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lEPORE THE FLORIDA PUBLIC SER\'ICE COMMISSION 

PREFILED REiVlTAL TESTIAtON\' OF JANE KING 

ON BEIIALF OF 

MCI TELECOMMllNICATIONS CORPORATION 

DOCKET NO."''IIJii£-lli 

J ..... .., '~. 1991 

PLEASE STATE VOUR NAME AND UVSINESS ADDRESS. 

My 111m1 is Jane M. kini and my busines5 addre~s is 1200 South Hayes Screct. 

ArliR&ton. Virainia 22202 .. 

.. . 
HAVE YOU PREVIOUSL\' FIL£1) uuu:c,· Tt:STIMON\' IN TillS 

IJ DOCKEn 

1-' A. Va . . 

16 Q. WHAT IS THE PURPOSE Of \ 'OliR R[UlJTfAl Tt:STIMONV! 

17 A. The purpose of my rebuttallcstimon)' is 1t1 •cs,Hmd ,,1 lh~ tcstimun~· uf ,,I her pa1.ies 

I 1 to this docket. principaHy the Otlic~ of Puhli"· C oun~l. ah~ S&Htl' ufth~ C onunission. 

19 and BeiiSouth. lal10 rapond 10th~ chan!lc:. I hill tlk.' Cunuuissil)l1 has mad~ 10 the 

2u proposed rule since the draft 1"-t existed at tl~ time my direct testimony was filed. 

21 

22 Q. WHAT DO YOU SEE AS THE DRIVER OF Tit£ TESTfMONV fiLED BY 

2.1 THE COM"USSION STAFF AND PIIBll(' COVNSEL! 

'2-4 A. The proposed amendments ofahe slatl"and Public' c·nunscl Hre a rcac1ion an the 

2:'1 anecdotal stories told Ill t~ c,.,mmis!iiun durin!_.! the 1)Uhlk h~••rinlfs ;md intC.umarion 

~ 
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receiwd by the saaffin course ofhandlins consumer complaints in Florida. What the 

2 lllft'llld PUblic eoUnael have failed 10 recGJRiZC is the "silent majority" •• I hole 

l cu•omen who IUCtellfblly, cuily and knowinsly chang~ lheir PIC and C)(perience no 

.a problems. This happens 99. 9Se;. of I he linw. ae4:ording to MCTs experience on a 

! llllional buis. To rldically chMse the Commission's rules for • process thai is 

6 buically not broken. but may be in need oftweakins or addilional enforcement, leads 

7 to ~and unf'oraeen resul11. MCI believes chat if adopted ;, ltlltl, lhe 
... 

1 proposed am.dments will not only thwan teJecommunicaaions competition. but also 

9 i~K:G~Wenience COIIIUmers and esaablish unnecessary barriers to th.-e and flexible 

10 choice. 

II 

12 Q. WHAT lARGER ISSUE DO VOU SEE WltEN EXAMINING TilE 
- •. 

13 PROPOSED AMENDMENTS 8\' STAFf AND PliBLIC COliNS£L! 

1.1 A. MCI undentands thai slammiiiJ is a serious problem in &his indust~ In ra:c:m ~cah. 

15 however. cert.ain carriers have yiven cunsumc:rs such a dillkult aimc ·· either through 

16 dulrging exorbitant rates. or stonewalling con10tnncrs whu c,lmplained abour 

17 slamming - thai all carriers are being subjecaed to proposals that would add 

II cnonnoualy to the coifs of doing business. This is unfair to I he carriers who make 

19 every efl'on to comply with the Commission's rules and ret~uiremenlli Alllhe rules in 

20 the world will nol eliminale the p.roblem if the olfc:nding carriers can operate for years 

21 ~ore their certific:ates are withdrawn and penahies are imposed 

22 

2l It Meml. however. that the Florida Commission. ils slaff and Public Counsel are 

24 ....,Cna up to this issue to ferret out the "bad act~..us·· What MCI does nor want ro 

2~ see happen is thai lhe Conunission throws out the hahy \\ 1th 1hc hath w~ttt~r and sutl.:!!> 
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the ..... e ....tc.tins aeaivities of responsillle companin This creates serious 

......._arid campelitive ilalea. Many of dw additional proposals of the Public 

Counlel end the·llaft'haw the ttroqa pocentialto deny amsumers in Aorida •sy 

ac:ccss to the carrier of their choice. while otfcrins linle in the: way uf addiuonal 

.. -

DOES MCJ AGREE WITH THE TESTIMONY Of TilE fLORIDA PUBLIC 

COUNSEL? 

MCIIUpportS the Public Counsel's contentiun ahat llitrictcr cntorccn'Cnl lor fraudulent 

PIC switches WOUld vudy improve con~mer c=xperh:ncc with ~lamming in Florida 

However, MCI believes t.., it is extremely imponant that the Florida Commission 

cWne •fiiUdullll• switches. MCI proposes that the definition include languase 

~na that an unauahorized PIC switch. in order ro be fraudulent must resull 

from an intenaional, knowin& action by a carrier to switch a he cus!'mk:r s sc~i~ 

without the customer•s c:onscnt. As all of the carrier comment~ un this procccdins 

mike dear, some PIC disputes are to be expected. panicularly in a highly .. 
,~ 

competitive. high chum industry. transacting millions of PI(' changes each month. 

The Commission would be most dl'ective if it dedicates ias effons to strict 

enforcement of national rules (which are pending wiah abe federal Communications 

Commission) and scrutinizes imensely ahose carriers whose PIC disputes betray 

fraudulent practices. As the Commission staff and rublic Counsel demonstrate. ahe 

bad acton not only alam consumers bul also make il nearly impossible for lheir 

"CUIIomers" to reach them. This resistance lo accounlabilily should be viewed as 
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another...,._ othudulenl practices. There arc other proposals of the Public: 

2 Counsel. however. that MCI does not aavee with. 

.. Q. DOES MCI SUPPORT THE P118LIC COUNSEL'S RECOMMENDATION 

~ THAT A.~CAUIERSSUBMITA MONTHL\' SLAMMING 
... 

6 CO~ RDoRT TO THE COMMISSION! 

7 A. No. MCI does not .,.,ort this recommendation because many complainas lbout 
;. 

a •........n,•. wt.. inYnlipted. prove not to be unauthorized switches. MCI knows 
'!-,..· .. ~ 

9 throuah many )an of researching LEf ·rqklned PIC di'f)llles. ,,ldche rc5Uils of a 

to recena IUIW)' in Florida. 1har LECs often record as sJams calls to Jhe LEC' by 
.. 

ll consumers expresaing di111tisfac:cion with th'--ir PIC. a desire tu switch carriers. or 

12 other PIC-related i5SUes thai do not constitute slams funhermore. a more acc:ura1e 

13 ..-.re of slamming stalistic:s must lake into aa:ount rhe twerall sales volume of 

u specifiC carriers. as is demons1rated by the Annual Repon C'ard of the Federal 

1~ Communications Commission (Auached as Rdxatr~f Exhibit JMK-3 Please see 

16 paae 24). 

17 

11 Additionally. the proposal creates anolher layer of unwieldy bureaucracy and 

19 

21 

22 

23 

25 

excessive reponinsand use of resources tor a 1ask I hat will no1 direcrly deter 

However. MCI rec:ommends rhat. should lhe Commissiun require reponing of 

slammina c:omplainrs. the repor1s should be quanerly from informalion filed with each 

carrier and no1 LEC-reponed PIC disputes. This is another reason why slamming 

lhould be defined in the Commission's rule. 
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DOES MCI AGU.E WITH THE PUBLIC COUNSEL'S FORMULATION Of .. 
LEC RESPONSl81LITV FOR MANAGING CONSUMER COMPLAINTS 

ABOUT SIAMMI~G! 

The Public Counsel's rccommendatiuns WllUid lead ru substantial abuses. both by 

LECs and by' ....,.ent of the wnsumer population. In the current environment, 

LECs haw a mudiJRIIler stake in rhe outcome of slamming oomplaints. LECs arc 

interested in fostering fear about chanae and establishing seeminly impenetrable 
~ . 

.hurdles (or COIIUft«< u 1 way of preserving intraLAT A and eventually local 

monopolies. LECs therefore should not be makin~ determinations about the 

lqptimlcy of slammina complaints. Pat1icularly h'lday in ca~s of intraLAT A PIC 

disputes. the LSC is an obviously interested pany AI the approprialc time in the 

future. BST will have 1 stake in the outcome of interLA T A PIC disputes and other 

LECs.IUCh u GTE. have 1 stake in the outcome today. 

WHAT ROLE SlfOliLD TilE LEC II,\ \'f. IN A PIC UISPliTE. IF AN\'! 

The LEC controls the switch. so upon oonsum~r requcsl. it must make th~ switch 

back to the original a~rrier. but all :else should be managed by the original. or 

autho:ized cmier acting upon C.onunission rules governing the responsibility of the 

slammed carrier. The lEC should not be in a position to resolve disputes involving 

PIC manges. as many ofitsjudgmcnts will undoubtedly be biased 

The Commission. in protecting rhe consumer interesl. needs co mak~ sure that the 

LEC property ·actminilters the No-fault tariff for PIC' disputes. With the No-Fault 

taritfin place. the disposition of PIC disputes should be coordinated by the ..:anier the 
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COIIUI*' Wlftled in the ftrtt place. the tarrier from which the aastomer has been 

........... 

DOES ,MCI AGREE WITII TilE to.DAV. OR TIIREE DILLING CVCLE, 

CHARGE BACK-PROPOSAL OF TilE PUBLIC COliNSEL AND STAFF! .. 
"'~:. 

"'~'"-
No. At IWed llbcwe. many alleged slams are no1 slams a1 all. In cases where error or 

household dispute or other problems occur. the 90-day cbargcback would be entirely 

in1pproprille. 'J'houah consumers are unders&andably very upsea when I hey receive a 

bill &om a clrrier no1 of their clkl<lsin~. the besl uulcum\" li.u ahc:m \\iu:n lhcy 

discover an uniUthorized switch i5 immediaae restoration hlii'M!ir ori1tinal carrier and 

compensatiOn'for any dw-ses in excess of those of their original carrier (re·rating of 

the calls). This approach to PIC disputes reduce:s the tension they create by quitk 

resolution that makes the consumer wiiOie. FunhemlOre. consumers should be 

encourapd to monitor their bills for PIC switches. and to repon any problems within 

the first billina cycle. panicularty because the: Commission J,n,puses a he inclusion of a 

bold· face disclosure of PIC switches on the thuu Jluniun ut' invuices to alen 

consumers of PIC switches. Consumers do have a res,xmsibility in this process 

The 90-day credit proposal. in essence. awards consumers lbr danaa1Jes incurred tbr 

alleaed slams. Moreover. becaute of timing issues. the consumer benefit would be 

arbirrary at best 

A more practical problem wiah the ninety·day Cor three billing cycle) proposal is the 

huge costs in administering disputes. In this context. a company accused of a slam 

..... --. 
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. WQUid ~eit Ill rwwnue unless it tiafus hard and proves that the install wa5 actually 

uhorized. T'hiiiCCnlriO creates a very hoaile environment for consumers. 

