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1 

2 

3 

•aocaaoi•os 

(ae&riD9 OOD'YeDed at IS 35 p.a.) 

ClaTRKI• J~l Ladies and gentlemen, 

4 

4 we • re CJOincJ to f'l ahead and call the h.ear ing to order 

5 here tonight. Cou.nael., could you please read the 

6 notice. 

7 ... ~~ Purauant to the notice under 

8 Section 120.54 Florida Statutea, the Florida Public 

9 Service co.a!aaion will bold a rule development 

10 vorkahop at thia tiae and place to cons.ider amendments 

11 to rule• relating to cuatoaar preference• for local, 

12 local toll and toll provid.r. 

13 CWIDD• JODIOIII We' 11 take appearances. 

14 ... ~~ Diana Caldwell, Florida 

15 PUblic Sarv'ioa C<maiaaion, 2540 Shwaard Oak Boulevard, 

16 Tallahaaaee, Plorid.a 32399. 

17 D. a.:aa My n&M ia Charlie Beck. I •m 

18 vith the Office of Public Counael in the Cla.ude Pepper 

19 auildinq Tallahaaaee. Our office re1:-.cesents consumer 

20 intereat before the Public Service Commiaaion . Also 

21 with .. here tonight ia Earl Poucher -- Earl, could 

22 you rai .. your hand -- he ia alao here in the Public 

23 COunHl'• office thia evening. 

24 CII&DliiUI JOD80111 Welco•e. My name is 

25 Julia Jobnaon. I'• the Chair.an of the Florida Public 



1 service co.aiaaion, and. anted. ·to • .Y left ia 

2 Co.aiuioner Joe Garcia. We will be the panel that 

3 v .i 'll hear all of the taatiaony tha_<t i• take.n tonight, 

4 but tba full coaiaaion will, indeed, hear the final 

5 rule and be involved in the proce•• as we reach our 

6 final deliberation•. 

7 Kov, that noiH that you're ttearing is our 

5 

8 Internet connection. It aay not be -- we may have to 

9 go ott the reco.rd but let ae explain to you what we • re 

10 doinq hera. 

ll we•re holding hearing• throughout the state 

12 of Florida. And what ve•va clone vaa provided as a 

13 part of our be.. page for the Public Service 

14 co .. iaaion, va have a web alta ao that people that 

15 have coaputera that actually have speakers can dial in 

16 and listen to all of our hearing•. 

17 wa alao bava a proc••• that via the 

18 Internet, lt you have a c~lai:nt you'd like to file, 

19 and if you don't want to u.e our 1-800 number, that 

20 nuabar 1• liated in our brochure. But you can 

21 actually fila your coapl~int via your coaputer sitting 

22 at ho.. over the Internet. The vob ai te and the 

.23 dial-in nuabara are provided in our lit.er·atuTe . 

24 But, again, to·r· the purpoaa of allowing 

2·5 tlloaa that want. to juat liatan in at their home•, we 
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1 bave pZ~ovided to~ thia to be tran .. itted over the 

2 Internet.. I •a t·oinq~ to 90 ott the reco.rd t ·or just a 

3 rev .-.nta to aaka aure that con.n.ection is clear. It 

4 aoun4a aa if, perltapa, .it ia not.. I apoloqize tor a.ny 

5 1noonven1e:noe, but I'a going to break tor a few 

6 aoaant.a ao that we can aake aure our citizens from the 

7 acro.a the atata ~. indeed, liaten in. Let's go off 

8 -the record. 

9 (Off the record.) 

10 We're. going to go back on 

1.1 tbe record. It appear• aa .it we•ve lost the Internet 

1.2 connection, ao' citizen• aay not liaten in to our 

13 b.earing thia afternoon. But I didn't want to delay 

14 the pToceaa tor thoae ot you Vbo were actually here to 

15 teatify before ua. They aay try to reconnect that 

16 throggh our aatellite link, I tbink, in Tallahassee, 

17 'but we're goinq· to qo ahead and proceed with the 

18 bearing. We'll leave it on because they may, indeed, 

' ~ boo~ it back up. 

20 I bad .. ntioned to you a little earlier that 

21 we have this -- our Special Report. The dpecial 

22 Report anc.t the dOCUJtenta that were provided out front 

23 are designed to provide you with aore information on 

24 the ala .. int pJ"oceaa. 

25 Sl ... ing has bYn a biq problem in the state 



1 of Florida. In 1991 we bad about 30 complaints, and 

2 laat y .. r ve bad over 3,000 coaplainta. 

7 

3 currently we do have rule• that are desi.gned 

4 to help protect you froa tbi• offenae, but, again, 

5 v••ve •een incr .. aia; nuaber• ot action•; we've seen 

6 different type• of -thod• u•ed t ,o change people's 

7 telephone HrVice without their a:uthorization. so 

8 w·e 're loOkinq tor vay• to atrengthen our rules . 

9 PUblic eounael and tbe Attorney General's 

10 ottice .bave both been very involved in thi• process 

11 and tbey will be aakint •ug~e•tiona and will be 

12 partieipat1nc) in our hearinCJ• to help ua strengt hen 

13 our rule• and ooae up with better ways to protect the 

14 ouato .. r. 

15 In the .. antiae, we do, again, have the 

16 li,t~atu.re out front that provicJe •o•• •uq9est.ions how 

17 to pe:rhap• you could help qua:rd aqainst this 

18 yo\lr•elve•. 

19 one i• -- and I know we have even the 

20 application• for the DepartJMnt ot Aqricult,ure' s "No 

21 Solicitation Proqr~.w 

22 Of~nttae• we bear coaplaint• that people, 

23 Vhen the,y ooaa hOJM troa work or co•• in in the 

24 att.er,noon, their telephone •tart• rinqing and it's 

25 tel.aarketer• ofterinq t:!u~• aervicea, offering them 
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1 gifta, offerint different thing• to th-. And most ot 

2 th- aay they would. rather juat not receive the calls. 

3 Well , through the Departaent of Aqriculture, if you'd 

4 like to co.pleta the application, and tor a small tee, 

5 'I believe it'• $10 initial tee, $5 thereafter, you 

6 v~ill bave your ~ put on a li•t and you will no 

7 lonqer -- or abould no longer receive calls from 

8 tel~ketera. 

9 Another teleco-uniaationa device is for you 

10 to call your local oa.pany and ask tor a PIC freeze. 

11 That ia a vay by' Wbicb you tell the local company "I 

12 juat don't want ay aerviae cbanqecS" and the 

13 tel~ketera won't .be able tc call or send in 

14 anythiDCJ to the local coapany saying that your service 

15 J..s cbanq41Cl. You w'ill actually have to go through an 

16 atfirJUtive effort yourae.If and contact the local 

17 coapany· in crrder to get your aervice cbange.d. So that 

18 PIC freeze ia, ind.eed, a vay to guard aqainst and 

19 Droteot youraelves troll thia bappeni.ng. 

20 But today ve•re bere to hear from you. We 

21 have nuaeroua staff ..abera here to assist you if you 

22 ba.ve coaplainta, it you. bave onqoinq co~~plaints. Let 

23 me go ahead and qive you tbe naaes ot those staff 

24 •embers so that durinq the course of your test imony we 

25 'JUlY dir•ct you to our staff ••ahara. 
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1 There • • a qentl-n in tbra tar back Mr. Dick 

2. Durbin, you can pro.bably aee the back ot his head, 

3 he • • on our caaputer there ancS be can if you have a 

4 coaplaint or an onqoin9 file, we have people, waiting 

5 in, Tallahaa... to-n.iflbt that are working the 1 ines 

6 ton.igbt that vill try to aaaiat ua. Ka . Thelma Crump 

7 ia the lovely lady in the brown auit there. She is in 

8 our Con.u.er Affair• Depart.aent, too, and she can 

9 provide you 11dtb any aaaiatance you aight need. 

10 Jennifer Bridfea ia alao there in the red suit. She's 

11 available. Sandy Si.aona i• the one that' a been 

12 de•perately trying to get the. Internet back up and 

13 running. .Rick Moaea, anc:t you'll hear from him a 

14 little later. Be'• qoing to go throuqh the proposed 

15 rule, and it you have any queationa on the proposed 

16 rul e, or 110re ao auggeatio:na aa to how we miqht even 

17 atre.nqthen it aore, we are •••nabla to ·that and would 

18 wel.come that teatiaony. J 'oy· Kelly is our court 

19 report er. At the a,ppropriate tiae, .I 'll have you 

20 atancl and avear you in, becauae your comments will be 

21 part ot an official tran•cript and a part of our 

22 record, anc1 we oan u•• your comments in our final 

2 3 deliberation• when we aa.ke our decision and that ' s why 

24 we have the procaaa ot awearinq you in. I don't thi.nk 

25 I left anyone ott. Diana caldwell introduaed herself. 

'I'Lealla .U.LIC 8DV%CB CCIIIII%88IOae 
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1 so with tb.at, let me turn this over to 

2 Kr. Rick lloau, and be 1• goi ng to overview our 

3 curr·ent rule. 

4 COMWteatOIID GUCDa Na. Simmons is go ing 

5 to try to hook ua up to ·the Internet while he does 

6 that, ao don.•t let that --

7 CIIIDDM JOIIII8C*a Do we need t~ qo ott the 

8 re..cord? We're g·oi119 to CJO ott the record for just one 

9 aacond. 

10 

11 

(Ott the record.) 

aBataKa. Joa.80.1 We're goin9 to qo back on 

12 the record. Mr. lloaea. 

13 a . .,.... Thank you, Chairman Johne.on. 

14 Tbe propoaed liaita to the rules will do the 

15 followinq for you: They will apply to all companies 

16 providJ.nt local t•lepbone aervlce, local toll, which 

17 ia alao known aa intraLATA aervioe, and your 

18 traditional long diatance ••rvice .• 

19 They wi ll require additional information to 

20 be printed. on the bill. That infor:aation includes the 

21 naae of the coapany, the type of aervice provided and 

2,2 a toll-free aervice n.Wiber for each of the providers. 

23 Tbia vill require the oonauaer • • authorization and 

24 will liait the vaya in vhi.oh a preferred company may 

25 be chanCJed. 'l'be ohanqe -y only be aade if one of the 

n.o&ID& PUBLIC 8DVIO. COIIIII88IOM 



1 followiftC) ocouras Tbe CCIIIpany baa a aiqned Letter ot 

2 Agency that contains aufficient intonaation to verify 

3 that the CONRJMr'a autboriai119 the change, or the 

4 coapa:ny baa received a cuatoaer-initiated call, has 

5 obtained the conauaer • • conaent to havca the 

6 converaation recorded, baa recorded t.he consent and 

7 recorded the nabar that i .a goil\CJ to be changed. or 

8 that an independent, unaf:tiliat.S fira has verified 

9 tbe conauaer • a requeat or that the company has 

10 received a conau.er•a change requeat and responds by 

11 aailing an inforaational package, which explains the 

12 ohanCJ-, varif'iaa intonation a·nd requires a signed 

13 stat ... nt acknowledfin9 the chanqe. 

14 A coapany uy not coJDbine the letter of 

11 

15 aqency with any indu.~nt on the same document. Th is 

16 ia going to eliainate aoae ot the sweepstake entr.ies 

11 that you bave. ••an at flea aarketa. I.t will also 

18 eliainate any check endoraeaenta, and some o·ther 

19 caapaniea offer, like Sky Miles and various other 

20 thill9•, tbeae will al.l be eliainated with these 

21 propoae4 rulea. 

22 When a coapany i.a aolic:itinq in writing or 

23 by· talephona, the induceaent. aay not be misleading or 

2·4 diaceptive. l .f a peraon is slaued, charqea for the 

as ohanv• and all ahalrCJ•• billed on behalf ot the 



1 unautboria.S provider for the firat 90 clay• must be 

2 credited to the cona\Dier . Upon .1otit !cation by the 

3 COMUJ~er, the conam~er auat be awitcbed ba.ck to the 

.i2 

4 o·riCJinal carrier or the provider' of bia or her cboice. 

!5 rulea. 

6 Thank you. At tbi.s time, 

7 it anyone bee would lUte to t:eatit:y .it you can 

8 atand, I '• 9oin9 to 90 ahead and awear all the 

9 vitnea- in at thia ti... If you. could stand and 

10 rai- your r :19bt hand . Juat tho•• that a.re going to 

11 taa~ify. 

12 (Witn .. ••• collectively sworn.) 

13 C!IRUD• J QDiaGIII Tb.an)C you. You may be 

14 seated. 

15 And Public Counael will be calling the names 

16 of the cu•to.ara that would like to present testimony 

17 tonight. 

18 For thoae ot you who do not want to actually 

19 aake aJ'l oral p·r•••ntation, there ia a sheet here for 

~ J your written ecmaenta, if you'd like to write those 

21 toni~t and band th .. to one of the ladies or 

22 9ent leaan i n tbe baclc 1dth the Co.-iaaion that will be 

23 fine, or if ycm'cl li.Jce to aai l it in at a later date 

24 that alao will 'be tine. 

