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CASI BACJtGRQQND 

Spr int Communications Company, Limited Partnership d/b/a 
Sprint (Sprint), certificate number 83, is a provider of 
i nterexchange telecommunicat ions service and was cert:ificated on 
June 27, 1986. Sprint reported gross operating revenues of 
$446,942,27 5 on ito Regulatory Assessment Fee Return for the period 
January 1, 1997, through December 31, 1997. As a provider of 
interexchan.ge telecommunications service i n Florida, Sprin t is 
subject to the rules and regulations of this Commission. 

From Janu.ary 1 , 1996 , until April 23 , 1998, the Divis ion of 
Consumer Affairs has closed a total of 106 complaints against 
Sprint as ·unauthorized carrier change (slamming) infractions in 
apparent vio lation of Rule 25-4 .118, Florida Administrative Code. 
Buod on t.he number o f complaints received by tho D1v1Bion of 
Consumer Af:fairs as apparent s lamming violations, s taff opened this 
docket to investigate whether Sprin t shoul~~·Hfaavi.red to show 
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ooCxBT NO. 971484. 
DATE: May 7, 1998 • 
cause why it should not be fined or have its certificate canceled, 
pursuant to Section 364.285, Florida Statutes. However, prior to 
show cause proceedings, Sprint submitted an offer to settle the 
case . (Attachment A, Pages 4 -9) 

DJSCQSSIQN Ol ISSQIS 

XSSU!j 1: Should the Commission accept the settlement offer 
proposed by Sprint to resolve the apparent violations of Rule 25· 
4.118, Florida Administrative COde, Interexchange Carrier 
Selection? 

RICOtttiiNDA'fJOB: Yes. (Bi~alski) 

S;All AK&LJSIS : Oo January 29, 1998, and again on April 23, 1998, 
Sprint met with staff to discuss the pending show cause case. It 
was determin.ed that the two major causes of slamming cO<nplainta 
were keying errors and LOAB from cable applications. Thereat::er, on 
May 4, 1998, Sprint submitted ita offar to settle. Ir. its 
settlement Sprint agreed to do the following: 

• Sprint will implement telephone number double 
entry. 

• Sprint will monitor sales and verification calls. 

• Sprint will provide a 
Exchange Companies 
regarding slamming. 

toll free number to Local 
for complaints received 

• Sprint has created the Slamming Action Center which 
is dedicated to investigating and resolving 
slamming c omplaints. 

• Sprint will 
$150,000 to 
of Plorida, 
wrongdoing. 

make a contribution in th~ amount of 
the General Revenue Fund of the State 

with no admission of liability or 

Staff supports Sprint • s proposal to implement: a telephone 
number double entry method for keying service order requests. 
Staff believes this will reduce the occurrence of keying errors. 
Sprint has already changed the verification method of cable company 
orders from negative ballot to third party verification. Staff 
believes this will allow Sprint to reduce the occurrence of forgery 
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ooCxBT NO. 97U8 •• 
DATE: May 7, ~998 • 
and i ncorrect information on the LOAs rece ived 
companies. Staff also suppor ts Sprint 's provision of 
number and creation of the slamm.ing action center 
address and resolve s lamming complaint:&. 

from cable 
a toll free 
t:o quickly 

Therefore, staff believes t:he terms of t:he set:t:lement 
agreement as summarized i n t:his recommendat:ion are fair and 
reasonable and supports the volunt:ary contributJ :m to the General 
Revenue Fund pursuant to Section 364.285(1), Fl< : ida St:atut:os, in 
t:he amount o f $150,000. 

+SSUI 2: Should this docket be closed? 

