REQUEST TO ESTABLISH DOCKET
(PLEASE TYPE)

Date_4/11/01 Docket No. OIO LAS”L‘[L "TL

1. Division Name/Staff Name Legal - Felicia Banks

2. OPR _LEG/Banks

3. OCR _CAF/Stokes

4. Suggested Docket Title_Complaint by Docusearch International Research (Elizabeth Legare) against

"BellSouth Telecommunications, Inc. for aileged improper billing.

5. Suggested Docket Mailing List (attach separate sheet if necessary)

A. Provide NAMES ONLY for regulated companies or ACRONYMS ONLY regulated industries,
as shown in Rule 25-22.104, F.A.C.
B. Provide COMPLETE name and address for all others. (Match representatives to clients.)

1. Parties and their representatives (if any)

-
Elizabeth Legare Nancy B. White, Esquire
Docusearch Internaticnal Research ¢c/o Ms. Nancy H. Sims
9553 159* Court, North BellSouth Telecommunications, Inc.
Jupiter, FL 33418 150 South Monroe Street, Suite 400
{561) 575-0662 Tallahassee, FL 32301-1556

2. Interested Persons and their representatives (if any)

6. Check ocne:
X Documentation is attached.

Documentation will be provided with the recommendation.

DOCUMENT NUMBER-DATE

OuLS7 ARG

C-RECORDS/REPORTING

-~

b

(¥
R}



State of Florlda

Pablic Serfrice Qommizsion
-M-E-M-O-R-A-N-D-U-M-

DATE: November 7, 2000

TO: NOREEN DAVIS, DIRECTOR, DIVISION OF LEGAL SERVICES k?\ /
FROM: LEROY RASBERRY, CHIEF, BUREAU OF COMPLAINT RESOLUTION

RE: DOCUSEARCH INTERNATIONAL RESEARCH (ELIZABETH LEGARE, 3 13187T)

The attached draft recommendation is being forwarded to you for handling.
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Public Serbice Commisgion

State of Florida
-M-E-M-0-R-A-N-D-U-M-

DATE: October 31, 2000
TO: Ms, Carmen Peiia, Regulatory Program Administrator, Division of Consymer Affairs
FROM: Shirley Stokes, Regulatory Consultant, Division of Consumer Affairs-

RE: Draft Recommendation for Docusearch International Research (Elizabeth Legare,
313187T)

I have attached a copy of the draft recommendation for your review for any necessary corrections
or additions. The informal conference was held on September 27, 2000, and the last post-conference
document was received on October 26, 2000. Therefore, this rec and a copy of the file need to be
filed with the PSC’s Legal Division (Communications) before November 15, 2000.

SAS



Elizabeth Legare (Docusearch International Research, 313187T
Draft Rec WP: | Drive--Legare.sas

CASE BACKGROUND

On April 4, 2000, Ms. Elizabeth Legare filed a complaint with the Commission's
Division of Consumer Affairs. She also provided her business’ name as Docusearch
International Research (customer or Ms. Legare). Ms. Legare alleged that BeliSouth
Telecommunications, Inc., (BellSouth or company) disconnected her service without a
cause. She stated that from 1990 to 1994, she was an LDDS customer. Mrs. Legare
contended that LDDS billed her directly, and BeilSouth also billed her for the LDDS
charges and other companies’ unauthorized long distance charges and cramming
charges. Ms. Legare alleged that BellSouth promised to credit her account without
results. She also stated that BellSouth asked her to provide bill copies. When she did
not respond to the company’s request fast enough, Ms. Legare stated that BellSouth
interrupted her service. She requested a fuil credit for all charges, except LDDS’
charges, from 1990 to 1994. Ms. Legare also requested that BellSouth rerate any
LDDS’ charges to the correct rate. She contended that BellSouth owes her more than
$1,000 for each of her four telephone lines: 561/575-0662, 561/743-2366, 561/743-
9774, 561/747-9187. Ms. Legare also stated that she will not pay anything on her
account until she gets credit. She also alleged that there were a lot of cross talk and
static on her lines, and stated that the lines in her subdivision needed to be repaired.

The Division of Consumer Affairs filed the customer’'s complaint with BellSouth
on April 4, 2000. On the same day, BellSouth provided staff with a verbal response.
The company stated that the customer is a collection agency, and had two returned
checks and outstanding balances on three accounts. BellSouth stated that on
telephone number 561-575-0662, the customer owed $1,707.43. The company alleged
that this line was disconnected on July 8, 1998, for a past-due amount of $917.43 and
the final bill was $790. BellSouth aiso stated that the customer owed an additional
$2,000 on Account Number 561/Y51-3873. (This account was not part of Ms. Legare’s
original complaint.)

On April 19, 2000, CAF received a written response from BellSouth. The
company stated that the customer had two accounts with the same telephone number,
561-575-0662-646 disconnected on July 8, 1998, and 561-575-0662-647 established
on the same date. (The last three digits identify the different account numbers.)
BellSouth reported that the customer disputed long distance calls on the final account
number 561-575-0662-646 from January 1990 through December 1994.

Additionally, BellSouth reported that it received a telephone call from the
customer on December 22, 1997, about problems with a calling card. BellSouth stated
that it tested the calling card, and there were no problems with it. BellSouth reported
that the customer notified the company on January 7, 1998, about a claim against a
carrier, without providing any additional information. Due to this claim, BellSouth stated



that Ms. Legare claimed that BeliSouth owed her more than $1000. BellSouth agreed
to check the customer’s account and follow up with Ms. Legare.

On January 9, 2000, BeliSouth stated that it checked the customer’s account,
but it could not find any information regarding the claim. The company alleged that it
called the customer and left a message to call the company. Since the account was
past due and the customer did not respond to its call, BellSouth stated that it
disconnected the customer’s service, telephone number 561-575-0662-647.

BellSouth asserted that Ms. Legare notified BellSouth on February 7, 1998, that
the claim was against MCI for $127 from 1994. BellSouth stated that it verified with
MCI that the customer had its service from May 1994 through May 1995, with Account
Number 4D885834. BellSouth also reported that MCI stated all the calls were direct
dialed, and no adjustment was made on the account for the disputed calls. BellSouth
reported that it notified the customer that MCI sustained the charges. BellSouth also
maintained that on February 9, 1998, it agreed to rerate the MClI's calls, which resulted
in a credit of approximately $1,000.

On April 10, 2000, BellSouth reported that it found out that the $1,000 credit was
not applied to the customer’s account, 561-575-0662-646. The company stated that
the credit was issued to the customer’s account on April 11, 2000. BellSouth alleged
that Ms. Legare told the company that the credit was not enough, and asked for bill
copies from January 1990. BellSouth stated that it promised to mail Ms. Legare bill
copies from 1992 (In a subsequent report, BellSouth stated that it did not have bill
copies prior to 1992.), when the account was established as a business through the
final bill date of August 1998. BellSouth reported that it notified the customer that it
would not issue any more credits to her account, and referred the customer to her
carriers. BellSouth also reported that the $1000 credit was applied to the final account
bill of $790.07 on Account Number 561-575-0662-646, and the $209.93 credit balance
was transferred to the customer’s current account, 561-575-0662-647. The company
stated that it agreed to restore the customer’s service on April 5, 2000.

On April 12, 2000, BellSouth alleged that it recoursed the following long distance
charges on the customer’s account: $81.07 for AT&T, $10.44 for Zero Plus Dialing,
$6.70 for OAN, $7.40 for 900-number charges. The company also stated that it
adjusted $149.64 late payment charges on the customer’s account, for a total
adjustment of $255.22. BellSouth contended that the customer was notified about this
adjustment on April 12, 2000, and explained to the customer that payment
arrangements were needed on the $474.45 balance. The company also alleged that
the customer was notified that a new charge of $282.21 would be due by April 21,
2000, and explained that this amount was only for BellSouth charges. The company
asserted that Ms. Legare was notified that the service would be interrupted again, if she
did not call back by April 20, 2000, to make payment arrangements.

On May 24, 2000, CAF sent the customer a letter explaining the $1,000 credit
was issued to Account Number 561/575-0662-646, leaving a credit balance of $209.93.



Ms. Legare was also notified that credit balance was transferred to Account Number
561/575-0662-647 on April 12, 2000, which appeared on the customer's May 2000 bill
statement. CAF also notified Ms. Legare that her service could be denied if the
outstanding balance was not paid or acceptable payment arrangements made with
BellSouth.

Ms. Legare notified CAF on June 12, 2000, that BellSouth interrupted her
telephone numbers 561/743-9774, 561/743-2366 (residential), and another telephone
number, which she could recall. She alleged that the company owed her about $2,000
on her residential telephone for slamming in 1990-1992. Ms. Legare stated that she
received $1,900 credit on her business account, but she did not receive credit on her
residential account. The customer demanded that her telephone service be restored.
CAF explained to Ms. Legare that BellSouth could only get her bill copies going back
seven years, and she needed to file complaints with the long distance carriers, not
BellSouth. Ms. Legare told CAF that she just wanted BellSouth to issue the credits.
CAF notified BellSouth about the customer’s concerns. The company verified that the
disconnected telephone numbers were for the customer’s residential service.

On June 13, 2000, the customer called CAF. Ms. Legare still objected to the
service interruption, and stated that BellSouth owed her $2,000 from 1990-1992 when
telephone number 561/575-0662 was a residential line. Ms. Legare also alleged that
she used 10XXX numbers to place calls through TeleCom USA, CTS, and MCI. She
argued that the calls should have been billed at four cents a minute, instead of 99 cents
a minute. Ms. Legare continued to demand reconnection of telephone numbers 561-
743-9774, 561-743-2366, and 561-747-9187, and stated that they were billed under
telephone number 561-743-9774.

On July 14, 2000, CAF sent Ms. Legare a letter along with PSC/CAF Form X to
complete and return by July 29, 2000.

Ms. Legare notified CAF on August 1, 2000, that she did not receive the form
until that day, due to an incorrect address. She says that the correspondence should
have been mailed to her home address, 9553 - 159th Court North, Jupiter, Florida
33478. Due to this problem, CAF made an exception in this case to accept Form X
passed the deadline date. Ms. Legare also notified CAF on August 2, 2000, that she
had just “scribbled” the information on Form X. She identified an amount in excess of
$2000 as the disputed amount on Form X. Ms. Legare requested reconnection of
telephone numbers, 561-575-0662, 561-743-9774, and 561-743-2366. She also
requested that credits be given from 1990 through 1994.

