FLORIDA PUBLIC SERVICE COMMISSION

Capital Circle Office Center ® 2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850

MEMORANDUM

MARCH 20, 1997

TO: DIRECTOR, DIVISION OF RECORDS AND REPORTING (BAYO)
FROM: DIVISION OF LEGAL SERVICES (mpnppsn)bc/mdb @/

DIVISION OF COMMUNICATIONS (ISLER) Ajc
DIVISION OF CONSUMER AFFATRS(DURBIN) éﬁ’ N

RE: DOCKET NO. 9§#551-TI - DISCOUNT NETWORK SERVICES, INC. -
INITIATION OF SHOW CAUSE PROCEEDINGS FOR VIOLATION OF
RULE 25-4.118, FLORIDA ADMINISTRATIVE CODE, INTEREXCHANGE
CARRIER SELECTION

AGENDA: APRIL 1, 1997 - REGULAR AGENDA - INTERESTED PERSONS MAY
PARTICIPATE

CRITICAL DATES: NONE

SPECIAL INSTRUCTIONS: S: \psc\cmr\m\-

CASE BACKGROUND

Discount Network Services, Inc. (DNS) is a provider of
interexchange telecommunications service and was certificated on
October 12, 1995. The company holds Certificate No. 4077.

In a previous case, the Commission issued Order No. PSC-96-
0721-FOF-TI on Mav 29, 1996, requiring DNS to pay a $250 fine for
failing to inform the Commission of its new address, telephone
number, and contact person within 10 days of the change. The
company paid the $250 fine, provided staff with the required
information, and the docket was closed.

Between January 1 and November 30, 1996, the Division of
Consumer Affairs received a total of 72 complaints against DNS
concerning unauthorized carrier changes (slamming).

Staff opened this docket with the intention of recommending
the Commission order DNS to show cause why it should not be fined
or have its certificate cancelled for slamming violations. Prior
to staff filing a recommendation, the company’s attorney contacted
staff and asked that we delay filing the recommendation to allow
DNS time to file a proposed settlement cffer.
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At the February 18, 1997 Agenda Conference, the Commission
deferred this item to allow staff time to gather additional
information from DNS.

On March 18, 1597, DNS issued an amended settlement offer.
Staff believes that the company’s amended settlement proposal is
fair and reasonable, and adequately addresses staff’s concerns
regarding the slamming complaints. This is staff’s recommendation
to accept the proposed settlement offer.
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DISCUSSION OF ISSUES

ISSUE 1: Should the Commission accept the settlement proposed by
Discount Network Services, Inc. in lieu of requiring the company to
show cause why it should not be fined or have its interexchange
certificate number 4077 cancelled for violation of Rule 25-4.118,
Florida Administrative Code, Interexchange Carrier Selection?

: Yes. The Commission should accept Discount
Network Services, Inc.’s proposed settlement offer, forego a show
cause proceeding, and require the company to file a report with
staff within 45 days of the date of issuance of the Commission’s
Order, which explains when the credits and refunds were issued.

STAFF ANALYSIS: The Division of Consumer Affairs received a total
of 72 slamming complaints against DNS in an ll-month period. The
majority of the customers contacting the Commission advised that
DNS’s telemarketers were misleading and that the customers were led
to believe that they were speaking with AT&T representatives.

Prior to staff filing a recommendation to initiate show
cause proceedings, the company’s attorney, Mr. Lance Steinhart,
contacted staff and advised that a settlement proposal would be
forthcoming.

Staff subsequently filed a recommendation to accept DNS's
settlement offer; however, the recommendation was deferred at the
February 18, 1997, Agenda Conference. Since then, staff has been
in contact with Mr. Steinhart numerous times in an attempt Cco
negotiate an amended settlement proposal. On March 18, 1997, staff
received the company’s proposed settlement offer (Attachment A).

Discount Network Services, Inc.’s proposed settlement
offer can be summarized as follows:

1) Credit customer billings in the amount
of $8,631.59 in accounts receivable. (DNS has
already taken this action.)

2) Refund to customers wi:chin 30 days all
previously collected revenues in the amount of
$10,062.37.

