing practices and is 

22 prepared to take whatever action is necessary, up to 

23 and including contract termination, when these 

24 complai.nt.s are found to be well grounded. 

25 
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Q. One final area of questioning, proposed rules 25-

2 4.118(13) and (14) address requirements of handling a 

3 

4 

s 
6 A. 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 Q. 

19 

20 

21 A. 

22 

23 

24 

25 

customer complaint of an unauthorized provider. What 

are you.r· comments concerning these proposed rules? 

Pr:·opo3ect rule 25-4.118(13) will require that the 

customer be p:tovided with a copy of the change 

author;ization with 15 days of request. BellSouth 

supports thls p.rocedure. 

Proposed rule 25-4.118(14) outlines minimum standards 

for the customer service.s support for all providers . 

BellSouth supports these standards which will resolve 

a significant problem experienced by witnesses in the 

workshops . BellSouth's current procedures are in 

compliance with the proposed rule. 

Please sunvnarize the proposed rules BellSouth supports 

and the rules that BellSouth does not support. 

BellSouth supports the following proposed r ules: 

25-4.003 (1) t:hrouqh ( 40) 

(42) through (56) 

25-4.11 0 (1) th:roug'h (9) 

(11) (a) (1), (2), (4), (5) and ( 6) 
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2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 o. 
15 

(11) (b) throuqh (g) 

25-4 .. 11.8 ( 1) throuqh (1) 

( 9) th,rough ( 14 ) 

45 8 

BellSoutb does n.ot support the followinq proposed 

rules: 

25-4.003 (41) 

25-4.110 (10) 

(11) (a) (3) 

(12) 

(13) 

.25-4.118 (8) 

Does this conclude your testimony? 

16 A. Yes. 

17 

18 

19 

20 

34 
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1 C'liii!MII• J~t An4 there•• a su.aary? 

2 WIDU8 B'IDaiZI Yea. Be.llSouth ia opposed 

3 to slaaainq an4 aqreea that an effort should be made 

4 to addreaa thia issue. The primary course at action 

5 is and should be to fine those that are re.peat 

6 sla.maers. 

7 Second., there should be one, set of rules for 

8 all juriscUctions eliainating cuat011er contusion in 

9 allowing coapanies to· be aore e.fticient. 

10 I .f we aove forward with the revisions to the 

11 existing rulea, BeU.South would propose 'that we 

12 continue to use postcards to cancel or deny service 

13 and, if an. audio recording ia required aa an option, 

14 that it should be used when a third party, such as 

15 someo.ne. marketinq to customers, is involved in 'this 

16 process. 

17 Finally and thl.rd, carriers maldnq 

18 unauthorized chanqea should not benefit from having 

19 done so. Howave.r, the end user should be obligated to 

20 pay tor tbe calla 'that vere actually aade. And then 

21 the. carrier should be r-itted, the pri•ary carrier of 

22 ·that cuato .. r should be; rewitt~ the charges that he 

23 would have billed. that end user cuatoaer. 

24 That co.ncludea ay summary. 

25 IIR. IIUK81 MadaJil Chair, Mr . Hendrix is 
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1 available for er'oss-exaaination. 

2 c:ao.a WDJttD~IOII 

3 BY 118. WUDI 

4 Q I just hav• a few questions. Good 

5 afternoon, Mr. Hendrix. z•a Marsha Ward. I represent 

6 MCI. 

7 

8 

.. 
Q 

Good a:fte.rnoon . 

I 1d. like to discuss with you., on Page 4 o·f 

9 your rebuttal t .estiaony you discuss the no fault or 

10 expedited PIC switch-back service. 

11 

12 

a. 

Q 

Yea, I ·did. 

Does S.llSoutb p1:'ovi4e expedited PIC 

13 switch-baek service t .o all carriers or all 

1·4 interexchange carriers? 

15 All custoaers, all carrier customers, 

16 w.anting t o order t boug"l. service from the tariff could 

17 actua l ly avai.l tbeuelves of that servi ce. 

18 Q And to your knowledge, is MCI a subscriber 

19 to BellSouth•s expedited PIC svitch-bac.k service? 

20 A To my knowledge, they are. 

21 Q And other carriers· are as well? 

22 ~ Yea. Mostly the aajor carriers have 

23 actually ordered the service froa the tariff . 

24. Q I '! HCI bu a custo .. r wh:o calls BellSouth 

25 and .asks to be switched back t.o their carrier of 



1 choice or to their previoua carr.ier, and. aa you 

2 stated, MCI aubacr·ibea to the expedited switch PIC 

3 b~ck or P.Ic awitc:h-back service, does BellSou.th 

4 juat auto .. tic::ally awitch that cuato .. r back? 

Yea, we do. 5 

6 

A 

Q Doea Be.llS.outb aa.k that cuatoaer or 

1 investigate the reaaon vby that cuatoaer deai rea to 

8 awitcb back? 

No, we do not. 9 

10 

A 

Q .Doe• MCI or the aubscribing car·rier pay 

11 BellSout:h for tb.is aervice? 

12 a Yea, it ia. There 1• a tariff rate, I 

13 believ·e, without. loo.king for the tarif.f, tha.t is 

14 s011evhere in the neighborhood ot $10 per tranaaction. 

15 Q And d.04aa that cover the cost ot switching 

16 the c\Uitoaer back to their carrier? 

461 

17 Yea, aince there aren't any questions asked 

18 and aince there ia no -- there's no ~urther steps 

19 being taken by BellSouth to ask the. cuatomers to why 

20 the cuatoaera wanted to maka this change. 

21 Q How quickly can 8el1South make this 

22 switch-back? 

23 We do it. then a.t the tiae that the cus.tomer 

24 is asked to be .witched back; ao aa aoon •• -- •• lonq 

25 as it would take abaply to place the order through the 
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1 carrier ay·atem t o aalte that W·Ork, happen in the 

2 office, then it happea. 

3 Q Is that within 24 hours qe:nerally? 

4 .. Yes, it is. 

5 Q Does BellSoutb believe that that is, that 

6 this exp41di ted switch, or PIC switch-back service, ls 

7 a benefit to conauaers? 

8 We really do~ ; one benefit belng that i.t 

9 al.lows the cuatoaer to ;et back to tbe carrier that 

10 they thought they were with at tbat tiae. It also 

11 wil,l allow tbat cu.toaer to experience the benefits 

12 that they tbougb.t would 'be gained by ba.v·ing that other 

13 c·arrier. 

14 Q And, also, the custour would not be, it 

15 they're perceived as -- well, they wouldn't 'be held 

16 hostage if soae of the c011plai nts seem to be directed 

17 that their the previaus carrier might bave not 

18 switched thea back to their ca.rrier of choice as 

19 quickly? 

20 

21 

That's correct. 

Now, is it your testbao:ny, Mr . Hendrix, 

22 then, tha t all reported incidents in the expedited PIC 

23 switch-back re.port are attributable to un.author.ized 

24. PIC changes? or does tba·t report also contain other 

25 types of maybe j ust custoaer dissati sfaction, buyer•• 
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1 reaorae, clOMatic or apouaal diaputea, thinga of that 

2 nature aa well? 

3 a It contains all, ao it•a not ai.ply 

4 unau.tborized changes. 

5 u. WUDt Thank you. That's all I have. 

6 cao81 DaiiJD'l'IOII 

7 BY U. lln.a 

8 Q Maraba Rule with ATtrT. ,If I understand your 

9 testiaony with re<)ard to the PIC switch-back report 

10 then, you can't uae it aa a surrogate to:r •lamaing 

11 co•pl.aint•? 

12 a Okay. You aaid relative to the PIC 

ll awiteb-baclt report? 

14 Q Report. or n\Dibera of expedited 

15 awitch-bacJta that you aake for other carri•r• doesn't 

16 equate to ala .. inq co•plainta then, doea it? 

17 It doean•t .. an that tbe customer was 

18 actually ala-ed or cbanqed without the customer's 

19 knowledge or aoaeone in that household's knowledge. 

20 There could. :t. other reaaons as to why the customer is 

21 aakinq to be switChed back. 

22 Q So anytt- a cuato•er calla an.d aaJca to be 

23 switched back, they're just avitobad back, no 

24 questions asked? 

25 a For carriers and -- for our carrier 
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1 customers orderincJ tbe service, the answer is yes. 

2 u. WUDa Thank you. 

3 caoea ua•ID!'IOII 

4 BY D. 8.:&1 

5 g Mr. Hendrix, you.•r• ta•iliar with the 

6 workshops bald by tbe. co-ission in this case, are you 

7 not? 

8 

9 

10 

11 

a 

Q 

• 
Q 

I aa, yes. 

Did you attend any ot th .. ? 

I did not.. No, I did not • 

Did you read the transcripts from tho.ae·? 

12 a I have actually sc-anned through moat, and 

13 I • ve asked so .. one t .o put toqether a aUIUUlry. so I 

14 have a au.aary ot aoat of the -- o,f all ot the 

15 workshops, really. But aoaaone waa present froa 

16 BellSoutb at all of those vorkahopa, but I was not 

17 present. 

18 Q Did you read th.e suaarias that were 

19 prepared for you? 

20 .a Yes, I did. 

21 Q Let me aak you about your PIC freeze 

2 2 procedu.re. 

23 ~ Yea. 

