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BELLSOUTH TELECOMMUNICATIONS, INC. 

REBUTTAL TESTIMONY OF JERRY HENDRIX 

llrDJI THE FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET MO. 970882-TI 

JANUARY 15, 1998 

Pleaae atate your n ... and company name and address. 

Ny na.e i~ Je~ry Hend~ix. I .. .-ployed by BellSouth 

Telecomaunications, Inc. as Director - Intereonn~ction 

Services Pricin9. Hy business add~••• is 675 West 

Peacht~ .. Street, Atlanta, Georgia 30375 . 

Please aum.arize your background and experience. 

I graduated from Morehouse College in Atlanta, Georgia 

in 1975 wit'h a Bachelor of Arts Degre~ : I began 

employment with Southern Bell in 1979 and have held 

vari,oua poaitio-na in the Network Distribution 

De~r~nt before joining the BellSouth Headquarters 

Regulatory organization in 1985. On Januar~· 1, 1996 --my responsibilities moved to Interconnection Services 

Pricing in the Interconnection Customer Business Unit. 

IICCIH!NT "UHin-t'Al[ 
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Q. Have you testified previously? 

2 .. -
3 A. Yea. I hav• testified in proceedings before the 

4 Al~, Flo~idA, Geor;.ia, Kentucky, Louisiana, 
.. 

5 Misaiaaippi, South Carolina. and Tennessee Public 

6 Service Ca.m!aaions and the North Carolina Utilities 
·.'· .. 

7 c~iaion. 

A • , -.~. 

t-
9 Q. What is the purpose of your rebuttal teltimony? 

10 
.. 

II A. The purpo•e of ay rebuttal te•tiaony is to provide 

12 BellSoutb'a position reqardinq the December ?.4, 1997 

13 version of the FPSC proposed Sl&mlllinq Rules and 

t• address iaauea raised in the direct testtmonies of 

15 witneaaea repreaentinq the PSC Staff, Offices of the 

16 Attorney General and PUblic Counsel, AT,T, MCI and 

17 Sprint. 

18 

J9 Q. AT'T witneaa Watts' teatimony (paqe 4, lines 1-4) 

20 defines slamming aa the •knowing, unauthorized 

21 transfer of a custe~Mr' s p·rimary lonq distance 

22 carrier•. Would BellSouth agree with that definition? --
23 

24 A. BellSouth agrees with the spirit or Mr. lfatts' 

25 definition that slaDiling involves an affirmative, 
•. . . 
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conscious and willful action on the part of a 

provider. BellSouth would also expand Mr. Watts' 
... ;· ' ~ p . . 

definiti<?n ~o in~lude a c:uatomer's local, local toll ... ... 
and toll aervice provider . It is important that the 

Colllllisaton recognize that a distinction should be made .. . 
between u a'f~.r.ative, willful action and an 

; 

incidental or inadvertent ac~ion such as a household 

diapute, buyer'• ~e.orae or unintentional error when 

considerin; the application of tinea and penalties as 

a reault o~ al-ag.·" 
<'f-.~. ·~ .:f 

• •.v~ 

You are ucludin; unintentional mistake• from being 
. . 

elasaifi.ed •• el~a;. Ian't the end reault to the 
\1>. -~ .. ~· ' 

customer the .... aa a alam, i.e., hia provider has 

been chanted without hi• authorization? 

Yes, the end result is an unauthorized chan9e ~r a 
' 

customer'• provider' however, in this case, the 

customer na• not 9ranted authorization via deceptive 

marketing practice•. Further, once the error is 

diacovered, either by the customer or the company, 

expedient action is taken to rectify the error and to , 
satiafy the cuata.er. This is a very different 

scenario from the experience• that were shared durinq 

the recent workahopa. 

3 
':.~:"' 
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2 Q. MCI vitneaa Kinq's testimony (page 4, line 13 through 

3 . pafe $, line 6) discusses the handlin9 of PIC disputes 

<4 under the FCC au·tborized 'so-called "'no-fault• PIC 

5 diapute reaolution' proeeas. Ms. Kinq clai~ tnat 
' 

6 instance• of buyer's remorse or houaehold ~isaqreement 

7 could be claaeified •• slama. Ia this possible? 

I 

9 A. Yea • .. " Mo•t of the larqest carrier• subscribe to the 
,: 

10 Exped~ted PIC Svi~chback Service (EPSS), the ftno-

11 fault• PIC di8pute reaolution process to whicn Ms . 

12 Kin.9 refers. This service is indeed designed for 

13 svift haod1inq of PIC disputes for local toll. and/or 

14 toll ~ervice. With thia 1ervice no investigation is 
.- . 

15 conductedt however, if the customer specifically 

16 requeats an investiqation, then the PIC dispute is no 

17 lonqer treated vitbin the rul.es of the EPSS service . 

11 The diapute would then be classified as an 

19 unauthorized PIC, an investiqation would be conducted 

20 with the appropriate carrier and the customer. With 

21 the proposed rul•s, a PIC dispute from a customer 

22 a9.a1nat any carrier that subscribes to EPSS tor local --23 toll and/or toll service would be documented or 

24 recorded aa a slaa. ~ previously stated, this could 

'r .. -~ 
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include inatancea of buyer's remorse or household 

2 diaatr•••nta o.r unintentional errors . 

