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¢ Monthly Servies Charges (contiaued) AMOUNT T~ TOTAL

3 8. Direstory Assistence (OA) Usege =~ =~ )

b4 %’:Fm--: T S92/0a11(e) e Local OA at-mo'oherge it Y 1 o0 et f TS

3 e M e 0011 (0] 00 Loes1 DA st 6,88000n | B0

lo Subsosal ' 275.07

Other Charges and Credits
= "'f.f-""' e _a.r:.-'zwvw‘*w:“““ - ~ad i ey o v
R T e D e
508911 (oF 911)° Inessrieslon: omrm “nie

! 2 eharge hes been plsced on your b!il by DADE

ty ) QOUNTY FLORIDA .56

ts o -;nn (orr Q_]j) ‘sonthiy’ .hgrm m. nrm e 3

P e =811 1ed.on Doha if of’ m OOUNTY ol PO

(& m(u = R - [

g o0y, BR.90 B0 . MAMHOLE o o e L i pe

:_ﬁy ;«f - PORs.: -f M’mw llnholo oruum m-a it an 0 AR T § il B

2 ey sl 7 subtosal 1,68

- ﬂ‘&ﬂnCﬁH‘hM}

é’ | Date PscaCaled  Number Calied *Ruts Time Min.

o MAY 11 976 mvm: :30% 976-7673  1WTAM. 1

i Direct Disled Calls ~ e i
2L Dete  Plecs Calied Number Calied  *Rats Time Mis.
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‘; mw Account Number .
b A SERASOUTH Compary Bitll Date: Sep 14, 1990
? Page 1
q " CURRENT PREVIOUS © o LEsS B 2 CURRENT " TOTAL
lo CHARCES BALANCE PAYMENTS _ADJUSTMENTS CHAROES AMOUNT
o DVUE BEFORE out
Ooct 9 $53.29 $53.29 $0.00 $53.88 $53.88
a z; -
'3 L"”,/ Detailed Statement of Charges
" 0" : AMOUNT TOTAL
(e /55 M/ . .-ases plesse note: A 1.5% Lste Psyment Charge will apply
il to any unpaid balance as of Oct 16.
7
Monthly Service Charges
,’97 1. Monthly Service-Sep 14 thru Ooct 13 19.1%
5 {1temization of tocal biiling avalisble upon request.)
ac 2. FCC Charge for Interstats Toll Access 3.50
e 3. Emergency 911 Monthly Charge. This tariffed charge
“; is biiled on behalf of Dade Co county .19
&3 :
=T Helpful Numbers (continued
25 - Billing Quastions To Plsce An Order
ey southern Bell 780-2800 780-2800
¢ ATRT 1-800-325-0138 1-800-222-0u400
P : .
L) e e S e o i . . A ; .
&5 esses PLEASE FOLD, TEAR HERE AND RETURN THIS PORTION WITH YOUR PAYMENT. sesse
%'; - CURRENT 3 - ; Al
24 EMAR | Peasvour .|  TOTAL _ | 7. AMOUNT
%-?? 'E g’.' " AMOUNT AMOUNT DUL PAID sep 14, 1990
oct 9 $0.00 $53.88 cp 1107 838 02179(
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44 P.0. BOX 02-4000
.,; MIAMI FL
- 33110-0001
B 310
o 305131100?72‘!30“HIID?OOEB!E5"!00DODﬂUOBDBDUDDUODDUDDDGOSB!
((' ( /




s

Mpte& ncwl

28

3¢

37

Account Number:

Bill Date: Sep 14, 1990

A SELLSOUTH Compary
Page 2
:\MM Service m (Mﬂnﬂd) AMOUNT TOTA!
4. Emergency 911 Installstion Charge. This charge has
been placed on your bilil by Dade Co county .14
Subtotal 82.
Other Charges and Credits
Sep 14 90 -~ SO - MANHOLE - -
5. Cost of Dade county manhole ordinance #83-3 .01
subtotsl
Direct Dialed Calls '
Date  Place Called Number Called *Rats Timse Min.
6. AUG 24 DEERFLDBCH FL 305 421-6979 HD  247PM 1 .30
7. AUG 29 FTLAUDERDL FL 30% T792-4500 WD 1135AM 1 .30
Subtotal
Tota! Charge For itemized Calls .60
Franchise/Taxes
8. Franchise Charges .39
9. Feders! Tax ’ 1.32
10. State Tax 2.64
11. City Tex 3.98
12._Florida Gross Receipts Surcharge .27
Tt T T " subtotal 8
52

Southern Bell Current Charges
Itemization
HEEORIRROES
We are providing you with more information ab

gervice bliling. Monthly charges are bliled in ltem 1 on

your Southern Beil bitling.
wWe have |isted sach of the features snd services that are

bifled in item 1 of your bill. This listing will be provided
at leasst once each year.

out your monthly

sRate Appiled - Ses Back of Pege

ce o290 (300G {nepntinue

/
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> Southern Bell Acooyne. NEbEF-

q ABSLLSOUTH Comgery Bill Date: Sep 4, 1990

Page 3

5

L Itemization (continued) AMOUNT yoTa
~ Pﬁé An itemization of monthly service bitling will also be

7 M provided with the first blll you receive after establishing

7 service end esch time you 8dd or remove any service or

(4 festure which results in an incresse or decresse in your

" monthly service billing.

‘o . I A . Plsase review this information carefully to snsure that you

3 sre billed correctly. '

":_ item Charge

m 1 Custom Calling Package-Cell Waiting & 3 B8.45

[ Way Calling

/g 1 Billed number screening option 8-no 3rd 0.60

15 nuaber biliing

2o . . ) N 1 Flat rate business iine ) . 29.10

oy - 1 TouchTone service,business 1.00

3 Tots! Monthly Service $39.15

= ordoed.

3 P5C :
Y mr"’!- Potpayssent of Reguiotsd Charges Wey Fevult i Gomeunsene of mrvies. The amowad of OOC 91 ;
l-—uﬂ-u-u‘-wcm-m-—u-.
3L . cP 021790 (continued)
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Account Number:

! am

gill Date:
()illllﬂt.ﬂlihlull:ils
Date  Place Celled Number Celled *Rate Tims  Min.
1. SEP 6 FR GAINVL FL 904 377-3115 HDS  Uu2PM 2
Subtotal
Total Charge For Itemized Calls 1.9,
Taxes
’ 2. Fedeorsl Tax
3. State Tax
&. Florids Gross Receipts surcharge
subtotal

ATAT Current Charges
Messages
s 22 22 21 )

moving? Adding jocations? MNeed sdvice on iong distance
service? Call AT&T on 1 800 222-0400.
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34763 80C
678 . Peachtres Bt.
Atlanta, Ga. 20378
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3. Dardick - b
2. Woodbury D. Phillips
_y. castaneda V. lepes

3. Thayer D. Robarts
D. Sisolak T. msn:r'a'-r
P. Jackson c.
c. Fslso E. Caraballo
3. McNamara K. Kolb
J. Saither g. Jarriel
L. MoCarthy §. Pokore
D. Rodrigues G
J. Tedd P« -
H. Lusthaus B. ,,'}:"c:",,'
#. Calabrese J. o
B line M. Patton
M. Rogers R. Rhodes

_ c. Becne b, Daprcs
S o~ T T .N,-Johnston . ansagy e

FROM: Cath Graveline
gService consultant - 976 sexrvice

__RE: 976 Comnittee Meeting

. The. ntucu-utl; _n_rc from ﬁﬁt_ﬁlﬁ recent 976 committse meeting

on “27, 1991 Please distribute this information
to all affected personnal at your earliest possible convenience.

The next monthly mesting or the committes will be held on April

‘24, 1991 at ‘9330am - at --tha - Vendor ‘Marketing center conference

roon 1ccntod'nt”17lo ¥W 50th gtreet, Bldg H, first £lo0Y.
next Customer gervices mesting will be held on June 19, 1991.

Please mark your calendars and make every effort to attend. If
your attend personally, please call and let me xnow who
will be attending in your absence.

I can be contacted at (305) 644-6271.

0003;5
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-wsuwumcwmwnm: G MINUTES

EELD ON MARCE 27, 1991 47
(%27, y1'®

ATTENDEES 2¢”

ROGER NORTH vNC GATEY GRAVELINE wKe

DORIAN DENBURG LEGAL MILLIE ROGERS REGULATORY

CAROL COLAO cUST SVCS Tnm:aummmamA CcOUST SVCS

gaxvices mmcnuti.vu vare
ted March 13, 1991

The nemd da’
/a8 revieved. carol and Terri will

jevels in cn;'!.:mt gexrvicas ¥
aistributed to tpproprhu contact personnel .

#

>

&
A}

2 pave DemO
4 It was requested fFoB customer services, fOF the WHC service
: tant to make notations on 8 ¢76 account which is involved
s in a large invescigation, such as the tter.
s The VMC has received & eopz.ot the propOud PSC rules concerning
7 976/900 services. A ©oPY attached.
7 _,_submitted for approval a Prograr for
i) stock {nformation. It {s reguested that a dil&limr,“-”-rolminq'
f gouthern Bell from all mponuhnig. and 1liability for any
,’ advise given be added to program. In addition,
;", the reference in their ad stating "Why Fay A Broker” needs to be
2¢ deleted sincs you do not pay 8 for advice and if any
investment 1s pade, a caller will pay & broker at the time of his
2s transaction.
:‘f;.___,__ _ . submitted 2 program for review for ter
29 pulletin board service. - The proq'ran__prwidu information oOn
Py their bulletin poard service and credits & caller time ©OR the
pulletin board service through & pIN format. The program Was
3 approved.
00097 .
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March 13, 1981

3 NEMORANDUM
i 10: EELEN PRIETO
‘ FLORA MITCEELL
2 AFNE SADLER
LAREY NIXON
§ PROM: CATEY GRAVELINE
X SERVICE CONSULTANT

VENDOR MARKETING CENTER

AT Tmgs 7 'GALLS BILLED TO T 5
!
R? This memo is to sske you aware of a situstion imvolving
: billing for calls sade to
Iy
(s fhis information provider is currently being investigated for
, possible improprieties ipvelving s large volume of calls
& being plsced from various hotel guest rooms.
o e Sk AR
,é? 12 any of your cestact personnel know of claims made betwaen
I July of 1880 and March of 1881 in which charges were
¢ sustained please provide vendor -Marketing with that
o A imfermatien. These would osly be claims involviog
- ' placed from hotel guest rooms.. S
bl Your sssistance is appreciated. 1 am the contact poé-on in
23 Vendor Marketing, located at 7780 NW 60th st. Bldg. H Room
iy S 201, Mismsi, Fla. 33186. telephone pumber is 305 844-6271
s end my fax nusber is 308 477-7384.

000322
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outhern
FPSC DoC et No. 910060-TP
citisen rirst Reguest for
production of Documents

nay 9. 1991
paTE: 5/30/91 pop ITEM #:___

ITLE OF BDCUM!NT:__?etition of Attorney General and the public

Egunsal to adopt rules governing 900 services; citizens’

piscovery Request (5/9/91) .