Melillo objecu to the proposal that consumers' bills shtltald here-rated (lo the 

rata of their orip..l carriers) for daar~Jes for the nine: month:> following the three-

monch lillina -· or 90 day1. CoNUmertlhould be eoo>ura1eed to monitor their 

own ICCOUnts 10 tt.t they will have clear control over managing their own choices 

The US COftiNII. in pllloli"'J the Telecommunication Act of 1<>%. directs the Federal 

CommunicationJ Commission to establish rules wherd>y th~ shunming carrier 

remunetatei the s&•mnlCd carrier l'l•r lllSl l'~v~nuc:s This pwpusal nmk~s sen~. 

because it r~ that the slammed carrie•· is also the \·ictim of slamming It also 

makes sense becau.e it encourages carriers that are frequently slammed to take action 

against the carriers guilty orthe slams. Under this propc.1sed requirement. coarriers 

will be assisting Commissions in polieing themselves. 

17 Most important from the standpoint of prutccting conMamc:rs. the florida Commission 

18 has the authority to enforce rules to protect consumers against slamming. to include 

19 hefty fines. Both Florida's and the FCC's n1les should ensure that consumers be made 

20 whole for unauthorized switches. but crediting policies that do more than make 

21 consumers whole encourage delay in reponing unautht" ized switches. or worse. 

22 outright consumer fraud. Ninety day chargd>ack3i \\'Ould encoural(e delayed reports 

23 of unauthorized switches. discourage reasonable consumer vi~ilance. and completely 

2.- undermine the Commission's purpose in requirina~ notification on the first invoice 

2~ followina a PIC switch that a switch has occulTed. 

7 
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MCI. ATAT and Sprinr have. in public forums. ac:knowlcdged 1ha1 some 

unauthoriad switches will occur. through error. no 111111er whalanli-slamming 

measures are ldopcod. Mel has nulcd thai. in ias own exp.:riencc. a n\ljonly of~ 

calied slims are not slams II all. buc are PIC' disputes occurrin» for a variety of 

reasons.IUCh u chanaed amnds. household disputes and similar reasons It is 

extremely important chat the Commission distinguish. in its rules. be1ween PIC 

disputes llld Jlammina. 

DOES MCI AGREE \VITII STAFFTESTIMON\' \\'IIICII STATES TIIAT 

THE CURRENT RULE. REQUIRING ,\ C:O~tPAN\' WIIICII HAS 

SUMMED A CONSUMER TO RERATE l'llt: t:IISl'OMt:K•s <:AU .. S TO 

THE RATES OF TilE PREFERRED (.'ARRIER. IS ISt:FFt:(TIVE! 

MCI does noc AIPft with the saaff'J proposed soluaion 1ha1 all charges by a sJamming 

Clrrier should be (orjiven. We understand altar consumers suppor1 I he concept of 

forsiveneu of all c:haraes and thai they are inconvenienced by mcidenu of 

unauthorized switches. However. MCI beliews lhat th~ &~Jlproach 1hat works besl 

'for consumers is 10 make sure they are made whol,. and do nol become p:twns in a 

dispute process involvinathe LECs. the slammin¥ carrier and the slammed carrier. 

For at this time. in this induSiry. the '"switch adminiscrator. anJ I he recorder of 

disputes". are LECs. whose self~interesl in the llutco•ne uf disputeli ili dear MCI 

sup pons the creation of a third pany "PI(' Adminisll'arur" \\ hich \\Uuld o"·ersee the 

PIC chanp and dispute mllliJC'llel'll proces~ Until such an Ol'l(anization is created. 

·~ 

,. 

:c.~· 

-•. :~ r 
,~~~~·~: 
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consumers becomo the victims of the dispute process itselfunl~ss the dispute is 

) 

4 For thi1 reuon. MCI believes thar the best tonnulation tor manayin1 the PIC dispute . 
' process hu been Ill forth by lhe Telecommunications Act of J 996 The Act directs 

6 the FCC to craae rules that dictate rhat the slamminy carrier refund to the slammed 

7 earner all r:eYe11.1e1 it collected by vinue of a "slam" This formulation Hives 1 stron~ 

K incentive to the ...,.._. carrier to 10 afh:r the slanunin~ carrier for lost revenue. but 

9 it does not CIUIC the llammld wnsumor to be cau!Jht in the middle of the dispute. 

10 The Act's requirements are ingenious in creatin1 a self-disciplining mechanism for 

11 cunlilina slams. 

ll 

IJ Q. DOES MCI SIJPPORT THE PlJBL.IC COl.lNSEL'S RECOI\11\tENDATION . . 
I.& THA'T PIC CHANG.ES BE I~IPLEI\IENTEU ONL\' AtiER \\'RI1TEN 

u NOTIFICATION liAS BEEN SENT 0\' TilE NEW CARRU:R TO TilE NEW 

16 CUSTOI\fER THAT :r'IIE SWITCII Will. OCCUR! 

17 A. No. This scheme would impose a unnecessary bureau~rati~ bmden MCI i..~lieves 

18 that imposition of this requirement would add enurmously to the ~ushi of doin~ 

19 business in Florida. Public Counsel i~ adn»cating a .. belt and sus~ndcrs·· approach to 

20 PIC changes which would impact customer expectations in a neg•tive way Indeed. 

21 today a .PIC chanae can be acxomplished within 24 hours and consumers have come 

22 to C);J)CCt and demand very quick installations s..> that they un take advamay,e of 

23 special promotions and low rates 

24 
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The COIU miaht be acceptable if the resulls warranted such measures. but we do not 

believe that slowins down installation would prevent serious incidents of slammin1. 
I 

In fact. any meuures that make consumers uncenain about timina& of installation adds 

to consumer eonfusion. All rnpon~ble ca!riers do mail a confirmation package u 

100ft aft• the-.. pouible. This mailing helps 10 limit the consequence or 

erroneous switc:hes. becaase the consumer is put on notice that the switch has 

occurred. Written nocifications. however. are not a panacea Consumers &end to 

read huaily. or set uidc for laaer reading. fulfillment packages or other notifications 

~· 

' 
If the Public Counicl's recommendation were made Ia\\'. MCI's sales scripts would 

need to be ch~nsed specifically for the Florida nutrket su tluu \W ~~.1uld -=xplain the 

delay in installation to new wstonlCI's This \\'Uuld r~'auirc new sysh:ms devclopmena 

and traininaofules and Qlllonterllie1'\o'ice rci>~"CS4:1ltilliws Once the order is 

processed. ·We would"have to modify our fulfillment stream Todoay. a fultlllmem 

package is generated once the order is installed Since: we would be holding the 

orders, we would need to develop sn entirely dillerent process for tultillment Eirher 
. . 

holding the ordn or sending it lhrough. \'l.'e w~luld han: au dc,elup state-specitic 

fulfillment packages 

MCI currently mails. within the week following the sale. a pa~kage welcoming our 

new customer and explainina&all the terms and cunditions applicable to the plan to 

which the customer subsaibed. If the customer receives this and does not wish to 

continue with MCI. or feels that the switch occurred in errur. the customer could 

switch baclc to the oriJinal carrier without additi,'lnal cost This prac'tice should 

Ill 

• . . ' 
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should be required o( all cairiers. in lieu of rcquirinl' urdcr10 uf iniilallation tu be 

delayed. 

DOES MCI AGREE WITII Til£ COMMISSION PROPOSAL THAT 

FLORIDA CONSUMERS MUST BE NOTIFIED BY "Tit£ PROVIDER" ON 

TRE FlllST aiLL AND THER£An'ER ANNUALL. \ ' ABOUT PIC FREEZES 

AND THAT THOSE SEEKING PIC FREEZES SHOlll.D DE REQlfiRED TO 

US£ FORM PSOCAF 2! 

Thoup MCI recognizes that PIC freezes can be a ulietul d~vice. it urges the 
.. 

CO..Uuion to recopize their severe anti-competitive impact MCI has found that 

consumers often dO not undenland completely that PIC freezes can thwan their own 

desire to switch carriers in the futur~. MCI beli~v~s a hat 1,1(' lre~les should bc 

releauble by a phone call to the LE(' trum ~unsunk:rs \\hu rcllucst.:d the lh:eze. and 

that third pany verification shuuld be accet>h:d it:i an <tutunutti~ uH:rride l'l•r the PIC 

subject to the TPV. 

(The languase in the Commiui'lfl'l proposed nale (Section ( 12)) is unclear The only 

•provider• that can institute the freeze is the local facilities-based carrier. the carrier 

that c:ontrols the switch). 

