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N- PUTNAI-1 COUNTY NEWS 

Address THOI-IAS R. F I RR IOLO 

P.O . BOX 512 

clwtZip EAST PALATKA 32131 C<>U>ty~ 

Account N~~~----------------------------------------

co-wny SOUTHERN BEll TELEPHONE & ELEGRAPH 

Attn. 11AR IE MURRAY 
~onsuncr 's 
·~ tt'pll~ = ( 904)- 329-9036 0IJco,-~urp 

(.l."l 8~ 

R~ach«< (904) -329-8940 C~twvvo ro .f.l'Ht.).)-/ 

Has coosu:>er contact«! coapany" Yes.]. No __ \Ol'lo ------- --------- --- -------------

PLEASE INVESTIGATE THE INFORMATION OUTLINED IN THE ATTACHED 

CORRESPONDENCE AND PROVIDE ME WITH A DETAILED REPORT BY TH E DATE SHOWN 

AT YOUR LOWER RIGHT . 

*Mr . Hanna said that Mr. Firriolo called on September 30, and he said 

t hat Mrs . Murray from the company had called him about his compla1 nt. 

He told Mrs . Murray that he didn't want to discuss the problem with 

her , and Mr . Hanna told him that I was investigating the complaint 

with Southern Bell. 

*! called Mr. Fi rriolo on September 30 at 1:30 p.m. , and 1 explai ned 

the complai nt handl ing procedures. l suggested that he discusses the 

problem wi th the company in order to resolve the problem, and he said 

that he will but prefers to discuss the problem wi th someone else. He 

wa sn't SLre if she wa s calli ng as a result of the complai nt with the 

Convni ss ion because she said that she was ca 11 i ng 1·egard i ng hi s letter 

to Mr. Tyo. I told him that I will call the company and relay that 

~~·· ,o. ""3""53~S~?o..!.P ______ _ 

By SAS ; •coe II: II AM ootc09/ 28/ 92 

ro ~ ,,.,. ....!..f~ax~-- omQ9/ 29/ 92 

COIJlll • •nt I YP" -=t,s_-...;.4...;.4 _______ _ 

Nm See PUTNAM.JRD 

Just • • •cat ion ....:S<-------- --- --

Closec by SAS Date 11/04/920 -R~pty q~.,ived __:T __________ ________ _ 

CONSUMER REQUEST 
FLORIDA 

PUBLIC 

SERVICE 

COM4ISSION • 
101 EAST GAINES STREET 
TALLAHASSEE, FlORIDA 32399 

PLEASE RETURN THIS FORM 
WITH REPORT OF ACTION TO: 

Shirley Stokes 

!0114/ 92 
DUE: ______ _ 



N~ PUT NAM COUNTY NEWS c~~ SOUTHERN BELL TELEPHONE & TELEGRAPH 

informat ion that he wi l l discuss the complaint with company, and he 

wanted to discuss the complaint with someone other th~n Mrs. Murray. 

*I called. co. (Margar ita) on September 30 around 1:~0 p.m. a ·~ 

relayed the above info. 

*Mr. Firr iolo called on October I at 8:33 a.m .. and he says that the 

company shut off his fax number 904/ 329·9036 yesterday, and he says 

that he didn' t receive a call from the co. after he spoke with me 

yesterday. 

*I called co. (Dory) on October 1 at 8:35a.m. and relayed info. about 

the disconnection, and I told Dory to make sure that someone gets in 

contact with him regarding the complaint. 

*Mr . Firr1olo call ed on Oco tber I at 8:50 and wan ted to know what the 

co . sa id. 

*I expla ined how the complaints are handled and someone shou ld be 

get t i ng in contact with him. 

Q~st •o. ~3~5~3~5~2P~ .............................. -

CONSUMER REQUEST 
FLORIDA 

PUBLIC 

SERVICE 

COtiUSSION 

• 

• 101 EAST GAINES STREET 
TALLAHASSEE, FLORIDA 32399 

PLEASE RETURN THIS FORM 
WITH REPORT OF ACTION TO: 

Shirley Stokes 

10/ 14/ 92 
DUE: _______ _ 
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*He says that he'll be sending me a letter. I • 

*Pat Shield (co.) called on October 1 at 11: 30 a.m. She said that Mr . 

Fir riolo has been talking with the public relation and securi ty o~fice 

people. Co. has explained charges to him previously. and co. has been 

trying to get speci fi c information regarding his complaint without 

results. Co. will restore his fax line (located at residence) 

depending upon the outcome of the complaint, and the check he sent the 

co. was for his Jusiness acct. Also, Mrs. Murray will call him t o let 

him know that the managers are in a meeting today, and she will 

probably let him know that a James Droste. manager , will probably be 

the one to call h1m regard ing the complaint. She also said that 

329-8907 shown as the residenti al line on the letter is actually the 

ring master P off the business line. 

*Mr. Firriolo called Oct. 1 at 11:55 a.m. He 's going to send me a 

END OF THIRD PAGE -- SEE WP/ PUTtiAM.jrd TO ADD ADDITIONAL INFO. 

CONSUMER RE1QUEST 

FLORIDA 

PUBLIC 

SERVICE 

COtiUSSION • 101 EAST GAINES STREET 
TALLAHASSEE, FLORIDA 32399 

PLEASE RETURN THIS FORM 
WITH REPORT OF ACTION TO: 

Stnrley Stokes 

10, ;! 92 
DUE: ______ _ 



COMPLAINT NO. J5352P 
ATTACHHENT PAGE NO. 1 

letter, but he wanted to read it to me. I provided above info . regarding the line will be 
restored, but he needs to put specific info. in letter spelling out problem and what he 
~ants the co . to do to rectify the problem. 

See Letter from Mr. Firriolo 

Faxed letter co co. on October 2 

M~. firriolo called on oc tober 6 at 10:08 a.m. He says that he hasn't heard from the 
company, and he wanted to know if I needed another letter . Ht also wanted to know if a 
meeting will be set up and what will be his next step if the problem isn't resolved . 

I explained that the co. told me that Mrs. Murray was going to call him on Oct . 1 to let 
him know that a manager was going to call him . I told Mr . Firriolo that I didn't need 
another letter, and I w.ill call the co. again . If the pr oblem isn't resolved to his 
satisfaction, he will be advised of the next step . However, I need the opportunity first 
to try to resolve ~he problem . 

I left a message on Oct . 6 at 10 :15 a . m. for the co . (Pat Shields) to give me a call. I 
also relayed the information to Margarit a (co .) regarding Mr. Firriolo's statement t hat he 
hasn 't heard from the company . 

• 

Mr. Firriolo called on Oct. 6 at 11:35 a. m. He wanted t o know t he results of my contact 
with the compary. He says that he's still having some intermittent ly problems with the • 
service, and the co . has this informatio n on fil e . He also said that he has the 
informat ion on a tape. 

I told him that I was waiting for the company to return my call, and I told him that I was 
trying to get specif ic information from him previously about the service problems and 
installation problems. I relayed the information to Pat Shields at 11 : 40 . 

Mr . Firriolo called again on Oct . 6 at 11:55 a . m. He said that a Mr . Keating called hie, 
and the call was discon nected. He says that Mr. Keating gave him authorization to tape 
the message, and he wanted me to listen to it . He says that Mr . Keating hasn 't returned 
the call. (Mr. Keating had acknowledged receipt of the complaint, and the phone 



COHPLAINT NO. J5352P 
ATTACHHENT PAGE NO. 2 

conversation was disconnected . ) Mr. Firriolo says that is one of the problems that he has 
experienced, and he also referred to other infor~ation in his letter . He wants the 
problem resolved today, and he kept repeating information. He also ment ioned that he was 
going to do a news story about the problem, and he wants to discuss the information ~ith 
Mr. Hanna and me aft er lunch . 

I told Mr . Firriolo tha~ I will let the company know that the telephone call was • 
disconnected, and I'm trying to resolve the problem. I also told him that I'll let Mr . 
Hanna r eview the file . However, he ~asn't given Mr . Keating time to return the call. I 
explained due date for the report. (However, he kept going on and on about the same 
i n formation . ) I told him again that I will call t he co . t o relay the information about 
the call being disconnected , and I t old him bye . 

I relayed the information to co. (Pat Shields) on Oct. 6 at 12 : 12 p.m. 

Pat Shields (co . ) called on Oct. 6 at 2 : 27p . m. She says that when Mr. Fir riolo asked him 
to hold on , he never came back on the line. He tried to reach him Nithout results . (She 
doesn't know if Lhe line was busy or if the r e. was no answer. ) He will try to reach him 
again. She says also t bat the customer has cla imed wir e tapping in the past along with 
o ther problems . 

Dick said that a company ma nager called on oct . 6 (approx. 3: 43 p . m.) while I was on 
another .. ~ine, and he said that Mr . Firriolo wanted him to call the Commission to let me 
know that he will talk with Mrs. Murray. 

About the same time or shortly thereafter, Mr . Firriolo called George and said that a 
service manager had called h im regarding service, but the problem is with billing . George 
said a manager in billing s hould make a premise visit. 

I called co . (Pat Shields) o n October 6 at 3 : 47 p.m. to discuss the recent information . I 
told her that the PSC is requesting that a m.anger in billing and a manager in service make 
a premise visit to discuss and try to resolve Mr. Pirriolo' s problems today. 

10/08--Pat Shields (co . ) called at 9 : 28a . m. She says that Mrs . Mur~ay called Mr. 
Firr i0lo late afternoon on Oet. 6 to schedule a meeting with him and ~he billing ganager, 

• 



C011PLAINT NO. 35352P 
ATTAC!-f.}1ENT PAGE NO. 3 

Mr . James Droste. Mr . Firriolo said that he was too busy during the days working on his 
4th edit ion , and he wanted t o mee t during the evenings o r weekends . However, the company 
couldn 't do that. He agreed to discuss information over the phone with Mrs. Murray, and 
company believes that he doesn' t want to pay for the installation charges. Mr. Dr os t e was 
t o call Mr. Firriolo by t oday regardi ng t he bill. 

See I nterim Report--furcher respon~e by October 22 

Mr. Firriolo called on Friday , october 9 and said that he was verifying fax number to s end 
Mr. Hanna and me a copy of a letter he was faxing t o South~rn Bell. 

Mr . Firriolo called on Tuesday, Oct ober 13, ~nd he said tha~ he was faxing another copy of 
the letter since southern Bell told him tha t the let ter that he faxed Friday wasn ' t clear. 
He says that it had been typed on a ~ypewriter instead of a computer, and he was going to 
fax me another copy . He wanted to know if T had received the letter, and I told him t h at 
I hadn ' t received it . 

See Interim Report- -final report by Novembe r 10 

See Final Report 

Closed by letter 

• 

Mr. Firriolo called on Novembe r 12 at 1 : 30 p.m. He says that he received my letter; • 
however, he isn ' t totally satisfied with the $3 6 . 24 a d justmen t on telephone numbe r 
904 /3 29-8940 . He says that t he company didn' t waive the connection charge, and cc~pany 
had bi l led him $20 a month for two hours of calls . He wants those charges adjust ed . 
However, he is satisfied with the $114 . 45 adjustment on the other telephone number. He 
says that he is mailing the company a letter, and he will send me a copy of that letter. 

I relayed the above information to co. (Dory) on Nov. 12 at 1:44 p.m. 

Copy of Mr . Firriolo ' s Nov. 9 letter t o co. stating he isn't satisfied with Ms. Murray"s 
November 2 letter . 



COMPLAINT NO. 35352P 
ATTACHMENT PAGE NO. 4 

Copy of Mr. Firriolo's Nov. 18 letter to co. and requesting that the PSC keeps the fil e 
open. 

I called co . (Dory) on November 19 a nd explained that I've received a copy of Mr. 
Firriolo's Nov. 18 letter to Ms . Murray, and I told co. to make sure that the co. responds 
to information in that letter . 