————

mienam

DISCII!!IOK OF DOCUMENT : pirst Set of Reguests for production of

pocuments in the 900/976 Rules docket.

e ———

e —

E—

NO. OF PAGES: 30 SOURCE OF DOC:_Epst study preparation.

e e ———

PERSON !UIIIBBING DOCUH!RT:__§am Ggagliano

PROPRIETARY TREATHENT: yES_ Y NO

!3!&&!&1!0!: See attached proprietary statement Rationale.

- ——

e ———

-

YRRELEVANT OR NON RESPONSIVE INFORMATION: yEs Y NO
eypE: OTHER COMPANY OTHER STATE UNREGULATED
OTHER gEconomic Cost Analysis BLOCKED: YES Ne Y

PREPARED AT THE DIRECTION or COUNSEL IN PREPARATION FOR
LITIGATION




Page 1 of 2

RATIONALE FOR PROPRIETARY CLASSIFICATION

BILLING AND COLLECTIONS SERVICE

The Billing and Collections (B&C) services offered by BellSouth could be
provided by AT&T, another interexchange carrier, another Regional Bell
Operating Company (RBOC), & Credit Card Company, OF by any company vho is
currently providing or vho could provide data processing and billing
services. The Billing and Collections Cost Model and Softvare Programs
jdentify the cost of billing IntralATA and InterlLATA messages. This
includes the cost of recording, message and bill processing, billing
snalysis (detection and fraud) and billing jnformation extracts.

The Cost Model and Softwvare Programs are economic study analyses vhich
reflect the cost methodology, cost factors, labor rates and estimates of
vork time required for maintenance and administration of Billing and
Collections. The costs identified are primarily Central Office costs
relative to recording or the Automatic Message Accounting (AMA) process,
Revenue Accounting costs, Business Office activities related to toll
billing service order activities, and the Message Investigation Center.

The cost procedures are & detailed step-by-step analysis of hov the
operations and capital costs are determined for all the investment and

es associated vith the above mentioned functions. This includes
land, building, computer, AMA, furniture and office investment in addition
to labor and materisls directly related to the provisioning of billing and
billing related sctivities.
By the end of 1992, AT&T will be doing the bulk of its owvn recording.
MC1, US Sprint and others are already recording their ovn messages and
sending them to BellSouth for bill processing gervices. Any company vith

 the billing resources can compete for the B&C service since the Bell -———— -

Operating Company i{s no longer the primary source of billing and
collections services. In recent computer and telecommunications magazines
and periodicals, some advertisements for billing related services to the
RBOC’'s can be found. The Credit Card companies such as VISA and American
Express have been making inquiries to the interexchange carriers regarding
their ability to provide billing services. In fact, American Express
(Credit Card) currently contracts to perform B&C services for MCI and VISA
(Credit Card) is presently negotiating vith US sprint regarding B&C
services. Even the large accounting firms, such as Arthur Anderson, .
sdvertise that they can provide BiC services to the RBOC’'s. Clearly
competition exists in the Billing end Collections area.



e e e b

The gensitive iinenciel sgnd etetinticel data contained in the BsC Cost
Hodel snd programs coU d be harmful t° lellSouth if disclosed. Alternative
B&C providers exist vhich could slso gain 8 competitive advantage if
alloved uqrestricted access to this ynformation: pats such a8 Revenue

l:coumting, pusiness office, e Investig jon Center, Centrs
office Recording €08 d giv competitors & Jear picture of ¢
resources equired to provid the Billing 1lections ervices offered
BellSou ledge ch resource requirement unt ©

1lsbor tequited for service repreeentetives handling customer negotietions
in the Business office, labor and support costs in Revenue Accounting,
messsge 1nveet1;etion costs end demand in the Messageé Investigation Center,
snd jnvestment in large scale computers and essocieted billing equipment

1d a titor to 8ssess its pot al in the ®ar t
gacilitate its decision of vhether or nmot t er the rket & vhen y
gtudying thi gensitive data, mpetitor could determine vhether to enter

the market pased on Our costs and {nvestments, and vhen t0 enter the market
based on the demand jevel for our gervices. Furthermore: disclosure ©
this 1n£o:-ntion would compronise the nezotieting positions of SBT and SCB
in contract discussions with the 1ntetexchenge carriers, RBOC'S OF other
potentlel B&C clients- The release of this information would be unfair to
BellSouth for it would sllo¥ the competition to have free access t0
1nte11¢ctuel propertiee vhich vere developed at slgnificant'expense'to
lellSouth. The competitors yould then have an advantage in bidding for
such pusiness since they would have few, if any» of those expenses guch &s
market research and market development to recover: and could pid belov
pellSouth’s cost jevel.

00052
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BellSouth Services

PRICING AND ECONOMICS
3RD FLOOR

3535 Colonnade Parkwvay

pirmingham, AL 35243

. FAX NUMBERS
EAST WING SOUTH WING
205-977-0757 205-977-0758

303 _ﬁuc,n._ﬁ&i

TELEPHONE:
ADDRESS:

rmom: | _AwA GAGCIANO

TELEPHONE:
ADDRESS:
._._. . = ‘._.. "zc:u-_. R 5 e 5 &
IRSTRUCTIONS @ 208~ 977-0 }g " e
Sq
—- ' 3 L=y
o 125191 TIME SENT: _/[: Y7 ¢ DT

>

NUMSER OF PAGES (INCLUDING COVER)

SENDING TO FAX NUMBER 9do¢- 12t~ gE¥C

A BELLSOUTH Company
000324




lnqpiit:‘

Response:

Southern Bell Tel. & Tel. Co.
FPSC Staff’'s Data Request
Proposed 900/976 Rule Changes
March 14, 1991

Iten 2

Page 1 of 1

Please identl and estimate the amounts of any
additional bil ing costs or savings associated
with the proposed rule changes.

The billing Tesources wvhich will be expended in
order to satisfy this rule change are additional
postage, bill paper, computer processing and
operations, r for computer progran
development, accounting and business office
activities. The {ncremental costs associated with
these expenditures were estimated as follows:

Total Non-Recurring Cost § 31,624.98
Total Yearly Recurring Cost 238,030.09

Note: Presently, 976 calls are sorted first and
are already segregated on the LEC page of the bill
as a result of & previous commission order. There

- are, therefore, o additional costs anticipated in

isolating 976 charges to separate bill pages.
Under the proposed rule, 900 calls will be sorted
first and segregated on each carrier’s page of the
bill, thus increasing production costs for
{solating those bill pages.

000652+




‘ FLORIDA 900/976¢ PROPOSEID RULE CRANGES

a o3/11/9
: T 0221  P5C 07 ITERATION 3.

3 mou-RECORRING

u T . $55-1. & 383 PRICING

S 385-13-R & BSS PRICING

(o 3 TOTAL BON-RECURRING IN FLORIDA L1412 # 31524.98
] xzcomrec

Y & PROGRAM MAINT. LABCR: 150 MAN-BOURS X §35.85/ER BSS-IS-R & BSS PRICING  83,983.50
S 4a FRGIR OF 9§76 MESSACES IN REGION/TR. BSs-MKT 5,361,616
14748 FOAIR OF 976 NESSAGES IN FLORIDA/TR BSS-)KT 3,066,059
/i 5 ERE@ER OF 900 MESSACES IN REGION/TR. B88-CAS 36,000,000
/0 54 EIRMGIR OF 900 MESSAGES IN FLORIDA/TR. 388-CaS 7,630,000
/7 © FRGIR OF BIILS PER NONTE IN REGION 355-CAS 14,000,000
/4 6A I OF BILLS TRAT CONTAIN 976 MESSAGES BSS-MARKETING 3.001
/7 3 OF BILLS TRAT CONIAIN 900 )ESSAGES Bss-CaS 5.001
/¢ A FRNGIR OF MONTELY SILLS CONTAINING $76 MNESSACES LexLeA 420,000
/7 8 FRGIR OF MONTILY BILLS CONTAINING 900 MESSAGELS Lex? 700,000
; $ ¢ SaGI OF INCRDENTAL LINES FOR $76 DISCLADER 383-18-% s
/410 @ OF TNCRDMENTAL LINES JOR 900 DISCLADGR & EEAMR  BSS-I15-R s
212 TOTAL NMBIR OF 976 INCRENENTAL LINES (L7A%L9) 1,680,000
2, 12ATLORIDA £ OF 976 MESSACES LAB/LAA s1.191
52 125VLORIDA WOMBER OF 9§76 MESSAGE LINES 11291124 960,714
3.7 33 TOTAL NMIER OF 900 INCREMENTAL LINES (L8*L10) 3,500,000
S¢13ATLORIDA § OF 900 MESSAGES Lsa/Ls 21.191
7CISITLORIDA FRGER OF 900 MESSAGE LINES L13%L134 741,806
j-14 TOTAL BRGIR OF KX INCRDAENTAL LIXIS L123+1138 1,702,519
&
o7

1

gu JO0T4L FLURIDA YEARLY RECURRING COSTS L4+L17 $238,030.09

PROPRIETARY .

NOT FOR USE OR DISCLOSURE OUTSIDE
CELLSOUTH SERVICES OR ITS AFFILIATED
COMPAKIES EXCEPT UNDER WRITTEN AGREEMENT

——mm i
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FLORIDA 900/976 PROPOSED RULE CRANGES
mR 0221 PSC 07

' BSS-IS-R & BSS FPRICING
2 BSS-IS-R & BSS PRICING

3 TOTAL WOW-RECURRING IN FLORIDA Lie+l2
7 azcmares
_S? & PROGRAMN MAINT. LABOR: 150 MAN-HOURS X $39.89/HR BSS-IS-R & BSS FRICING
7 A ERGIR OF 976 MESSAGCES IN REGION/YR. BSS-MKT
{ D &b FREGER OF 976 NESSACES IF FLORIDA/YR BSS-MKT
H S ERGER OF 900 MESSAGES IN RIGION/YR. BSS-CAS
' SA SIMBER OF 900 MESSAGES IN FLORIDA/YR. BSS-CAS
75 6 FRGIR OF BILLS PER MONIE IN REGION BSS-CAS
14 64 T OF BILLS THAT CONTATN 576 MESSAGES BSS-MARKETIRG
JS 7 % OF BILLS TEAT CONTAIN 900 MESSAGES PSS-ISEBSING A
& 7a EREIR OF MONTHLY BILLS CONTAINING 976 MESSACES L6XLA
'#) § FMEER OF MONTELY BILLS CONTAINING 900 MESSAGL & LexL?
/7 ¢ PAGEIR OF INCREMENTAL LINES POR 976 DISCLATMER BSS-IS-R
7% 10 ¢ OF ISCEEMENTAL LINES FOR 900 DISCIADER & EEA BS5-18-R
4512 TOTAL FRGER OF 976 INCREMENTAL LINES (LTASLY)
oJy 12AFLORIDA I OF 976 MESSAGES LAB/LAM,
£1237L0RIDA FUNBIR OF 976 MESSAGEQ L.NU S L12¢1124
313 T0TAL FRGIR OF 900 INCRDONTAL LINES (L8*L10)
5/ VJATLORIDA § OF 900 BESSAGES L3A/LS
m;m“ﬂamm;mu 113°113A