On September 27, 2000, staff held an informal conference with the customer
and BellSouth. She stated that her February 20, 1993, bill is only one bill out of a
thousand that BellSouth owed her credits. She contended that BeliSouth should have
charged her only $32.30 for the basic service charge, instead of $188.39. Ms. Legare
claimed that she was billed separately for her long distance calls, and was disputing
Items 7 through 79 on the February 20, 1993, bill. Ms. Legare then alleged that the



credit should be applied to her account for the poor service and constant problems with
her lines. She stated that $188.39 was just a “blanket” amount, because there were
“plenty” charges back to 1990. She stated that BellSouth owes her $159.09 ($188.39-
$32.30), and alleged that the calls should have been billed by LDDS, not BellSouth.

Ms. Legare also alleged that BellSouth should adjust the calls to LDDS’ charges at nine
cents a minute in six seconds increments, instead of 24 cents a minute by BellSouth.
Further, Ms. Legare argued that all the long distance charges billed by BellSouth should
be removed from her account. Ms. Legare claimed that she had BellSouth bills in her
attic, and then stated that she only had checks to show total amounts that she paid to
the company. She stated that the company now owes her $5,000. Ms. Legare
asserted that static is on her line during rainy and windy conditions.

BellSouth contended that it received several service reports. from Ms. Legare
about static and noise on the line. BellSouth alleged that it sent technicians out to
investigate the problem as late as April 2000. The company aiso stated that the line
was tested, and the results revealed no problems with the line. BellSouth also stated it
detected no equipment or inside problems. Based on Ms. Legare’'s concern that other
people were picking up on her line, BellSouth stated that technicians could have been
using her line in the cross box. To prevent the usage, the company stated that it put
red caps on her line in the cross box.

Additionally, the company stated that it asked Ms. Legare to document any
alleged cramming, slamming, and overcharges, which were billed separately by long
distance companies and by BellSouth. The company stated that it did not receive this
documentation, but it waived certain long distance calls and late payment fees without
the requested documents. The company also stated that there is no February 20,
1993, bill from BellSouth, but there is a February 2, 1993, bill. BellSouth stated that it
did not have an amount for $188.39. The company also contended that it does not
have any of the customer’s bills prior to 1992. BellSouth asserted that it did not know
about any disputed charges on the February 2, 1993, bill before the informal
conference.

Due to Ms. Legare’s conduct and arrogant behavior, staff recognized that the

informal conference had reached an impasse. The conference was concluded without a
settlement.

DISCUSSION OF ISSUES

ISSUE 1: Does BellSouth Telecommunications, Inc., owe Ms. Elizabeth Legare a credit
in excess of $2,000 as stated on Form X?

STAFF RECOMMENDATION: No. Ms. Legare has not provided the proper documents
to substantiate her credit dispute.



STAFF ANALYSIS: When Ms. Legare filed her complaint on April 4, 2000, with staff,
she claimed that BellSouth billed account for long distance calls from 1990 through
1994 that were directly billed by LDDS. Ms. Legare has not provided proof to
substantiate her claim of the duplicate charges. Staff tried to get specific information
from Ms. Legare regarding the disputed amount to no avail. Ms. Legare continued her
abusive verbal attacks on staff. She stated that the disputed amount is now $5,000.
Ms. Legare’s initial complaint did not include intralata calls that were directly billed by
BellSouth. Ms. Legare’'s February 2, 1993, bill contained a number of intralata calls
billed by BellSouth. It also contained several interstate calls and a few interlata calls
that were billed by AT&T Communications. Furthermore, it appears that BellSouth
customers did not have the option of choosing intralata presubscription until April 1997
(Docket No. 930330-TP, Order No. PSC-97-1353-FOF-TP). Therefore, Ms. Legare’s
allegation that the intralata calils that were billed by BellSouth in 1993 should be
adjusted to LDDS’ rates of nine cents a minute at six seconds increments is moot and
not an issue in this complaint.

ISSUE 2: Did BellSouth respond to the customer’s concerns about noise and static on
her telephone lines?

STAFF RECOMMENDATION: Yes. BellSouth’'s report indicated that the company
responded to the customer's trouble reports.

STAFF ANALYSIS: BellSouth stated that the customer reported noise and static on the
lines for telephone numbers 561-575-0662, 561-743-2366, 561-743-9774, and 561-
747-9187 in 1999 and 2000. The report revealed that the line was tested with no
problems found the majority of the time. On February 23, 2000, the company stated
that a defective channel unit was found and replaced on telephone numbers 561-743-
2366 and 561-743-9774. As a result of Ms. Legare’s compiaint, the company reported
that it performed several tests on the customer’s line for telephone number 561/575-
0662 on April 6, 2000, and no problems were found. BellSouth also stated that due to
Ms. Legare’s concern that she heard other people picking up on her line, it put red caps
on Ms. Legare’s line in the cross box to prevent technicians from using it. BellSouth
stated that it was possible that technicians could have been using Ms. Legare’s line in
the cross box.

ISSUE 3: Did BellSouth improperly disconnect Ms. Legare’s service?

STAFF RECOMMENDATION: No. [t appears that BellSouth did not violate any of the
Commission rules and regulations.

STAFF ANALYSIS: When Ms. Legare filed the complaint on April 4, 2000, staff notified
Ms. Legare that she needed to pay BellSouth charges. In staff's May 24, 2000, letter,
Ms. Legare was also notified that her service could be interrupted again if she did not
make payment of the outstanding amount or acceptable payment arrangements. Ms.
Legare maintained that she would not pay any of the charges until BellSouth issued a
credit to her account. BellSouth contended that proper notices were provided to the




customer before her services were interrupted for nonpayment on telephone numbers
561-575-0662(647), 561-743-9774, 561-743-2366, and 561-747-9187. BellSouth
stated that as of September 2000, the outstanding balance on 561-575-0662-647 was
$1,084.85 and $865.50 for Ms. Legare’s residential telephone numbers, which were
billed under the main telephone number 561-743-9774.

ISSUE 4: Should this docket be closed?

STAFF RECOMMENDATION: Yes. If no person whose substantial interests are
affected by the Commission’s order in this docket timely files a protest within 21 days of
the issuance of this order, this docket should be closed upon the issuance of a
consummating order.

STAFF ANALYSIS: If no person whose substantial interests are affected by the
Commission’s order in this docket timely files a protest within 21 days of the issuance of
this order, this docket should be closed upon the issuance of a consummating order.




Elizabeth Legare (Docusearch International Research, 3131877
Draft Rec WP: | Drive--Legare.sas

CASE BACKGROUND

On April 4, 2000, Ms. Elizabeth Legare filed a complaint with the Commission’s
Division of Consumer Affairs. She also provided her business’ name as Docusearch
International Research (customer or Ms. Legare). Ms. Legare alleged that BellSouth
Telecommunications, Inc., (BellSouth or company) disconnected her service without a
cause. She stated that from 1990 to 1994, she was an LDDS customer. Mrs. Legare
contended that LDDS billed her directly, and BellSouth also billed her for the LDDS
charges and other companies’ unauthorized long distance charges and cramming
charges. Ms. Legare alleged that BellSouth promised to credit her account without
results. She also stated that BellSouth asked her to provide bill copies. When she did
not respond to the company’s request fast enough, Ms. Legare stated that BellSouth
interrupted her service. She requested a full credit for all charges, except LDDS’
charges, from 1990 to 1994. Ms. Legare also requested that BellSouth rerate any
LDDS’ charges to the correct rate. She contended that BellSouth owes her more than
$1,000 for each of her four telephone lines: 561/575-0662, 561/743-2366, 561/743-
9774, 561/747-9187. Ms. Legare also stated that she will not pay anything on her
account until she gets credit. She also alleged that there were a lot of cross talk and
static on her lines, and stated that the lines in her subdivision needed to be repaired.

The Division of Consumer Affairs filed the customer’s complaint with BellSouth
on April 4, 2000. On the same day, BellSouth provided staff with a verbal response.
The company stated that the customer is a collection agency, and had two returned
checks and outstanding balances on three accounts. BellSouth stated that on
telephone number 561-575-0662, the customer owed $1,707.43. The company alleged
that this line was disconnected on July 8, 1998, for a past-due amount of $917.43 and
the final bill was $790. BellSouth also stated that the customer owed an additional
$2,000 on Account Number 561/Y51-3873. (This account was not part of Ms. Legare’s
original complaint.)

On April 19, 2000, CAF received a written response from BellSouth. The
company. stated that the customer had two accounts with the same telephone number,
561-575-0662-646 disconnected on July 8, 1998, and 561-575-0662-647 established
on the same date. (The last three digits identify the different account numbers.)
BellSouth reported that the customer disputed long distance calls on the final account
number 561-575-0662-646 from January 1990 through December 1994.

Additionally, BellSouth reported that it received a telephone call from the
customer on December 22, 1997, about problems with a calling card. BellSouth stated
that it tested the calling card, and there were no problems with it. BellSouth reported
that the customer notified the company on January 7, 1998, about a claim against a
carrier, without providing any additional information. Due to this claim, BellSouth stated



that Ms. Legare claimed that BellSouth owed her more than $1000. BellSouth agreed
to check the customer’s account and follow up with Ms. Legare.

On January 9, 2000, BeliSouth stated that it checked the customer’s account,
but it could not find any information regarding the claim. The company alleged that it
called the customer and left a message to call the company. Since the account was
past due and the customer did not respond to its call, BellSouth stated that it
disconnected the customer’s service, telephone number 561-575-0662-647.

BellSouth asserted that Ms. Legare notified BellSouth on February 7, 1998, that
the claim was against MCI for $127 from 1994. BellSouth stated that it verified with
MCI that the customer had its service from May 1994 through May 1995, with Account
Number 4D885834. BellSouth also reported that MCI stated all the calis were direct
dialed, and no adjustment was made on the account for the disputed calls. BellSouth
reported that it notified the customer that MCI sustained the charges. BellSouth also
maintained that on February 9, 1998, it agreed to rerate the MCI's calls, which resulted
in a credit of approximately $1,000.

On April 10, 2000, BellSouth reported that it found out that the $1,000 credit was
not applied to the customer’s account, 561-575-0662-646. The company stated that
the credit was issued to the customer’s account on April 11, 2000. BellSouth alleged
that Ms. Legare told the company that the credit was not enough, and asked for bill
copies from January 1990. BellSouth stated that it promised to mail Ms. Legare bill
copies from 1992 (In a subsequent report, BellSouth stated that it did not have bill
copies prior to 1992.), when the account was established as a business through the
final bill date of August 1998. BellSouth reported that it notified the customer that it
would not issue any more credits to her account, and referred the customer to her
carriers. BellSouth also reported that the $1000 credit was applied to the final account
bill of $790.07 on Account Number 561-575-0662-646, and the $209.93 credit balance
was transferred to the customer’s current account, 561-575-0662-647. The company
stated that it agreed to restore the customer’s service on April 5, 2000.

