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CAll BaCJiOBQQID 

On April 25, 1983, the Commission granted MCI 
Teleco111111uni cations corporation (HCI) Certificate Number 61 to 
provide intrastate interexchange telecommunications service . As a 
provider ot interexchange telecommunications service in Florida, 
MCI is subject to the rules and regulations of this Commission. 

In the last seven years, the Co111111isaion has accepted two 
settlement offers from KCI regarding unauthorized carrier changes 
(sloaminq), On Koy 20, 1991, in Order No. 24550, the commission 
approved a $25,000 settlement otter in Docket No. 910205-TI. 
(Attachaent A, Pages ~-7 ) on March 8, 1996, in Order No. PSC-96-
0336-AS-TI, the Commission approved a $50 ,000 settlement otter in 
Docket No. 960186-TI. (Attachment B, Pages 8-11) 

In addition, the Federal Communications Commiasion accepted an 
agreement from KCI in Kay ot 1996 to resolvG a Notica o r Apparent 
Liability tor Forfeiture. HCI agreed to moko a voluntary 
contribution ot $30,000 to the United States Troaaury and to add 
additional consumer protections against unouthorized long distance 
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carrier conversions by using an independent third party to verify 
residential and ..all business customer orders. (Attachment c, Page 
12) 

From April 1 , 1996, until January 13, 1998, the Commission's 
Division ot consuaer Affairs has received a total of 1225 
compla ints against MCI . Of those complaints received, 106 wore 
closed aa sla .. ing infractions in apparent violation ot Rule 25-
4 .118, Florida Administrative Code . Based on the number of apparent 
slalllllling v iolations , staff opened this docket to investigate 
whether MCI should be r equired t o show cause why it should not be 
t i ned or have ita certificate cancel ed, pursuant to Section 
364.285, Florida Statutes. Staff filed ita i nitial recommendation 
to show cause MCI for tho apparent slamming violations on January 
22, 1998 . MCI asked that the co-isaion defer a decision on the 
recom:aendation t o allow MCI time to review the apparent violations 
and propose a aettl ... nt in lieu of proceeding with the show cause. 
HCI submitted ita proposed settlement offer on April 27, 1998 
(Attachment D, Pages 13-18) Staff believes the following 
recommendations are appropriate. 

DIICPIIIOI or IIIPII 

IIIPJ 11 Should the Co.miaaion accept the settlement offer proposed 
by MCI to resolve the apparent violations of Rule 25-4.118, Florida 
Administrative Code, Interexchange carrier Selection? 

UCO'"'IQATIOic Yes. (Bioqahki) 

ITIIZ JBILXIII! on February 4, 1998, and again on March 17, 1998, 
HCI lDOt with staff to discuss the pending show cause case. HCI also 
provided additional data sufficient to change tho i nitial 
classification of a substantial number of its complaints from the 
slamming category. Ther eafter, on April 27, 1998, HCI submi~ted 
its offer to settle. In its settlement offer HCI agreed to do the 
following: 

HCI will agree for a period of throe years to audio 
record all Third Party Verification telephone 
cal la, and will retain a l l such audio tapes for a 
period of one year froa the date of the call. HCI 
will eo-once this audio taping system no later 
than June 1, 1998. 
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HCI will provide more complete explanations of the 
circ:wa.tancea and corrective action taken 
concerninq the complaint in ita responses to 
oonsuaer complaints tiled with the Florida Public 
Service co-ission and will also provide the Third 
Party Verification tape with all applicable 
r~ 'Jponses . 

HCI will establish a toll-tree number dedicated to 
receivinq and r esolvinq unauthorized PIC chanqe 
coaplaints. 

HCI oo .. its to e nqaqinq in ongoinq dialogue and monthly 
reviews with the Commission staff or complaints lodged 
aqainst it with the Commission. 

HCI shall invite the Commission manaqement audi t ors to 
conduct a focused review of HCI's PIC change process. 

MCI will make a voluntary contribution to the Stat~ of 
f lorida General Revenue Fund in t 'he amount of $240,000. 