34 TOTAL WIMBIR OF SXX INCREMENTAL LINES L12B+L133
K
5,18 TOTAL FLORIDA YEARLY RECURRING COSTS La+L17

32

3 X

R S R

03/11/91

31624.98

$3,983.50
5,361,616
3,066,089
36,000,000
7,630,000
14,000,000
3.002
5.002 "
ue_acozl_\,..,-- . Vin

700000 Rt ‘¥
. e G-.

- LY

5
1,680,000

57.191
960,714
3,500,000

21.191
741,806
1,702.519
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4 NTEROUFY FI1ICE MEMORANDUMNM

/
. Date: 28-Feb-1991 08:15am cpT j‘
' From: R. Tucker :
MLOO9RTIVU2 AT Al AT BHBROI ]
. Dept: vua &
Tel No: - Cgqu (FC I
: GAGLIANO_S @ Al @ ALISO1 . ’}g
Arng T
dject: Fla. Request on 900 Service 9 i
isage-Id:  <19910228.080927.NLO0OSRTEVU2> ‘ it B -
@z 28 reb 91 08:09:25 CT Toved ©Tvet Ty
‘m: Ron Tucker <MLOOSRTEVU2)> g-732 1 |
: Sam Gagliano <gagliano_s@alisoOl) s 1
"Ject: Fla. Request on 900 Service i5 1
Wm: Ron Tucker 'Y
res e to the rla. psc u?uut on the 900 service proposal, 1S
[ 13 te that it would require approximately !’Q,
i Ongolnz CPU requirements are negligible. ,’5‘?
8 is based on sorting and print ng the 900 service calls together 20 I
& new section on the bill for each carrier having 900 service 2/ i
1s (but not a Separate page). We are also assuming that the 22
Payment statement would be printed on each page containing 900 25 ;
vice calls. There would be additional postage, paper, and bill 3y -
paration costs (Sam, I .am assuming that you will supply this). A 1
FL 976,900 Calls ae |
blems, Assumptions, Questions: g
The new section header will be created by CRIS-MP and will be I¥
®900 or 976 WONREGULATED CHARGES® e M/f'j/l |
The disclaimer will be a footnote created by CRIS-Accounts and . TXC 230
i1l be something similar to the following: - - y 7/
32,
‘Nonpayment of 900 or 976 service charges will not result in Q.,-Av' /eoﬂ"‘"_ |
discontinuance of service. The customer can obtain blocking 4 h‘,‘,‘""ﬁ]
of 900 or 976 service_from ..tho..uocal.-cxehango company).®- - -~ ~--.. 3 o 3
The new disclaimer will uguin at least 4 lines on the bill, 3¢
mnd if it has to be printed on each pPage of 976 or 900 calls 'ﬂlu 37
md for each carrier, this will mean extra bill pages and ,-f;‘,...p e
‘*xtra postage. e ‘-" gﬁ'
‘:{; will add to the ongoing cost of Producing/mailing the . &2
111 invoice ready billing (MCI/Sprint) be aware that they 2
111 need to be sensitive to this new requirement of Printing y3
00 calls first. gy
s ide ow wtt g /y q
l’-"l' :0’--.'a'¢ S-al-dise 000834 :('?
L R & i (6. het. , = 5004 ue |
> ('t le O 50



interlata.

Jhis new format will need to be approved by the regional bill

committee.

This project will impact multiple divisions, and -ultlﬁlo PG5
groups in CRIS Accounts and

to Release tested and

the December timeframe.

elopment impact on Billing:
. '

L DEVELOPMENT COST -

1o

p i

12°

g o
e

o s sl 5

o . e e - e ——— e —— sl E e mans

T - e e e e e

scheduled for the September timeframe or

e T

- * -

CRIS MP. This change will have to
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) INTEROFFICE MEMORANDUM

S
i
: Date: 08-Mar—1991 04:20pm CDT
From: Suc Whittle
MLOOSSK VU2 AT Al AT BHSRO!
Dept: vuz
Tel No:

b |
¢ OGAGLIAND_B @ Al & ALISO1

bject: Fl §Q¢/97a

f iy <

ssage-Id: <19910308. 161744.MLOOTSHEVU2>

te: OB Mar 91 16:17:44 CT

‘om: SUE WHITTLE <MLOOFSHEVUZ2>

b1 ] Sam Gagliano <Gagliano_S@ALIS01>

4 | Tucker, Ron <MLOOIRT AT Vu2>,
Bennett, Tim <MLOO%3I? AT vu2>

ibject: Fl1 900/976

-opm: Sue Whittle

am, this is the additional assumption that you wanted. Bob Bush
s calling you with the infc regarding the number of lines for the

isclaimer (large print ve small print).

+e development costs we provided for the implementation of the
lorida PSC ruling for 900/976 billing was based on the following

ssumption:

500/976 phraseclogy could appear on each carrier’'s page of
the bill., (i.e., 976 calls will be sorted first and
‘segregated on the LEC page of the bill; and, 900 calls will"~
_.be sorted first and segregated on each carrier’'s page of the
bill) -~ - . o ow w2 :

hanks, Sue
BB-7157

- e ctinme P e AmET WS - am

000330



INTEROFFICE MEMORANDUNM

Date: 13-Mar-1991 01:40pm CDT

From: SANDRA J. LUCAS
LUCAS_SJ AT Al AT MOMSB

Dept: BSS MARKETING

Tel No: 205-977-0452

0: mmm;m: ( GAGLIANRO_ S @ Al @ ALISOl )

S ‘WMQW_ -

wject: 900/976 interr
Sorry, I meant to send this to you yesterday.

e — o ——— ———— . — i~ -— -
T ——— T T — e — ——— - — - - —— - - ol
- - - - - - - o mar - . . =

- Tt St bk N e M Wk oy e - s - e e — —

00033/



o R B

- -

3/11: According to Mark Patton, approximately 3 percent of
::ﬁ:uu‘a have a 976 service charge appear on their telephone

Also, 57 percent of total 976 (regional) messages are Florida 976
msgs. The specific mumbers are:

Florida 976 msgs: 3,066,059
Regional 976 msgs: 5,361,616
These are billage msgs.

3/11: Passed this information along to Sam Gagliano for his

Also, according to Mark, the snswer re: msgs that are adjusted in
the data request are correct. There were 117,000 msgs t were
adjusted. We do mot track the mumber of adjustments.

Ce o —— o Sl g e g - - ) -

00083
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PRICING AND ECONOMICS
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3535 Celonnade Parkway
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205-977=0789 A 205-977-0788
T0s GJ&
TELEPHONE
ADDREZSS ¢

rRons &m_ﬁ.-:’.lauu
TELEPHONE:

ADDRESS:

o 4 e e e s S ——

SENT BY: -1 |

TELEPEONE: V>~ §77- 038
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ogderx tO gsatisfy this sule chenge are® nddutonn
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o ' gouthern Bold Tel. & Tel. CO.

To g98C BSteff’s Date Request

i pocket No. 910060-7P = petition of
the Atte:rne Genesal and the Public
Counsel to nitiate pulemaking
’tOGllﬂtBQ:‘COV!lail! ;go Secvice

~* 3 I;W X 3':3 et 1 o5 2

%ékiﬁ"‘ . ~upeguests Please {dentify snd estimate the ssounts of eny
= - additional bil {ng costs 6% savings associated
with the proposed gule changes.

pesponset The pilling sesources which will be expended in
order to satisfy this gule change Aare® sdditional
: : postage, bill paper, somputes processing and
: ’ -opetations, labor for computer Y
® 7 development, sccounting and business office
: activitien. The incremental coste associated with
these expenditures were estinated as followsi

Total Non-Recurring Cost $ 31,634.98
Total Yoarly pecurcing Cost 240,492,232
2
¢
L PROPRIETARY |
WOT FOR USE OR p28CLOSURE OUTS1DE OF PILLEOUTE BERVICES OR

398 APPILIATED COMPANIES ERCEPT UNDER WRITTEN AQREEMENT. -

000544
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-
s . 3
_5 - FLORIDA $00/976 PROPOSED RULE CRANGES
. - - I EROIn1  PSC 07
£ oLl ;
o LTI 1 BON-RECURRING
,i LT - - 3SS-15-R & BSS PRICING
i = B85-18-R & BSS FRICING -
S 4 1 3 TOTAL NOB-RECUNRING IN FLORIDA L14i2 =
Yy . o — ~
i .. A TNGIR OF 976 MESSAGES IN REGION/TR. BSS-ET -
I . 43 WRGEIR OF 976 MISSACES IN FLORIDA/TR. BSS-NKT
12 S FRGIR OF 908 MESSAGES IN REGICH/YR.’ BSS-CAS
12 SA WMBER OF 900 MESSAGES IN FLORIDA/YR. BSS-CaAS
¢ FRGER OF BILLS PER MONTE IN RECION 383-CAS
;g. . 6A I OF BILLS TEAT CONTAIN 9§76 MESSAGES BSS-MAXKETING
7 I OF BILLS THAT CONTAIN 500 MESSAGES BSS-MARKETING
74 ERGIR OF MONTELY BILLS CONTAINING 976 MESSAGES LEXLEA
$ FMGER OF MONTELY BILLS CONTAINING 900 MESS - ey
® FMGER OF INCREMENTAL LINES FOR 976 DISCLADGR ‘B88-18-R
10 ¢ OF INCHDENTAL LINES FOR 900 DISCLADGR & EEA BSS-15-R
i2 TOTAL WIRMAER OF 976 INCREMENTAL LINES (L7A%L9) 2,800,000
A2AFLORIDA I OF 976 MESSAGES LAB/LA a9 ¢7 %
1237LORIDA NMAER OF 976 MESSAGES L129L124 393,444
13 TOTAL WUMBER OF 900 INCREMENTAL LINES (1L89L10) 3,500,000
34 16 FLORIDA I OF 900 MNESSAGES LSA/LS 21.191
o5 05 FLORIDA FMBER OF 900 MESSAGES L13*L13A 741,826
ey 14 J0TAL NOMBIR OF 930X INCRDMENTAL LINES - - L12B+1133 1,335,250
a7 1s
L 4 6
=29 17 - o
8o 18 TOTAL FLORIDA YEANLY RECUNRING COSTS LA+L17 $182,845.37
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DATE

1-91

2

91

3-91

4-91

5

91

NAME

DOC

CASE/HMI/INQUIRY/FCI

Case
Inquiry

Inquiry
Inquiry
Inquiry
Inquiry
Inquiry

Case
Case
Case
Inquiry
Inquiry

Case
Inquiry
Inquiry
Inquiry
Inquiry
Case

Case
HMC
Inquiry
Inquiry
FCI
Inquiry
Inquiry
FCI

HMI

70000«
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Migmu. Flonda 33126
(305) 263-4816
1-800-321-4327

December 2. 1390

MEMORANDUM TO: Paula Isler
FROM: Pat Shielde
RE:

CASE NO. 34032 - P

Our investimation reveals there are no notations onh the account to
indicate the customer had called to discuss this matter vrior to
the receint of the appeal.