3 

4 Q. What doea lellSouth believe to be the motivation for 

5 al~ng a cu1ta.er? 

6 

7 A. BellSouth believe• that there i• no motivation tor the 

It inatance1 of accidental hwun error or ulfunctions in 

9 

to 

II 

12 

13 

14 ,_ 

15 

16 

17 

II 

19 

20 

21 

22 

23 Q. 

24 

25 

data tran .. ia•iona. It would be our hope that as we 

vort through the various checlcl and balancea in the 
' 

prooe•• that there would be opportunity to catch these . . . 
" typel of ernr• before they affect the chan9in9 of • ... -

cua~a.er'• preferred carrier. 

AI to tho•• inatancea of willful alamminCJ, BellSouth 

believe• that when the financial incentive ia removed 

froa al.-.inCJ, there ahould be a draatic decrease in 

occurrence. Tbia, coupled with heavy financial 

penaltiea levied by the Commission on offendinCJ 

carrier• would clearly ne9ate any financial 

incentivea. 

-Should the Co.aisaion adopt rules that eliminate the 

opportunity for undue ·financial qain by any party 

inv.o1ved in the diapute? 

.-. 

. 

5 

-• J"· ' ~ ' _-'ooli!c•._ .: ,. 
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1 

2 A. Yea. The Coallission should be diligent to introduce 

3 rule• that prevent any opportunity for financial gain 

4 

s 
6 

1 

I 

9 

10 

II 

12 

13 

14 

IS 

16 

17 

II 

19 

Q. 

o~ fraud, either on the part of a provider or on the 

part of a cuato.er. Thia ia warranted in that just as 

there are unethical companiea that would run scams on 

cuata.era that would include al ... ing and/or cramming, 

there •.:• l .ike ainded cuata.era that would take 

advantage of an opportunity for undue financial gain 

if the rule• allowed. Aa carriers should be held 

accountable for willful, unlawful acta of slamminc;, 

cuata.era ahould be financ;ially reaponaible for calls 

that they place. 

To eliminate the opportunit.y for financial gain, what 

chan9ea_ vould lel.lSouth suggest to proposed rule 25-

4.118(8)7 
.. 

20 A. lellSouth' a propoaed changes will eliminate the 

21 opportunity for undue financial gain by an 

22 unauthorized provider while maintaining the cust~mer's -23 financia-l reaponaibllity for service• received. 

24 Further, BellSouth'a propoaed language will eliminate 

6 

~-,. . 
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~ ... -.. ~. 
~ .. 
I 

I the financial loss currently experienced by the 

2 authorized provider. 

3 

4 BellSouth propoaea the followin9 chanqes to rule 25-

5 4.118(8): 

6 ill...,.. Charqea for unauthorized provider PiQ chanqes 

1 and all charqea billed on behalf of the unauthorized 
I 

I provider R'IA•• ~•••• •••••• '' e~y, •••• •~e ••••• 

9 el .-. •••le•••~ •• .. ••v ahall ba credited to the 

10 authorized pro~ider eu•••••• by the company ~ 

11 reaponaible for the error vithin 45 daya of 

12 notif.ication. C.barqaa over the ratea of the 

13 eu1t011er' • preferred company paid by the customer wi.ll 

14 be credi.ted to the cuatomer by the authorized provider 

15 within 45 days of notification. Upon notice from the 

16 eusta.er of an unauthorized provider P+; ch5n9e, the 

17 LEC shall chanqe the customer back •• •tte P~'*•• IXE: or 

II 12 another company of the customer'• choice. The 

19 chanqe auat be ude vithin 24 hours exceptinq 

20 Saturday, Sunday, and holidays, in which case the 

21 chan9e shall be aade by the end of the next business 

22 day. IR ·~· eeae whal'a •he •~•••••• ~, •• ~eea ... e -
25 •"e••••·~ •• etl:aa1• •he tiQ ef •t.:• •~•••••• • The only 

7 

~
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~ txctption to thia 24 hour rule would be large multi-

2 line buaine•• accounts that cannot be physically 
, 

3 cha91!f ~ck in 24 hours. In auch caaea, an expedited 

4 achedule vill be coordinated with the customer to 

5 accoepliah the avitch back aa quicklY as possible. 
6 

7 Q. In Direct teatiJiony, Public Counael's witneas Poucher 
,. 

I •u99e1t1 tbat the Co.iation adopt a propoaal to 

9 prohibit local service providers from disconnectinq 

10 lo~l ~ervlce of cuata.era for nonpayment of toll 

11 char9ea. Doea BellSouth oppoae such a policy? 