On April 12, 2000, BellSouth alleged that it recoursed the following long distance
charges on the customer's account: $81.07 for AT&T, $10.44 for Zero Plus Dialing,
$6.70 for OAN, $7.40 for 900-number charges. The company also stated that it
adjusted $149.64 late payment charges on the customer’s account, for a total
adjustment of $255.22. BellSouth contended that the customer was notified about this
adjustment on April 12, 2000, and explained to the customer that payment
arrangements were needed on the $474.45 balance. The company also alleged that
the customer was notified that a new charge of $282.21 would be due by April 21,
2000, and explained that this amount was only for BellSouth charges. The company
asserted that Ms. Legare was notified that the service would be interrupted again, if she
did not call back by April 20, 2000, to make payment arrangements.

On May 24, 2000, CAF sent the customer a letter explaining the $1,000 credit
was issued to Account Number 561/575-0662-646, leaving a credit balance of $209.93.



Ms. Legare was also notified that credit balance was transferred to Account Number
561/575-0662-647 on April 12, 2000, which appeared on the customer's May 2000 bill
statement. CAF also notified Ms. Legare that her service could be denied if the
outstanding balance was not paid or acceptable payment arrangements made with
BellSouth.

Ms. Legare notified CAF on June 12, 2000, that BellSouth interrupted her
telephone numbers 561/743-9774, 561/743-2366 (residential), and another telephone
number, which she could recall. She alleged that the company owed her about $2,000
on her residential telephone for slamming in 1990-1992. Ms. Legare stated that she
received $1,900 credit on her business account, but she did not receive credit on her
residential account. The customer demanded that her telephone service be restored.
CAF explained to Ms. Legare that BellSouth could only get her bill copies going back
seven years, and she needed to file complaints with the long distance carriers, not
BellSouth. Ms. Legare told CAF that she just wanted BellSouth to issue the credits.
CAF notified BellSouth about the customer’s concerns. The company verified that the
disconnected telephone numbers were for the customer’s residential service.

On June 13, 2000, the customer called CAF. Ms. Legare still objected to the
service interruption, and stated that BellSouth owed her'$2,000 from 1990-1992 when
telephone number 561/575-0662 was a residential line. Ms. Legare also alleged that
she used 10XXX numbers to place calls through TeleCom USA, CTS, and MCI. She
argued that the calls should have been billed at four cents a minute, instead of 99 cents
a minute. Ms. Legare continued to demand reconnection of telephone numbers 561-
743-9774, 561-743-2366, and 561-747-9187, and stated that they were billed under
telephone number 561-743-9774.

On July 14, 2000, CAF sent Ms. Legare a letter along with PSC/CAF Form X to
complete and return by July 29, 2000.

Ms. Legare notified CAF on August 1, 2000, that she did not receive the form
until that day, due to an incorrect address. She says that the correspondence should
have been mailed to her home address, 9553 - 159th Court North, Jupiter, Florida
33478. Due to this problem, CAF made an exception in this case to accept Form X
passed the deadline date. Ms. Legare also notified CAF on August 2, 2000, that she
had just “scribbled” the information on Form X. She identified an amount in excess of
$2000 as the disputed amount on Form X. Ms. Legare requested reconnection of
telephone numbers, 561-575-0662, 561-743-9774, and 561-743-2366. She also
requested that credits be given from 1990 through 1994.

On September 27, 2000, staff held an informal conference with the customer
and BellSouth. She stated that her February 20, 1993, bill is only one bill out of a
thousand that BellSouth owed her credits. She contended that BellSouth should have
charged her only $32.30 for the basic service charge, instead of $188.39. Ms. Legare
claimed that she was billed separately for her long distance calls, and was disputing
Items 7 through 79 on the February 20, 1993, bill. Ms. Legare then alleged that the



credit should be applied to her account for the poor service and constant problems with
her lines. She stated that $188.39 was just a “blanket” amount, because there were
“plenty” charges back to 1990. She stated that BellSouth owes her $159.09 ($188.39-
$32.30), and alleged that the calls should have been billed by LDDS, not BellSouth.
Ms. Legare also alleged that BellSouth should adjust the calls to LDDS'’ charges at nine
cents a minute in six seconds increments, instead of 24 cents a minute by BellSouth.
Further, Ms. Legare argued that all the long distance charges billed by BellSouth should
be removed from her account. Ms. Legare claimed that she had BellSouth bills in her
attic, and then stated that she only had checks to show total amounts that she paid to
the company. She stated that the company now owes her $5,000. Ms. Legare
asserted that static is on her line during rainy and windy conditions.

BellSouth contended that it received several service reports from Ms. Legare
about static and noise on the line. BellSouth alleged that it sent technicians out to
investigate the problem as late as April 2000. The company also stated that the line
was tested, and the results revealed no problems with the line. BellSouth also stated it
detected no equipment or inside problems. Based on Ms. Legare’s concern that other
people were picking up on her line, BellSouth stated that technicians could have been
using her line in the cross box. To prevent the usage, the company stated that it put
red caps on her line in the cross box.

Additionally, the company stated that it asked Ms. Legare to document any
alleged cramming, slamming, and overcharges, which were billed separately by long
distance companies and by BellSouth. The company stated that it did not receive this
documentation, but it waived certain long distance calls and late payment fees without
the requested documents. The company also stated that there is no February 20,
1993, bill from BeliSouth, but there is a February 2, 1993, bill. BellSouth stated that it
did not have an amount for $188.39. The company also contended that it does not
have any of the customer's bills prior to 1992. BellSouth asserted that it did not know
about any disputed charges on the February 2, 1993, bill before the informal
conference.

Due to Ms. Legare’s conduct and arrogant behavior, staff recognized that the

informal conference had reached an impasse. The conference was concluded without a
settlement.

DISCUSSION OF ISSUES

ISSUE 1: Does BellSouth Telecommunications, Inc., owe Ms. Elizabeth Legare a credit
in excess of $2,000 as stated on Form X?

STAFF RECOMMENDATION: No. Ms. Legare has not provided the proper documents
to substantiate her credit dispute.




STAFF ANALYSIS: When Ms. Legare filed her complaint on April 4, 2000, with staff,
she claimed that BellSouth billed account for long distance calls from 1990 through
1994 that were directly billed by LDDS. Ms. Legare has not provided proof to
substantiate her claim of the duplicate charges. Staff tried to get specific information
from Ms. Legare regarding the disputed amount to no avail. Ms. Legare continued her
abusive verbal attacks on staff. She stated that the disputed amount is now $5,000.
Ms. Legare’s initial complaint did not include intralata calls that were directly billed by
BellSouth. Ms. Legare’s February 2, 1993, bill contained a number of intralata calls
billed by BellSouth. It also contained several interstate calls and a few interlata calls
that were billed by AT&T Communications. Furthermore, it appears that BellSouth
customers did not have the option of choosing intralata presubscription until April 1997
(Docket No. 930330-TP, Order No. PSC-97-1353-FOF-TP). Therefore, Ms. Legare’s
allegation that the intralata calls that were billed by BellSouth in 1993 should be
adjusted to LDDS'’ rates of nine cents a minute at six seconds increments is moot and
not an issue in this complaint.

ISSUE 2: Did BellSouth respond to the customer’s concerns about noise and static on
her telephone lines?

STAFF RECOMMENDATION: Yes. BellSouth’s report indicated that the company
responded to the customer’s trouble reports.

STAFF ANALYSIS: BellSouth stated that the customer reported noise and static on the
lines for telephone numbers 561-575-0662, 561-743-2366, 561-743-9774, and 561-
747-9187 in 1999 and 2000. The report revealed that the line was tested with no
problems found the majority of the time. On February 23, 2000, the company stated
that a defective channel unit was found and replaced on telephone numbers 561-743-
2366 and 561-743-9774. As a result of Ms. Legare's complaint, the company reported
that it performed several tests on the customer’s line for telephone number 561/575-
0662 on April 6, 2000, and no problems were found. BellSouth also stated that due to
Ms. Legare’s concern that she heard other people picking up on her line, it put red caps
on Ms. Legare’s line in the cross box to prevent technicians from using it. BellSouth
stated that it was possible that technicians could have been using Ms. Legare’s line in
the cross box.

ISSUE 3: Did BellSouth improperly disconnect Ms. Legare’s service?

STAFF RECOMMENDATION: No. it appears that BellSouth did not violate any of the
Commission rules and regulations.

STAFF ANALYSIS: When Ms. Legare filed the complaint on April 4, 2000, staff notified
Ms. Legare that she needed to pay BeliSouth charges. In staff's May 24, 2000, letter,
Ms. Legare was also notified that her service could be interrupted again if she did not
make payment of the outstanding amount or acceptable payment arrangements. Ms.
Legare maintained that she would not pay any of the charges until BellSouth issued a
credit to her account. BellSouth contended that proper notices were provided to the




customer before her services were interrupted for nonpayment on telephone numbers
561-575-0662(647), 561-743-9774, 561-743-2366, and 561-747-9187. BellSouth
stated that as of September 2000, the outstanding balance on 561-575-0662-647 was
$1,084.85 and $865.50 for Ms. Legare’s residential telephone numbers, which were
billed under the main telephone number 561-743-9774.

ISSUE 4: Should this docket be closed?

STAFF RECOMMENDATION: Yes. if no person whose substantial interests are
affected by the Commission’s order in this docket timely files a protest within 21 days of
the issuance of this order, this docket should be closed upon the issuance of a
consummating order.

STAFF ANALYSIS: If no person whose substantial interests are affected by the
Commission’s order in this docket timely files a protest within 21 days of the issuance of
this order, this docket should be closed upon the issuance of a consummating order.
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Date Due: 04/19/2000

Mailing Address: 9553 159TH COURT NORTH Certified Letter Sent: / /
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Certified Letter Rec'd: / [/
Interim Report Received: / /

City/Zip: Jupiter ,FL 33478- -
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( ) Reply Received Timely/Late: T Date: 05/23/20
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I 1 £.: . .
nformal Con Y Apparent Rule Violation: N

Customer said that her phone was disconnected without cause. She has been working with the company on an
ongoing dispute over billing. She said that from 1990-1994 she was an LDDS customer. LDDS was billing her
directly. BST was also billing her for LDDS charges as well as charges from various slammers and crammers.
BST agreed to credit the customer for all these charges but did not do so. It asked her to supply bill
copies. When she didn't do it fast enough, the company interrupted her service. She is requesting full
credit for all charges, other than LDDS, for 1990-1994. She is also requesting the BST rerate any LDDS
charges to the correct rate. Customer said she spoke with a Ms. Whiddam in Orlando who told her the company
had all the bill copies it needed. I reviewed the fax from the customer (LDDS contract and letter of
complaint). It appears that the customer is not paying her bill. We discussed this. Ms. Legare said that
the company owes her over $1,000 for each of her 4 lines and she will not pay anything until she gets her
credit. I tried to explain to the customer that she must pay BST charges, but she would not listen and
began yelling at me. )

Customer said that the lines in her subdivision are in desperate need of repair and there is a lot of static
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and cross talk on the lines. She wants her phone reinstated immediately. Please investigate, follow up
with the customer and see if her line can be reinstated for the pendency of this investigation. Lines
involved are:

561-575-0662

561-743-2366

561-743-9774

561-747-9187

Accounts have been in various names, Legare, Docusearch, and A&B -something. Please send a detailed
report.