On November 27. 19980. Ms. Mickie Hurd. Assistant Manager. called
the custcmer and acknowledzed the receipt of the appeal. She
apvologized for anv inconvenience and agreed to adiust the charees
for the 976 calls. The customer was advised the amount of the
adjustment would be $32.63. Mre. Hurd also added the 276 block on
the customer ' s line.

The customer is satisfied.

10000~

A BELL SOUTH Comparry
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2:25 ~  DAVID WHEELER 11-27 12-4
2 B IM‘(rN/ e (MAIL) (1IMF) 1 0GGrN) (CARD) (FROM) DAIR) (DUE BY)
CUSIOMLR'S NAME: . . :

1IBOSS

Ca\‘pﬂ'z cry: T o TEL.#: g_
7 PSC CASE # 5’-0 . \P REFERRED TO : CBR. ¢ : AREA : SE i

9 SERVICE MATTERS RES. BUS. PUBLIC  Customer's complaint: ... o
10 BEEPER WAS ACTIVATED HIIIQI_QALLIN] 9 e
11 RES. SERV. CENTER '976-3825, WAS BILLED 329 FOR THE CALL. AROUND OCTOBER.

12 BUS. SFMV, (FNIER - S - -
13 PUB. SERV. CENTER e -l" iy s _ S

14 HELD ORDERS/ENGR e - L
15 BILLIKG

16 DEPOSITS Tt — T —— T/ T T T

17 ‘TREATMENT ACTIVITY == - = =
18 INSTALLATION o e e g e — SRR 2 s
19 MISSED APPT. INS. L _ L L
20 MAINTENANCE

21 MISSED APPT. MNT T T T/ 7 T T T
22 OONSTRUCTION - - T e —— - —
23 SWITCHED SERVICES - T T — e — -
24 OPERATGR 5VC. ——

25 COMPTROLLERS

26 ANNNOYANCE CALLS - - B - - T
27 DIRECTORY i ——————— e
28 S B e e e e ——— -
29 MARKETING / ) ) e
30 DIAL~IT-SVC

31 OTHER SRS e ———— — Gl ek
32 OOMPL. LETTERS e s = ———
i3 / b . —e— e — o s 8 R S S
34 REP'S. INITIALS ¢ DEPT. i _

35 N ~Qoae- a2

36 o NOR—

37 /\.1 (/

LS J\ =g A |~ - — —

41  INTERIM REPORT SENT o i e e _ ... ——. CLOSED DATE
42 SF1680D91 (10 88)
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| REPRODUCE FORMS LOCALLY

, ALL FORMS MUST BE TYPED.
3 Fax COMPLETED FORM TO 303-264-1734 /4%?%¢

o W

-~

-

GENERAL

NAME, _CASE NUMBER____. . NO.
ADDRESS.  emee- IR

CI1TY ... | s

1. COMPLAIXT . _Qustomor's besper vas activated_and yhun be_callad-cha-ousbes
pack, it was 976-3825, which was 8 S¢¥ line. He was then billed $29. _Wants

--*.‘-n---.--.-—-------.------p--'-caon—t.--'--'-

..'?..h.‘ﬁ‘..--....-.:-.-..--.----_--..-__.-..__-_..---_...---------..-.------ -

DATE RECVD 11-27-90 TIME RECVD 2:30 pm

e T L T L L -..—--——---.----

2. OPERATIONS MANAGER ANSWERING COHPLAINT--HE’.Y.gg?.“..‘../.----_---
DEPARTMENT AND GROUP___Custee: services/Treasure Palm Dist, (G8SCll_---

3. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR TO THE
APPEAL IN TRE SPACE BELOW. INCLUDE ALl TROUBLE REPORTS AND OR
SERVICE ORDER ACTIVITY 1T APPLICARLE. SERVICE ORDER NUMBIRS AND
30B ORDER INFORMATION IS REQUIRED. PLEASE INCLUDE DATES.

Customer's father called the pusiness office to check & listing

—q-—--------.--——--..---Q---—--.-- ffice L0 eeeemcasscdmsmasemmTmTT

.:_h‘o__legtmbo: 1990 bill. Since the account is not noted, 0O way_to determine

- O o S O a0 ‘--—-‘-—---‘----------

what was discussed. The customer called the PSC _w_;ﬂg_u_t__r_agw_r_i_ng_canucc-d
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INCLUDE DATES, TIME,

CUSTOMER.
-".m-u-i?-’oiﬁckl. m. &'—'.ifmt,__---_-----------

-m’l--n—'—?Jutﬁ.‘ ’16 uﬂck on th.-}.ian.-'----_---—-—---——n-—-----

IVE CF ALL ACTION TAKEN AFTER THE APPEAL.
NAMES AND DETAILS OF YOUR CONTACT WITH THE

Manager - WPB csscl, called the

3. PROVIDE A NARRAT

s for the 976 call mg applicable late

----‘---.----—- - - - -

s. inERIM-YES__(NOX DATE OF NEXT OR FINAL REPORT . ooe- eomeem -

€. NAME AND TITLE OF PERSON PREPARING Auswtn,,JEfE&EJEEE;!EEE;JEE-

7. ADJU smu‘rmoun_,____o NAYS & REASON FOR ADJUSTMENT

---—--——---q—-'—

-.m‘:-‘“”&.ﬂu\.-----------.- - — - .o

8. SEND THIS MASRE TO ALL OTRER n:sra:crs/ntrunruturs/euours
INVOLVED IN THIS COMPLAINT. INDICATE OPERATIONS MANAGER/DISTRICT
MANAGER/ST &, TELEPHONE @ AND PERSON NOTIFIED. NA ccccee-- pr—

ARE YOU CR NOTHER OPERATIONS/DISTRICT MANAGER WITH TRIS
cASE? YESC__NO_x_ 1Y - YES, INDICATE NAML OF OM/DM ACCEPTING
RESPONSIBI :

9. 1N YOUR OPINION, WaS THIS CUSTOMER JUSTIFIED IN FILING THIS
APPEAL? 7"..-l°.3.“ﬂ71.Jﬂﬂ:IJJ;WiJQEEULIhEEJle%WSQ@uLSQEUM .....

the business _of!l.cc pricr to his appeal.

- oS -—b----------ﬁ----—---—-ﬂ

10. WHAT 'CO}NT ON
N/A

MZ® APPROACR WOULD HAVE PREVENTED TRIS CASE” (BE

—--——-----n----

;a-‘&-’—-----““—-‘-------—--—‘-nﬁp---—---—m--—-----o—-- L



COMPLAINT INPUT SHEET

CUSTOMER'S NAME:

- o —— = e = e e e -

CASE NO. 34032-P

DATE RECVD. 11-27-90 DATE CLOSED

AREA: (2) SE (SO: SE: NO: QT

TYPE: (1) R (F: B: B:)

ARZA CODE = TEL. NO. {B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPEX. MGR.S INITIALS: (3) LEM

Doca: (3) PEC (DAD:BWD:PBC:CST:GNV:JAX :ORL:WFL:OTH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)

AD.J. AFTER: (1) Y (YES ONLY)

- ———————— - ———————

CAUSE CODE 25E00 (SEE CAUSE CODE LIST)

RSC - RES. SVC. CENTEFR BSC - BUS. SVC. CENTER
RSC - PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION BWT - BWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS

ANC - ANNOYANCE CALLS DIF - DIRECTORY

MKT - MARKETING 87€ - DIAL IT CALLS

ATH - OTHEF CML - COMPLIMENTARY

MET - MAINTENANCE

AUHUS
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Southem Bell

Special Assistance Bureau
688 N.W. 79th Avenue

Miami, Forida 33126
(305) 283-4816
1-800-321-4327

December 5. 1880

MEMORANDUM TO: E.chel Robles

FROM: Pat Shields -~
RE:

34075 - 1

stigs sveals that on September 10. 1990. the
customer’s daughter. = called to add the long distance vendor
AT&T and remove the toll restriction from the service. The order

was taken after verifving the social security number with the
daughter. The order was issued with a due date of September 13.

On November 28. the customer called to guestion the 800 calls. The
calls were sustained. The customer called back on the same day and
denied all the 800 calls. The representative again sustained the
calls. but made a commitment to call the customer back the same day
with further information.

On receipt of the appeal on November 28. Mrs. Adele Wheeler.
Assistant Manager. called the customer and spoke with . Mre.
Wheeler asked to speak with and was advised that
she spoke only Spanish. Mrs. Mary Salgueiro. Assistant Manager.
called - and her daughter. and acknowledged the
receipt of the appeal. She apologized for any inconvenience and
advised that the 900 calls had originated from her number and
provided the listings for the numbere. The customer was also
advised that her long distance carrier is AT&T. but the 9500 calls
were placed through MCI. Mre. Salgueiro asreed to add the 800 and
976 call restriction and issued an order with a cdue date of
November 298.

The customer is satisfied.
100007
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1 MW, X

2 TAKEN BY: LIEL )

3 1BOSS

4

s Southem Bell

6 A BELLSOUTH Company

7 psCCASE # . ._ JA075-T INQUIRY

8 SERVICT #bT RS RES. BIS. PUBLIC
9

10 RFES. SERV. CENTER

11 BUS. SERV. CENTER -

12 PUB. SERV. CENTER

13 IIELD ORDERS/ENGR.

1 4 BILLING 5/4— —__
1 5 DEPOSITS - T

16 TREATMENT ACTIVITY

17 INSTALLAFL

1 8MISSED APPT. INS.

1 9 MAINTENANCE

20MISSED APPT. MNT.