Dory called on November 20 to request a fax copy of Mr . Fitriolo's letter--faxed 

See Supplemental Report 

Letter to Mr. Firriolo 

Letter Dated De~ . 24 with attachments from Mr. Firriolo 

Information f axed to Co . on Dec. 30 

Mr. Hanna said on January 7 that Mr . Firriolo called and ~aid that the company is 
threating to disconnect his service . 

• 

I relayed the information to company (Pat Shields) o n Jan . 7 at 3 : 28 p.m. I told her to 
make sure that the company doesn ' t disconnect any of Mr. Firriolo ' s services beca~se the 
case will probably go to an informal conference . I also told her to get a report to us 
soon regarding the information in his December 24 letter. • 

Pat Godsil called on Jan. 7 at 3:46 p.m. and left a message with Karla for me to call her. 

I returned the call at 4:15p.m., and Pat (co.) told me that Don Moore, Operation Manager. 
said that he isn ' t aware of any collection treatment on the account. However, he will 
follow up to make sure no action is taken. He also said that the c o mpany is trying to get 
its PR people together to resolve the customer's concerns, but this can 't take place until 
Monday, January. 

See Supplemental Report 



COMPLAINT IW . J53 52P 
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George told me on Jan . 13 co send Monique Cheek in Com~unications a copy of the file-
SENT. 

1 / 20/93 Received copy of December b1ll for 826- 0888 f r oc cuscocer. Spoke co ~~. Firriolo 
and advised him that I have been assigned the case . I told him about che infor=al 
conference procedure . He want~ eve ryone at Sout hern Bell who has been i nvolved 1n the 
problem t o be there . I advised him tha t Southern Bell would send whacever representat ives • 
were necessary to r esolve che problem. He is faxing anothe r letter. 

1/20/93 Received copy o f memo from Mo n i que Cheek to Char les Rehwinkle. 

1 / 21/93 Received copy of letter f rom cus t omer to Michael D. Stewart, SB. 

1/26/93 Sent letter to c u stomer advising him that I have been assigned and telling him 
what t o expect . Copy to Monique Cheek 

1/29/93 Mr . Firriolo called after receiveing my letter. I tried t o expla i n to him that 
the purpose of the informal con f erence was to help r each a resolution o f the problems. He 
believes that if he can n o t have everyone he wants at the conference that it will not be 
fair . He wants the conference held in St. Augustine. I told him I would set it up and 
contact h im. He said he will publish this incident in all thr ee of his papers . I advised 
him that the proceedings are a matter of public record. 

2/1/93 Spok~ to Mr. Firriolo about scheduling conference. He said he can meet any t ime . • 

2/2/93 Scheduled conference f or 2 : 00 pm Feb . 16 at St. John's County Library . Sent 
lette r to customer . 

2/9/93 Mr. F1rriolo called and said he had to go into the hospi tal and asked chat we 
reschedule . I advised h im that I would cdll him a fter h e gets out o f the hospital and 
reschedule the conference . 

2/19/93 
2/22/93 
2/23;93 

Tried to c all cuscome r . Line busy . 

" " " " " " 
Pa t Godsil of southern Bell called and said that customer is not paying anything 



COMPLAINT NO. 35352P 
~TTACHMENT PAGE NC. 6 

on h is bill. Tried to call again . Line busy. 
2/24/93 Line busy. 1:40PM Left mes sage on machine for Mr. Firriolo to call . Mr. 
Firriolo called and I told him tha~ the charges on 829 - 6622 need to be paid. He said for 
me to just tell him where and when we ~ould meet and he would be t here . 
3/3/93 Reserved meetin~ room at St . John's c~unty Public Library for 2 : 30 PM Monday March 
29 . Left message on Mr. Firriolo's machine. Sent letter to customer, Southern Bell , and 
Library conf irming date and time. 

4/6/93 Informal conference held 4/5/93. In atte ndance were Mr. Firriolo, a nd Souther n 
Bell representatives Beverly Murray, Assistant Manager Business Office, Jane Droste, 
Business Office Manager, Nelson Thurston, Sec urity Manager, Paul Keating, Assistant 
Manager Installation and Maintenance, Carlos Muniz, Manager Installation a nd Maintenance, 
Michael Stewart , M~nager Public Relations. 

The r e are three areas of disput in the case . Mr. Firriolo has complained that the 
installation of the telephone at Louis Broer Road was poor and resulted in interrupted 
service . Southern Bell has credited him with 2 weeks service and at the confer ence agr eed 
to credit the installation charges of $54.50 even though they claim that they did what he 
asked them to do. 

The second conflict had to do with the placement of the protector at 2114 President 
Street . Soutnern Bell has provided a credit for that accounL . The only remaining 
question has to do with charges for (904)826-0888 . Mr. Firriolo says that he never 
ordered residential service at that number; southern Bell says that he did and even called 
back to change the date of the installation. Mr . Firriolo says that he has tape 
recordings of the conversations that he had with Ms . Helfer w11en he placed the order for 
business service. southern Bell says that the order for the residentia l service was 
placed at the same time. Mr. Firriolo did not bring the tapes with him. I advised him 
that he could file furthe r information after the conference and that if he had something 
to support his statement that he did not order service I would consider that. I advised 
him to get i t to me quickly because I would be working on a recommendation to the 
commission . 

southern Bell stated that Mr. Firriolo had not paid anything on his 829- 6622 bill and 
that it wa s up t o over $700 . I advised Mr. Firriolo that that account was not in dispute 
and that i t wou l d need to be oaid o r it would be disconnected. Southern Bell also brought 
up the f act tha t the re are outstanding c harges on the 329- 9036 account in addition to the 
unpaid inst allat1on charges. I told Mr. Firriolo that those charges had not been part of 

• 

• 



COMPLAINT NO. J5J52P 
ATTACHMENT PAGE !lO. 7 

the original complaint and that Southern Bell would revjew ~hat part of the bill with him. 
4/ 15/93 Received copy of Southern Bell's completed service order. 
~/19/93 Received two letters frc~ Mr. Firriolo. One addressed to 58/Beverly Murray and 
the other addressed to ~e adv1s~ng ,e that he is going to file suit against Southern Bell 
after the case is completed. In the le tter to Beverly Murray, he is asking for cop1es of 
past due bills. • 

• 
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April 8, 1993 

~lorida Public Service Commission 
Attn: Dic k Durbin 
101 East Caines Street 
Tallahassee, Florida 32399-0850 

Dear Mr. Durbin: 

.@ 
Southern Bell 

As confit~ation of the r equest for residential servic e 
by Thoma n Firriolo, I have enclosed a copy of the 
completed service order. I was unsure of h ow famil ia r 
you were wi th ou r o rders so I have provided a 
descri pti o n of the various sections ~f the order. 

If I c an be of any further assistanc e, p ledse f eel f ree 
t o contact me at 407-237 - 3469 . 

Yours very truly, 

~~A~M~~-
Assistant Manager I 5 1' r 

A BELL .,. ~ "'' (;on·II)."'V 
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April 8, 1993 

Putnam County News Inc . 
Post Office Box 54 5 
St . Augustine, florida 32085 

Dear Mr. Firr1olo: 

. @ 
Southern Bell 

Enclosed is a breakdown o f each of your accounts. Al l pa yments 
and adjustments are reflected. 

Please review this information dnd submit payment on al l pas t due 
c harges by April 19, 1993. Payment of these charges by that date 
will avoid further collec cion activity . 

Tf you have any questions, please contac t ~e at 4 07-237 - 3 4 69 
(collect) . 

You r s very truly, 

Beverly Hu rray 
Assistant Manager 

cc : Ri c hard Durbin 
Fl orida Public Service Commission 
101 East Gai nes Street 
Tallahassee, Flor ida 3'399-0850 

A IJELL \ '' Ceo'"''"" 
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Account 904-829-6622 

No vember 29 th bill 
December 29th bill 

January 29th bill 

Ma rch 1st bill 
Past Due Balance 
Ma rch 29th bill 

Account 904-82 6-0888 

December lOth bill 
January lOth bill 

February lOth bill 

March lOth bill 

Adjustment April 8 , 1993 f o r local 
service from December 24, 1992 to 
April 6 , 1993 and late payment 
charges reflected on January, 
February and Marc h b ills . 

Account 9 4 0 -329 - 9036 

J uly 28th bill 
Payment August 25th 

Augus t 28th bill 
Sep tember 28th bill 

October 28th bill 

Adjustment late payme n t c harge 
from Sep tember and October bills . 

November 28th final bill 

Ad j ustment for installation 
c harge of $79.00 and local 
sarv i ce from July 30, 1992 
to October 10, 199: 
Past Due Balance 

• 
$100.55 

68.50 
169.05 
209. 15 
378 . 20 
143 . 15 
521.35 
184.45 due Apr jl 20th 

$705 . 80 

$ 62.13 
15.00 
77 . 13 
15.23 
92 . 36 
15.46 

$107 . 82 

$ 50.70 
57.12 

$125.61 
125.61 

0 .00 
95 . 10 
17.71 

112.83 
32.87 

14 5 . 70 

3.12 
142.58 

5, OJ,cr 
137 . 55 

_lii.d,2 
2 3 . 10 



• 
Account 904-329-8940 

J uly 28th bill 
August 28th bill 

September 28th bill 

Payment Septembe r 30th 

October 28th bill 

November 28th fina l bill 

Adj ustment for 2 weeks local 
s ervice f r om July 8, 1992 to 
J uly 21, 1992. 

Adjustment April 8, 1993 for 
insta l lation c harges b illed 
on July 28, 1992 stateme n t for 
329-8940. Stat ement reflects 
$86 .00 charge for connec~ion of 
new service. 
Past Due Balance 

• 
$290 . 64 

157 . 29 
447. 93 
127 . 53 
575 .4 6 
44 7 . 93 
127. 53 
206.18 
333 . 7 1 

25.11 
358 . 82 

37 . )7 
321.4 5 

91.16 
$230.29 



• 

St. John's County Public library 
1960 North Ponce De leon Boulevard 
St. Augustine, Fl 32084 

Attn: C.ail 

Dear Gail: 

• 

March 16, 1993 

This is to confi rm the reservation of a small meeting room on April 5, 
1993, from 2:30 until 5:00 PM. I cer t ainly appreciate your assistance. 

OD:kl 

If you should have any questions, pleased" not hest l ale t o contac t me. 

Sincer~ly, 

Dick Durbin 
Consumer Affairs Analyst 
Division of Consumr.r Affair:. 



Hr. Thoma s Firrio lo 
P.O. Box 545 

• 

St. Augustine, Fl 32085 

Dear Mr. rirriolo: 

• 

March 16, 1993 

This is a follow-up t o our conversation regarding your inf~rma l 

conference ~equest concerning your complaint against Southern Be ll. 

I have made arrangements to hold the conf~rence on Apr·il 5, 1993 at 2:30 
PI! at the St. John 's County Public Library , 1960 North Ponce De Leon 
Boulevard, St . Augustine, FL . I have also been in touch with Southern Bell 
and confirmed this date. If you should need dirPc tions to lhe l ibrary , pi Pase 
cal l meal 1-800 -342 -3552. 

If you have any written documents in support of your posit ion that have 
not been provided, please bri ng them with you. I have enclosed copi es of the 
commiSSion's rules and regulations regardi ng customer complai nt s and 
con ferences for your review. 

I look forward to meeti ng you and hope that we can successfully re solve 
th1s ma lter. Please let me know if y~u have any questions. 

DO.~ ~ 

Sincerely, 

Dick Durbin 
Consumer Affairs Analy~t 
Division of Consumer Affairs 



Hr. Thomas Firriolo 
P.O. Box 545 

• 

St. Augustine, Fl 32085 

Dear Mr . Fi rriolo: 

• 

March 4, 1993 

This is a follow -up to our conversation regarding your informal 
conference request concerning your complaint against Southern Bell. 