Staff supports the otter to record all Third Party 
Verification telephone calla because it will provide better 
evidence in determininq whether a slamming violation occurred .. 
Staff also believes that the more in-depth initial response t o 
complaints proposed by HCI and the extent of the investigation 
conducted will help staff determine t he cause or apparent 
unauthorized carrier chanqes. The monthly reviews or consumer 
eo-aplainta with MCI will alao allow statt the opportunity to review 
the circ:wa.tances involved with each complaint tiled within a 
specific time frame . In addition, HCI'a proposal to establish a 
toll-tree nuaber dedicated to slaaaing complaints received by the 
Florida Public Service Commission will allow tor expedited 
resolution ot consumer complaints . Finally, the Commission's 
management audit of HCI's practices should help ensure that every 
practical safeguard is iaplemented to avoid slamming. 

Therefore, staff believes the terms or th~ settlement 
agreement as summarized in this recommendation aro fair a nd 
reasonable and supports the voluntary contribution to the General 
Revenue Fund pursuant to Section 364 . 285(1), Florida Statutes, in 
the amount ot $240,000 . 
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RICQ""IIPA'l'IOMI No . With the approval ot Iaaue l, t his docket 
should ro:..ain open pendinq the remittance ot tha $240,000 voluntary 
contribution within tive business days after the order approving 
the settleaent becomes final. Upon submittance of the $24 0,000 
settlement, this docket should be closed. The $240,000 settlement 
should be forwarded to the Ott ice ot the Comptroller tor depc.s • t in 
the State General Revenue Fund pursuant to Section 364 .285(1), 
Florida Statutes. (Bedell) 

l'l'Alf •px.JIIII It the co-iaaion approves the statt reco-endation 
in Issue 1, this d ocket should remain open pending the remittance 
ot the $240,000 voluntary contribution. The voluntary contribution 
should be submitted within five business days after the order 
accepting the settlement becomes final. Upon submittance of the 
$24 0,000 settle.ment, this docket should be closed . 
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910:105-TI 
HHO 
HZ0/91 

T!le tollowl.nt c:-.J.•aionera putioipate4 in t.lla dhpoeition ot 

t.llle .. ttur 

3. 'l'Dl'f DIUOtl 
lftn IAILft 

oalLD r.. ouwza 
JCICBU:L JfcJ[, wtLIOII 

QIQD '""''" •rrrt,"PJ' orrg 

IY TID CCIGCIII%0111 

'l'M.e doatet va• !J\J.tiated 1J\ ruponee to the nl.&llber ot 

co.platnta reoeJ.¥ed bJ oar DJ.Yiaion ot eon.u.er Affaire (Con•u.er 

Attain) a.-J.nft IICI 'l'elea aioationa COtpoution (MCI) rec,arcUnq 

unau~iae4 connectJ.ona, Aa aa~iae4 connection 1• the chancJll\9 

of a caetw·r•a ~iiMd priaery interexc:bant• cuTiar ( PIC) 

vitbout ptopu aothOI'iaation tr• the raapondbla party . our 

Staff • • ~J.9ation d..oNrUated tbat 1J\ lttO, MCI had 21 o total 

Cotiplainta, ot Wbiab approx1aataly 150 wra for unaut.lloriud 

coM~iona or aanet~ practicu. rn the t1ret quarter ot 1991 , 

ta CotiplaJ.nta were recel,... .., C:oneuaer Affaire, vitl\ 73 ot tho•• 

for unautboriae4 oonneatione or aarkatinq practicea . lly order No . 

:Z40l7, ienecl J'amauy 31, lttl, in tba U. l eprint doc::ltet , ve 

indicated tbat un&llt!WW1ae4 COM~iona and untair urkatinq 

pnatJ.OM voq14 not be tolented 1J\ Plor1da. AdcUtionl'lly, by 

order ••• auos, 18 ... April u, lttl, ve directed that • 

rulma-int p&'IIOIIdint be opened to addreaa the probla•• ot 

\&Nl\ltiiOI'iae4 coaneatJ.Oft8 and bp&'opu- aarhtlnq practice• ot tha 

in~• OUT1_.. (%XCII). We believe that va have .. nt a 

clear ....... ta the rxc:a. 
On April at, lttl, Met filed an Offer of S.ttle .. nt vith the 

C:o..iaalon. In tut otter, IICt 1191'-.4 to pay a Una of U 5 . OO.l Co r 

t.ba \&Nlatborh.. connection. invaati9ated by our Statt . 