2 1 CONSTRUCTIUN -

22 SWITCHeD SERVICES 3

23 OPERRTOR SVC. — — —

24 OOMPTHILLERS
25 ANNOYAoiCE CALLS
2 6 DIRBCTORY

27

2 8 MARKETING

29 DIAL~1T-5VC.

30 OTHER

31 0OMPL. LETTERS
32

33 REP'S. INITIALS & DEPT.
34 (: _O-ptn) Ry
35 i W\

. L —
37 (A RSl —
38
39  INTERIM REPORT SENT I T

40

‘J_ D L C I I B

5
12:45 PR i —RR- 11-28 B A0~ S0
IMAIL) ("MFI HOGGEI)) {CARD) (FROM) (DAL} {DUE BY)
CUSIOMER'S NAME: . - o
S _ i I Y
o
ADDRESS: e APT. o
Cify : o - _ . TEL. # _ ™
REFERRED TO CBR.A: .Y " AREA:. SO =2
Cues ~~.ar'scomplaint: __ . ——— e —
MMMMWWM%I&D—
""" BILL FOR $155.83. FOR L.D. CALLS SHE NEVER MADE. ( 9o )

- —NOT-FAMILIAR WITHTHE CITY AND NO ONE MADE THEM. ALSO BILL SAID

. - CARRIER-WAS-CHANGED -FROM ATGT-TO-US—SPRENT-AND-MEE-—SHEDOES—NOTHNOW
lIOW THIS UAPPENED. . . o _
Rt s LA ohe huow

Cae AL o8 PS C._ (aule

R v

. .o CLOSED DATE

SF168c0D91 (10 86)



1 SLL TOMMS MUST BE TYPED.

2 rax COMPLETED FPORM TO 309-244-1734
3 GENERAL
4 NAME _-= . CASt NSUMBER______ TEL. NO.
5 ADDRESS e ——
6 C:?Y._- sy X L L L
7 L. NOMPLAINT T oo eeoo...fpd daughter .Teceived Rl fan ..
6 $158.83, "including long distance calls: _She oA PEYRK DS Jbose falls.-Sue
9 " also found ocut her carrior was changed fram ATT to U S Sprint and i
-. mm:--..-.-------‘-----—--------------.SE ------- -w tElMt m
DATE RECVD_11-28-90 ___TIME RECVD____M30RM . ccce--
Don Bednar /

MANAGER ANSWERING COMPLAINT  ecccomeccnessennee——="

’ m“':" cou't‘x'\’T.---.--'--------.------------
: w Services -~ m%-------""------

14 ﬂl’ARm prpppngea——— T T T L T P =
15 3. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR TO THE
16 APPEAL IN TRE SPACI BILOW. INCLUDE ALL TROUBLE REPORTS AND o_n
17 SERVICE ORDER ACTIVITY ITF APPLICABLE. SERVICE ORDER NUMBERS AND
18 08 CRDER INTORMATION 18 REQUIRED. PLEASE INCLUDE DATES.
19 On September 10, 1990, daughter, , called the Buginess
20 oﬁimbolddlaﬂdhtmcavuﬂatmmmdrmthawnmsuictim;we
21 twkthmdnrdhnwifyimthomhlucuritymmrmtmrwords.as
22 . had roquested boforc. We issued COPXNG24 due Septamber 13,
23 1990. On Nowvember 28, 1990, 900 calls were sustained by Christine Pedersen,
24 Assistant Manager in Custamer Sexvice. On November 28, 1990 custamer called
25 the Businass Office u;dn.dcwhqui:qﬂn%ﬂallsudspckewiﬂxhdxo
26 Rodriguez, Service Representative, who sustained those calls again. He also
27 mlmimwallmwmwswmthatay.
28 PG 01
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11
12
13
14
16
17
18
20

21
22

23

24
25

26

27

4. PEOVIDE A YNARRATIVE OF ALL ACTION TAKEN AFTER TNE APPEAL.
Ey.m:nz SATES, TIME. NAMES AND DETAILS OF YOUR CONTACT WITH THE

2 TEVER.
bA Noverbar 28, Mrs. Adele Wheeler, Selieving Assistant Msnager called sbo. .

residence, sucke with daughter = asked for = _80d ¥ms_tald

.('gn oke Spanish. Mrs. Mary Salqueiro, Relieving Assistant Manager.--
§. INTERIM-YES___vO___DATE OF NEXT OR FINAL REPORT____...

8. NAME AND T7TLE OF PERSON PREPARING ANSWER Mary SalaedtQ.cecea--
TELEPHONE NUMBER____305-263-33%0 __________._.

7. ADJUSTMENT-VES__NO X AMOUNT______® DAYS & REASON FOR ADJUSTMENT

- -mas - e o o o - PR ppp——— T T T R L L R b A

#. SEND THIS MASK TO ALl OTHER nxsrurcrs/ntrnnrnlnrs/cnocri
INVOLVED IN THIS COMPLAINT. INDICATE OPERATIONS MANAGER/DISTRICT
MANAGER/SF #, TELEPEONE # AND PERSON NOTIFIED. ___ . N2 o cecccccaaa

) ITH THIS
ARE YOU CHRARGING—ANOTHER OPERATIONS/DISTRICT MANAGER WITH -7
TASE? ?n_ YES, <INDICATE NAME OF OM/DM ACCEFTING
RESPONSIBILI
§. °N YOUR OPINION, WAS TRIS CUSTOMER JUSTIFIED IN FILING THIS

“”t‘t? Yts--ﬂuoqa-'!v?.-----..--------ﬁ-----ﬁ---—---- ------- aasea
10. WHAT "COUNT ON ME™ APPROACE WOULD KAVE PREVENTED THIS CASE® ‘BE

SPECIFIC .'-... (s PP L L L L LA 4 St bt ===

= esscsewe
..---“-‘--.-.—n--ao-------------------- ------ P L Ll d iy
-
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1 4. Continued

2 Mrs. Mary Salgueiroc, Relieving Assistant Managar, calld- '. at
3 2130. mmm‘m\mnmm,mnmm . was also
4 , on the line. Mrs. explainad 900 calls were criginated fram Mrs.

line, and gave them the listing of those rumbers. Also explained
ibility tolls made fram her house. Mrs.

MM&&”. Mrs. Balgueiro offered
h o 900 and 976 calls, explained is $10.00 to

11 install but no monthly charge. said she wvanted to have .
12 that type of restriction. After the listings of the 900 nmurhers :
13 called, said 't pay bill in one peymant. Mrs. Salgueiro
14 referred har to the Billing Department to make payment arrangements and
15 issuad CQI28024 due November 29, 1990 to add CREX4.
16 Qustamer was advised had long distance carrier ATET and dialed 900
17 rumbars through MCI.
18 PG 02
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11

12

COMPLAINT INPUT SHEET

CUSTOMER'S NAME:

- —— S

CASE NO. 34075-1

- —————————————— ————————

DATE RECVD. 11-28-90 DATE CLOSED

AREA: (2) 80 (S0: SE: NO: QT:)

TYPE: (1) R (F: B: P:)

AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) DLB

DOCA: (3) DAD (DAD:BWD:PBC:CST:GNV:JAX: ORL:WFL:0TH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) (YES ONLY)

- ——

CAUSE CODE 25H00 (SEE CAUSE CODE LIST)

RSC - RES. 8VC. CENTER BSC - BUS. SVC. CENTEF
RSC - PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION
CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ARC - ANNOYANCE CALLS DIR - DIRECTORY

MKT - MARKETING 876 - DIAL IT CALLS
OTH - OTHEF CML - COMPLIMENTARY
MNT - MAINTENANCE

100012
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15
16
18

19
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21

22
23
25

26
27
28
29
39
31

32
33
34

35
37
38

39
40

41

@
Southemn Bell

Special Assistance Bureau
666 NW. 78th Avenue
Room 604

Miarmu. Flonda 33126
(305) 263-4816

January 3. 1391 1-800-321-4327

Memorandum to: Mike Dvmex
From: Marie Forbes

Re:

Case No. 39439-Inquaryv

JVur investigation reveals that on 1-17. we sent tne customer a toll
interim bill in the amount or $801.02. with a pay bv date of 1-24.
There is no record of the customer responding to this bill.

On 1-22. Ms. Donna Hinson. Assistant Manager. <ontacted the
customer to ackncwledge the appeal. The - said that he
suspected that his daugnter made the calls while sne was home
during the holidays.

Ms. Hinson explained Southern Bell s policy regarding 976 calls
(the customer had 2 976 calls for $65.66 and the remained were 900
calls billed by TNI Services).

The said that he was unaware cf the calls being made and
objected to them on moral grounds. saying they were evervtning he
stood against. Ms. Hinson cffered the 976/900 block t> protect
against any further abuses by his daughter and offered to adjust
the 976 charges as this was the first time such calls were billed
to him.

Ms. Hinson attempted to secure payment arrangements on the balance
of the 900 calls. The '’ agreed to add the block to his line
and the order was issued with a due date of 1-24.

The appreciated the 976 adjustment., but. stated that he
would not pay for the 800 calls either. Ms. Hinson explained that
we would adjust those calle also. however. the carrier. TNI
Operator Services. could pursue independent collection action.
The said that he understood and was satisfied with the
resolution of his appeal.

0010

A BELL SOUTH Compary
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Me. Hinson explainea that =ince the callz were cn a tnll crea:t
“limit bill. ne would aiso =ee the =ame <callz ~n his regular »:1.
of 1-22. but. not to worry. wa would adiust them from trne cill and
he would pay the difference. HMs. Hinson made arrangement:s for tne

to call her as soon as he received his Januarv bill. =0
she could provide him with the correct amount tc pav.

As information an adjustment was prepared in the amount of 365.68

for the 976 calls and $609.62 for the TNI ~alls which the customer
refused to pay.

100013
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-0 /e
1BOSS
. 39439-1 INQUIRY
SERVICE MATTERS BUS. PUBLIC

BUS. SERV. CENTFR
PUB. SERV. CENTER

HELD ORDERS/ENGR.

= 7// s
/4D

(CARD)

(MAIL) (TIME) (LOGGED) (FROM) (DATE) (DUE BY;
-~ N
CUSTOMER'S NAME: _ . _ e
ADDRESS: APT. . B _:3__
CITY : e — TEL. # : P
REFERREDTO: ___ _ _ CBR. #: __AREA: S0 @ o
ey

Customer’s complaint: —
— RECEIVED A $600Q BILL_

WANTS TO DISCUSS THIS FURTHER AND HAVE A BLOCK PLACE ON THE LINE.

BILLING

DEPOSITS
TREATMENT ACTIVITY
INSTALLATION
MISSED APPT. INS.
MAINTENANCE
MISSED APPT. MNT.
CONSTRUCTION J
SWITCHED SERVICES
QPERATOR SVC.

INTERIM REPORT SENT ___

—_— — s m—
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10

11
12
13
14

15

27
28

29

30

NAME: __ CASE NUMBER: Gl177-91 TEL. #

1. COMPLAINT - CIAIMS RECEIVED $600.00 BILL FOR 900 # CALLS. HE DIDN'T
MAKE AND WANTS T0 DISCUSS FURTHER AND HAVE BLOCK PLACED QN LINE.
DATE RECEIVED: 1-22-91 TIME RECEIVED: 1:57PM
2. CPERATIONS MAMAGER ANSWERING COMPLAINT -~ DO BECNAR

DISTRICT MANAGER ANSWERING COMPLAINT

DEPARTMENT OR GROUP - CSsC V
3. PROVIDE A CHRONOLOGICAL NARRATIVE QF ALL ACTIONS OR CONTACT PRIOR TO THE
APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS QOVERING TIE TIME
FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMEBERS, JOB ORDER NUMEBERS,
APPLICATION AND DUE DATES. DO NOT USE ACROIIMS.
cxmmmummmmmmsam.ozm
SENT 70 THE CUSTOMER ON JANUARY 17 REQUESTING PAYMENT BY JANUARY 24. THERE
IS NO REOORD OF THE CUSTOMER CONTACTING THE BUSINESS OFFICE AT ALL REGARDING
THIS BILL.
4. PROVIDE A MARRATIVE OF ALL ACTION TAKEN AFTER THC APPEAL. INCIUDE THE
DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTOMER TO
ACKNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOUID BE WITHIN 24 HOURS). SHOW
FULL IAME OF MANACEMENT PERSCON CLOSING OUT THE APPEAL WITH THE CUSTQMER.
DO NOT USE ACRONYMS.
ON JANUARY 22, 1991 MRS. DOMNA HINSCN, ASSISTANT MANAGER, ORNTACTED

TO DISCUSS HIS OOMPLAINT. SATD HE SUSPECTED HIS

DAUGHTER HAD MADE THESE CALLS WHILE SHE WAS HOME DURING THE HOLIDAYS.
MRS, HINSON EXPLAINED SOUTHERN BELLS POLICY REGARDING 976 CALLE (THE
mmzwsmmsss.esmmmsoom

BILILED BY TNI OPERATOR SERVICES). {CCNTINUED)

ol 00015
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11
12
13
14
15
16
17
18
19

20
21

22
23

24

25

4. CONTINUED

) SAID THAT HE WAS UNAWARE OF THE CALLS EEING MADE AND OBJECTED TO
THEM ON MORAL GROUNDS SAYING THEY WERE EVERYTHING HE STOCD AGAINST. MRS.
HINSON OFFERED THE 976/900 BLOCK TO PROTECT AGAINST ANY FUTURE ABUSES BY

_ ' DADGHTER AND QFFERED TO ADJUST THE 976 CHARGES AS THIB WAS THE
FIRST TIME SUCH CALLS HAD APPEARED ON HIS BILL. MRS. HINSON ATTEMPTED TO
SECURE PAYMENT ARRANGEMENTS ON THE BALANCE OF THE 900 # CALLS.