4:50 PM: Ms. Godsil called. She has been assigned this case. She advised that the customer is a collection
agency. Ms. Legare has called BST's executive offices twice so far today, 4/4/200. It appears that BST is
NOT going to restore service to this customer due to past credit history, two checks returned by her bank
and outstanding bills on three accounts. On 575-0662, customer owes $1707.43. Her current past due amount
on this line is $917.43. Customer had this line disconnected on July 8, 1998. The final bill was $790. So
the total due is $1707.43. On 561-Y51-3873, customer owes an additional $2,000.

Ms. Godsil further explained that the customer has not been able to identify the specifics of her complaint
or the amounts in dispute. Without this information, BST cannot pursue an additiona investigation. Ms.
Godsil has escalated her concerns to the billing department and to collections. However, the service will
not be reinstated until the customer pays the outstanding amounts or makes satisfactory arrangements with
BST's collection department.

04/19/2000 Received report via email. Forwarded to K. Smith. eplendl

In its report, BST explained that the customer has two accounts with the telephone number 561-575-0662-646
and 561-575-0662-647. The dispute is on Account 646. The customer's service was cut for nonpayment on
Account 647.

The customer stated her claim on Account 646 went back to 1990. However, it was determined that the account
became a business account on 11/2/92 so it checked the records from that date forward. It appears that a
credit of §$1,000 was promised to the customer by Chris Bauder, but never issued. After numerous attempts to
reach Chris Bauder, BST representative, Ms. Woodham finally reached Ms. Bauder and obtained approval to
issue the credit of $1,000 to Account 646. This posted on 4/12/00.

The customer's’'s complaint against MCI was for $127. BST contacted MCI with the customer on the line. MCI
sustained its charges and refused to issue an adjustment because the calls were DDD calls from the

customer's phone.

On 7/8/98 Account 646 was finaled out. On 7/8/98 Account 647 was opened under a new corporation name.
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After being notified that the $1,000 had been issued, customer demanded more money. BST advised her that
the remaining charges were BST charges and that no additiomnal credits would be forthcoming. The customer
demanded that the $1,000 be applied to her current account. This was denied. $1,000 was applied to Account
646. This left a credit of $209.93. This credit was applied to Account 647.

On 4/5/2000, BST contacted the customer and explained the above. Her service was restored. At this time, it
was discovered that the customer was not making payments on her current service, Account 647. This was
discussed with the customer.

On 4/12/00, BST recoursed toll charges for AT&T ($81.07), ZPDI ($10.44), OAN ($6.70), and 900 charges of
$7.40 which totaled $105.58. BST also adjusted late payment fee of $149.64 for a total adjustment of
$255.22. At this time BST representative Ms. Bertoldi called the customer. Ms. Bertoldi discussed the
adjustments and the unpaid balance of $474.45 on Account 647. Additionally, new charges of $282.21 would be
coming due by 4/21/2000. At this point, the customer became upset and told Ms. Bertoldi that BST still owed
her money. Ms. Bertoldi explained that the charges were BST charges and were due. If no payment is made by
April 20, 2000, the customer's service will be denied again. /Kate

May 23, 2000: I called BST, Pat Godsil, and checked on the status of the customer's account. It appears
that she made her last payment on 2/28/2000. It was in the amount of $200. Customer called on 5/5/2000 and
said she mailed $195. It has never posted. On 5/21/2000, customer called and promised to mail payment.
Nothing has been received and she is due to be cut again./ Kate

As information, this customer runs a collection agency which may account for her extremely rude and
obnoxious manner./Kate

6/12/2000 - Elizabeth Legare called the PSC 800 number. She requested to be transferred to a supervisor.
Customer stated the following numbers were disconnected today by Bellsouth, 561-743-9774, 561-743-2366 and
another number but she did not know the number. Customer said Bellsouth owes her about $2,000 on her home
phone number for slamming which occurred back in 1990 - 1992. She said she received $1,900 on her business
account but did not receive the credits for her home account. Customer said she called Bellsouth and the
representative was extremely rude. Customer demanded the telephone numbers be turned back on. I told the
customer I could not guarantee I could get her phone service turned back on but I would contact the company
on her behalf and request someone call her regarding the credits. Before hanging up Ms. Legare stated she
had worked with Kate Smith in March regarding her complaint. I located the case and told the customer I
would inform Ms. Smith of her call. I e-mailed Dick Durbin regarding customer's call since both Kate Smith
and Carmen Pena were out. rmchargue

6/12/00 I spoke with Margarita Welling/BellSouth who told me that the disconnected numbersgs are for Ms.
Legare's residence. She will have someone call her. D. Durbin
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6/12/00 I spoke with the customer and told her that BellSouth could get her copies of bills going back 7
years. She didn't believe that they could only go back that far. I advised her that even if she coculd
point out charges that she was disputing froml1994 or before she would have to file complaints with the long
distance companies, not BellSouth. She wants BellSouth tc just issue credits. I told her I could not
require them to do that nor could I require them to turn her service back on. She told me I was useless.
D. Durbin

June 13, 2000: Ms. Legare called me. She was very upset about her phone being disconnected and claimed
that BST owed her $2000 from 1990-1992 when 561-575-0662 was a residential line. I tried to explain that
BST records usually do not go back that far and our records only require 5 years including the present year.
She became very upset and said that BST sent her records from 1990. I asked that she send me copies. She
could not find them.I told the customer that 1990, ten years back, was too far for the PSC toc go into.

Ms. Legare than said that she was dialing around and that's why she got charges from TeleCom USA and CTS and
MCI. Then she said that she didn't start using 10-15-325 until February of this year. She said initially
the calls were billed at 99 cents and showed as 10-10-220. She said that the calls should have been billed
at 4 cents a minute. I asked her for a copy of her brochure saying that the calls were 4 cents. She said
that she had gotten it from the Internet, but could not send me any copies. She said that she was going to
use DialPad.com --- a free phone service that uses the Internet.

I called BellSouth and spoke with Ms. Welling. She confirmed that the customer had been calling the
president's office and that she was sending the case for further investigation. She said that BST would not
reconnect as the customer owes more than $700 and will not pay anything. I asked her to contact the
customer to offer payment arrangements.

I called Ms. Legare back and explained what I had done. I suggested she call the FCC as her complaint is
actually with the LD carriers. She explained that her builder was responsible for his contractors and she
believes BST should be responsible for the companies for which it bills. I tried to explain that this was
not the case and she would not accept the explanation. I gave her the 888# for the FCC and suggested she
pursue her complaint with it or perhaps her legal counsel. I ended the call politely./Kate

June 22, 2000: Received a voice message from customer requesting that I e-mail her the alec list. I sent
an e-mail saying the list is too voluminous to e-mail. I suggested that she check her yellow pages under
"Telephone Companies" and call one of the companies listed there./Kate

July 12, 2000: Forwarding to Carol Broome per Carmen Pena. >nknight

07/12/00 per Mr. Rasberry I contacted the customer at 6:14 to return her call to the commission and her
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request to speak to Mr. Rasberry. I explained that we received her request for an informal and that we were
reviewing her complaint. She states that the following numbers are off and she wants them turned on asap
(561-743-9774, 743-2366, 747-9187) She states that she received a letter from the company that she would
not be able to get these numbers back.

She also states that these numbers were supposed to be non-listed and never were.

She states that the issues with the business appear to be resolved but the problem is with the residential
portion. (3 lines listed above) all billed under 561-743-9774.

To clarify, she states the informal request was for BellSouth and her residential part.

Informing Quality Assurance Supervisor of this call. Contacted Mr. Rasberry and reviewed the case notes
after the call. c¢. broome

07/13/00 Per Carmen, forwarding case original to Shirley Stokes. c. broome

07/13/00 Ms. Pena notified me that Ms. Carol Broome will give me the customer's files (BellSouth and Cable &
Wireless). Shirley Stokes

07/13/00 I received the customer's informal conference regquest and file from Mrs. Carol Broome.

07/13/00 I typed a letter (dated July 14, 2000) to the customer for Mr. Rasberry's signature and filled in
portions of Form X (Informal Conference Request Form). The customer must complete Form X and return it by
the postmark date of July 29, 2000. Shirley Stokes

07/13/00 I received the signed letter late, and Ms. Pena asked me to leave it on Ms. Carol Broome's desk to
send out tomorrow. I also left the informal conference file on her desk. Shirley Stokes

For our information: Per Ms. Carmen Pefia, John Plescow will not handle the preconference negotiations.
Shirley Stokes.