24 Q Could you explain what BellSouth'a p.roc:ed\lre 

25 la witb reapect to PI:C tree&e.a? 

n.ca%DA PUBLIC IDVZca CC*IUIIIOII 



465 

A The PIC freeze, if an end uaer customer· 1 

2 

3 

4 

5 

6 

7 

8 

calla and would indiC4te that they were wanting their 

P I C to be frozen ·wbere no other carrier can call i .n to 

cbang;e that PIC, then we would g;o i.n on a customer's 

record and ~ that indication. 

Q Does a auatoaer have to fill'out a fora 

that'• provided by BellSouth? 

No, the cuato .. r does not. They can aiaply 

9 call a:nd we will aake that bappen. We, of course, 

1.0 will vvify that i ,t i• the authorized person asking 

1l!.. that bia PI·C be fro zan. 

12 Q Bow do you do that? 

13 Through. conv•rsations on the phone with the 

14 custoaer to verify what is in tlle record, the billing 

15 name and so fox:th. 

16 Q on Page 12 of your rebuttal testimony, you 

17 discussion i ·nforaatio.n about bad auto11atic number 

18 identification liata. CouleS you .briefly describe what 

19 those a·re? 

20 Yea. What that ia, it 1• a list that 

21 whe.nave·r -- well, the reason this i• addressed, t !rat, 

22 is because ot us not bein9 able to refuse billinq to a 

23 certain cu•toaer where the carrier ean, ln tact, make 

24 that happen. And when a custoaer baa been slammed, 

25 then we wi ll go and talk with the carrier, and the 



1 carrier ha• thia ba.d ANI liat wherein there would be 

2 no calla coatng froa thia carrier to that end user 

3 custo .. r. But i.t•a not ao .. thinq that we would 

4 actually do, but it'• aoaething that'• actually dona 

5 by the carrier. 

6 When you aa.y carrier, are you reter.ring to 

7 tbe interexohange carrier? 

8 

9 

Interexchange carrier, yes. 

00 you1 know wbether that's universally 

10 available by all intuexchanqe oarriera? 

11 a No, I do n.ot know. I would think it it 

12 ian•t, it 1• aoaethinq they aay have an interest in, 

13 given the nature ot tbia docket and what is going on 

14 th:rou.ghout the country. 

15 Q Do you know whether the aa.jor carriers have 

16 th.at capabi 1 i ty? 

A 

Q 

No, I do not know. 

.If a carrier puts a customer on the bad ANI 

list, would that prevent all calls through that 

carri er's network froa being charged to the customer 

or carrl ed? 

466 

17 

18 

19 

20 

21 

22 

23 

24 

25 

.A .It ¥ 111 prevent calla fro• that carrier trom 

being tenainated to that cuatoaer. 

Q So,, tor exaaple, if that carr ier were 

handling 800 rnuabera, would it pr event calls from 
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1 to a customer' on that o.r not? 

2 Tba:t•a interesting. You must have read my 

3 notes, 'because that vas the very question I asked; and 

4 the answer is yes. It will pr·event all calls that 

5 wo11ld have feature Group D type signaling, any ANI 

6 that is actually passed, it will allow that to be 

7 locked. 

8 Q Mr. Hendrfx, .I didn't read your notes. 

9 (La.u.ghter) 

10 lilt. BIICZa That • s all I ha.ve. Thanlc you. 

11 caoaa •nKI&IfiOJf 

12 BY U. cu.owm:.La 

13 Q Mr.'. Hendrix, I '• Diana Caldwell. On Page 9, 

14 Line 19 of your testiaony, it '• your ·understanding 

15 that the custoaer initia.ted calls au.st be verified; is 

16 that correct? 

17 A .Is that in the direct? 

18 Q ,I think that's in y·our direct testimony, 

19 yes . 

20 A :Direct. Okay. Your question again? I'm 

21 sorry. 

22 Q Well, is it your understanding that customer 

.23 initiated calls must be verified? 

24 

25 

A 

Q 

CUstcaer initiated inbound calls? 

To the LEC, right. 



1 

2 

A 

0 

No. 

Okay. So lt•• your underatanding that the 

3 rule only require• that the coapan.y regard the 

4 customer• s requeat an.cl no further verification is 

5 required? 

6 A Tbat ia correct. 

7 Q Doea that change your teatiaony, then? 

8 A At what point? I'a sorry. 

9 Q Well, on Paqe 9, in readinq, lt didn't seem 

10 lik.e it look~ad like you didn't un.derstand the 

ll intent of tha rule, becauae you Htmed to say that it 

12 should not -- that further verificatio.n was required, 

13 where it does not requi~:·e further v~er!fication. 

14 A And my response to your previous question 

15 was in response to bow I understood the r~ules? 

16 Q Right . It aeeaed 1 ike in your dir~ect 

17 testiaony you did not understand it the sue way as 

18 you underatand it toda,y, and I just wanted to make 

19 sure that you understood that the rule does not 

20 require -- it only ·requi:ree that the company record 

21 the customer• s request and no tu.rther verification 

2 2 would be requlred. 

23 A Okay. And I'D sorry; I must have 

24 misanaw,er·ed y·our previoua question. I <lid not 

25 understand th.at. I do now if you're telling me that 
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1 that is, in ~act, the case. 

2 Q And that'• what you would want reflected in 

3 your direct teati110ny? 

4 .a That is correct. 

5 Q All right. Do you have any experience that 

6 'cuatoaera benefit fro• Aotif.ioation in the first bill 

7 that a change haa bean made of a change of their 

8 car.rier? 

9 I do not have any, but let me apeak on 

10 another front that I think would parallel what you're 

11 aakinq ainoe I'a the one responsible for signing all 

12 of the CLEC contract•. 

13 I can ne where the notice up front that a 

14 change has been ude will be beneficial, eapec.ially 

15 with the nuaber of cuato.aera, carrier customers, we 

16 have coming into the marketplace. And you were 

17 speaking of the first bill? 

18 

19 

:20 

Q 

.a 

Q 

.Right. 

Yes. 

Moving on to your teati•ony that Mr. .Beck: 

469 

21 was diacus•inq, tbe expedit ed PIC awitob-back ••rvice, 

22 is this service offered to ALBea or other local 

23 provider• and local toll provider• •• well, o.r just 

24 the IXC or lon9 di•tLnce provider•? 

25 a The taritt 1• not re•tricted a• to who the 

I'LOJliDA J»OBLlC IDVICa CC*KIIIIOJI 



1 service is actually available to. I would venture to 

2 say as we JaOVa down tbe r ,oad witb CLEC'a, local 

3 carrie·ra, that they th-•lvea would probably find 

4 some naed to~ this -rvice; but tbe tariff baa not 

5 been •oditied to include tbat. 

6 Q Do you know whether your software 

7 capabilities can handle that at tbia time? 

a ~ currently I would say that it's not likely 

9 that it will. We're at.ill t .rying to work th'rough the 

10 issues of handlill9 local PIC freeze• and everything 

11 else associated v1tb local. so I would. say that it 

12 could not at this point, but it is ao•etbing that is 

13 very biqh on the list to work on to •ake happen. 

14 Q Okay. .Do you believe that i t •• possible 

15 under the current rule.s tor a local exchanqe coapany 

1,6 to bill tor an uncertiticatecl entity? 

17 A I vil'l address that -- provided. it' a okay 

19 w'ith you , of course -- trcm a BellSouth standpoint. 

19 It will not happen i n BellSouth. Relevant to outs ide 

20 of the BellSouth reqion, it could . I do not know. 

21 But we. do not bill unless we have a cert,itic ate. from 

22 the carrier to'r this s t ate stating that they are 
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23 authorized to provic:t. services in that state. In this 

24 state, r ather. I'a sorry. 

25 Q Do you bel.i•v• that coaptudea contactinq 
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1 cuato..ra tor the purpose of cbanqing their service 

2 should obtain authorization troa the customer of 

3 record on .tile witb: the LEC? Let ae restate that. 

4 Does BellSouth have a. policy aa to ita 

5 agents or it it'• d.oin.g any aarketing a.• to who can 

6 authorize a change? 

7 If a cuatoaer ia CAlling, let'• say it'• .an 

8 inbound call, th.n we would verify with that cuatoaer 
. 

9 whether th.at person would .have author!J.. ty to make that 

10 change. 

11 Mo•t of the other, and by far moat of the 

12 obangea are aade tbrou.gh our CARE ayatea wherein there 

13 is no aanual intervention. If, in fact, there is a 

14 reject fro• CARl, Which i• the CARE •Y•tea that many 

15 of our carr·ier cuatoaera would ac.tually use, if there 

16 is a reject, then you vould have a three-way call; and 

17 that three-way call is with the carrier, in aany cases 

18 BellSouth, a• well as the cuato .. r to w~lJc through 

19 that process. 

20 so we have the cuatoaer on the line, in that 

21 ca•e the inbound, the cuatoaer is likely the one that 

22 is making that chanqe, and we will verify that. .And 

23, then there'• o.nly a few other, a veey, very few 

24 others, that would be handl.ad through the equa.l ace••• 



472 

1 Q Okay. Do you. aqr.. that ouato.ar·a should be. 

2 able to tall Who the LBC is billing or collecting for, 

3 to be able to ta.U. 1 it they ware reading tba bi 11, 

4 tbat they abould be able t.o und.eratand who BellSouthl 

5 in this c•••, would be billing tor? 