3) Effective February 1, 1997, removed all
references to AT&T in its telemarketing
scripts and implemented an employee training
program.
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4) Promise to comply with all Commission
rules and orders.

5) Promptly refund or credit customer
billings for the PIC change fee for any other
Florida consumer who complains that their
service was switched without proper
authorization.

6) Promptly refund or credit customer
billings for the difference between the
consumer’s preferred carrier and DNS’ rates,
if any, for any other Florida consumer who
complains that their service was switched
without proper authorization.

7) Provide a detailed billing report of
the customers who filed FPSC complaints.
(Attachment B)

8) Pay $5,000 to the Commission within 90
days of the date the Order becomes final.

Concerning the first condition listed above, the company
has already issued the credits and they appeared on the March 3,
1997, billing cycle.

Concerning the second condition listed above, the company
advised staff that it had billed and collected $10,062.37 from the
customers who complained to the Commission. Therefore, refunds
will be processed to those customers within 30 days from the date
the Commission’s Order is issued.

Concerning the eighth condition listed above, the $5,000
contribution will be deposited in the State General Revenue Fund
pursuant to Section 364.285 (1), Florida Statutes.

In addition to the above conditions, staff believes DNS
should be required to provide staff a report within 45 days of the
date of issuance of the Commission’s Order, after all credits and
refunds have been issued. The report should explain when the
credits and refunds were issued. With the addition of the report,
staff believes the settlement offer proposed by DNS adequately
addresses the slamming complaints. However, if the Commission
staff fails to see an improvement in the number of complaints, we
plan to open a separate docket to address them. Therefore, staff
believes the $5,000 contribution DNS has agreed to pay should be
accepted and forwarded to the Office of the Comptroller for deposit

S e
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in the State General Revenue Fund pursuant to Section 364.285 (1),
Florida Statutes.

ISSUE 2: Should this docket be closed?

¢ Yes, this docket should be closed with the
approval of Issue 1, remittance of the $5,000 contribution for
deposit in the General Revenue Fund of the State of Florida, and
receipt of Discount Network Services, Inc.’s report to staff within
45 days of the date of issuance of the Conmission’s Order.

STAFF ANALYSIS: If the Commission accepts staff’s recommendation
in Issue 1, upon remittance of the $5,000 settlement by DNS, and

receipt of the company’s report to staff, this docket may be
closed.
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Lance J.M. Steinhart

Altorney At Law
6455 East Johns Crossing
Suite 285
Duluth, Georgia 30155
Also Admitted ia New York Telephone: (770) 232-9200
and Maryland Pacsimile: (770) 232-9208

March 18, 1997

VIA _FACSIMILE AND
EIRST CLASS MALL

Beth Culp » Baq.

Florida ic Service commission
2540 Shumard Oak Blvd.
Tallahaassee, Florida 32399-0850

Re: Discount Network Services, Inc.
Docket No. 961551~-TI

Dear Ms. Culpepper:

Pursuant to my discussions with Paula Isler of your office and
to address Commission concerns, on behalf of Discount Network
Services, Inc. ("DNS"), I am hereby making this revised offer of
settlemant in the above-referenced matter.

In regard to the Florida customers which filed complaints with
the Commission in 1996, DNS collected revenue in the auount of
$10,062.37. As of the end of January, DNS had accounts receivable
of approximately $8,600 (intrastate, interstate and international)
for such customers. DNS In light of the foregoing, DNS proposes
the following:

1. Credit customer billings in the amount of the
$8,600 in acocounts receivabla. Please note that
DNS has already processed these credits.

2. Return all collected revenues (interstate,
intrastate and international) in the amount of
$10,062.37 to customers. These refunds will be
processed within 30 days.

¥00/200@ JMVENIELS FONV1 8026 2CZ OLL IVd €T:8T  L6/8T/%0
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Beth Cul , Esq.

Florida ic Bervice Commission
March 18, 1997

Page 2

3. Remove all references to AT&T in its telemarketing
soripts to insure that all customers are
affirmatively selecting DNS as its long distance
ocarrier. DNS ceased using AT&T's name in its
telemarketing as of February 1, 1997 and DNS
promises to immediately institute an employee
training program. Please see the attachments to
this letter which include a letter from Patrick
Corrigan, Presildent of DNS, a revised tape
verification script without reference to AT&T, and
new sales and verifiocation procedures.