07/14/00 Customer called at 9:30 and was transferred to me by Joy in the call-center. The customer states
that she thought that by sending in the informal request her phones would be turned on. I explained that by
gsending in her request, the process would be initiated for the further review of her case but at no time can
service restoration be guaranteed. I explained to her that she would be receiving a letter from the
commission with a form for her to fill out. (form x) I explained the form narrowed the scope of the
investigation to the issues in particular that remain unresolved. She stated that she was not going to go
through her bills to pull out the disputed charges rather, she would just send back the form with all the
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bills stating everything is in dispute. Customer wanted to know if we could e-mail the form x to her. I
told her I would ask but confirmed that a certified copy was sent. c¢. broome

08-01-00 Mr. Leroy‘Rasberry received a message to return Ms. Legare's call. He asked me to call her.
Shirley Stokes

08-01-00 Around 4:50 p.m., I tried to reach Ms. Legare at the telephone number, 561/575-0662, listed on the
message, but the line was busy. Shirley Stokes

08-01-00 At 5:47 p.m., Mr. Leroy Rasberry sent Ms. Legare's voice mail message to my voice mail. (However,
I did not listen to it until after Ms. Legare's call on August 2, 2000, as noted below.) Ms. Legare says
that the Form was sent to the wrong address. She says that it should have been sent to her home address,
the 9553 address listed below. She stated that she received the form and faxed it to us. Due the address
problem, she says that she should be allowable an exception in this case. Shirley Stokes

8/2/2000 Transferred to Shirley Stokes. RLogan

08/02/2000 At 10:05 a.m., Mr. Ray Logan transferred Ms. Legare's call to me. She says that she did not get
our Form X until yesterday because the address should have been 4521 PGA, instead of 4521 PJ as listed above
on the complaint. She says that she faxed the form to us yesterday and received a fax confirmation that we
received it. Ms. Legare says that she scribbled the same information as she previously stated in her
complaint on the form. She also provided her home address as 9553 - 159th Court North, Jupiter, Florida
33478. She says that she wanted something done about her phone. She also asked to speak with Mr. Rasberry.
I explained that Mr. Rasberry was aware of her call and asked me to give her a call yesterday. I explained
that I called her yesterday around 4:50 p.m. and reached a busy signal. I explained that I will note the
file of her comments and we will have to review the information on Form X. (At present, Form X has not been
given to me) Shirley Stokes

August 3, 2000: Ms. Legare called. She said that she did not receive the form in time to meet the
deadline. She said that the form went to the wrong address. She went over her case again. She said that
Ms. Stokes didn't care about her case and wasn't going to do anything to help her. She wants money back
from BellSouth for disconnected calls that did ot go through on her fax machine. She would be sending a 20
page fax and the line would disconnect in middle of sending and she'd have to start over. She is going to
go to the FCC because the FCC told her that BellSouth owed her money and should be forced tc pay her. I
told the customer the matter is out of my hands and that I would note her file and notify Ms. Stokes of her
call. She thanked me and hung up./Kate

08/03/2000 I received Mrs. Kate Smith's e-mail message regarding this customer's call. Around 10:40 a.m., I
gave a copy of the CATS's form to Ms. Pena to read Mrg. Smith's notes regarding the customer's telephone
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call today. Since it appears that the customer is having a problem faxing Form X and attachments (I believe
that this is the customer that Mrs. Carol Broome told her to fax Form X to us.), I asked Ms. Pena if I
should call the customer and ask her to mail the information to us. Ms. Pena asked me to wait until Mrs.
Broome comes to the office this afternoon to verify that she did not receive Form X from Ms. Legare.

Shirley Stokes

08/03/2000 At 3 p.m., I received the customer's faxed Form X from Ms. Tarrah Gordon, showing a faxed date of
August 1, 2000. As Ms. Legare stated that during our conversation on August 2, 2000, .she did scribble the
information on the form. Shirley Stokes

08/03/2000 I gave the original form to Ms. Eyvonne Estelle, secretary, to put in the conference file, and to
fax a copy to BellSouth. Shirley Stokes

08/04/2000 FAXED TO CO. DUE TO THE CUSTOMER'S CONCERNS ABOUT NOT GETTING Form X until August 1, 2000,
AFTER THE JULY 23, 2000, DATE TO RETURN FORM X, IT APPEARS THAT AN EXCEPTION WILL BE MADE IN THIS CASE. AS
A RESULT, DO NOT TAKE ANY COLLECTION ACTION ON THIS CUSTOMER'S ACCOUNT FOR THE DISPUTED AMOUNT PENDING THE
OUTCOME OF THIS REQUEST. Shirley Stokes

08/09/2000 Ms. Legare called at 9:45 a.m. I explained that we received her Form X. She wanted me to order
the company to reconnect ber phone. I explained that I cannot change what has occurred prior to the receipt
of her informal conference request. She wanted to know how long will it take to resolve her case. I
explained that informal conference cases take some time to resolve, maybe in the next two months. She
alleged that we caused the delay by sending her letter to the wrong address. I explained that there are
other cases ahead of hers from 1999, and her incorrect address did not have anything to do with the other
informal conference requests. Ma. Legare said that she had to go because she was getting another call.

(The call screen number indicated that she was calling from 561/575-0662. Shirley Stokes

08/28/2000 Mrs. Legare called at 12:45 p.m. She indicated that she did not want the telephone company to
disconnect telephone number 575-0662. The customer appeared to be upset and would like for Shirley Stokes
to contact BST to ask that they not disconnect her phone number. She did not indicate that she wanted for
Ms. Stokes to call her back but to leave her a voice mail message if Ms. Stokes did call back. The customer
indicated that she has received new charges for a greater amount. Thank you. TGORDON

08/28/2000 FAXED TO CO. Ms. Legare called at 4 p.m. She says that she received a notice from BellSouth
stating that telephone number 561/575-0662 will be disconnected. She does not want BellSouth to disconnect
that telephone number. She agreed to a telephone informal conference; however, she says that telephone
number 561/575-0662 is the only telephone number available to have a telephone informal conference. I asked
her to send me a copy of the notice. I also discussed possible informal conference dates (September 20, 21,
27, or 28) at 10 a.m. with Ms. Legare. Ms. Legare says that at this time she is available the days
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indicated, but she cannot guarantee that she may have to cancel within a short notice, due to someone is
dying in the family. I explained that I will have to follow up with BellSouth to discuss the informal
conference date. After that, I will follow up with her regarding the informal conference date. I
explained that it is important to keep the informal conference date when it is set. Ms. Legare called
back around 4:20 p.m. to say that she just faxed the notice. Ms. Legare also stated that she found out that
the company billed her for disputed advertising charges. I explained that issue is not part of her
complaint, and the PSC does not have authority over directory advertising.

Shirley Stokes

08/29/2000 Ms. Pat Godsil, BellSouth, left me a voice mail message at 9:11 a.m. acknowledging receipt of the
August 28, 2000, fax regarding Ms. Legare's telephone. She asked me to give her a call to discuss
additional information regarding this case. Shirley Stokes

09/06/2000 Since I had to perform other duties in the Call Center and working on other informal conference
cases, I didn't return Ms. Pat Godsil's call until today. I left a voice mail message acknowledging
receipt of her call, and asked her to check on the possible telephone informal conference dates of
September 20, 21, 27, or 28 at 10 a.m. Shirley Stokes

09/07/2000 At 8:43 a.m., I called Ms. Pat Godsil about the informal conference dates. She says that she is
still waiting to hear back from the parties at  BellSouth. Shirley Stokes

09/08/2000 FAXED TO CO. At 2:19 p.m., I called BellSouth and left Ms. Pat Godsil a voice mail message. I
explained that since there has not been a confirmation for September 20 or 21 for the informal conference,
we cannot hold an informal conference on those dates. The PSC must give the customer a 10-day notice
(written) of the informal conference date. I asked her to check on September 27 or 28, and I need to know
the date ASAP, so I can send out the 1l0-day notice letter to the customer. ({PLEASE CONFIRM SEPTEMBER 27 OR
28, 2000, BY MONDAY, SEPTEMBER 11, 2000. Shirley Stokes

09-08-00 At 3:40 p.m., Ms. Pat Godsil called and confirmed the September 27, 2000, date for the informal
conference at 10 a.m. Shirley Stokes

09-08-00 At 3:45 p.m., I called Ms. Legare to let her know that BellSouth agreed to have the informal
conference on September 27, 2000, after leaving a message a few minutes earlier. (During the first call, I
couldn't tell if the answering machine had hung up or not. It appears that someone was holding the
telephone and then hung up.) First, she said that I don't think that was one of the dates. I explained
that it was one of the dates that we had discussed then she said okay, after supposedly checking. I
explained again that BellSouth agreed to have the telephone informal conference on September 27 at 10 a.m.

I explained that I will follow up in writing regarding this concern, and also explained that's its important
to keep the informal conference arrangement. Shirley Stokes
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09-13-00 I sent the following e-mail message to the co. Please provide me with a complete breakdown of
each of the following accounts, including names (name changes, if applicable), debits, credits, connection
dates, service addresses, and any other information related to this complaint by September 20, 2000. The
customer identified the disputed period of 1990 through 1994.

561-575-0662
561/743-9774
561/743-2366
561/747-9187

Thanks. (Shirley Stokes)

09-19-00 At 2:45 p.m., Mg, Legare called and said that BellSouth disconnected her telephone line
561/575-0662, the line for the telephone informal conference on September 27, 2000. I asked her to hold the
line to confirm the information with BellSouth (Ms. Pat Godsil). Ms. Godsil confirmed that the line has
been disconnected because she has not paid her local service charge for a total of $1,084. However,
BellSouth says that it will restore the service for the telephone informal conference on September 27, 2000,
at 10 a.m., but not before that time. I relayed the information to Ms. Legare. She then claimed to have
static on her line, and that Mrs. Kate Smith told her that BellSouth cannot disconnect her service before
the informal conference. I explained that she needs to pay her regular local service charges, just like any
other customer. She demanded to speak with Mrs. Kate Smith, my supervisor, or Mr. Dick Durbin. I explained
that Mrs. Smith is not handling her informal conference case, and she is out of the office this afternoon.
Also, my supervisor is out of the office today. I also explained that Mr. Durbin is not handling her
informal conference. I emphasize that she needs to make sure that she's at her telephone number on the day
of the informal conference. Shirley Stokes ’

09-19-00 Around 4:50 p.m., Mr. Robert Gillander told me that Ms. Legare called back and was upset with me.
I explained that I'm aware of her concerns, and she wants to talk with Mrs. Kate Smith or Mr. Dick Durbin.
However, if she wants to speak with Mr. Durbin, go ahead and let her speak with him. Shirley Stokes

9/19/00 I spoke with Ms. Legare and told her that I was not the person handling her complaint and I could
not help her. I advised her that it was my understanding that her service had been disconnected for
non-payment of current, non-disputed charges and that we could not require the company to turn her service
back on. D. Durbin

9/20/00 10:05 AM Ms. Legare called back and said she had faxed some bills to me last night pointing out the
charges that are in dispute. I again told her that I am not assigned to her case and she needs toc speak to
Shirley Stokes. She asked to speak with Leroy Rasberry or Bev. Neither of them were available. I then
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tranaferred her call to Shirley Stokes. I went to the fax machine and found that the bills had come in on
the fax at 9:48 AM. I gave the faxes to Shirley Stokes. D. Durbin

09/20/00 Ms. Legare stated that Mr. Durbin told her to fax the correspondence to him, and if there was a
disputed amount, the company had to turn the service back on. She then claimed that all of us told her that
the company had to turn the service back on, and BellSouth now owes her $5,000. I explained that I did not
tell her that BellSouth had to turn the service back on, and we will discuss her concerns during the
informal conference on September 27. I explained again that BellSouth said yesterday that it will turn her
service back on for the 10 a.m. informal conference on September 27. She demanded tc speak back with Mr.
Durbin. However, Mr. Durbin says that he will not talk with her again. She says that we just lie, and
asked to speak with Mr. Rasberry. I transferred her to his voice mail. Shirley stokes