UCOIQIINpW2tf: No . With the approval o f Issue 1, this docket 
should r emain open pending t .he remittance of the $150, 000 voluntary 
contribution within five business days after t:he order ap~roving 
t he eettlement becomes final. Upon remittance of t:he $l:S O, ooo 
settle ment, t his docket should be closed. The $150, 000 settle"'""nt 
should be forwarded ~o the Office of the Comptroller f or deposit ~n 
the State General Revenue Fund pursuant to Section 364 . 285 ( 1) , 
Florida Statutes . (Bedell) 

STArr AMALJSXB: If t:he Commission approves the st:aff 
recommendation in Issue 1, thio docket should remain open pending 
the remittance of the $150,000 volunt:ary contribut:ion wi t:hin five 
business days after t he order accepting the s et:tlement: becomes 
final. Upon remittance of the $150,000 settlement:, t:his docket 
should be c l osed. 
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The purpose of this lcaer It to outline Sprint's view of siammin& in acncTal and to 
offer a settlement of this mauer for your considcralion. 

Sprint believes !hat ooc of il3 mos1 val\l:lblc assets is its brand. aod the Comp&ny 
aocs to areat lcn,aths 10 protee1 its imqc, inlqriry and use. A~y. slammina is not 
eocouraaed nor is it tolera&ed. Sprint takes swift and immMiate action. up 10 and 
includin& tmninati.on of any lndlvidualt found to bavc lcnowin&ly switched customers' 
service without their aut!lori.zatlon. Moreover, Sprint is commiued to reviewina ill 
processes, procecbua aod rcladonsblps to reduce the possibility of consumcn belna 
1\vitebed 10 Sprint without proper autl!oriz;aUon. to svppon of this policy, Sprint 
compUcs wi1h the vuific:alioo rules ippi'OVed aod adopted by the Florida Public Service 
Commissloa. In r:w:ry raped Sprint'• zero toleranec policy towards unauthorized 
convmi001 II uocleD.co~ M tueb, Sprint respectfully Nbm.ill that it bas ocilber 
knowfn&.ly nor will1UI.Iy violated any Commission rule or order. nor has Sprint refused to 
comply with any Colllllliaion rulo or order. 

Sprint's zero tolerance policy is evideoc:cd by the &ct !hat in 1997 less than one
hundredth of one percent of the Florida PIC ordcrJ resulted io a complaint. In reviewln& 
tho f'.omml.JJion c:;lCDpl.ainu lodpd ll&alnst Sprint In 1996 and 1997, alleaina al&mmJna. 
tho ~oriry orlboae complalntJ Involved awitebcs rcsultio& Crom kqioa eTroi'J. 
Althouah Sprint docs oot believe that these erron sse evidcoco of intent to slam 
CUSIOIDCTJ, Sprint is comm.lued to lmi'I'Ovin8 ill order procea to reduce erron. To !hat 
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end, Sprint will implement a t~lepbooe number double entry proecu for all ~lenwtctina 
sales. e.ch time Spriot eoiCtla ~kpbonc lllll!lbcr, double entry will be required. 

The ICICOCid Jaraest cateaoTY of complainu lod&ed apim1 Sprint Involved onkrs 
Cable Compeola Alhminod on behalf of SprinL 'f'bae were 14 complaintaln 1996 and 
IS complalnta in 1997. Dw:tna 1996 and 1997, Sprint opted to UJC the oeaatlvc ballot 
option to verify these ordm. Althouah thb opdoo iJ permitted t'Y Rule 2S--4.118(2)(d)

1 Florida AdminisVItive Code. Sprint ceased 111ina this method 11 •fFebruary 16. 1998. 
Sp.rintnow uses third plr1y verifltllloo for all cable and outboul ~lmwlcctina Illes. 

The mnaioderofthecomplaints lodpd aplnsr Sprint in 1996 and 1997 dld not 
reveal 1 pattcm of cooversloo.s attributable to 1 slflile source. Mo~ver, several of the 
complaints can be auribuled to a rescUer and two can be climineted Iince tbe customer 
ICtUally Rquated .me.. 'f'bae are 10me compl.altua uaocialed with Sprint Illes aam~a 
and vendors. 1'bere are two that are ettributablc to end-1.1Sc:r &aud. Notwithstandina tbe 
limited nUI!lberof complaints In any ooc cauaory other than thote meolioned above, 
Sprint iJ mlc:wina all orlta sales channels end processa to delmnlne wb&t chanaes un 
be lllD to redu.:e tbe opportunity for cnon. Sprint nores, hoMVc:r, that mon can and 
do cxx:ur 11 dJ.fferau points of 1 J&le. The complainiS that ate the subject of thls 
pro«edina revealed that the Local Exth.anae Company, the lnterexchanae Carrier,lb.: 
lntm:xchanac carrier's vendon or qeOIS and the t~~~tomer could be the 10urce of an 
error. 

