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on May 5, 1997, the commission issued Order No. PSC-97-00312-

TI ("Show cause Order") requiring Integrated TeleServices, Inc. 

(ITS) show cause why ' it should not be tined for alleged violations 

of Rule 25-4.118 and Rule 25-4.043, Florida Administrative Code 
I 

(PAC). Respondent' a response to the Show Cause Order and its 

request for relief are provided below. 

Procedural 8Ackground 

1. All notices, pleadings and orders should be directed to: 

Patrick K. Wiggins 
Wiggin• ' Villacorta, P.A. 
Poet Office Drawer 1657 
Tallahassee, Florida 32302 
(904) 222-1!34 

RESPONSE 

2. The Show Cause Order allegea two basic violations by 
I 

Respondent , elaaming and failure to timely respond to statt ---

~ 
I 

R 

_.;._.iRaquiries, and further alleges that, taJcen together, those 

violations warrant tinea of $75 , 000 and $25,000. ITS disputes that 
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the facta of this case warrant• tho proposed sanctions. _ ___;~· 

J 3. Sloping. The Show Cause Order states in conclusory 
l 

lanquage that 191 complaints hod been "closed as rule infractions." 
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' The Show Cause Order does not turther identity those ~omplaints. As 

evidenced by ita earlier offer or settlement, ITS admits that there 

were in tact some potential violations of Rule 25-4118, F.A.C. ITS 

denies, however, that mllllber of complaints are as extensive as 

alleged by the Show Cause Order. ITS anticipates that during the 

prehearing phase or this proceeding it will obtain a more specitic 

statement of the Commission ' s baeia tor concluding that there woro 

191 sla.as, and will thus be able to address oach complaint with 

more specificity. 

4 . The Show cause Order also alleges that ITS's remedial 

actions were not in compliance with Rule 25-4.118, nor sutticient 

for the Coamiaaion to conclude that the marketing problems 

triggerinq the cuatoae.r complaints have been solved. ITS disputes 

this alleqation. ITS appropriately refunded to every complain i ng 

customer either the amounts required under tho rule or more. 

Moreover, on its own initiative, ITS completely suspended its 

" telemarketinq eftorts. 

5. Failure to Reswod to statt Inquiries. The Show Cause 

Order also alleqes that ITS violated Rule 25-4.043 by koowinqly and 

willtull y refusing or tailinq to timely respond to inquiries 

propounded by starr. ITS acknowledges that many of its responses 

were not timely filed and that this constitutes technical 

violations of the rule. ITS adamantly disputes that the late 

responses constitute a justification for tho proposed $25, ooo 

sanction. As reflected in the narrative or the Show cause Order, 

ITS did respond substantively to the various inquiri es or tho staff 
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and attempted to provide staff with the information necessary t o 

conclude that marketing problems giving rise to the complaints had 

been remedied. The tact that responses were late does not 

eetablhh that ITS vu knowingly ignoring Commission rules, but 

rather that the company was dealing !or tho first time in its 

history with both a high volume of complaints and rules of this 

CoiiiJIIission with respect to the content and response time of 

inquiries . In short, while attempting to address the merits of the 

many inquiries, ITS vas simply unaware that it was violating a rule 

requirement with respect to response time. 
I 

6. Additional Pacta. There are additional !acts that will 
t 

be developed at hearing which paint a different picture of ITS and 

ita recent marketing problem. ITS purchased a telemarketing entity 

in January 1996 . Later that year, it began to telemarket its 

services !or the first time. At the time, it had experienced 

virtually no custo••r complaint.& about its services or marketing 

p.ractices. The telemarketing practices of the acquired entity were 

such that numerous slamming complaints were generated. Thus, 

during the second halt of 1996, ITS had to respond to an 

unprecedented number' of complaints. Thus in addressing this high 

volume cf complaints, ITS not only had to determine what was . 
happening, at the same time it had to develop effective internal 

procedures !or responding to co~ssion inquiries. The high number 

of late r.eaponsea is the result of ITS's learning process. 
I 

7. As reflected in the Show cause Order, ITS was 

certi!i~~ted in Florida on Hay 29, 1996. Staff not ified ITS of 15 
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complaints on Auqust 14, 1996. Thus within ten weeks of 

certification in Florida, ITS was faced with evaluating a major 

problem and responding to multiple inquiries from staff . In this 

context, ITS's failure to timely respond is read ily seen as the 

result of unfamiliarity with Commission rules and the challenge of 

solving a aarketing problem it had apparently acquired. 

a. ITS's regulatory history in other states, its appropriate 

refund to ousto•ers who complained of slamming, and its voluntary 

suspension of all telemarketing activities demonstrate that this is 

a company that conforms to regulatory requirements, and that the 

slalllllling co•plaints 'giving rise to the Show Cause Order are the 

result of an aberrational problem experienced by the company. Tho 

sanctions proposed by the Show Cause Order are thus unwarranted. 

WKBRiroRB, ITS requests a hearing pursuant to Section 120. 57, 

Florida Statutes, on the issues of fact, policy and law raised by 

the Shov cause Order and this response. 

DATED this 27th day of Kay, 1997. 

J<. Wiggi 
Wiqgins & Villacorta 
Post Office Drawer 16S7 
Tallahassee, Florida 32302 
(904)222-1534 

Attorneys f or Integrated 
Tele5ervices, Inc. 
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