6 Yes, I would a9ree. 

7 Q And would you aqree that it the customer 

8 doean 1 t know Who .YOU 1 ra colle.ctinq for 1 tha.t it would 

9 be confusing to the euata.er? 
~ 

10 Oh, yea; dafb-sitely. 

11 Q AncS do you believe tbat it. would be 

12 desirable for the cuatoaer to have that i ·nforaation 

13 that if BellSouth ia billing for different entities, 

14 that they should list each ot the entlties that is 

15 being billed for on the. bill? 

16 Yes. And just. to g·o one at.ep further, we 

17 currently do. I know for our custom.era receiving 

18 bills from BellSouth., the carrier insert which is a 

19 part of that bill is clearly label .. d wherein the 

20 custoaer without a doUbt would know exactly who is 

21 actually bein9 ~ill~ I M:an, whose bill that 

22 customer is receiving tbrougb. the BellSouth bill. 

23 Q Do you agree tha.t the expedited switch-back 

24 f.a an after-the-tact. solution to sla-inc;r and occurs 

25 after tbe euatoaer baa bean sla.aed? 

ft,OitiDA PUBLIC 8DVIC8 OOIIIU88IO. 
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8 
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10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 
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& That 1 s a difficul.t question, ao I •m going to 

try to answer i t in parts. Underatanding, first, that 

this ia a aervice where there are no questions asked, 

there could be aany reasona aa to W'hy the changes were 

actually aa<le. 

With that aa a pr-ise, the bottom line is 

that there is no difference in whether the customer is 

slUD18d or whether the custoaer waa changed by some 

other party. The fact of the utter is the end result 

is that. th.e oustoaer was actually chanqed. 

So I don't aqree that they are one and th.e 

same as sl-ing in uainq t.hia. In fac.t, I do not 

kn.ow hew aany of the cuato•ers that were switched back 

simply· aa a result of the carrier cuatoaer havinq 

purchased a service, hov JUmY of those were actually 

sla1111ed veraua r-orse or aa.e oth.er reason tor the 

chanqe; but I don't believe that it'a the same as 

slaUlin9. 

Slallllling to me .is a willful ac.t and is being 

done to where the carrier custoaer is wanting to 

benefit in a mo.net.ary sense from havinq done it. 

Q Aa part ot t his service, then, yo·u real ly 

don't qo into any investiqati .on at all; you just do 

i t , no question• asked? 

A That'• correct. 
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1 Q Uaing thia expedited awito:h-back procesa, 

2 does the cuatoaer get switebed back to the level of 

3 benefits froa bia prev.ioua carrier, auch aa if he went 

4 back to MCI, do you know if be vaa on the Friend• and 

5 Family proqraa., wbetber he woul·d. go back to that 

6 Friends an, Puily proqra..? 

7 A Let I'• aaaUJiing that the cuatoaer will. 

8 And let ae juat atate a~•o, .in previoua teatiaony 

9 given it waa aaau..d that the cuato .. r would alwaya go 

10 back to aouthing that wu better, and that may not be 

11 the case here. 

12 It may be that tbe euatomer baa bad. other 

13 reasons tor changinq, you know, simply being loyal to 

14 the pr:evioua oarr.ier. So it ia not alway• a win for 

15 the custo .. r to go back, and if another party had 

16 actually a·uthorized the change to be made, it may be 

l 7 because it was to the custoaer • s benet it to go the 

18 other vay. 

19 so to ay knowledge, wben the custoaer is 

20 switched back, that it ia awitohed back as if the 

21 custoaer had not aoved, or· had not ehanged carriera. 

22 so .he. would qo back to tbe Frienda a.nd raaily or any 

23 other optional plan that he may have had with his 

24 carrier. 

25 COMICXaa!OIID c:t.aaaa Mr. Hendrix, you don't 
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1 know that. It would depend on what the interexchange 

2 ca·rrier does. You just switch thea back, and it • s up 

J to the interexc'bange. carrier as to what plan the.y qet 

4 on. 

5 WI!'Im88 BDDRIZI Tbat•a correct; but the 

6 tact that the carrier ia actually subscribed to this 

7 service, that it'• ay assnmption that the custome.r 

8 would 90 back aa it nothing bad actually happened, 

9 because ·that waa the intent ~or thi• service bei.n9 

10 offered. But a• to factu:al data that the cuatoaer 

11 wou.ld be avitched back to the plan previou•ly held, I 

12 do not know. 

u. caLDWIILLI Thank you. That • s all the 

14 questions I have. 

15 

16 queat.iona? Redirect? 

17 a. DJtK81 None. We requea·t that he be 

18 excused . 

19 

20 exhibits. You're excuaed. 

21 

22 

23 

24 

25 

(Witnesa Hendrix excuaed.) 
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JaCIDU. 8COBI. 

was called aa a. witness on behalf of GTE Florida, 

Incorporated N14, having bean duly sworn., testified as 

follow•: 

DDme'l' ....a&UOII 

l'f 118 • ca8Wm.L I 

Q can you plea•• state your nue and address 

a for the record, please. 

9 A Ye•. My nne .la Michael Scobie. My address 

10 is one Taapa City Center, Tupa, Florida 33601. 

11 0 And who ia your eaployer·? 

12 

13 

14 

15 

1:6 

17 

18 

19 

20 

21. 

22 

23 

GTE service corporation. 

What i• your poa.t tion there? 

a I aa the r89Ulatory affairs aanaqer f .or 

Florida and Georqia. 

0 Did you tile rebuttal t .eati•ony in this 

proceedinq? 

A Yea, I did. 

0 Do you have. an.y changes to that testhaony? 

A The only cbanqe i• to strike, I guess, 

beqinninq on Page 5_, Line 8 tbrouqb Paqe 6, Line 2, 

the te•tiaony eonearninCJ the bil.U.n9 block option. 

24 those •&1M question• t.ocSay, would your answers remain 

25 the .... ? 



1 Yea, tbey would. 

2 a. ca.ewwLLa M.acSa:a Chairaan, 1 would ask 

J that Mr. Scobie'• teatiaony be inserted into the 

4 record a• tbou.9h read. 

5 OllaDDM JOBIIIOIIa It will be, so inserted. 

6 What did we strike, again? 

7 WIDUI aooaJaa It vas Page 5 beginn.ing at 

8 Lin• 8 throuqh Pa9• 6 through Line 2, including 

9 Line 2. 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

Thanks. 
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GTE FLORIDA INCORPORATeD 

REBUnAL TESTIMONY OF CHARLES II. SCOBIE 

DOCKET NO. 170112· n 

5 Q. PI EASe IT ATE YOUR NAME AND ADDRESS. 

6 A My ,.,.,. Ia Char1ea Mich8el Scobie. My bulineN ac:tdreu is One 

7 Tempe City Center, TMtpe, Florida. 

8 

9 Q. BY WHOII ARE YOU EMPLOYED AND IN WHAT CAPACITY? 

10 A. I.., employed by GTE SeMce Corporation (GTEFL) as Regional 

1 1 fMNIQer~latory Affairs .m Tariffs. 

12 

13 Q. WILL YOU BRIEFt..Y STATE YOUR EXPERIENCE WITH THE 

14 COMPANY? 

15 A I have been employed by GTEFL for over twenty-seven years. For 

16 the put nine 8nd onH\alf ye.-w I have been employed in the 

17 regulatory and governmental affairs area d GTE Florida and GTE 

18 Service Corporation. Prior to my ;naent a11ignment, I held the 

19 positions of South Area Regulatory Affairs Manager, Tariff 

20 Adminittrator and Service Cost Coordinator in the aame department 

21 During 1f11Y career, I have also held positions in Sales, .Market 

22 Plaming, and Forecasting with GTE Florida and positions in Market 

23 PIMI'\ing With GTE Service Corporation. 

24 

25 
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1 Q. WHAT II THE PURPOSE OF YOUR REBUTTAL TESniiONY? 

2 A 1he JUP018 of my testimony is to respond to the direct testimony of 

3 

4 

5 

6 

the Oltw f)lrtiel, principally t.t'. Taylor of the PSC Staff, Mr. POUCher 

of the Oftice of Public Counsel and Ms. Buysse-Saker of Sprint 

Telecormu'lications Company. 

7 Q. WHAT 18 YOUR OVERALL IMPRESSION OF THE OTHER 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

2.0 

21 

22 

23 

,2.4 

25 

A. 

PARTIES' TEI'niiONY? 

Before looking apecffically at individual recommendations contained 

In the direct testimony, we Should focus on what should be the 

outcome Of this lnvettigltion. As Mr. Hendrix of BeiiSouth and Mr. 

Watts d AT&T oblerve In their testimony, the preponderance of 

alamming ts C8UMd by a relatively small number of carriers who 

willfully lnd f'8PIIltlcly utellanming tactiel. lhe primary goal of this 

Commlsalon, as w.ll as the industry, should be to minimize the 

incidence of alarrvnlng r.sulting from intentionally .misleading and 

fraudulerW marketing techniques. AT&rs Mr. Watts aptly notes that 

the enormous number of transactions and contacts by AT&T and 

other carriers makes it •unrealistic to expect this problem to be 

eliminated entirely: (Watts Direct Testimony (OT) at 7.) Mr. Taylor 

is thUs correct that the Commission in this case needs to 

•balanc(e) ... the benefitl d full c:ompetition againat the abuaes ttult are 

ocantng in the F~ market.• (Taylor DT at 16.) While he seems 

to recognize the conceptual need for auch balance, Mr. Taylor• 

recomrnlf'ldllt do not, LriOttunately, adhere to thil principle. The 

2 
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2 

3 
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subatantial eott of his. auggeationa for the induatry and, in b . .m, 

contUmera is whOlly unjustified 8nd urnuonable. 