25 And vitb that, are there a ny other matters 



1 before we ca .. ll the tirat cuato .. r? Public counsel? 

2 D. aiiCKa Thank you, Coaaiaaioner Johnson 

3 tirat vitneaa ia Mason Scott. 

4 ----~ 

5 .... 8COft' 

6 waa called aa a vitnus on behalf o,f the Citizens of 

7 tbe State of' !'lorida and, havinq been duly sworn, 

8 tutified as follows: 

9 DDJICI! ft&t'aaft 

10 W% ...... 8CO!t'a I'• not really sure I know 

1.1. what I want to say here. 

12 e>••tUJomat CIUCUa Wby don't you tell us 

13 y·our naJie and addrus so ve•ve g·ot it. for the record. 

14 WJ~• 8CO!t'l Mason Scott is my name, 

15 17027 Wayzat Court in North Fort Kyera. 

16 I ruol ved this ay·self, the pro·blem that I 

13 

17 bad, over a year a.go, after I found out that there was 

18 really nobody tbat vas going to help •• resolve it; 

19 everybody vant.cl to listen but nobody ·really wanted to 

20 help r•olve it. And it I hadn't been in a position 

21 to spend probably between 4 0 and 8 0 hours on the 

22 telephone ay·selt, it probably still would.n • t be 

23 r esolved. 

24 I got al•weed, I queaa aa aost people did 

25 bare a little -- about a year and a half aqo . I got 
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1 ay local telephone bill1 it waa about $150 ~ore than 

2 it ahoule!l have been because I bad a different carrier. 

3 1 called tb .. to tin<l out -- called United 

4 Telephone ·to· fineS out wbat the problea waa, and she 

5 aaid I abanged oarriera, which I bad not done. 

6 I aaJt.S th .. to aalte a ~oorr·ection. She said 

7 aha couldn't becauae the bill waa over 30 days old. I 

a had just qottan tbe bill tbat day. 

9 so after doing acme extenai ve -- and I 'm 

10 talkiog about exten.aive -- inveatigation on my own, I 

11 found out that it waa a 0011pany tb.at didn't exist; a 

12 aa.pany that did not have a Letter of Tranamittal in 

13 Waahift9ton D.C. The coapany had been doing this all 

14 ov.r the atate, I found out f~o• one of your own 

15 atatfera. It vu a CCJilpany you ·couldn.' t contact. 

16 They were doinq aecond-part.y billinq· through a company 

17 that cUd not have a contract with United Tele.phone to 

18 do billing. They were doing a second-party billing 

19 through a oo.a,pany that did have a contract with United 

20 Telephone. ftey were delaying the bill deliberately 

21 for over 30 daya, ao it could not .be contested vith 

22 the local carrier. Yog bad to, in tact, protest i t to 

23 the original ao-called. provider. 

24 'ftlay charqe<! •• over 78 cen·ts a minute .t or 

25 ay phone calla, anct i f I had not been very persistent 
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1 ay tel•pbone would bave been cut ott. But 

2 D . .,... Mr. Scott, could you tell us the 

4 WIBD.I aco!Pfl The naae of the company -- I 

s deatroye4 all of ay notea about tbr•• or four months 

6 aqo. I tiqurecl it va• a 1100t aituation. We g·ot my 

7 money back and th•y aett:led down for a long time. .It 

8 vaa Long Diatance Servioea waa the name ~t the company 

9 that .billed -, or aa.id that I uaad their company. I 

10 don't recall tbe two bill1nq ccmpaniea. I th.ink 

11 11r. Durbin baa tbe na.ae ot the eo~~panies that were 

12 involved. 

13 I can t.•ll you that the primary billing 

14 agent vbo did not have the contract with UTS was at 

15 anotber telephone at the .... dealt, probably, at the 

16 coapany in Texaa. Beoauae the only way I got the 

17 

18 

19 

inforaation that l ·got vaa because 

line I threatened each ~rson tna.t 

includi nq th- in a lawauit if they 

at each step of the 

I spoke with with 

didn't help me. 

2v They were either part of tbe aolut.ion or they were a 

21 part of th• fraud. And that'• exactly the way I put 

22 it .. 

23 Anc1 by 4oinq that. and by going all the 

24 way -- actually the vice preaident., or one ot t he vice 

2 5 prreaidanta of AT'T in New Jeraey -- I managed to 



16 

1 aoou.ulate .a.t of the inforaation that I got . 

2 a. MOeUa Ju•t tor the record, Mr. Durbin 

3 juat ca.. up and he looked up your co•plaint and it 

4 va• Phone call•, Incorporated waa the company at 

5 fault. 

6 WI~ acor7a But that'• not the company 

7 tbat vae doinq the .billing. They were billing ·through 

8 anotb.er omapany vito vae bi.llinq tbrouc)h a dif.ferent 

9 biller who wae billing: to another biller who was 

10 holding it and delaying it ao that the telephone 

11 oo.pany here couldn't --

12 OC""""'' .. IC*D caaacua .I' • aura .Mr. Durbin 

13 point.ed it out, but that c011pany in particular we have 

14 got a propoaed fine againat tb- or $860,000. 

15 Wl'IIIDI 8CC)IIta That ••an• nothi.nq, because 

16 you can't find ·tbu. They have a post office box and. 

17 no telepholMl nuaber. 

18 CVWI(!IIJa.D caaacua Tha·t•s one of the 

19 tbinga 

20 W%~1 e~a Soa ebody that probably 

21 doesn't exiat. 

22 OOMNIIIIa..t aaacua That'• one ot the 

23 thing• that our rul•• are qoing to try to address, in 

24 tenaa it they «lre not certificated wit hi.n the state, 

25 we oan qet the underlyinq carr·i.er ln the•e cases, 
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1 beeauae they are providing aervice to aomeone else, 

2 an4 tbat'a one ot the tblnga we're going to tighten up 

3 in the rule. 

4 I can ·tell --

5 ·..-nn• ~10111 Mr. scott not to 

6 interrupt you . I ca.n wait until :you. 

7 •~• aeon' I I waa juat qoir. J t .o say I 

8 can tell you all ot thia atarted when ·my wife called 

9 AT'T to jut allk tba about the $100 check, because 

10 aoat ot that atutt ia a bunch ot baloney and traud 

11 Lnyway. JUat call tha up a.nd aee what it is. 

12 Becau .. we know what we get; ve•re with Worldcom, or 

13 the coapany that Worldc011 took over, and we bave been 

1.4 aatiafied with their buaine•• for years and it was the 

1.5 be•t rata q:oing. So juat call thea; just see what 

16 tba:y aay·. 

17 Within -- well, the next •onth is when we 

18 got the bill of beiD<J •l-ed.. So it happened then. 

19 Now, wbil.e I waa talkinCJ to AT&T on two different 

20 occaa.iona, talki.ng to 'thea to try to get this 

21 situation cleared up, because I. figured out where it 

22 started. tro•. I did find out that. it was an AT&T' 

23 aubca·rrler; •011eboc:ly that contracted with AT'T t .o use 

24 their long di•tanoe linea, the so-called Phone Calls, 

2,5 Incorporatec1, or Long Diatance services 1• another 
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1 one --

2 oce••UIC*D caacua Thut was important, 

3 tbough. 'l'bat bundr.CS dollar check from AT&T, the one 

4 who have the underlying carrier -- I • • aorry, AT&T was 

!5 repreaenting 1taelf throuqb that check. 

6 WJ:wa. 800ftlt No. 'Let •• finish. 

7 C(WI«J:UIOIID GUCUI Okay. 

8 u...-a 800ftll What I found out was that 

9 ATirT vaa the pri-ry -- or the carri.er. These people 

10 were contracting ~'T 11ne•, but there waa a group ot 

11 COJII)Imiea contracting AT''r lin•• that w:ere allowed to 

12 uae AT'T'a na.e. Because when I talked t .o the 

13 g·.n·tl~ I apoke with in New Jeraey in AT&T, he told 

14 •• that the 800 nuaber on the check was not an AT&T 

15 nuaber. That vaa not a nuaber that you called to get 

16 ahol4 o.f anybody in ATIT. It waa •oa• of their 

17 contractor•. 

18 CQIIMXUIOIID GUCUI Let me just take you 

19 back for a aecond. You had a check that said AT&T on 

20 it .. 

21 WJftllatl IIOO'ftt Right. 

22 OO"IDNI_.. caacUt For $100. 

23 WI,..._ eoorta Ri9ht. If you chanqe your 

24 aervi.ce you 9•t the $100. 

2 5 OOMill•aiOIIIIIl caaacna And on there was a 
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l. phone nnwbez". 

2 WIVM181 ~· aoo nuaber. 

3 ~UI~ aaacxaa Ba•ically what you 

4 would do you vera thinking when you got that check, if 

5 I caab thi• aback I'• obvioualy going to join AT&T. 

6 U**- 800ft' a That • • o:bv!ou•. I mean 

7 tba~'• explicit in there. 

8 cornU%~ caacDI Tbat'a axplici.t. But 

9 what you tound out When you called AT'T -- at least 

10 they were danyinq that ·- they w·ere the carrier but 

11 tbay veran' t the pbona coapany. 

12 Ut'llaa 8CO'Prl Thi• va• after the fact. 

13 Okay. 

14 What happened wban I wa• talking to AT&T 

15 after the al ... in<J to try to get this all straightened 

16 out., waa that while I vaa ta.lking -- I was on ho,ld 

17 while they vera talk1nq to aoaaone tor over a hour at 

18 one particular point. While that convar•ation was 

19 qoinq on, I ' got beeped in tr011 AT'T. ,And it was 

20 so•ebody tryinq to ••11 •• AT'T services again. I 

21 thought it wa• kind of odd. I ju•t thought it was 

22 coincidental. I don•t believe that aucb in 

23 coincidence but l thouqht it va• rather coincidental. 

24 But it happanad aqain at another tiaa. 

25 Within 30 ainutaa of •Y atarting the call --



1 because Vb.en you 0411 ATilT ju.t for intoraation or 

2 anything', you Cb.annel yourself through the process, 

3 you bave to Hl.ect wbet.tuar you are or are not a 

4 cuato..r. And When you Mlaat -- apparently when you 

5 aelect that yn are not a custoaar· of theirs, it 

6 autoaatically atarta a cycle in their computers that 

20 

7 generatu a ca.ll back. Because in both times -- both 

8 tU... it .,.. within 30 llinutea -- within 45 .minutes, I 

9 abould aay; cmc::a vaa 30 a :inutea, once was 45 minutes 

10 of ay 1nitiat:ift9 the call that I qO"t t .he call. In 

ll tact, both tt.ea I vaa atill on the line to AT&T when 

12 this happened. 

13 ~ .. lalla 811CI&I That•• inc~edible. 

14 U~ ~~ I 1d be villinq to bet that 

15 you could do that with any telephone at any point in 

16 tiM. 

17 But Wbat I found out, again, was that it was 

18 one ot' their subcarriera that was doing all of this, 

19 and When you called in about the inforaation on the 

20 Check, it va.a ay 9ood gu .. a that that generated ·the. 

21 cha.nqe rigbt there. Tbey never ware able to produce a 

22 letter, you know, ot authorization, which they said 

2 3 they ba4. .Both the billinq agents aa.id they had it; 

~4 neither· one ot tbq had it. They retuaed to qive me 

25 the naaa ot the carrier, they refused to give me the 
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1 phone nuaber of the carrier; tb.e address of the 

2 carrier. In fact, when I did find out what they were 

3 tbe carrier, .Long Diatance Service•, had a post off ice 

4 box in Ar:lington, Texaa, and had no phone number. 

5 Baaically the .... , I think, 1• true for the second or 

6 tbe parent coapany, Phone Calla, Incorporated, or 

7 whatever it vaa in Arlinqton, which alPQ -- which 

8 didn't have lettu of tranaaittal with the FCC because 

g I calle4 and talkect to the rcc. 

10 so tbrougb ~Y awn par•iatance I qot my money 

11 back; actually I qot it back twice. 

12 OII'DD• J~·• Who refunded y·ou the 

13 aoney·? Who provictad tha refund cheeks? 

14 W%~8 ~~ The first time UTS 

15 finally -- tbey put. a bold on it and then they toolc. it 

16 off tbe bill. And then they juat erased it from the 

17 bill. And then aoaewbere down the line after their 

18 threat• continWid fraa ae, we got a refund from the 

19 carrier, the billinq agent I ahould aay, with the 

20 billing aqent. And ao then it waa applied as a 

21 credit. 

22 CO&GUJ<*D QU.CDa Got you. 

23 QIDJaMI• J~a Okay. I see. You stated 

24 that you contacted the PCC, and I think earlier you 

2!5 aaid you contacted the Public service commisaion a.lso? 

l'l.oaJDa PVBLIC 8DVIC.. CC*ICI88IOM 



1 
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WI~ 80C)IIIIa That 1 a correct. 