4. DNS promises to comply with all Commission rules
and orders.

S. DNS will promptly refund or credit customer
billings for the PIC change fee for any other
Florida consumer who complains that their service
was switched without proper authorization.

6. DN8 will promptly credit customer billings for the
difference between the consumer's preferred carrier
and DNB' rates, 1f any, for any other Florida
consumer who complains that their service was
switched without proper authorization.

- DNS will provide a detailed billing report to the
Commission for the customers which filed complaints
with the Commission.

8. DNS will pay $5,000 to the Commission within 90
days of the adoption of this settlement by the
Commission.

voo/c00@ JUAVENIALS HONVI 8036 ZCZ OLL IV 6T:0T L6/BT/C0
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Bath Culp + E8sg.

Florida ic Service Commission
March 18, 19587

Page 3

This offer is made for settlement purposes and is not to be
used against DNS in any pending or future proceeding. DNB neither
admits nor denies any wrongdoing.

Please reaturn a stamped copy of the extra copy of this letter
in the enclosed preaddressed prepaid envelope.

If you have any guestions or if I may provide you with any
additional information, please do not hesitate to call me.

Sincerely,

anminhart , Esqg.

Attorney for Discount
Network Services, Inc.

Enclosures
cc: Mr. Pat Corrigan
1LJ8/as

vo0/vo0@® JUVHENIZALS HONV1 8026 TET OLL IVd BT:0T LE/8T/C0
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DISCOUNT NETWORK SERVICES INC»
20217 Ann Arbor Trall « Ste 101

Dearbom His, M| 48127

313-982-3001
Fax 313.982-3014

(i}

Januvary 30, 1997

Lance Steinpart

500 Northpark Town Canter
1100 Abernathy Road
Suite 112

Atlanta, GA 30328

Re: Flerida PSC

Dear Lance,

Following up and confirming our previous conversations, effective
February 1, 1997 we will be making numercus changes to our selling

and verification procedures for all orders sold in the state of
Florida.

Attached please tind an overview for the new procedures and our new
verification script. As I stated before we have dropped all
references to "AT&T' during the verification process. Apparentl
there was Loo much confusien created this past year when our staf

tried to explain to the customer how a reseller of a major carxier
operates.

Although we are instituting these new procedures immediately, we
may still have somc customers in the "pipe-line” at AT&T that have
not vet received an invoica. Hopefully there will be few, if any,
customer inquires between now and when these customer receive their
first invoice.

We feel very confident that these new procedures will eliminate
virtually nl1 customer complaints in the future.

Thanka for your asgisarance.

Business Long Distance Service Utilizing the AT&T Network

S (9] WdOE:p0 LE-RE-I0 viec 786 £1€ SIDINYES DRIOMLIN

800/800 JUVHNIELS HONV'I <026 869 OLL XV4A SF:IT

LB/80/€0



Attachment A
Page 5 of 7

TAPE VERIFICATION SCRIFT

HELLO, MR/MRS. | e —— THIS IS FROM
NRETWORK VERIFICATION, 1 AM FOLLOWING UP ON YOUR PREVIOUS
CONVERSATION WITH: ABOUT THE LONG
DISTANCE SAVINGS PROGRAM THROUGH DISCOUNT NETWORK SERVICES
IN ORDER TO PROCESS THIS DISCOUNT PLAN WE ARE REQUIRED BY THE
FCC TO RECORD YOUR AUTHORIZATION.

TITIS WILL ONLY TAKE A COUPLE OF MINUTES, AND WITH YOUR
PERMISSION | WOULD LIKE TO START THE RECORDED PORTION NOW.

1. DID YOU RECEIVE AND REVIEW THE INFORMATION SHEET SENT TO YOU
BY ,[SALES REPRSENTATIVE NAME)

2. COULD YOU PLEASE CONFIRM YOUR COMPANIES NAME AND PHYSICAL
ADDRESS ?

3. 18 THAT ALSO THE BILLING ADDRESS ?