AGREED TO ADD THE BLOCK TO HIS LINE AND THE ORDER WAS ISSUED DUE FOR JANUARY
24. ' WAS APPRECIATIVE OF THE 976 ADJUSTMINT BUT STATED HE WOULD
NOT PAY FOR THE 900 CALLS EITHER. MRS. HINSON EXPLAINED WE WOULD ADJUST
THESE CALLS FROM HIS BILL ALSO, HOWEVER, THE CARRIER, TNI OPERATCR EERVICES,
COULD PURSUE INDEPENDENT OQOLLECTION ACTION. EAID HE DNDERSTOCD
AND WAS SATISFTED WITH THE RESOLUTION OF HIS COMPLAINT, MRS. HINSON EXPLAINED
THAT STNCE THESE CALLS WERE ON A TOLL CREDIT LIMIT BILL HE WOULD ALSC SEE THE
SAME CALLS ON THE REGULAR JANUARY 22 STATEMENT BUT NOT TO WORRY, WE WOULD
ADJUST FROM THE BILL AND HE WOULD PAY THE DIFFERENCE. MRS. HINSQN MADE ARRANGE-
MENTS FOR 7O CALL HER AS SOCN AS HE RECEIVED HIS JANUARY ETATEMENT
$0 SHE COULD PROVIDE HIM WITH THE CORRECTED AMOUNT TO PAY.

S. INTERIM YES M0 X DATE OF NEXT OR FINAL REPCRT

6. NAME RD TITILE OF PERSON PREPARING ANSWER - DONNA HINSON, ASST. MGR.
TELEPHONE NUMBER 305-263-5263

7. ADJUSTMENT ¥ES X NO  AMONT DAYS AND REASON FOR ADJUSTMENT.
TNOCLIBCTIRLE/ADJUST TO SATISY 976 CALLS $65.66 1ST TIME CFFENDER.
DNOOLLECTIELE/ADJUST TO SATISY 900 CALLS $609.62 REFUSAL TO PAY.
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11
12
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14

15

16
17
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19
20

21
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8. SEND A COFY OF THIS MASK TO ALL OTHER DEPARIMENTS INVOLVED IN TEIS
COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON NOTIFIED. IF YOU
ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME OF THE
OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE NUMEER OF THE
PERSQN ACCEPTING THE CASE.

oM/DM TELEPHONE «( )

FAX ( )
NAME TELEPHONE « )
IITIE ACCEPTED YES NO

9. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
YES NO X W7

THE COSTOMER NEVER CONTACTED US.

10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
FUIURE APPEALS OF THIS TYPE.

NONE APPLICARLE
11. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS CASE? BE SPECIFIC.

NO CPFORTUNITY.

20001y
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11
12
13
14
15
16

17
18

20
21

23
24
25

COMPLAINT INPUT SHEET

CUSTOMER 'S NAME

D S W e e W e e e e e e -

CASE. NO 39439-Inquiry

DATE RECVD DATE CLOSED

AREA: (2) SO (SO: SE: NO: 0T:)

TYPE: (1) R (R: B, P:)

AREA CODE = TEL. NO. (B-305: F-407: P-3904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) DLB

DOCA: (3) DAD (DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:0TH)
CLASS (23) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) Y (YES ONLY)

STATE APPEALS NO.: G-177-91

JOUOST: (1) (N - NO ONLY)

CAUSE CODE: (5) 25H00 (SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMERT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS

ANC - ANNOYANCE CALLS DIR - DIRECTORY

MET - MARKETING 976 - DIAL IT CALLS

OTH - OTHER CML - COMPLIMENTARY

MNT - Maintenance

100019
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@
Southem Bell

Special Assistance Bureau
688 N.W. 79th Avenue
Room 604

Migmu, Flonda 33126
(305) 2634816

January 10. 1991 1-800-321-4327

Memorandum to: Lark Daughtry
Department of Agriculture
and Consumer Services

From: Marie Forbes

Case No. Inquiry

Our investigation reveals that the customer was billed for two
calls po_qu;qooo on her April bill. This number is listed for

On 8-25. the customer called to advise that she had not received
credit for one of the calles as promised by

On 11~26, the customer called again to advise that she had still
not received the adjustment on one of the calls as promised by the
vendor. We adjusted the late payment charges in the amount of $.90
and explained that we had not received the notice from the vendor
to make the adjustment either.

On 12-26. Ms. Linda Dawkins. Assistant Manager. contacted the
customer to acknowledge the appeal. The customer advised that back
in March she called the 976-800 number to get information for one
of her friends. She said that at the time she did no™ see the
$29.00 per call charge.

About one week later she called the number again as a reminder to
get the Federal Job information. When the first booklet came. she
reviewed it but there were no local jobs in the Pembroke Pines area
g0 she returned it by mail.

said she contacted the vendor when her bill arrived to
request credit on her bill. She said that she was promised a credit
for one call. however, she never received that credit. After
geveral calls to the vendor which were to no avail she decided to
write her letter of complaint.

1000V
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Me. Dawkins contacted _ and spoke with Kelli Hinz.
Representative. who advised that her company spoke with
on 3-27 and 4-13 in an attempt to resolve her problem. They offered
- eredit for one call, but. she refused and became irate
and cited a channel 10 news report where credit had been given by
a company of Sports Trivia ad and that customer was issued a
$229.00 adjustment due to a child calling the number. They
attempted to explain that this was not the same situation but she
insisted on taking her cowmplaint higher. Because of this the
company never issued the credit.

On 12-27. Ms. Dawkins spoke with

at _. and discussed the contents of his ad.
_ authorized credit in the amount ~f $58.00, the full amount of
both calls. Ms. Dawkins called '’ and notified her of the

adjustment and she was satisfied.

062e
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- 90-12-21149/LD

BUSINESS REPLY FORM
Reference No. 20-12-21149/LD

Complsint of:

Complete Name of Firm or Individual: SOUTHERN BELL TELEPHONE CQMPANY

=
Address: 666 NW 79 AVE., ROOM 604 -

MIAMI, FL 33126 Telephone: _ 305-263-4816

Mams of President or General Manager:

Name of Owner:

Name, address, and telephone number of person to contact for additional
information, if necessary:

Please state your position, giving action taken or planned:
PLEASE SEE ATTACHED

Plesse return completed fora to:

(Signature)
Florida Department of Agriculture
and Consumer Servicas

Division of Consumer Services (Tictle)
The Mayo Building
Tallshsssee, Florida 32301

(Date)

10002
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3 TAKEN BY: (TEL.) (MAIL) (TIME) {(LOGGED) (CARD) (FROM) (DATE) (DUE BY)
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l_..: IBOSS CUSTOMER'S NAME:

6 I

7 Southemn Bell ADDRESS:

8 CITY - . o TEL. #: -

9 PSC CASE # hv4 REFERREDTO: ___ ___ ___ CBA.#: o AREA: O L
10 SERVICE MATTERS s, BUS C  Customer's complaint: ___ . . __ . . _ _ -
12 RES. SERV. CENTER _ﬁ - - e oo e D EERFEESE 3 SR s s -
13BUS. SERV. CENTER —_— T e e — e —
14 PUB. SERV. CENTER S W g_.
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s o v { $29 LT ) FLOIDA DEPARTMENT OF AGRICULTURE & CONSUMER SERVICES

N ?

& DOVLL CONMER COMMIBSIONER % MAYO BUILDING  TALLAHASSEE 323690800
5 December 28, 1990
6 In Reply Refer To:
7 90-12-21149/LD
8 Southern Bell Telephon  co. _
9 Attention: Marie Murray *
10 666 Northwest 79 Avenue, #604
11 Miami, Florida 33126
12 Subject: s
13 The Division of Consumer Services has received a complaint involving
14 your business and is required by law to review it for possible
15 violations of state consumer protection laws.
16 After reading the complaint, please state your position by completing
17 and returning the enclosed Business Reply Form. Additional pages may
i8 be attached if needed.
19 It is the policy of this office to protect consumers from unfair and
20 deceptive trade practices as well as to protect businesses from
21 groundless complaints.
22 Your cooperation will be appreciated.
23 -] rely
24
z25 (Mr.) Lerk Daughtry
26 Senior Consumer Complaint Analyst
27 Division of Consumer Services
28 904-488-2221/1-800-342-2176 (Florida only)
29 LD/kki
30 Enclosure
31 cCse
32
33
34 Public Service Commission
35 Fletcher Building e
36 101 East Gaines Street 100024
37 Tallahassce, Florida 32399-0850



_ December 17, 1990

Mr. Lark Daughtry

Senior Consumer Complaint Analyst
Division of Consumer Services

Ref: 90-12-21149 /LD

Dear Sirs,

Intervest Capital is a company which provides useful information to the
public. Our most popular program is our Federal jobs. A constimer will call 976-
8000 after seeing one of our advertisements on television which clearly states that
there will be a charge of $29.00 for the call (which appears on their phone bill). Itis
not only shown on the screen, but stated verbally so it can also be heard.

As to the complaint you received from , she had seen the
$29.00 charge on the final screen. The charge is also stated verbally allowing .

_ .0 hear that there was a charge.

When. called our office about the charges that appeared on her
phor.e bill, we offered to give her credit for one of the two calls made to our service.
She was not satisfied. She was irrate about the charges and was determined to get
full credit making it very hard to speak to her (she would not listen to what we were
saying or even give us a the chance to talk to her). She then called Southern Bell and
told them that it was okay to give her the two credits. Southern Bell called us to
confirm the action and found that it was not true. When this had happened, we nor
did Southern Bell give her any credit.

Intervest works together with Southern Bell in the billing process. If the
customer is a first time offender of a 976 #, they will get credited as what might have
been the case for the boy and the Sports Trivia Ad mentioned in Ms. Santos’ letter.
Dueto: " actions we do not feel that she should not receive credit. She saw
the charge and she did in fact call our service.