..,,._. J aai8C:.a What happened through 

3 that p:roceaa? You aay tbat you resolved the problem 

4 yourself but --

5 WJ!Miaa ICOrla Well, Nr. Durbin was very 

6 n.ice. Be told M they bad a lot of trouble with that 

7 cowpany and tbat were 'trying· to catch tbell! 

8 tbat 1 a vbat it boiled down to. 

Basically 

9 

10 

CRaTP"'• J~a Did you file a complaint? 

WI,_. aooft'a And if' I wanted to -- there 

11 vaa no need to file a ca.plain.t. It waa obvious 

12 nothinc) vaa qoi119 t.o be done •• tar a• •• gettinq ay 

13 phone bill and ay own probla atraiqhte.ned out. It 

14 vu up to M to do it., ao I cUd it. And then after I 

15 found out what I found out., I knew there was nothing 

16 you or anybody el- was going to be able to do to get 

17 anything becauae they 4on 1 t. exist; they are all just 

18 paperwork co.paniea. 

19 ('(WQUJC*IIIl QUCI&a We could have gotten 

20 you not to be bill4N! by your phone coapany. 

21 WJIJ.'JID8 lOOft I No, it was too late because 

22 the bill ••• over 30 daya. This coapany -- the bill 

23 co .. a i.n on tiM fr011 tbia aoa~y, it 1 
• a current 

24 bill. But it the bi.ll ia over 30 days old they cannot 

25 d.o anything with it. Tbe only reuon they c1juated it 

----~...11!1~--



1 off because the COIIP'U'Y fi.nally falled to produce the 

2 latter -- -.y authorisation letter saying I was 

3 c:ban9ing. It vas after that took probably tour 

4 veeJta, fl va veeka 

5 a. aiiC&a Was it United Telephone who told 

6 you they couldn't do anythinq about it because the 

7 bill vas over 30 da:Y• old? 

8 Wi&MI 800ftl Riqht. 

9 cc-nNIC*D GaaCI&a ID:. Durbin, could you 

23 

10 give a call to united on this part.icular case? I know 

11 we•ve CJot th- hare, but we're not qoinq to 

12 intatt09ata tb- nov. But if we could call United and 

13 find out about the particular• ot tbi.s case. 

14 un.a aoofta U.n.ited was ·extremely n.ice 

15 about the vbola tbinCJ. 

16 oa-•r .. za..a GaaCI&a They should have been 

17 a. little bit nicer. 

18 WI!'IIUI acor.ra They couldn't have been 

19 nicer. J'roa wha.t aha explained to ae it was 

20 W14arstan4able. And .it vas understandable that the 

21 ~ny knew exactly what they were dea.ling with and 

22 bow to aircu.vent. 

2 3 "'DUD• ~•a. a Jb:'·. Scott, those are the 

24 kinds of tb.iniJ& -- 80118 of the the issues you ra iaed 

25 in t eraa ot bov tba oonauaar can qet caught up in the 



1 red paper, tbe 30 daya, and .after that the local 

2 COIQ)any perhape oan 1 t provide the kind of protection 

3 that the cuatoaar a1gbt need or van.t. 'l'h:ose are the 

4 kincta at: thinp ve 1re trying to conaidar in thia 

s part.icula:r -- v.itb tbia rule voruhop proc••• th.at 

6 perhapa we can aaend tho.. rulea and provide tor 

7 greater aaaiatanoe. Becauaa obvi.oualy you have the 

8 ability and tbe ttae an4 took the effort and you said 

9 froa 40 to 80 boura to r-olva th,ia, a:nd we're tryinq 

10 to figure out vaya .o cnuto..ra cton•t have to go 

11 through what you had to qo through in ord.ar to get 

1.2 t.bo.. retunda. 

13 Wl'i'W 8CO'fta That aounda all well and 

14 good, but it waa a year and a halt ago and I'm aure 

15 tbia vaan 1 t tbe .tirat that tbia happened to. 

24 

16 OOMHiaiia..R Gaae~a You certainly weren ' t. 

17 You vere:n • t --

18 W%,.... ~~ So a ·year and a halt is a 

19 long tiae to be loo'kinq tor aolutiona. It should have 

20 been done • loNj t iM a vo . Thera ' • fairly simple 

21 aolutiona to tb,ia whole tbing. 

22 cc;wnuza.a aacx&t Wby don 1 t you qi ve us 

23 one auqqeat ion. 

24 WI~ ~~ 'l'be one aUCJq·eat.ion he had 

25 there vaa t.o r equire. a •iCJnecl lat ter of agency, was 

n.c:a%0& .uat.IC 8DVIC. CC*KI88IOII 
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·1 that aorr~.? so tbey have to reqiater themselves 

2 vit.b tbe •tate. So that va• one of ay own ide.as was 

3 tbat it they aren't recJi•tered with the sta.te, they 

4 ahoul.dll 1 t be allowed to bill into the state. 

5 8eoon4 one ia if tbey can • t provid.e an 

6 addr-•, and a contact. phone nuaber an4 person 

7 becauae 1 couldn't gat either, none of them -- to the 

8 local - well lito tllle •tate at leaat, then they 

9 abouldn.1 t be allowed to d.o buaineaa in the state. And 

10 I think it probably should 90 all the way to the local 

11 pbo,.. cc.pani-, tba local carrier. They ahould.n't be 

12 allowed to bill if tbay don•t know who is billinq. 

13 QIOIIIIXUia.D GUCDI I think that is part 

14 of the rule, la it n~t? 

15 D • .,.... Tbe bill haa to have the 

16 certificated na.. of the coapany that they are billing 

17 on behalf of --

18 u--. ~· -- the phone c:omp.any have 

1.9 that lnforaation. 

20 OCW"I .. J<*D CDilCDI In other wor ds, united 

21 ahould not be able t.o bill for any company that•a not 

22 aertifioated within the atate ot Florida. 

2 3 uaua 800rl'l That•• correct. 

24 00"¥1NJa.D QUO.Da That ia p•rt of the 

25 rulea. 



1. WI~ 800ft'l But I think that United 

2 abauld alao have in~oraation available to their 

3 auata.ar•. I~ I 9et billed throuCJh United I should 

4 not bave to 90 all the way to Tallahaaaee and back to 

5 try tg, t illd out Vl1o the co.pany 1•. 
6 «W'"Uia.D 41UCDI I think under the 

7 rule -- i,t • • required that the naae ahould be there, 

8 but it will be .required to be on the bill and require 

9 the ntulber ()~ the coapany. 

10 ii1VW 800ftl Ia that the ca.rrier or is 

11 that the billing a9ent.? Becauae thia billing aqent • s 

12 nuaber va• on tba bill. 

13 a . .,..., It vill be the carrier that is 

26 

14 reapon•ible for your aervice that will be required to 

15 be on there. Tbey are the aervice provider. It they 

16 want to uae a b11lil19 •gent, that'• fine, but the name 

17 of the carrier ba• to be on tba bill. 

18 WIDaa ICOfltl The naae of the carrier was 

19 on the bill but tb.e billihq ag•nt '• n\llllber vaan' t on 

20 the bill. 

a. aoeaa I Wac!eratand that haa been a 

22 probl .. and they are in•tructed to ca.ll the billinq 

23 age·nt, and the blllinq aqent tella you they can't help 

24 y·o.u, and\ they don't give you the nuaber, that is 

25 riqht. But we•re requirift9 the nuaber be the service 
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1 provi.clar, not. the billing aqent. 

2 Uftl-8 ~~ Okay. That' a baaioa.lly --

3 o•M'Uic.D 8UCIAI I 911ea• part ot th.at 

4 will probably be required to aort of keep that list 

5 aOitMfbere al80 acaeaaib·le to cuatoaera. Probably keep 

6 i .t on the In~et. We qi ve 1 t to customers when they 

7 call now. 

8 ... .a. .. a It is currently on the Internet. 

9 You can acce•• all ot the inforaation ot every company 

10 that the Ccmai••ion rec)Ulat••· 

11 WI.,_. 800ft's Another thing I think you 

12 ahoulct conaicler 1• aaJte tbe priaary carriers 

13 re•ponaib·le for the authenticity tor tbe subcarr iers. 

14 · CO""IUia.D eaacua I aqree vi th you. 

15 W%fiiD8 acoft'l AT'T could not give me any 

16 intoraation about the aubcarrier . 

. 1'7 C!IDDD• J~aolla You said AT'T could not 

18 provide any inforaation about the --

19 No. They didn't want to. 

20 And th.n could not. 

21 C!IDJaDif JOBIIaOJia ok.ay. 

22 

23 require a bond troa tluule ccmpanie•? 

24 WI~ ~~ Oh, .oat definitely. It 

25 they are caoing ·to fraud people to the tune of millions 
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1 ot dollara -- I va.a $150 in one aonth. How many 

2 people got hit for $10, $15, and really didn't have 

3 any recourse but to qo ahead and pay it they wanted to 

4 keep their telephone. I • • aura that you haven • t 

5 reaearchttd that, but I think it • • aoaethinq worth 

6 researching. 

7 ('WMTUIOIID QUCUI Are ·we looking at 

a that, about balding the underlying carrier 

9. ruponaible? 

10 a. .,. .. , No, air, because they offer 

11 tbeir services tbrouvh their tariff and companies can 

12 buy out of their tariff. And it's the certificated 

13 coapany that is claiaing the ouatomer that is 

14 responsible tor the cuatoaar, and that's the ones 

1 '5 we•re qoi119 attar. Because we're not trying to make 

16 tbe underlyinq carriers police the industry. 

17 Ut'IIU8 8CC)Iftla At the auae ti:me what you 

18 need to do is the ·underlying -- it the primary 

19 carrier -- priaaey or secondary, talking about AT&T --

20 they are qoift9 t.o Hll to aoael>ody and also let them 

21 use t .air naae, than the,y abo.uld be responsible. 

2 2. 

23 

cc:¥"Uia.D aacua Be aa.Jcea a good point. 

D. IIQIUa Let •• clar ity what he just 

24 said. They won't be able to use their name. 

25 WIDUa 800'1t'l They weren't able t o use 



1 their naae after the billing, either, in my case, but 

2 they vera using the naae before. When they were 

3 solici1::1ng tbe busineas they were using AT,T. 
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4 D. .,... 'l"tle proposed rule will eliminate 

5 tbat. 

6 CXWOUia.D aaacaa Bu.t the rule should 

7 all right. So let .. ask you r:o I ge.t a full 

8 understanding. 

9 Let.'• say I have Joe Garcia's Phone Co1;11pany 

10 and I contract vi.th IICI to use their naae. In other 

11 wo.rda, I •a CJOing to 90, •t 'a Joe Garcia's Pho.ne 

12 Service and I use XCI lonq distance for .my customers." 

l3 can I do that? 

14 D • .,... No. You can use MCI but you 

15 cannot u .. ICCI'a naae aa far aa referring to them as 

16 bein9 the MrVice provider. Because you, as the 

17 telephone co~QJH~Dy, that you are soliciting that 

18 custoaer, ·you are the telephone coapany to that 

1·9 person, not IICI. And that • s part ot the proposed 

20 rulea where the tel ... rketlnc;r or written documents 

21 cennot be aialeadinq in any way. 

2 2 OOMIIlUia..a GallCDI Good • 

23 .,..nwa• Jom18011& Mr. soott, any othe·r 

24 auqqestiona? 

25 Wl¥*188 ~~ My only other thouqht was to 



.1 .U:• -- r..,qutr• tba reviatration vitb the local 

2 carri4tr tbey were 90in9 to bill through before they 

3 can bill tbrOUC)h th-. 
4 ecwtUia.D caaacDa I think that Is 

5 ao .. tbing we have been looking at for a while. You 

6 know vbat, if staff could do thia before we get to 

7 bearinv, ia find out it other atatea require. bonds 

8 froa neoeaaary c~iea. 
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9 Obvioualy, llr. scott, it•a alaoat impossible 

10 to require froa tb- a bond for the potential d.amage 

11 becauH it voulcl t.ak• a lot of the aaaller 

12 co~i- _.,. and there are literally hundreds of long 

13 41•tance ca.pani•• in tba •tate -- but it would take a 

14 lo·t of tb- out of it and aoae of th- do a qood job. 

15 WI~ ~~ It wouldn't take them out if 

16 they ar• litillate becauae th•y can purchase bonds. 

17 CQ¥¥t&lla..R eaacx&l But they are quite 

18 expenaive for a -11 -- th•re are places in the state 

19 vbere you bave very apecific type of aervices that's 

20 beinq broWJ,ht -- but it•• certainly a lot more 

21 ctifficult -- .it you•re \eqitiaate it's tulaier to 

22 purchaH acme type of bond. It uy not be the bond 

2 3 .for the UIOWlt of daaage tbat they can do. 

2·4 t knov, for exuple, we thought of bonds --

25 althoUfh I waa avain.at th- vben we w•re looking· a.t 
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1 the debt card industry. And one of th.e reasons I was 

2 a9ainat is that'• an induatry that's aade up the small 

3 JKa ur4 pop people vbo do a very good job. Now we 

4 toun4 that into the aa.rkat there • • a new type. of 

5 entrant, sort ot soaeona that ooaa• in with plastic. 