12 

13 A. Yes. BellSouth opposes a policy that will prohibit 

14 local aervice providers from disconnec:tinq local 

15 service vhen c:onsu.ers, other than Lifeline 

16 subscribers, fa.il to pay their toll charqes . Such a 

17 policy would neqatively impact the Company by 

11 inc:reasinq net bad debt and reducinq the value of 

19 BellSouth's Billing and Collection Services . 
. · 

20 

21 The net bad debt of interexchanqe carriers for whom 

22 Bel~uth perform• billinq services would increase 

23 siqnificantly. Actual eatimatea qiven by L£C and IXC 

24 representatives have ranged betv .. n tvo and six times 

25 the current debt perc·ent•9•· Sine• the IXCs currently 

I 
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• 

1 purchaainq Billinq and Collection Services do so ~o~ith 

2 the expectations of uncollectibles no higher than the 

3 present levels, a siqnificant increase in bad debt 

4 wou.ld also decrease the value of BellSouth' s Billing 

5 and COllections Services to the IXcs. Higher 

6 uncol.lectibles for toll service and lowered revenue 

1 tor Billin9 and Collection Services could force 

I t el•cOIDW\ications providers to increa1e the price of 

9 overall talecoaaunications services to payin9 

10 cuata.ers in order to recover these los1es. 

11 

J2 The lon9 tena -result would be to transfer increases in 

13 expense related to uncollectibles and bad debt to the 

14 vast majority of consumers who pay their bills on 

U t~. In·· other words, such a chanqe in the rule will 

16 benefit consumer• who do not pay their bills and 

17 penalize the majority who do. 

II 

19 A better alternative to Mr . Poucher's proposal is the 

20 recently impl ... nted Toll credit Limit <TCL) 

21 procedure. This allows a customer to retain local 

22 ser.tce, including a free toll block, while sat t sfying 

23 an unpaid t.oll balance through a payment arranqement. 

24 

~ .,. . 
.. , .... ~.;.' ... 
·»•~-~ 

9 



Q. Mr. Poucher's testimony (page 8, lines 22-25) states 

2 that there were numerous cases where the LECs have 

J threatened disconnection of local service in order to 

4 

s 
6 

7 

I 

9 

JO A. 

11 

12 

lJ 

14 

1S 

16 

17 

II 

19 

20 

21 

22 

.23 

24 

25 

co.lle~t charges due to a alaaaing carrier. By 

eliminatin9 the provision in the rules that would 

credit the customer' • account, will these si.tuations 

of threatenin; or actual disconnection of local 
·, 

service continue? 

' ' 
Mo. The objective, •• stated by Mr. Poucher, 11 to 

disassociate the cuata.er's reqular telephone billing 

trCII the disput•d billinq. BellSouth's current 

Business Office procedures provide for this 

disassociation in an appropriate manner. When a 

custa.er calla the Business Office with a slamming 

complaint, the service .representative will change the 

cuato.er back to the customer's original carrier. The 

service. repraaentativ·e will also otter to freeze the 

customer's PIC. The service representative ~!ll then 

discuss vith the customer what portion of the bill is 

being disputed. The disputed amount will be noted on 

the custa.er's account; collections activities and --late pay.ent charges vill not apply to this amount 

until the dispute is resolved. 

10 

., 
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l Q. What type of payment arranQements are made tor the 

2 customer 9iven the diapute? 

3 

4 

' 
6 

7 

• 
9 

10 

II 

ll 

13 

... 
15 

16 

17 

II 

19 

20 

21 

22 

23 

24 

25 

A. 

Q. 

A. 

The customer ia adviaed that the normal portion of his 

bill should be paid. The disputed charqes continue to 

be listed on the cuato.er's bill; however, the 

cust011er , is instructed to i9nore paya~ent of the 

disput.ed amount ·that was a9reed upon with the service 

rep~esent.ative . The carrier wil.l be notified of the 

PIC dispute and the AJDOunt in queation; the carrier 

can then contact the custa.er to c:onf'irm the amount in 

dilpute. Once confir.ed, the carrier will communicate 

the disputed amount back to the BellSouth servic• 

repreaent,ative. BellSouth. will adjust the customer's 

account and recourse ·the amount back to the carrier. 

Durin9 thia proeeaa, does BellSouth threaten to 

disconnect t.he custoeer' s local servi~·.! tor non-

payment of the diaputed amount? 

No . With BellSouth'a procedure, local service should 

never be disconnected or even threatened co be 

disconnected aa lon9 as BellSouth is made aware that a 

disp,ute exists. 

II 

.. 



l Q. 

2 

3 

4 

' 6 

1 

I A. 

9 

10 

11 

12 

13 

... 
1:5 

16 

17 

II Q. 

19 

20 A. 

21 

22 

23 

24 

25 

Mr. Poucher includes in his testimony (paqe 6, lines 

9·10) •n additional recommendation, that was not 

incorporated into the rulea, he suqqeata blockinq the 

custoiMr'a account from future billinq from the 

carr.i .er that cauaed the alu. Does BellSouth have any 
<. 

concern• over this proposal? 

• 
Yea. Althou9h thia reca.Dendation was not 

incorporated into the propoaed rules, BellSouth has 

concel'n.a about aueh a propoaal. Firat, BellSouth does 

not·· have the capability today to block billinq by a 

specific provider to a particular customer. In 

aituationa requiring th!a action, BellSouth currently 

requeata that the provider block the char9es, a 

requ.eat that they have been very cooperative in 

handling. 

How does the provider accomplish this? 