I have made arrangements to hold the conference on March 29, 1993 at 
2:30 PM at the St. John's County Publi c library, 1960 North Ponce Oe leon 
Boulevard, St. Augustine , Fl . I have also been in touch with Southern Bell 
and conf1rmed thi s date. If you should need directions to the library, please 
call meal J-800-342-3552 . 

If you have any written document s in support of your position that have 
not been provided, please br ing them with you. I have enclosed copies of the 
commi ss ion 's rules and regulations regarding customer complai nt s and 
conferences for your review. 

I look forward to meeting you and hope that we can successfully reso lve 
lhi s ma lter . Please let me know if you have any questions. 

DD:kt 

Sincerely, 

Di ck Durbin 
Consumer Affairs Anal yst 
Divis1on of Consumer Affairs 



• 

St . John s County Public l1brary 
1960 north P~nce De leon Boulevard 
St Augu st1ne, Fl 32084 

Dear Gail: 

• 

March 4, 1993 

Thi s is to confi rm the reservation of a small meeti ng room on March 29, 
1993 from 2:30 until 5:00PM. I certainly appreciate your assistance. 

OO : kt 

If you should have any questions, pl ease do not hesi tate to contac t me. 

Sincerely, 

Dick Durb1n 
Consumer Affairs Analy~ l 

Division of Consumer Affairs 



Mr . lhomas Firriolo 
P.O. Box 545 

• 

St . Augustine, fl 32085 

Dear Mr . Firriolo: 

• 

February 25, 1993 

I have been unable to reach you by phone to reschedule your Informal 
conference concerning your complaint with Southern Bell. Please advi s~ me of 
a lime that is convenient for you so that we can gel this meeting srheduled. 

I al so need to advise you that charges for telephone service whtch are 
not in di spute do n2ed to be paid in a timely manner . The chargt::. lor serv11.e 
at (904)829-6622 are not in dispute so it is necessary for that btl! to be 
pa1d in order to prevent interruption of service. 

DO:kl 

If you have any questions, please let me know. 

Sincerely, 

Dick Durbin 
Consumer Affairs Analyst 
Oivis1on of Consumer Affatr 



• • 

February ?. , 1993 

St . John's County Public Library 
19CO North Po nce De Leon Boulevard 
St. Augustine, FL 32084 

This is to confirm the reservation of a small meeting r o..:>m 
on February 16, 1993, from 2:00 until 4:00PM. I certainly 
appreciate your assistance. 

lf you should have any questions, please do not hesitate to 
contact me. 

DD:kt 

S lncerc l y, 

Dick Durbin 
Consumer Affai rs Analyst 
Division of Consumer Affaits 



Mr . lhomas firriolo 
P.O. Box 545 

• 

St. Augustine, fl 32085 

Dear Mr . F1rriolo: 

• 

February 2, 1993 

rhis is a follow-up t o our conversation regarding your informal 
confPrence request concerning your complaint against Sou thern Bell . 

I have made arrangements to hold the con ference on february 16, 1993 al 
2:00PM at the Sl. John's County Public library, 1960 North Ponce De l eon 
Boulevard, St. Augu stine, FL. I have al so been In t ouch with Southern Bell 
and confirmed lhi s dale. If you should need direct ions to lhe 1 ibrary, please 
cal l me al J-800-342-3552. 

If you have any written documents in support of your po~i tlon that have 
not bt>l•n Jwov 1 drd, p ll'd~e bn nu l hem with you. I hav<' Nl< 1 o~c·d cop ic·~ u f t hr 
convn1~!.10n ' s rul e~ and regulati on~ regarding customer comp laint s and 
conferences for your review. 

I look forward to meeting you anj hope that we can success fully reso lve 
this mall~r. PleasP let me know 1f you have any ques tion•. 

OO:kl 
cc: Marie Mu rray, Southern Bell 

Sincerely, 

Di ck Durbin 
Consumer Affairs Analyst 
Divi sion of Consumer Affai rs 



• 

Mr. lhomas R. Firriolo 
P.O. Box 545 
St. Augustine, Fl 32085 

Dear Mr . f1rr1olo: 

• 

January 27, 1993 

Thi ~ is in reference to your compl ai nt against Southern Bel l Telephone. 

Subsequent to your request for a meeting wi th Sou th~rn Bel l 
representati ves I was assigned to review your case and determine if a 
resolution to your problem can be achieved short of holding an informal 
confer~nce. I am in the process of reviewing all of the documentation that 
ha s been provided t o me, incl ud ing all of your convnuni cat.ons with the 
COJTITl l < 10n. 

Once I have t horoughly acquai nted myself with all of the issues 
invol ved, I will contact you and we can discuss them. It shall be my purpose 
to help both parties reach a re solution of the problems. Should a resolut ion 
nol be reached I will schedule an informal conference during whi ch you may 
personally present your position t o me and the company will present its 
posit ion. 

W1lh regard to the conference, the company will assign whomever it 
'ons 1der ~ necessaty to present its ~Ide of the dispute to me. Il is not 
necessary that all individuals who have been involved in t he di spute be in 
attendance. 

I will be in touch with you within the next few days. In the meant1me, 
1f you have any quesl1ons, please do not hesitate to contact me. 

l)l)·~t 

Sincerely, 

Dick Durbin 
Consumer Affairs Analyst 
Division of Consumer Affairs 



. .. y-.... -

.. p 01 

. . . . . . . . . . . . . . . . . . .... .... .. ...... .... .... ..• ..................... . 

(?~~~ ~-
G£1.~~-/.JA.~ ~ -~·-··· ··· · ··· · · ·· ·· · 

- --~7 p 01 

ttt;\ SouthemtBeiJ 
~ AINUJOV'I'~ 

ACcount Hueber : 
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OUIU10 1& --··-
J a il 1 $0.00 so .oo &o. uu $62. 13 

Otlalltd ~lalcmcnl of Cb~r&cs 

•••· Pleaao Note: $11 We too•• H••••uv rot lowing the ••~• 
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sou Lnern 0 1 1 1 
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$62. 13 
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llldiMI 0 . tttwtn 
Rt QIOI\II Managtt 
Corp orate an~ E>~etNI All&il l 

• 

J anuary 11, 1~W:J 

The St. Johnt County Nova 
Po•t Ottlco Box 545 
St . Auquetine. Plorlda 33085 

Dta~ Mr . rirrlolot 

2100 So•'"'"' Ben Tow• · 
JUt Will liar Str oll 
J l 0.,..,..., .. l'ln"('t l22G2 4400 
t0041350o21\l:l 
Fu (~041 Uc.lbtl 

, · ( . '· ·.·. 
I '._. I 

-· 

t .r 41 " . 

I· 

···, 

A copy ot your l etter ad4re•aed to the Public service con=i aoion dated December 24 , lit2, Wal forwarded t o my Offi ce for reaolution. 

s ince July, cuotomtr servia•• and Inatallat i on hat diliqantly worKed vith you to addreaa your ooncarnt . Another invea t i9ation ha• beon co~pleted on your butin••• aooount 904~ 3 29-8940 and no additional adj uataante are ~arrant•d · 

Rf9ard1ng t he reaidence number 904-820- 0888, ~ia waa attabliehed per your requeat at your addr•••· 

• • value your buain••• and l~•li•v• durin; thia time t~~t we have done everything within regul ated li•itationa to aatiaty your requasta. Me are sorry we 14are unable t:o reach a 1\UtuaUy s atietyi n9 oonolu•ion. 

Ve ry truly yourG, 

71?~~r 
M.D. st:.wart 
Reqiona l Kana9•r-c'EA 



TheSt-Johns 
Couni.yNews 

Ji!1\U31') :!11, 19'J.:I 

M1chad 0 S l cwt~n . Hegi<ll•al MnnaHcr 
Cl.lr)HJralc & B I~'Tuul 1\fl rU t :-. 

f,o!HIIcrn f!c:ll 
Wl Wt:bl Uay ::> tn;c;l 
.l itd .. :.tii!Villc . 1·1. 32 202 ~I·IUO 

Dc•u M r Mcwcu l, 

p 0 1 

/ 
J ·~ • 

- I ...,· 

,' '•' , , .. \ 

( / 

Pw-.;u..ui t lo o nr convt:rs:uum tltis morn111~ . rccCtV I II~ a f ~tx PI 
yuur lt:ll cr dated JAnuary 11, 1()!'J3, and 1lw mc:s~Hgt: I left you ~ · II 
\he :JII'> Wc rcr1g madunc. I nm rcspondiug 1n thr question-; of your 
atlvc11tSill~ WI lh our llt!W~ Jl <!pcr dll<l 1o yuur .Jununry I l th lc\lcr 

Clci'lr ly y0\1 arc tucon·~:ct 111 your statt::mCII[ th.cl siuw July. 
Customer Servi~.:c anrl installation has dtllgcnlly worked wllh me 10 
acidn:ss my concc:rnq, The n:cmc.l srcaks t or ito,elf I just rccciVCc1 
<lllOihcr b1ll fur 11 tel ephone uumhcr I do u ol h nvt:. nml nc>/er dtd 

Your involvement l :i a cmnplete surpriSI! lO III C uecalL'iC.: WI.. 
haw talked about advt:rllsing and now you have becu assignee! lo 
rc.sulvc tht: problem . ytll your policy I S Jl<ll lo uJvcrttSii w1th 11s 

I wa~ dear 111 my las\ letter llta t r won!cJ prefer to t,jlk With rw 

unc tmlltr 1J1c rank ul Vil!c Presi dent. 
A I the n sk oJ hciiii'J redumlant . m1~;l: 11g1111t. 1 wc !>h to have .-~11 

p.I!'IICS ~.:on~cncod 111 u~;c Muy o l I •J~ i~. to ;uldrcss these i~'>IICS tll lll to 

<;IOJl r ho!>~~ 11\:IIUO\Ic; bil ClllUi fl£ . 

I 

Aoooun~ Hu•lle rt 
0111 OaLe l 

Odailcd St atanent of Chara:ca 

90~-ei6-ooeo 101 u'69 
Jill 10, 199~ 51AU 
Pao& 1 

) I 



..... 
tlonp a)'11'nn~ or 1\egulote~ croar11•• ••Y reaul ~ In dlacontlnuanoe 
ur uurvloo . rallure to pa)' unregull~ed ond ee r hl ll other 
clleroon, ,. 1 or whi c h •r• ldon~ lr ltd by "" oon your bill, 
v 1 1 1 not ro,uu In 1 .1 Interrupt ion or loc al aervlc•. The 
anoun t o r RaoulatGd Charge• ~·v 01 obtalnod by c al ling 
760-~J!l=-. 

• 
Hdpl'al Numhn-.o 

R lg11!ToucUI urvl ce 1-600-&20-0290 (8ee ~••••get fo r Oetellal 
!continued) ... 

6ou t horn Del l 
Out10 I Cle florId" 

8111 1nl Queatlona 10 r1101 An order 
100-2355 l&0-2''' 
1•600-75l-2909 1• 800 • 153-2909 

nutnLcr a rur u\lnw o;u11pe11laa er a l i lted vi t h 1:h1tlr cherqea . 

••••• I'IJ'.AliP POW. TIJ.AR HI!RI! ANO IU!TUitN THI$ PORTION WI fH YOUR l'h YMl!NI . ••••• 
rlc.uc Ol&ke doec.k peyalllc to Svulloan Ddl. 

D 

862. 13 

Ch•"'"' b'"n If 
wrrt."'P""dena lnduded. 