Additionallr, tbe eo.pany explained that a aubetantial nuaber ot 

coa,la!J\ta d~aift9 the period of October 1tt0 throuqh March 1tt1 , 

reaulted tr• order proc•••U. errora. Due to tn• aubaieaion o t • 

tape te the local axobanqe OCIIIp&niu , a eiqnU icant nullber ot 

c:\lat..-era were inadvertently Cbanqe4 to "ex. our1nq the coura.: ot 

ita imreat19at1on our ltaft found tl\et, upon detection ot the 
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error, *I acted in a ti.Mly unn.r to return the affected -:uete~~~en to ~eu cboeu carrier. 

Altll!NP IICt CNn'ently tlaa verification proeeduna in affect, ~o.e ~ooedv .. bave not adeqwately reconcU..S t!le unaut!lorhed coftfteGtJ.on pcoatl-. Bo•evv, tile ec.pany .... rta t!lat it had no poUar 1a plaae willa MOCNI'.... or 4J.ncted intentional \&MIItbo&'J.a.. tiC cbanf... .\8 a Mlution to t!le verification proatl•, tbe C 15 anr U. a: it ted to Ulpl ... nt a nationvicSa indi,Jndte~ tb~ party v.ritication proceaa, aubject to outaicSe audit. '!'be ~Gatll- vUl M tully illplaentecl try .1\aM 1, lttl. MCI beUft'M tbat tllia ....ve ·vUl protect CNatollul aqainat tlavi~ t!leu nc ClbaniM vitllout t!lei&- a~at~uw11at1on. 

We lleUeve tllat IICI 1 • Mttlaent otter 11 raaaonabla. The c: ;any'• MMtl•tnt 1• awve of and 11 taJtin9 atepe to a44r••• the probl- tllat ~. ~efoce, we accept IICl'• offer, and ha~·eby direat tile C SIUlJ' to zoeait US,OOO to t!le Plor14a Public Service Co.aiaaion in Mttl.-.nt of tile 181WM1 in t!lia dOC);at. A9dn, ve caution lee% t!lat una1at!lorh .. connactione ahall not be "<>larated in tile tllbln. 

aatlld on t!le f01'190ift9, it 1a 
OIWJam by the Plori4a Pul!Uo service C~iaaion that KCI Telec lfticaticma Corporation ahall ru!t us ,ooo to the r lor ida Public ler¥1oe C0..1ee1on forthvi~ in aattl ... nt ot the 1aau•• in thie cSoolfet. It ia turtber 

OJU)JaiD tbat. t!lia clooJret be eloeed upon receipt of the szs , ooo .. ttleaent fro. Mel Tel~icationa Corporation . 
ly a.D .. ot tile Plo.ri4a Pul!Uo Service Coaiaaion, thia ZOtn clay Of KAt lUl 

sftol Tilll£1. blreetor 
Diviaion of Recorda and Report1"9 
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wznc;w or N'''P "' 'N*Tr' Ql .mptc:JAL '"".II 
ftle ft•icla .UUo lerlloe - &Ml• 11 ,...uirM b)' tection 120.11(4), flwU. na .. tu, _ te netJ.IY DUC1M of any ~u .. IIMI'ut • '..U.UJ. nwJ.w., e-l.olon onere tu~ 11 a.UlMle W'IOW lnthu 120.11 • uo ... , r1•U. ltat\a~ ... •• wU u tae Jll'lll t .,. ... t18e l!aita uwa• a,.1,. ftia noUca •••~ _. M Clll ta 'MI ta ... all f .. l l'ta tw aa adainlauaUve ~Sat • '.tieial nws- wUlM......,.. Olfi'MUlt 1ft t.M relief ........ 
Jill ... tJ ••Nlr .,,_. .. - Ule c 'Mi•'• final eation 1a tllU .,._-. r .. 111t1 1) rr rW....U• of tM deoloion bf fU~ • .u ... t• 1111 11MnU. wJ.tll tM D~. DivloJ.on of Ill_.. aat ~ wJ.~ flftMa (11) .. ,. of tM lceunce of taia • lrl' 111 tae , .. ~·••J.W llf 81.1• u-n.oto, rlor-J.cta AlllaJ.alnnU,. Clleel • J) '.tieial nn.. a., tM rlol'lda fupr ... eou~ 111 tM-- ot u eleaUJ.o, ,.. • teltltlono "dU~y or tho rs.nt Dlat:wJ..t Q =• el ... 11 la tM .... of a vaur or cavar "eJ.Ut)' llf fUU. a netioe of 111 11 wi~ Qe Dlnceor, Dhlcion of 11 111 .. aa1 ~l ... flU .. a _, of tM not1M of eppoal and ~ filial fM wiG U.. 1UUJII'1A .. ON&e. 'l'bia t1Unt lldC be ~~ vi~ tiL1nr (20) dip att. U.. 1uunca of tllio order , puc •et te ~ t.uo, r101rU. .. 1 .. of appo.Uata Proc:edun . '"'• noeioe ot •111111 ...- M Sa tM ton ..-u1 .. 1ft Jtule t . too ca) . rlodda 81.1• ot ..,.u.ate hnttlan. 
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BEFORE THE FLORIDA PUBLIC !lERVICE COMHISS ION 