4. YOUR COMPANY WISHES TO CHANGE YOUR LONG DISTANCE SERVICE
T0 DISCOUNT NETWORK SERVICES ?

8. 111l TELEPHONE {INES THAT WILL PLACED ON THIS PROGRAM ARE:
1LIST 3TN AND WTN'S
6. YOUR COMPANY'S AVERAGE LONG DISTANCE BILL PER MONTH IS?

7. YOUR POSITION WIT H YOUR COMPANY IS . AND YOU ARE
AUTITORIZED TO CHANGE YOUR COMPANY 'S LONG DISTANCE CARRIER.

8. THL SAVINGS PROGRAM V.ILL BE BILLED THROUGH DISCOUNT
NEIWORK SERVICES. YOUR LOCAL PHONE COMPANY MAY CHARGE YOU
$5.00 FOR THE PIC CHANGE, WHICH DNS WILL REIMBURSE.

9. THIERE WILL BE A WELCOME PACKAGE SENT OUT WITHIN A WEEK IF
YOU 1{AVE ANY QUESTIONS AT THAT TIME, PLEASE CALL THE 800 #
INCLUDED IN THE PACKAGE.

— 10 -

v (9] WdEZ1P@ L6—QE-10 PIRE T86 £1€ SIS HEoML=N
JAVENIALS
ONY1 2026 860 OLL XV4 9F:T1T  L6/90/%0
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. NETWORK SERVICES 313 982 3014 01-38-97 ©4:29PM (8] #2

SALES AND VERIFICATION
PROCEDURES

1. Imitial Sale

A. Sales representatives are responsible for explaining
the long distance program to prospective customers.

B. Sales representatives must either fax or mail
information sheet to all prospects that wish to change
long distance service to Discount Network Services.

C. Orders can only be submitted to the verification

center after confirmation that the perspective customer
has reviewed the information sheet.

2. Verification Center Procedure

A. Verifiers

1. Orders submitted by sales agent must be verified
within a 24 hour period from the time delivered by the
sales agent.

2. The verification script must be followed.

3. If the customer has questions regarding service DO
NOT STOP TAPE, answer the question, and if the
customer still wishes to change service continue with the
verification. :

— I =

200700 JHVENIZLS HONVI 2026 60 OLL XVd OF:IT  LB/90/€0
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. . Attachment A

= NETWORK SERVICES 313 982 3014 21=30-97 ©4:29PM 6] u3

4. Please keep a detailed log sheet of the orders that are
verified. This log sheet will be used to locate the tape if
there is a PIC dispute.

5. Clearly mark orders that do not verify, with a detailed
explanation of why the customer did not want the service.
This will aid the sales agents in the future.

B. Supervisors

1. Supervisors will be responsible for 5 verifiers.

2. Please make sure that verifiers follow the script, and
are completing the log sheets correctly.

3. Review the orders that do not pass verification for
weekly meetings with VP of Sales at Discount Network
Service .

4, Report any major discrepancies with manager 8o that

problems can be handled immediately with Discount
Network Services.

oot

£00/8000
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NETWORK SERVICES 313 982 3014 03-18-97 11:52AM (e8] #1

NETWORNX
20217 Ann Arbor Trall » Ste 101 L{v/
Dearbom His, Mi 48127
313-882-3001
Fax 313-982-3014
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DISCOUNT NETWORK SERVICES INC,

mmmmummm

ACCOUNT BTN COMPLAINT S  Name

NONE 61371289 13190m
NONE 434843748 vzeram
None 547850807 131988
Nona 43442077 131954
Nohe Mrazyamn 132514
None 044760113 137480

s00/c00@®

AMERICAN INSURANCE ADM, GROUS $0.00
AMERICAN SPEEDY MRiNTING o
BACKWATER maRING £0.00
INDEPENDENT INVENTORY SERVICE $0.00
OCALNS BREEDERS FEED & SUPPLY $0.00
SANDPIPER SPORTSWEAR $0.00