DOES MCI ACREE WITH THE PUBLIC COtiNSE.l'S 

RECOMMENDATION THAT LECS OISASSOCIATE BILLING FOR 

UNAl'TIIORIZED CHARGES OR UNAUTHORIZED SWITCHES FROM 

THE REGULAR BILL.f 

In the case of unauthorized billing. it is appropriate,,,,. th~ l .fC tu "disassociate" 

billing for unrcaulated services. Howe\l.er. this action shuuld not be taken tor billing 

_.~'- ~tt ~ 

. ~ y:~ . 
. ~-(~ -.. ::..~ ..t.~~~~~ 

II 

~· '·"'· 
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for tarift"ed tolllei'Vic:cs provided by I regulated carrier A hust of legitimate 

2 services n billed by the LECs for .. casual .. or nun- :'IC'd services Such MC'I 

' 
3 ..W:. u 1-100-COLLECT would not b-= billable tor Fluridians who had blocked 

.a bi1Ji1w. and MCI would have no way of knuwintt the wnsunu:r ili blocked or of 

5 colleailw the PIN number. The systems for casuaJ billing are complex. and were put 

6 into pllce to enhance competition. If florida's Commissinn is serious about Slopping 

7 .. crammi,." by lllowina consumers to block billing 10 lhird tlanies. the blocking must 
I I 

8 be tupled to ncJnetaritred. non-regulated services 

9 

10 The IUtpenlion of resular billin» when 1 consumer claims that a switch is 

II uiiiUtboriad should occur only if the consumer makes a rc:pon of the unauthorized 

12 switch immediately or shortly after receiving the first in\·,,i~e fmm the .. unauthorized'' 

13 carrier. The very sound pmposal by the Cummissiun that the l.EC show in bold 

I.& faced type that the PIC switch has ucc;urrcd shuuld mal.:~ it pulisiblc 1\n c,msumers tu 

I~ pay.close attention to incidents ofslammin!! and •·cJll,n th~m immediately 

17 When the consumer calls the LEC with a slanuning complaint. the LEC is required to 

II restore the consumer to the original carrier and t:har1tc: the I,IC chanHe fee to the 

t9 "offending" carrier. The minute the change occurs. billin!l h)· the slamming carrier 

20 will cease. However, some chlrges of the allel'ed slamming carrier may be in the 

21 pipeline. and will thus be billed by the LEC and received by the consumer Collection 

22 eft'orts should be suspended until the PIC dispute is resolved If the .. slammin1{ 

2:1 carrier has adequate evidence of confirmation of the sale. the consumer should then 

2.& be required to pay that carrier in full. If. on the other hand. no evidence of valid 

2~ confirmation is provided. the con!ll4.mtc:r's inH)i~c should he rc-nth:d 1u the charge~ of 

12 

~.· 
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the oriainal carrier. In either case. the consumer should pay the carrier lpinst which 

2 the COIIIpllint wu filed. The oft"endina carrier. if the slam ;, not disproved. will need 

J to refUnd d ~ obtained via the slam to the original carrier 

.. 
.5 Q. DOES MO AGUE WITH BELLSOUTH'S CONTENTION THAT ADDING 

6 THE CERTIPICATE NUMBER AND n'PE OF SERVICE ON THE BILL 

1 WOULD NOTIIILP (X)NSUMI;IIS! 
·-· 

I A. MCI concun with BellsOuah's views on this proposed requirernent As we stated in 
-' 

9 our testimony. we do not believe that this n:quin:em:nt wuuld h~: hdplialto consumers. 
"-

10 and it ftlishl CoGa.. them. BeiiSouth is ~t•rr«t in that th~ ..:ustmn~r\ allention 

11 should be brouafM to PIC chan1ees in the lirst billlullowinJ the switch. and we . 
12 suppOrt WSouthts eft'ons to make this lkltiticatilln even more prominent MCI does 

IJ not objeQ to BeiiSouth•s recommendaaiun that the 700 num~rs hl \t:rify the idcntit) 

... or COI\IUmerJ' currcnl carries he i•~luded ,m ,,k:al teleplkllle bills t:uch month 
. ~ 

IS 

16 Q. DOES ~CI CONCUR \VITII BELLSOUTII"S VI£\\'S ON Ttl£ USE OF 

17 LOAS! 

11 A. We aaree that arehivina LOAs is lab<lr-inrensive and retricvin~ them is even more so 

19 As MCI pointed out in ilsaestimony. LOAs arc aiStl ,.~ ,·ulncrable to sum tactics 

20 

21 Q. DOES MCI HAVE AN\'THINC TO ADD TO BELLSOliTH'S DISCUSSION 

22 OF COST ESTIMATES FOR TIIIRD PARTY VERifiCATION! 

23 A. Yes. We hope thlt lhe Commission looks seriously at BeiiSouth's cost estimates for 

l.& TPV. because they suppon MCI's ariJUmenr thlt TPV is the most etliciena form of 

2~ verifiealion. BellSouth's estimates shtt\\ that TI•V dues nnl impusc: the hu!(c cosb 

..... ~·· .. ~ .. 
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dill ...... would ~- MCI ccnainly undcrllands that there is no fool-proof .. ' 

l 

3 been IUbjeca to llbulc. Carriers should have to prove that thcir third pany verifiers 

.a are~ ind'ip.dena. repuall* compani"os which an: contractually obligated to 

6 ~-·· : .... 
~·. - - , ~<t. ' 

7 Q. DOIIIICI AGUE WITH IELLSOUTII TIIAT INBOUND VERIFICATION . -

1 SHOULD •E EUMINATED! 

9 A. 

11 

12 

13 Q. 

)It< ~ .. 

No. I,.,..'Wrifieation~Works as etfec:ti\'ely tu cunail slaanmin~ as outbound . ~ .. 
veri(ICIIlion by diiCipliniRK advcnising. the sales proc~ss. and giving consumers the 

opponulily tb uildlnllnd lhll they are making 1 carrier change. 

"1.,.,· ·1-•. 

DOES MCI AGREE.WITH TilE PROPOS£() AMENOMF.NT OV STAFF 
"1· 

a.a THAT WOULD REQUIRE TilE LEC:s 1'0 OFft:M A BLOC'h: TO PROTEC.T 

1~ AGAINST THIRD PARn' BILLING OS l.t:( ' INVOI( 'ES! 
' 

16 A. MCI c:onsiden this proposal to be objectionable in the extreme unless it is revised to 

17 allow a block only againscthird pany billing t'lr non-tantled. non-regulated. non-toll 

11 chirps. As the propoul reads· now. it woold SC\·erely impede national billing 

19 processes that have been in place since deregulation (l•lca~ S« above discussion on 

20 suspension of billinJ). · Consumers make millions tlf dielaround C I OXXX. 800 and 

ll 9SO) and collect calls every day. It is extremely imi)'>nanc lhatthe Comn.ission 

22 dearly specifY that charps for leaitim1te "casual~ calls must no1 be blockable tor 

23 billins puf'P'*I. 

.. 
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BOIS MCl AGREE WITH THE PROPOSAL THAT TilE PSC SHOULO 

REQUIRE LECS, ALECS AND IXCS TO INCLUDE TilE LAST NAME, 

ADDU:SS .ANDTELEPIIONE Ntll\tBER IN Tit£ TRANSI\tllTALORDERS 

INVOLVING CARRIER CIIANGES AND TIIAT Lf.('S SHOVLD REJECf 

....... fOR CARRIER CHANGES Wit EN TilE ORIGINATING 

CARRIER FAILS TO PROVIDE A MATCH WITH TilE LEC'S RECORDS. 

No, MCI ~nat ..,. with this proposal. MCI research .shows char when MCI 
-' inltiluted • ....._edit procedure with OciiSouth. our record for unauthorized sales 

neither increued ~ ~· In other words. the edit procedure had no ntatcrial 
. ·_:~; 

iWea on ..• quilily. For MCI's sales ,,flun~ distance service. ahe name and 

lddrea ......cts Ire for the pur1NHC of billinttlunM- di"lattee ~ices We do nol 

require the ..W:. ecldreu. and .we ol\en rake lony. distance orders from a difl'erent 

penon in the hQuleholclthln the person who may he listed by 1he l.EC This does nut 

mean it is not a valid order, u more than one lk:rson in a h,lu~hoid ~an ~ a 

decisionmakcr in terms of1111kiny. carrit-r sd"·ctiuns. just as the.· cuswmer un the I.E(' 

recorda, may not be the cusaomcr rhaa pays the relephmk bill It is not the LEC · s job 

to determine the validity orMCI orderli. and \lt:riticaciun pn.M.:~sses are in place to 

make .,re thlt the name and address MCI collects iii valid for the affected ANI 

The LECscannot be cxpeaed 10 know with any cenainty the exact name (nickname. 

husband or wife. roommate. etc.) of those qualili~d to chan![e lony distance or 
I 

intraLATA ..W:C. The LEC's records cannot and should not be viewed as the 

definitive IOUn:e for dcterminin& who in a household his the authority CO make I 

carrier switdl. In faa. rhis requirement creates • conflict of intereJt for the LEC 

I 

'!:.("" ~ . .. 

+.· ·~ "" ... · ' 

~•a~.~-
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For local .-vice.,.._ MI'Vice addrcua do have lo match. and our orders are rejected 

2 today i(dlly ao nac. We cannoc ale lw a)ine to be miarated to us without the 

l correct .W:. .ddreu.. u this could impact customer dia!·one (more critical than 

" Ions distance PIC) and E911 and directory list in¥-"· 

•• 
6 Q. DOES MCI AGREE THAT THE UNDERLYING CARRIER'S NAME 

7 SHOULD IE'INCUIDED·ON· BILLS FOR PAY ·PER.CALL CHARGES! 

8 A. 

') 

10 

II 

12 

IJ 

... 
H Q. 

16 

17 

II 

19 A. 

20 

21 

22 

23 

2-1 

2~ 

' ' ,. 
Providins thl name ofthe IXC providing the pay·per.call service is not helpful to 

con..,_.. if'dle LEC is d~e billing pany. Mor~ imponant ti.•r resol\•in!f. any dispute 

would be t!-e name of the. Information Service Provid~r The IX(' that provided the 

nelwork ~ to the Information Sc:nrice l•ruvidcr \HlUid nut ~ involved in 

resoMna a biDina dispute unless it al10 billed and collected lor the intormation 

ICMce. 

DOES MCI ~GREE \\'ITII Til f. Nf.\\' SlfiiSI::CI'ION C llt 'filA T REQIIIRES 

A BOLD-FACED NOTICE ON TilE FIRS'I' OR SECOND PAGE Of A 

CUSTOMER'S FIRST BILL FOLLOWING A CIIANGE IN IllS LOCAL. 

INTRALATA OR INTERLATA CARRIER! 

MCI suppons this proposal. lfthis proposal is approved. it should obviate t'-e need 

for crediting all charses for 90 days or lon!Cer for unauthorized switches unless a 

carrier has refined to act to remedy an unauthorized switch Consumers need to be 

encourq.ed to monitor their telephone bills on a mumhl)' basis. and ru react as soon 

u pollible if they tee that they hive to been switched to a carrier without their 

choosi• to do 10. 

. ' 
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In (act. the Commission would encourage r~.,n»ive carrier behavior if they create an 

incentive for quick raolution of PIC dispules. Carriers thai prolon~& resolution of 
' ~' 

PIC disputes. or aouae coniUmel's while they are subject to an unauthorized switch 

could. by Commission direc:tion. be suhjc:ct en slricter tines 

DOES MCI AGREE \VITH THE COMMISSION PROPOSAL THAT 

CUSTOMERS MUST BE INFORMED, DURING TELEMARKETING AND 

VERIFICATION, THAT A PIC FREEZE IS AVAILABLE! 

