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id ATTEMDANCE:
DIANA CALDWERLL, FPSC Division of Appeals.
CHARLIER BBCK, Office of Public Counsel,
CECILIA BRADLEY, Office of the Attorney General.

RICK MOSES, Division of Communications.
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several company representatives, telecommunications
company represantatives, in the audience, but I
understand you'’re here to answer any questions that
might arise.

Ladies and gentlemen, my name is Julia
Johnson. I'm the chairperson of the Florida Public
Service commission, and seated to my right is
Commissioner Terry Deason.

The entire Commission will be hearing the
formal rule aspect of this hearing, and we will, as
Commissioners, be appearing across the state to mainly
hear from you to learn if there are other offenses
other than the ones that have been directly reported
to us, your thoughts on the telecommunications
companies, any activities that have occurred as it
relates to what we're investigating, and that is
slamming.

The Commission and its Staff, for several
months we've been looking at revising our rulaes,
bacause we've been concerned that though we have rules
in place and we have now the statutory authority and
the rule authority to impose fines and also to revoke
certificates from companies, we're sesing that there
is a growing number of slamming complaints.

Back in 1990, we had approximately 30
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Again, I have several slides that if
questions come up, we can entertain those by slide and
then give you more axamples, but we're really here to
get information from you. If you have instances where
you believe that you've had a problem with a company,
if you could tell us that, that would give us an
opportunity to make sure that we understand the
gravity of the problem, and as we're trying to come up
with the proper resolution, that we can take all of
your concerns and your thoughts in mind.

I had some general information, because I
participated in a couple public forums this morning.
And one of the questions that occurred was, well, we
really have a problem in this county or in this
particular area. And I can tell you this year alone
we've closed out at least 21 complaints where
customers have, indeed, stated that their service was
changed without their permission.

We have saved the customers in this area in
the last several months about $1,000 having their
rates changed back to their authorized carrier's
rates, and we have in surrounding counties, Panama
City and surrounding cities, we've had ten complaints
in Panama City, Apalachicola. Wae've not had any in

Quincy. We've two -- Marianna we've not had any
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will be very much improved by receiving your comments
to help us better understand, well, vhen are the
customers confused, how are they confused; are the
svespstakes confusing to the customers. We ars
hopeful that over the next several veeks as ve visit
different cities that we'll have an opportunity to
have the dialogue and receive the information from the
customers as to what customers would like to see and
what thay would not liks to see.

8o with that, I understand that there's
several psople that would like to testify today and
provide us with information. If you could stand and
raise your right hand, at this time I'll swear you in.

(Witnesses collectively swvorn.)

NR. BECK: I want to thank everybody for
appearing tonight. I know you've been waiting a long
time, and we'll get right to your testimony. We
appreciate your coming, and we know it's an
inconvenience.

If any of you would like to speak with
either Cecilia Bradley or myself afterwards, we would
be glad to speak with you. Also, Earl Poucher --
Earl, would you raise your hand -- from our office
wvould be glad to speak with you if you have any

quest.ions.
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The first witness is Carolyn Brown. If you
would, please state your name and address and phone
number and then tell us what your experience has been.

CAROLYM BROWN
appeared as a vitness and, svearing to tell the truth,
testified as follows:

DIRECT STATEMENT

WITHNRESS BROWN: Thank you. My name is
Carolyn Brown, and I live at 400 Winton Avenue. I'm
representing my mother-in-law who is in the audience.
She lives at 401 Colbert, and she was the one that was
slammed.

The company that we had the problem with is
Network Utilization Services, which BellSouth and AT&T
I talked with had never heard of them. What happened
was ve're not really sure of the date, but probably
back in March of last year, they seemed to t! ink they
changed her then.

However, she did not receive an invoice
until September and at that time she received a little
yellow flier like this, which looks like just a piece
of junk mail, and she had actually tossed it out; but
on second thought she got it back out and started

reading it, and it said that her AT&T Bill Manager
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carvice invoice was overdue.

Well, she got all these invoices and she
started paying them. This was in September, and she
wasn't concernad about paying them because she had
made the long distance calls and she assumed, I guess,
they vere going to AT&T.

Well, it want on for several aonths, and
then she said her bill was getting larger and larger.
S0 we looked at it, and she was paying about 22 cents
a minute, which she had been paying like 10 cents a
minute with AT&T.

So she wrote on this invoice “Cancel this
long distance service.® And they had an 800 number
alsc that she could call. This company was in Boston,
Massachusetts. Well, there was never an answver at
this 800 number. It was just a recording or nobody
was in the office. They would take your name and
number and return the call. W¥ell, no one ever did.

S0 then comes along about January or
February, after the holidays, I thought, well, someone
needs to get involved, because the bills -- actually,
she paid close to $575 for these long distance
services.

80 I called, I guess, BellScuth. I didn't

know where to start, so I called BellSouth. They said
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free .e on it.

So in the meantime I wrote Network
Utilizations and mailed letters to the Better Business
Bureau, coples to -- I even sent to Scarborough
Payment Center -- there's an address in Detroit,
Michigan for Network Utiligations. 8o I sent them a
letter and wanted to know why; you know, how did they
get her name and number. The phone is not in her
name. It's in her husband's name; therefore, she
should not have been authorized to change anybody --
you know, to make any changes.

Well, I got a response from Network
Utilizations saying that they had -- she had done it
through a phone call, that she had gave her consent
for -- to change this; but she -- I'm sure she didn't.
She keeps a journal every day of what goes on, and she
had no desire to change from ATET.

80 the change was made. And they said that
they did this over the phone. And I told them that I
had tried to reach them on several different times,
and they didn't reply to me. They didn't respond to
any of ay letters.

The Batter Business Bureau in Boston did
respond. They said they had several complaints

against that company, but the company told them that
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