4 Q. WHAT WOULD BE THE BEST WAY TO ACCOMPLISH THE GOAL 

5 OF REDUCING WILLFUL SLAMMING? 

6 A. The nat tftective way, aa Mr. Hendrix and others described, would 

7 be the epplicetion d lignifiQint fin8neitll penalties, au~pension end 

8 withdrawl Of oertlfication for thole carriers who willfully and 

9 repeatedly .use tlamming tactica. 

10 

11 Q. WHY DO YOU TltNK THIS IS THE BEST APPROACH, GIVEN MR. 

12 TAYLOR'I~ 1'E8TIIIONY TO THE CONTRARY? 

13 A It Ia fw' better, tom • policy and competitive efficiency proapective, tc 

14 uM exilting meuwe~, rather then apply complex and costly new 

15 regulationS. The Commiuion already has the uHimate power of 

16 canceling certifieatet and applying heavy fines, that, when utilized, 

17 will remove the financial Incentive to eno-ge in marketing pradicea 

18 that result in~. tk. Taylor appears to admit on Page 7 of his 

19 testimOny that the slownen of the regulatory proce•s is a problem in 

20 dealing ·with this issue. However, rather then lmpo.ling a number of 

21 costly and poter&llty aduling 8dminiatnltive requlrementa, the Std 

22 ahould focua on streamlining the regulatory process to enture swift 

23 jultic:e to the companies willfully n repeatedly slamming. 

24 

25 

3 
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1 Q. CAN YOU CITE A SPECIFIC ElWIPLE OF A POTENTIALLY 

2 CONFUSING REQUIREMENT SUGGESTED BY MR. TAYLOR? 

3 A. v... Pk. Taylor atetea that requiring the certif.cate number to be on 

4 the bill will help reduce QJStomer confusion. (TaylOr DT et 5.) But 

5 the ~ number mean• nothing to the typical customer, aa 

6 parties have poilted out in their Oiract Testimony, and as GTEFL and 

7 meny others agrMd at the workshops in this case. A dose reading 

8 d Mr. T8ylor'a teat!~ confirms that likely reason for thia proposal 

9 is to mlk8 it..-for Staff to investigate carrier ;elated complaints. 

10 (.ka. Ill 5.) VVhile ttil objective ia, in itself, not objectionable, it would, 

11 In thia cae, compromiM the pro.conaumer goal of simplifying end 

12 ~billa. Only information that is meaningful to the customer should 

13 eppe• on the biD. GTEFL already requires the certificate number of 

14 ·Qniers for which it proyidet netwOf1( access. Those carriers, in tum, 

15 are required to ask for the certificate number of any companies to 

16 which they provide MrVice. I would submit that it would be a 

17 relltively eaay rniiiW for" Starr to develop an irUmallllt of certificated 

18 C8rrier names end carrier numbers. Convef'Miy, it would be a very 

19 difficult and costly matter to require printing of all certificate numbers 

20 on billa, since the billing system is no~ currently designed to perfonn 

21 such a fu1ction. Mr. Hendr1x deacribea thi1 problem in more detail 

22 in his Direct Teatimony. 

23 

24 Q. WHAT ABOUT THE CONSUMER'S RESPONSIBiunES IN THE 

25 CURRENT MARKET ENVIRONMENT? 

4 
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10 
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A. 
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In a competitive, ~et erwtrorment, conaumera must be 

expected to take 10me ~lily for knowing their service choices 

and prov.,_. GTEFL belieYel that it currently provides IUfficient 

information to ~ the bill .net in inaerta-to inform the 

cuatomer who his proytctera .. for local, local toll, and toll service, if 

the cuttorner would onty t.kB the time to read it. 

12 A. v... 15WlX1112 

13 

14 

15 

16 

17 

18 

19 

20 

21 Q. 

maintaining a IN system for ow over 1.5 mllli 

atop crwnming if the same unsaupu\ous 

providers gain access t the custome(a IN. At that point when 

22 RECOMMEND 

23 ..... that he ia not • detign engineer, MlriClru-

24 billing information ia coming to the LE.C in an .,.,...,., 

25 the l'\ltiOn8l Exch8nge Me.auge Record (EMR) f~ 

5 

, 
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1 ,_ IReNIRIFt AOt be lef41 wailll:ale lA IMt format to KJa""""7d't7a .... 

2 ,..----cl'Uii &igit PIN. Modllk:atiui I of M fbi II lilt II a n8ti8MIIMIIiA9 i11we. 

3 

4 Q. MR. TAYLOR SEEMS TO SUGGEST THAT GTEFL AND OTHER 

5 

6 

ILECS DON'T SEEM TO WANT TO TAKE STEPS TO ADDRESS 

-cRAMMING." WHAT II GTEFL'S RESPONSE TO THAT? 

7 A. In GTEFL' 1 ease, it lallblolutety ldr'ue. GTEFL is certlinly 8W8r8 

8 

9 

10 

11 

12 

13 

14 

15 

that •cnmm~ng• il a nationWide problem; because we operate in 28 

atates nationally and bill and collect for 70 carriers. including long

di~ companlea, informltion providers, wireless service and 

1ntemet IICCIII providers, we hhe neceaanly taken a system-wide 

epproech to addrell tht iuue. In September of 1997. GTEFL 

Instituted a progtWn that It believes will aignificantly reduce 

16 Q. WOULD YOU DESCIIBE THE PROGRAM? 

17 A. Y••· The progfWnia designed to work with carriers to Improve the 

18 quality of their customer MfVice. Although the root cause of the 

19 complaint may rest with the carrier, GTr-FL Ia the interface with the 

20 cuatomer and GTEFL hal to deal with the ~of the customers' 

21 frustratiOns in trying to r8IOMt theM problema. The program 

22 8ltllbliehM • complllint threlhold for MCh C*rier and If it'a exceeded 

23 

24 

25 

to reduce complaintl below the threehOid. If complalnta continue to 

exceed the IWldard over time, GTE,Fl will have the option to 

6 
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1 terminate ill billing eervfce with that C*rier. Although the prowwn 

2 t. ~In piece for only a fwt mon1hl, GTEFL hu ...., complainta 

3 drop by about half lllrMdy. So this prag~ern ta elfective .nd ia 

4 COl oela proaf 111t GTEFL is listening to the mllbtplace to deYeiop 

5 IOiutioniiiO lllnming 8nd awnming problems. OTEFL. moreover, 

6 adds lhet billing Ia a t.lfl'ild lef'Vk:e in Florida, 10 GTEFL doe& not 

7 have thl kind d dilcretion to pick end c:hooM among entities for 

8 whidl it Will bill, u Mr. Taylor'a teltlmony aaema to auggett. 

9 

10 Q. OPC'a IIR. POUCHER AUIO PROPOIU A NUMBER OF 

11 REQUIRI!IIENTIIN HIS TESTIMONY .. AN ATTEMPT TO DEAL 

12 WITH ILMI .. G. THEIE REQUIREMENTS HAVE NOW BEEN 

13 EMBODIED If THE PROPOSED RULES. WHAT 18 GTEFL'S 

14 POSITION ON THOSE? 

15 A. I would like to apecifk:ally llddrela Mr. Pouc:her'a ninth and tenth 

16 propoeala fcM.nd on PIIQM 14 and 16 of hit tntimony. His nJnth 

17 propo~.a it thll the LEC would have to cilpley prominently. within the 

18 firlt two pegea t1 the bill, the rwne of the customer'alocal, tocal toll 

19 and toll provider. t:r. Poucher would 8110 require • bill Insert to 

20 reflec:t .ny carrier changet cUing the ~ billing period. 

21 

22 Q. ARE THERE PROBLEMS WITH THIS PROPOSAL? 

23 A Yn. The requirement to place thia infonn8tion in a apecific locabon 

24 thet It different from wt.r. the lnforrNition would nom\lllty be found 

25 on the bill would requn billing aystln1 modificationa. Thit proposaJ 

7 
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1 Ia .....,..l_.y IinCe 8dequete Information ebout • cuatomera' 

2 carriers is 81rady on the bilt GTEFL believe• pl808f1'\eC'd ia not 

3 a'ltic*, IinCe it ia reaaonllble to expect • customer to read the whole 

4 biU and be fwniliar it. 

5 

6 Q. WHAT ABOUT THE RECOMMENDATION TO PROVIDE BILL 

7 INIERTI WHEN A CARRIER HAl CHANGED? 

8 A. GTEFL'I curent billing system camot perform this function. Bill 

9 inMrta .. placed in • bill baed on eitMr • centre1 office location 

10 code or • dMI of ..W:. (l.e .• butineu or residence). They CWi10t 

11 be pi8Ced in individual aublcribers' billa baed on a apeeific 

12 teiiPhOM runber, • ~. Poucher' a reoonmendation would require. 

