
L State of Florida 
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DATE: April 1,2004 

TO: 

FROM: 

RE: 

Blanca S. Bay6, Commission Clerk and Administrative Services Director 

Melinda €3. Watts, Engineer 111, Division of Competitive Markets & Enforcement 

Docket No. 040196-TI - Compliance investigation of Globcom, Inc. for apparent 
violations of Sections 364.02( 13) and 364.336, Florida Statutes. 

I 

Please add this document to the Docket file for Docket No. 040196-TI. 



State of Florida 

DATE: October 21 , 2002 
TO: 
FROM: Rick Moses, Chief, Bureau or Service Q u a l i e  
RE: Request for Audit - Globcom, Inc. < 

Denise Vandiver, Chief of Auditing 

Attached is a letter from staffto Globcom, Inc. stating the possibility of apparent overcharges 
for intrastate calls made using one plus service. It appears that Globcom, Inc. may be charging rates 
higher than those stated in the tariff, rounding call durations in one minute increments in violation 
of tariff defined increments, and possibly charging time in excess of actual time used during a call. 
It appears that an audit would be appropriate to determine if Globcom, Inc. is in apparent violation 
of the Commission Rules. 

Accordingly, 3. request that an audit be initiated to investigate the allegations in the supplied 
information to aid us in determining if Globcom, hc. is in violation of the Commission Rules. 
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STATE OF FLORIDA 
COMMISSIONERS: 
LILA A. JABER, Ci um 
J. TERRY BEASON 
BRAULIO L. BAEZ 
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RUDOLPH “RUDY” BMLEI’ 

D~\‘ lS~ON OF COMPET~TIVE  MARK^ & 
ENFORCEMENT 
WALTER D’HAESELEER 
DIRECTOR 
(850) 413-6600 

- October 13,2002 

V I A  CERTIFIED MAIL 
AND FACSIMILE (847) 297-6906 

I 

Mr. Glenn Kofman 
Globcom, lnc. 
21 00 Sanders Road; Suite 150 
Noflhbrook: lllinois 60062-61 40 

Dear Mr. Kofman: 

The Commission staff has reason 70 believe that Globcom, Inc. (Globcom) may be charging 
. Florida customers higher rates for intrastate calls than what is slated in its taris. The tariff slates 
each completed intrastate call will be billed $0.0286 for the initial 18 seconds, and $0.0095 for each 
6 seconds thereafier. We understand that Globcom is charging a flat rate for intrastate calls of $0.12 
per m 1 nut e .  

ln addition, Globcom’s tariff states “Any portion of an applicable increment, after the 
appropriate minimum rime for the call, will be rounded upward to the next increment.” It appears 
that Globcom maybe rounding calls to the nearest minute and may also be charging more minutes 
than the time the call actually lasted. 

The issues slated above are apparent violations of Rule 25-24.485(1)(i), Florida 
Administrative Code, Tariffs, which stales jn part: 

Companies shall charge only the rates contained in their tariff. 

I have enclosed a copy of the applicable pages from Globcom’s tariff. If Globcom has 
charged cuslomers rates that exceed the tariff rales, then a refund to the affected customers would 
be appropriate. Commission Rule 25-4.1 14, FJorida Administrative Code, provides guidance 
regarding cuslomer refunds (copy of Rule enclosed). Please investigate and provide a written 
response to me by November I ,  2002. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUM.4RD OAK BOULEVARD. TALLAHASSEE, FL 32399-0850 
An AfTirmalivr Arlion/Equal Opportunity Employer 

PSC Website: 11 t tn : / /~~ ‘~~~~ .nor idap , sr . com Internet E-mail: ~onract~psc.staic.n.us 



Mr. Glenn Kaufman 
Page 2 
October I I ,  2002 

In your response, please include the fo3lowing: 

1. The number of customers affected. 

2. Total amount of overcharges caused by: 

a. Fer minute rate erroneously charged 

b. Rounding errors 

c.  Call timing errors. 

3. The proposed method of Refund. 

4. The proposed date (month) in which the Refund will occur. 

5 .  Updates to the lariff which reflect the currenl rates and increments used for billing. 

6. Total number of minutes of inIrastale 1031 billed to Florida customers. 

7. The time frame (start and stop dales) Florida consumers were overcharged. 

Please do no1 implement a refund until the Commission has approved any 'refund amounts 
and the method in which Globcom proposes IO accomplish the refund. Also, please be aware that 
s~affwill calculate interest on the overcharges and the customers must be credited overcharges plus 
interest. 

If you believe Ihat stafrs interpretation is erroneous, please provide a detailed explanation 
of why this j s  the case. If you have any questions, IJOU can reach me at (850) 4 3 3-6546, or by fax 
at (850) 413-6547. 