I' . 0 . II OX 90 1 
J At."KSONV!LLE H . 
JZZ911-0001 

90b-826-0ft8& 101 0569 
J11n 10, 1993 

llfOHAS FURIOLO 
1'0 lOX 6115 

0209 R23 

BT AUO fL 32o80·0&118 

0119J12 

10 ~ ~82b0888~0 ~05b020930l230?3DOODDOOODOODDOOb?l3UOU0007 7 l3 



State of Florid. • 
l}ulJlit ~trbiu qt:ommi~~ion 

-M-E-M-0-R-A-N-D-U-M-

DATE: January 13, 1993 
TO: 
FROM: 

Charles Rehwinkle, Commis~ion Suite ~1Y{ 1 
Monique Cheek, Communications Divisi ,\'lv 
11mma!l Firriolo, St. Johns County News omplaint RE: 

Thil> memo i!> in rcspon:.c to our convcrl-ation un January 12. 1993 regarding the 
above complaint. 

I spoke with George Hanna regarding Mr. Firriolo's complaint and I will he 
coordinating with Consumer Affai~ on investigating this complamt. After we have 
invc,tigated thi!. maucr, I will repon hack to you regarding it!. l>tatus. 

If you have any questions, call me at 488-1280. 

cc: George II anna, Consumer Affairs~ 
Barbara Bailey, Communications 
George Frazee. Sou thern Bell 

FLETCHER Bl iJLDING • 101 EAST GAINES STREFT • TALU\IIA!>.SEE, Fl. 3lW9.{)8.SO 

'An Alftnn.tl"'~ Athon{Lq\lal Orr •nunll) L.mpk,.,~r· 
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• 

\.,Ji Lc r 1 

• 
Cliarfes J. ~liwinK.g_[ 

Ass1st.1nt to Co~1oncr Dcil50n 
Aorida 1'\lbhc Service Cornll\&1on 

101 Ea:.t Caines Sti'C'et 
Tal.la.ha.ssee, florida 32399..()853 

(904) 483-2986 
1/b/'li 

Pl ease l ook ltllo thh ami f tq us,, ' "l"'rl . 

Thanks , 

Cha rl es 

RECE I VED 
'JAN 6 t;· · 

CMU 
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RECORD~ NO. __ 

DATE RECY.: jt f S RESPOND BY 

... ... . . ............ ~--·············· ASSIGNED TO: (I) _ _ 5. ~ -
l2)~-

I 
RETURN COHPLETE FILE TO: B. BAILEY 

I 
nBell 
"~ 

Account tl umbor : 

8 111 One : 
90~·1126-011118 101 0~69 

Oe c 10, 1992 STI<U 

P a qfl 

CUAAUH ,AfVIOUI LUI CU AHH T 
(H AAOU IAt..AHCI ,AYioiiNll AOlUSTiollNU CHAAOU 

OU ( ll'OU 

J a n 1 so.oo so .oo so .oo $6;> . 1) 

Derailed Statrmcnl of CharJ:•-s 

Pl ea &e NOtD : See Wel cooe MO&II9D f OI lowing t h e 

Sout h er n 6 a ll Curr e oH Cha r !r'l1 . 

PIDIID note : A 1. 51 l ite PaYM4nt Charge v i I I I OOIY 

to a n y unp a i d b a l • nce '' o r J a n 11. 

l OIAL 
AM OUNT 

ou r 

$62 . 11 

ll c·fpful !\umbers 
P.lghtlouch~ ltrv lce 1-~on-~?~-6,00 IS• • Message s ror Dotal 1, 

tcontlnueO )~ 

Sout tlorn Bo I I 

Ouuloe r lorlda 

B I I I I ng Que at I on• To rl I CI l<n Orde r 

780-23~~ 7110 - 23,!> 

1-800-7!>3-2909 1-1100- 753- 2909 

Nu~ber• ror ot~er co~o•nlea a r e lla teo w1tn the ir che r9t1 . 

I - -------------------------- --------------·-------------- ------- - --- -------· -------------------- -
• • • • • PI ~.ASl! I·OLO, TE'\R IIC REA' 0 RETL"R' 11115 POR110" \\I fll \ Ol H I \ '1'\1 ~'I • • • • • 

Plr:bC make check p:a) aiJle to Sourhnn lkll. 

CU IUlHT '"':;T Ol l TOTAL 
CHAAOIS 

OU I 11,0 111 AMOUNT .AMOUNT OU I 

J a n 

D 

1 so.oo $62 . 13 

thfrk hcrf if 

corres pondence includ\'d . 

P .O. BOX 90 1 
JACKSONVILLE FL 
322911-0001 

AMOUNT 
''UO 

904-826- oeee 101 o~69 

Oe c 10, 1992 
r P 0202 R2J 

THOMAS FIRRIOLO 
PO BOX 5q5 
ST AUG FL 32085 -05115 

01190011 

90 4962b088810LOSb0 20220L230780000000000000000000000000b213 
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mrw l>ialn! Calls (rontlnuni) 

To tal Charge r or l to•lzed Ca ll a 9. 79 

Account 11umber: 
8 111 DHII: 

0 rharge• computed At 581 Savor~ Se rv l co Pl t n r t tos 
()rei on al 'iton icrs 

51. Wats Sever - Summary 

8 CALLS f OR 17.3 1111IUI£S S 2 ,go 

$1 . 36 HIH111UM S(lrL(H(H r AMOUNT 
EXC(£0£0 BY Sl .~4 

Subtot a l 

'" C61?H 

90~ ·329-&940 31 7 0563 
Nov 2 8 . 1992 PL~A 

Page 5o 

.. \IOL'I I I) I 'II 

.00 

(cont 'nue cl)~ 

. 



TheSt.JoL 
County News 

December 2 4, 1992 

Mr . George Hanna , OLrector 
Public Service Commisston 
fle:cher Buildtng 
'01 East Gaines Stre t 
Tal:ahassee , fL 32399-0850 

;)ea r Mr. Hanna, 

• 
P.O. b 645 ,St ~ ..... R 320115 

(P04) ~· CR4:::£-so 12"'1 "NOS 

I hav,.. rE:peaLc·dly asked your of f tC•' fo1 a rhorough 1 n•J••s t
tgat l on and the opportunlty to stt down Wl Lh al. pnrtt c~ con
cerned to address tho improper bill1ng charges , no se rvt ce , 
inter rupted se r vice , bad service , poor serv i ce and now ll legal 
b1lling by Sout hern Bell . 

You assured me that Southern Bell wtll address r:,._·:;e 1s:H.:es , 
howeve r, the matter con tinues to be unresolved ana obv t o~sly 
... tll rerratn so. 

Mrs. Mu r ray is not right . I had Watt saver Servtce so why 
was I charged Cor direct dialing (see page 3 and 51 . 

Soutnern Bell 1s not right, they charge you for scrv t ce 
and telephone numbers you don't have, no so r vtce , tmproper 
lnstal l atton , bad servtce , and poor servtce (see btll and 
calltng card.) 

':'hl' <Jt>nt•ril 1 m.t ntHJt> r of Sourh~rn 0>' I I 1 s no t 1 1 ght hy not. 
<~I Lowtng thc opportun it y 1 0 br tn g t no·ti•·Cl l V•· rn.an .o y._.m,n r 
:o his attention . 

The securtty divi sion of Sou the rn Bell ts not rtgh t by the1r 
inab1l::y :o tnves ttgatP the:r own. 

Tne ?~bltc Serv1ce Commisston is not rtght oy der.ytng the 
opportJn:ty :o :horough ly invcst:gaLc these otlls and ~ndr~es 
nnd resolv~ th1s matter 1n u timely manner. 

Ny probl"m w1 til SOltLiwrn 0011 9lH'A lhll'k tn ~1.1y ol l '1'1.• , til~· 
r~...corcl speaks for itseU . 

C.:!rtainly and cle,lrly I have Dt:l?!" i'IU f>lttcnt ,,s or.e c1n no· 
.•Jd<:'r thCSt? ~lrCI!l'SL,lllCI•S , 



For s~ven mon t hs I have spent many , many hou rs La lkLng 
to r e presenta ti ves , rh~i r superv1sors LA departmen~s o f 
oilling , 1ns tallation , customer servLce, security , management 
i:lnd •F •ncrill managemen t o f Southe rn Bt-11. r have wntt en 
l e LIP.rs and eve n reques ted their perm i SS i on to ta~c reco r d 
,,ur t~> lcphmw convcrsallons , 1t is n l l :-10 lncrt>d lb l,~.NOM'
the-l ess , I wi ll no longer con f e r w1 th any wember of Southern 
9ell und~r the rank of Vice Pres1dent . 

1( th•s ~atte r 1s not resolved p r omptl y, 1 wL 11 seek 
remcd 1 ~s Ln the courts of Florida t J stop th1s Lmproper 
htll1nq dnd the abu~e tha t goes ~ it h it. Thts outrageous 
h e lll ViP r no..'t'US lO bL• <t ddJf•SSL'\.1. 

cc : Thomds M. Beard, Cha1rman 
B~ tty E, s ley 
J. Ter r y Deason 
Susa n F. Clark 
1. ... 1 s J . L<IUredo 

Mr. Joe Lacher , Pres1dent 
Sou tt'.e rn Bell 



n 1. 11. q 1 10 I. AM I-S TATE 

January 1 3 , 1 99 3 

HEHORANDUH TO: Shirley Stoke• 

PROM: Pal Godall 

RE: Putna~ County Newa 
( A lAo St. Johna County Newa ) 
Zll4 Pre aidenl Stree t 
St. Au1uetine, PloridA 
90 '1 -329-9038 

CAS£ NO. 35352-P SUPPLEMENTAL INQUIRY 

APPEA - - S B 

@) 
Southern Bell 

llpeclrol ~ ...... llonlll 
eee N.W 781n A*'lt 
Aaom 804 
tAW". l'lr;ltlciA mta 

(100) ~·· 
·~·-43'7 

PO l 

Our r., c o rd!l i ndicftte that th,. nl' l y rnJ J ., ,., t I nn a rt\vlty WI' h a v ,. 

Lllkc-n wl Lh Lhiw c uaLomer ls leLlura scnL '" "" nLLem,, L t o 
CO llect f o r u npaid finu] u llls. 1\t 00 ti.taC W(lO the r.u•d.omar 

threatonod that h lo cu r r¢n l t'crvir ,. wnu ltl h" rtlArnnnoc t.ed. 

HC\wev~r. further r:o ller: Llou ttl Lentplu loa'' e IJeun L c:•~vur ar· i ly 

diecont.inuod . 

'rhl" 1\I.IO\doeci let.Tl"r was setH t o the cuelomer in reaponse t.o his 

le t Ler doLed Dec embe r 24 . 

Attachraenl 

A 111rJ.L SI(VII I~ 



ll I . I 3. 9 3 

0 1. 11. 93 
• ( 6 'II 

I(): lA AM 

IQ 5:0~PM 

January 11, 1112 

'lhe It • Jobftl CoUnty IWI 

toet ottioe lOX a'' 

*- STATE APPEA-- S. B. 

lt. AUfUatine, rlorida 31011 

o.ar JC'. finio1ot 

P02 
P 05 

A aopy at YQ\11' ltriur eddr .. .- \0 the SIUbU.o 11rvioe coaabaion 

4ate4 Deoetmer 34 1 ltU 1 .,.. fOI'Wit'IIM ~o J1Y offioa to~ 

retolUtion. 

linoa ~ly, cueteaar .. rviotl and Inata1lt~1on baa 4111tent1y 

worlead with yOll to ad4r• .. your 40ftOel'ft t · AftOt.her invHtitUion 

ha• batn completed on your b~•in••• aooount tO,•J2t•lt4~ lft4 no 

&cSGidonal aclj~ta•nt.. ar• V.ft'&fthd. V'l'to 
oU'6 

R•9•r4int ~h• re•14enoe nwaber t04•12f•OIII , ~11 vaa ••~liahed 

per your r•queat at your ad4rttl. 