They acc011pliah thia by 1neludinq the customer's 

telephone number on their "bad Automatic Number 

Identification (ANI)• list. Inclusion on this list --
prevents calla from bein9 termin•ted to the carrier by 

any dialin9 aequenee and thus eliminates any billing. 

12 

. ·-
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1 Q. Are there other concerns? 

2 

3 A. BellSouth'a other concern is that by blockinq billing 

4 without blockinq traffic, the opportunity for consumer 

5 fraud would be introduced. Cuatomers could continue 

6 to complete calla via casual dialinq while blockinq 

7 provider·• froa the ability to collect for thoae calls. 

I 

9 Q. Pleaae deacribe ·what, if any·, cuatomer education 

10 propoaala that BellSouth aupporta reqardinq slamainq. 

II 

12 A. BellSouth a9reea vith Mr. Poucher's proposal number 

13 lO(teatimony paCJ• 7 line 24 throuCJh page 8 line 1) 

14 that atatea • •.• LECa and ALEC• should be required to 

IS publ.iah annually a billing insert that explains a "'PIC 

16 freeze"' and providea a customer with instructions on 

17 how· to obtain a 'PIC Freeze'"'. BellSouth also aqrees 

II that the cuatoaer should receive educational 

19 information re9ardin9 PIC freeze• vhen they receive 

20 their firat bill. 

21 

22 Q. How will the infonsation be presented on the --23 cuatomer'a firat bill? 

24 

13 



2 

3 

4 

.5 

6 

7 

I 

9 

10 

II 
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IS 
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II 

19 

20 

21 

22 

23 

24 

25 
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A. There is a For Your Inform.tion (FYI) section on the 

Q. 

A. 

_, 

cuatOMr' • first bill. that provides the customer with 

i~~portant inforution about his new service. This 

aection would be the most appropriate place to include 

inforution. about the PIC freeze option. 8el1South 

would aleo •upport public intereJt newspaper articles, 

an.d publ1,.c a~rvice announcement• on TV I radio that 

infor.. the pUblic about al..ming - what it is, what to 

do/who to call if they suspect they have been slammed 

· and what to exp.ct from the p.roceaa. 

Ooea lellSouth support proposed rulea 2S-4.ll0<12Jand 

25-4.003(41)? 

No. , BellSouth could support proposed rules 25-

4.110(12)and 25-4.003(41) with a modification to 

include the option of accepting a PIC freeze from the 

cuatomer directly over the phone. In si.tuations where 

• cu.atomer bAa been alaaaed, it would best serve the 

cuata.er to be able to switch them back to their 

original carrier and imm.diately implement the PIC .. 
freeze on the apot with the customer's authorization . 

Thia is conai.atent with BellSouth'• current policy. 

Such ~iate action prevent• any delay that would 

.• !. - ' 

-~:J:J~ 
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2 

3 

occur in mailinq a form to the customer and avaitin9 

ita retum. 

4 Q. Is BellSouth opposed to mailinq forms to customers to 

5 obtain authorization tor PIC freezes? 

6 

7 A. Yea. lelllouth would prefer to function in a 

I paperleaa environ.nt in the PIC freeze process; 

9 however, if PIC tr .. ze fo~ were to be part of the 
I 

10 proceaa, ve would require that the PIC Freeze form be 

II submitt~ by _the cuatamer rather than the provider. 

12 This would. eD8Ure · that the cuata.er had truly 

13 authorized a PIC trH·ze and that the provider waa not 

14 unilaterally t.nitiatinq an anti•cQ11P41titive action. 

IS 

16 Q. Can Be.llSouth inatitute a PIC freeze for local 

17 service, local toll and toll service today? 

II 

19 A. PIC Freeze capability ia currently only available for 

20 local toll. and toll service providers and only aqainst 

21 the apecitic PIC or LPIC codea. In the systems that 

22 are uaed to proceaa ehanqe request.a, it ia these two -23 codes (PIC and LPIC) that are restricted from chanq~. 

24 Currently lellSouth doea not have the ability to 

2S freeze a provider chan9e to a reaeller of local toll 

IS 



1 

2 

3 

4 

s 

6 

7 Q. 

I 

9 

10 

11 

12 A. 

13 

'!' •••• 

or toll service since the PIC and LPIC do not chanqe. 

Neither could BellSouth freeze a provider of local 

aeniee aince the switches and support systems do not 
·-

yet include a code to desiqnate the local service 

preferred c'Arrier. 

Propoaed Rule 25-4.118(11) require• that the customer 

be info~d that a PIC freeze ia available durinq 

tel ... rketin9 and verification. Doea BellSouth 

support this proposed rule? 

Yes. 

14 Q. Doea iellSouth support rules that prohibit deceptive 

IS marketing practieea? 

16 

17 A. Yea. BellSouth auppo.rt,s the proposed rule 25-

II 

19 

20 

21 

22 

23 

24 

25 

4.118(10) that di8allows misleading~~ deceptive 

references dur.ing teleurltetinq and verification. 

BellSouth vould also embrace an expanded rule such as 

M:c·. Poucher's proposal 15 (testimony paqe .., lines l-3) 

that vould gen.erally forbid "the use of deceptive and .-
unfair trade practices by teleeonnunications <ompanies 

re9ulated by the Colllllisaion"'. 