Sincerely, 

Angela Fondo 
Bureau of Service Quality 

Enclosure 

cc: Jackie Gilchrist 
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SECTJON 3 - DESCRlPTlON OF SERVJCE 

3.1. 	 T1MJNG OF CALLS 

3.1.1. 	 The Customer's long-di5tance usage charge is based on the actual usage of 
Company's service. Usage begins when the called party answers, (i.e. when any two­
way communication, often referred to as "conversation time" is possible). \\Then the 
called pany answers is determined by hardware supervision in which the local 
telephone company sends a signal to the canier's switch or the software utilizing 
audio lone detection. When software answer supervision is employed, up to sixty 

.(60) seconds of ringing is allowed before it is billed as usage of the network. A call is 
terminated when either the called or calling party hangs up. 
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3.1.4. 	 There is no billing for incomplete calls. 

3.2. 	 MIJ\1MUM CALL COMPLET10N RATE 

Customers can exp<:;ct a calJ completion rate of not less than ninety (90) percent 
during peak use periods for all Feature Group D Equal Access "} plus" services. The 
call completion rate is calculated as the number of ca]]s completed (including calls 
completed to a busy line or to a line which remains unanswered by the called party) 
divided by the number of calls anempted. 

Jssued: April 16, 200J Effective Date: 

Jssued By: Glenn Kaufman 
AUG 08 	2DU1President, GlobCom, Jnc. 

950 MiJwaukee A venue, Suite 2 15 
Glenview, JJ]inois 60025 
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SECT]ON 4 ~ RATES 

4.1. SERV]CE CHARGES 

Service charges per accounl are bc..sed on the following schedules: 

4.1.1. Swilched Access Services 

A. Swilched One Plus Service 

Jnili Cikl:8~;,S~05TJ'dfl rA'i(jd~~'0n2~~~'e€on-cla 
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r$.1tP2Jl._ ~'Q}D09'1t 	 9.51 ¢. fY'0~',.J 
4.] .2. Operalor Assisted Calls 

A. Per Call Services and Rales 
Per Call 

Busy Line Verificalion $1.55 
Operalor Verificalion/lnlerrupl Service $1.40 
Third Number Billed $],50 
Collecl $1.50 
Person-lo-Person $3.40 
Slalion-lo- Slalion $],20 
911 Emergency Service $0.00 

B. 	 Per Minule Rale 
Per Minute 
$0.50 

Jssued: April ]6,200] Effeclive Dale: 

Jssued By:. Glenn Kaufman 
AUG 0 8 2001President, GlobCom, Inc. 

950 Milwaukee A venue, Suile 215 
Glenview, lllinois 60025 
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charge a rezsoneble fee t o  d e f r e y  t h e  c o s t  of r e s t o r i n g  s e r v i c e ,  provided such  
charge is s e t  o u t  in i t s  epproved t e r i f f  on f i l e  w i t h  t h e  Commission. 
Specific Authcr i ty :  250.327, 427.704 ( 8 ) ,  F . S .  
LZW ~ m p l ~ n ~ n t ~ d :  364.03, 364.19, 364.604, 427.704,  F.S. 
History: NEW 08-01-55, >&ended 12-01-68, 03-33-76, 10-25-84,  10-30-86, 01-01-91, 
09-17-92, 01-31-93, 01-25-95, 07-05 -00 .  

25-4.334 Refunds. L 

(1) A p p l i c z b i l i t y  - With the e x c q t i o n  of &posit r e f u n d s ,  a11 refunds 
ordErod by t h e  Commizzion shsll be mzde i n  accordance wi th  the p r o v i s i o n s  of t h i s  
~ u l e ,  u n l e s s  o t h e r w i s e  ordered by t h e  Commission. 

( 2 )  Timing of Refunds. Refunds m u s t  be mzde w i t h i n  ninety ( 9 0 )  days of 
t h e  Commission's o r d e r  u n l e s s  B d i f f e r e n t  time frzme is p r e s c r i b e d  b y  t h e  
Commission. Unless a s t a y  h a s  been requested in w r i t i n g  End g r a n t e d  by t h e  
Commission, a motion €or r e c o n s i d e r a t i o n  of an  o r d e r  r e q u i r i n g  a refund will no t  
d e l a y  t h e  t i m i n g  of t h e  refund.  I n  t h e  event  t h a t  a s t a y  i s  g r e n t e d  pending 
reconsideration, t h e  t iming of t h e  r e f u n d  shall commence from t h e  d a t e  of t h e  order 
d i s p o s i n g  of zny motion for r e c o n s i d e r a t i o n .  T h i s  r u l e  does n o t  a u t h o r i z e  any 
motion for r e c o n s i d e r a t i o n  not o t h e r w i s e  a u t h o r i z e d  by  Chapter 25-22, Florida 
A d m i n i s t r a t i v e  Code. 