No. MCI does not understand the purpose for this proposal. and considers it 

potentially alipifant delriment to a competiliv.e enviromnenr PIC freezes can be 

useful. particularly to reassure consum-."f'io wh~• have bc=.:n slanun.:d. hul a consaanl 

reiteration of their availability will persuade consumers lltat i1 is sumc:hmv toolhardy 
I 

not to have all PICs frozen. It is especially puzzling lhat lh~ Commission would 

sugsest that a telemlrkecer would be the appropriate pany ti.lr gi\·ing this notice. If 

he or she is disc:uslina the current ser-Vices a comJlany otlers. 1he mention of a PIC 

freeze does not seem ~&etmane to the con\·ersation and would likely be very confusing_ 

Indeed. the carrier for whom the tefemarketer is actin~. du\!s nol IUt\'C the 

wherewithal to atfec.t the PIC freeze unless 1hc ~unsumcr ..t~..:idcs to switch to th:>t 

carrier and the carrier provides the appropriate form or telephone number Moreover. 

without a more .. customer-friendly" way of releasing a PIC freeze. MCI does not 

advocate PIC freezes as the appropriate solution tor a!! consumers 

DOES MCI SUPPORT THE ADDITJON TO SECTION 2~-... 111 TltAT SETS 

FORTH REQUIREMENTS FOR CALL IIANf)L.JNG AND CtiSTOMER 

SERVICE RESPONSE! 



• • 

2 

) 

" 
s 

6 

7 

8 

9 

10 

il 

12 

n 

'" 
IS 

16 

17 

18 

19 

20 

21 

22 

2:1 

2-' 

2S 

' 

A. 

Q. 

A. 

No. As a national company, MC I cannc.11 obliwale iaself 10 11~ standards SCI fonh in 

thi~ propolll. Thouah MCI does provide customer servic " 24 h~ars a day. seven 

days a week. it is subject to the ebbs and flows of a national company handlin1 

S.OOO.OOO customer service calls a month in a oosa-etliciem and expeditious manner 

MCI n.ka every eft"on to handle calls promplly. In che non-monopoly environmem 

c:harKteriaic of the Ions disaance indusary. consumerli may and do switch all the time 

based on the quality of the lei'Vice they receive. MCI respectfully recommends that 

the Commistion d*le the languaae in this section. MCI does. however. recognize 

the imponance of standards for network operations and cusaomer service tor local 
; 

services. which can have serious consequences tor consumers 

: 

DOES THIS CONCLUDE \'OllR l 'ESTIMON\"! 

Yes. it cloa. 

IK 
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compllila lilld 'I · • ..._by c~nunm. Some ... ,..- include: 

' dellint widl vllid coa.ner compllinu quicldy withoul •pusin1 the buck: • 
pnwidin1 con••.rn _.. anaan.ion lbouldllir ..W.; irnprcMns their 
owrall a__...,... propuw: lftd --•••• blair...._ and_.. 
rec:ordl. . 
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AI CCJIIII*iliaa hir ... ___.. wil be..-. ...,,llrpiiD••....,.. to-=-a wide 
Ylrilty ofllllcom• ••z· .. ..w:.. Tile~ pnMdls wlulble infonnldan 
~an .. to ... informed ~about which COIIIplllill and sernc. daly 
._. to ua Till Stx/1---Clft be ICCFTIJIIMd downloldld &am lhe World W. Web 
at: ~ ... 

•llsllwn• 2 . m rc··zaz 9rrWtBr•""""' gal " .... 

Capillafdll ..... aMilioawMs"t..,CIIileiiiiPCC'Ik......_..ll 
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M ln~1h Look At 
900 N -mber 

AND .OlHER lVPES OF TELEPHONE 
INFORMAnON SERVICES 

IDfornwioa _...._ .. ,_.callen 
lbe oppcMIWiilyiD ... ; •• wide wriely of 
tellpMNJM•••IIIIIprcwidl__...or 
live iafOIIDIIioll ad ·elllltal_..t. Bx-
*"*•olh4w•,...••wiDIIIIttlltde_. 
cal, ltOCt ... ., ........................... . 
matima. Allo.-....-IO-CIIIed......r 
servic:a. .. cblt" ...... ,.,-c ldvice. 

Many of these infOI'IIIalion servicca are 
hiabJy valued by coaaumen. However, 
CGIIIplaiDII ilwolviaa iafonnllioa ..vices 
were lbe IIC08d bipest e~tepy of tele­
pboDe·rel•d cmaa•mer complm. pro­
card cluriDa 1996 by lbe CoM•IN" PJo. 
taction Bruch of tbe Common Curier 
Bureau's Eaforcement 1livilion. 
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C• ·sawilllillltoc:MUcap 
• f!I)'1III'GD ,.., ........ 
~ ......... ..., .. ~ 
..., ...... - lllellill widlia 60 

~far 900 a h• *"lftsrlllllraM 2 w•a.-
~-aa..-.._..., ............. eMrp wu 
diw ._ .. CIDI&fllaaiL "llllft. .., 

.. .....,. 2 --· 1 

................ a I 3 •• Lila ... R:C"a nla. die FTC·s 
n111 allo ,.. 'Na dllraial for 

A fnle i811c...., ·•n • • c111t 10.., «adler IOU·f,. ""plw•He"_.._._.., ••••n wiiiMMit a vallcl -··-....... , ... :' ... ~ ................. . 
far a caU are .. Mar- two 
claiiiiL '11111 p 0 II --.. Cs:; tr. 1111 PIC is ......... 
clade • 111111. ..., •• ill.. • --af.,., ...... ble 
.-..-;llll_at .. t'; ; a 111 1n ' .-..~&I&M'-
aa.pmtldlr.tlll_. . ., .. aJI: ................ ... 
•••• at ........ a.dwlll900 t-.r•rices. 
dlrll_ ... ,. . 'per· IDdn.OriDapsMdlescape 
mippim, of die nil 1D ccwcr IUdiD iafor· ................... ,.,. 

vicea KOII?Id by ctialiDI tele-

,• 

plloae ......... dW .... wilh 
........ adler ..... "900." 

laco......-widliii.W.W.dle 
FTC ..... pulllic 01DN11 aad 
held • Jlllblic ..... caaflr-
... .., .......... i-. 
ncb u bi1Ua1 1114 col._._ 
.......... ..,..,., rddlc 
-=apefllllll .. to•••s• 
iDICnlalioaal iafonudoa ser­
vices. 

Dari-a 1M eow~e of die rail 
Mllbbap, lbe f1C allo ...... 
ClllCESM - W11J1 ID Pllldify ill 
nllll•p~vwtMo s' 2 a:yiallle 
......... fll ... ..,..,.aniD­
dallry. The FI'C wW C"Mi!M: 
10 llek CCI•C WC ia CC"P'! Daa 
willa ill n•lemekjaa dfCIItl ill lbe 
pay-per-call .... 

C...... may COl nrc lbe F1C 
10 I'I'IIICII'C illfonDIIiaa abaal ill 
I'll' ..... PIC ..... N· 
pr1111900Em' ... IOO ..... 
ben. iDI8nladaul ~ 
••ica.faircldllcol ....... llld 
faira.dki!Wilwmay .... hed 
by wriliaa ID lbe Fedaii'Jnde 
Ca ...... Ntlic ~ 
a..cla.DiapH2AO .......... 
D.C. 20510 - or by cn'ha111e 
Con~ Response Caater at 
(202) 326-31'28. 

7 



"~ ~':~ . ~-r;·~:·~ ...... -. ·.~ ......... 

., 

Soumd Too 
Good To Be 
True? • 

LiM•.PJ A...,.,.,.,._Nil 
ca Jllll,.,..,., Ill,_,,.,. ., or,..,. ,_ .. .,.,. ., "'• 
~ -~_,.. .... r­... .,. ,.,., ,_ . 

Heft are 10111equick lipllbll 
CIIIIIM )QI maaey. 

CJ Cuel...Uy review ,,. teJe.­.._11111,_,_. Laakfar 
II)! iiiill-r-,.. dD llal111C-
apize ... lar¢n .............. 

pjcw ... alii,. did .. 
.... 1'11a:d• .,,.. ...... 
Cify _,..._ pruUn•, ._. 
diMity call die ca.,n'rr lblld 
- dlellill. AlkiiiiOMip eieeta 
.... dlllc:lllqll ........ l 
...._ ldjnJ At far i8Damlct 
dwpl. 

tl ........ _..,._ ........... .., ... , ... 
dlfu' ,....._em ,.,.1 cal,..._ 1111 'J ID,... col· 
l.eclioa of laf.-doa savlce 
che ... n _.,._,_. ... 
.... bill . 

• 

Cl f--.~ udOiblriD-
dirillull ........ ,..,. 
calls ,... ,_.. ........ llllc 
......... I farcalkpl...s 
• iAIM act• •rica. 

0 ,...,....., ....... 
daadlld 900. •• calls piiCid 
,_,... ••• ,_ liDe. Sub-
acrille 10 ,_.. local telepiM»De 
~·· 900......-r blockma 
_,....,. jf,.. do 1101 WIDIIO in· 
a. dial-... 
Cl Caldllly.-d..twftit •••• 
far Wau&Mka .-vica. Same 
--.&DIRNdl for iaf.,_.lioll 
MrYicea do aot discloae the 
.._..forcllllna lllllilhMilld ......... 
0 U.. ao lbe preaaable or in­
~~ IDIIJtpwhellcellial 

. . ·. , .• · :4.J.::i; 
~~:,. ,.,.r .. ~.}.~b.~. .:. 

.. 

1 900......,arodlllrc,peol ia­
foi na •tice '.. Jaa. 
art'r ly ...,., if,_ ue 1101 

'-'••e ~ill die •riceardoDOI 
Willi ID pay .., ciiArJII farlbe 
call. 