16 

.. 



1 Q. 

2 

3 

.. A. 

5 

6 

7 

I 

" 
10 

11 

12 

13 

14 

u 
16 

17 

II 

19 

20 

21 

22 Q. 

23 

24 

25 

... 
Does BellSouth endorse the proposed rules 25-4.118 

(1)-('7) (9), dealin9 with verification procedures? 

Yea. These procedures allow the current verbal 

verification of the customer to apply to inbound 

cuatoaaer calls or letters requestin9 provider changes. 

BellSouth also accepts chanqe requests from 3-way 

c.alla with the pr·ovider, the customer and BellSouth 

subject to verbal verification of the customer. 

Foz: changes aubllitted .by a LP or IXC acting on behalf 

of tbe c:,uatceer, lellSouth currently pertorms 

verification in COIDpliance with these rules for over 

90' of our outbound telemarketin; sales . Bell.South 
' 

baa found that operatin; withi n these rules is 

effective and cuatoaer friendly and can easily expand 

our proe.edurea for 100• compliance. The FPSC staff 

has minimized the burden on the industry by providing 

choices to providers as to the method ot verification 

which beat fits their operational environment. 

fropoaed rule 25·• .1.18 ( 12) states that upon completion 

of the verification process used for outbound 

tel ... rketinq, the provider auat send a letter 

notifyinCJ the customer that it will be providing the 

17 
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1 customer's service. Does BellSouth have any concerns 

2 about this rule? 

3 

4 A . .. No. BellSouth currently sends a welcome letter to all 

' customers obtained throuqh telemarketinq upon 

6 eo~~pletion of the verification process. This letter 

7 adviael cu1tomera that their new provider is 

I BellSouth. 

0 

10 Q. Once the verification proceaa is complete, the chanqe 

II ~rder for local toll and/or toll service provider is 

12 created by the provider and paa1ed to BellSouth. The 

13 majority o·f thele chanqe orders are processed throuqh 

14 a -chanized •Y•t• call.ed "'Cuatomer Aeeount.s Records 

15 Exchanqe"' into the internal provisioninq systems. 

16 What veri.fieation takea place on these mechanized 

17 cbanqe order• received from carriers? 

11 

19 A . . The CARE ayatem haa a combination of strict edits in 

20 place that requi.re.a the· carrier to send the correct 

21 Bill •- or Billi.nq Telephone Number /Customer Code 

22 belonqinq to the Workinq Telephone Number CWTN) to be -23 chaoqed. Thia is to ensure that the WTN submitted is 

U the correct one. CARE also haa an indicator in the 

25 CARE record "'Naae Edit By-Paes IndicatorH that can ~ 

II 

J' __ '::: ·(:· 
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14 

u 
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17 

II 

19 

20 

21 

22 

23 

24 

25 

, 

J' ·~ 

Q. 

A. 

populated by ~he carrier to specifically request that 

all Nue edits be .by-passed. HaYing this capability 

pl.aces t .he burden or a correct WTN on the carrier . 

Mr. Poucher reca..ends that the LECs should be 

required to reject order• when the correct last name, 

address and telephone number of the customer is not 

tranaaitted by the carrier (page 7 linea 16-20). 

While thJ.a recoaaendation vas not incorporated into 

the currently proposed rule•, the billing name and 

telephone nUIIber verification portion of his : 

sutgeation could be easily tmplemented for the 

majority of orders processed through CARE tor local 

toll and toll provider chant••· 

Do the proposed rules and procedures advantage 

BellSouth in the carrier selection process? 

No, BellSouth is not ad-..antaqed in any way. Hr. 

Watts, in his teatimony (paqe 10, lines 1-6), alleges 

that the IL£Ca are no lon9er disinterested partie• 

reqardinq al ... in; requlationa. He states tu!'"ther 

that ILECa 1hould not be advantaged in the carrier 

selection process. By BellSouth's extensive 
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Q. 

A. 

parti,c:ipation in this proceeding and associated 

work1hop1, it is clear that BellSouth is an interested 

party regarctin; sl~ing regulation1, not only on its 

own be,._lf al a local and local toll provider, but 

~re t.portantly on behalf of its customers. 

lell.South' 1 auaine11 Office representatives typically 

receive the initial e011p1a.int1. BellSou.th continues 

in thla effort by helping the cu1tomer work through 

the proce11, bearing much of the brunt of the emotion 

that vaa .expreaaed by witneaae• in th• numerou1 

wo.rkahopa. · Aa to beinq advantaCJed in the carrier 

•election ptoce•• in Florida, BellSouth would off•r to 

Mr. Watta that quite th• oppoaite would be the 

situation. 

How is BellSouth's situation different from what Mr. 

Matts alleves? 

BellSouth is under strict rules which prohibit the 

ca.pany froa aarketinq its intraLATA toll services. 

Theae re1trictiona were imposed by the Commission in 

199,. Since that time BellSouth has not had an --opportunity to pre1ent itself as a local toll ~rovider 

d·uring inboun.d calls to ita buaineaa office•. 