In Re: Investigation o! HCI 
Telecommunications Corporation 
marketing practices. 

DOCKET NO. 960186-TI 
ORDER NO. PSC-96- 0336-AS-TI 
ISSUED: March 8, 1996 

The !ollowinq Commissioners participated i n the disposition ot 
this matter : 

SUSAN F. CLARK, Chairman 
J. TERRY DEASON 

JOE GARCIA 
JULIA L. JOHNSON 

DIANE K. KIESLING 

ORDER AfPROYING OFfER OF SETTL~ENI 

BY THE COHHifS ION: 

Between January and September 1995, the Division o! Consumer 
Affairs received 192 complaints aqainst HCI Telecommunications 
Corporation (HCI) regarding unauthor ized switching (slamming) of 
consumers' long distance service in apparent violation o! Rule 25-
4.118, Florida Administr ative Code. Commission stat! met with 
representatives ot the company and asked them to analyze each o ! 
the complaints to determine the cause (s) and how they might be 
resolved . 

On January 18, 1996, HCI submitted an analysis of slamm1ng 
complaints. The majority o! the complaints appeared to b~ due t o 
marketing activities. After fu rther discussions with staff, and in 
recognition of possible enfor cement action, HCI filed a Motion to 
Cons ider and Accept an Offer o! Settlement on Februa ry 6, 1996. 

We note that th• Conetaaion previously accepted an of fer o f 
settlement !rom HCI r•;ard1n; slamaJnQ coaplaints in Docket No . 
910205-TI. In that docket the Commission conducted an 
investigation after receiving numerous complaints from customer s. 
The settlement, i nvolvinq a $25,000 voluntary cont r ibu t ion , wa s 
approved by Order 24550, issued on Hay 20, 1991. 

8 
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MCI ' s Offer of Settlement, filed on February 6, 1996, consists 
of the followinq terms: 

1. MCI will contribute to the qeneral revenue fund of the State 
o f Florida ~ s~ , ooo with no admission of liability or wrongdoing. 
This voluntar y contribut ion o f SSO,OOO will be made no later than 
ten days following the issuance of a final order accepting the 
o ffer of settlement. 

2. MCI wi ll commit to appl y the third party verificat i on 
procedures i n subsection 2Ccl o f the Commission's Interexchanqe 
Carrier Selection Rule (25-4 .118, F.A.C. ) t o residential and small 
business sa l es r esulting from cus t omer initiated calls to MCI ' s 
inbound sales and customer service centers, notwithstanding that 
the third party verification requirement does not apply t o 
customer-initiated PIC changes. 

3. MCI ~i ll commi t to apply the third party vert fi ca tion 
procedur es i n subsection 2(c) of the Commission ' s Interexcha1ge 
Carrier Selection Rule to direct marketing and direc t response 
residential and small business sales evidenced by an LOA, 
notwithstanding that the third party verification requiremen t does 
not apply when MCI has an LOA. 

4. MCI commits to the continuance of its "Satis faction 
Guaranteed" policy whereby MCI agrees to incu r the PIC change 
charge to return any customer to thei r carr ie r o f cho i ce i f, for 
any reason, the customer is not satisfied with MCI' s s ervice. 