6 They have no ralation•hip to any phone company or any 

7 service. They jwat coae in, sell these cards for 

8 $10 -- you know, they will sell it to a small grocery, 

9 nei(Jhborhood grocery atoz:e, they ·will sell a few 

10 bunclred dollars ·worth of these cards and ott they go. 

11 That phone card never worked. That '• aora fraud than 

12 a.otua.l phone aervic~. It just never worked. It's a 

13 phone fraud vi:tb no phone involved., I guess . so I 

14 have been thinking about aay~ going back to ·the phone 

15 card one providing it • 

. 16 certainl.y it's a l.ot tougher for someone who 

17 doesn't have an address, who isn't someone of some 

18 type ot work to qat soaa type or bond . There may not 

19 be a bond for all the daaaqa ·tbat they can do, but it 

20 c.ertainly ~ that we're qoin<J to get a more 

21 cr.ctibla entry level into the business. 

22 wrt11aa IICOft'a Jly other thought is if t hese 

23 compani .. are qoing to be allowed, because there's 

24 nothirt9 you oan really do to stop tbu at this 

25 point -- it: it•• qoinc;r to exi •t in this particular 



1 aanner, tbat the tbreat of baving your telephone cut 

2 off should not be aaaething that entices people to go 

3 ahea.d an4 pay ·tbia. 
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4 It dicln't happen in ay case because I said I 

5 want to talk ~ a supervisor, and I said I , want to 

6 talk to another auperYiaor. I k•pt 90i'n9 until I got 

1 aoaeone. 

8 CCWMIMJa.D GaaCDI We're goinq to do two 

.9 thinqa on that. Pirat ot all, let ae tell you what we 

10 do nov, it I undar.tand the rule -- Staff will correct 

11 .. it I'• vrQNJ. 

12 It you call today, tbia aorning or tomorrow 

13 you wake up and you've qot a $300 bill and you didn't 

14 aake $300 vorth ot phone calla, and you cal.l United., 

15 and you tell united "Thi• ia not .ay bill and I •·m not 

16 going to pay ·thia. 'J'bia ia wrong." In theory United 

17 ahoul4 bold that: portion ot your bill; your long 

18 diatan.ce should be eeqreqat.S. You still have to pay 

19 your local service and that'• taken care ot. That's 

20 one t.hinq. 

21 Wit'IIUa ~~ Por a period o.f time. 

22 ceowwJMJa.D GUC%&a Por a period of time . 

23 But they also have t:o inveatiqate it. It'• not -- the 

24 whole weight isn't on you. In other wor ds, they don't 

25 hold it. for a period of tiae and then it comes back. 
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1 They bave t:o verify vbat they've qot --

2 WI.,._ IOCJIII1 But the at.ple tact that i't 

3 qoea tbroW)b the local carrier ia enough of an 

4 intiaidat.ion to aoat people ·to aake the~~ think they 

5 have to pay it. • .tt•a ay pbona bill and I have t " pay 

6 thia. • 'l'bey don•t know that they can call up and 

7 coapla:t.n to people. And they can aay, • I want to 

a apeak to ..-abo4y elM. I'• not aatiatied with your 

9 anavu. I want to talk to aoaabody alae. " I 'm 

10 fortunate enough that I waa able to d.o that. Bu·t I 

11 don't think II08t people do. I think there•a just a 

12 .. aaure ot intllli4at.1on there, juat, know know, "I •m 

13 qoinq to .loa• .y telephone if 'I ·don't. • 

14 ccw•xula.D GaCDa Secondly wha.t we're 

15 going to try to do, and I think we're trying to 

16 iapleaent tb.ia in our Conauaar .Affairs Division, is 

17 that When you ·do call ua up, we -- you call the Public 

18 Service eo.aiaaion and •ay, •I juat got billed by AT'T 

19 $600 lonq 4iatanoa aerv1o• I didn't make." We at the 

20 co-iaa.ion are qoinq to autoaat.ically let United 

21 know -- I'• uainq your ca•~ apecitieally -- that they 

22 ca.n•t ch~e you on t.hat bill because we have a 

23 pending diaput. in that ca... Tb.ey are not allowed to 

24 go through with it. 

25 Becauae ~fora Wbat we were doing basically 
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1 ia we would tell you to call up United. And I thought 

2 that waa an wmeceaaary proce••. I'n aany cases what 

3 will happen 1• you would call Mr. Durbin. I don't 

4 know if 1Jnitect ia already booked up to the Public 

5 service cc ualaaion ayat•, bu.t he would put you 

6 atraiqht tbr:OUCJb ~ united ao you could talk to them 

7 and tell th• What happened. B\lt we would also have 

a amaethi"9 tilfMI riGht away ao that you eouldn 't be 

9 cbarqecl. And until united reaolved. that iaaue with 

10 you to your aatiataotion, or at leaat to tbe 

li co.aiaaion•• aatiataction, it'• clear we have a 

12 diapute ongoin9. And they give ua the proof. 

13 Bverythin9 you aalt for 1• vbat we aak for. Then once 

14 that 1• reaolved, if it vaa reaolved against you 

15 obvioualy you have to pay. But if it 1• not, if it's 

16 not reaolvtld tbey can•t bill you. In other words, if 

17 they d.on't co .. up with the actual aigned card. 

18 And I think again we. • re going to be 

19 requiring that, you know, you have a aigned document. 

20 Now you did tb.e PIC fr .. ae, I would aaawae, after this 

21 nighaare? 

22 ~~ Yeah. I '• not ao sure as to 

23 how .. cure that ia, either, at thi.a point. 

24 COW4T .. Xa..R GaaCX&a I va• qo!nq to talk to 

25 Staff about that becauae we're tbinkinq about -- we 
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1 have had, 1ntereatingly enouqb, aeveral people who 

2 vue ala-.a even after they have had the PIC freeze. 

3 So we aay naed to tira up what we require when we do a 

4 Pl'C treeae. Because when you c:l~ a PIC freeze there 

5 abould be ao.e type of protection, and there. should be 

6 a riak that then United runa it: it lgnorea its own PIC 

7 fr .. ze. once you do a PIC freeze, tbere should be 

8 aa.athing tbat the -- a riak tha LBC is running by 

9 cb.aDCJinCJ it, tor vb.atever reaaona it be. It may 

10 require that tbe LBC ·will have to be JNch more careful 

11 vb,tm they d.o a obaft9e, even it tbey have it in 

.12 writi119, they .. Y need to qet a011e kind of code. 

13 I know, tor exaaple, that southern Bell has 

14 a code. In other v·orda, you can call southern Bell 

15 and aay •Thia ia ay nuaber. Yea, how are you doing, 

16 Mr. Garcia. I want to put a paaaword on any changes, " 

17 and. they'll k••P a record of that. What may be 

18 required -- and at a hearing people said that passwo·rd 

19 waa public record. I:t ia not. It's only between you 

~~ and your LBC. 

21 We aay require tba.t. Because clearly there 

22 la a problea that • a out of control. It we were to go 

23 too tar with it, it .aay .incur too auch coat. In ot her 

24 w·orda, it we. were to 90 t o,, aay, t .he local company 

25 "You. cannot bill tor long distance -- you can't cut 
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1 off .a~~eGM 1 8 pbone if tbey don't pay their long 

2 Oiatanoe bill Wbether it ia juatified or .not." That 

3 aay be aoaethlftCJ that inoreaMa your coat• on down the 

4 line, becawae clearly thu-e are. hundreds of providers 

5 and they uae tba LBC -- and tbe LBC makes money at it 

6 too -- but clearly, the veiqbt of it is the fact that 

7 it you cton•t pay, you•re ott the network. 

8 '!'bat • • -- I • a aure 1 t' • goinCJ to be a 

9 auggeation beoauae it'• been by several people and 

10 i .t•a aa.etbin; ve look at. But aaybe a way to c.to it 

11 ia eillply to atrenqthen the rules so that the LEC 

1.2 oan • t qo .after you iJIMd.iately. And one of the ways 

13 ia if y0\11ve got a PIC freeze and. you still get 

.14 billed, that'• their bill no utter what it is if you 

15 bad a coapany cbanqe. 

16 But nonetheless, you a.hould feel comfortable 

.17 if you call the Coeeiaa1on -- ancl I think that • s in 

18 place ric)ht nov -- it you call the commission and tile 

19 a. t.U•pute with this ca.aiaaion, you will not be billd 

20 until tbat it resolved before us at the commission; 

21 between your LBC, the long distance company and your 

22 bill. 

23 CWADD• .J...aGIIa Mr. Scott, let me aak you 

24 a quution: Obvioualy you're a very briCJht un a nd 

25 you •·v• don.e a lot of wor.k with r espect to your case 

., 
j 

J 
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1 a.n4 protecting youraelf. 

2 

3 

4 

«"'""UI<*D GUCDa 80 houra worth. 

W%~ ~~ I fortunately have the time. 

Certainly·. How d.id you 

5 know to oall tbe PCC and the Florida Public Service 

6 Ca.aission? How were you avare that the agencies 

7 existed? 

8 UnD8 ~~ I have been in law 

9 enfor~t. 

10 Becauae one ot the issues 

1:1 tbat we've ·beard t.t.e and ti.. again is what you 

12 suggested, that JIOSt people do·n • t know, that there ' s 

.13 an aCJenoy or an entity tha,t could even aasiat. 

14 We're tryi119 to also develop ways first just 

15 through 9enetal conau.r outre.aah, but one ot the 

16 things, I think one ot the austoaers in Pensacola h&d 

17 suggested is we put the Florida Public Service 

18 Ca.aission•s 1-800 nuaber on the billa, too, so that a 

19 ouatoaer at least can f 'ind a comfort in "Oh, 1t's not 

20 just the coapany. This is the gov·ernaent entity 

21 tb.at•s supposed to help ... • 

22 naaa 800'1'11 That would be a qood idea I I 

23 suppose, it you're havinq troubles callinq th• 1-aoo 

24 nWiber, whatever. 

25 <Wa!PM't• J~a And currently, I think it 



1 wa• .y undaratanding, I think Staff •tated that we 

2 would hav• to obanV• the rule in ord.er to accomplish 

l t!Ult, but w 'ra looking at otber vay• to perhaps 

4 expedite that prooe•• tor tho•• Wbo .ay not be quite 

5 •• inforaed u you are. 
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6 ft'IWMe 800ft' a The other •ide of that, 

7 ·then, vould be bow are people who work eight to five 

8 going to get ahold of you? It'• not an eight-to-five 

9 world. except for goverrment:, and ao•t ·people can • t do 

10 that. 

1.1 oc;wnuJa.D QUe!& a Righ~. There are 

12 ••varal way•. one of tbe way• we talked: about -- and 

13 bopatully v•'l.l be ul• to dO t bia i n the tuture -- it 

14 will require convincing a lot aore people is to have 

15 801141 type of reoordinq -chani•• where in the morning 

16 we pick up everytbirMJ tbat has coae in through the 

17 night and ve begin to file it. An.d then we ask some 

18 •.~cific queation• up front •o that we're at le.ast 

19 able to get abold of tho•• people during the working 

2 hour• •o they aan do it. 

21 The other v.ay, not everybody baa computer s 

22 but again 1• what ve•re trying to do i• the Int ernet, 

23 and I ~liev• the tir•t -- ve•ve alr eady gotten one or 

24 two al ... in; ca.plaint• and they did coae in not 

25 <1urin9 working: h.oura. so you <1o bri ng a good poi nt 



1 that we can be aa tanaciou• a• ve want, but if it's 

2 nine to tive, ve•re not goift9 to get the bulk of it 

3 becauae 

4 WJtiMI IICOft'l It'• bard enough to get you. 

5 between 8: 00 and 4: 30. 'It va• aore than one phone 

6 call, I can CJU81"&nt .. Y·OU that. 
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7 ~Uia.D GUCDI 'In pra.ctice you make a 

8 very 9ood point that the Ccmai••ion needs -- if we • re 

9 qoinq t;o be involved in the cu•toaer outreach sector, 

10 we need to be an agency that • • out there. When you 

11 lo•e your elecb:ic •ervice at 6 p.a., it•s a long, 

12 long tbae until 9:00 a.a. the next da.y. And if we're 

13 your only link to that, then we•ve aort of got an 

14 add.ed r••ponaibility. 

15 CJD"'OQ• .JomraoJia Thank. you very much, 

16 Mr. Scott. 

17 otWMIIII<*D caltCDI Thank you. 

18 a. a~~ema Loi• Bodin. 

19 - - -

20 LOll aoox• 

21 waa called aa a vitne•• on behalf of the citizens of 

22 the State of Florida and, bavinq been duly sworn, 

23 teatif.ied •• follow•: 

24 DDJICir 1ft~ 

25 W'Jt'IIUa IIODX:.a I have a few notee, bec ause 



l this happena<S ov•r two years &CJO and my husband threw 

2 the file a~ay. 

3 ocer-n•Ia.a UllCDI Ma'am, could you give 

4 ua your .full na11e and. your a4dress just t.or the 

5 record? 