W• value yo~r buaintt• and believe 4urint thi• t1 .. ~at we hAve 

csone everytbin; w1\hift r~l&Ud lbitationt to aadaty your 

reQueet•. We are torry we were unable ~ r .. oh a mutually 

eat1atying oonolution. 

very truly )'OUI'a, 

7fla!a;;JJ 
M.o. at ... rt 
R19ional Mana;er-ctAA 

•I I 
·' 



• STATE OF FLORIDA • 
PUBLIC SEilVICE COMM ISSION 

101 11 (oAINI '.'i lii iU 11 1 

ll riCIII..R llliiJ)I'C• 
IAIIAIIA'>\1 , 11 OHIIIA llWHNrl 

FACSIMilE TRANSMITTAl COVER SHEET 

PR IORifY TO TRANSMIT: 

OAII : llrccrnbcr 30.._ 1992 TIMf SUBMI TTfO: - ·- ·'"· NOT TO l XCElD 2 HOURS 
HOI ro rxcrm Jo HJN. 

TO: MARIE MURRAY 

OfriC£/BUS INFSS: SOUTHERN BELL IE L EPIIONf-'C...,O~MuPAlllNl.l...Y _______ _ 

FACSIMILE SPEED NO.: _.IL.£9_ ( I F AVAILABLrJ OR fAX NO.:( __ ) _ 

TELEPHONE NO.: ( __ ) ------

FROM: CONSUMER AFFAIRS/Shjrley Stokes 

OFF ICE/DIVISION: ------------------

fACSIMILE NO.: (904) 487 -0509 TELEPHOtlE NO.: (904) 488- 7238 

COMMENTS: RE: Putnam County News. 35352P--Mr Ftrrtolo is djspytinq same cha rges. 

and hr cJlso jnclyde a bill for telephone number 904/826- 0888. He sa1d that is 

noL h1~ bill. Plfase Jnvestigate & send another reporl_jmmrdiatelv. Thanks. 

NUMBER Of PAGES, ltiCLUD ING THIS COVER SHEET: __ '-\:...__ __ 

If PROBLEMS ARl £XPERI(NClO WITH !Ill S lRMSMI~~!ON , Pli/\SE CALl : 
ALONZO WI LLIAMS AT : SUNCOM 278-4733 OR (901) 480 -4733 

PSC/AD" 118 tS/00) tGI) 
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.t}ublit j;erbitt ~ommi!)sion 

Mr. Thomas R. Firriolo 
Putnam County News 
P.O. Box 512 
[ast Pala tka, Fl 3213 1 

Dear Mr . ri rriolo: 

December 9, 1992 

This is a follow-up to your como lainl against Sou thern Bell l e lephone Company. 

I' ve attached a copy of the company's ~ovember 16 letter to you explaining how 
the Waltsaver s~rvi ce is bill ed, and it appear > that no further adjustments 
are required on the business account for te l e~hone number 329-8940. 

lh.1nl. vou for gi ving me an opportunity to revipw you•· conrc •· n ~. 

SAS 

Sincerely, 

Shirl ey A. Stokes 
Consumer Affa l1s Analyst 
Division of Consumer Affairs 

Attachmen t 

H ETCIIER ll ll ll OINCi • 101 EA''IT CiAINES l..IRI I· r • T,\ I.I J\I IA'>\1 I . Ft \ ! W•I ll~<;(f 
An '\ff.rm<~ll .. c i\Otun/ l -'tu.al Hrr-:•th.ll\11) I mph')< I 
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November 16, 1992 

Putnam County News 
P. o. Dox 545 

• 

St . Augustine, FL 32085 

Dear Hr. Firriol o : 

I l 

• 

This letter is in response to your most recent inqu1ry tu the 
Publi c S~rvice Comm~ssion . 

Tho adjustment amoun t & re!lucted in my l~tter of Nnv~mhPr ?, 1qq?, 
a re c orrec t. ThP r:h.., rcJPI'I f'nr r.nnnP.r. t.l on or buBinee~:5 a~rv ice on 
LOuis Broer Road will remain as reflected o n your Ju l y sta t ement. 
No f u rther adjustments are warranted. 

You a l so quest i oned the $ 20. 4 0 monthly charge f o r 2 hours of 
calling. This charge is for Wattsaver s ervice. Under the 
Wattsavcr plan you pay a fixed minimum month ly a mount t o receive on 
initial b l oc k ot t ime. Once this amount has been s ot io f ied 
addit i onal usage charges are billed at th•~ appropriate rote (peak 
o r or r peak). By subsc ribing to Wattsavct you reduced t he Southern 
Be ll toll c harges rerlectcd on your October 28 s tatemenL by 
approximately $3 0 . 33 . 

It you have any turther questions on Wattsaver o r your uccounL, you 
may contac t me at 407-237-3469 (collect) . 

Yours very truly, 

Beverly Hurray 
Assis tant Manager - customer Servic e 

BM:tb 
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• The St. Johns 
County News 

Rt•vc r J y Murray , Ass l s tant Nonup,t>r 
Southern BEll 
5 CX) North Orange AVenue 
0 r l.mdo, FL 32801 

DNl r ~Is. Jlurray , 

cc: PublJ c Service Commi ssi on 

• 
P.O. BaK 545 ,St ~ A 320815 
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J'ublit ~erbict QCommission 

Mr . Thomas R. Firriolo 
Putnam County News 
P.O. Box 512 
East Palatka, FL 32131 

Dear Mr. Firr iolo: 

November 4, 1992 

Thi s is a follow-up to your complain t against Southern Bell Telephone Company . 

I ' ve received a copy of the company 's November 2 letter t o you explaining that 
your account was credited S36.2t. for telephont number 904/ 329-8940 for the 
serv1ce problems tha t you experienced on Louis Broer Road , and a credited of 
~ 114 . 4 S wu ., appl lt>cl on tc 1 ephonc 011mber 904/329 -9036 due l o the network 
interfa ce locati on problem. 

Thank you for bringing the problems to my at t ention. Should you have any 
ques tions or need further assis tance, please let me know. 

SAS:kt 

Sincerely, 

Shirley A. Stokes 
Cons umer Affa irs Analys t 
Division of Consumer Affairs 

H l• f ('fllof( ll llll 1>11'/Ci • 101 I:A\T CiAII' E.\ \THI·I T • TALI.A II1\\'IEE. FL 12'\')'J.n'i~l 

An Affum.ltt\c 1\,,.,.,.../ 1 .... ..,.,.. ( )I'P'''""''~ I '"'f'h"cr 
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"' \ emt P r· .I, 1992 

~11·. 'H>k AN IJIIM TO: Sh irley Stokes 

Pnt Gorlsil 

RE: PutnAm County News 
P. o. nox 512 
Pnlatkn, Florida 
9 (l I - J2 9-9 0 3 6 

I'ASf. so. ; fl:I52-P 

Southern Bell 

Spuo.ll AUt6I.U>e<J Buroau 
666 N W 79111 Avt>nuc 
A(IOm 604 
Mlllm• nomiJ J31 ~'6 
f:l05l ;>GJ 48tu 
1800 t:-•.a•:-1 

I 

-L I CON. 

~00 
~AfFAIRS 

fh1s 1s 1 11 firrnl response lo our intt>r·im dated 10-16-92. 

t) n 10-27-92 t-trs . Hurruy spoke wilh ll c c li :H Lomer r e garding the 
In II in!!! JH'olJlems he refer red lo ln eArl t er· conversnlrontl. The 

customer· ndviNed no one was bother·ing his line now hut ht· f elt. 
h ... ne<•d,•d l.o mO\'e l o St. .John Coun l y nnd s i n~· i ncol(n 11 o 1 n 
1'1111111m t'ottll l\ for a ~-·hilt•. lie rt>qu~Klt>tl ~IrK. Murrny r·hu no.{<' h1s 

1•11«111< •,s llrH•, 3:!!)-894 0 ton remote c ull fon•nrdJng l1ne und to 

dis<"orwcr·t hi:s resjdcncl.' llue, 329-9036. ~ll·s . Murray agre<•d to 
mak~ the c hung<' s . 

l'h .. c.:• rt;t >nlt'l lh<>n snirl lw fcl t. LhaL nil monl hi,. ~tnd 1nslnl lati on 
<It •qJ<.'H 1-ihottld be adjusted fo1· him llutduess a ccount for the 
l"'r·iotl of' 1 ime he was located aL Louls Broe r Road. T he ruHlomcr 

f<>lt thi~ s houlrl be adju sted becaus£' of Lhc st- r·v1cc• probl••ms he 

hnd ,..,,,t•I'II'IH•'d ( 1 iiiP fadi ug, voicPs o n lhP I ino, l rouhlc> l.'il h 
th.• hll!-."'1'1 111~ ntHC'hiuf') tltiP lo poRsdrl •• lll ppiug. 'lt'h, MllltfiY 

n'l••o•d I< 1<'\ 1\~1- tlu• fH' I\ I C I.' pr·ohJt' nlt> I'Xper'll'I1<"Pcl ltl I he 

l or n• lnn und mAke the appropria t e adJUStment. 

~In; . Mur rlly nl so ag r eed to ru.l jusL both Lhe loc al R('rvrr<' and 
rfl<> l n l Jut ion {' hurgcN on lh<' c ut~lom<'r' ' M n•s id f'lrH•e n r·r·ouut. l.tnlll 

~ · · t' , .,. "'''"'" lw 11djuN INI fpo m 7-30 to 10 -10-92 . Thi h "'"" tt 

• onopnoflt I"<' HJ ,) IIl:>Lntellt due to lhc> Cllli l oml-' r 1 S CO II('C III OVt' l ' 

.... c tJJit~ '"'d tlw locution o f hi <~ nelworl. lniC•rfacl'. The 

•ti >H ht'l lt•ller 1-as SPnl Lo the cusLomt·r· llthlS liH( hrrn of tlw 

ar.t """ ~ ltdJII, I .. rt. 

\I ' '" ""'''Ill 
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November 2, 1992 

Putnam county Newe , I nc . 
Poet ottioe Box 512 
Palatka, Florida 32131 

Dear Mr. Firriolos 

• @ 
Southern Bell 

600 No~• <>-a·~.,.., • .,. 
Otl&!IOO ' o•a. )2110• 

We have reviewed the situation• you have encountered on telephone number 32~ ·8940 and will credit your account $36.24. Thie adjuatment repreaonta aervice locatod at 1110 LOuis Broer Road . We are adjuatinq 14 f ull days o t service althouqh only eporadic problems were experienced . 

In regards to telephone number 329· 9 036, we wil l credit the acco~nt $114.45 due to the l ocation of tho not~ork intertaco. Thie amount represents local aervice from July 30 to October 10 ae well aa installation charqoe . 
Should you need any further a~sistanca please contact me (collect) at 4 07-237-3469. 

~ours very truly, 

Beverly Murray 
Assistant Manager-Customer services 

A U1L S0U1H C~ 
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I ( 1 •• ' I fi ' 1 !J:l:! 

"I·'IC•ll\'l:lll'~l TO: S h ir l t>~ S t o lH'!. 

I' II Shi lei 

l'ut111111 r:rJ11 11 t~ ~.·-.s 
I. (1 , flo•. 51:' 
'tl.tl,a, 1'1 

'I I I -.12!J-!Hl:l6 

\0. 

Southern Bell 

Specwl A!t~~•IM" tt lh.;t t• •u 
lWt> N w '\)ttl 1\Ylo<\U\i 

Room 604 
M•~"" FIOI•d,l ll I 2b 
t30!>J ?<>3 •a lb 
I 800 3~1 4J, l 

) 

OL1 I 91992 

loa-. Js "' lurtln•t' n .•s p o n sl.' to nn 1nl crim l' t' J•u r· t dated 10-12-!l:! . 

