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CMB MCXGBOQND 

Unidia.l Incorporated (Uilidial), certificate number 3500. is a 
provider of interexchange t clec01'11111unicatione aervice er.d was 
certificated on O.cembor 2, 1993. Unidial reported groee operating 
revenues of $2,032 ,785.70 on ita Regulatory ASaeaament Fee Return 
for the period January 1, 1997, through December 31, 1997. AS a 
provider of iJtterexchanga tolacOIJllllunicationl 11rvioe in Plorida, 
Unidial 11 •ubject to ~be rule• and regulations of this Commission. 

From January 1, 1996, until Jlpri 1 30, 111110, t ho IHvhl nn u r 
C'o un 11 11101 /ICtAl I'll haa oloaad o 1.01.al o t G4 complaint• agoinat 
Unidial as unauthorised carrier change (ala~ing) infractions in 
apparent viola tion of Rule 25-4.118 , Florida Adminiatrative COde. 
Based on the number of cOI'IIplaint• received by the Diviaion ot 
Conaumor Affair• 11 apparent elamming violatione, etatt opanod tbie 
docket to investigate whether Unidial should be required to show 
cause why it should not ba fined or h~vo ita cartifioato cance l ed, 
puri'UIInt teo Saoeion lCI4 .: .. !1, rlorida Utat\ltaa . llowever, prior 1:0 
flhow cauue procoedingo , Unidial au):onlitted an offer to settle the 
case. (Attachment A, Pages 5-8) 
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• 
OOCXBT NO. 971483-TI 
DATB : May 7 , 1998 

• 
DISroiSICIJ OP ISSJJBS 

IBSQB 11 Should the commission accept the oettlement offor propoeed 
br UniDial to r .. olve the apparent violation• of Rule 25-4 .118, 
P or ida ~iatrative Code, Interexchange carrier Selection? 
(Biegals)ci) 

tUK'OfO!RNPATION • Yea. (Biegaleki) 

STApp MALX§IS ; On January 16, 1998, ODidial l!let with 1tatf to 
diseuse the pending ahow c auae case. The company explained that 
during the week of May 19, 1997, UniDial received a ralatively 
large order of service change roquosts from a now agent. Due to 
tho size of the order and the newness of t he agent, uniDial decided 
to sample t he validit y of the LOM. Unfortunately, the entire 
order was prooe•sed before the sampling was completed. UniDial has 
since put i n place procedureJI to prevent thla timing problem in the 
future. 

When it realized t hat the ordero were not authorized. UniDial 
prevented any further order• from being proces sed, contacted staff 
to notify them of the problem, and hired an independent company to 
contact each affected customer to explain the problem. UniDial 
aloo switched the affected customers back t o r.heir preforrod 
carrier and rerated their calla •• well aa or dited them the 
switching fees . Since that time call Central, tho agent, has boon 
terminated. 

On January 28, 1998 UniDial submitted ita offer to settle. 
Thereafter, UniDial made i tself available to staff to answer any 
questions regarding the complaints and the settlement offer. In 
ita settlement offer OniDial agreed to do the followi ng: 

• For a period of one year, UniDial will 
independently verify SOt of all Florida orders 
initiated by an LOA. For a six month period 
following that, UniDial will independently verify 
25t of all Florida ordera authorized by LOA. 

• For a period of one year, UniDial will mail an 
i nformat ion package with prepaid postcards to sot 
of all Florida sales generated by telemarketing 
(and verified by independent third party 
verification). Por a period of six months 
following that, UniDial will mail an information 
package to 2St of all Florida ord~&s generated by 
t e lemarketing (and verified by independent third 
party verification) • 



• 
OOCXBT NO. 971483-TI 
01\TB: May 7, 1990 

• 
• OniDial will formally adopt its previously 

unwritten •satisfaction Guarantee• policy, undor 
which UniDial will incur the PIC change tee to 
return any c:u.tomer to his or her c•rrier of choice 
if, tor any reason, the customer is not satisfied 
with ~niDia1's service. 

• Onidial will make a contribution in the amount of 
$1:l5, 000 to the General Revenue Fund of the State 
of Florida, with no admission of liability or 
wrongdoing. 