6 WD'IIU8 BODDII Lola Bodin, 494 Jacklin 

7 Lan•, Nortb Port Myers. 

8 Well, I'll tell you ay story. I know how 
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9 tbia bappened. I didn't realize it was happening . We 

10 were at an octoberfeat over in Cape coral 'two years 

11. a.go in october. And as we oaae into the park we 

12 signed •.,_thing that said "Hey, sign for a free 

13 radio, • vbicb ve did. llo free lunch we .found out. 

14 By th• end of Deceaber, the first of 

15 January, ve bad received a bill for over $102 for long 
. 

16 distance aarvice froa Heartland Company -- I think it 

17 was b·illed 11so .. tbill9' plus• is the billing firm, and 

18 it's Heartland Coapany out of Houston. Well, of 

19 cours•, tbat shocked me becauae we ha.d alw·ays had 

21 ocer~•Ia..a aaRCI&a What was the name of 

2 2 the coapany? 

23 UBD8 .OOIJII B•artland. Heart, land. 

24 

25 W%~ BOD~I I 1bould have recognized i t 

1 
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1 becaU8a over Cbristaas I tried to get throuqh to 

2 llinneaota tor a vb.ole da.y on Cbristaas Da.Y and found 

3 out I ccn:al4n • t qet through, tbinkinq that somethinq 

4 had happened to the AT'T linea bacause that hadn't 

5 happened. since the '40s. And now I realized I didn't 

6 have .y proper service. 

7 

8 

9 

10 

1.1 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

I atarted with the local telephone company 

and., ot course, she explained, in a nice way, she had 

no choice, they bad ass:igned ay s .itplature -- or they 

vere advised by B•artland to chanqe it b&cause they 

had -- I ha.d siqned with tbu. They are obllqated 

tbrougb law to change tbe carrier it they are so 

notified. 

cx-nuxa.a aucua This vas United? 

1flnu8 80DDII United. So then I went 

to I vent to tbe nuaber, anyway I ended up at 

Heartland, and they said "Yes, you did siqn. Yes, you 

aiqned." so I said., •send ae a copy." They did. And 

to ay •uprise it was •Y siqnature. on the 30th of 

october -- I cheek~; it was a Sunday. I sa.id \there 

was I? I was at tbf' OCtoberfest. What did I do? 

That•• what I diet. 

Now, what I really •iqned, something had to 

be underMath, I would think, but I don't know that 

to·r sure eitber. 

rLOa%0. PUBLIC SIRV%08 COKNI8I!OM 



1 Anyway, I got nowhere with them. They 

2 inaiat41d tbey were rlqht, that I bad done this. And 

3 so anyway I ended up calling the Public Service 
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4 ca.aiaaion. And I understand that from your lady back 

5 there that Kenya 'rollkin, I think hia name wa.s, helped 

6 .. and he vas fantastic. 

7 It took tan aontha to aolve this problem. 

8 He told .. not to pay the bill. I notified Unit.ed and 

9 they Hid okay·, they would put a note on it, but the 

.10 coaputer kept coaincJ up e·very aonth aaying they are 

1.1 going to c:liaooDnect ay phone. I call Kenya and he 'd 

12 ••Y don't worry about it. 

13 And I ebanqed it beck to AT,T; found out 

14 about PI.C rr-&e. And there • •, incidently, another 

1.5 nuaber that you c:an call if you have AT'T -- I don't 

16 know about tbe others -- where you can verity for sure 

17 that it baan • t been changed. 

18 ccwnaaia.D CDRCUr Let's qive out that 

19 n:ua:ber it•a not AT'T though, it's a -- does anyone 

20 of the Staff have it? 

21 

22 

23 correct? 

24 

25 

... .... 700-555-·141. 

CCWMTUI<*D a&CUI That 1 s toll free, 

a. IMNIUI Yea. 

ccw=rrutonra caacua You call that number 
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1 an4 it will tell you Who your --

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

Wlnaa .OODII Okay. AT'T have their own. 

OCIIMIUIGmla uacua ••rvice provider. 

WI__. .OODII AT'T bas 441 or something, 

but tlbatever, ju.t ao we know that inforaation 

available. 

Well, I don't know, you know, what else I 

can aay except that there • • -- I want to add that the 

.Public Service Ccma1as1on was good. I would never 

cban9e wry carrier. I • a a retired AT'T uployee, so I 

knMt tbat it hadn't happened with ay knowled.qe. 

And I 9U .. • if I were to say, you know, what 

can .be don.e, what yw•·ve talked about 1• certainly a 

lot ot it. I don't tbink thC) local coapany should 

ever chancJ• without at least calling the customer. 

But. I clon. • t know vbat the rules are. 

t.t•a sH, I don't know what else I can tell 

18 you. You can a•k ... 

19 CCMMIUI<*D UllCIAa You told us enouqh, I 

20 'think, and tbat co•pany, I guess, shows up also in our 

21 ooaplaint, doesn't it, Heartline? 

22 MR • .a. .. a Yes, s ir. The Commission fined 

23 th .. $&0,000 • 

. 24 Cl"tDD• Jomlle*l w, .. •aa, it'• Bodin? 

25 Ms. Bodin, you •aid ve were able -- you got your money 



1 

2 

3 

4 

badlt? 

back. 

WI~ .aDIJII No. 

CWI,I"N' ~--· You never qot the aoney 

Oh, you didn't pay --

5 WI...al BODIJia We p•id a portion of the 

6 •ont:b ot lfov.aber, not ·realizing that this bad been 

7 •plit in tbe alddle. 

8 Jlo, we d:idn •t 9et that back. But the $102, 

9 your statt peraon .. 14, •oon•t pay it. I'• taking 

10 care of 1t. lf you CJet another bill, let ae know. 

ll. Ke.ep, in touch. • And he cUd and I was -- he took it 

12 ott ay banda. Be va• 9E'U't. 

twaDD• ~~ Great. 

uw•• BODIJia Bow did I know about the 
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15 Pu.bli.c service CO..i••lon. I • • an AT'T employee . And 

16 we found the nuaber in the blue paqes of the book. 

17 I : think that 1 • i:aportant tor peopl.- to 

18 realiae there 1• help out t:bere; you know, that if you 

19 feel y® clon•t -- you bave been wron<Jed, soaebody is 

2.( going to try to help you. And certainly AT'T would 

21 ha .ve if they could have, but I was already qone. 

2.2 

23 

25 

~ .. la..a eaacxaa You're back, right? 

Wl'i'W IMJDIJia Oh, yes. I vas ,back the 

CM""'Mia.D aute~&a I want to aention AT&T 
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1 ia here at. the- hearinga, IICI -- BCI, we have United, 

2 BellSOutb. 

3 Wlftlaa IIODDI United, I don't think they 

4 abould be be.ld reaponaibl•, if they are, because it 

5 puta tbea in a rea~ bad po8ition. 

6 

7 

0 lUI~ CIUCDI Right. 

W'l,_ IIODDI Okay. 

8 c-•nu1a.a aaacua Thank you very much. 

9 Thank very auch. 

10 a. ..,., Keith. lliller. 

11 - - - - -

12 D%ft IIILLD 

13 waa called aa a witn .. a on behalf of the Citizens of 

14 tbe State of Plo:rid4 and, having been c:iuly sworn, 

15 teat1fie4 •• follova: 

16 Dm.ct' 8D!f&aft 

17 UHaa ULLDI Jteith Killer. .I'm the 

18 prea14ent ot a aaall bu•lneaa, K,J, Incorporated. 

19 I don't know it I vaa exactly slammed. I 

20 aO"t·ua.lly placed an order. I waa called :l)y a 

21 t.l-rlceting COJIINU'Y. 

22 «*XIUia.D CIUCDI JCeit.h, do 11e a favor, 

23 could yo·u give ua your addreaa ao ve can --

24. U.,._l JI%LLDa It'a 15054 Briar .Ridqe 

25 Cirole, Port MY•ra. 
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1 0C !Uia.D 8UCDI Thanks. 

2 WIBMI IIILLDI Anyway, 'I was called on 

3 January 17th of this year by a. teleaarketing company 

4 on behalf of AT~ an4 presented a corporate plan, or a 

5 c~y plan -- i.t•a ay coapany pb.one. And I selected 

6 aevual plans, be.n through several plana befor·e and I 

7 knew pretty 11\lCb vb1Qb questions to aak th.em. And I 

8 asked this aan vbat hia rates were, whether he had a 

9 aix-aecond billing or not? He told •• he did. 

10 Bveryt.bi.n9 was v.ry c:o.petit1va with •hat I had at the 

11 tilaa; a little bit bett•r. And I also asked him the 

12 aain question, which for M, just a one-aan show, 

13 soaetiaaa I 4on•t .ake a $25 ainiaum a month in calls. 

14 I asked bill •Ia there any ainiaua charge?" He said 

15 no. I hunq up tbe pbone. Wall, I finished the 

16 conversation. Be aaic1, •This ia •Y nne and here's an 

17 800 n.Wibar for cuatoaar aervic•. You can reach me at 

18 any ti .. , or AT6T cu•tOJMr service." And I wrote. it 

19 down. 

20 I aat back and I started thinking about it 

21 and I, said this has 90t to be a telemarketing firm 

22 becauae I beard backtround noie•• that aounded like a 

23 boiler rooa, and I bave been down that roa.d betore. 

24 1 bc:lu9ht a spa ona.; paid the freight on one 

25 anywa.y. So I aaid I'a qoing to c"ll this 800 n.umber. 
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1 l called the 800 n•mber an4 I guu• it was, in fact, 

2 AT61'. I ran dcNn tbe rates with th-, qot d.own to the 

3 bottoa quution of vbetber there • • a ainblum; yes, 

4, there' • a $2.5 aiftiJNII. Tbi• ia all in the same day; 

5 within the .... hour actually. 

6 so I called -- I called :in -- a quy at AT&T, 

7 a lady, I CJU- i,t va• in another ou•toaer •ervic·e 

8 nmd:,..r, Ai.S, you. know, "I juat bouCJht thi• thinq a 

9 hour aqo. I 'd like to cancel it. • 

10 "Okay, I'll put in a cancellation order for 

11 you, • abe Mid, but that will take two days. I said, 

12 "I talked. to you. a hour aqo.• 

13 ... 11, it will take two d.aya once it's put 

14 .in. It take& two day• tor - to cancel it." At that 

15 po.int in tiae I nid, "Well, I que•s if that's what 

16 baa to be done, that•• what has to be done." Well, 

17 u.nbelcnovnat ·to - until ·the 4t.h o·f March -- this was 

18 January ·th• 17t:h I CJOt the call. The 4th of .Ma.r ·ch I 

19 g;ot -.y bill and then I 'figured. out what actually 

20 tran•pired. 

21 Yeah, I waa a cuatoaer on t he discounted 

22 AT&T plan tb.at ·they .aold. •e on the ,phone for two clays. 

23 She did, 1n tact, put tbrouqh the cance llation order. 

24, When abe c.U.:d, the United. Telephone autoaatically put 

2 5 - on atand.ar4 AT'T ratea beca.uae I Clid.n' t . know we 11 
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1 enough to call th• up aDd aay ,put aa back on my other 

2 carrier at IIY o~er 4iacounted plan. 

3 Of oour .. , I didn't find this out until a 

4 -.onth and a halt later Vben I go·t . ay phone bill, and 

5 aai4, •oap., vbat vent on here?• I didn't even qet 

6 the diacounted plan that I waa aold by AT,T, and then 

7 the fine print. a.how~, of courae, th.at I was under the 

8 diaaounted plan tor two Clay·a, then awitcbed. to AT'T's 

9 regular ratea, beoauae I didn't ca,ll u,p and aay 

10 tranafer .. back to 1IY forJM.r carrier, wbic.h I believe 

11 waa Sprint • 

. 12 So I called the Public Service CoiDDiission at 

13 that ti .. and you all to·ld! •• okay, just hold ott on 

14 paying your bill. We' 11 call thd up and try and qet 

15 thinc)a ctra1gbt and CJ•t J:HlQJc to you. And I' got a 

16 letter back troa you all on .Apr.il 8tb aayinq that AT'T 

17 issued ae a $10 credit ~or the avitchover tees. At 

18 that point in tiae I called up and talked to another 

19 lady there, and I aaid tb4t'a greAt, •xcept tor the 

20 tcact that I've 90t all of th••• charqea at regular 

21 AT'T ratea that I would bave had at my diacount Sprint 

22 aervice it I ba4 never been chanqed over. And I 

23 fiqur·ed out th.ere vaa aoae $33 or so -- $27 dif.ference 

24 in what I bad to pay at the AT'T rate versus the 

2!5 diacounted Sprint rat• that I would have been on 
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1 anyway. 

2 so they aaid, •Pine. We'll call AT&T up and 

3 get tbat orecU.ted. • And thia waa April 4th I called 

4 on that. I finally got a credit froa AT'T for that 

5 on -- •Y llay 18th atat~t, at vbioh t.ilae there was 

6 a lao $·5 .10 added to ay at:at~t in the aonth o.f Apr i 1 

7 that waan•t even •lne. 