11 10-1, ~lr ·s . 'lll l'r·ay lr·fl a mt'ssu.;c on 
''"'' 111 111 ·~cr· ••ould not l' t'lUI'Il l o lhl' 

till· c·u.tum r· ' s t'<•t·o n lt· r lhtt 
t)ffl< l ' 111111 10-!l , 111rl s h t-

••Oilld C'otll h1rn Ill llwl imt• . 

,,, • 'lo>r'l'l~ .dlt•lll('lt•d 

Ia ' 111 ''' ~gt- a• \d.dt 1 cJ n o t 
t o <"Ill! t hC' c u s loml'l' <•II I 0-9, 
r. turn un l il 10- 1:1. 

lu tu h 1 ..,,. I h11 I 

11 I -Ill , 'las. 'lu ' · ~ ~pu~ .•• '-ll h lht• Cll!->lonwr· 1111rl tlgniu o ff t• t'<-'d to 
•.a'lt lho· I•··•H·~ Jtl <pu• s t ion. The · u s t ome r RS:a <·•d to s po·hl. 

.. o1 Ia 'II •. '!1111'11~ , lwl ~onutt·rl hPI to cHI I h1111 b·,cl. lato 111 tin• 
oil 'III<H•II llll 10-1:1 . 

II 10-1:1, ~I, .... . 'Ill 1 r· o)· s p o l,u wi th t he c U l> l o rnt• r· who ad\' i sr·d h t• lauJ '. I"' r<'d a l t• l l<' l uud lo' O llfd PAX j t t o her· . li e req uesLl'd t IIIII s ht• 
I '• \ J t• \.. I hP lt•!li'J • • i l ~oould o uLl j ne hi s bill in~ (jilt' I .,.,, .. and 

I ! 1 ham '"'' I, 011 JC -I ..J • 

II 1 < 1 t ·r ""' , ., ... ,.,,,.d, hut J'lllh• 1 thun u ut llnJ n g 
11,.. l<'llt' l ' ,, .f,· a· ao•ol lu tllct;<•d co rruplion in l oca l 

I 11 I·• lho ··•II r l h ily o f lh<• matters di stu:..t•d 
lit II" I fCJI h II d Ill,! II CO !>) W 1lh I h is rc•fHII'I,) 

b .d J i n g f>l'uld <•ms 
I a" f'nfoi'< ' Pmt•nt. 
111 llw ll • llt•f' h t 

1'\11 10-ll. 'lr•. 'lur · • ·•~ llo\ 1t111 • <ll•·d the C'Us lumc· r, -.ho sn id he· lu•d n11 

I. 1111 •'I' ll'" :1 111111 1Jutes a nd l Hi u ot have t ""'' 1 '' 
'II" 1 ·~ ltlh i.-.o•d I hot! ,., ht unch· r·!:> l uud h 1 s hus~ ~· l11 dul1 • 11 11ol 

nol li11 l <';:,u)u i &OII UOI.iJ ) 0-:JO. ll11 <IISIUDit' l ' '-''"' l(> 
,, I I 'l 'lur 111~ ' f,..,, l~t· had t 1 rnt • 
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'It 'II II ,. 1\ •• l t> t l (.' l ' t v t h t> < II I O llll' r ('() II f l l ' nt 111.; I ht• 

I\ •t Sfll 1 c.ll• .. 

l t1 t 1 J' t •pu 1 •• 1 l I lw I' r·o\ i d<>d h~ I I - I 0 . 

\l l , hm. tot 
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october 15, 1992 

Putnam County New• Inc . 
P. o. Box 512 
Palatka, FL 32131 

Dear Mr. tirriolo: 

• @ 
SouthemBeU 
.o/lD Notln 014"11' ,..,...,,.., 
Orl&lldO. f lo"'O 32 e;) I 

This will confirm our converaation ot october 14 regardi ng your 

appeal to the PUblic Service commicaion. Conaidering the dea~lines 

you ara currently under, I will await your reply by October 30, 

1992. I am hopetul that any and all matters can be r esolved by 

that thae. 

I can be reached at 407-237-3469 (call collect) . 

Yours very truly, 

Beverly Murray 
Asa iatant Manager , 
Customer Service 

BM:tb 
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Oc t ober 12, 1992 

HEHORANDUH TO : Shi rley Stokoe 

PROH: Pat Shiel d11 

RE: Put. nan Count.¥ New a 
P. O. BOlC 1! 12 
l'a l at.ka 1 Jrl 
904 - 329-90311 

CASH NO. 36 352-P 

• 
@ 
Southern Bel 

&!>-'Hil-a
- It w l'llellw
Aoon 10' 
-.~ldoUUt 

(106) 283 44116 . .-._., 

Our lnvcat.l lat.lon r.vealll t bat. on 7 - 8 - 92, bua lneea ae rvlce wuu 

I nalall ed Cor Putna.a Coun I.Y News t. t 110 Lou I ll Broer Rd . , IL 

Pa latka , r1. S lnoe the ouat.omer h l l hl11 line waa beln• tapped, he 

rot)UI!III.ed tho .,rot&ot.or be p la~utl hnh i nd " ~ho1 1 n Link fen r. e whl c l• 

vaa kept locked . 

Our burled eorvi~• vlro contra~ lor waa Lhen nutlrled t o hury t h i u 

cua l o•o r ' • wi re . Afte r t wo unsuc~ea&fu l atteapt.a wore •ado l u ~ain 

accaae t o bury t he wlr11 1 t he conlrac t.o r rcrorrod the account to our 

a aalatun L IIIUla•ar . We thon contacted Lhu cu•tomar a nrl arranJiod 

acCOIUI t.u bury the vi r c. Whe n th8 contrac tor retur ned t.u tha 

p• e•l ae, however, The c u•t.omor denied hi• pur•l•aion to bur y the 

wire and r equeatad acrl al •~rvt oe. 

On 7 - 3 9 , a t.a uhn l olan waa dlaJ•al c load ont1 plac e d an ~<'.~ ria l aerv 1c e 

wi re . 

Oo 1-21, the eua~oaar c a lled t.ha bua i n••• of f ice to obtai n 

1nror11atlon about a Reaola Cod.l Forwardinl (RCP ) line . The cuatoma r 

aald that. ha had heard vo l c ca o n the ) ina and believed the line vao 

boln~ tapped. The cuato~er aald ha had pra vloualy referre d the 

problaa t o Sout.harn Bell s~~urlly. The cuatoear wanted t.o d i ac uaa 

the problea wlth an aaMiatent aanaaar ond a call beck waa taken. 

Tho 11anaaer e poko wit.h the c uatcmer on 7-22 , vho aaid he fe l t hia 

Llno vaa bolna tapped by lu~: •l govern•anl o ftlcl a l/law an f orc aaent, 

baonu•n hla paper ~•• prepar lnM t o cxvoea tnf oraation on laauea 

l nvol vinl t he•• local poli t l c ianll/lav en t orc::•aanl o ft i c oro. The 

c ua tome r eaid that. a 8out.harn Ue l l ••curl ty •onajJer waa already 

aware ot tbe preble• · 

IUJ '8 ·s S 1V3ddV 3J.VJ.S • WJ u..; PU . !I I 
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The custo aer than ru~ueated infor•aL ion on a ncu l in• with 
Mu~orycull serv1co. The cu•tomer said he felt thia Lyvu of oorv icc 
woul d en•ble h im to gat. ~uouul(ew w•lhout. ha.,lna a line al lt•w 
i>hyulcul l ocation. 'The benefit• a nJ dll;advunllagea of NCP va. • 
I' Ojl ld nt• bu81nUIIO line were dJilCUWMe<l nnd tho C""lOJiar WAll ll iven lh" 
coal o f both, l ho cuatomou· tuaio hu needed to t.h lnk about l t and 
would c ull buok Lhe t oll ovlnJ day. 

Ou 7 - 4!3. lhe cullt.oae~· culled a nd ndvlsetl he hAd dec ided Lv cuovu hi ll 
.. ,:~·vice tu o dlthrenl loca t.lon. Thh• nc:w ~~od•h•eus would oorvl" o.a 
both hili place ur butilnuou and Ida rc a ld~o nce and tho cuwtoau:r dalt.l 
he felt thla wou l d provide •oro socur ll7, ~lnoe he would he t.here 
2~ ho u c·s 11. d&y. lie •8 rood to pl nee the o rder to 111ov.e l>u Lh lho 
rcsid .. n r. e and Lua l n f'ea l ine" lu Li m nuw locat.1on. Tho o ua t o .. f!' r aald 
he Waf' not aura ut t.he dulu he wonLetl t <'l 101ovo a t nc e Llco IJudulull 
wu:. huvlni reaodc linl( dono. T h e: .:uulu&au a· aAid ho would c all bac k 
t.ho nex~ day Lo oonflr~ ~he Q~te. 

011 7-24 1 the cua l o,.• r c:onfh·•n:d t.hu t'CQueat t.c> aove t h e bualnea1 
¥o n •ico, 1104-329-8940 lin.! the resi clenr:o 904-3211-8036 , Lo 2114 
Prosideut. St.., Palatka, FJ. Tho lnu lollet. lon dat;e waa se t f or 7-27. 
1'he o oul to 11o vo bot.h linea a l ong with the mon Lhly rule or e11ch waa 
confirmed wit.h t.hu c uatoaer. 

The c uat.omer then ~tdvieod Lha l he wn11 I'UCoivlll8 boopo und aonar 
l l ke r1nilnl aounda o n the linn~ ond requealed Lhla l n formollo n b~ 
g iven Lo the a ocur LL y uf fi cu . Tho cu,.t.o .. er said he fttll lh•l 
Suulhuru Boll ohould abaorb t.ha ... u wl ot the aove, oduuv Lbl!)' could 
not 1 ocate tbe e ourc•e ot the w lre tap. 

It wu oxplalned that. So1.1thorn Boll hod be•n l ovoetlcial.inf hh 
co11plalnt 1 but t ound no ev idence ot c. wlre tap. The cua l oau:r waa 
al"o Qdv.lued that t r he det.orndnc:" a O>ova wo\lld b• J.n lth ba a ~ 
LntcrAA t , Southern Bell would do Clv v r)'Lhlnll po aoiblo t.n e>CCOIIJaOd ala 
his; ruqueat. Howe\•er, we adv laed t.horo a r e c.ha r ''"' involved Lo 
oonnoc t hi • linea and Southurn Bol l would be c orrec t ln bill in• tur 
Lhc acrvloea r endered . 

Tn 11ddl t i on tha ""•Lollvr W llU n dvlecd Lhat. n oraall)' a•u-.uu•l• lur· 
wire tapplna are handlled tha·u lu .. al l~&w anforcoaenl , hut. I r Ia telL 
Lhot WI& II not an al ternat.l vo 1 pol'llolo'" Lhe c u at o a• r •illhl want. lu 
dea l Vlth their equivalent in ~noLhor county or on a Statu l~vo}. 
Th" cmo tmoer 1ald he felt • ur" Lh;ol o~eourlly would find the pr o blara 
an<l handle It onJ lloan l on 11A)' report tho •1luAl luu lu t.ha YBl if It 
uou ll nued. 

20d Wd OZ VO ~5 ·z 1 ·o 1 

. 
-~ 



• • 

3 

On 'l-24, The antt~r waa rrfllrred to our aec:uri tr annnger who 
tld vlsflrl the CluttotQo r' o J I nos wrro bo:iull c hecked ~wl ce t1 day and 
there wau no e~idonce of uny t ampering o t any kind. 

On 7 - 27, the cuutomor call ed e nd ww.ld ho waa havi ng probloao w1th 
hlo now l a ndlo t·d and thnt Ina cont rnc t hnd been c~tncellc:d w.nd 
ro~ueated t he order• t o a ovc the "r rviL~ be canceled. Thr custoeor 
11o l d ho wo11 ld ca ll back when lie wall rcntty to l'lovu. 