Staff supports Ob!Dial•s proposal to verify sot of all Florida 
orders generated by LOA for a one year period tollowed by 25t for 
a six month peripd. Staff believes this will allow Uni.Dial to 
better evaluate the information on the LOA to reduce the occurrence 
of forgery. Staff also supports ~niDial' s proposal to mail an 
information package to sot of all Florida sales generated by 
telemarketing in addition to third party verification for a period 
of one year followed by :lSt for a six month period. St ·aff believes 
this is an additional step to ensure the customer authorized the 
change of long distance providers. In addition, forma1ly adopting 
its •Satisfaction Guarantee• policy will ensure t hat the consumer 
will incur no foe for tho unauthorized awitch ng of their long 
d i stance provider. 

The company bas satisfactorily addressed each of staff• a 
concerns. Moreover, the company has been very cooperative in 
resolving all issues. Ther efore, statf believes the terms of the 
settlement agreement as summarized in this recommendation are fa ir 
and reasonable, and we support the voluntary contribution t o the 
General Revenue Pund pursuant to Section 364.285 ( ll, Florida 
Statutea, in the amount of $125,000. 
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• 
DOCXBT NO . 971,83-TI 
DATB: May 7, 1998 

ISSQB 2: Should this docket be closed? 

• 

BBeotpmNDATION: No . Ki t h the approval of Issue 1, this docket 
should remain open pending the remittance of t he $125, 000 voluntary 
contr ibution within five busineso days after the order approving 
the settlement becomee final . Upon submitt ance of the $125,000 
se ttlement, this docket should be closed. The $125,000 settlement 
should be forwarded to the Office of the Cocnptroller for deposit in 
the State General Revenue Fund pursuant to Section 364.285 (1), 
Florida Statutes. (Cox) 

S'1'AlP ANl\LXSJS: If the Commission approves the staff recommendation 
in Issue 1 , this docket should remain open pending the remittance 
of the $125,000 vol untary contribution. The voluntary contribution 
should be submitted wi t hin five business days after the order 
accepting the settlement becomes final. Opon submittance o! the 
$125,000 settlement, this docket should be close~. 

4 
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• 

Fl.orida Public Service Commiuion 
2450 Sh.umarcl Oak Boulevard 
Tallahassee, FL 323~50 

SWIDLER 
& 

BERLIN 
CHAI TI IIO 

January 28, 1998 

Re: Un/Dial, Inc. - D~Ukd No. 97 U8J 

Dear Mr. Moses: 

• ATTACHMENT A 
DOCKET NO. 971483-TI 
MAY7,1998 

DlliCT D•·~ 
(lOll4H·11S6 

WAOIUHl.IWI OL-AW .COW 

. •' . . 
,1/.'J a.. ' .:!. 

c ., , 

UniDial, Inc., by its underripcd lltomcya, rcspoctfully submits iu sctdcmcnt offer in the 
above-referenced matter. 

UniDinl is an intcrexc:hange c:uricr which providcs interox WlJC Krvicc in 48 statc:1. 
UniDial wq ccniBed by the Florida Publlc Service Commiaslon to pn ' ide intrastate interexchangc: 
service in Docket No. 930865-Tl. on Dcccmbcr 2, 1993. UniDial \..umltly provides service to 
approximately 120,000 pn:subscribcd cUS!Omcrs IUitionwide, and to approximately 7,000 customers 
in Florida. 

As you know, 67.8% (38 of the S6 complainu closed q of January 22, 1998)' of the 
complainu received by the CommiJsion arose from the activity of one a&enl, Call Ccntral.1 UniDial 
has historically openued through a networlc of independent agents. UnlDial provides ttalning and 
support to ita agents; agenll arc required 10 comply with UniDial's policies and procedures regarding 
marketing, including policies regardlng federal and state rcguhuion of PIC c:htu~gc requirements. 
(These marketing guidelines arc available for your review If you wish). UnlDiaJ lw odded :1 direct 
sales force lllld antlclpatcs that, over time, ita dlrcct .alct force will tubrtantlally auppl(mcnt Ita 
ln.Sopcmdcnt •aanta. 

Call Ccnn-al and UniDial entered incoa standard Agent's AsJ-ncnt in Ma:rch 1997. Among 

Althouah the report provided by tho Commlnion'a Staffindltatu .S8 cloaed 
alammlng complllnll, two ofthoao complaln11- Alford (053470P) and Thompson (1036S4P) -· 
11re not slamming offenses. Ma. Kelly Blogalskl has confirmed thia. 