Sincerely,
34 P.O. Box 163914..Miami, Florida 33116 Phone (305)232-5222 Fax (305)233-3291
' 1000290
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)} FLORIDA DEPARTMENT OF AGRICULTURE € CONSUMER SERVICE

SONLE CONNER, COMMISSIONER 3 MAYO BUILDING TALLAMASSEE 32399-0800

In Reply Refer To:
90-12-21149/LD

Subject:

The Division of Consumer Services has received a complaint involving
your business and is required by law to review it for possible
violations of state consumer protection laws.

After reading the complaint, please state your position by completing
and returning the enclosed Business Reply Form. Additional pages may
be attached if needed.

It is the policy of this office to protect consumers from unfair and
deceptive trade practices as well as to protect businesses from
groundless complaints.

Your cooperation will be appreciated.

Sincerely,

(Mr.) Lark Daughtry

Senior Consumer Complaint Analyst

Division of Consumer Bervices ‘
904-488-2221/1-800-342-2176 (Florida only)

LD/kki
Enclosure

cCs

Publ'ﬁ:;.g_crvice Commission

Fletcher Building

101 East Gaines Street 2l O O :_‘ L
Tallahasste, Florida 32399-0850
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OFFICE OF THE ATTORNEY GENERAL

1
2 DEPARTMENT OF LEGAL AFFAIRS - . .. .
3 o P THE CAPITOL -
4 OBERT A. BUTTERWORTH TALLAHASSEE, FLORIDA 163850 -3 mt&ﬂz‘mu 10
5 A General 3
resge | Floigs - Sulta N 921
6 e 401 NW Sacond Avenue
7 Miami, Florids 33128
8 - (303) 377-3819
9 November 28, 1990
10 Frank Cleveland, Director
11 pivision of Consumer Services
12 Department of Agriculture and .
13 Consumer Services
14 Mavo Building
15 Tallahassee, FL 323959-0800
16 Dear Mr. Cleveland:
17 Enclosed is correspondence from concerned consumers, the subject
13 matter of which falls within the jurisdiction of your agency
19 pursuant to 570.544 Florida Statutes. Please process these
20 complaints. b
21 Thank you for your cooperation.
22 Sincerely,
24 Richard F. Scott, Bureau Chief
25 Miami Branch Office
26 RFS:dl
27 Enclosure(s)
©
' 0024
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Mark-Burnett |
pepaftment of Legal Affairs

Robert A. Butterworth

Attorney Generfl

Room N-921 L .
401 NW 2nd Avenue SUBJIRCTY
Miami, Florida--33128

Sirs: »eg

I have tﬁ!_honor to inform your Office about a situation
that has created a problem during the early part of this year vith
the above-mentioned subject.

Said dompiny has an advertisement on televi-ion that can easily
mislead and which is ridiculously overboard. It advertised for
Federal JObs,flashing on the TV screen several times like:

FEDERAL JOBS! — 18T SCacss
NOW HIRING! NOW HIRING! — 2nd Scaun
CALL THIS NUMBER! - B Seer— - 4 £ Scaes,,

976-§000 (in big numbers) occupying the vhole length of the screen
$29.00 per phone call!(as the final screen show) S1K Scns J LT

I had stood up and left the room before the last part was
flashed and the most I can remember vividly was the 976-8000. Only
one morning when I was seated at my meal table that the same ad
flashedagain and I found to my horror that one call costs $29.00.1I
had called the number twice in the hope of helping some friends inte-
rested in Federal jokbs(previously to my discoverygmhe bill appecares  in
my phone account after that. I tzined with the Manager of said Offica
citing a similar example of a boy dialing a Sports Trivia Ad 87 times
at $2.25 per call during an "EYE ON CRIME" commercial.The $229.00 was
fully credited in this case-as showvn on Channel 10 last April 14/90.
S2id company, cited above, Intervest - billed me $58.00 for the two
$29.00/call since April 2,1990 and the charges are still in my bill up
to now.- in spite of my explanation and my request for cgredit.

I am therefore asking your kind assistance in this matter. I will
deeply appreciate your intervention in settling this situation which
had docged my timesince April and I do not see any termination and solu-
tion. I have keen hopes you can help me a great deal here.

Verv respectfullu.

P

- AT

" 10002y
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“cRVICES 90-12-21149/LD
[}
49 BUSINESS REPLY FORM

¥ - Reference No. == LD

COlpiutnt of :

Complete Name of Firm or Iadividual:

Address:

Telephone

—

Name of President or Gener»'® ““--ager:

Name of Owmer

Name, address, and telephone number of person to contact for additional
information, if necessary:

Please state your position, giving action taken or planned:

Please sec attached
Please return completed form to: m —
. . (i’ gnature)
Floride Department of Agriculture
and Consumer Services Vice-president
Division of Consumer Services (Ticle)
Thg Mayo Building
Tellahassee, Plorida 32301 : December 17, 1990
" (Date) ]UOOf)U
4/86 !
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Plerids Depertmant of Agrisulture (ff v Z.

90-12-21148/LD
- RUSENRSS REPLY PORNM
' b Referencs No. f’é- /d- i Y 7/46
Complatne oty Wi Slennd Med Y58U¢ For matiing R ealls at #29.cc coch

Ve re west indorimaticn ow Fede#r ! Tets. #az re;m;Zd, Qrecs C Lot wr s
Neser receved.

Conplete Name of Firs or Individuals _\,Jnaa.‘f@.n & //

. hddeesey )

— - Jelephonei -—
Neme of Prasident er Genersl Manager: _é,t'.\ffrdl(/:;’) —Getneral /g
L /

Hena of Owmer:

Mane, address, and gelephens mumber of pereocn to contact for edditional
iaforaation, if mscsesary:

_KywnA Dwkins - 305-492-3995
Plesse state your peaisien, giviang sctien gekes ov plannad:

JEE ATTACHED SHEE T

SR L AR

Qe T

Plesse veturn esmpleted fers go! . /)@«-a
sture

oad Consumer Services )
Divieien of Comsumsr Servises {cls TOUC U

mx::u’:-:ﬁ‘ﬁ:f-m 32301 / /5' /?/
7/  (Ds
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January 7, 1990

on 12/26/90 Linda Dawkins. Asst. Mgr., contacted

vegarding her complaint. . advised that back in
March she called 976-8000 to get Federal Jobs Information for
one of her friends. She said that at the time she did not see
the $29.00 per call charge.

About one weekx latar she called the number again as a

‘reminder to get the Federal Job Information.

When the first booklet came, she reviewed it but there were
no local jobs in the Pembroke Pines area so she returned it
to the vendor. The second book came and she also returned it
by mail. Ms. Santos said she contacted the vendor when her
pill arrived to regquest credit. She said she was promised
credit for one call but it was never received. After several
calls to the vendor which wers to no avail she decided to
write her letter of complaint.

Mrs. Dawkins contacted Intervest Capital on 12-26-%0 and
apoke to Kelli Hinz, Representative. Ms. Hinz stated that her

company spoke to . __ on 3-27 and 4-23 in an attempt
to resolve her complaint. They offered . _ credit for
one call but she refused. became irate, she cited

a Channel 10 News Report where credit had been given by a
company of a Sports Trivia ad and that customer was issued a
$229.00 adjustment due to a child calling the number. They
explained that this was not the same situation but she
insisted on taking her complaint higher. Because of this, the
Company never issued a credit of $29.00.

12-27-90 Mrs. Dawkins spoke to .

, and discussed contents of his ad.
authorized credit of $58.00 the full amount tu

was notified and the adjustment issued. Customer
is satistied.

00632
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COMPLAINT INPUT SHEET

CUSTOMER 'S NAME: . ) i ewT DFE 98E°2.. T erT
CASE. NO Inquiry

DATE RECVD. DATE CLOSED

AREA: (2) SE (SO: SE: NO: OT:)

TYPE: (1) R (R: B; P:)

AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1Y (YES ONLY) - ,?

OPER. MGR.S INITIALS: (3) '

DOCA: (3) BWD (DAD:BND:PBC:CST:GNV:JAX:ORL:HFL:OTH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) (YES ONLY)

STATE APPEALS NO.: P-26-91

JOST: (1) (N - NO ONLY)

CAUSE CODE: (5) 25H00 (SEE CAUSE CODE LIST

RSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATHMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ARC - ANNOYANCE CALLS DIR - DIRECTORY

MET - MARKETING 976 - DIAL IT CALLS

OTH - OTHER CML - COHPLIMENTARY

MNT - Maintenance

70063.
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Southern Bell

Special Assistance Bureau
666 NW. 79th Avenue
Room 604

Miam. Flonda 33126

(305) 263-4816

Januarv 15, 13991 1-800-321-4327

Memorandum to: Katny brown
From: Marie Forbes

Re:

Case No. J4B42l-Inquary

un 1-11. Ms. Debbie Foran. Assistant Manager. made arrangements to
have the 900 calls adjusted from the bill in the amount of $344.45.

Ms. Foran then called the customer to acknowledge the appeal. Ms.
Foran advised the customer that we had adjusted the 900 calls in
question and questioned if the customer was still experiencing any
problems on his line. The customer advised that he was and
arrangements were made to have the line tested.

The line tested clear and a service technician was dispatched to
the premise to check further. The technician reported the line
tested perfect. no cross talk. no one on the line. no cross battery
and no tap on the line.

On 1-14. HMs. Foran called the customer to advise him oI our

findings. It was also agreed to place a block on the line. The
customer accepted the information and the adjustment.

A BELL SOUTH Comparry -ﬁo()G:SJ
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TAKEN BY:

v

~M—¥"
f3o

-9 |
/

(LOGGED)

kB !/19 _I/D_

(CARD) (FROM)

1/

(TEL.) (MAIL) (TIME) (DATE) (DUE BY)
" 1BOSS CUSTOMER'S NAME: ___ BEEST S .
_ . _ - oy =
Southem Bell ADORESS: _ AT >
38421-1 CITY : o - _ _TEL. #: SRR S G
PSC CASE # B REFERRED TO : CBR. # ;. _ SAME _AREA: NO = &

8 SCRVICE MATTERS

9 RES. SERV. CENTER

10 BUS. SERV. CENTFR
11 PUB. SERV. CENTER
12 HELD ORDERS/ENGR.
13 BILLING

14 DEPOSITS

15 TREATMENT ACTIVITY
16 INSTALLATION

17 MISSED APPT. INS.
1 8 MAINTENANCE

19 MISSED APPT. MNT.
20 CONSTRUCTION

21 SWITCHED SERVICES
22 OPERATOR SVC.

23 COMPTROLLERS

24 ANNOYANCE CALLS
25 DIRECTORY

26 ADVANCE SYSTEMS
27 MARKETING

RES. BUS. PUBLIC

Customer’'s complaint:

T 7 DENIES 900¥ CALLS AND DENIED INTER STATE CALLS.

— ——COMMISSTON REQUEST THAT WE CHECK THE LINE FOR ANY PROBLEMS.