:J Be t111piciou of offen for 
hecaUI••ricea. lfitiDGDdl 
100 ..... ., be ... - it....,., 
is. 900a ...... •wk:elalways 
illvolve ...., to die caller -· 
c-. if,.. .. " ...... ciAilla • ..,. ...... a...,. ol ia-
tam-.. ...... ....,fnle 
ew11 if me, ue pnwkled over IDII·,_ ......... 
:J 1lW* twa .......... .... 
a I'IIUnl t.:all. S... .........., 
....nee c..-• -• opaaa 
forcallcn tD leCIM ........._ 
by Nq1PIIilll I .... all. If you 



f • 

seJectdlil ......... al .. 
relUnlld. you may be~ 
for a collect call. 

:J Eurcile cadGe willa IC• 

..... --nU .. Clld. 
You may dial aa ldwrdMd 
Dlllllller .-d be ..... a "ciiJ. 
iqc.rd"dlllaa .. _.-.. ..... ..,..,.all ........ 
a-1 illfanDidla ,.._ aa. 
U.,Cinkllaw. 'l1cll ... .. ~ ......... .. 
.---·-~ ...... ,._ 
wldda ... CIII ...... -IIIIl 
... UledtDciiiiJICIIIa ... .... 
iaiC!I!I!I ...... all. 

~'Dda'taltrlr,.Dilew._.~ ... 7SI•M4-cadll• 
,llllifll'lll•n• • a' n's1 willa 011 ..._ ,_ WIDl • pllce a call• .. 
ae. ea ny. s.. iDb .-. picwidlrl do •-..... iD lheir ........._.dill calls ................. willt. ...... u 
I I rkMiall Clllt • patlllly ...,_m"' cur calls. 

CJ llloctlbe pi• MaMollaqcli.-ce or.....,.... calla. ea. 
lll:t yo. lacll..a ... eli- 01.' ........ Ilk ...... il il 
,_IHitDIIIackdlepllc-llollaatdiJGDcear~calls 
'-,_. tr'r,._. U.. lefcn ......-. Ibis type oltaYicc • 
c aar'dqrwlllllllr,_ lllldiD ,_.caUl fD frilacll. '-ily m r ••n 
•hn' nn•ia---•cc nhill • 

;r'_: 

. Cl II_,, ........ . II __...., yoa. calla 11111-fnle 
a '• •IIDII• •lat....,.. •rice. Same iafGnnMIN..,. 
¥idnnllhwdlla ~ • ....._ ... IMa Ilk,.. ..... _.. 
fll , ...... , .................. ,,..If,. .. 
~ t ... ,_ IMJ Ill CCiilllll"iBI a .... ..._a lllrpll rw 
all-aftlaiD--. cca~II'J. 11ais il 1101 a lawful pncck:e . 

.. .._..,...,r·ra 1,dle.id.: rriM•vail.....-,he. 
Cllllll, ........ • cMqld ... 4lrciDce • ID••MI•II 1011 
tp ID .-dletn:m•aian of their calls to die..,._. in· 

I'M stm•wicl. 

'l1lilllftlllfll ............ - .. ,. ~ ... , •• 
a-r l1jftNI c...., IDd • illflmnt. paotider ar bH•· ...... ~ .............. ~ ....... 

~.:-~ _, eolllcled far its toll c:barpl wilh lhe iDiormlliaa .. rwider . ...,..... 
Ia DDeia-ca, UDileciS&II.ellellphoac.....,..ia may be bow· 
iDIIJ iiMihld ..a cbe FCC CID &Ike ICiioD tpinM lhall. ID adler 
Cllll. 1111 UIMIId s-. ,..._ca.,_, may be •....., 
..._ fila ••..-rw• ...__ 111 iDiarmldaa .. wider IDII a 
fcnlp . .-, dill il .. subjeciiD lhe laWI flldle Uailld s-. 

r-.c"--•-•-•cc:•=•F-• · w· , .... D.C. 9 

.' 
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Complaints 
About 900 Number Pay-Per-Call 
and Other 'JYpes of Information Services 

.,_ JGI'Jfk Gil ilr/orrrtlllitM •wic~s c~ with 
G ,.,.., GIMq. CDIIIIICI tM NlqlfoM COIIIpQiry. 

illftJnlllllkM prrw;Mr or otlwr 
tn-II/~ plfWitlbtr, or 

• bllllnl for. tlw s~wic~. Tla~ 
ctlfiiiJM7 ,.. COIII«< , w­
IOM JOfl' ,,.,_ If litis ap­
protldt tiiJa 1101 prr~ViMitllis· 
/rll:fo'7 ...... tills l«<ion D/ 
• ScoNctlrtl will ,.. )'GU 

1111'011111 1M procusfor /Uiltl a 
COIIIp/lliiiL 

1be ..... billlilliDI ... ... Y• ...... be .... daalewa if Wlaile lada • II"'IMIII il PD· 
crally 1n1e wla dlllpl ~ u­
sessecl for COIIIIDUDicllioas ser­
vices ··such u dlalpl for kiDI 
dilllace -..-- calli - dlere 

b ............ .... 
i...JacleiiiiW r"'w. r'•ID calliDdi_....,.,,. ... 
about ,_.. biD or lhe ~e~Yicea 
pnwided. 

10 

~--

. .... ,.,. [ ..,., ........ 
,._... •rice chirps fzom 
,... • ..,.._. k may be le­
pl for aa iDIOIIDIIioa provider 
to atceapl to collect those 
c ....... ekMr oa iu owa or 
dnap a colleaioa •PDCY· 

s-ca•u ""wlloaaav..,._ 
bUild far blfOMIIion ~ices 
lepaft ..... ..., ... fold dall 
UDdlr federal law or policy tele· 
plloDe sulttcriben are respoa· 
.... f• all alii pllced from 
dleir tellphoae line. 

' ~.i;u~_:/~~ ~ 

is DID Wlrlllaw ...... or palicy ................ ., .......... , 
haldlaCOIII-w,.. .. .ll»>efor 
iafo,.atloa Hnice cbaqea 
................ ,... liDc. 

You may willa IDCGft'CI .. Fed· 
enl Tnde Commie.- 1D learn 
lboul your rtpla........, col· 
lecliaD ol dllrJa••• aned flam 
your tellphaae bill. 



, ........ 
~ 

• 

., < , 

O.'tdllaJ .... •~--.,....., ........ .... 
~'JIICJ. A .... laak 
Mdllclllltiadliiii_I.Wflldlll ............. ,. ...... 
rec:t 'JT cy ID cmt• 

Yaa_,..._ ... ~.,... plaiM------•••=Jo Jf IIIII ...... -...... ,. ...... ---........... ., .. ..... ,..,., ........ , ..... 
..... ·-·· II ... illoliiiiii..SCIIIIIr.. •• ,.. .... ,.u ,, It 
11da ... fll ... 'lc ........ 
dudel a lilt flllll if• ,_ _ ............... ... 
,... .... liCe. 

Yaa .... a r711111rllllrill 
far .............. . 
.......... wida ..... if,.._ 
---wllltillfll" ? ....... 

qaired.. 

Abo Ilk die •••cill IIGw IIIey 
...... coat• r CIFBJIIt ... . 

FCCPI uli es 
.......... alii 
W ;lilt a I ft·C-r' •• , 

n.cam Plolldaallllftt::b 

fll•cr •c.t~r••••'• ... , ............. . 
.. IC' ftle naalter to ucla 
a•r .. u •tl •. 11ail 811 
-JIII'Ilfr II illll"h 1 II ill oan IIJ ao-
.._ ••••11•1 co die coaa­,... 
.......... ,.,h ... 
............ - ... a II 
.., 1111 PCC 10 lldl oa..., ID­
witldwllla._c.,..•lllllil 
.... ... JICC'tjldl .... . .. ..,. .............. ... 
lilt ill ... ..-.-oflhe cam· ..... 
• s.la-~tD die CCIIIIP ... 

................ i•IC· 
bowlldliDI receipt of lhc 
ounrh'st: 

............. and OCher 
iafonulion nlalina to the 
a.p'dsr; 

EKh •••cy-•• ••• ... • 
cedwea'wlrrdlllawl_. 
ndea wllicll p ..... , t I IIJ 

JIDJawd•arapoD~etodlc 
..,taint ittues wlda die 
PCC. U..Uy dUI ..... 

ao .:~ oa your c.lf'lfr -.,. 
- Ill lied willa the FCC 
willlis 30.,. ,... ...... 
1111 ...... --Olllllp'liroC 
.......... y:llllll 

• Seedaawfllllll,.... 
10 ... ,., ..... filed ... ,...,.. .. 

After R!Ceivinathc written ~­
•poaset. Branch staff mem­
fter• ~vicww- the c:omplainl file . 

~PCCacdaawillbc 
llllllllifie...,...dlllac..,.ay 
.., ..... iD em r"s • wiJb 
feda'lllaw. FCC nlll 8lld deci­
.-. ..... ..._,priC:Iicla . 

The 8awlda ... wall DOli· 
ficalioa co dae coa.-- who 
flied .. eoaplal81 .... abe .......... ..,,,? •. 
We uk ceu•••ra ao : 

• u,..,.,.,. dill it .... lime 
ID lllaraualdJ IINiew die is­
- ..... iD iDdividnll cam­
plliatlla. 

• WAIT Af'I.&U'F .JII Alrl after re· 
c:eivialwa" 2 Ji441 CMUIOtbe 
~ ............... inc 

...... caewdq ... &r.dl 
far 1111111 iDianaslioa. 

• 1/u tl&ftr 14/C'' t'Mfl''r•' II" 
• .......... " ... •writ· 
iDidll.,...far--or 
-- iafalwsdall ... their 
complaint 

II 
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____ ..., ... .a.~ ..... 
:, ...... 

-
____ ,.;JuoCII ......... ,. ... 

-

MOIMr-IMal'*'l-........ 
-.msrwt .. a1.u a.-,.... .......... ~ ...... 
c.l ..... 

..... a c •• ,. 'at Willa y_. 
a.. ••< ,,.., As ., 

..... ~ ........ 
F.-...'rr.llc 'tr 

12 

CltlnaaaiiiRof._.oriDI'I ........ ~ . ................ CorNu tiiiiJit 
nJIIRPII~GI-nL-... ......... 