Of the closed complaint.l rcc:clved after May, 1997, 38 of the 39 (97.4%) I1I'C 

lllll'jbutablc to the eedvitiec of Call CentRI. 

-~-
J OOO k IT lilT, I'I .W e IU ool JOO 

'111\IHINOTOH, D.C. 10001·1 lit 
UOlHlt• ISOO e WWW,fWID~AW cow e fACI WILI(ZOJ)4H· l6H 



Mr. RJelt Moses 
January 28. 1998 
Pago 2 

• • ATTACHMENT A 
DOCKET NO. 1?14113-TI 
MAV7. 1998 

Other thlnp, tho ~llllbjeclod Call Centrtlto tmnlnatlon for "(t)he failure of the Agent or 
lilY Subaaent. employee, representative, contractor of Agent to comply with the policies 1111d 
proecdwa of UniDial in c£Tcet, from time to time lnc~luding, without limitAtion. lhose regarding 
lettm of qcncy and the prevention of unautboriz.cd switching ofTeloc:ommunic:.~llona Savicea." 

During the week of May 19, 1997. Call Cvntr11 aubmluod cleetronlcal1y 1111 order of 
approxlmatoly S,OOO ANla to be awltchoclto UnlDial. Due to the size of the order and relative 
newneu of'tbe apnt, Un!Dial's Senior VIce President ofOpcnuion.t, Ed Wampler. contacted Call 
Central and requested a umplina of tho Lettcn of Authorization ("LOA") for tho phone numbcn 
•ubmlttcd. Unt'ortunately, the elcetronie order wu pr1)eCUed ~fore Unl0la1 ~nnol WtTO ablt 
to verity the sample LOAa. UniDilll now h-. ~IIIW ill ri~O 10 ti\IUI't lhlllhll lfntlnll ptublern 
will notllo I"'OI"Iod, 

AJ tho ordcn were processed, It quickly became appatCTJI that propcr authoriutlon hAd not, 
in fact, been rcc:~vcd tor tho ordcn. UnlDialtook all lleps in ill power to m:tify the sitUAtion. 
lncludliiJ voluntarily contaCting you, conlliCW!g LECs to 1t0p filrther provisioning oftbc arden, and 
hiring an Independent company (Mack Mlll'keting) to contll:l ca '1 affected customer. Call Central 
waa quickly terminated. During tho followina months, UniDlal •lpl the Commission infom1cd of 
its acti0111 and implemented any recommendations that you o£Te . • d. Arbaclc Marketing conuw:tcd 
3,089 or the afl'cc:tcd cu.ttomm and informed them of what had happened. and Instructed them on 
how to twiiCih bKk to their preferred earner. Through Arback. Un!Dial allo infomod 01eh CUIIOiliCf 

that any rwltchlns fees uscned by the LEC would be paid by UniDiaJ, that MY ulla mado wh!lo 
on UniDlal'a service wo11ld be billed at UniDial't lowelii'IIIC {hllcntate $0.099 per mlnuto tnd 
inii'Utalo SO. 119 per rnlnlllo), end tbll UniOial would credltlhe diiTerence betWeen this rate and lllly 
lower tttelhat etlltomen may have enjoyed with thtir prcvlou• carrier. UniDial iuu~l cmlil fnr 
the amount ofserviCCI provldod 10 1\fTetlcd CUIIOmen: lhtH CtO<IIII InlaiOII lflJ.Uudmatcly S.&, ,OOO.' 
J\ •lgnlnoant nmnbtr or aiTootOII cu•totttQrl were ctcdltcd In full for thdr long distance usage am' 
I'IC chango fees. 

Further, UniDiaJ hu ruponded quickly to other, non.Call Central related consumer 
complalnts, hu made every effort to ensure that cUIIomcn were pcnonally contacted, and alTered 
crodlu where appropriate.• UniDial rap«! fully aubmitl that it hu kamcd from th11 experience. 

UniD!a1 hal alJo worked with tho U.S. Poatallnlpector'a Office bi'ICstlgatloo to 
locato and prot«uto Call Cenual'a Pretldcnt. Mr. Brett Kaye. 