Tbcte are some complaints for which Sprintlaclu sufficient Information to 
decc:rmine the root cause:. This iJ due In part to the fiM:t thet IDIDY of the complaints ere 
two yean old. While Sprint denies any intentional wrooadoina with respect to any of the 
complaints, IS1ber than pumlina cottly and limely Uliplioo, Sprint. In the spirit of 
compromite and coopc:rarlon, ofTen the followina settlement terms In addition to the 
measures outlined above: 

I. Sprint will implement telephone number double entry et an estimated cost 
of$90,000.00. 

2. Sprintlw dedicated re10urees to monitor sales and verific:ation calls and 
I'CCICIIdy rdtcnled ita poUcy on alammlna In 1 memorandum sent to all of 
Ita aacnu and vendor1. 

3. Sprint iJ In tbe poceu of reviewina Ita rescUer and vendor conti'ICIS. 
Sprint bu modified Ita rescUer contl'lc:ts to Include additional lanauaac 
empbasizioa ill DO tolerance policy towvd.s sbmmi.na. 

4. Sprint has Clelled • department dedicated to investiplina slammina 
complaints 111 a.urcnt annual cost of$125,000 aod is expcciCd to cxtced 
$600,000 by year end. 

' ,.. otdUI ..._,die Floricll Lopl 7 a .... , .... uai471J, Secood EAa> • lliJs pro<o111oa po•ldlt 
In I*' I W .-n dlel die Commlulco wUIIdopc NlatiO .,._r UMIIIbarta4 cllqlna of a a ot' a 
eclec:n wrbdcw...tce. laedditbl,lbenalaabaJ.laUow fora :••• 7 tcbMp *O beme•'1 id 
valid If vainc.aloG wu perfonDed COCilhtant wodl 11M Commwloo • a Nics. 
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s. 

6. 

7. 

Sprint is in the process of providina a 1011 fr= number 10 local cxchanac 
complnies !hat can be provided 10 a tustomcr wbo c:laimJ be or she hu 
beaulcnznc:d ThiJ iuxpec:1ed 10 be In place by Ju.ly I, 1991. 
Sprint will contribute Sl$0,000 10 the 11enm.l revenUe fund for the Slate of 
Florida with DO lldmisslon of 114bUIIy or IH!'O~doina. 
If the Commbsion acc:epu Sprint's propo :Is, the Commbslon qrces 10 
close this docket. Moreover, DO alle1111io- of unauthorized c:anier c:banaet 
received by the Commlulo:~ from 1996 tl,.oullh the entry of the orcin 
approvin!l the ICitlementln th!J ~ would be the basis of 
enforcement eetio111 or penalties apinsl Sprint in the future. 

By oft'crina this sculemcnt, Sprint does not waive aoy of ill lepJ riilhb, lnc:ludJ.ni 
the rillhtto c:oate1t aoy asserti0111 of fact or law. 

Sprint S1ro!Jily suppons tbc Commission's commitment 10 rcduciJ!a slammlna 
inc:idenuln Florida aod reiteratet lhat it doa not encow-aae nor tolerate •lammlna. Sprint 
b.llevcs t!le meuura outllocd above have aod will continue 10 detoooo::rl%e Sprl:u ·.; 
commilmau 10 the same aoaJ. Sprint hopes lhat these fi!CIIures are ac:cepcao!• 10 ~ 
staff aod the Commission. 
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~KII~Oodt 
-GA$\!-'1 _ ..... 1111 
....... ,.74 
•• , t ···lllllf"~ 