8 I waa 8Witcbed over -- I forgot to tell you 

9 I vaa witched back to Sprint the day that I got my 

10 telephone bill, I CJU .. • it waa what did I say -- March 

11 4tb. 

12 

13 

«'""IUia.D GltCUI llarcb. 

W%~ IIILLiaa r called imaediately, qot 

14 the acoop on wba.t I ahould have done, had them switch 

15 ae back, put .. on the -- the only way to do it is 

.16 s iqn tba PIC --

17 (.',OMIIfTUic:.JIIl aaacDI Right. PIC freeze. 

18 W%Da8 IIILLDr PIC tr·oeze. So it took me 

19 like four, tive aonths to iron all of this out and qet 

20 ay .aonay baCk. I did but I probably spent five, six 

21 hour.a doing it ju:at to be datenained to do it. And 

22 that•a about it. 

23 I juat think that the law that you •re 

24 propoainq will oovu that troa happening again. I 

25 think, you know·, if you've got written permission or 
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1 taped coverHtiou AYinrJ "Yeah, I would. like to, " and 

2 you have been explained on the taped conver•ation all 

3 of tbe teru an4 conditiou of the •ervice. I quess 

4 the aain tbi.J.\9 that bappenec1 to ae, I aaked the 

s teleurketer •I• tbare a e25 ainiaUII charge?t~~ He said 

6 no. I called back, they •aid, "Ob, y·ea there ia. 

7 We've qot to .ate a $25 a1ntaua.• 

8 Ot:Wr'-"Mia.D GaCDa It'a touqber. You 

9 know, trawl i• -- e•pecially on phone fraud -- I mean 

10 I'• glad we're not tba ,orat, aa you Jmow they will 

11 aall you bot tube. 

12 WI~ JIJLLDI Yeah. I paid the freight 

13 on one. I aant the freiCJb.t out to Colorado -- no, Las 

1.4 VecJa• about 15 year• ago. so I • • not a babe in the 

15 wooc:la when it coaea to bei.ft9 phone frauded. But I 

16 juat couldn't believe that I bad called these people 

17 up an hour .later, and I plae«< an order and they 

18 couldn • t cancel it. 

19 owarawa• ~~ Kr. Miller, did you 

20 ~4c•ive a full refund? I know it waa a lonq process 

21 but you got the full refund? 

22 

23 yea. 

2·4 

WIIJ.'IIU8 JIXLLDa In three or four atepa, 

QPITI"'M JGKieQia You aaid you qot a letter 

25 froa tbe CO..luion atat1h9 they were going to give 

n.caxoa .nr.rc aanca oomaeerow 
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1 you the $10, I CJUe•• juat tbe cbange-baclc fee . 

2 Nov vaa it -- did you contact the commiaaion 

3 again and did we belp you 9:et the adcUt.ional dollar• 

4 or 414 you, do tbat on your own? 

5 nvw lllLLDa I cUd that on my own 

6 thrQU9h ATirT. I got a l.etter troa AT'T -- your let.t.er 

7 vaa April 8th and their lett.er vaa dated April 4th 

8 aaying they were qoinq to cred.it: .. the $10 . And I 

9 got a contact Daile and abe vaa very cooperative. I 

10 explainecS to bar what happened. She aaid no problem. 

1.1 credit you. I t. '• clone. And that waa on April 29th, I 

12 gueaa, I calliM! her. Tbe lett.er waa dated April 4th 

13 but I gueaa I cticln't Q"et i t until well after -- or 

14 d.idn't opm it and I called her on the 29th . The 

15 credit didn't aet.ually appear until June; the June'• 

16 atat ... nt tbe credit appeared. And then there was a 

17 balance due tor aoaa cbargu that weren't even mine 

18 after I changed over . I had to call them back up 

19 again, and aay take t.boae ott; it. wa• like $10. It 

20 waan• t a. big d.ul. No one ever threatened to cut my 

21 phone ott or anything beoa.uae it va• in protest. 

22 It j uat ..... a ahaae that becau•• of one 

23 little white l i e that I had to apend eight hour s 

24 atraighteninq tho .. peopl e out. I mean, financially 

25 it waan•t vortb it. Juat aa4e .. ud. 
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1 One ot the th.ings that 

2 we•re conaidarinv, Kr. Miller, anc1 hopefully it will 

3 help aiti9ate .a.e of the angu.iab and aome of the time. 

4 that the cuatoaera auat apend in order t ·o get the 

5 cond.ition, reveraed ia -- and Kr. Moaea atated this in 

6 hia co-nta, i .a that right now the proposed rule says 

7 t~or at l .. at tbe firat 90 daya that you won't be 

8 ctuu:gecl even fo'r aervicea rendered. 

9 currentl,y we rarate ao tbat ,you're only 

10 charged what y.ou abould have been charqed. The new 

1.1 rula aaya you vcm•t be charqed a:nytbin9 ·tor that 

12 90-day billinq period. We're even looking at whether 

13 to <iaya 1a enou9fl. a.c.u• .a lot ot cuatome.ra, the 

14 tiae, the aner9Y that they put into t:hia, they 

15 deaerva, you know, aoae aort ot coapanaation for that 

16 and th:ia coUld perbapa aerve aa that. 

17 And than another aerie•· of cuatomera told us 

18 that ottentiaea tbey are only billed quarterly so they 

19 wouldn't bave even known tor even a greater period. 

20 WI.,._. JIILLDI R.igbt. 

21. CDDtaa• J...-olll so thoae are the kinds of 

22 thinqa that we • re tryi09 t.o think ot how can we come 

23 up with vaya -- and Publ.ic Counael ia going to of'fer, 

24 I'a aura, nuaeroua aUCJqaationa to ua aa to how we can 

2 5 he.lp tboaa ouatoaera that apand thoae hour a, those 
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1 daya trying to get this resolved. And perhaps this 

2 vill be one vay, even those they .. de some calls they 

3 abouldn • t, even b.ave to pay to.r those because it wasn • t 

4 vi i;h tbe provider they were supposed to have. 

S •~ JaLLDa Right. I aqree. I don't 

6 think -- I beard aa.e talk earlier about ma and pa 

7 OOIIPilJiiea, .but I don't th.i:nk there are too many ma and 

8 pa lonq diatance providers. :rt ••-ecS to me if you 

9 gave tb .. 30 to 90 daya, or even six months, they have 

10 to eat thoH calla, tbey'd probably be less likely to 

11 pursue their cuatoaera that vay. 

12 C8aJRMI• ~10.1 Any other questions tor 

13 Mr. Killer? '!'bank you very aue'h. 

14 wx.- JaLLDa Tha.nk you. 

15 D. •8C&a Mary Koch. 

16 C8at8MI,• J...aolra Hi, Ma. Koch. I'm going 

17 to have to awear you in. All the other witnesses were 

18 sworn in. And I '• 4oirMJ tbia because your testimony 

19 will be a par·t of our official record and we can rely 

20 upon it when we aak• our tinal determinations. 

21 W%~ •~• Understand. 

22 

2 3 

24 

25 



1 ~YJ. ~ 

2 waa called •• a vitneaa on behalf of the Citizens of 

3 the State of Florida and., .having been duly sworn, 

4 teatified aa follovaa 

5 Du.ct aftlfaat 

6 If you could state your 

7 naae an4 addr .. a for the record. 

8 WlftU8 KOCIII lly nuae ta Mary J. Koch. 

9 It'• apelled JC-o-c-B. l(y buaineaa address is 19200 

10 Peachland Boulevard, Port Charlotte 33954. And if I 

~.1 aound nervous it'• becaua• I aa. 

12 That'• fine. 

13 My long diatance phone 

1·4 aervice vaa ala...,. It waa aore ay bu•ineas phone 

15 than ay perao:nal, althougb both accounts were slammed 

16 at the .... tiae. 

17 I rec::etved a phone ca.ll I. believe it was 

18 back in March -- it u .y have been aa early as 

19 February. 'rba woaan atated abe waa with AT,T, 

20 Bustneaa Diacount Plan anc1 offered •• a business 

21 discount on ay buaineaa line. 

22 I recall aaldnq aany tiaea "Are you sure 

23 tbia ia AT'T?" Becauae I did not want to switch. 
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24 "Yea, we'r'e A'l'IT. Yea, we are. • And I. a.qreed to t _bis 

25 buain••• discount plan. 
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1 When I 90t ay Apri.l AT'T bill it stated on 

2 there ay acccnm.t vaa bei.ng oloaed. "Thank you tor 

3 your bwd.neaa.• When I ' 90t ay May united. Telephone 

4 bi.ll toe IIY local aervice, it carried charfle• tbrouqh 

5 zero Plua DialiQ9, Inoorporat.e4, billed on. behalf of 

6 OptiCoa. and! Buai.n .. a Di•count Plan. 

7 And I called Onited and aaked who my carrier 

8 vaa. ftaey aa14 I . had AT,T. And I, aaid, "Well, why am 

9 I bei.ng· billed by zero Plua Dla.ling for tbeae other 

10 ooapani•? And they bad no idea. And they 

11 tranaferred ae to Zero Plus Dialing. And that woman 

12 aaaured - tbat they were AT,T; that .I was still on 

14 aervic., and that 41acount -- Buaineaa Diacount Plan 

1,5 an4 Opti.Coa were -- oh, I can • t reaeaber what she told 

16 ae -- atfiliat .. of AT•T. 

17 C(P".ft .. ta.D GUCt&a Was it called! OptiCom 

18 wtftUa &OCIII OptiCoa. Their charges on my 

19 bi.ll were very ainillal. And I • • qoinCJi to be honest I 

20 never beard froa th- once I diacounted the telephone 

21 calla. I called --

22 OQIPf .. ta..R aaac%al Once you discounted, 

2 3 once you paid. -- What do you aean by 

. 24 WI.,.... &Oaaa l retuaect to pay tbe charqe.a • 

25 oc:.tato.a aaaona Ob, okay. 

., 
, 



1 Wl'fiiDI KOCIIa once I got tiniahed with 

2 AT,T, back to uni't.ecl, back to AT,"T, and with a Zero 

3 Plu Dialing qatn, I called united anc:l I abaolutely 
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4 refuaecl the call. I did not aak t ·or tbe ••rvice and I 

5 vaa not 90·int to pay what I did not aak tor. 

6 ~iX .. Ia.Ja Gaael&a So you told United to 

7 put you back to ATft --

8 wza•• SOCIIa I tolcl th- ... o· charqe them 

9 .back, and I: d-nded that I be put back on AT'T . 

10 That'• vben I tlrat found out about the aignature, the 

11 PIC t'r .. ••· 1 vaa not aware of that. The AT'T 

12 operator intorlleel .. I could do that. 

13 At that tt.e -- I aigned tho•• papers on May 

14 9th. I have copiM ot tha vith ... I alao included 

15 a code naae on both ay ~ln••• and ay persona.l 

16 aooounta. 

17 ooer-nala.D QUCUI You•re with United? 

18 ~~~~~ KOCaa United for local . 

19 OOMKI .. Ia.Ja GaaCI&a I queaa they have that 

20 progr- al~ you can put in a paaawor<1. 

21 Wlt'llal KOCIIa Yes. 

22 OC*Xl'UI_.. GdCiaa They are aay.inq that 

23 they do. 

24 ~ aoc:aa Yea, they do. I '11 tell you 

25 very honeat:.ly, AT'T n• ve.ry, very cooperative thro·uqh 



1 tbi• Vbole .... • An4 thi• went on for •ore than tan 

2 w.ont:ha. 

3 Ohitad Tel.epbona waa -- I bava, to give them 

4 credit for beinq aore than cooperative except for a 

5 •lncJl• operator vbo at one tille called •• concerning 

6 the pa.t due bill, and I explained to ber what had 

7 bean happeninc) and vbat bad happened a• far as my 

8 account beincJ •la..-d; Vbat action• I ha.d taken and 

9 that I bad Jticked back all of tho•• ca.ll• to the 

10 oo.pany t:b.at. billed .. , and, you lmov, on. behalf of 

11 the other one. And that operator was very rude. And 

12 •b• told .. that if I was going to do soaething su.ch 

13 as that, I needed to get ·real savvy real quick 

14 oonear:niriCJ pbone oharqea an4 phone linea, and to me 

15 tbat • s like talking inaurance. I don • t understand 

16 that. 

11 cxw:auzc:.D aaacua Riqbt. 

18 WI,.... KOala I can tell you a lot of 
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19 thing• about an engine or a trans•ission. That's what 

20 we fix. 

21 Telephone linea and billlnq and, you know, 

22 how that syatea vorJts, all I know is When I pick up 

23 the phone, .if l'a dialing local I'a on -- which ia now 

24 sprint-United, and if I'a dialinq lonq distance I 

25 expect to be on an A'l'''l' line. That'• the extent of my 



1 Jcnowled9• of tba pbone. 

2 I - told finally by the United operator 

3 that ay accounta had been cbanqed. by electronic tape. 