14 -
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NETWORK SERVICES 313 982 3014 @3-18-97 11:51AaM (88] #3
FomoA PUBLIC SERVICE COMASSON REPORT
DISCOUNT NETWORK SERVICES INC. @
ACCOUNT BTN COMPLAINT # Name PAYMENTS ADJUSTMENTS TOTAL CHARGES
Tozesd? algutans? 130an CROSSOON ENTERPRISES B0 (52.18) W
TZASE0 EPY-SE58 1082TOY LOUISES POOL MAUNTENANCE $umw (339.38) =g
TEHOS WS-238-3816 11MNA VARLEY ING. $0.00 (514.19) s14.1a
TRS03TY 3069202678 1072411 WEBLEY & WESLEY ENTERPRISES 000 (34409 6208
50818 OTIDHO 1208 ZYTEK INC. [T A ) ®wr.m
7580584 ATETHEM  12116M ALLEN BAW €O, .00 @#57.19) wrae
Tesogrs 4077288908 1TH2AIN PR MNL CENTERS OF AMERICA e (5149.30) 222
TRO0E0A B51-734-2803 10T DOAN AND GO, $0.00 (3107.04) $107.04
TeEvoRY BAETENY WA RUMIAZL CORSPAMIZE (33%59.57) w1260 1T2se
o813 8044324079 1104201 CHARTERS BY TUCKER 9000 (30.99) $6.56
e 362-5711084 139068 PRIEST PEST CONTROL $0.00 (523.54) 525.34
Tempte oESMSMTY 1TZReE COUNTY WIDE ELECTRIC " $0.00 $138.97) $iasg7
TSN AOT-000-0345 190071 JACHSOH CNGINEERING & MANUFACT (B8 00) (9834 40) R
Tesdan 047354098 195720 GALE BYATE MASTER .00 (3257.19) $257.9
woTIT? PIS2000 1V PETAL MEAVEN ($1a.5m $0.00 376.50
8007441 lﬂ-ﬂl-;ll nme DCESIGN TRAVEL INTERNATIONAL IN #100.50) (311259) 5211250
8007068 004-720.5430 1120821 INTERNATIONAL BARTENDING INST) @304.3W) 0.00 550439
CO41606 554-748.0708 1305981 KETRAN INEURANCE BYBTEMS $0.00 310,79 17
8041523 WI-TIAMT 124079 THE ALTERNATIVE PROGIRAM ING ($3.48) 5729 £90.69
2042054 4072503447 120408 ALTHAN (¥s0.00) a2 S~}
8042158 WRINN TR HOG/ N & SONS ING $u.c0 sa9.ay) nen
A ATTE0126 V30200 COUHTAMN ENTERPISES (54157 $0,00 541,87
W NATIRATED VATH Jia MAANUM CONSTRUSTION $0.00 (32091 $am
8078528 BO4ATT-5000 1368001 ERIC OLEATON REALTY 80,00 (520,35) 32038
8077051 I2-TOO-4I86 13028 M &M PMENTEL 30.60 (v58.29) B
2aTTOSS B04-094-1314 1100881 BUDDY PCAWELL CONSTRUCTION 2090 (99.09) 9009
WTTITS 041-857-8080 107081 RANBOW FLORIST $0.00 ($90.7) $0.12
[ ra-ed S81-30T7.8242 V2ASTOT ACTION AIR CONDITIONING & HEAT $0.00 (320.38) §20.28
[y SOE31307 180901 LEO BLOOM REAL ESTATE (3110.08) 20.00 211080
083597 804-262-4368 12130 RART JONBS BCHOOL OF REAL TSTA (576.08) $17.12) a0
100688 407-862-1969 133107 CAMBLE REALTY %0.00 (s8.8%) 5589
NN Wisesauq V36T TUE MART INC #.00 ($310.69) $310.88
50029 A0TAZAINET LIATAN DIOCESE OF CENTRAL PLORIDA (%1208 29) ¥0.00 sizouas
168118 4OT-E78-4084 126208 NEW LIPE WORSHIM (¥a3.64) %0.00 PR .6a
sy WLIATEAB68 116N ANERICAN RED CROSS @847 (1100 03
8160688 004-867-2289 1201091 COQQINEG INFURAMOE AGENCY w1aay) (819.42) 208
Biss708 oedTeN1 137128 FOF SHUTE ORGANIATIONAL &' C8. (¥10.08) w2110 12

—15-
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NETWORK SERVICES 313 982 3014 @3-18-97 11:51AM [88] #4