Conaequently, .BellSouth baa loat eon1iderable market 

20 .. 



shaze fo~ local toll service . Given these 

2 · restric:tiona, and the fact that BellSouth is 

3 prohibited from offerinCJ lonCJ distance services, 

4 c.ertainly lellSouth is not advantaged. 

s 
6 Q. Do you believe that the PIC chan9e process can be 

7 effectiYely adainiatered by a neutral third party? 

• 
9 A. No. Becauae the majority of change orders are 

10 ' .. chanically proceaaed from the carrier throuCJh our 

ll auppox't ayat_. directly into the awitch, the 

12 •nav-nt·· of tbia proceaa flow is fairly 

13 adllliniat•red. Sprint.' s witn••• Buyaae-Baker alleqes 

1• in her teatimony (page 8, lines 24-25) that ~ILECs 

15 haYe already demonstrated a propenaity to exploit the 

16 slUIID:inq isaue for t heir own competitive purpose" and 

17 that because of this propensity, the PSC should 

11 relieve the ILEC of their control of !~e PIC change 

19 proceaa. 

20 

21 Q. What is BellSouth'a poaition regardinq proposed rule 

22 25-4.110(10)? , 
23 

24 A. P.ropoaed rule 25-4.110(10) specifies that after 

25 January 1, 1998, all billa will diaplay for the 

21 



-.~. ~~~· ._ ~~'~": .~:'" .. .. '" 
. . ~-

1 preaubsc:ribeci providers of local, local toll and t:oll 1 
2 service the followinq information: 

3 a) the n ... of the certificated company and its 

4 eerti.ficate number; 

S b) the type of service provided (local, local toll or 

6 toll)l and 

7 c) a toll free customer service number. 

8 With appropriate billinq proqram modifications and 

.9 with i.nformation provided by external sources, 

10 BellSouth could comply with the requirements of the 

It pr:0p01ed rule within character space limitations of 

12 the 'bill. These modification• would represent ~ 

13 a1;n1f1cant project involvinq coordination with other 

14 carri.ers, specific desiqn require•ents and 

1S il.lpl-ntation which could not be accomplished without 

16 siqnificant lead time . 

17 

18 While BellSouth continues to believe that the 

19 certificate number has little meaning to the customer, 

20 we do apprec.iate that the certificate number will help 

21 the co .. ias1on conduct investigations as pointed out 

22 in PSC Staff witness Taylor's testimony (page 5, lines --
23 16-17). 

24 

22 
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Q. Haa BellSouth assessed the cost for making such 

2 chanqes to its billinq system? 

3 

4 A. Yea . .BellSouth has provid•d coat information to 
''• ... 

S include the preaub1cribed carrier's information on the 

6 bill which to BellSouth represents the carrier 
' 

7 associated with the PIC/LPIC code. The company does 

I not have knowledqe of customer shifts between the 

9 preaubacribed carrier and their reaeller cuatomera. 

10 In order to' provide info~tion on the customer'• bill 

II aa to the reaeller carrier, that info~tion will have 

12 to ca.. fro. external aourcea auch aa the underlyinq 

13 carrier or the reseller. 

14 
' 

15 Q. Witneaa Taylor alleqea that BellSouth is somewhat 

16 casual with ita billing practices. How do you monitor 

17 which carriers are allowed to participate? 

II 

19 A. BellSouth ia not aa eaaual about our billing and 

20 collection aervicea aa Mr. Taylor haa aJ.leqed in his 

21 teat.t.ony t .hat .. • • • it would appear fro111 the 

22 C:QIIPlainta I have r·eviewed that no similar screeninq 
-· 23 takes place. before acceaa is granted by LECs to their 

24 billing ayatems .• • Unfortunately, local telephone 

25 companies uy not even know who mAny ot the companies 



u•inq their system are.H Cpaqe 12, lines 21-24). 

2 lellSouth uintains a database called the IXC Services 

3 Authentication Table <ISAT) to prevent billing by 

4 unce-rtif.ied carriers. lellSouth will only bill 

5 Florida int.raatate charqes if an IXC furnishes a copy 

6 of ita certification in Florida. 

7 

I Q. Propoaed rulea 25-4.110(11) (a) (3), (12), (13) and (14> 

9 were in•erted into the December 24, 1997 revision of . 
10 the propo•ed rul.ea. To your knovledqe, was an 

It econoaic t.pact atat ... nt p~epared on theae propoae~ 
-~-

12 rules in accordance with Florida PSC Rule 25-

13 22.014(1) (c) purauant to Chapter 120.54 ot the Florida 

14 Statutea? 

15 

16 A. No. To ay knowledqe an economic impact statement vas 

17 not prepared on proposed rules 25-4.110(11) (a) (3), 

II (12), (13) and. (14). These proposed rules were added 

19 after the •taff had issued its data request tor the 

20 economic analysis. An economic study needs to be 

21 pursued tor proposed rule 25-4.110(11) (a) (3), <12), 

22 (13) and (14). -· 
23 

24 Q. Propoaed rule 25-4.110(13) would require that the 

25 cuato.er must be qiven notice on the first or second 

24 
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Q. 