- -_  (3)  Bzsis of Refund. Where t h e  r e fund  is t h e  r e s u l t  of a specific r a t e  
chenge, i n c l u d i n g  i n t e r i m  rzte incrEzses, znd tho  r e f u n d  can  be computed on a per 
customer b e s i s ,  t h a t  will be t h e  basis of t h e  r e f u n d .  However, where t h e  r e f u n d  
is not related t o  specific r z t e  c h m g e s ,  such as a r e f u n d  for overearnings, t h e  
r e f u n d  s h a l l  be made t o  customers of record as  of a date  specified by t h e  
Commission. I n  such czse,  refunds s h E l l  be mzde on t h o  basis of Gccess lines. Per 
customer r e f u n d  refers t o  a r e fund  t o  e v e r y  customer r e c e i v i n g  s e r v i c e  d u r i n g  t h e  
r e f u n d  per iod .  Customer of record refund refers t o  a refund t o  Every customer 
r e c e i v i n g  se ' rv i ce  a s  of 6 d a t e  spec i f i ed  by t h e  Commission. 

( 4 )  I n t e r e s t .  
( a )  I n  t h e  c z s e  of r e f u n d s  which t h e  Commission orders t o  be mede w i t h  

interest, t h e  cve ra9e  monthly i n t e r e s t  r e t e  u n t i l  t h e  r e f u n d  is p o s t e d  t o  t h e  
c u s t o m ~ r ' s  accoun t  shsll be based on t h e  t h i r t y  (30) day commercial  pzper r a t e  for 
h i g h  g rade ,  unsecured  notes sold t h r o u g h  d e z i e r s  by mzjor  cGrpoxa t ions  i n  m u l t i p l e s  
of $ 1 , 0 0 0  as  r e g u l a r l y  published in the Wall Street J o u r n a l .  

(b) This zverzge month ly  i n t e r e s t  rcte s h a l l  be c z l c u l a t e d  for  e a c h  month 
of t h e  refund period: 

1. By Eidding t h e  p u b l i s h e d  i n t e r e s t  r z t e  i n  e f f e c t  for t h e  last 
b u s i n e s s  day of t h e  month p r i o r  t o  ezch month o f  the r e f u n d  period and t h e  
p u b l i s h e d  r a t e  in Effect f o r  the lsst b u s i n e s s  day  of each month of t h e  
refund period d i v i d e d  by t w e n t y - f o u r  ( 2 4 )  t o  o b t z i n  t h e  a v e r s g e  monthly 
interest r a t e ;  

2. The zverage monthly i n t e r e s t  r a t e  f o r  t h e  month prior t o  
d i s t r i b u t i o n  s h a l l  be t h e  zzme B S  t h e  l a s t  czlculated averzlge month ly  
i n t e r e s t  r z t e .  
( c )  The averE.pe monthly i n t e r e s t  r c t e  shzll be Epplied t o  the sum of t h e  

previous month's end ing  b z l a n c e  ( i n c l u d i n g  monthly i n t e r e s t  z c c r u a l s )  and t h e  
cu r ren t  month's end ing  b a l a n c e  d i v i d e d  by two ( 2 )  t o  accompl i sh  B ccmpounding 
e f f e c t  . 

( d )  I n t e r e s t  M u l t i p l i e r .  When t h e  r e f u n d  is ccmputed for each cus tomer ,  
an i n t e r e s t  multipliEx may b e  applied s g e i n s t  t h e  m o u n t  of Each c u s t o m e r ' s  r e f u n d  
i n  lieu of a monthly calculation of the i n t e r e s t  f o r  e a c h  customer. The in teres t  

I 
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m u l t i p l i e r  shsll be c z l c u l z t e d  by d i v i d i n g  t h e  t o t 6 1  Emount refundable t o  a l l  
customers, i n c l u d i n g  i n t e r e s t ,  by t h e  t o t z l  zmount of t h e  refund, excluding 
i n t e r e s t .  For t h e  purpcze of c z l c u l z t i n g  t h e  i n t e r e s t  multiplier, t h e  u t i l i t y  may, 
upon spproval by t h e  Commizzion, e s t i m t e  t h e  monthly r e f u n d s b l e  amount. 

( e )  Commission s t z f f  s h E l l  p r o v i d e  EpplicEblE interest rst,e f i g u r e s  and 
a s s i s t ~ n c e  i n  c a l c u h t i o n s  under t h i s  Rule  upon r e q u e s t  of t h e  affected u t i l i t y .  

(5) Method of Refund D i s t r i b u t i o n .  For t h o s e  customers  s t i l l  on the 
system, E c r e d i t  s h a l l  be mzde on t h e  b i l l .  I n  t h e  event t h e  r e f u n d  is for  a 
g r e z t e r  zmount t h a n  t h e  bill, t h e  r ema inde r  of t h e  c r e d i t  s h a l l  be carried forward 
u n t i l  t h e  refund is completed. If t h e  customer so r e q u e s t s ,  a check  for any 
n e g a t i v e  b a l s n c e  m u s t  be s e n t  t o  t h e  custcmor w i t h i n  t e n  (10) days of t h e  request .  