13 

14 Q. WHAT ABOUT MR. POUCHER'S PROPOSAL THAT NEW 

15 CUSTOMERS RECEIVE A BILL INSERT THAT EXPLAINS A "PIC 

16 FREEZE" IN THBR FIRST BILL? 

1 '7 A Again, this is cwrentty not technically feasible for the reasons cited 

18 in my preceding ..wer. 

19 

20 Q. THE SPRINT WITNESS, MS. SANDE£ BUYSSE-BAKER, 

21 INDICA TEl THE INCUMBENT LECI MAY BE USING THE PIC 

22 CHANGE PROCESS TO SOMEHOW HARM THE 

23 INTERE:XCHANGE CARRIERS (IXCS). CAN YOU COMMENT ON 

24 THESE ALLEGATIONS? 

25 

8 
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1 A Yes. Ma. Buyue-Baker's rematb .. whOlly unsupported. She 

2 ltCCU- the ILECa of •burying- their mlltakea by •blaming other 

3 C*fin, • states that the ILECs .. using the PIC change proc:eu •to 

4 c:JarMge the reputationt of their oompetition, • ..:1 blames at least 

5 some of' the perceived aiMvning problem on •blatant 

6 misrepresentation by the ILECs: (8uyale-8aker DT at 6, 7, 8.) 

7 Significantly, MI. Buyue-Baker provides no evidence to back up 

8 these dai'nl. bUt aiq)ty remarks that it ·ila reasonabte preaumption• 

9 thllt the ILECa .. eng~tglng in ectivities to intentionally ·herm the 

10 IXCs. (Jsa.. at 6-7.) Aside from lidding· nothing meaningful to this 

11 inquiry Into alwnmlng remedies, Ma. ~s comments are 

12 limply untrue. Moreover, there is usually • very clear trail to the 

13 C.UH of the ll.,.,lng in lnatMoll where GTEFL \s aaked to 

'14· ln~e a c:ompleint. When there hal been a human error in 

1 5 proceaing • PIC change involving GTEFL personnel, that fact has 

16 bMn reported bad< to the investigating regulatory body. 

'17 

18 Q. DO YOU THINK ASSIG-.G lHE PIC CHANGE ORDER PROCESS 

19 TO A THIRD PARTY. AS MS. BUYSSE-BAKER SUGGESTS. 

20 Y«)ULD REDUCE SLAMMING? 

21 A. No. Thlt epproach would do nothing to reduce the willfUl ecta that 

22 ., the ehief cauM of the slamming problem. AI for those ffiW 

23 Instances in which humen error pleyl • part in mlatak.n c.l'fier 

24 c::fw91, GTEFL doeln't believe the inl)OSition d., additional party 

25 will t\8wt. eny effect in reducing thoH miltakes. On the contrary, 

9 
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1 i jtc:ti 1SJ .., .tc:titional entity into the proceaa would tend to increase 

2 the opporU'Mty for tuMn error. MI. Buyaae-Baker'a extreme 

3 aolution seems to reat on her ~ view thM the ILEC ia 

4 ~ In nicornpetltive ectivtty. But W1f0tl1ded suspicions are 

5 nat enoucte to impose a potnially costly IMCtwliam on the carriers, 

6 incluclng tht vat mlljority Who do not alwn. 

7 

8 Q. ARE THERE OTHER PROBLEMS WITH THIS PROPOSAL? 

9 A. Perhlplh me;or problem will be c::onuner fruatration on calla to the 

10 llEC to change a PIC or on calla to the ILEC eatabllahlng aervice. 

11 For 1 U:Jic:rib« to be told ttwt they have to~ .nother call to their 

12 cmter 01 to the PIC chaoge adminlatrator would appear to inae1ae 

13 the potnial for customer fruatretion lind confUsion. 

14 

15 Q. MR. HENDRIX AND OTHERS HAVE STATED IN THEIR 

16 TES1'IMONY THAT THERE SHOULD BE A CONSISTENT SET OF 

17 FEDERAL AND STATE RULES RELATIVE TO SLAMMING. WHAT 

18 II GTEFL'I POSITION ON THAT PROPOSAL? 

19 A. GTEFL f9881. If .... establish diffeMnt requirements, consumers 

20 would t.ce poterUIIIy confusing state-apeciftc rulea and national and 

21 regional carrie~'~, including multi-state ILECa, would face costly 

22 actna lillrlltive processes in deeling with different aeta of atate rules. 

23 The .conomie coata of the.. rulea will ultimately be borne by 

24 conun«a. 

26 
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1 Q. HAVE MR. , TAYLOR OR MR. POUCHER CONSIDERED THE 

2 COlTS THEIR PROPOSALS WOULD HAVE FOR END USERS? 

3 A. No, it doesn't seem they have given this factor much, if any, 

4 conaiderlltion. Aa Mr. Hencttx'1 teltimony demonatrate1, BeiiSouth'.a 

5 coati auociated wfth, the propoaala will run into the millions of 

6 doll... V\lhile GTEFL hill not done thltldnd d apecffie ~nalyaia, it 

7 believellta costs far billing system ·~ other modifications would be 

e of aimU• m.gnitUde. TheM cotta-and those of the IXCa-will 

9 ultinllely be pealed on to consumera. If the Commilliot\ ia to act in 

1 o the public interest in thia cue, it must blllance theM coats against 

11 the potential benefit~ d the reconvnendationa. In thla regard, While 

12 llarnming haa been a very prominent iaaue, the Commission should 

13 keep io perspective the feet that the number d atamltllng complaints 

14 as a percerQge. of total PIC ehangea il very small. In addition, aa 

15 noted, most slamming ia caused by a few bad actors. It is unrealistic 

16 to believe that slamming can be completely eradicated, and ao it is 

17 wveaaonable to etllft regulations baaed on thil assumption. The 

18 coats d such regulations wm inevitably far exceed their beneftt . 

19 

20 

21 Q. DOe8 THIS CONCLUDE YOUR R£8UTTAL TESTlMONV? 

22 A. Yea, It does. 

23 

24 

25 

11 
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1 Q (87 .. • ca ... ll) And, .Mr. Scobie, can you 

2 plea•• qive ua a brief auaaary o,f your tea·timony? 

3 A Yea, I will. co-iaai.oners, when looking at 

4 bow beat to deal with. the probl .. of alaUlinq, 'this 

5 Coaiaaion ••t uncler•tancl that the preponderance ot 

6 alUIIIlinq is caused by a relatively small number of 

7 carriers who willfully and repeatedly use 

8 intentionally aialeadinCJ and fraudulent marketin.q 

9 techniques that result in unauthorized oar·rier 

10 changes. 

11 The aoat effective .. aaure this co .. iaaion 

12 can take froa a coapetitlve efticiency perspective is 

13 to a.pply th.e aubatantial fines and revocation of 

14 certification for those coapaniea that willfully and 

15 repeatedly utilize questionable techniques in 

16 marketinq their aervicea. The r .. oval of the 

17 financia! incentive to alaa aa well as the abil ity to 

18 do business in Florida will send a atronq meaaaqe to 

19 those companies they are not welcoae in this state. 

20 When looking ~or a solution to the slaiUiinq 

21 problem, you should try keep in perspective the 

22 ugnitude of t.be pro.bl- you are facing. Only a very 

23 small number of PIC changes result in a foraal 

24 slaDUilinq complaint. 

25 In atteaptinq to eatiute the magnitude ot 
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1 •1-11\9 in CTI Florida • • t .erritory, I have taken the 

2 total nuaber o·f PI:C diaputea tbat have occur:red during 

3 1996 and 1997 and ca.pared tboae nuabera to the total 

4 n••ber of PIC cban;ea that bave occurred durinq the 

5 .... period. The reaulta ahov leaa than six-te·nth• of 

6 lt ot all PIC aban<Je• reault in. a PIC diapute. And 

7 underatanc1 that that would be the aaxillua nUJibar, 

8 because a• ·we.•ve heard in teati.aony of the IXCs as 

9 well aa otbera, LBC carriers, that all 'PIC disputes 

10 are not necaaaarily alau, it defined as a willful and 

11 fraudulent Chanqinq of a cuatoaer•a carrier. 

12 So vban evaluatinq the proposed rule changes 

13 beyond the atrict enforc ... nt of your exiating rules 

14 and. the suatantial financial pa,nalties, be aure to 

15 evaluate if your action• will deer•••• the potent.ial 

16 tor slamming in a coat-effective aanne·r. 

17 I : don •t Deli eve ~rsona.lly that PIC disputes 

18 will ever be totally eliminated, but I do believe that 

19 slaudnq, the willful and decep·ti• ely fraudulent 

20 changing ot a cuatoaer·•a presubscrlbed carrier, can be 

21 substantially recSuced by t-he structure you have 

22 recently put in place coupled wi th consuaer awareness 

23 and inforaation. 

24 GTE Florida voulc1 aupport the ad.ditional 

25 euato .. r intoraat;ion to be provided on our billa it 
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1 th• intoraation ia .. antnqtul and can be a.ccoiiJilodated 

2 i"n a coat-ettective aanner. It ia ho~d that the rule 

3 cmanv•• propa•ed would allow aou aeaaure of 

4 tlexibil.lty in the placeaent of billing information 

5 and the uae of bill ••••agu rather than bill inaerta . 

6 Tbe plac ... nt ot the carrier'• certificate 

7 nuaber on the bill appeara to be a coatly ayate .. 