.~ 

p&CJe of his next bill in conspicuous bold face type 

when his provider of local, local toll, or toll 

aenic. haa chanCJed. Would the implementation of such 

a rule be vit.hin the unilateral ability of BellSouth'? 

ho, not in all caaea. If the change involves local 

aenice or local toll or toll aervice and the LPIC or 

PIC ' coc:le ia chanqed, then BellSouth vill have 

infoaaation about thia change and can include this 

in!oraation on the cuato.er'a bill. 

If tlae provider ehan9e involves local toll o.r toll 

aervice and the LPIC or PIC code ia not changed, then 

lellSouth would have no knovled9e of a provider 

cMnCJe. In order to fulfill the requirement of this 

rule, induatry-vide procedures vould be required to 

.. ke that illfoaution available to BellSouth tor 

inclua.ion on the customer's bill. To my kuowledge, no 

such procedure• exiat today and it ia my estimation 

that the deve.lopaent of this information interface and 

exchange. would require aiqni!icant coordination and 

ayat- develor-e!'lt UtOng all participant•. -
What are BellSouth'a e~nta eoncernin9 proposed rule 

25-4.110(11) (a)())? 

25 
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A. Propo1ed ~ule 25-4.110(11) (a) (3) deals vith charqes 

fer Pay Per Call and other non-requlated charqes. 

Thil propo1ed rule wou:d require BellSouth to disclose 

on each aection ot the bill containinq Pay Per Call 

service cbarqe• that the cu1tomer1 ~can obtain a tree 

bil ling block option fr011 the LEe to block all charqes 

froa a third party. 81111 aubaitted by third parties 

,vith tbe. •ub•criber'• LEC-Ipecific personal 

i•ntific:.tion nu.ber vill validate the subscriber's 
. 

authorization of the chart•• and supersede the billinq 

block option. The 1ub1criber ia responsible for all 

auch chartea.• BellSouth could plan and execute the 

inclusion of this diaclo•ure atat ... nt on the 

euat.011er' • bill.; hovever, there are aeveral 

lipificant tec.hnical Obltaclea to offerinq this 

option. 

19 Q . What are th.e primary technical obstacles? 

20 

21 A. The Exchan9e Mea•age Interface (EMI> record format, 

22 the 1tandard for.at managed by Bellcore for billinq 

23 toll chart•• in the United Statea, does not provide a 

24 location to~ the IXCa to paa1 an end uaer Personal 

25 Identificat ion Number CPIN). Chanqea to the national 

26 
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2S 

EMI format would be required to support this 

tnforution. 

BellSouth'a Measage Processinq system that associates 

IXC .. aaatea with end user accounts does not contain 

the end user PIN. Significant chanqea would be 

required to make this information available. 
··~;. :: '• 

~ditional chanqea would be required to modify the 

-~ bil-lint ayat-. to uae the PIN as part of the end user .. .. .. 
•ccount association process. 

In today'~ env!ronment BellSouth switches (end office 

and Traffic Operator Position Syat .. (TOPS)) cannot 

record PII number• entered by the customer. The 

AutOIIlAtic Meaaa9e Accountinq (AliA) recordinq that we 

uae to bi,ll usage can include an "Alternate Billing 

N'u.ber"' but not the aaaociated PIN. To enable 

BellSoutb to capture PINs in AHA recordinqs, the 

switch vendors would have to make the chanqes in 

si9nalin9 necessary to enter a PIN for other than 

l+/0+ calls and enhance the AHA recordinq feature to 

include recordin9 of PINs • . -
Pleaae diacuaa the coat associated with implementation 

of proposed rule 25-.f.llO(ll) (a)(3). 
.. 

27 
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The cD~t of developing a data base to validate these 

PINs could be considerable, possibly equivalent to the 

LIDB development costa. 

This proposal would increase the BellSouth proeeaainq 

coat of rejecting unbillablea, and many would be 

rejected erroneously. For exa~tple~ if an end user 

changed his PIN durinq the month, messages which were 

valid when originated would be rejected as invalid at 

the bill date. Unless a .. thod of validating is 

developed, fraud is likely to increase since an lKC 

would not be able to verify a PIN given l)y an end 

user. End uaera could uke numerous calls, and then 

change their PIN prior to his bill date to avoid 

paying for them. 

The proposed solution depends on the transmittal of 

the caller's PIN to an Information Provider, who would 

then return that information to the ILEC for 

appropriate billing. Thi.s proposal contemplates 

delivery of this very ·proprietary information to .-
claases of service providers who already are alleged 

to en;age in unscrupulous behavior, includinq fraud. 

21 
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A • 

Q. 

A. 

This increased exposure to fraud could easily offset 

~ny qains pre.dicted to be won by the proposal. 

' 

In light of these concerns, does BellSouth believe 

that i~~plementation of this rule is premature? 

Yea. To ay knowledqe this solutiull has not received 

the scrutiny by 8el1South or others in the industry 

that would be required for successful implementation. 

Doel lellSouth have any other reeoaaendation.that you 

could prOPole to correct this problem? 

No, unfortunately not. This is not a problem that can 

be corrected solely by BellSouth or any other 

provider. This is not the same type of problem that 

is experienced with disputed toll calls wherein the 

IXC can place the customer on a bad ANI list to block 

calls from and billing to that customer. BellSouth 

curren.tly has 900/976 blocking services in place; 

however, that does not address calls placed to eoo 
nu.bers that are forwarded on to 900 type service --provi:derl and billed a1 direct dialed calls or other 

dialing sch ... a that avoid diAlinq 900 numbers to 

reach 900 service. 