September 20, 2000 10:59 a.m. I spoke to Ms. Legare, customer is upset that her service has been
disconnected. I called BellSouth representatives who will not reconnect service. Mr. Molina pointed out
that the disputed amounts are for unregulated long distance charges. BellSouth will reconnect service for
$400 down and arrangements on the balance of §832.00 which represent local charges for the entire year of
2000. When I related this information to the customer she refuses to pay anything and maintained that the
company owes her $5,000. Customer also complained that there is not dial tome to reach 911 while the
service is temporarily disconnected. BellSouth agreed to check into the matter of no dial tone for 911. I
told Ms Legare that I would make some phone calls but could not promise that service would be reconnected
without a payment of some type, but I would try. The customer will call me back at 2:30 pm today. I spoke
again with John Molino and Pat Godsil at BellSouth who briefly reviewed the customer's history with me.
BellSouth records show that the company has worked with this customer and have done as much as possible to
avoid disconnecting service. On August 23 a collection notice was sent to Ms. Legare, with a pay by or
disconnect date of August 31. The service was not disconnected until 4 days ago. BellSouth maintains it
position that service should remain off. LRasberry

09-20-00 I called Ms. Pat Godsil, BellSouth, and left a message for her to give me a call when the
requested breakdown of the customer's account is faxed to me. Ms. Godsil left me a message that it was put
in the mail yesterday, and I should receive it by tomorrow. Shirley Stokes

NOTE: PLEASE GIVE ME ANY CORRESPONDENCE RELATED TO THIS CASE IMMEDIATELY UPON RECEIPT. Shirley Stokes
09-20-00 2:20 p.m. Customer called, I have not been able to get the service reconnected. Customer is very
upset and believes that credits given equate to payments, however I informed her that the two are different.
The customer will call before the end of business today to see if I've been able to get the service

reconnected. LRasberry

09/21/2000 15:45 hours Customer called. She was transferred to LRasberry's voicemail on request. Thank

Request No. 313187T Name LEGARE ,ELIZABETH MS Business Name DOCUSEARCH INTERNATIONAL RESEARCH
PAGE NO: 10




you
RBGillander

09-25-00 I received the requested information from BellSouth regarding the breakdown of the customer's
accounts. Shirley Stokes

09-26-00 At 9:40 a.m., Ms. Pat Godsil, BellSouth, left me a voice mail message, stating that the company
turned the customer's service on around 9:30 a.m. today in preparation for the informal conference today.
M3. Godsil also stated that the line was tested and working properly. Shirley Stokes

09-26-00 At 2:05 p.m., I called Ms. Godsil and verified receipt of her voice mail message. I also asked Ms.
Godsil to fax me a copy of breakdown of the charges from 1999 to current time. Shirley Stokes

09-26-00 1998-2000 Balance Report received from company. Shirley Stokes

09-27-00 The informal conference was held and concluded without a settlement. Staff will write a
recommendation in this case. Shirley Stokes

09-27-00 Supplemental Report received (regarding service problems) that was requested during the informal
conference. BellSouth also noted that the service was on 561/575-0662 was denied for the current charges
that are not in dispute or related to this complaint. As a courtesy, it restored the service September 26,
2000, so the customer can participate in the telephone informal conference. The company also stated that it
turned the service off again after the informal conference. Shirley Stokes

10-03-00 I sent BellSouth the following e-mail message to provide me with a breakdown of the accounts by
today or tomorrow. '

561/743-2366
561/743-9774

561/747-9187
561/Y51-3873

Shirley Stokes

10-04-00 Report received from BellSouth stating that the requested breakdown will take some time, and the
company will try to get the information to me by October 5, 2000. Shirley Stokes

10-05-00 CAF received some of addtional the information requested on October 3, 2000. Shirley Stokes

Request No. 313187T Name LEGARE ,ELIZABETH MS Business Name DOCUSEARCH INTERNATIONAL RESEARCH
PAGE NO: 11




Note: On October 6, 2000, at 9:15 a.m., I left the office and did not return until Octocber 16, 2000.
Shirley Stokes

10-16-2000 I called the company and spoke with Ms. Pat Godsil. I explained that her October 5, 2000, e-mail
did not included all the account information. When Ms. Godsil stated that the information was e-mail
message, I asked her to read what she had. After that, I explained that some of the information is

missing. She faxed the information to me regarding my October 3, 2000, request with total amounts. Shirley
Stokes

10-17-2000 By e-mail request, I asked the company to provide me with a complete breakdown of the totals
listed in the October 16 fax regarding the four telephone numbers listed in my October 3, 2000, e-mail
message. Shirley Stokes

10-26-2000 I received the bill package as noted on October 17, 2000. I put them in Ms. Eyvonne Estelle's
box to make Ms. Carmen Pefla and me a copy, and file the original in the conference file. Shirley Stokes

10-31-2000 I put a memo along with a draft rec on Ms. Carmen Pefia's chair for her to review for any

necessary corrections or additions. I also explained that the rec needs to be sent to Legal before November
15, 2000. Shirley Stokes

Reqguest No. 313187T Name LEGARE ,ELIZABETH MS Business Name DOCUSEARCH INTERNATIONAL RESEARCH
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** ELLSOUTH ** (BST,A00100)
CURRENT AMOUNT OF
CHARGES LAST BILL

DUE BEFORE
Jul 14 $964.98

ImportantNotice (s)
Please note:

HelpfulNumbers

ELIZABETH LEGARE

Account Number:
Bill Period Date:

LESS
PAYMENTS

$0.00

This is your final bill.

ADJUSTMENTS

$0.00

BellSouth Telecommunications,

NOTE:

RightTouch» Service
A quick, convenient,

(See "Messages" section for details.)

Please protect your RightTouch» Personal Access Code

CR = Credit Amount

Inc.
Numbers for other companies are listed on their bill pages.

Page 1

561 743-9774 841 0457

Jun 30, 2000
CURRENT TOTAL
CHARGES AMOUNT
DUE
$99.50CR $865.48

(BST)

...............................................

automated, 24 hour customer service.

(PAC) :

Please make check payable to BellSouth in U.S. funds.

CURRENT

CHARGES PAST DUE
DUE BEFORE AMOUNT
Jul 14 EkA KK R

P.0O. BOX 33009
CHARLOTTE NC
28243-0001

TOTAL
AMOUNT DUE

$865.48

X

AMOQUNT
PAID

334789342539

Jun 30,

0724 100

ELIZABETE LEGARE

9553 159TH
JupP

CT N
FLL 33478-9342

5619743977484104510070116004212000000000000964280000086548

1 800 826-6290

4489

561 743-9774 841 0457
2000

7 R60

See message following the BellSouth Current Charges.



** BELLSOUTH ** (BST,A00100)

Helpful Numbers
BellSouth Telecommunicaticns,

ELIZABETH LEGARE
Account Number:
Bill Period Date:

(continued)

Page 2

561 743-9774 841 0457

Jun 30,

(BST)

2000

NOTE: Numbers for other companies are listed on their bill pages.

Billing Questions or to Place an Order:
If calling from within the Florida BellScuth
=TS et L T

If calling from cutside Florida or outside the

Florida BellSouth ServiCe Area@ ........iiiiiiiiintnetennenennnn

Repair:

If calling from within the Florida BellSouth service area ....

Internet: www.bellsouth.com

Detailed Statement of Charges

Service Provider Summary

780-2355

1l 8GO 753-0710

Listed below are Local Toll and Long Distance Providers for your line(s}.

Line Number
ALL LINES

Service Provider Contact Number
CABLE & WIRELESS COMM.

Other Charges and Credits
Work Completed On Jun 12, 2000
747-9187

1. Credit for service disconnected

2. Credit for service disconnected

(81.45/M0) ..ttt et e et et

3. Credit for service disconnected

(83B8.02/M0) .+ ittt ittt ettt et e e e

743-2366
4. Credit for service disconnected

(818 .40/ /MO) vttt ittt et et et e e e e e e e e
Vigit us on the Internet:

Local Toll Company
CABLE & WIRELESS COMM.

1l 800 486-868B6

(06/13/00

07/18/00)
($16.47/MO) ottt i e e e e

www.bellsouth.com

Long Distance Company

CABLE & WIRELESS COMM.

Amount

20.31CREDIT

1.79CREDIT

46 .89CREDIT

22.69CREDIT
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** BELLSOUTH ** (BST,A00100) Page 3

ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jun 30, 2000

Detailed Statement of Charges

Other Charges and Credits (continued) Amount
Total Other Charges and Credits .........c.iiiinitneennnennnnnss 91.68CREDIT
Taxes Amount
Taxes on Regulated Services
5. Federal TaX .....tiuniintnarenennueneeoneeeenaeeeaaaansennns 2.45CREDIT
6. Florida Gross Receipts Surcharge ...............c.ooeouieennn 1.13CREDIT
T COUNLY TaXK .t in ittt e st teananeeaeaaaeananan. e 4.24CREDIT
Total Taxes on Regulated Services ............ceiuiiiieinenennnnn. 7.82CREDIT
e o= B R = < G 7.82CREDIT
Total BellSouth Current Charges ..... e e aa e e - 99.50CREDIT
Messages

BellSouth is making your life simpler!

BellSouth» RightTouchs service, our automated, 24hour customer service system, is
an easy way to do business with us. Use any touchtone phone to confirm receipt of
your last payment, make bill payments, order services like Call Waiting and Caller
ID, request a copy of your bill, order local telephone directories, disconnect your
service, or check your account balance.

To perform many of the functions listed above, you will need your fourdigit
Personal Access Code (PAC) located in the Helpful Numbers section of your bill or
the last four digits of the social security number associated with your account.

We even provide help on how to use telephone features. To use RightTouch» service,

call 1

800 826-6290.

Visit us on the Internet: www.bellsouth.com



** BELLSOUTH ** (BST,A00100) Page 4
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jun 30, 2000

Messages (continued)

THE PREVIOUS BALANCE SHOWN ON THIS BILL IS LONG OVERDUE. UNLESS THE FULL AMOUNT CF
THIS BILL IS RECEIVED IN OUR OFFICE BY JUL 14, YOUR ACCOUNT WILL BE REFERRED TO
AN OUTSIDE COLLECTION AGENCY WITH INSTRUCTIONS TQO TAKE WHATEVER ACTION IS NECESSARY

TO SECURE THE PAYMENT.