"';" 

ClwJII·MI 1-llllr•IV F1 ... ,., Co~Mtt~t~u•a a .................. CDnJ:u.' 11 a n 
··: 

~ ............... ~·--~ .... ....... ~ ...... Cunau ·_; I -............... , ............... . , ...... 
-A•nt•"••••• l'allare' Cusauvlnt?a • ................ Conwu, 21 • .-................ ............ , ... ·-· 111111,.. Trede CDnrtaa'N 

.,. ........... .....~..-yComm?II'Dn •••nu ..._" 1Mmeertaa1 

Cttttt•••-.... ·- '••• CU:::uuuu.tuua. a .................. Cunau tlalan 

Clwa••w ... .....,to ~ .... ,.,~ .................... Cc:fnlu ?ulan 

y __ ...._ ..... ,,- , ...... ,.,..,_,.._........, 
....,_,....._.__ ............. ?IIC· 

.... .,,.. Pllfh II.....,. 1'111RI ptrM I ...... ,_-

£:)!"JI(III!~allotw ......... IICC'a -:-•• 
lr--llillr.• ... •-..llll&e••••nr6.11r'lln•n•F•-.:..acwcfltlla.lll r. W 
C . 1' ' t ....... ,...,.IRiflaflg dn.prcMdla.--.1111 r· 
... ......... ......, ......................... eu.: 
d ' •IMfllla "inl-..a-:CanJun•lnpa•C...Fidlnl'n.dl 
C II. I I 'n, Dnlp 11215, 600 ,_,._.. Aw-. N.W., Witt ' r • , 
D.C. 210510. 

,.1• • 

· .. ~~...., ~~ rJt.~,i~tMJ~-;tta .._, 
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'nlll Serio~~ of m. Scorectll'd p10tliM1 qMlck·lfJ.Jk ilf/onlllllion abola actions the 
FCC htu IGta to ptOI«< COftlll1lllltnfrottt 11mnming and the ltigh mte1 C'htuged 

by.,.,. IIP"ffiiW 1ervi~ p~. 

0eselled fila TJ fK .... 
dleJICC'I ..... JI. 
dtdedillatr• s 
~nc~a ........ 
,. ,._ v .. .... ~ ..... 
,.,~.,.,.. ... ,. ........ 
/we ,.,.,Call 
Fw.""'*Dir­
,_~. 

Yoac:aallrawle 
aad dowaload 
...... , ?'! 
fi'OID t1ae Nea 
W.Si&~ 
iafonudoa il iD· cladld---... ol dail Soar I Dull , 

Yoa caa aiiD a.q••• - fJI 
lhiFCCom ............ . 
p~~~elddiSc•c?ld•..S,.a 
acopyel-- IU. 
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' 11111:1 f'II'IJ~lr I ~~~·ttr!.i~ 11i'i u ~ r 8 • • . I ~ 1. Ill r I r t I .. ; .I i rl 

-\A 

(i.JH t;lt!P rf.i: J; 'f~li= [ -~~~~I' t i I 
'"ll'.lc hh il·lf ·u . rin :If J "''I ,f t ~-- . 

If~ .fst "((1.- -l•r z t~ -'""~~ 
. Hi~ I i I i ~ .. Jill! 11 ~'i t II l [ i ~ : 
riJi afl:lli! 1f~ 1 ·i~l rtr•~ i ~ 
I 1l ~~~lfltli.I!I•:I f.lll 1 ~ 
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... "'. (.i 
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"' 
NJ.c 1 '•• ndafJIIIi. 
_......_ 1 cidlliiDcr••• .................. ,.,.. 
-• illl Uilt dlliiii ,_. 
.., ........ 11.245~ lw 
NOlie& af ~ l..illtWiy ............................. 
tle•z'•¥'..al..._,wldlcaaa­
biaed .... _,. ......... peaal· 
Cillaf~ ..S&woNadcll 
ol fadelfww .... 1llla il•ld, 
willa a 'i11d farf fn I,..... 

..,.,.Qifg' , • 

• "' I I J .. 

Iiiii afSteo,ooo. QIW A'*D 

n.o . ._ .. ..,_..n, 
• hlldll. ' I I I ...... 
... .,. .... _..S~Jflla..., 
~ o: ...,..._,.., c r • 'a 
.,..... ... rnoiDid .. . 10 .... 
••tMr...a-f/lt E._ 
C!M~tfl,i 1•. 

16 

~ ........ .. u.&-.-
130.000 
500.000 
30.000 

15,000 
30,000 
lO.CIJO 
lOJJOO 

500.000 
10.000 
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CJJua:•a..was 
~ ( [ 

/ I ,... I ' , • ' !'I ,' \ ) f' - , ( ' ' I "...., .I 

\ ) ~ • ' ~ J / ,_ 

-
TIN N# •ti/OriiJ of OSP cotUIUUr co#llp/llllll.l fll«< 

wltlt 1M FCC elM uceaiN rt1ta 111111 c,.,.,.,. 

c~ ,_.., mlbt1Wt11.,_ ,._ 
ofta do Ifill Nllliz# _,.. fllttpltolw 
t:t1fltPIIII.V IMy ....... 0. ., 
letlw Jawlllftlrl .... ,., 
NtoJell """ ,_ "' ••• .,, 
t1llll ,_.., ...,_,_Gil 
#tow Ill,... ftllb...,. .. 
~,.,...,. ..... 

' 

aJIIIIIIIII: 7' I* •, diiQSP- M•CDil•tlleCCII X. lfiiD" 
...., will ....... •llilldre aD ...-fll ill .... cllllpl ,_. 

OSPI pnwide 1aaa d._ I w ..a. M 111.-. call. 
iD IOIIIe CUCI, local ti'I,._ 
•vice tram prllliu ' fh a IT. 

Extmpla of .... typll of ... 
.,._.•--'bJOSPiiDdllde 
pay ...... DE ar adler IJIIII fll 
teleplaoaa antl•hle tor Clll• 

~-la[JIIfil ....... ................ 
eouu.en piiCiq calla _, 
fna bailie «*aciD .. ..... 
wbida tel .... CCI ... J IIIey ....... 
1be OSP .... a pllllllic 1111-
pllaDe .,...., .. , ' a all 
ifT iadiiW ...... ,.,._, 

----- ·AIIo.-a~:. iaaanlt I...., .._ca• nta 
CDiire .............. , • pill 
ofdlecaWaacanl ..... lfdlil 
type of Cllli8a Clld illllld frolll 

'IIIIJICC•*r••,....,_. PI •••••A••r•niCu a•• 
-•OIP•wicel•,.. SnPt • 
vidldtDCDIIIPZ ill I fair aad 

Tile fCC'a na111. r• iDIWICe. 
.... II I ,_ dill riaiiiiO pllce 
ciDI ......... die laaa dillace 
ca....,lllll,.._touaeby 
d5' 1 .. 1a~~DC~acade.a UID 
100 I I Mc, alacal Nlllber IbM 
....- willa 950. or a fhe.diait 
Kcetl •••ber, kDOWD II I 
IGXXX ta. 

TM PCC'a ndca alto illclude 
odllrca--......... IUCII 
u ........ eKh OSP to imiDe· 
....,~.upoa ..... IDd 

ODe of lhe .....-~ .......... 
-*1 .....-OSPI liD _...i. 
callydiiC ... ,.. ......... typel 
of~ ID COIII2L1Ci II .......... ot•opa-·­
liltld call lad ...,.. dre call iJ 
CID a lid. 11all Hdldaanl illfor. 
-r• wauld ,._ a ca• a 
tM ..,...a&y 10 ..... ., OD ........... .,_.,....._.. 
..., ID pa.:e dlldr alii. 

r--.c-...~~·•••-.. , • W' ..... D.C. 17 
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c._... c 1111ct IIIII -=11 •olllaia ila6nlaaioa. 10 raolw a.....,..; • 
... ..,.,._ .. GJIEIIWG!II panw•l•~•n•iftdaelll.-s. FCC 
cllci•m P ..._ W t• prcwidld by c:.aar n _.-M m. 
lei sjcwto•••lap,..a'rllr_. ........ .,_.._,..,.. .. ot,....._. 
CIO.,.D ... IIId....-IM 1 'J .... olCUI wn. 

.. :. 
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Stay. On T()l) 
' . 

Moll~ 61 i1Cr1 COIP W CGiiipaMIACI 1111111 Mh ........ 
a.d '-ca.lisu ol ca•phi•s lbaal iile ,__.,.JIIIIC:cicetof 
nlu !:MI•ua ps "• A••r ... aloaur mllial~ ,..... ........ rcc.,..,,,.._ . ....._. ... ., •• ...,lbef 
._..._.,,.., llldl&a.. .. otdllcaap •iNinDiwdwida 
.... " p'HIDaaalwiiii ...... -Mdllll&dllir ...... t• ........... ., ... ..,. ... . 
Anaylsis of Wrinen Consumer Complaints 

TllenrlylilfJiw•·niDOilllfhiWby......,iDdail_..__. 
die tpfl f'-~ IIIII ....... il based 011 CGDIIIIMI' c ... iMJ 
__.. OBf irs by ... 8rMdL 1be IIIDch,... acnmp'•iN 
., ...... -.,.... .... ~lab-Cnlphkr" ....... 
llillldr lrhd ladiiCDIIfh'•dlll• widlla6e PCC'1jlr11dkMD 
..... ..,. ............... la ............ ~ ... .... 
plsiiL llmlafllao p'nlee._ Dat-=enutay ildk• __, . 
... ., ... --OMif-r. 

Mill f'llll .. ¢....a-1,100ciJIIlFDWwida ...... •ln«s 

... 1911, eppa • 2 a, 15 .....-of all die CGIIfb' 11 wae 
Compuiea ca help con· _.. • GDly 36a...-la. 
mmenby: 

• ,.,_,., dwir ~ . ..,.. 

Alf n•w A IDtlliiScalecad lillldlell .......... i-dudfs&locll 
dFJI _, ,, ............ __.willl_..dlna 50""''pIliaa 
..... 1916. '11111113 COPIIf ;- wwelawd with appi'Dxjmvcly 
tKflllll ... ,.,... .... --....... cu. plriod. 

AJJ 11•Biillldlloa~~~p ni•lhll.,..IIIWdwi*~lllnDIOO 
r'r ' 1 • .,. ' r clariDa 1996. _. Appeadi• C u.• caapa-
llill ........ - diU 30opllllarravicepnwider.....,. .... 

vi«,.,...; .. ...,. ,,.., n. wrndnllllo lbaw ,......~ ~ EDd ~tnc 
,._,.....,.,..,..... lldaL n. c-.'·"" nlia iJ lbe number of coaaplaiNJ--. di-

r • , c:::.....-cc.--.. 

' .. ~.:-~ . .., "' . 

vided by .._...a convn•icerims--... reveDUe~ <...,,... iD 
ellliaol of dollan of mveauc). 