Thb t. ......... to,_~ lbr lddldon•l iahmct!oa ....s clertfkedotl !>' 
Spcillt' a Sc:nt-g :rt popaal d.-4 Wq 4, 1991. Y 011l'llq\lllllcl1bl A:K1ow1Q1 
iDIOOns!!oa· l)wbas Spiat-'4-Hejt x• ==b-""'"N• • ) , l)a
dct.lt.i ~oCtile,..._ ded!.neted 10 IDOIIItoc .-llld mac.doa calb: 3) a 
copy oldie DilDO .-110 Wlldcxw'..-a 1 II • '"'I Spd.ot'a policy oa a!emml"' <
ettrhed); ..S 4) dill-oflhl dc)MW dedicated to 11.emm1nc oomplalog IDd a 
~pd011 of die cScpcb'*II'IIICtivld•. Below ... tbe fermi of~ ....,lni4!!C J!"'PPMM 
with IIMI lldditloaal 1cq1 1 ~ ~ md SpriDI'a cledllcadon ofltaD 7. 

I. Spdut will 1m ....... ~ maa~bcr cloublAI ct:11ry r11111 ari=eted coG 
o1S90,000.00. Spiar 1a ID 1bl p-of Imp"' n• '"C a-o.douiac 
I)'IICm. lbiii)Stall will iDctl* ICicpbon« !ll!!!!bcr cioul* .ally. Tbaiw 
will be a • otcbla _.,..._ btfi=•• oa"- 1.5, 199a,l\llllllq 
lbrcq!l JatJ, 1991. A.k Iiiii• iJ cxuaplctod, WilliSon will be ~ale4 
~the OCMIIIIIy. ThiJ -~·duu ahoul4 be oompiclle4 wilhlA 
..wnliiiOilllbl. 

2. Sprint baa dedlceaed -to moD.II« Mleo aod wrificMioo ulb. 
Spec;lfkllly, Qllallty DewlopDe:at (QD) 11 I .,.,.wiN. for moaltorin& tile 
qllll.ity oldie .U.IIIIdlc Spriuta Nllioaal R._LMarlal S&b Ccui.er 
O'lJlSC) Ia r •, JCB IDd 011r DiAl \Wdon locMedla ll do. la'OA IIMI 
um.ec~ s-llld c. 1e rt. NJlSC ~ Dcvc~opmea~- OOCIIlau 
oC7 ~ CoorcllDibs, l QlaJlty Spec:hl1rt1, md ODe Qu.ti17 
o.wki ""M=,acr. Tbc QD tMID monhon aep: '*''"* ra:DQit&ly 
llld duQC4b Ml b)' tl6e I .,. Ia ldd.ldon to lbl NJlSC QP-=. 
11Gb v..- buIll OWII Quall1y DoYelopneat t.cs 'Nblcb mcmhon tbelr 
1,....adw ctlllel'lllld sxmcs. dom.........., Coodbec:k to 1b1 N1tSC QD 
t01111. lt'a QD'IlwtJ •w!blllty 10 m.b _.. tbe ....,.mado,.. of the 
blal*l qualily. A41 alee tell •••lw load mhllMdlna lbe CU"mM' 
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,...1 
IX IIJitl!!lone!ty ~ lbl CUIIolll« Ia put 011 oouoc:dw Ktlon Wblcb 

am be ap to ed IDchldlDa lem'inerion Ill wqj"• doc wllb Sala 
M""4 ..... , it'1 ~ [)ewlopmc:al'1 ieep•nsibWty to maD M'e tbe 

ClllfCOCDit **v.lbl Anko llld '"'" ... dilly lllCJ*l ftom. 
telot ''"'''"'redan~. 

3. Sprial .-11.)' 1'111--.d lu pollc:y oo otemmlnaiD a -ndtrm ICZII to 

all of kll&*lllllld nadon. 
4. Sprial bu c.-' dieS' ,,,. A.dloo Cc:a1.er wbic:h Ia ckt lkalcd 10 

iau 1pdna ,..,,. o; wpk"'' • a cummr 8DDU&l coa c Sl~,ooo 
llld l.t c;~c.d to .-.d $600,000 by,._ eod. Thb pot luvestlpza 
tlemmlol cmnplefnte odain*'iq &om Cunomcr Scrvko, .., <en'Civc 
Compl.lbiU, IlleS dill local talepboao oompan;..,, Tbe MIX'IP'·brtt -
~to ddclftllllle It lllcquao -uicalloo cxilced. and upoa 