29 
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Mr. Taylor in his testimony at page 12, line 3 through 

page 13 line 3, alleges that BellSouth is remiss in 

the screening and monitoring of billing contracts. Do 

you have any c01111ents about your procedures in this 

area? 

Yea. Bel.lSouth has impleMnted and entorces cer"tain 

standards applicable to all services for which billing 

is provided. These standArds help to provide 
.. 

eusto.ers with adequate in.torution re9ardinq chargea 

·that appear on the billing stat ... nt. In particular, 

BellSouth has taken steps vithi.n the past year to 

intensify the scrutiny o.f the many new services 

subaitted for approval prior to any charges for thesl! 

services bei.nq included on the BellSouth bill. As 

many as 100 such services are submitted to BellSouth 

each month for appz:oval. These new services are 

generated by billing and collections contract 

customers of Bel.lSouth as well as the hundreds of 

clients/service providers that submit their billing 

through the various billing clearinghouses. BellSouth -requires that each request for approval of a new 

service be accompanied by a laymAn's descrirtion of 

the service, charge phrase(s) to be used on the bill, 

30 
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A. 

marketing materials and scripts to be employed with 

end ueer cuatomers. Also included are verification 

procedures to be used by the service provider to 

aa1ure that the purchaser of the new service is the 

reaponaible party for the telephone to be billed. 

BellSouth reject• approximately 25\ of the propo•als 

aubmitted each month for failure to meet the criteria 

Doee BellSouth have plana to ~leaent other 

safeguards in the future? 

Yea. BellSouth plans to implement in mid-1998 a table 

vhich will contain all charge phrases approved tor use 

on an end user•e bill. Adoption ot this measure will 

result in approved char;• phrases that inform the end 

user by identityinq the nature of the·chorqe as 

completely aa poeaible with the characters available. 

BellSouth vi11 bill only for services whose charqe 

phraae• hav. been approved and entered into the table 

atter the review proc•••· Charqe phrases not approved -will be rejected. Al1o, this approach enables 

BellSouth to tate tarqeted action to stop billinq for 

a specific charge phrase that vas initially approved 

31 
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1 but later dete~ined, based on complaints or other 

2 criteria, to be unacceptable. Today, without this 

3 table, BellSouth only has the capability to .:ut off 

4 all aetvicea for a aervice provider. While the 

S approved char;• phrase table will not completely 

6 eliminate the possibility for unauthorized char;es, 

1 BellSouth believes it vill reduce the number 

I eiqnifieantly. 

9 

lO BellSouth alao plane to include in future billing and 

11 collection contract negotiation• Cbeginnin9 1Q98) 

12 lanCJQve givin9 BellSouth br·o.der di•cretion to 

ll suapend or terminate billinq when unauthorized charges 

14 are diacovered. Additionally, SellSouth is 

IS consider-ing lan;ua;e requirin; the service provider to 

16 verify that the end user subacribinc;r to the service to 

17 be billed on BellSouth's bill is the responsible party 

II for the billi.ng telephone number. 

19 

20 Finally, BellSouth vill investi;ate end user 

21 c011plaints of third-party billinc;r practices and is 

22 prepared to take whatever action is necessary, up to ... 
23 and including contract termination, vhen these 

24 eoaplaints are found to be well ;rounded. 

25 
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Q. One final area of questioning, proposed rules 25-

.2 4.118(13) and (14) address requirements of handling a 
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6 A. 
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II 
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18 Q. 

19 

20 

21 A. 

22 

23 

24 
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customer complaint of an unauthorized provider. What 

are your comments concerning these proposed rules? 

Proposed rule 25-4.118(13) will require that the 

cuata..r be provided with a copy of the change 

authorization with 15 day• of request. BellSouth 

supports thia procedure. 

Propoaed rule 25-4.118(14) outline• minimum standards 

tor the cueta.er ••rvices support for all providers. 

Bell.South aupports theae standards which will resolve 
< 

a a.iCJnificant problem experienced by witnesses in the 

vorkahopa. BellSouth's current procedures are in 

comp.11anee with the proposed rule. 

Please sWIIUrize the propoaed rule• BellSouth supports 

and the rules that S.llSouth does not support. 

BellSouth aupports the following proposed rules: 

25-4.003 (1) through (40) 

(42) through (56) 

25-4.110 (1) throuqh (9) 

( ll) (a ) (l ) , < 2 J , ( 4 ) , ( S ) and ( 6) 

33 
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(11) (b) thrOU9h (g) 

2 25-4.118 (1) through (7) 

3 (9) through (14) 

4 

5 BellSouth doea not support the follovin9 proposed 

6 rules: 

7 25-4.003 (41} 

I 25-4.110 (10) 

9 

10 

(11) (a) (3) 

(12) 

II (13) 

12 25-4.118 (8) 

13 

14 Q. Doea this conclude your testimony? 

u 
16 A. Yes. 

17 

II 

19 

20 
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