·. 
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Conamer ec;mpialnts and lnQulrtes Reach 
1he FCC In Severat Wots 

o.iDa 1996, dll CDIII r•• rn.JCI._ ....,. ,_ nr' 24.137 
•• r•lrJ~wcealllad35.oHwrilllllaa.,..i•..aillqllir-
ia. Byoa r ._..._., .... ....,.,_. • .,-.u7a. 
_ ......... callllllll25.412 ......................... . 

, ,...sCI M"Mia·tllla UrfiiCGDMIWSc:ell ... dll ..... daliaa 
1916.., lie tile • dll r..cb of die FCra NMta.• Clll 
Cr Ur'i 
....,_ 1·111-225-5322 ......- ( I-88KAIL-Ftt) . 

._._.,_...wr'rr ca•,.·•e.a-....a-aftriely 
f/1.--. Dlillia 19N. ••b•rly 93 ,...._ • 32.726. of 
llllwr'JH c p'•'WMdillll '111-...n.d.U..:.,,.._a.­
·a s ; AJII a •' srlr -,.c. • 2.369, at• ta p'shu 
llilll .. ldii ... -• ... PCC•IIIIIIIffliCGal II mitJ~ 
t.lfllC.,.•:IIIIfl r'd nr:_._...-,lacll_.lldlnl 
4 lcill 

Consumer Complaints And lnqulrtea 
n• • . ----------~----~~-----------
·------
·-..-.-.;~""""' 

• 
• ,, 

• 
W ..... Coneunler CoMumerTIIIphane 
Complalnla and lnqulrtee 
lnquiMe 



• • • 
-'1~t~i) ~~-~:::~ 

··•··::.f'r • f' 
~ '7 t• 

ca.mn CCJI1he ConslmEw Protec1tOn Brooch 
fa nto11 1 .alon on a Vode1y of Issues 
UnlkrfednallllwMIIIIN FCC's rulu, cOIUII/Mrs must setlll a tt•rinerr COIN· 
plailll 10 tlw FCC ,_, IM•p/tDM·JYUllftl UIWS. Tilt Brrmda JCMrally 
ca111101 proca~ o allffPI4Ii1tt lltm is ,yceiwd YiG at•lqltoM ctlll. 

....... 2 
.._,_ ... AOII $'12 • ... ,... .. 
.... , 7 I 

1'111 ~.137 CDDIJ 7 R wlao CIIJid 1111 Ca• TV PMectiaa ..._..,•0•• rlladilll...,t996.., Atfillfanu • 
...... ., ..... Fiple2 .......... fll ...... 
z.-. -aunrt _. ... a 0. fllcaa w wllo .. 
............. <•· 

21 



#'- ~ 

22 

Issues Railed n Yltllten coramer 
Compkirl1s ald InQuiries 
1M CD~U~~~~Wr ,.,_., ltottdt ptDCeSS«l9.6/.J mo~ writtnr 
compltUitls tm4 ...,.,.,.,.,., 1996 ,_, 1995. 

... 3 

aGO Number 
~ 
andOihlf 
lnfonnallan 
s.r.a. 

'RIIC• cr......_ ....... ....,.._.,.....,..,.., .. 
....... .._.am tcr of ............... liM ad ..vice it-... 
.._c••• ....... ;aallld ....... faUa.ai'ew ..... CII· 
.1 111. TIIINI111lYe w' s ,_ .-:lie Clflladll dn•• .,... 
...., ._ 6e talllalllllber of .-a ,......au llld iaqairiet tau 
....... npldly,.. .... ,... . 

,.._ 3 .... lila& oldie 35Jif5 .-..cz.,..._ ..a ill­
_.. pniCIIIId by 1111 lrMcla ia 1996: 

36 peRM' ar 12.'J95. iiMiwd •1•mmi• ~ 

. u ••= 1o • ..a1 ....... 100 a • ,.,.,.. c.u 
·• w•lrn, ... lftlll til · n n• W. ,.,. ..._ 

lililll?lll!ld!Paal.... ... ..... ~ ... 

12,.s•n.•4.132.-.....a.-a,..ars.nce 
. PMtdlr(OSP).-..a•rica. 

'1111 a ls'•l 39 ,..... ar 13.st7. oltllc """'pl••• 
.. tl(tki•fi'IICIIIIdlliJ ........ ialll ... ._ .. 
• c r' , ,,.._ ............ PCC•)Ddlc· 

.......... - fOIWII!IIId., .... ._._.._,... 

...... - JIIIDdll; IIMIIIII ... i ,, ----· -· 
W. .a ,...; uiiiOiidlld ul pllaM calli; •edidlld 
..._.._.,. ...CID lu nwbiDM: IDd ... S ;WI • 
... .......... JlliiCiicel Ulld by-,. .. , d Clalllpl· 
Dill . 

• , ....... ~lbel5.412wa- ................... ... 
~ bJ 1M a-cb dudDa 1995. U ..--... ar 1,761. bMlwd 
&I ... a-; II ,_:c 111. ar 4.41'7. ilnalwd OSP-.a_. 
............. 642 ............... irin iiMIIWta ..... . 
OIP ........ -= llp:c tt,ar2.'791.ilftalwd900 I • ..,..,.... ..... .,..ot ........... icea: 1Dd37 ....... 
.. , .... iiMiwd adler il ... . 

,_ ... ~ 
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~ ~llal.far'-atlonl COmpa1les 
SeNed With More Tto1600 Complaints 
(&aJpt Local Till~ ComJ)ariiiJ 

NOn: ..... .,. &7 1 ... -••llr•..._ a'·a• .. ----· 

. . ~ '·· 
·-~ ... ~~v.f!P~! 

The iaformltion displayed in fipare 4: 

.. • ..... 1111 oa-.h'" lllial for •lac.-.kllimtt C~N~p"• 
·.: ........... --.., .......... dariaal9M .... local 
...... c.,. ••••. '11111 .......... ndal rar dlelaaladmnp ........ .....,. ...... , . 

• ._... • .., .... c HJ 'n ......... _ ..... ..,.,..... 
................... ..t­
...... , ph' .... .., ra.,., lilt. (AJJ t'• A 1D 
IIIII Iea. ........... 
............... 50 
, ... ,I .......... ) ADell 
........... I 12 .... 
caar nfn CATAT. Ma..,.. 
.. -...c-) ........ in ................... ....... ..., ............ ea.,. .... will receift fewer 
.... 600ca.,'t' 2J I 0,. 

' l*"::wrl,, tfie~· ................... 
widi9'71CW1JI I 7181916. A 
,..,..,. ...... rarllliloc iifM'Y 
il ..... , ..... ia ,... 4 lie· 
~ • a..., dlc!lord ID 
pnwidi.WIIiwa...,.a rcltlato 
lheFCC . 

• SIIDwl ... 1111 .... COIIpiDia MW ....... •iMIIIioldllll ~ 
.... ... ~--·· Jac--.-mt!lcOPf I sllaw 
:ar,llnt..._llltl .. _,.._~q~~~r_.._....,._... 
aa•raiJ 2 --.....aoldle ..... co.,ss•MN__.wilh 
tt.-,_,. ••. s.-.1 en '"'CWIT'"ia weft! alro .ned 
willaa ... srr.,.olc .. •t•. 
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. .. . . ,. '~ 
~_..far Lmg Dlltcrce ~-S8rvad 
wtlh More 1htii 250 Sla I tnng COIT¥lk* Its 
Tlwfotu ~~~ ltM1 t1is1111a QJR~PMia lttJd IM/Dwal s~ ~ 
rGiitu- ,..,.., /lfiM .OJ lo .12. 

NOr&:...._.,, s' . ._ _ 
__ 181..,., .... •• , .. ., ... ........... 

o.lll1916dll ....... CIIIIDIJfiiCN' aw ..... w...au.. 
lllli11rfl'll Ill d"JdiiCa I I ? ................. __ 

• 1Irtcan ni•Ciful :t •••-•,..._.._. • ...._. 
....-•••~--•flltiiiiS.ec~llllllf .. ,...., t• 

. ... .. -.. ... FCC 
......... PIO"II __ 
.... '17•1 I I 

.......... 

..... , ............ ... 

.... .., ....... ct ..... 
ca., ·u--wtlla-. 
dau 150 •••••'•• com­
pJe' 2J Afp 1'1 8 ID IIIia 
ScDMudlirltllll '•at ............... ..._ 
........ ,...,. ... nlios 
farlaaa..._no q nia 
.... ww ........ III'Yed 
w~~~a ........ ,oo.-. . ................ 

,... 5 ....... dill dill fOIW ......... dj•eye Clll ... ia 
W die-- a r' ' t llliDI-ml'wl ,_. .OS • .12. 'nle 
adllrCIIILIII 'n ' h ddll ..... 5 ._.cu•r' ••llllal......, 
,._ .25. 21.26 •• , { Illf1 ................... - .. .,.,. ... 
IIIIo lorsiiJaaa .,._. catrlen IDCI._J\tn liJflld iD App1tdl1 B 
il.l6. 
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Ccmplaht Ratios Fer Cornpcnes SeNed \\1lh More 
1hcJ"\ 30 Operator Service ~ (OSP) Comploll1s 
(Except. ag Agents) 

n.t.tl996 ............. C llhJfiiCtWU .....,... .... 
hqaklllpni~IIJFf.., .. Cn srPJ ............. 
-au nrr..-.JI'G'ifrrt•,__.,. • .._. 

OSPI jii\Nidl ... dllt •-. 
ia --. IIIII tdrt'••• ........ ,., ....... . 
._ lJPII ola'tfi!UII MlliJ. ' 
lllllfarur 1 -·~ ..... ,. ..... ,.dNol .................... I ______ .. Ia:_ . _., .. . 

lllrlat~tfl'*du n ·amflllil , I :;::---.·.,.- ,1 
1'lle .,_. JIU rrrl 4..U2• \ 
--~ ttg•'g -~ .............. 'IIIII_ • 
Npi'IUIII.. •• I "12... 5 I 
CCIIlcltlll lltll I tD I fif_. 
............ I ..... I - ,., 
dlla.da .......... .... 
riod. 

Fiprc6 ... diiCII!III' 'r• 
liallaro •t n'w,.....t&ac:.r 
_..._, ....-INIIIII q '''· 
wlaicll ............... 
lhiDJOOSP an;'· 11...._1,.. 1'111 n•rnwlldolforladi· 
vidlllloa .. DIM lrdlfrflr ..... 6 filii tra. .31 to 9.09. 