4 That the electronic tape change• that occur do not 
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5 croaa with tb.e coaputera, anct, therefore, do not cbec.k. 

6 the til- and. recorda to ... it a euatoaer baa already 

7 choaen a lOIIIJ 41•t.noa carrier. so that electronic 

8 tape 1• wbat fouled ay •Y•tea up. I carried a 

9 paat-4ue balance on ay pbon.e bill tor .more than ten 

10 aont.ba. And tt! waa reaol vlld. 

11 Sprint 'WOUld call -- the auperviaor called 

12 . .. aDCI Aid we bad to· gat it raaolve<S.. When we went 

13 over the d.atea and the tiaea and the people that I bad 

14 apoken to, abe vaa vw:y ~tient and aaid we'll qive 

15 th- another 30 daya. she waa qoinq to contact tbem 

16 and a&k that. I do the ..... I did n,ot have to do 

17 that. 'l'bey called ... 

18 I've got a brief little --

19 oc••tUIC*D CIUCUI You never spoke to the 

20 Public Service coaaiaaion until United was qo~d enouqh 

21 in teras of --

22 wt,.... IOCBI The AT'T operator tirat made 

23 .. aware ot tbe PUblic Service co-iaaion. And as far 

24 aa tbe instance of al~ft9, I didn't even know that 

25 ala-tng exiatec:t, until ahe told ae, "Oh, you aound 



1 lilt• J ·ou•ve been alaned. • I said what do you mean I 

2 bave been al•"ed? .And ,abe explained it to .me. And 

3 then united '!elephone operator• aqain aa.id that this 
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4 vas a coaon practice and that it had been happening a 

5 great deal to their cuat<JMra lately. And she also 

6 advised .. about the Public Se.rvice ColUlission and the 

7 caap,lainu. 

8 When I called the PUblic Servi .Je ColUlission 

9 I cal.led for a n\Diber, I dialed tb- direct, they gave 

10 .. the .n•mber for the office in Taapa because they 

.11 said that would banc:lle ay location in Port Charlotte. 

12 ~Uia.D QUCUa The PUblic Service 

.13 ca.alaaion dicl. 

14 WIB888 KOCIII Yea. Then I called the 

15 office in Ta.pa and the voaan said "No, no, no, you 

.16 have the vroJ\9 nuaber. You have to call the Attorney 

17 Gianaral'• office." The econoaic crime division. I 

18 called that nuaber and that woman was a little bit 

19 irritated by ay phone eall. 

2 e!*"tUia.D QUCUa And they gave you our 

21 nuaber a;ain. 

22 WiftDa &OCJII No. No. .She finally -- I 

23 think abe ,finally realized I had a legitimate 

24 coapla.int, that. I was .not ·juet. blovinCJ •team off, I 

25 wa•n•t try1ng to be ruel•, ancS abe final.ly g«~ve me the 



1 inf'oraation of where to send the coaplai.nt to and to 

2 include tba copiu of tbe phone bill. 

3 oc-nuxo.a caaacua Okay. Just so you 

4 know the n.ext tille so you can call tbe CoJIIllission 

5 direat, our 'l'allahas .. e n\lllber is on this blue sheet. 

6 Okay. I've got that. 

7 OLWIUUia.D CDitCUa It's 1-800-342-3552 
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8 and we ahoul4 1M able to help you. But I'm very happy 

9 to hear that AT'T helped you out and that United was 

10 ao helpful. 

1,1 You know, a lot of' till•• when you go back to 

12 your oriqinal oarrier you '11 find that because they 

ll want your buaineaa they're -- they know as much or 

14 more than the average. person obviously. 

15 WJ:I'IIU8 KOCIII I don't think that this 

16 p·robl- lies with tbe big corporation, sucb as United 

17 and Sprint. and AT'T and tb.e others. I think it -- I 

18 think this probl- st- fro• the bu.ainesses out 

19 there, the saall bU.sin .. ses that are trying to grow 

20 big, tryinq to be co.petitive, but the people in 

21 ~ontrol have t:bat l ittle 4Jreen greed about them for 

22 that alAigbty dollar. And they take advantage of 

2 J iqnorance, becauae1 people don't know. 

24 I know aany people that had this happen to 

25 thea that would not take action because they thought , 

rLO&IDA .u.LIC 8DVIC. COIDII88IOII 
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1 you know, you can • t figbt City Hall. 

2 OO"¥Taic.D GUCI&a In your case it wasn • t 

3 tbat 'big o.f a bill -- or waa it? 

4 WI~a IOCia It qot up there quite a bit . 

5 OOMMiaia.mt caacua But there are some 

6 people 

7 W%¥8888 KOala They kept billing me even 

8 after r -- I waa billed for 110nths afterwards. 

9 COII'"aiOIID GUCI&a Got you. Got you .. 

10 BVen though united had told you you had AT'T they were 

11 atill billin9 you. 

12 WIDUa &00111 My phon• bills never showed I 

13 carried any other carrier except on the billing. 

14 ~4!88Ia..R GUlCDa Can they do that? 

15 a. IKMIUt What I •a trying -- what I was 

16 goinCJ to aak b.ar a que•tion, do you reca l l when you 

17 :it you have copiea of tb:• bills wa could look at. t hem, 

18 Whenever OptiCo• waa doing the charges, were they 

19 ahowing tboaa aa o-plua calls, in other words, did you 

20 dial a zero fir at, or did you dial --

21 WiftUa &00111 Opticoa in actuality they 

2 ~ have one call -- you're tal king on the code. 

23 

24 nuaber. 

25 uaua KOCIIt AHC 1• au.toaatic number 



1 identific•t.ion, N ia niqht weekend, and c was calling 

2 card.. 

3 a . .,. .. , It'• not •hown as a direct 

4 dialect call tbat' • either collect or 

5 Witaaa8 KOOBI No, not trom opticom. Now, 

6 ~hat • • only tbe one call froa Opt.icaa, and that looks 

7 like a call that I -de -- either I or someone who 

8 vorkecl tor - -de troa perhap• Port lly( ".:'8. 

9 a. .,.. 1 So i.t wa• a calling p.a:rty. 

10 ~ &OCIII There aay have been another 

11 call troa like Port Charlotte to -- let me see the 

12 nwaber called waa a Port. Charlotte number and it was 

13 called trca a Port C'ba:rlotte nuaber -- that was 

14. probably •o.eone out on the road tbat didn • t hav·e 

15 ehange tor the. paypbone and juat atuck it on the 

16 callin<J card for a local call. 
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17 a. I&OeUI What baa ba·p~ned is Opticom was 

18 the carrier for the payphone they uaed. They cUd not 

19 dial an ace .. • nuaber to acoe•• you·r carrier that you 

2 o had tor y·our calling card and they accepted your 

21 calling card, and that'• how it ended up qetting 

22 oha:rged to your bill. 

23 W%,..._ &OCBI Tbat aay have been on the 

24 OptiCoa call. 'l'lte Buaineaa Diacount Plan was not. 

25 a. -.ua No, aa•aa. Tbat•a a different 
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1 situation. 

2 ccwnuto.a GaCI&a Let .. aak you, she 

3 Jlade a point and .aybe it'a ay i,qnor·ance you can 

4 clarify it ror ... 

5 It you' r ·e a r ·ea•ll•r of a aervice and United 

6 i• billb'M) for .. , united 1• atill going to have my 

7 n-, not ATH'a, correct? 

8 D • .,.... That'• correct. 

OOM!fTUTa.D GUCT&a And that's bow it 

10 abould be .• 

11 a . .,. .. , That•• how it abould. be. 

12 WT~ aoasa That'• vaa not how it was 

13 repreaente4 to ae. 

14 OCWMTUTo.D aaacna Maybe we need to look 

15 at your caae in particular and we'll have Mr. Durbin 

16 take a look at it anc:t ahow bia aoae of those. 

17 •~ aoasa You can talce this and you 

18 can have ay phone billa if you proaiae to give it 

19 back. 

20 caart88T«*D CDitC.TAa Here' a ·wbat we' ll do, 

21 Mr. Durbin will talk to you, qet your informati,on and 

22 vha·t he'll do it be tuea original• troa you, he'll 
. 

23 aa.il tb- back to you, but aoat probably he '11 just 

24 aak you to copy thea and aend t:h .. to h ,ia. Just so we 

25 oan find out. 
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1 Wl"M"I lrOC81 I bad to' dig thea out of the 

2 file juat to bring tb .. down bere for tonight. 

3 O!:lftJ .. Ja.D caaacn. w appreciate that. 

4 ... .a.•• Let .. do a little clarification 

5 on tbi•. 

6 A'l''T in the paat bad billed on behalf of 

7 80IIe of tbeir r ... ller• and their naae wa• still on 

8 the bill. Now tbat recently ba• been di•continued and 

9 tb•y are putting the re•eller•• naae on the bill . 

10 o•ruta.a caaacn• Will the rule prevent 

'11 tbat trca happening in the future? 

12 ... .a.•• The naae of the certificated 

13 aa.pany that i• claiainq tbe cuatoaer has to be on the 

14 bil.l. 

15 WJ"dd•l KOOIII Nov, the Buainess Discount 

16 Plan called and proai•ed •• a credit on the account 

17 back in July of '96. 

18 ,..,. .. Ia.a oucna And? 

19 WI,._. KOOIIa I never once saw a credit on 

20 any of ay pbone bill•. 

QIIWFnUJa.D QUCI&a But you did.n•t get 

22 bill:ed any 110re froa unit.S f .or that co•t. 

23 WI,._. 1r00111 United •hoved the char ges as 

24 a, ~t-4u.e balance, bUt every 110ntb wben the bill 

25 would COlle ln I would deduct the pa•t- due balance , pay 
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1 wha.t I knew I ,owed., and United waa very cooperative in 

2 that. 

3 

4 

6 

~811QIIa GIICl&l When did it disappear? 

Wl'HID8 KOCml When I qot a check from 

OOP'J .. Ja..R Gaae%&1 Oh, you tinally did 

7 qet a cheek. 

8 WI~ aocma Tbat'• okay. I qot a check 

9 troa tha becauae they nid they were unable to 

10 eleatronically tranater the credit to .y account . But 

11 I found out aince then that that did not protect -- as 

12 a uttar ot tact I found. it out juat. this evening from 

13 beinq bere -- t:hat all that I've done bere does not 

14 p~rotect IIY local aervice. And I founc1 out -- I think 

15 it vaa Monday -- that .I had been using, for over a 

16 year, an invalid oallinc;r card. Don't ask. I have no 

17 ic!.ea. But I qot that atr aig:bt, I think, and I no·w 

18 have new carda. 

19 ~MJ:UJOIID GltCDa We have jt:.:-isdiction 

2 o there, too, ao it .YOU c!o have a problem w·i th that. 

21 

22 

23 proper 

24 

25 piece. 

WI.,.... &Galli I '11 call you. (Lauqhter) 

OOIIiUUJa..R ~Ua Julia Johnson is the 

(.LaQg'ht&r) 

UftiU8 KOOIII I juat wanted to have my 
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1. 'I tbink fo_r auwaationa, which I' 11 ask you 

2 ~or iD the letter, I think one o·f the beat auqqaations 

3 that I ·could .alta vou14 be ~i.rat o:f 't, b.onaaty· from. the 

4 tal~ketara • 

. 5 Sprint called .. last weak, I believe it 

6 vaa, and offered .. the opportunity to have my local 

7 and lone,· cliatanoe calla avery 110nth com• in on one 

8 bill an4 I would onl.Y have. to write one check instead 

9 or· two. 

10 0CW"'Uiamat CDilCi aa I'd like to ask you 

11 about t:bat. JIOv exactly voul4 tbey d.o that? They 

12 were qoing U. juat bill you are they billinq you 

13 ••pantely novadaye inetead ot voin; through unite4, 

14 they are b.illinc) you aaparataly for their lonq 

15 diatance. 

16 u~ KOCIIa AT'T aanc1s •• a separate bill 

17 ev·ary aonth, f 'or ay long cUatance service. 

18 sprint-united. ••ncta .. a bill ·tor •Y loc41, and if I 

19 have to put any local toll calla. 

20 COIIMJUI<*D GaCDI Right. 

21 1RIJ'IIU8 KOCIIa When Sprint called and the 

22 qirl offered .. tba Chance to write -- as it is riqht 

23 now I write four ehecka a .anth tor ay ·phone aervice 

24 a~ao. She offerad •• a chance to wr·ite two. 

25 
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1 W1fiiM8 &OCIII NY tirat queation because o.f 

2 tbia axperianca waa will ay .long diatance carrier 

3 r-in A'l'''l', Wbicb 1• ay choice? 

4 CXWMJUia.D GltCDI Right .• 

5 ~ KOCBa 'l'hia woaan very honestly and 

6 very quicJtly Aid no. That put tha choice in my lap 

7 whether to liaten to her otter or to aimply hang up. 

8 SO that • • one ot the that • s one of the 

9 be8t vaya I think t:.o correct it. Like I said, .I gave 

10 acre augqutiona, I juat did briet little ditties and 

11 I waa juat tofn9 to give th.- to you t .o peruse at your 

12 convenience. 