We concur with MCI that i mplementinq the procedure of third 
party verification of residential and small business PIC changes 
prior to implementing the change, should greatly reduce the 
slamming complaints received by the Division of Consumer Affa irs. 
Specifically, the third party verification process should reduce 
the complaints in the categor ies of fraud, direct market ing , 
inbound calls, ANI errors, and miscellaneous mis t akes. 

Upon consideration, we will approve MCI ' s Offer o f Se ttlement . 
Therefore, it is 

ORDERED by the Florida Public Service Co!Miission th'lt MCI 
Telecommunications Corporation's Offer of Settlement is he reby 
approved. It is further 

9 
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ORDERED that this docket shall be closed once MCI remits the 
$50,000 voluntary contribution as described in and in accordance 
with the terms set forth in the Offer of Settlement. The voluntary 
contribution shall be forwarded to the Office of the Comptroller 
for deposi in the State General Revenue Fund pursuant to Section 
364.285(1), Florida Statutes. 

By ORDER of the Florida Public Service Commission, th1s ~ 
day of March, 121§. 

(S EAL) 

MMB 

/s/ Blanca S . Bay6 

BLANCA S. BAYO, Director 
Division o! Records and Reporting 

This is a facsimile copy. A signed 
copy of the order may be obtai,ed by 
calling 1-904-413-6770. 

NOTICE OF fURTHER PRocEEDINGS OR JUOICIAL REYIEW 

The Florida Public Service Commission is required by Section 
120.59(4), Florida Statutes, to notify part ies of any 
administrative hearing or judicial review of Commission orde r s that 
is available under Sections 120.57 or 120.68, Florida Statutes, as 
well as the procedures and time limits that apply. This notice 
should not be construed to mean all requests !or an administrative 
hearing or judicial review will be granted or result in the relief 
sought. 

Any party adversely affected by the Commission ' s final action 
in this matter may request: 1) reconsideration of the decision by 
filing a motion for reconsideration with the Director, Division of 
Records and Reporting, 2540 Shumard Oak Boulevard, Tallllhassee, 
florida 32399-0850, within fifteen (15) days o! the issuance of 
this order in the form prescribed by Rule 25-22.060, florida 
Administrative Code; or 2) judici61 review by tho Florida Supreme 
Cour~ in the case of an electric. ;as or telephone utility or the 
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Firs t District Court of Appeal in the case o f a wa ter and/or 
wastewater utility by filinq a notice ot appeal with the Director , 
Divi sion n f Recorda and Reportinq and filinq a copy of the notice 
of appeal and the filinq fee with the appropriate court . This 
filinq must be completed within thirty (30) days after the issuance 
o f this order, pursuant to Rule 9.110, Florida Rules o f Appe llate 
Procedure. The notice of appeal must be i n the form speci f ied i n 
Rule 9.900 (a), Florida Rules of Appellate Procedure. 

I I 



• 
c~JNEWS 

, ..... c ... .,.,l••••• c ••• ..... 1tfi·M .. ul, N.W. 

• 
Jt 8~ 

W..tlrln ... n.D. C. _.. 
WIW a I IUWWWI ----........... , •• -.& ... 

Ripon No. cc 96-14 

ATIACHMENT C 
DOCKET NO. 971486-TI 
APRIL 30, 1998 

4C: . ~,w- 6. Htd1t . 
(fro~ 

63UJ 

Jw. 21 , 1996 
COMMON CA••D 8WIW1 ADOIPII W'l1' MC"D AG'DM'M" WI I& NCI 1 1-.VIHG MO'i'la tl AJIPAUHI' LIA.IILITY JOa JOUan1D JOa P AMMING 

n. Ol • Cantlr ...... wa 1< I : I .... - CorpofMkll ()CCI) baw -nidld '- a Ca Dew,.,, nr "'** ,_,._a 1 1"11 Nodct ol ARata• r ""W':J tor Forflla::tc (NAI..)-... tp1M WCib cC 1 'Yd"h • oi«M QwmiuJQG's . ....... nalll. 