8 aoditication tbat would not add any appreciable 

9 aeaningful inforution to the conauaer in dealing with 

10 ala-inq. 

11. G'l'B ia takinq atepa to reduce coa,plainta 

1.2 related t,o carrier billincJ and aubaori,ption practice• 

13 of tb.e carrier• we bill and collect for. During the 

14 la•t halt of 1997 we began a proqraa to .benchaark 

1.5: car.riera againat t.be coaplaint threahold:. It a 

16 carrier exceed• the tbreabold, they are put on notice 

17 to take atepa to redu.ce COJIPlainta below their 

18 eatabliahed threshold. 

19 I .f coaplalnta continue t'O exceed thoae 

20 atandarda, GTE will have the option to terminate the 

21 billing aervice with that. carrier. In looking· at the 

.22 early results, Plorida total carrier complaint• are 

23 down 31t .coaparincJ the laat balf of 1997 to the laat 

24 halt of 1996. 

25 We alao bave 13 of the carrier• that. we bill 
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1 and collect for on tarainatian notice in thia proqraa, 

2 and if tbey don't get their coaplaint• down below 

3 their thr .. bolda, their billinq and collection 

4 aqr•...nts v1ll be terainat~. 

5 Finally, ouatoaer intonation and education 

6 coupled with awift and aigniticant penaltiea to:r 

7 will·ful an4 fraudul ent aata ot carrier cba·nqing will 

8 go the fartbeat in aini•izing •l-ing • 

. 9 Thia Ccmaiaaion baa taken atepa recently to 

10 d .. onatrate to carrier• that it ia aerioua in dealing 

11 with thia probl-. Purtber action should be evaluated 

12 by w•ig·b:t..ng tbe additional r~uction in unauthorized 

13 PIC chang•• againat the coat. to the induatry that will 

14 · eventually be paaa.S on t .o the cuato .. ra, the vast 

15 . ma·jority of which are never al!.aued.. 

16 That concludes my sumaary. 

17 u. cuwm:.Lr Thank you. Mr. Scobie is 

18 available for croaa-exaaination. 

19 C'DI"DW JOD801f1 Spr.1 nt? 

20 

21 BY U. BUOiml 

22 Q Good afternoon, Mr. Scobie. My name ia 

23 Monica Barone .repr•••nt.ing Sprint C0111lunicationa 

24 Coapany, Liaited Partnerahip. 

25 .I juat hove a couple queationa I'd lUte to 
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1 aak you about wbat happen• Vhen a cuatoaar calla in to 

2 the buain- office diaputinq a PIC chanqe. Firat I'd 

3 like to Jtnov hov doea the cuatoaer service 

4 repreaentative i:4entity the cuato-.r•• current 

5 provider? 

6 It'• .y understanding there are -- there is 

7 a field in the cuataaer screen that tbey will see 

8 identifying their current PIC'd carrier. 

9 Q Now, is th.at current PIC'd ca·rrier the 

10 underlyinq tacilitiea-based carrier? 

11 I believe it's the carrier actually that 

1.2 they are preaut.cribecl to. I don't know it t .h.at 

13 answer• your question or ·not:, but I think it is the 

14 carrie·r that they're supposedly gettinq service troa. 

15 Q Another way to aak that .is, can the customer 

16 service representative determine whether a switchless 

17 re~iller of the taollities-based carrier qenerated the 

18 PIC c,hanqe? 

19 

20 

21 

22 

23 

24 

25 

a. 

question. 

0 

detenaine 

by GTB? 

a 

I'• not sure it I know tne anawer to that 

can your cuatoaer service representatives 

whether the order wa• oriqinally initiated 

cuatoaer•a 

Yea. There is a field again in the 

record that. abows whether the PIC change 
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1 waa either cuatoaer initiated, being a. call to the --

2 our buaineaa office, or a car-rier initiated PIC change 

3 that would have co.. in. mechanically through the CARE 

4 ayato. 

5 u. aumma Kadaa Cha!raan, I would like to 

6 aak if Mr. Scobie coul~ provide a late-filed answer to 

7 wy queation reg:ar4lng Wbether the cuatoaer aervice 

8 repreaentative can deter~~ine whetber a awitchleas 

9 reaeller of the facilitiea-baaed carrier generated the 

10 PIC change. 

11 Clla%aDII JOIIII80Ma We' 11 identify that as a 

12' la.te-filed. Would you give me ,a short title for that? 

13 u. &aaOIIaa "Detenaination o,f actual 

14 ca.rrier. • No, I think ,I • d rather state that anoth.er 

15 way. 

1.6· a. ca.81faLLa You • re juat looking for 

17 inforaation as to whet.h.er when the screen comes up the 

18 cuatoa.ar rep can t_all if the awitchleaa reaeller 

19 1n.itiat.ed the PIC change? 

20 u. BUOIDI Yes . Yea. Whether the 

21 oust0ll4tr aervice representat ive can dete.rmine whethe.r 

22 the awitchleaa reaeller initiated the PIC chanqe. 

23 u. cuwmar.a Okay. That•• about as short 

24 aa it can be. 

25 D. 8UODI I don' t know how to make it 



1 

2 

3 

4 

5 

6 

7 

shorter. 

xr. Beck? 

(Exhibit 11 ~~arked for identification.) 

~--- JOBII80IIa Anything elae? 

a. auc:.wa That • • all I have. Thank you. 

Clm%miUI 30111180111 Any other questions? 

8 BY D. B.a&l 

9 Q Jlr. Scobie, in your oral aWIImary you 

10 -ntione4 that y·au cUd a calculation of -- if I 
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11 Uhdaratand, it'• Pl,C diaputea to t .otal PIC chanqea for 

12 1996, 1997? 

13 

14 

• 
Q 

Tba.t .' • correct. 

What were tbe total nuaber of PIC disputes 

15 for1996 and 19·97? 

16 I believe the number 1• approxiJDately 19,000 

17 for the two. 

18 

19 

20 

Q 

A 

Q 

21 that had 

22 

23 

24 

25 

a 

Q 

& 

Q 

For each year? 

No; that waa the total of the two years. 

Oh. Okay. You ju.at. did one calculation 

Yeah, I did one calculation of both year·s. 

And that•• ju.at in Florida? 

That' • juat. in Plorid.a., yea. 

Doea that j·u•t uae PIC diapqtea that are 



1 brought to the attention of GTE in the nWDerator ot 

2 tbat deciul? 

3 a I'a aorry. I don't underatand your 

4 qu-tio.ll. 

5 

6 

7 

g Por enr~~ple, suppoae a cuatoaer had a PIC 

diapute but contacted the intere:acohange carrier. 

Would that PXC diapute be in your -- counted as a PIC 

8 diapute in the calculations you aade? 
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9 a I 4on•t believe it would.. I think tho•• are 

10 the onea that have ooae through ua di'rectly. 

11 Q And ao if a PIC diapute went to an 

12 interexchange c.rrier and they took care ot it by juat 

13 cbanqing' the P'IC, ~.at would actually be in the 

14 danoainator of your calculation, would it not? 

15 a Yea, I believe it would .• 

16 Q You attended the workahop held in 

17 st. Peteraburg, did yo\1 not? 

18 & Yes, I did,. 

19 Q D.id you also attend tt.a one Tampa? 

20 

21 

a 

Q 

No. 

Do you reoall at the st. Pete workshop that 

22 there were •o•• co ... nt• by c.u•t oaera regarding your 

23 PIC freeze procedure? 

24 & Yea, I do. 

25 g And you heard Mr. Hendrix de•or ibe southern 
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1 Bell'• juet a few alnutee ago, did. you not? 

2 a Yea, I 414. 

3 Q COuld you de•cribe how GTE'• PIC freeze 

4· procedure ~tiff era froa that by southern Bell? 

5 a Yea, I will. I CJU••• tbe aain difference in 

6 GT'B Flo·rida • • PIC fr .. z•, or PIC reetricti·o·n 

7 proceclure•, ia that we -- when a ouatoaer were to ca 11 

8 in. to our busin••• ott iae or our cu.atoaer contact 

9 center, reque•t• a PIC reatriotion -- I'a aorry --

10 y·eab, requeate a PIC reatriction, what the cuatomer 

11 rep would do would intora tb .. that they wil.l be eent 

12 a foa in next da.y•• aail tor th .. to fi.ll out, siqn, 

13 and return to GTE. 

14 The purpoee of that, and the difference I 

15 queaa between ua and 8el:..1Soutb, ia our concern, again, 

16 tor the -- by havinq a paper fora that we alao .number 

11 and track -- when it gae out we p\!t a trackinq number 

18 on that tora. We feel it •inia.izea the potential 

19 !raud aeeociatwt with a carrier tbat aight want to 

20 freeze a cuatoaer after they fraudulently alalllllled a 

21 cuatoaer. 

22 Q Aa .a reault of tbe teatimony by cuatomers, 

23 ia GTE conai,clering any change• to that procedur6i? 

24 ~ We are alway• looking to change and! tc 

25 reapond to cuetcaer input, but I don't know -- we're 



l going to weigh that aqainat! the potential tor fraud 

2 'that aay occur and bavinq ua in the aiddle of a 
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J •ituatlon where a ou•toaer wa• fraudulently frozen or 

4 had th.eir PIC re•tricted. But, ye•, we are looking at 

5 potentially eh.anginq that. 