PLEASE SEND US YOUR PAYMENT TODAY OR CALL US BEFORE JUL 14 SO WE CAN DISCUSS
PAYMENT ARRANGEMENTS WHICH WILL MEET YOUR NEEDS.

Calling cards for this account are now void and should be destroyed.

Visit us on the Internet: www.bellsouth.com



** BELLSOUTH ** (BST,A00100) Page 5
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jun 30, 2000

Messages (continued)

Rates for all BellSouth» Complete Choice» Plans are scheduled to increase 30[ per
line on July 20, 2000. Rates for all BellSouth» Area Plus» and BellSouth» Area
Plus» with Complete Choice» Plans are scheduled to increase $2.00 per line effective
July 20, 2000. These plans continue to provide you with an excellent value and
unique product benefits, all for one flat monthly rate.

Fd R Ak kT TN RN NNk k kR AR T TR A ARk drd ke kd kg h ok ok ok o ot e o e T ok T e g e e ok ok ok ok ok e T o o ok e o ke e e e e e e ek e

The following changes are scheduled to be effective July 20, 2000 on IntralATA toll
calls:

- A reduction in the per minute rate from 21[ to 15[ for all distance bands. These
rates are billed in initial and additional period increments.

- Elimination of the volume discount.

- A reduction in the time of day discount from 40% to 15%.

(AR AR AR S E LSRR R X R ERR SRR SRR R R AR R 222 2R Rz AR R At R R R R T

Rates for Message Service are scheduled to increase July 20, 2000.

LA AR RS R A RS S R AR RREER R RRR R R R 22X 2 R R sttt st RSl S]]

The rates for the following services are scheduled toc change as follows effective
July 20, 2000:

0l1d Rate New Rate
Non-List - $0.70 $0.25
Non-Published Listing $1.45 $1.15
Call Waiting $4.10 $5.15
Three Way Calling 54.00 $4.70
Caller ID Basic $6.00 $7.00
Call Return $4.00 $5.00
Call Forward Variable $3.00 $4.00

LS 2R A AR R R RS AR R RS R XSRS XX SRR 2SR RRSREEARER SRR R R SRR R Rl 2

Thank you for choosing BellSouth. We appreciate your business and look forward to
Visit us on the Internet: www.bellsouth.com



** BELLSOUTH ** (BST,A00100) Page 6
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jun 30, 2000

Messages (continued)
meeting your communications needs in the future.

The Directory Assistance residential and business call allowance is scheduled to be
eliminated July 20, 2000.

LA AR R RS RS ER LR RS RS a R RS R R R R R R R SRR R Y R R R R R R R R R R R R R R R LR

The residential and business per activation rates for Call Return, Three Way
Calling, Repeat Dialing and BellSouths BusyConnect» are scheduled to change from 751
to 90 on July 20, 2000.

Visit us on the Internet: www.bellsouth.com



** AT&T ** (ATX,C00288) Page 7
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jun 30, 2000

AT&T Messages

Switch to AT&T Residential Long Distance Service
and Get a Special Bonus. .

Now when you switch to AT&T Residential Long Distance
Service, you'll get a special bonus of up to 30 minutes of
free domestic long distance calls from home each month for
your first six months -- that's a total of up to 180 FREE
Minutes of calling.~*

You'll also get a great long distance rate with the AT&T

One Rate» Off-Peak II Plan: State-to-state long distance

calls from home are just 5[ a minute during the times you
call most -- weeknights from 7 p.m. up to 7 a.m. and all

weekend long -- and 7[ a minute weekdays. All for a low

$4.95 monthly fee.**

See the enclosed insert for details! Then call
1 800 242-1019, ext. 87326, today to switch to AT&T
Residential Long Distance Service.

*Unused minutes for any month cannot be carried over to
subsequent months. Other restrictions apply.

**In-state rates vary. Other restrictions apply. Rate excludes
Carrier Line Charge and Universal Connectivity Charge. State
charges may apply. Enrollment expires 08/31/00.
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** BELLSOUTH *=* Page 1
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000

CURRENT AMOUNT OF LESS CURRENT TOTAL
CHARGES LAST BILL PAYMENTS ADJUSTMENTS CHARGES AMOUNT
DUE BEFORE DUE

Feb 11 $287.13 $109.00 $4.21CR $85.63 $259.55
ImportantNotice (s)
Late Charge Reminder: A $1.50 additional charge will apply to any unpaid balance as of Feb 20.
If you incur a Late Payment Charge, an additional Interest charge of 1.5% will also be applied to
any unpaid balance.
Nonpayment of Regulated Charges may result in discontinuance of service. Failure to pay
unregulated and certain other charges, all of which are identified by ** on your bill, will
not result in an interruption of local service. The amount of Regulated Charges may be
obtained by calling 780-2355.
See Messages Section for information on Charges Under Investigation.

CR = Credit Amount

Please make check payable to BellScuth in U.S. funds.

CURRENT
CHARGES PAST DUE TOTAL AMOUNT 561 743-9774 841 0457
DUE BEFORE AMOUNT AMOUNT DUE PAID Jan 20, 2000
Feb 11 $173.92 $259.55 0223 R60
334789342539
X
P.O. BOX 33009
CHARLOTTE NC ELIZABETH LEGARE
28243-0001 9553 159TH CT N
JUP FL 33478-9342 - _
5619743977484104502230016004211000000000000173920000025955 @@E@E i/,_)\‘
v ' i ;il‘_“\u"_‘

ECEIVER

OCT 26 2000

FLOR!%AO ;t;:;.nc SERVICE
SION
CONSUMER AFFAIRS !




*% BELLSOUTH ** ' Page 2
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Periecd Date: Jan 20, 2000

Helpful Numbers
BellScuth Telecommunications, Inc. (BST)
NOTE: Numbers for other companies are listed on their bill pages.

RightTouch» Service . ... ... ... it i et e e e 1 800 826-6290
A quick, convenient, automated, 24 hour customer service.
(See "Messages" secticn for details.)
Please protect your RightTouch» Personal Access Code (PAC): 4489
Billing Questions or to Place an Order:
If calling from within the Florida BellSouth

SEIVICE AIBA .ttt ittt inanaeeaneeeenneaeaeeeeeaeeaaasseaessasnsenas 780-2355

If calling from outside Florida or outside the

Florida BellSouth SErvice area ..........oeiieirennracesronenennns 1-800-753-0710
Repair:

If calling from within the Florida BellSouth service area ....... 611

Detailed Statement of Charges

Service Provider Summary
Listed below are Local Toll and Long Distance Providers for your line(s).

Line Number Local Toll Company

ALL LINES CABLE & WIRELESS COMM. CABLE & WIRELESS CCMM.

Service Provider Contact Number

CABLE & WIRELESS COMM. 1 800 48B6-8686

Monthly Local Service Charges Amount

Monthly Local Service - Jan 20 thru Feb 19

Basic Services Quantity
1. FCC Local Number Portability Line Charge - Line 3 ... 1.05
2. Residential Line 2 ... 20.10
3. Residential Line 1 ... 10.05

Long Distance Company



** BELLSOUTH ** Page 3
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000

Detailed Statement of Charges
Monthly Local Service Charges (continued)} Amount

Basic Services (continued) Quantity
4. Emergency 911 Charge. This charge is billed on

behalf of Palm Bc Unic County. # . ol .90
5. FCC Charge for Network Access 1. 3.50
6. FCC Charge for Network Access for Additional Line 2. 12.14
7. Telecommunications Access System Act Surcharge 3. *x .27
# Quantity may not apply to this service.
Total BasSicC ServViCeS .. .iiiiiiiriteeinnernnerarnncasateaneneanenas 48.01
Optional Services Quantity
8. Call Waiting 1 ... 4.10
9. Listing-Not in Directory or Directory Assistance 2 2.90
10. Call Block (*60) 1 ... 4.00
11. Caller ID Name and Number Delivery with
Anonymous Call Rejection 1 ... 7.50
12. Inside Wire Maintenance Service Plan 2 ... % 7.90
Total Optional Services ........ ..ttt ierenronncnonsnsnansns 26.40
Total Menthly Local Service Charges .............ceieimnnecisnsns 74.41
Local Usage Amount
Local Usage Summary for 561 743-9774
Local Message Usage to the Expanded Area
Calls Rate Charges
3 .25 .75
13. Local Usage SUMMALY .. tvvuessenenssansnosenansasssnsnenenns .75
Total Local USaAge .. vivvrvtvrorvnssasnssnsonosoonsnsnsseanaennnns .75
Other Charges and Credits Amount
14. Late Payment Charge ..........iiiiiiinrnniernanaronnnasenns 1.50
15. Interest Charge on Unpaid Balance ............iiciennenenn *k 2.29
Directory Assistance (DA) Usage
16. 3 Call(s) to Lecal DA at No Charge ...........oeeu-nn .00
17. 2 Call(s) to Local DA at $0.25 Each ................. .50
Total Cther Charges and Credits ......... ... i iiiiininnnns 4.29

e R



** BELLSOUTH ** Page 4
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000

Detailed Statement of Charges

Taxes Amount
Taxes on Regulated Services

18. Federal TaX . ... ..ttt ettint e i ie e e e et teaanaaann 2.09

19. Florida Gross Receipts Surcharge ..............eeoceeenenns .91

20, COUNLY TaX ittt it i et ettt e e e e e e 3.53
Total Taxes on Regulated Services ............civemueennnn e 6.53
BT oR= B R b T 6.53
Total BellSouth Current Charges ................ e 85.98
Messages

BellSouth is making your life simpler!

BellSouth» RightTouch» service, our automated, 24hour customer service system, is
an easy way to do business with us. Use any touchtone phone to ¢onfirm receipt of
your last payment, make bill payments, order services like Call Waiting and Caller
ID, request a copy of your bill, order local telephone directories, disconnect your
service, or check your account balance.

To perform many of the functions listed above, you will need your fourdigit
Personal Access Code (PAC) located in the Helpful Numbers section of your bill or
the last four digits of the social security number associated with your account.

We even provide help on how to use telephone features. To use RightTouch» service,
call 1 800 B26-6290.

Let us reward you with the BellSouth Personal Picks offer. Pick from the BellSouth»
Complete Choice» plan, BellSouth» Voice Mail service or BellSouth.net» Internet
service. Order by 2/29/00, then pick your reward: cash back or free software.

Call 1 888 245-4972 now. Some restrictions apply.

ORERT



*% BELLSOUTH ** Page 5
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000

Messages (continued)

Get BellSouth.net» Internet Service!
Sign up now for fast, reliable Internet service and enjoy our reward of over $100 in
free computer software! Call 1 877 234-6897 or go to www.bellsouth.net to order
BellSouth.net Internet Service today! Hurry! This limited time offer ends February
29, 2000. Some restrictions apply.