13 CIDDD• JOBDOIII Thank y·ou. And that had 

14 :Men belp.ful it you could provi.de those to staff we'll 

15 .alee aure ve put tho•• in the correaponden.ce side of 

16 our record. 

17 WID- KOCIIa I c:licln •t want to read that. 

18 Lengthy. 2,000 word• total. It's not my best so 

19 don't judge .. by it .• 

20 I don't know vbat elae to tell you other 

21 than -- i t took over ten aontha to get my account 

22 reaolved, and now I'• t.ixinc) to go back and look at my 

23 local. 

24 CIQTPD• 30811801'1 If you have any problems 

25 ·with that, aalte aure you let us know. I know you said 
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1 you read. the rulu that we have proposed.. And again I 

2 knov you at.ated thia prooua took a lot ot time and 

3 energy on your part, and we have aoae things that I 

4 think that: aay h•lP· al.leviate that and put it in 

5 ii1'Nil·8 KOCIIt There vaa infor11lation I was 

6 readinq on the papera I pick~ up out front that I was 

7 not aware of. So education i• really the key. 

8 I think ay ~in, probably, reason tor being 

9 bere ia I have a very larqe aouth. But there. are many 

1,0 people., eapecially i'n Florida, who are elderly and 

11. r•t:.ired. And they aren't aware that thing• like this 

1.2 are 9oin~ on. And thoae are the onea that these scam 

13 artiata are 9ettift9 the bulk of their funds from and 

14 thoae are the people who can le4at afford to deal with 

15 tb• probl .. , let a~one the at.reaa of dealing with it. 

16 so any vay that I can help out I will be 

17 glad to. 

18 

19 

20 

C(W¥188Jc:.D U&CUa Thank you, Mrs. Cook. 

WJDD8 SOCII I Thank you. 

C"DJRD• 30111180111 Appreciate your 

21 teat.iaony. Any other vltneaaea? 

22 D. BIICKt 118. Koch vaa at laat witness to 

23 aign up ahN4 .• 

24 CJDDD• Joml.-1 Ia there anyone else in 

25 the awstenc. that. would like to teatify that did not 
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1 •1911 ~ to teatify? 

2 a. ~~ I cUd not ai911 up ahead ot. time 

3 becauae I • a kin4 of aby. 

4 

5 you in. 

6 

O'DDD" Jc.J18011a Ka' u I '11 need to swear 

7 JO'- DWC. 

8 vaa called •• a vitn••• on behalf ot the citizen• of 

9 the sta~ of Plor14a and, bavirtCJ been duly •worn, 

10 t-titied aa tollova: 

11 DxaJIC!r ft'&~ 

12 ... ,._ • .Ta.I'I'C.a If you could atate your 

13 naa. and addr••• for the record. 

14 WZ'I"IiD• D'ft~C*1 Jly naae ia Joanne Matson 

15 and ay addr••• ia 10 Nicholaa, North Fort Myers, 

16 Florida. 

11 ,.. ...aataaa The laat naae 1• "-A-o-s-o-N? 

18 WI,.._. D~l •T•. M-A-T-S-0-N. 

19 ·Okay. lly aituation ia l.ittle. different. 

20 One, I never bad an otter to cha.nge the telephone 

21 ooapany, and in one bill I got billed tr0111 thr,ee 

22 cU.tterent. long cUatan.ce coapan.iea. And I will start 

23 tirat by naainq th-. 
24 I •cS• a lot thia ia over a year ... nd a 

25 half ago then I .aade a lot of calla to people in 
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1 Deoewber o.f 1 95. And tb,en I qat ay bill in January of 

2 1 96, and not. only does it abow that I have AT'T aa my 

3 carrier, ~t I have alao been dbanqed to a company 

4 call.S Winstar. And t.ben in a4dit1on I've also been 

5 aban9ecl to a co.pany called ATX tor the tune ot $9 • 60 

6 to .vitcb, but also have an A'Ti'T bill. Well, I paid 

7 tbe $9.80 aDd I really ~idn't tbink too much about it . 

8 Tban in Pabruary of '96, not only do I get a 

9 bill fro. ATiT witb all of sy Deceaber calla, but th& 

10 Decabar calla are liatad froa goinq through some 

11 place called Zero Plus Dialinc; with a aonthly service 

12 fee of 83, .o I nov have a bill here tr·om zero Plus 

1-3 D1al1nv froa thirty-Hven sixty-one .and a bil l trom 

14 ATiT for Mvanteen thirty-three. Well, I don't think 

15 t'OO llllcb about that and I pay that bill, too. But I •m 

16 kind of confused. 

17 Well, ·than ·the next month ia when I get 

18 upset. And 1 e«ll the Public Service CoJDJDiaeion and I 

19 tiled a eo~~plaint with a Ruth KcHarque, and she said 

20 well, we'll qet Gateway ca.aunioationa .Network, which 

?1 auppo.adly la connected vi tb th• Zero Plus Dialing out 

22 of Irvi nq, Texas, to reapond t o the coaplaint. And I 

23 a l so put a l ocal t .raeze on ay account. And I was told 

24 t:ha·t Zero Plus -- becau•• I had a c:allinq p l an v i th 

25 ATiT -- au.t ra.rat.e all ot thia at uf:t. Well, we never 



1 clld, and in March ot '96 I atill hadn't got any 

2 report. And I contacted the .Public Service 
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3 co.aiaaion. All the ti .. every aonth I'm still 

4 9ettinv a cbarqe ot $3 a .onth tor the zero Plu: long 

5 diatance thincJ. And tinally I'• getting so disgusted 

6 with tba thing I'a about to give up. 

7 ADd, okay, in March ot '96 I qet the charge 

8 again tor the .arvice tee tor February, and then on my 

9 .bi.ll again I ... AT&T and. thi• zero Plus Dialing. so 

10 I call United ~lepbone and I keep paying it because I 

11 don't. want ay credit affected, beoauae I •ve got A-1 

12 credit., but t•a getting a little upaet. They say 

13 well, go back to AT&T. And I go back to AT&T and they 

14 aaid, •you have been a wonderful customer. You've 

15 never changed witb ua.• And I said, •well, who .is 

16 tbia Ztaro Plua Diallnv that Jteepa billing •e tor a 

17 aarv1c• I d.on•t have?• 

18 Finally then I qat a letter that the Public 

19 Se.rvi.ce C~iaaion send• ae that'• dated A:pril, 19th, 

20 1996, a then it aays "We're in receipt ot your 

.!1 coaplaint ancS we oertainly do apoloqi~• tor delay in 

22 reapond.tnq." Tbia i• acSdresaed to a Ruth 'McHargue ·of 

23 the P.ub~lio service c~iaaion. She aaya the company 

2 4 here, ·wtnstar out .ot Irv inq, Te,xas, say "We • re not in 

25 the practia. ot ever aubllitting individuals for 

'I'LCRXDa. nBL%C aavt.aa CC*III88I.OW 



1'2 

1 unauthorised PIC cba·l:'9••· SWGH is co-itted to 

2 providi,ng tbe 110at conducive resolution• poaaible for 

3 all parti- involved in aituationa of thia nature. We 

4 will is.ue a credit of all calla made while using this 

5 aervioe i-n tbe ..aunt of thirty-three sixty-five. 

6 'l'bia a:aount will be credited to your monthly telephone 

7 bill. If you bava any queationa, call. • 

8 Well, I cal leeS the nuaber and .I d.on • t ge.t 

9 an.ybody aDCt it'• a coat to call. 

10 "'"'"MaW 3oml8011a Ka'aa, you said it cost 

11 you -- it vaa a lont diatance call? 

12 WI._ ~~ Yeah, to call to get the 

13 anawe.ra to ay que• tiona. 

14 All right. How we're in April of '96. 

15 Okay. In May ot 1 96 I •till get a bill from AT&T and 

16 I qet another aarvice charqe from Zero Plus Dialinq, 

17 and then in June of 1 96 I still get a .bill from AT&T 

11 and I get a bill fraa. zero Plus Dialing. And after 

19 ~oinq through all of thi• and qoinq back to AT&T that 

20 says, •well, you're on record vitb us and you've never 

2 change<!. I , tell •Y fri•n4· She said just forgot it, 

22 pay the bill ancl iqnorn it. 

23 And I didn't 90 back eo the Public Se.rvice 

24 co-iaaion because they cUeS credit at least a certain 

25 aaount but they never credited this billing thing. 



1 And I think I aent the Public Service commission my 

2 telephone billa for Noveabar '95. 

3 OO"¥JNXa.la aaacua I get the feeling 

4 that'• lik.e an acSditional aervice or aometbing they· 

5 bave put on her pbon.e? 

6 D. .,. .. i I '• not aura. 
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7 WXftU8 Dt'aolll And December of • 95. But I 

8 juat got diacuaa --

CQP"XNXO.U GU.CDI .They • ve kept bi 11 inq 

10 the $3 every 110ntb. 

11 WI.,_ &'180111 Yea. I don't know. I've 

12 got at lnat aix :aontba of it bere. I've got all of 

13 •Y telephone billa. 

14 CC*ii!NXC*D GaaCUI I ·think you're the 

15 lut vi tn•••. · I need you to get wi tb Kr. Moses 

16 becauae it'• very poaal))le that what you have qot is 

17 not a long diatance aervice but some additional 

18 aervice that Mr. Xo••• -- ve•ve only bad one or two 

19 otbara like you. What they do ia they haven't slammed 

20 you; tbey haven • t ·cbang..S your local aervice. They 

21 • i•ply have intonaed. your local company they are 

22 otterinq thia additional aervic·e to you, and 

23 n,...a D'laa.a For $3 a month I don ' t 

24 want? s .. , I have a bill here ot all lonq d.iat~nce 

25 dha.rqea aaountint t o 3·0 aoaa dollar• -- (Simult aneous 
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1 converntion) 

2 cxwr.n•Ja.a GaCDa It aay have nothing to 

3 do with lOncJ cUatance. It uy be acae other service 

4 they aay they are providing to you and we need to look 

5 into that. 

6 '1'be lon«j' diatance iaaue vaa to aome de.gree 

7 corrected but that $.3 aboul·d be corrected; you should 

8 get your .aney baCk tor that . 

9 U.,.... DI'8C*I And they cUdn't: reimburse 

10 .. tor t.he total aaount ot the billa that they billed 

11 for thia Zero Plua ·t.hinq. I aean but I just gave up. 

12 oaw•J•Ja..a GaaCDJ Don't give up on us 

13 y·et. 

14 u. ca.LDiniLLa M•. Matson, are they still 

15 cbarginq you the $3 now? 

16 Uftaa D~l Oh, no. This is '96. 

17 D. ca.LDiniLLJ Th.ey finally diacontinued t he 

18 charge•. 

19 WJ!'IID8 DI'80JII I ' kept cal,ling and 

20 complaining. But I kept paying the $3 charge . 

21 CC!Mia88Jc:.D GUCDa Who did you keep 

22 callin9 ancl ~laininq to? Waa it your local company 

23 or vaa it Zero Plua --

24 

25 

·~· Dfte*J United. 

CQMMX88J~ Ga&CX&a Could you let us look 



1 at your billa real quick before you taka ott. 

2 WI,.._. .. ~. I think you atill have in 

3 your fila wy Mov-ber of '9!5 and December of 1 95, I 

4 couldn •t find th-. 
5 

6 you back tbat. 

1 Thank you, .aa • aa. 

8 Are there any other witnea .. a that would 

9 l ike to tutlfy that did not aign up tonight? 
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10 Seeing none, I'd. like to thank everyone for 

11 oo•ing out and providing teatiaony to ua. Again, your 

12 co-•nta will be a part ot th• official record and we 

13 will uae thoH •• we llake our final deliberations and 

14 our final clecia.iona. 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

2.!5 

8:05 p.a.) 

With that, thia hearing i• adjourned. 

(Thereupon, the hearing concluded at 
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1 STATE OP FLORIDA) 
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2 COUNTY OP LBOII ) 

3 I, JOY KW'1 ·Y I 
Raportint, Official wCG.--... 

4 

CBRI'IPICATB OP RBPORTER 

DO -DY CBR'l'IPY tbat tbe Workabop in 
5 DocJc.et No. 970882-TL wa beard by tbe Florida Public 

Servi.ce ca.aiuJ.on at tba tiae and place herein 
6 stated; it ia turtbar 

7 CBR!IPIID tbat I atenograpbioally reported 
tbe aaid prooeedl1MJ81 tbat the- baa been 
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8 tranacribed andu" wy direct .....,1a1on1 and t:bat this 
tranacript, aonaiatiDIJ of 75 pa9u, ooutitutu a true 

9 tranacriptlcm of ay notea of Aid proceediftCJ•· 

10 DATID thia 18tb day of Noveaber, 1997. 

11 

12 
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14 (104) 413-6732 

15 

16 

17 • 

18 

19 

20 

21 

22 

23 

24 

25 