6 Q ke you looking at obaft91h9 it aore like 

7 southern Bell, or to •cmething different? 

s a Well, we • re looking at perhap• u•ing 

9 accepting tu .. and accepting -- taking it over the 

10 phone; ye•, we're evaluating that at thi• pre•ent 

11 ti-. 

12 Q Do you think there •hould be unito.rm rula.s 

13 pr011ulgated by tb• Couiaaion to eatabliah one way for 

14 all the LBC• to do PIC freeze•? 

15 a Well, aq.ain, I think -- no, I don't 

16 necessarily in thi• ca•• , becau•e I think the 

17 individual coapany •hould have the ability to run its 

18 bU•ina111s in a vay it fe,ela be•t •••t• the needs of 

19 both it•e lf and. ita cuatoaer ba• #· I think if there's 

20 a large aaount of cu•to .. r ou·toey , I ' think we would 

21 re•pond to that. But, again, let ae reiterate, I 

22 think the pot•ntial for fraud here or -- that•• what 

23 we weigh a;ain•t doing it in a paperle•• or over the 

24 phone type . .. chani••· 

25 Q And what .f raud 1• it you • re trying to 
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1 proteot. a9ain•t? 

2 a Well, •• I under•tand it, what fraud we're 

3 tryin9 to protect aga1n•t ia, again, th.ia aaall number 

4 of ca-=riera that are out there. I aean, what .better 

5 way to keep a cuatoaer, it I've j~at slammed a 

6 cu•toaer, to phone in ancS tre•ze their .PIC. And you 

7 know who the cuatoaer 1• that you •v• •laued. You 

8 know their telephone n\lllber. You know a lot ot 

9 intoraa.tion about th.- at that point in t.ime. 

10 .A9ain, tor tho•• cmato .. ra doinq buain••• 

11 willfu.lly and fraudulently, that•• the way t .o do it. 

12 Q Haa GTE ever incurred a fraudulent PIC 

13 freeze? 

14 a I peraona.lly don • t know ot one, but. I 

15 haven't talked to everybody Who deala with thoae on a 

16 dally baaia. 

17 

18 

19 

Q 

• 
Q 

Have you ever beard of thea in the induatry? 

No, I .have not. 

Could you turn to year teati~ony a t Paqe 8 

20 •tartinq at Line 6? To paraphra•• your t eati mony, 

21 th• r• you aay that your current billlnq ayatem can't 

22 pertora having i naerta when cuato .. r• change their 

23 a I t'• ay underatanding the current ayatea in 

24 provicUng inaerta can•t pick an individua.l telephone 

25 nua):)er to put an 1naert in. We do bill inaerta either 



1 by central office or NXX code or class of service, 

2 like buaineas, residence, or aoaetbing like that. 

3 Q Could you do it on a separate page of the 

4 bill it .. lf? 

5 A Yeah, I think ve could provide a bill 

6 .... age, per ae, on a bill, yea. 

7 Q could you 4o it in very large type? 

8 

9 

10 

u. ca8WBLL1 can you define very large

Ill.. BICKI 36 

W%'1'11U8 8COBIBI Well, given the spacing and 

11 requireaent. ot: the :bill, I think there could be some 

12 bolder type, but .I'• not-- I don't have all the 

13 capabilities of the billing type mechanisms. 

14 D. BIIC&I Thank you, Mr. Scobie. Tbat•s 

15 a.ll I have. 

16 CDDQW JOIDI80111 Staff? 

17 D. car.wm.L1 Thank you. 

18 Clt088 aDIIID'I'IOJr 

19 BY 118. CALDWU.LI 

20 Q I'a Diana Caldwell. When your customer 

21 service representative qeta a call from .a ouetomer 

22 claiainq they've been ala .. ed, how does your company 

2.3 handle that coaplai nt froa that point forward? 

24 a We cbanqe the ouat~r bao.k to the carrier 

2 5 they say they want to be connected to. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

by central office: or NXX code or class of .service, 

lik• busine••, residence, or soaethinq like that. 

Q Could you d.o it on a separate page of the 

bill itself? 

& Yeah, I think we could. pr.ovlde a bill 

aeaaage, per H, on a bi.ll, yes. 

Q Could you do it in vary large type? 

u. casnLL1 Can you define very large

D. B.a&l 36 
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WIHU8 8COBIBI Well, given the spacing and 

11 requirements ot: the bill, I tbink there could be some 

12' bolder type, but I'm not -- I don•t have all the 

13 capabilities of the billing· type mechanisms. 

14 &. 8.:&1 Thank you, Mr. Scobie. That's 

15 all 1 bave. 

16 OII&DDJr ~OBDOifl Staff? 

17 D. oaLDWJa.L 1 Thank you. 

18 c::Jto.8 RD.IaD'l'IOif 

19 BY U. caLDirBLLI 

20 Q I '• Diana Caldwell. When. your customer 

21 service. representative gets a call from a customer 

22 olaiainq they've been sla .. ed, how does your company 

23 handle tbat coa-plaint froa that point forward? 

24 a We obancJ• the cuatoa§.r back to the carrier 

25 they aa.y they want to be connected to. 



1 Q Do you 9ive th- any other optiona? Do y,ou 

2 explain that a PIC f ,reeze ia available? I .. an, do 

3 you volun~ tbat infonaation, or do they have to 

4 requ-t it? 

5 & We 4o at that tiae. If they aay they have 

6 an unautborlzed PIC change and we change them back, 

7 and we do at that ttae infora th.. of the PIC 

8 reatriction aption. 

g Q Okay. You were, ata,ting back on Page 8 ot 
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10 your taati110ny that you didn • t have the -- your ayatem 

11 could not perfo:na a function of bill inserts. Does 

12 that aaan that you don't object to .. aaagea aomewhere 

13 in the bill? 

14 & That,•a correct; we would not object to a 

15 bill .... age it we could uae that aa a proxy. 

16 Q And, again, back on the cert.tieate number 

17 on the firat or .. cond page as required in the rule, 

18 are you aqreeinq, then, that you wouldn't aind puttinq 

19 it aoaeplace alae on the bill?' 

20 & Well, again, the certificate nuaber poaea, I 

21 think, a nuaber ot other pro,bl-, and that's bow the 

22 certificate nuaber will co1ae to the billing carrier, 

23 how we wil, 9et it. We don't have a aechaniam, or 

24 it'• not in our ayat~ anywhere today -- in our data 

25 baaea, I don't think, anywhere today. 



1 So I tb.ink there would be a ayatema 

2 JIOdificatio.a probl- to 9et the ce:rtif.icate nUJiber 

3 juat to put it on the bill. But aa far aa where we 

4 put it, you know, if :1.t: -- there or deli.vered., i.t 

5 could be put on the bill aoaevhere. 

6 Q Okay. Do you bave a <Satabaae that baa the 

7 certificate nu•ber• anywhere? 

502 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

lfo, ve do not. And in aoae caaea, let • a aay 

we wou14 be billin9 for -- or tba carrier that we 

would be bill:lDCJ for aay be the underlyinq 

fa.cil.ity-ba..S carrier. That • • who we arc providing 

••rvic:e to out of our tariff. Now, it they have a 

reaellar that they are providing aervice to, we don't 

have that certificate n\Uiber of that reaeller. 

Q I• it poaaible tor a GTE ~·tea then, or 

becauae of GTE'• ayate•, for you to aell or to bill 

tor an uncertificated carrier? 

~ Well, apin, we are billing -- our 

agree•enta are tor that carrier of the underlyinq 

carrier. So in that caae we're not billing for an 

uncertificatad carrier per ••, bec:auae we -- again, 

l·et'• -- for an exaaple, we would. be billinq for, 

let•• •ay, an AT•T, that•• who v••re bi.llinq for; and 

Who they are p:rovidin9 aervie•• to we cSon•t know, or 

we don't have any indication of that. 
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1 lo, •t•ln, we're provicUnt aervioe to a 

2 oertificat411d carrier in thia caae. In the exaaple, it 

3 would be AT'T or the underlyinq facility-baaed 

4 carrier. 

5 Q So you. do believe it would be poaaible that 

6 under the current rule• a local exchange coapany could 

1 bill tor aa unc.rtlficated carrier? 

8 Again, I que•• you.'d bave to define bill tor 

9 an uncertificated carrier becauae, again, we are 

10 billinv providi'nt our aervice• to AT'T or the 

11 unaerlyi.nq carrier. Tha·t • • who our billinq and 

12 coll~ion •CJr•~t and arrang ... nta a.re with. 

13 Q would it ever be poaaible for the nama ot an 

14 yncertificated coapa.ny to app41ar on the bill? 

15 a I d.on•t believe ao under the current ayatem 

16 beoauae, aqai.n, w• wou:lc.t be billing tor the underlying 

17 car.ri.a.r, which appear• in our caae we would validate 

18 that they vera a certificated carrier. 

19 Q If it•a a requir ... nt to print the 

20 certificate nwaber on the bill, in your opinion, would 

21 that prevent c1ny uncertitioated coapany froa billing a 

22 ouat.oaer? 