NOn: ......... ,, .... 
11 ...,.._. $2 Ldllr• .........,, 



• • • . 
, • 'tltiiMDs 

~ori1Plaint~·seM3d·On LocofT~ .. ccinPantes ..... ·~ 

l6 

Mlllly cqiUUIII~njinl COIIUM:I uwir locul kllp/u»M COtrlfNin.v IO ".tnl'~ th,;, 
~ompllllll11 ~~(fore UlfdUw • tt•rlnttr c01np/4int ID the FCC. If tht locm ttk· 
plrOM ct111f11111Y ~y wsol,~s a complllint, it muy not be rwc~utJry for 
COII.IIIIfWT$ 10 ji/611 COIItpMlltl ··ilh • FCC. 

NOn.: ..... .,. q· .... 
-•r~r·, ...._ , •.• _, .. ..... .....,. 

Fiple 7 ....... lacll • .,,... COIIIp"'in ....... IGWd 
widl- .... 50 ca.plliau cbWia 1996. App pdtJ A 1D dliJ 
Scanard IIIII for ada COIIIpiDY iDcluded ia Fiprc 7 1M COlli· 
......................... _ .............. of 

CIWIIfleiW --'· 

Pipre 7 .a.~~~awtdleiDIII...._ol,......iMI __._CIIda 
loclltllp.- a.r-y .................. tllpiK!IIIoft· 

lllld'--.iacludlllcd sz+n1of ....................... 
......,. of co.plai-. ....a oo 
aacll co..,..y invol•iq issus 
.... ._I "w OI .. W13 ca.,,. II ..wd• IIIIIIDcalllle­
plloM compuies in Gil poup. 
U29 .c:oapl•inll iiMiwd 111m· 
.... ., ... rl*a•...a.t4.3" 
............. odler ..... slam~ ..... 
Sl•••iq COBiplaiaU iavolvin1 
1ont diltl.,. and odler types of ....................... 
piiGDe oa•p-w ••-die IDeal 
.. ..,...., '*'lplllia ..... iD lhcir 
recGida infamwioa •..,;,•ro re­
solviDa "•nnina ,.....,. .. ,. 

A local celephoae COIDpiiiY may 
also be--willa compl•iMI ... terYica pnMded direcdy to 
~by die local c...,..y or 1e1 ric:el illvolviDI Oilier com­
,...,. Far a•.,... a local a~.,.., may a.__. willa a Clllll· 

,.....,.,., •• k..._. a IIIII lard' p111d Wen <-•Yiwc:alb 
• .....,.,.._ .... ,..,. • ..,.pnMdlfar.._ ... di._.. 
a.,_,dall--.sdllcaUs.lnlhiscue. lhe•llphaMcom­
JIIDY 11 laWid blcauiC it hu....,... into a coanaual amDJC· 
-to...:.. bWa for such caUs. 

c ...... Cr m._.·•-..r 
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. •• last *f' 

A"PPent:iX·s-sc.• ·' •' ··An .,;a·iliU·iiie·••.. cif,,,;,--·~=,· · ;; '; ·· -;.,---·--.. 
1118 ,. ... "'lllph1•llliol at .... d! I I ..SIIIII· SJamminl Compl•i• · 
............. wiiii-IIIIIIICIO•' '"lc 1 ... ., ia 1996. 

AppendlxC 
OSP Comp!aWs 
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1he "·-•a c:omplaiM l'llio for udl MmP""Y is lbe " ' ol 
s!• ial ph'•--oaa c 1 ydi¥idld11JIII_,_ 

I I I I I d.. (? 7 
..... ..,. oldallln). 'Die 

• 'a' 'rlliof'aracb a )ofcompe--iw:t' tiDAa: ,., 
B Ia 1111 -a • ·c ol•' 'DI c p'•'• _,.on .Uolllle 

: ,;- u..s ia dill a• a ) divided by the ._. c rea 
•I rcl 1 '-- far .u oflhe ccnpenies n..1 ill 11181 : a y 
(......a ia mUJjcw ol dollanJ. 

All 'I! c u.s lhe of Opea- Sa riel Paovldw (OSP) 
5 wued,11u * .adleOSP c plnir'nliasfar-

jiSiisl--wllll-dlenlGOSPc 1' I 2 IDI996. 'DieOSP 
I I 7111ioladle oiOSP--'••---oaa_. 

I -,_,.,d!ull 1...,1118 I 7'1-.l I r' d a I '~Wz 
- ( ad ia mU'Icw of daliln), 

WlliiiOSPis •maaoldreirau ±lllrN•PIIIIII*ov'd, ol 
w"ic :,curilnlad "m1 •-ofdtlirte¥· -* at odter .... dl carl nell adiNI:&clllildCiils. 

Bsd•lltp curiln' OSP ' c p'"" llliol on tlleir _, nN'IMJI-• 
....:III ...... IDdleflaa 1 lllzlqiaOSPwul A ..... 
_,.tsoa ..tel be 3D bue 1111 curiln' OSP complehM nlias on 
dllirQSPm *' J -18d .. as lei ..... 

IDI•••Isr'siMIYldiiiiOSP jl ir'NiiosoniaOSP• is 
DOlf Ill: \Yelhen:fcna "CCa• ·ps 1mliofordllcaaien. 
lad foa die b 'nMioo of I 'Jen lad O$Ps. We die 

J nln' let "ice _,.IIIII lad divided by die - of 
:heir .rvice - lllsiid on lheir Td ' 2¥1!11 
Relay Service -ubeeu. 

1be "'lllfOiilao weiibfal complsiN rMio is .OS ope:uar aervice com· 
p~a~a~~,.. •0''" dollan of • vice mew for caaiton. 
'Die N i 17 "' . pW rMio for 1 'l"'lad OSPs is 7 .ll opelll· 
liN' se:•ice -P•IN! per million daliln of opeaMOi aervice rev­
-. 

oc-.... c. ··--·-·-
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c ... ,.,,, .. ._ 
AU.DLC.U 1 
,. twt c.,. It 

•••• Dllllntl•s1 • c rrt'zr .. . 
.. ,.r ··eau 1 
... tC.pa ... 

Ciu' 1 ... 1-. 
Or' ....... c Jllf 

G11!Cu ...... 

.NYMIX ea,.. I 

Sti fa• .... hJ' 1 n111111a' --ICI"IIilllllllll 
S8C 

..._.,, r' r c a rt • ...-c ,mrw 
USWIIST. IK. 

,. ........... 

0.12 I.ACM 

0.11 
0.11 

om 
0.29 

0.16 

o.:zs 

0.27 

o.a• 
0.&1 

O.Q5 
0.11 

~ . 
1.17 

192 
1.112 -1.756 

AI..._ ....... ..,... wtdl _,...._50 ean ,..,.,. 

A'lll ' .. 111111 ----· & Je 1 .. lie. 
A rtr• T I 1 ' 1 • IIIC. 
A l•'llllllr.lllc. 
Aa0EX. IK. 
ATATC... 
Allll Ca · nlaw 

1.13 . .., 
6.'70 
0.10 
1.69 

).10 
U9 

0.32 
1.19 

l .3l 

0.93 
1.35 

'-M.C n JCCEI•CIC•r -•a•• • W• ,_,D.C. 

199 
69 
'70 
19 ,., 

) ,999 ... 
4.935 
~ 

112 
l)O 
11 
16 

" .,. 
63 

101 .. , 

···­ta= •• 
1,169 

ll.6U 

12.699 
1 ••• 13 

651 
191 

13J36 

12M'7 

1.350 

1.363 
9.631 

S.ll7 
9.131 

109 

117 
39.261 

lOP 

I.JOO 

•• 
3S. 
109 

196 

109 
109 

..... 
(l) 
(I) 

(I) 
(l) 

(I) 
(I) 

(I) 

(I) 

{2) 

(I) 

(2) 

(l) 
(I) 

(3) 

c•) 

(5) 
(6) 
(3) 

•• )( 10) 
()) 

(6) 
(S) 

()) 
()) 
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Al ...... 11 flE'IFMU .. wlla 
---•zrnu' I ll( .... d) ..... 
-Till l'nR r ,_ 
....... c 5 In 
I!UIITIII 2 5 1-. 

Fr.u. c 5 pj • l , ..... 
r-T'sl TIC I In 

01 Cllilll C I rd r 
0... 1.111111 'lrt I I a C..-niall 

lin X c 5 dl ... 
-o.-'-IM r 

'no tTrllllntrll 
I , a 
I n a GGII$ _., ..... 
... , 1 ,,, 2 9 
3 ,,, ~A I I Zlc. 
3 ...... 

IlK 'II 1 I., 

.._. .. T .. '-1«1 'IITnlllr--•'llllilllln • C&J I r 
tlfll c 5 5 

:.. 

I . . .... . 

..... c 2 I 

......._T?, IlL ..... 5 '* c 5 

.,, cau.-• 
lO 

C thtrr ....... 
Dllilnef·li·DI CI•JII' '• 

·~ lit 
U6 1'70 

IOAJJ 612 
0.3~ 352 

1,01 
1.63 

9.Ql 
U3 

..,. 
4.CM 
0,65 
uo 

2.76 
0,23 
w 
7:36 
4.14 

1.31 
0.17 
0.91 

3.~ 
1.37 

3,j5 
1.73 

2.13 

10.16 
5.61 

2.43 

Ill 
111 

913 
145 

150 
lJ6S 

50 
130 
971 
66 

15 

301 
2S2 -'791 
451 

150 
UIS 

136 

352 
149 ,.. 
317 
119 

1,)96 

63 
u 

1,107 
6)9 

67 
265 
19 

a.u a 11 
,,..,.. Nelli 

lOP (3) 
109 (3) 
61 (S) 

1:091 •6) 

1.563 (6) 
109 (3) 

101 
101 

101 
lOP 

109 ,.. 
77 

lOt 

109 
1,103 

Z9 
lOt 
109 

101 
16.372 

149 

109 
109 

109 
109 

109 
114 

101 

(3) 
(3) 

()) 
()) 

(3) 
(4) 
(I) 
(J) 
(7) 

(3) 
(6) 
(9) 
(3) 
(3) 

(3) 
(6) 
(6) 

(3) 
(31 

(3) 

(3) 

(3) 
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