• For example, UnJDial rtfcn th' Commlulnn 10 1111 S•t•ltmhot to, I viJ7 tenor ot 
Oletl Powell (cUIIIflllltlt I 03131), th1111klng tho Commlulon for Itt aulstancc in resolving hit 
cumtllalnt, wad notln(lthat UnlDial penoMcl had .:onlactcd him, provided a conlaeiiWllC and 

- ~ -
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nai improved ita proe«<~ for vtrif)'ina onlm, and oonlln11.01 10 do 10. Wllhout tho Call Ccnltll 
complalnlt, UniDiaJ hid only one cloaed allll!\mlng complalnl alneo May, 1997. 

UniDI"I propOICitho rollowlnstonns ofaotllemcnl: 

I. Fora l"riod orono ycoll', UnlDlal wllllndepcndc:nlly verify 50'A of all Florida ordm 
Initiated by an LOA. For 1 period of alx monlhs following that, UniDial will 
independently verify 25% of all Florida ordm authorized by LOA. 

2. For a period of ono yeu, Un.IDial will mail an Information package with prq>aid 
poSICII'dl10 SO% of all Florida Illes genmucd by lclenurlteting (and verified by 
lndcpondenl thlM party verification),' For a period of six monthl following that, 
UniDIIJ will mail 111 in!onnatlon piCkage 10 2S% of all Florida orders gcnmued by 
telemariccdng (and verified by lndependem third party verification). 

3. UniDilll will fonn.ally adopt ill previously unwriuen "Satisf~~~Ction Guarantee" policy, 
undc:r whieb Un!DW will incur lhc PIC ebangc fcc 10 rctur:1 my cUIIomc:r to his or 
her carrier o f choice if, for any reuon.thc euatomcr ia no1 •tiaLlcd with UniDial'a 
KtVicc. 

4. UniDial will make a contribution in the :unount of $125,000.00 to the general 
rovenuc fund of tho Stale of Florida, with no admiuion of liability or wrongdo ina. 

Additionally, UniDial would be plealed to have a member of the Commiuion'a Staff visit 
its hendquanert in Loulavillc, Kcntutky in order 10 Wtlew Un!Dial'a operations and provide any 
suggestions for improvemcniS. UnlDial would be happy 10 pay for tnavcl and aceomrnoda.lions if the 
Commission feels that such a on·aito visit would bo beneficial. 

We believe that the forogoingiCU.Iemcnt terma and ccnditlona fully and app1op1 illely lddreu 
the salient eoncema in thla maucr. 1bc vut majority of the ccmphaintl received wero due to the 
actions of one lg!:IIL UoiDial accep11 full rapona!bility for the conduet of ill agent. hu tcrmlnnted 
the ll&cnt. and bu rovilcd Ill internal opcratlna piOCCduroa 10 cnauro thaJ no such Incident will occur 
in the futuro. UniDial rocopl:ra that the 8C:Iivities of ill agent croated problema for Florida 
ccnsum011 and placed demanda on the lime and I'CSOIIJ"CeS of the CommiSllon and Its Starr UnlDial 

number, and mlldc anangemcniJI for appropriate crcdill. 

' UniDlal cum:otly rcqulta that all tclenwtcet!na generated orders be verified by 
ao Independent third party, In .ccordancc with F.A.C. 2S-4.118(2)(c:) and 47 C.P.R. §64.1100(c). 

-7-
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believes that the interests of !he public,lho Commi51ion and Un!Dial itJclf can besl be lefVCd lllthia 
lime through settlement. The amount of the voluntary contribution Ia aignlficut. n:flcx:ting bow 
seriously the Commission considers IUIItl1horlud carrier changet. At the AmC limo, the amount of 
lhe payment reflccu the mitigating lictors in thi& cue, including UniDial's Jona·standing regul110ry 
compliance efforts, its own early aod self·initillcd ICtiona to remedy lhc problem, its lllcmpt {whicll 
II be IItva hu bcclllliGO~If'ul) 10 I'CIOivc lf1Vei'J complaint to the customer'• llllisl*:tion. regardless 
of cost, and Ita ciY'oru 10 enaurtdlta 1lmllar probletm do not triac in the future. 

I r you h11vc any qumiona, or wish to diiCIISS this matter 1\uthct, plt~M d() 1101 htlilltt 10 
contact the undersigned. 

cc: John Grcive, Esq. 

lUSlLI 

Rcspcc:tfully submincd, 

~~ 
Warren A. Fitch 
MwyOrccno 

-e-
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