On 7-28 1 the custo11ur apoko v lth our &atdutant • ana11er •ud 
r~queslud the ordo:r be placed l o r..ovu t.he aervice lo Pr<:atdent St. 
The o rrltra wore lllllUed with n 7-30, •h1u d11ta. The c uato•ur adv!ucd 
thai the proLec t or o n hlw hour.c wue in poo r cond ition a~d ahould ba 
replaced. ln addll ion the cuo t uaer rcquealrd the Lox be aoved to e 
lol'l\ t. lon a ore oo.:uro uu no on,. rould t441' into Lhr line. ·rha aanu11cr 
advl aed that w~ wn"ld aL~uapL to nAI •sty hle r~~uuul if poa•lble, 
but t.hl\ t llae boiC 1111~ noL be able lu I1C placud i u u dittoronl 
locstl an . 

On 7-30 1 Lho aervl ce was a uvud Lo lh ~ oew location. The custo•or 
en ) lnd lo advi•• that th,. (' rOLc:clo l10o.l not b<t,.n pl aced lo hln 
•• t.luracLinn. It .... a1rco'l Ll•u L n ro.-.. nan .. uuld vi 11l1 the cua t o•or 
ond rur thcr dlacuaa the nat lcr. 

A t o re raen vlelt.ed tho c uotoau" o.m.l ex1•l uinod that tho protector 
could not be placed on Lhu oppoal L" a I de of l h1t houae ae ho wee 
rel')ue,. L•na, bec ause I t had lube hondnlf to powor. Tho fo reman 
o1rwod to rate• the a Kl att na ~rotactor bouauao ot the cua toae r'• 
conc ern ror aecu~lt1, but adv l aed the cueto .. r that to accoaaodatt 
thle requeat we would ne~d to repla ce one of t he axl etinl inatda 
"ire 

After t:OAI• l e t lun o r th11 oulalde work, Lho t ore11an att.wapted l.o 
acua11e the tnaide wirinl, Lul the cuato•er oloeed the door and aald 
he had t u l oavo, The foreaan aaaln exrla ined tht.l he needed to 
c han1~ the inelda wirlnl t o aove lhu protoctor , The c:u eloaer esld 
do what you have to do and lett. The prote c tor waa left at the 
exi•tina l.ovel. 

On 7-31 1 the c uetomor ual lod the aaa l ala11L aanaaor and ea id t.llal 
t h• ror•~•n lett without nuvl11• the box to the olller aide o f Lhe 
houae. The cueto•er •aid thel lhe aarv lce wee nol connected to hla 
llat1afac:t1on ai nee the box Ia atill in Lhe c arport area and uould 
b• readily aoceaaed b)' &IO'Ono. Tt waa •&reed t o have the foraaan 
call the ouatuaer baok. 

LUd ·a 'S S1V3ddV 3J.VJ,S + WJ U<.: PU ·u 1 
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, .he c uatoaer called uur aonaser anll ua id hft fel t eoceono wsa 
tarplng hiu lino. lie said Lluot each time he c a ll a the busitiUUII 
u ffl co hr haa a pro blem wllh hH line ; IJUay aignala on anowednl 
!lachine , li n e d o ad, fad i 11 U• ThCl c uHtOa ur wao upnnt a nd uald l.hul 
nothing wa a "rona nt hill eml aud t h n l evidently t he loccl lnw 
nn f orcea ent I n P~Lnaa Co unty ha 6 a ~unloct. with i n South e r n Be l l . 
'!'he "''"oa sor "" l d she did uul ngrce wlt.lo t.h10L nlat.aaant. and Llaul 
Sou thern Del l e11pl orr.ea o pe rat." under hlsh sta ndard• of eth i c s . The 
cualoac r s a id tN I J t t.ha v " "n .;c t. t.o t.ho Pt 1w I den t o I the lin I t rd 
Slate~, l hoy cou l d ' "t. t.o Suulhcrn no l l. The cuoto~r~er was aaaucud 
I hAt Sou thern Boll waa do in~ uv~ &·yt.h I "II noccaaa&' l' Lo detel"aine • ( 
• wi re lap altua.l lon ex l ot.ed. The cu • luacr then •aid lae lruntcd the 
telephone coapanr • nd knew he vna ; n KOull h a ndn. 

011 8-6 r the CUIO LOI\IIr c alled tu rol)uo<el U 8PCI! l f l c I' VJir'eBOnlAt..l YO 
t ·nll ~Jock t.o ex pla in t h e lad 1. The repr.,•vnla t.lve called back lind 
ln tt e meu••trc o n Lhe euat.u~or'd nnowc: r-ina ll &Cit& nc. On 8-7, ww 
c ulled t he c u s t o.,e r who on ltl he wa6 tuv uuay with thu nowa p a per Lo 
tnlk and Lo call hock on 6- 10. The CUMto~er alwo roqueuted t hat Lhu 
uaelntent ma n age r l.ae a d vlard lhn L our t oreean h a d aa l d he could not 
help hie, e l nc e our II OICu r lt.)' o f fice v a a wvolved. 

The ruato mer c alled rerair on 8 - 7, .. nd • e id h• waa not abl e t o 
nnuwer hi" line. Tha forceo n •roku wi Lh Lhe c uatoaa r anll c~plal nrll 
that In unlc r lo a .. lta l la v lluo 1 inl!! In o ul f furcnt. loc ation I n lloe 
lauoaae , the •nlllide wl rlnll needed tv be renrranacu wnd t here would be 
a c harso fo r Lh ia . Tho cuato•rr dt:c:Ji ned to h a ve thl a work done . 

Th~: wsaJotont llan,.gor nud lhc fnrcmau u l ucuanod t.hc 11at lo:r and 1l 
vaa d e lerlllnod t hat. t he lino had been c h•c ked and r e c hec ked and no 
lrouule waa f ound, It waa do t er&D ined tha ~ Southern Bell wou l d r& h e 
Lhe p rotector, if the c us tomer could a r ran¥• a tl •e t o r acceea. 

On 8- 12, we upoke wltb t he ou atoa er a nd went over a l l Lhe c har 1•• 
avpearl nJ o n the J uly b il l. The cuo Loao r aaid that. h e fe lt l t waa 
unfa i r tn pa~ lna tal laLion cha r l(ea to a ove h l a aarv l c o a lnco he h ad 
reporL•d probleaa t<l l h t loe J lnea. The cue loae r we e adviaed lha t. Lhn 
oh•r1ee we re uorreoL f or t be work Lhot waa d one . At Lhl a Llma we 
o ff e r e d t o c hec k for a ny reported outa ¥e• and •ake a n r a ppr opri a te 
at1Juataan te. Tha cu et.oaor refused a loc a l aervico a d J uatllent. 
lrepalr recorda d o not auba t a ntlaLe a ny o utaJoa ). 

On 11-211, tl a . Ua verly Hurre y, Aa alala nl Hana1er , c a l led the oua tollat 
t o a o kno wled'e the appeal. The cu ato11er .refused t o d l • u uea t.hn 
a a t.tor over t h e telephone a nd requea t ed a ll c oDaunicatlon b e dono 
In w&-lt i n g and hun1 up, 

VUJ ·a ·s s 1 v 3d d v 3 J. v J. s ... 1'1 J u ~ v u Ul 
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On ~ -29, Ho , Hurray oc nt Lhu ~Ltachrd latter ~o Lhu c uat n•e r. 

On 10 3, Hs . Murrey contac ted Hr . Pau l Keat i ng , AeeluLonL Honoger
lnel uJ Jn t lon/Ropa lr , ~nd roque~tod hu co n tact. .he c uaLomcr 
re&ardJnjj Lho inuta lla tiooa J•tohlemR. 

On 10-6, Hr . leatl n& callod Lhc: c uel oaftr, bul w•• oul o ft d ur ing 
tho oanvc raatlon. Hv u l lea~trd to c al l Lho cua Loao r b·~k , but t he: 
l ln11 wau IJUey. lie: I alor ""olen with lhe c uc>Luauo ~;nJ ot!e r 41d l.o r·e Rn lve uuy lna ttd la tion pr ol.ll c:11u lhe t: uiLOIDAI" w~~on Lo rl t.o dlacuuo. 
The cualoau· oai.J lao on I)' had ""'"' L I nn o on the blll l n lil on I. he accouuL und ha would bo w 11 I I ns t o apoak wl Lh Ha . Hurra7 on t.hn phoue, 

On 10-6, Hs. Hoarray ruc:e lvflll the roqu ... t. t r oa t he c:oaai11e 10n rftC)uroHIIIII Lh"L n pr•,.odac vlodl IJo ao tl ft I t> the -.uut.oa or l o dl ecuoa 
hl14 con;orn11 . Hu. Hurroy Cll l lod Lhu c uatoaer and t. lLe11pled l.o tel 
up a vlu l L by herae lf 4nd Hr. ~ca • • nK Lo roeolvr any ~ lllin& o r lnsLAt lnllon probl c • e. The cuw Lom~ r eald he wuw ln the mi ddl e o f 
p rl nt lni hls 4th edi i. Jon o f t loc paper Mnd wou]d be t oo ~UOY t o r t hr 
next 10 dayo to 2 week• t o wet t l•e aalde t o aueL . 

Ha . Hurray lhan u tte red t o l a•y 1-U rwoo lvr Lhcue leeuuu over t ho 
l<~lovllone, hul. the c u• lOilfH" nnld he hAd nil uppo lnLaenl. Hu. Hurr11;r 
o ffered Lo call buc k a t a nuru c onve ni ent tl~u, bu t the eualo~c:r Lh 11 n brough t up vari ous laaues • ud would not. allow Hu. Hurray to 
at te•vt. a r eso luti o n ~ro re Bwl t chlng t o another eubjact . 

The uualumor nnlrl ha had vrov l n~ alr • o~u·•le.J Lha L ohe c a ! l hlm 1 11111. 11h• load not 11111 t he COI\111 L•uul. Ha . 1-fua•r a r aotplaln11d that Lhft 
rat•raaante~t.lve ho apoke wi th on 8 - 12, had met that coaallaent. 

The c ua toaor then aald that t ho protec t o r had not been aave d •• o f :ret to the o ppo elle a ida o f t he houae. ka . "u~ray awplalned that 
l hi a oould not ba done tor aata t y r ea1o1ona AI there wt.a 110 powe r 0 11 t hat aido ot t he hou11e. Tho cu aloaar Lhon aaid he had an 
appotntaonl and bad to leave . Ha . Hurray aga in o f fe red t o vlait Lha cua t oaer or c al l bac k l ater t o disc o •• theao 1aau a• in a oro d a La1l, 
The ouatomor t old "a . Hurray Lo 10 over a ll t ho d • La \ la o t the paat 
conv~ rael lon, it•~••• t~em a nd aJ j uaL t he a c10ou nt aocord lnllr. 

He. Hurray a dv i oe d the b1ll w&o cor r e c t. a nd ahe c ould no~ ad jua t all ot hie paet blll in1 . The ~ualoaer aa l d t ha t he would contlnu• 
down hie curt'ant path 111d daal with aoaoona hi1her . Ha. Hurray u tfA r e d to rarer t he a ccount tu har al\natre r a nd have her c all baok t.r to-e. 

'IU J ·a ·s S1V3ddV 3J.VJ.S -+ WJ UO:: HI 2G ·..; 1 Ul 
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A turlhe r oe port wi l l be prov1d•d by 10 22. / 

A tt a ch•ent. 