trlllllrdll--~-... 7 wawtll..-awe' )CICiiiiiJo.aioaol m.ooo 10 • Ullilld s-1\ 7. wa wt~hllo ... ""' • c • .,. •t~oa~ 'P"" t daid Ioiii "r • cant1r cacvw I•.., .... • let' s ' dm'!t peny 10 ~ rw!1 !eel IIIII ..U ~ rl ordln. MCI'I .. polkJ II a c 'IM'· foc:a.d •ct 'I I 10 CUll- PCC tor carrilr c' I c c.a. "'ca 
"1'bla Ill TM Ia 1 vlcaiiy b l F n, rot 1M FCC IIIII b MCI," said 1o1m 8. MW.., QW, Eatoi I I Dtvilioa. C 18 Clrrllr ... "h 1¥ I IT I -.r way 10 prociiCl o••n•n rra.. tmlft _. 10-dll7 111 be obd up 10 1M Ioiii dw..,.. c:arrilr or daltr cboic:e. • 

.,. aa- bllilvw .... ' ... - ot " .... tew - plft) walfte erfoc wW help raofw lbt cwtwU. prl' oi«M ' 41:11d CIIJJJWUiw ol • • ,,.... ••b • scrvica, • Mr. Mula lddM. 

n. NAL. !....a hi I...,, -.,.¥811 COMenw aUtpao. dllc MCI mild lqiOG forpd lean ot •• ' .... ., 10 ..... . illlt.- CCAfl ••• primary ~ carrW (PIC)« ... ,...., Cllrilr. 'I1Ic pi laD ol' he .. IAJ I QOti'SIII""' I PIC wllboal ....... l:z:rrl:lw II "'Ii ..,.,. • "•'• U.." 

.fCC . 

News Media~ MJady OiDibura u (lO'l) -'11-UOO. Cocmnoa Carrilr aa.& cc ....,. Colleal HdltiiD9 a (2:02) 411-0960. 
1 2 



• • 
P IPER & MARBURY 

L.L I' 

CKAflcCS C ~NTCfl SOI/T>1 

c~ ~. SC"'Z· ... 

c• cOl 070.11113 

FAA: 14101 87.1083 
CICHI~CQM 

3 0 soi/T>1 c ..... • cu STJ~tltT 

BAI.Tl .. QA[ , MAtrri. .. ND I I 10 1•30 1 6 

ru • • O· •~•·o••• 

April27. 1998 

VIA FACSIMILE AND REGULAR MAIL 

Ma.rtba Cvlcr Brown. &qu1rc 
Chief. B~ of Communications 
DivWoa otLep.l Services 

Florida Public Service CommiNion 
24SO Shumard Oak Boulevard 
Tall•h"-· Florida 32399 

R.e: Mer Telecommunications Corp. 
Docker No. 971486-TI 

ATTACHMENT 0 
DOCKET NO. 971 486-TI 
APRIL 30, 1998 

.... ~t .. OTO~t 

""c.w •o•~ 
:- .. ti. AOit. "" "~ 

•• , ,o .. 

Enclosed please find a revised Offer of Settlement, wbi.ch r believe incorpora!ts 
all the chan&cs \IVC have discussed. Please iivc: ro.e a call wilh lilY comments you may 
have. 

CPS/It 
Enclosure 
cc: Adtm H. Chimes, Esquhe 

Paul Elkildten, ~ 

Very uuly yours. 

CiaJ. FJ.-. 
Charles P. Scheeler 
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

In re: Initiation of Show Cause Proceeding 
against MCI Telecommunicmions 
Corporation for Violmion of Rule 25-4 I I B. 
A orida Adminis trative Code. lntcrcxchunge ) 
Carrier Selection ) 

Docket No. 97 1486-TI 

Filed: 

OFFER OF SETTLEMENT 

MCI Telecommunications Corporation ("'MCI" or the "'Company"' ) agrees fully with the 

Florida Public Service Commission ("'Commission") that changing a customer's Primary 

lntercxchange Carrier ("PIC") without his or her authorization is not appropriate. Indeed. MC I 

has historically led the telecommunications industry in the development of anti-slamming 

measures. As early as 1991. MCI pioneered the usc of third-pany verification ("TPV"): TPV 

mvolvcs the confirmation of carrier switches by an independent company. Since August 1996. 