Did you know that your local BellSouth Mobility» store now sells more than just
wireless phones? From home phone service, to calling features, to pagers, and
Internet service - as well as wireless phones and accessories - you'll find it all
at your local BellSouth Mobility retailer. It's your one-stop shop for all your
communications needs. To find the retail location nearest you, call 1 800 986-BELL.

Did you know that BellSouth can consolidate all your phone bills - for all your
phone lines - into one? Just think of the advantages...you'll reduce the:
- Number of phone bills you receive.
Number of checks you send to BellSouth.
Number of stamps you use to mail back your phone bills.
- Time and hassle it takes to pay your phene bills.

Who needs more to do these days? So get one less phone bill. Call BellSouth at 1
800 540-5463 today.

Local Number Portability lets subscribers keep their telephone numbers, at the same
locations, even when they change local service providers. Federal law requires
telephone companies to implement Local Number Portability and requires that all
telecommunications carriers bear the costs of implementation on a competitively
neutral basis. The FCC has authorized recovery of these costs through a monthly
Local Number Portability End User Charge, which will appear on your bill.



** BELLSOUTH =** Page 6
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000

Detail of Adjustments
Listed below is a summary of the Adjustments, found on page 1 of the bill.
These adjustments are shown by date and the company making the adjustment.

Date Adjusted Company
21. Jan 5, 2000 N -+ 4 .21CREDIT
Total AdJUSEMENES ...t ittt iee i ta s tr e s st nnana s 4.21CREDIT



** AT&T ** ' Page 7
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000

AT&T Messages

Switch to AT&T Residential Long Distance Service and
Get a Special Bonus.

Switch to AT&T today and you'll receive a gpecial bonus of
up to 180 minutes of domestic direct-dialed long distance
calls from home -- FREE.*

You'll also get a great long distance rate with the AT&T
One Rate» 7[ Plan: State-to-state long distance calls from
home are just 7[ a minute -- 24 hours a day, 7 days a week.
No more watching the clock or waiting for rates to go down.
With the AT&T One Rate 7[ Plan, the rate is the same no
matter when you call -- morning, noon, or night. All for
a low $5.95 monthly fee.**

See the enclosed insert for details! Then call
1 800 242-1019, ext. 81324, tcoday to switch to AT&T
Residential Long Distance Service.

*Up to 30 minutes per month for your first six months.
Unused minutes for any month cannot be carried over to
subsequent months. Other restrictions apply.

Offer expires 11/15/00.

**In-gtate rates vary. Other restrictions apply. Rate
excludes Carrier Line Charge and Universal
Connectivity Charge. State charges may apply.



** Zero Plus Dialing, Inc. ** Page 8
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Jan 20, 2000
For Zero Plus Dialing, Inc. Billing Questions, Call 1 888 371-0724

Detailed Statement of Charges
Miscellaneous Charges and Credits Amount

561 743-9774
Service Provider - FRONTIER

Date

1. 12/14 ZPDI CREDIT ... ..''vvimeneeannnnnn. [ [ .34CREDIT I JL20 0 @Q00sz
Total Miscellaneous Charges and Credits ................ e e .34CREDIT
Taxes Amount
Taxes on Regulated Services

2. Federal TaX .......uiniiiiit it et aaen e et iaansaaaeaans .. .01CREDIT
Total Taxes on Regulated SErviCes .........cuiiieuenrennnanneannnnn. .01CREDIT
Total Taxes .............. e e Cee e et .01CREDIT
Total Zero Plus Dialing, Inc. Current Charges ...........eeeenn.n .35CREDIT

This portion of your bill is provided as a service to Zero Plus Dialing, Inc.
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** BELLSOUTH **

CURRENT
CHARGES

DUE BEFORE

Mar 13

AMOUNT OF
LAST BILL

$259.55

ImportantNotice (s)

ELIZABETH LEGARE
Account Number:

Bill Period Date:

LESS
PAYMENTS ADJUSTMENTS
$71.00 $0.00

Page 1

561 743-9774 841 0457

Feb 20,

CURRENT
CHARGES

$121.42

2000

TOTAL

AMOUNT
DUE

$309.97

Late Charge Reminder: A $1.50 additional charge will apply to any unpaid balance as of Mar 20.

If you incur a Late Payment Charge,

any unpaid balance.

Nonpayment of Regulated Charges may result in disccontinuance of service.

an additional Interest charge of 1.5% will also be applied to

Failure to pay

unregulated and certain other charges, all of which are identified by ** on your bill, will

not result in an interruption of local service.

obtained by calling 780-2355.

Please make check payable to BellSouth in U.S.

CURRENT

CHARGES PAST DUE
DUE BEFORE AMOUNT
Mar 13 $188.55

P.O. BOX 33009

CHARLOTTE NC
28243-0001

TOTAL AMOUNT
AMOUNT DUE PAID
$309.97
334789342539
X

funds.

561 743-9774 841 0457
Feb 20,

0322 R60

ELIZABETH LEGARE

9553 159TH CT N
Jup FL

5619743977484104503220016004011000000000000188550000030997

33478-9342

2000

The amount of Regulated Charges may be



#* BELLSOUTH ** ' Page 2
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Feb 20, 2000

Helpful Numbers
BellSouth Telecommunications, Inc. (BST)
NOTE: Numbers for other companies are listed on their bill pages.

RIGhETOUCh» SerVICE .. i i it e ittt s ettt casnnnn 1 800 B826-6290
A quick, convenient, automated, 24 hour customer service.
(See "Messages" section for details.)
Please protect your RightTouch» Personal Access Code (PAC): 4489
Billing Questions or to Place an Order:
If calling from within the Florida BellSouth

SEIVICE ATEA .. i v tvtvtnintonenennenennecaeecanseasssnssnsesnnaens 780-2355

If calling from outside Florida or cutside the

Florida BellSouth ServiCe area ............ieeeennernoaanannsenns 1-800-~753-0710
Repair:

If calling from within the Florida BellSouth service area ....... 611

Detailed Statement of Charges

Service Provider Summary
Listed below are Local Toll and Long Distance Providers for your line(s).

Line Number Local Toll Company Long Distance Company
ALL LINES CABLE & WIRELESS COMM. CABLE & WIRELESS COMM.

Service Provider Contact Number

CABLE & WIRELESS COMM. 1 800 486-8686

Monthly Local Service Charges Amount

Monthly Local Service - Feb 20 thru Mar 19

Basic Services Quantity
1. FCC Local Number Portability Line Charge - Line 3 ... 1.05
2. Residential Line 2 ... 20.10
3. Residential Line 1... 10.05



** BELLSCUTH ** Page 3
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Feb 20, 2000

Detailed Statement of Charges

Monthly Local Service Charges (continued) Amount
Basic Services (continued) Quantity
4. Emergency 911 Charge. This charge is billed on
behalf of Palm B¢ Unic County. # . * .90
5. FCC Charge for Network Access 1. 3.50
6. FCC Charge for Network Access for Additional Line 2 . 12.14
7. Telecommunications Access System Act Surcharge 3. *x .27
# Quantity may not apply to this service.
Total BasSiC SeIrvViCEeS . ...ttt ie ittt aneeas e eiatatnsnnosnnans 48.01
Cptional Services Quantity
8. Call Waiting 1., 4.10
9. Listing-Not in Directory or Directory Assistance 2 ... 2.90
10. Call Block (*60) 1 ... 4.00
11. Caller ID Name and Number Delivery with
Anonymous Call Rejection 1 ... 7.50
12. Inside Wire Maintenance Service Plan 2 ... ** 7.90
Total Optional Services ..........c.iiiiiiiiiiiiiiiananennncnnnens 26.40
Total Monthly Local Service Charges ..........cciennncnrncennnns 74.41
Local Usage Amount
Local Usage Summary for 561 743-9774
Local Message Usage to the Expanded Area
Calls Rate Charges
2 .25 .50
13. Local USage SUMMATLY ...t ronronaeansenenanssnrosensnanns .50
Total LOCAl USABGE .t iuititntiinieciaeaaesaneeetsssannssennanesanns .50
Other Charges and Credits Amount
14. Late Payment CHarge .......eviiinnneneannoraaensnnnsananns 1.50
15. Interest Charge on Unpaid Balance ............cccocevannnn. *x 2.47
Total Other Charges and Credits ......... .t iiiiiinenennannnn 3.97

’\ e
‘. :n
\3



** BELLSQUTH ** Page 4
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Feb 20, 2000

Detailed Statement of Charges

Taxes Amcount
Taxes on Regulated Services

16. Federal TaX . ...t oin e e e eaaneeatnennnroecensaananenn 2.07

17. Florida Gross Receipts Surcharge ..............cc0ciennnnn. .91

18. County Tax .................. et e e e Ce ot s e e e 3.48
Total Taxes on Regulated Services ...........icuiiinnnnrnnnanennn 6.46
o = B R - - 6.46
Total BellSouth Current Charges .............iiceiiuinianrnnsnsenns 85.34
Messages

BellSouth is making your life simpler!

BellSouth» RightTouch» service, our automated, 24hour customer service system, is
an easy way to do business with us. Use any touchtone phone tc confirm receipt of
your last payment, make bill payments, order services like Call Waiting and Caller
ID, request a copy of your bill, order local telephone directories, disconnect your
service, or check your account balance.

To perform many of the functions listed above, you will need your fourdigit
Personal Access Code (PAC) located in the Helpful Numbers section of your bill or
the last four digits of the social security number associated with your account.

We even provide help on how to use telephone features. To use RightTouchs service,
call 1 800 826-6290.



** BELLSOUTH ** Page 5
ELIZABETH LEGARE
Account Number: 561 743-9774 841 0457
Bill Period Date: Feb 20, 2000

Messages (continued)
You May Be Eligible For Low-Income Assistance

Low-income assistance for phone service is available to qualified residential
telephone subscribers. You may be eligible for the BellSouth» Lifeline assistance
plan if you currently receive income-based benefits from a plan such as Food Stamps,
Medicaid, Supplemental Security Income (SSI), Federal Public Housing/Section 8,
Temporary Assistance to Needy Families (TANF) or Low Income Home Energy Assistance
Program (LIHEAP).

The purpcse is to make telephone service more accessible to customers whom otherwise
might not be able to afford it. Qualified residential subscribers who apply for the
Lifeline plan will receive a credit on their monthly telephone bill. If you know
somecne else who may be eligible, please tell them BellScuth may be able to help
them get service at the reduced rate even if they have prior u