• 

SUJ ·a :, S1V3ddV 3J.VJ.S .-t Y~J U2: VII ;,;o ·~ 1 ·u 1 



• 
10. 02. 92 04 : 4 8 PM 

l•~•r ~t, 1113 

P\ltnu County • ..,. tna. 
P. o. ~ na 
Palatka, PL 31111 

Raa tot-321-at•o 

Dear Mr . ri~loloa 

• 
P02 

@ 
Southern Bel 

100 .... o. .... ···llA 
~. , ....... )J61)1 

cant1ra1n1J o\lr oorwaraation ot 4aptt~tr at, l99 a, all laauaa 

rcgantint~ your telephone ••rvlc e "ill ba addra .. ocS by latter. 

HonaU.y va 4c. oon4uot bUiinau ovar ~"• telephona to •IIJI•~ita 

han4l1n1J of oanoarna or pra~l•••· Sinoa you~ aatilf•o~ion i l ot 
the utaoat i.ll~rtanco to ua, bovavar , we wH 1 Ia 4Jl a4 to honor your 
uqueat. 

Plaaaa to&"Wu4 your oona•~l\danca to •• at the addr••• balov1 

loutaem hll 
tOO M. Oranto Avo. 
aooa ,,. 
Orlln401 PL 31101 

VounJ very U'Uly, 

~~ 
Aaaieune ~ 

CllatOMr .. rYloo 

.,., tb 

LUd 

AlaJJQ/1>'~ 

a ·s S1\13dcv 3J.VJ.s .... WJ u.::: vu .:: b .. . I Ll I 

f( 

~' \ 



• ••• • 
Jutnam O!ountg New11 

Tho.naa lhmond f llrtoiO 
l'tohloall•r 

Clc t obu J 199l 

I' .U SOx !112 • EOftt P&IUIIo.a, Florida 321JI 

Shirl ey A. :llukua , Andy~;~! 

Public ScrV1ce G~i nn1nn 

I 0 1 t'.nlll Gttlllt'U !h u:cl 

Tll l luhn:JU1!1! 0 t'L 32399-0850 

llua lnC"~ 
t'll:t 

Rt•iduenc~> 

ll' ,_ 8 '}1. fl 

12Cl 9Ul6 
'29 ·fl1ill/ 

n111n1t you l o r your !jeptcaber 29 t h l e ll l'l and prOilp l n ii i'JIItun to ay plumu 

l'&ll t o you yes terday :rer,Ar (! l ng/cl l llrtL'IIIIur, r•mhl l·• '-lth S•••Lhelll lleJ I nno 

t hh 1110r n11111, tnfnm ln& yuu u f u.., clla.;ouucc t e tl phon<! ~· t vilt". 

J arprtrlllff' t l 1t' 'JOII VIJ J KCI I>.Jd, lllluuo h Vlth :lie , t t iW' conc l u:!lUII 

n t ymor lnvi'HLiga llnn . Huvcvec, If you du not hav,. 1111 •hr frwtu, l1.1v 1:0uld 

~ll'llll!lll ~;.84 ('Oncluulun? 

~~.~??" ' Y o ! ', I /~ /} 
<f.~P o a riu~ 

l't•o yuw " l\IOODt : 

holy IIIII- 11/MJIII llwlulluo lvu 
.holy 'l i lt- L1WIIIIltl to 1'V c~s llVt' to hu t lohnY, fuo loalcl\1\;v, whtch clearly 

.!!howO ll! lCjlhOIIC H ilt' cnhii'S d l lliJI'If UYl!f lhe WildlnJ! , l 11 ld 0 11 10[1 

of Lhc ruod vllh cars r unninA oter the linea ()) nn:l lny rh!>ro• lur 

nf'nrly lwu vc:cl.u. ~ 
It '. [/.II 

1 only hoo nrrv tcr l'nr u lt•v lluy• Num· tho::- lolfilt, T vns charl(l'r1 fnr no 

uc:Lvlcc, JIO<.oC service, Hltonuvt~. l Bervlcc ond Mrl m•rv"'"· 

Jnstn l 111 1 t on i ull twl•ll uL ooother Jpcattun. llurl11e tllf' c-ourse o t t h i n 

lnorn 11nllon , I Vll" IIY&ltt .xl by 111111\Ajlelli(!n f or ' '"' tl r lnml ufflo·c wloo coull r11Nl 

vilh • naql'fi'!11. t n the l'o lnl k!l otllrr l h'\1 tlol11 lrullul l ut lcou \oiOUid aoll :~fy 

••· · llm.o.-c· r , tlrlnonlv OLJuut: .. o'('ut U G an conflln/dl.:opurr v llh thr lll111b),'l$ll•lll o! 

ll ~<-• l'<du t ._u offi ce. I n shnrr. ' ' " M oldl•ll(l(l'il llctv t!Col t hl'lr f ew ..tol.:h aln t 

tight. 

Heanvrule , I ' 11 tof t wH h unso ttatu~tnry lnlll:~lluloUio, llUVl a~rvtce, no 



.... .. ... • p ., 

• 
.. ,., lntcrruptcd servic,.. !loiV'- lltt>-less, I wur. ctrareed for thl11 •orvlct>. 

There HI IIOrP ttl tWs h.st , h0\11'\'f'r, In the lnt r•rct..l ol ll~~:e , pll'n&l' 

see that D<'rvlt' l! .is restor~, w td thor rh:l n 111 bt w&ht ro t hr· aHenLion 

ot lhc 11cnJor ~laiC of Soulhtrn Bell , tha t cuat<HK'r n 11houlu ctot ~ prrl 

ut raannse~~ent'H t.HepulCIS, subJN' t to cruss ftn·, for~4old to puy H b1ll. 

vhC'n rlt.Drly LIK> recunl llfll"alcll f or ltttotl l . 
I 

lll(IC" your ri'<JUC~l, I lo'lll Dllpply yOll 111th ._ Ji:J ' 'Old h:Jl Ol CUIIjlloJntll 

• I f • 



• 

Mr. Thomas R. Firriolo 
Putnam County News 
P.O. Box 512 
East Palatka, Florida 32131 

Dear Mr . Firriolo: 

• 

September 29, 1992 

Thank you for your recent letter concerning Sou thern Boll l e lcphonc 
Company . 

We wi ll l ook into the ma tter yo~ outlined and get back in touch with you 
at the conclusion of our invest iga tion. 

SAS:kt 

Sincerely , 

Shi r ley A. Stokes 
Consumer Compl aint Analyst 
Divi sion of Consumer Affai rs 
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J)utnam Qtnuntu News 
P 0. Boa &12 • taat Palatq , Flotlda J21 l 1 

Th0<n10 llaoii<IM rlmolo 

PuOII$1\et 

~ine" 
~·ax 

Rr.,lt1t•no" 

Scpte~ber 25, 19~2 

t1J. • Ron l)'o , C.ent:rtt 1 Hllnngcr 

SouLhecn "'J I telephuu~ Coop4ny 

soo H. Ocooet 1\vem•e: 
l)r lmolu, n. :12001 

Dt:ut Mr. Tyn, 

We> hove IIIK)ken a f e w tiDes, M ny I!Ulh t o 1\Cs . 11urr~v · " <tuch tllc vl' 

AT&l, Mn. trurray, t!o 11, Kln11ey uml ulhOr ::l 

Calle ond QIIL'IIIlon•• u!Jou t "Y phone tlrll m<l aorvtc:e contutu~ t o bC' 

w•umrvctt•d, whlclo JCI&ve• l!le no cbolcl' nthl't lh~u to COI'tnn tho Floddo 

l.OftCiuion request Jont 11 caavlcto t nvesLlf:"l hm. 

Yout o~:rvice JS not ,1100<1, your ntnr, dotw nut fuJ low t hrouth vt th 

cuatODUr lltcvJr.rhtn l i"fnc tlun uutl "') btl I cvnt .......... ro 11>01101 vlrlt 

rululllko• "'"" 11laLako c hoou•ntl '"" ('o, your· ~~~~ ~~~"" · 

ln3tllllot l on V AS on .July A, 1992, winch was not W.5to llrd prnpl'r ly, 

tll' rv.irc vnto l n L~trcuptL!d, uu servj ce follOIItd by hnd :u:r v Icc ocKI lncor rel."t 

b11Un~. 

j 

l 

. . . . . . . . . .... 

12'HI94(1 
H~-'1036 
J2'l 8?07 

I f vcmr t."WWl(JIIIC•cu t.locc ' t pay thetr btl I, ~t:rvH.c could be Jntnruptl'd. 

l'li,bl! flud eucl o•ed 11y check l o r tht relephnn11 htl l ucorkcl.ltuc..lcr protellt. 

J • requoat1na yow- ap~orancc, o llat of all Ll'lt:phuu~ cul U iillldt t o your 

C'*P""Y· IIM"vir e r~~ cntothc':. wu.l aupervuonr J svoke wah and t he recordo. 

•11'-"V'~ fot )'CIU oo rat i on. 

~ly, ~ 
R. l'frrlnln 

1aQUI8H" \ AUt 

ru un 

9114· '29·?0l~ -u • 
StP 2 1, 1992 0~6 1~ l 

,.,_. I•......,._ H f"'f•e. .... '-• ... , . , , .-tu t..el'\l•u ••"•' ' • ' .,_,.. 

.. . ,., a. tM c:n.r-... t• ' ~• lu1 • • ,,_. .. r • ., . , .. ,_a • .;--' on lN l•tt 

. . .. .,, th t<~~ ...... . .,. .......,, ., ..-• .,. ...... " c.n-.,.. • -» ... .. lal •w4 b t 

...... _ ... --tnoaJttW'"'......., ~.,.. "'h no-th =-· v-.. .. ,.,, .... en a 



---~ no-uoe 

TO IN. Altll\MT 
11011 00! . 

IU.U 

1'\.U!it r4Y 8 1t 

., .ze-n 

,A,M tr- t.,...,.t.cl fot t • U•r• to , . , ... .,. .. CJ,JJat ecs .... ~ •• 
.... t.,. .aln~·~• PlM• • d lreC"ter~ adtow-th or c:n.r.•• 
uaecfat-.4 • I th ttl or " " .. ua. ,....w-.,., (....,..u-,r • •-• .. ~ IMI tllk•n 
lt7 Southern ••11 wWI t he prowt•r ., the _,..'lice t• a e u .. t ~l•t.d 
oh• r,.• net ~•t 4 ~, ih• ~ 4•te , 

If YWI" hle,houn• u r •lr.. h lftte,..,.,.teg. • r e • toreU.n tt1 ..,._Jc e 

U.r,. • Ill ooph- • ,_or •0.11\l-l ......... 11 _, . 1 .. w , • .,..1.4. 
W• nlv. I .U •• • '"'''..ar .,... ,...... U.t J""''o' c.-~ h•l~ ..,. ••• f4 w. 
eotlon fby ten.ll.nt "" ,.,---t toc:t.r . I f )lOu n• •• ..., ,. fO'IM' bUl •Ln•• 
th1t neUoe ••• • • -t'•r .-c.f, ,.., .. ._. ..... , 0\11' ttt. .... W\d dl •r •twd l h h 

n•Uc• . 

t .,.ddlt htno•l N f l e• .. ~ l"':tt be 01.,., .. ,.,. , dl~en llnul~f,t t.,•l c e If • 

tohe-dl t;a Cl~ed.l 

'"" rWl.II.~E H>Ul, I PAR HB1t~. M<O ltt'l URNTHI& PORTION 'IVm I VOUfii'AYMI:.I-H. "'" 

r~;ar-iJ •.::'£ F:i'Aii"oo.c.E~ 
~QOWJ-Iili!' ; .l~tAJO .:r-:i. , 

, !i, 10 

.A.tlcount. Hu~or1 

TN 

90~·329·9036 Jl l 0~6J 
Sep 2 1, 1992 
0928 U)6 

Plu .. ooaU ehec:ll payable l o 54utllorn lloll. 

P.O. IIUX 901 
JAClSONYJULE , rL 
Ul911• 000 1 

niOnA:; II f'tllJIIGI.O 
PO BOX &l:a 
r. PALATT./1 Ill 321 3 1 
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