23 A I.t ctependta on what certificate nuaber you•re 

24 goiftCJ to requiz'e to be pr·inted on tbe bill. qain, ve 

25 will be billing for the -- we will be providing 



1 

2 

3 

" 
5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

aervicea to the underlyi.nq carrier. Again, in the 

exaaple it would be AT'T or an MCI or aoaethinq lik.e 

that. 

g Do you agree that cuatoaera ahould be able 

to tell who the l.EC la billing or collecting for? 

a Y .. , I vould agree with that:. 
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g Do you aC)J:'ee th.at if a cuatoaer doean • t know 

who it•a be.ing billed by, tha.t it could be contuaing 

to that cuata.er? 

a Yea, I would aqree with that. 

Q And do you bel.ieve that it would oe 

desirable tor the cuatoaer to have that billing 

intoraation? 

& Yea, I do. 

Q Would you pleaae explain what the threshold 

.ia that you have d.eacribed in your au.aary and how it 

would be deterained, tbe threahold .Jt how many 

•l-ing c.oaplainta?· 

Okay. Of the proqru. that GTE haa put in 

20 place laat year? 

21 Q Riqbt. 

22 A Right. Aa I underatand it., the way it waa 

23 explain.tld to •• ia that all ot the coapaniea tbat we 

24 bill and collect tor ve try to look at the number ot 

25 billinq co•plainta on a 100,000 bill rendered baaia. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

1.1 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

So we look at a rati·o of total billing coaplainta to 

the total billa rendered. And I think the objective 

nationwide for CTI for thia proqraa la like two 

caaplainta, two billing coaplainta per '100, ooo billa 

rendered, and tbat•a What we're trying to get the 

carriers that we bill, and collect tor down to that 

level. 

Q Do you claaaity the .. coaplainta aa to -

let•• aay, if •~body had an outr.l9ht !raudulent -

you know, a torqed LOA aa ~••ve aeen. Do you think 

that there • • a lev•l of forged LOAa that would be 

acceptable, and are you t .akinq tboae in.to 

conai4eration in your plan? 
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a Aa I und•ratand it, they do not categorize 

or atrat.ity the thre11bold itaelt. It ia total billing 

coaplainta. It would include al ... ing and all of 

t .hoae typea of things. 

Any coaplaint that a cuatomer had for an IXC 

or anyone that we bill and collect tor, if there's a 

coaplaint, it would including ala-inq, it would 

i ·nclude f·raudulent LOAa and everyt.binq elae; but the 

thr·••hold itael"f haan•t been atratltied to ac.ceptable 

levela of each atrata. It'• juat a total threahold 

that we're tryinq to qat. tb• carrier• down b4tlow. 

Q Do you think it ought to? 
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25 
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a Well, again, I think the number ia, in moat 

caaea, relatively low tor the carriere we bill and 

collect for. I don't knov that you'd have to· -- that 

finally cut tbe atrata of tbe co~lainta. 

I thinlt, you know, if the coaplainta 4on•t 

oou clown, I think aaybe the people that are working 

on thia vill. But I think tbe coaplainta are coming 

clown, and it'• going to take the fraudulent or the 

•1-1119 coaplaint• along with tho. I think it ha• 

ao far. 

Q Do you think .it would be prudent to poaa1bly 

take the coaplainta that are fraudulent that have just 

outright torqar.iaa, do you think you ought to re.port 

tboae to the eo.aiaaion or aoaeone alae and let them 

taka furtb•r actaon? 

a That•• perhapa a poaaibility. Again, I 

don't kn.ow the nature, again, arJ I'• not an attorney. 

But as tar as tb.e billtn.g and collection aqr.euenta, 

the contractual nature ot tho•• agreeaenta, I'm not 

sure ot the lanquage in thoae aqreeaenta that would 

allow or n.ot allov· that to ha.ppen. 

0 Are you aware, or do you know • ow many 

carriers are above the threshold today? 

a w•ll, I think I atat.ed in ay aWDJiary I think 

there are approxi-tely 13 that r•a aware of t.hat are 
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1 on notice that if they don't get down below the 

2 th:reahold, that their 8 and. c contract• will be 

3 terainated .• 

4 U. CALMm.La That' • all I have. Thank 

5 you. 

6 C(WI«IUIOIID aaacaa Tell we what the 

7 actual thr .. bold --

8 8COBI8a You .. an th.e definition of 

9 the tbr•ahold. --

10 cc.rtUIOIID CDIICUI Yeah. 

11 wxnu• 8COal81 The thre•hold i• the total 

12 nuaber of billinq coaplainta fo:r carrier• that we have 

13 billtnC) and colla'*ion aC)r••••nta for, and that•• 

14 and where the thre•hold waa defined waa, looking at 

15 the incUviclual carr:&.er, they•v• aet a criteria ot ao 

16 many Cco•plaint• ~r hundred thou•and bill• rende.red 

1.7 undler our billing and collection acrreeaent. 

18 I think the over -- I don•t know 

19 individually what the individual oarrie·r•• thre•.bold.• 

20 are, ~1t it av•ra;ea out eo approxiaately two 

21 complaint• per hundred thouaand billa rendered 

22 nat.i :onwide tor GTE bill.lnq and collect.ion. 

23 OOMWI .. Ia.la G&aCIAa You don't think that 

24 might cauae probleu later on, co:apetitive iaauea that 

25 you're the one det.enaininq that? Let'• •ay a company 



1 called SUpra COIIIIUnicationa waa working in your part 

2 ot the atate, and t.bey are providinq long dlatance as 

3 well aa local .arv!ce, and they run int.o your 

4 tbreattol.4, and you atart -- you diacontin.ue billinq 

5 tor th... You wollld all but abut a coapany like 
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6 that -- it they d1dn • t ba.ve a -- they di<1n' t have y·our 

7 service• tor bi,lllnc). 

s U!'ID88 8COBI•a Well , again, I think. the 

9 probl .. w• • N ·tryinq to .attack h•r• 1• those iaauea 

10 Where cuata.era are coaplai.ninc) about .any nWilber ot 

11 thinga, in.c.luding al.-ing or bill ing ratea or 

12 whatever, billlDCJ plana. 

lJ OiiMiiJUIODil 8DCUt Right. Rlght. 

1-' And, .aqain, in our 

15 contra.ctual arranqaenta, our contractual billing and 

16 collection arranq~t• th.a t ia in there up front . 

17 They know going in with. their •Y•• open what those 

18 requb:•-nts are. They don • t have to execute those 

19 aqre .. enta goin9 i n. 

20 CC*II%88IOIID GUCI&s I underatand. 

21 awai•MaW Ja..80.a Any other questions, 

22 co .. iacioners? Redirect? 

2 3 &DIIIJIC! au.KID'l'IOII 

24 BY U. caawaLLa 

25 Q I have a tev queat.lona. Mr . Scobie, aaide 
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1 froa tbe ayat ... aodifica tiona that you talked about 

2 vitb l'ecJ&Z'd t.o printint the certificate nuaber on the 

3 bill, do you -e any other drawbacks with tba..: 

5 The printi'nq of the oertit ieatea on the --
. 

6 Q Yeah, aaide froa the ayat ... aodificationa. 

7 Well, the only dravbaoJc I can see is 

8 perbapa -- .I .. an, for the cuato .. r, I • • not sure tne 

9 certificate aeana .a whole lot, or it. aeana anything to 

10 a particular ouatoaer. 

11 Q Do you think if having the certifioate 

12 nuaber is an i•por,tan.t thinq, that that information 

ll could r ·aaide el•ewbere? In other vorda, it wouldn't 

14 have to be on the bill, bu.t rather collected b.Y the 

15 IXCa and the LBCa? 

16 Yeah, l believe certainly the LEC• would 

17 bave it 'for those carriers that we bill and collect 

18 to·r, a:nd I ~'link tbe IXCa would have it tor those that 

19 tb.ey provide services to on a resold baa.ia. 

20 Q And do you ·think that this co-is.sion could 

21 direct the LBCa and IXCs to gather that information? 

22 I believe they could. 

2J 

24 where particular charges are coaing ·fro• in t•r:aa of 

25 the carrier n ... and the carrier•• cont.ac-t ,phone 
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1 nuaber? Are thoae it... on th,e 'bill already? 

2 A Ye•, they are. 

J Q lly la•t queation eonc::erna aoae ot the thing• 

4 that 11r. Poucher raiaed. I think there waa aome 

5 aonfuaion ~bapa abOut GTE'• practice• in thia area. 

6 can you tell .. it' it'• GTE'• pol.icy to 

7 diac:onnect aervice when th•r•'• a diapute about 

8 oharCJ•• on tbe bil.l including perhapa charge• related 

9 t .o ala-inq? 

10 • No, it .ia not our policy to cUaconnect. lt 

11 the cus·toaer calla in and inforaa the contact peraon 

.12 that there ia a disputed charge, ·the practice ia far 

13 the contact peraon that they are talking to to note 

14 ·that th.oae oharg•• are in diaput.e, they don • t have t .o 

15 be paid; and tbe practlce 1• that. t:bey -- there•a a 

16 notation in the record that thoae are not a treatable 

17 aaount. And 'by treatable aaount, it i• tha·t we're not 

18 aending diaconnect notice• becau•" ot ·that aaount in 

19 diaput:e. 

20 u. C!a8W&La That'll all I ha·ve. Thank you. 

21 Cia~ J~a There were no exhibita, 

22 juat the one late-filed. 

23 Y~u•re excused Mr. Scobie. I think we'll 

24 ta.ke a ten-ainute break. 

25 (Brief reo••• · > 
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