~ oftbtlftyM!pdon lpp'Oprille IQIIoD l.t IMm 10 raoh~ lbl 
M*OD"MD'~ 

'· Spdllt II iD tbt s-- ofproYidiq a IOU he aumb«to local cxcbenp 
0 Ni t• •• tba C11D be Jillhided to I Cl'"'- who c:lalma bo otlhe hat 

b-. "'' J4d 1bll II a.qe a' 10 bo In p*e by July I, 1991. 
6. Spdat will~ 51.50,000 to It-a-U I'O'YaiiiO fund Cot lbl Sileo of 

Flcrida wldl ao ..,., ........ ofliiiiWty IX wtnli'ld,. 
1. tttt-c-twloa IICOCI'CI SJldal'• JIIOj)i*ll. me C)wmntalou ..-to 

c&o. dl1a clock& Mao ..... 00 all4pdoa of~ cmier ct.aaa 
~bJibac-!eejoa&omJaauay 1,1996~Apri123,1991, 

woul4 bo me bM1J of tlllbc_. acd~ IX peaaltlca apinlt Sprim In lbo 

tutarc. 

By oft'triaa lbl.lwniNNOf, Spdal does aot wa1vo fZt1 o!illlcca1 rl&bu, inchwf!na 
!be rfabt to ooac.c .:q • 1 dow offllr;t or llw. 

ODCC apl.a, Spdat ~)' INppOI'II tbe (Am minion's oommiiiiiGallo nd\lciaa 
slemmlna lndd«nu In Florida &Dd rdtemW lhlllt cloOI 001 CllOO\Illll IIOf IOlcnll:: 

•t-=»na 
Tl.laalt you Cot 'JWI u-&Dd OCIIII1dcnd.oa. 1"- c:alJ If you DOOd addltioaal 

IDAvmmClD. 
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T tl"l'f M. lada 
/JWJttt1r. y ..... .w. 

OwrdltJI-',-,apvwt.a..-fll_...,. It ,_ • ..,~.....,he'nldoau4 

P""' ... fon·' hcfn •• ,1 .. who pard ~ ................. ot ... ..... a ........ la 
deftloM . $1 I • ~..., ............. x* I 'a•....... --,._ lrtW II)' 

111)1- ........ - .... a- . u.ooo · 120,000 ....-, por 10 . -·-.... 
.. ._ 7 I lllla,....._AiaPedomllowlftlll&-llaaW&ttuGOO,OOOporocCJA r 

P %~ • -MIIe ... C II ................. ..,_.,>bmdlthm I?fll ...... ~,I ~ ......... fll I I\ ......... l>ydltC ..... llo6lt 
d.incldw, .. en I ' ·w- · WIt' h& a~ ,.._ _. • ,_sa~ tor a 

..... Sis ... .w......., ... _ ........ 
1'111'1 . ........... 

AJ &icdudor, lprtllllnel i7GC _. wllli?GC ...,_dot,....... fii..W. ..... ,.opor ..cb.iacta. 

... .... - Ia ...... swl5 
1 

•• ..w........... . ~ willlau 711* 
-ltelao-'*•..,=·hi*JMYt-.llla'*:ldlw...,_•IO*Iz' .,,_"--ce. 
f'.td'bdr ol...., It oloo ~ lot I 11 

_. ~ t-.11 h ca;ICII,. 7ICIIGD a woll •nplee ol 
1\WIIoldoll lno:lluM _,...., .. - ..., .............. ..slot - l:t)io& -- ........ ... -. ......... ealodool • .,. __ _ 

.... MC I .............. ,_w.~ ............. .- . 1)>11)'.-.... 111 

......... I a,do&'Noaloo~·-R s 7 ..... ,...., ~poialfotall 

I r' tr p-.. _. ....-.. n. ,.....,. <11 ·7 h& It ._, at • dol 

us · 5 

.... I!DIItobeaWiadd leeet' ' dw~. 
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