MCI has used TPV to verify vinually all residen tial and small business sales. 

MC I's experience in Aorida and nationally has demonstrated the effectivenc~~ of 

responsibly-operated TPV. During 1996 and 1997. MCI installed long distance servtcc to over 

1.4 million new residential customers in Florida. This is by far the largest gross number of long 

dista.nce carrier switches of any carrier doing busincs~ in Florida. MCI '~ total number of new 

installations (residentiul and business) in Florida over th s period wa.~ in excess of 2 million. 

From April I, 1996 through January 13. 1998. the Commission's Division of Consumer 

Affairs received 134 consumer complaints against MC I (excluding duplicates) relating to alleged 

unauthorized PIC changes. Of these complaints. MCI believes that only four involved c~' 

where MC I arguably did not have o good faith ba.\1~ to change the customer's ~rvice. Tllll~. the 

total number of complaints represented only approximately one complaint per 20.000 

installations. and the total number of cus tomer long distance service PIC changes for which MCI 

6Al T~A.71 425' 1 04123198 
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believes that it did not have a good faith bam represents approximately one change per 500.()()() 

Installations. 

MCI"s national track record is equally compelling. The FCC publibhc~ the Common 

Carriu Scoreboard Report, which lrllCks slamming complaints on a nauonwide basb. The 

Repon states that in 1996, MCI had less than one complain! per S 10 million in revenue ·nm 

places MCI among the industry leaders. 

Nevenhelr~s. recognizing that there is always room for improvement in this imponnnl 

urea. the Company remains committed to continuing to improve it' procedures. a.' well a~ 

c<>ntinuing to rigorously enforce its existing procedure:..~ in order to rn1n1mi7.c: unauthomed PIC 

changes. whether caused by inadvertent error or otherwise. Accordmgly. and in order to rCS('Ive 

the issues which are the subject of Docket 971486-TI. MCI make' the followmg offer of 

senlement and statement: 

I) A thorough review of the material focts revealed that a ~uhMantial number of the 

cr mplalnts regarding unauthorized PIC changes dunng the period under rev1cw 

involved situations where MCI had received TPV that the customer had nu thon£cd 

the PIC change and had provided his or her date 01 b1nh or ~oc1al securely number 

confirrn1ng the TPV call occurred. The customer ncvenhele~~ Iuter contended thnt 

he or she had not authorized the PIC change. In order to: a) cllminme any doubt a' to 

the substance of the conversations between the TPV representative and the cuMomer. 

and b) confirm that TPV is conducted according to the procedures established by 

MCI and the Aorida rules and regulations. MCI w1ll agree for a period of three 13) 

year~ to record ull TPV telephone calls. and MCI tL~surneh the oblegauon co re1ain ull 

such audio tapes for a period of one year from the d111c of the call . 

This undena.king will require a substantial capital 1nveMmcnt for cqu1pmen1 and 

software. Morcovu, MCI will also incur sub)tanual ongomg cons of tnpmg and 

8AlT~71•2S I ()U231118 
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maintenance. MCI will be ready to commence thl!> aud10 tapmg ~y~tem no later than 

June I. 1998. 

2) The Staff noted that n number of MCI'.s leuers 111 ~ponM: to customer comphuntJ> 

did not provide adequate information so that the Staff could accurately detcm1mc 

whether an unauthorized PIC change had occurred. MCI agrccJ> to state in II., 

complaint response leiters whether or not the Company considers the incident an 

un.wlllorized PIC change, nnd the basis of us conclus1on. MCI will also. as pan of 

its response. provide n copy of the audio tape of the TPV call. if applicnble. No 

provision of this Offer of Settlement shall preclude MCI or the Comm1~'1on anu 1b 

Staff from prc:.'IC:nting additional evidence (beyond that dc~cribed m the compllunt 

response leuers) in any legal, ndministnuive or other procecdmg relating to 

unauthorized PIC chnnge allegations. 

3) MCI shall establish a toll-free number dedicated to receiving and rcsolv111g 

unauthorized PIC change complaints. MCI shall . 111 11' reu,onubk d1~creuon. 

provide notice of thiS number nnd 11s purpose to the public. MCI will cooperate w11h 

the Commission in establishing a system whereby custome~ calling the CommiSSIOn 

with complaints of unauthorized PIC changes may be tnm~ferred d1rectly to MCI'!> 

toll -free line. 