For cus t cmers  e n t i t l e d  t o  a r e f u n d  but no lonqer  on t h e  system, t h e  company 
shall m a i l  a r e f u n d  check t o  t h e  I E s t  known billing address except t h a t  no refund 
fo r  l e s s  t h a n  $1.00 w i l l  be msde t o  these  customers. 

( 6 )  S e c u r i t y  f o r  Money C o l l e c t e d  Subjec t  t o  Refund. I n  t h e  case  of money 
b e i n g  collected s u b j e c t  t o  refund,  t h e  mGney s h a l l  be secu red  by  E bond u n l e s s  the 
Commission s p e c i f i c z l l y  a u t h o r i z e s  some o t h e r  t y p e  of s e c u r i t y  such  as plbcing the 
money in Escrow, Epproving B c o r p o r z t e  u n d e r t z k i n g ,  or providing a letter of 
c r e d i t .  The Can"mssion may r e q u i r e  t h e  compzny t o  p r o v i d e  E report by the 10 th  of 
EEch month i n d i c z t i n g  t h e  monthly End total zmount of money subject t o  refund 2 8  

- -- of the end of t h e  preceding month. The report s h a l l  ~ l s o  i n d i c a t e  the s t a t u s  of 
whatever  s e c u r i t y  i s  being used  t o  o u a r z n t e e  r e p s p e n t  of t h e  money. 

( 7 )  Refund Eepor t s .  During the p r o c e s s i n g  of t h e  refund, monthly reports 
on t h e  s t e t u s  of t h e  refund s h a l l  be m s a e  by t h e  1 0 t h  of t h e  following month. I n  
z d d i t i o n ,  a p r e l i m i n z r y  r e p o r t  s h a l l  be made w i t h i n  t h i r t y  (30)  days  a f t e r  the d z t e  

A f i n a l  r e p o r t  shall be mtae  
z f t e r  ~ l l  z d m i n i s t r z t i v e  Ezpects  of t h e  r e f u n d  E r e  ccmpleted.  The sbove r e p o r t s  
shsll specify the fol lowing:  

( a )  The smount of money t o  be r e f u n d e d  and how t h a t  Emount W B S  computed; 
(b) T h e  Emount  of money a c t u a l l y  refunded; 
( c )  Tho zmount of zny unclaimed r e f u n d s ;  a d  
(d) T h e  s t E t u s  of tiny unclzimed cmounts.  
( 8 )  With t h e  l a s t  r epor t  u n d e r  s u b s e c t i o n  ( 7 )  of t h i s  Rule, t h e  c o m p a y  

shall suggest  B method for d i s p o s i n g  of any unclaimed emounts. The Commission 
s h s l l  t h e n  o r d e r  a method of d i s p o s i n g  of t h e  unclaimed f u n d s .  
Specific Authori ty:  350.127 ( 2 ) ,  F . S .  
LEW ~ m p l ~ ~ e n t e d :  364.05(4), 364.055 (2), 264.07, 364.08, 364.19, F.S. 
History: New 8/17/83. 

I t h e  refund i s  completed end e c a i n  90 d a y s  t h e r e s f t e r .  

25-4.135 Directory Assistance 
(1) D i r e c t o r y  a s s i s t z n c e  s e r v i c e  p r o v i d e d  by any telephone company s h a l l  

be subject t o  the fo l lowing :  
( a )  Chzrges for d i r e c t o r y  z s s i s t a n c e  shall be r e f l e c t e d  i n  t a r i f f s  filed 

w i t h  t h e  Commission snd shsll apply t o  the e n d - u s e r .  
(b )  The t s r i f f  s h a l l  s t a t e  t h e  number of telephone numbers t h a t  may be 

r e q u e s t e d  by B customer p e r  d i r e c t o r y  assistsnce call. 
( 2 )  ChErqes f o r  c a l l s  w i t h i n  6 l o c ~ l  calling z r e a  o r  w i t h i n  a c u s t o m e r ' s  

Home Numbering Plan Area IHNPA) a h z l l  be st r a t e s  p r e s c r i b e d  i n  the general service 
t a r i f f  of t h e  local ~ x c h a n a e  ccmpsny originzting t h e  c ~ l l  and shall be s u b j e c t  t o  
t h e  following: 

( a )  There s h a l l  be no chsrge fo r  d i r e c t o r y  ~szistznce calls from lines or  
t r u n k s  s e r v i n g  i n d i v i d u a l s  with d i s z b i l i t i e z .  A s  used i n  t h i s  rule  subpart snd 
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