PLORIDA PURLIC SERVICE COMMISSON REPORT
ST 2044790607 1227801 ALL STATE INSURANCE (3108.19) ®a.am S100.48
sezss SA-ETBO18S 13842 DJS AUTO SALES $000 s.n mar
E208200 WS-I2-6320 130847 GARD DISTRIBUTING CO (380,00 (351.20) s1.20
Ros217 305-583-9901 1zl FAST FLOW INC ee282) (51.208.81) $2.100.0
EZoa3sd 3038566510 199148 ADSLE PaUL HARCLD OFTICAL 50.00 ($88.0%) $56.08
2003 40787901 177302 COVENANT CHRISTIAN SCHOOL (365.08) ($22.47) 59047
407-551-2538 132408 ORLANDD HOSE & FITTINGS INC ($721.81) (9425 58) $1.4700
217Em 13763301 138162 FASSON BALVAGHE & EQUAPMENT (39027 oo 80327
m11484 52-142-0073 1384TH JAYMARK BUILDERS & DEVEL (s407.90) 78.21) a8
21145 5042502275 1200511 SMITH FURNITURE NG (14.46) $0.00 31440
2une San-455-3111 13093 BAY WEST NURSERY @75.30) ($e93n $164.76
| ovar/] $41-750.55Te 12808 SOUTHWES | FLORIDA FRANCHISES (3127.84) (sa8.2y 21307
21249 B54-5160044 1300580 GUTTERS A SHUTTERS INC (4.82) (33458) $39.50
2878 40T4T-TEIS 123M200 COoLNs GO (se0,8m) (880.41) 2
2ue07 $FlE.Tae 129128 OVELLETTE SVC CO $0.00 (52507 sasoz
szea E5V-ET-1995 131003 MARINE CONSTRUCTION INC $0.00 (310.49) 510.40
Ler -] 551-855-2464 443139 PALMDALE OIL CO INC W ($100.52) §100.02
B220029 135350008 1380841 OESTINATION MARKETING 4 BVE IN (s6a1.81) @1 .e81.802) 211283
2605 813-026-1070 1323821 SERIGRAPIC ARTS INC 50.00 (543.29) $43128
B2r8269 S04-280-48580 REMax REAL ESTATE SPECIALITY (587.84) F2923) 9407
B229059 410475185 132138 SPECTRUM COMMUNICATIONS [NC (3160.00) (3217 04) $377.0¢
768508 SO4-4IT-5Z90 136730 CHARLIE CODO STATE FARM INSURA @3312.19) $0.00 bty AL
8263318 904.045.4545 13287H STATE FARM INS, 3180.00) (389.29) 21828
318457 15509900 138T8D PAYROLL 1 INCORP. (81,372.41) $0.00 $1a72.41
3107 2130495047 179240 JESSE'S MOVING SVU $0.00 (3070} 5870
[ -] S41-283-1728 1304431 FLORIDA MARINE CONSTRUCTION $134.33) (351.47) $185.00
L] 3052042000 142578 EMERALDS INTERNATIONAL 2000 (331 84) 331684
B335 305-852-9500  135609) KT.T. ENTERPRISES INC BT .82) (3880 21) 1L
8343965 SOT-HTO-Z242  fRIREM VIP MANAGMENT GROUP INC (131 F3)) 30.00 516221
344150 BIBAD4ATID 1362001 UNVERSITY PRODUCTS INC $0.00 (35049 $00.49
Ba44153 B13-063-1158 138261 BARTER WORLD USA $0.00 (s83.8) 383.62
D 1867 904-823-2243 1370901 LEWIS PUNERAL HOME $0.00 (596.89) 95,09
Bazend? 12.292-1978 13041N AAA TAXI AND LSO SO $0.00 {387.46) t )
B420054 B13-538-7004  140404) PRIMEDCO (378.00) (32787) RalrE -]
8430748 B 4947503 144038/ DE SOTO APPLIANCE $0.00 ¢11.76) TS
0430802 9640072208 136885 LEIGH ROBINSON KERR & ASS0C. | (s67.39) $0.00 5738

TOTALS (370,062.37) (85,621,59) $10,693.88

£00/500@ ¥ JUVHNIELE HONVI 8026 ZCZ OLL XVd SC:CT  LB/CT1/C0
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