4) MCI shall invite the Commission management auditors (the "nuduor!> ") to conduct a 

focused review of MCI's PIC Chnnge Process. Th1s review shall mclude. but no: l'C 

limited to, a visit to nn MCI call center nnd a TPV fac1l11y ullll7.ed by MCI a1 a 

mutually acceptable time. During this tunc the nuduo • .- will be pcnmtted to 

mtervicw both MCJ nnd TPV personnel and rev1ew the Company·~ quality control 

practjccs and procedures that are designed to mm1m1zc unauthon7ed PIC change,. 

The review will include an ;uscssment of the Company':. long·dl&rllrh:;: marketing 

processes from the point the customer is contacted on behalf uf MCI. or from the 

01\1 I O?A 7 1'2$ I 04123198 
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point the customer contacts MCito the point that the PIC change as trnn~m1tted to the 

local Exchange Carrier. The auditors will also be: llfforded an opponunuy to discu~ 

these marlteting practices and procedures with appropriate pcr,onnel. Upon the 

conclusion of the auditor's review, MCI will. in good faith, dascus~ and consider the 

Commission's suggestions for enhancing practices and procedure~ u~cd by MCI to 

protect consumers from unauthorized PIC changes. A~ with all Comma~sion audits. 

any information of competitive concern will be: handled in a confidential manner. 

5) MCI commits to engaging in ongoing dialogue and monthly rcvacws. conducted by 

conference call if appropriate, with the Commission Staff of complaints lodged 

against it with the Commission. This review will include. among other things. a 

discussion of the slamming complaints ident ified in the Commil>sion·~ monthly 

Consumer Activity Report. 

6) Subject to the conditions stated in Paragraph 8, MCI wall offer u voluntary 

contribution to the State of Aorida General Revenue Fund of S240.000 an \cttlcmcnt 

of any and al l complaints arising from or relating to alleged unauthonted ?IC 

changes that occurred from March 8, 1996 through January I 3. 19911. 

7) Subsequent to the entry of any Order by the Commassaon approvang thi~ offer of 

settlement, if MCI either admits engaging in. or after the anuintaon of a Show Cause 

Proceeding is adjudged 10 have engaged in. an ongoing pattern of amproper conduct 

involving PIC changes wilh willful disregard for the requirements of Commission 

rules or the commitments set forth in this Offer of Settlement or Prior Consent 

Orders (hereinafter - willful improper conduct"). the Company recognizes that 

additional enforcement proceedings will be: appropriate. MCI firmly believe,, 

however, that many of the compl:unts which arc the subJect of tha~ procccdmg 

involved PIC changes caused by inadvertent data entry errors (e.g. transposang 

numbers in a telephone number provided by u customer requesting 11 PIC change) or 

OAl T Cl?A 71.25 I OU23IN 
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other situations in which MCJ followed both its own policies and the applicable 

verification requirements of Florida law a.~d therefore did nul engage 111 wailful 

improper conduct deserving of enforcement action. MCI will contanue it:. effort:; to 

minimiu: the number of unauthoriu:d PIC changes caused by inadvertent error. MC I 

contends, however. that no future enforcement proceeding~ should he miliuted 

against it absent a demonstration that it has engaged in willful improper conduct •~'> 

describW above. 

8) MCI docs not, by th is Offer of Seulement or otherwise, admit any Vll) lation of at1y 

statute. Commission Rule. or other rule or regulation, or any facts whach nught form 

the basis of a cause of action against the Company. By making tlu~ offer of 

settlement, MC J docs not waive any of its legal rights in the even I the Commission 

docs not accept this Offer of Seulement, including the right to contest uny und nil 

assertions of fact or law ~et fonh in the staff recommendation. If tha ~ ofler of 

sculement is accepted by the Commission. it shall be auached to the final or.'er 

accepting the seulement and closing the docket . 

-#. 
Dated thi~date of April , 1998 

BAl TOV.. 71A 25. 1 ;041231118 

17753·129 

MCI Telecommunications Corporation 

.:br.if:J 
Chief Litigation Counsel 
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