— ——CUSTOMER-DENIES -ALL—KNOWLEGEOF CALLS AND SAYS HAS CROSS

__ TALK ON THE LINE. COMMISSION REPERRED Z8N-CUSTOMER -TO-APET AND MCT —
FOR ADJUSTMENT OF THE 900# CALLS,

28 DIAL~IT-SVC.

29 OTHER

30 COMPL. LETTERS

j\i’)(b WPy O Y —

INTERIM REPORT SENT ____

1-904-35

0-372¢

BRI T

. o om—

CLOSED DATE
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NUMBER OF DENIALS: 2 NUMBER OF DCK: 0
AMOUNT DEPOSIT REQUESTED: N/A DATE OF NOTICE:
DUEDATE:
4. TOLLUSAGE 1.1% 2.45 3.3&2 AVERAGE TOLL USE: 330
LOCAL SERVICE: 19.75 DATE OF BILL: 01/04/91 AMOUNT: 658.71
PAY BY DATE: 01/29/91 DATE OF NOTICE: 01/29/91
DUE DATE: 01/29/91 DENIED: NO RESTORED: DATE:
TIME:
S. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACTS PRIOR TO THE

APPEAL IN THE S8PACE BELOW. INCLUDE ALL BILLING CLAIMS AND OR
TREATMENT ACTIVITY IF APPLICABLE. PLEASE INCLUDE DATES:

NA

7000630



‘.PIOVIDBAWMOIALLACIIONTAIBNMMMM.
INCLUDE DATES. TIMBS, NAMES AND DETAILS OF YOUR CONTACT WITH

THE CUSTOMER:

R, STALLINGS, ANT .
BUSINESS, TO GET ALL 900 CALLS SHE WILL CALL BACK AND
GIVE ME THE AMOUNT TO ADSUST. TOTAL AMOUNT OF ADJU

1/11 9:40 DEBBIE PFORAN, ASSISTANT MANA . CALLED
MAINTENANCE AND SPOKE TO FRANCIS CLARK. SHE WAS ASKED TO
MWLMTMMNWDIOWMTOGBC!MLM.

1711 10:30 FRANCIS CLARK TESTED THE LINE AND IT TESTED CLEAR.
IWDA_VDION.WW. WAS SENT OUT TO CHECK OUT

1/14 n.mmwﬂommrowmnnwom

7. INTERIM: NO DATE OF NEXT OR FINAL REPORT:
n.nmmmuonnmmnmem:

DEBORAE T. FORAN, ASSISTANT MANAGER
TELEPHONENO: 904-350-0462

9. ADJUSTMENT: YES AMOUNT: 3¢Jy¥ 0 DAYS & REASON FOR ADJ.:

10. SEND THIS MASK TO ALL OTHER DISTRICTS/DEPARTMENTS/GROUPS
COMPLAINT

THAT MAY EAVE BEEN INVOLVED IN THIS . INDICATE
OPERATIONS MANAGER/DISTRICT MANAGER/SF #/TELEPHONE ¢ AND

10063
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COUNT ON

B
:

ME® APPROACH WOULD HAVE

SR Crow

DIDN'T CALL IN

PREVENTED THIS

AND OIVE US
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COMPLAINT INPUT SHEET

CUSTOMER"S NAME:

‘---——--—-—_-—.—-—-..q--—--.-——_-----—-_—--———-_—--__

CASE. WO 38421-1Inquiry

DATE RECVD. DATE CLOSED

AREA: (2) . NF (SO: SE: NO: OT:)

TYPE: (1) B (R: B: P:)

AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1) ({YES ONLY)

OPER. MGR.S INITIALS: (3) JRC

DOCA: (3) WFL (DAD:BHD:PBC:CST:GNV:JAX:ORL:WFL:OTH)
CLASS (3) 876 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) Y (YES ONLY)

STATE APPEALS NO.: M-89-91

JUST: (1) (N - NO ONLY)

CAUSE CODE: (5) . 25H00 (SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER | BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ARC - ANNOYANCE CALLS DIR - DIRECTORY

MET - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MRT - Maintenance

100034
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Southemn Bell

Special Assistance Bureau
666 N.W. 79th Averue

Miami. Flonda 33126
(305) 2634816

January 17. 1991 1-800-321-4327

Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

Case No. 38583-Inquiry

Qur investigation reveals that on 12-28. the customer called to
gquestion the 9876 calls on her bill. The customer denied all
knowledge and we agreed to adjust the calls and offered the 976
block and quoted the charge. The customer agreed to add the block.

On 1-7. the customer . called and denied all knowledge
of the 976 calls on the bill. We agreed to adjust and offered the
block and quoted the charge. She agreed to check with her boss and
call back. Since the customer was upset the matter was escalated
to an Assistant Manager. Diane DeSimone. Ms. DeSimone spoke with
the customer and discovered that four separate businesses in the
Kings Creek Village Plaza had 976 calls placed on 12-4 between
11:00 and 11:30 AM.

Ms. DeSimone advised that she woul.d contact the security department
to see if anything could be done. she also agreed to waive the non
recurring charge to place the 976 block on all of the businesses
involved. The customer was satisfied.

The security department advised io have the cross box checked to
see if it had been tampered with and to see if the meter room has
a lock, if not. the customer may want to have this done and retain

the key on the premise.

Arrangements were made to dispatch a technician to check the
premise on 1-8. Ms. DeSimone called the customer to advise that 2
technician would be dispatched and explained why. When guestioned
if the meter room is locked the customer advised that it was.
however. <the lock is flimsy. We suggested that they may want to
place a stronger lock on the room. but. to be sure that the kev is

kept on the premise at all times.

10063y

ABELL SOUTH Cormparvy




On 1-8. the technician was dispatched and checked out both the
cross box and the meter room and advised that both were locked and
did not appear to be tampered with.

On 1-8. Ms. DeSimone called the customer to advise her of our
findings and also advised her that we were adiusting the 976 block
charge due to suspected fraud. Ms. DeSimone also contacted the
other businesses involved and advised them of our findings

On 1-14. Ms. Diane DeSimone. Assistant Manager. contacted the
customer to acknowledge the appeal. apologized and
said that he had mailed the letter to the commission before she had
known that the problem had already been handled. Everything was

okay now.

As infrmation the adjustment was prepared in the amount of $23.85.

10064y
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PS” CASE #

10 SCRVICE MATTERS

11 RES, SERV. CENTER
12 BUS. SERV. CENTFR
13 puB. SERV. CENTER
14 HELD ORDERS/ENGR.
1 5 BILLING

18 INSTALLATION

19 MISSED APPT. INS.
20 MATNTENANCE

21 MISSED APPT. MNT.
22 CONSTRUCTION

23 SWITCHED SERVICES
24 OPERKATOR SVC.
25 COMPTROLLERS
26 ANNOYANCE CALLS
27 DIRECTORY

28 NDVANCE SYSTEMS
29MARKETING
30DIAL~IT-SVC.
310MER

3200MPL. LETTERS
33
34
35
36
37
38
39

40 INTFRIM RFF
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_ T SS. ',/,1 bt
(TEL.) iMAIL) (TIME) (LOGGED) {CARD) (FROM) IDATE (DUE BY)
CUSTOMER'S NAME: e —— W — ==
ADDRESS: ___ e APT. .
CITY : ) wresesn: Tk M § o]
REFERRED TO : CBR. # : AREA : _ 0 —
>
5 : (ge)
Customer’'s complaint: -
Lo
S S — . =5 S
\ i B
D
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21

o rs : SOUTHERN BELL - 385831
: awe MARIE MURRAY . SAS — 3:31 T.. 01/11/
2 Comtumer's co fax 01/14/
Tetephone Te Tomg Date
CitwZe —— —pumy - V m 05 e is-02
s |
Accoum Mumber <
(@]
Wes commmer contacted comprny ?  vog__ X »o Ve Justcotion =
V. Meters of Roguont 1. Repent ¢ Agnen E / /
Cosed By Dote
PLEASE INVESTIGATE THE INFORMATION IN +ﬁ£ ATTACHED CORRESPONDECE AND Regly recoved
PROVIDE A REPORT BY TME IJAIE‘ ‘?M BELOW--PERHAPS A CHECK OF THE CONSUMEH HEQUEST
COMPANYS FACILITIES IN SHOPPINS CENTER FOR PROBLEMS WILL BE HELPFUL. S5
- FLORIDA
! g PUBLIC
Y \) i SERVICE
o L '- Iy COMMISSION
A
| ! 101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399
PLEASE RETURN THIS FORM WITH
REPORY OF ACTION TO:

22 o3

L RE

4

Shirley Stokes

01/29/1991
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Florida Public Scrvice Cormission

&

January 7,1950

BYST3L

101 East Gaines Strect TS~ O 3

Tallahassee, Florida 32399

AtlL: Consumcr Affairs

Gentlemen:

Telephone

Please find encloscd a copy of my telephone bill which itemized

calls madc to different compunies the same day

at the same time

for exhorbitant charyes. Southern Dell has been notified and they
dcleted the charyes, however, many of my neighbors in this shopping
conter have been charged likewise. We respectfully request an
immodiate investigation, as we fecl, the companies which charge
$40,00 per minute olc. should be guestioncd, especially since thosc
calls are from a business phone. like mine, during working hours,
Moreover, a Southern Bell internal investigation should be initiated
to £find the culpit) because, us you can sce by the copy of the bill
enclosed, the time and date of thesc calls are not feasible.

We would hardly appreciate your prompt attention to this matter and
Ialuofealmyﬂnuldthawmpaysm.oowbepmtcctedforsuch

an illegal procedure, such as these calls.
Yours truly,

BEncl.

Jan b 1esl

CONSUMER AFFAIRS

00004;
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SouthemBell AreauiL: Wonbers
A BELLSOUTN Compary Di11 Date:

Monthly Scrvice Chargrs (continued)
4. Emergency 911 Monthiy Charge. This teriffed charge
is bilied on behalf of Dede Co county
5. Emergency 911 installstion Cherge. This charge has
been pleced on your bill by Dade Co county
subtotal

Other Charges and Credits

Dec 19 90 S0  MANNHOLE
6. Cost of Dade counLy manhole ordinance #83-)

Subtotal
976 Service Calls Billed for Sponsor(s)
Date  Place Calied Number Called  *Rare Time  Min.
7. DEC & NUCONEX 305 976-9627 1109AM 1
8. DEC & HAPPY SITILR 305 976-7487 1109AM 1
9. DCC 4 NUCONEX 305 916-9627 111eA0 1
10. PEC & RIOTT1 COMM 305 9716-7877 - 1117AM - 1
11, DEC & RYI COMM 305 976-2223 1117AM 1
Subtotal
Tote! Charge For liemized Calls 179.61
Taxcs
12, federa! Tex
13. State Tex
14, County Tax
95. Filorids Gross Receipts Surchargo
Subtotal

Southern Bell Current Charges
Messages

ftaseaevedde

A Bralile telcphono bill Is now avellable to our customers

who resd Dralile. If you know somoono who would benefit from

this service, plesse have that person contect our Bpecial
Assistasnce Bureasu at T780-2273.

dewmmumumuum. The smount of
Wmﬁnhmwmm«munmn

enste Applled - See Back of Pago CcP 015412

-ﬁ

Dec 19, 1990
Pago 2

ANMOUNT

.19

L]

.01

37.33
29.95
37.3)
40.00
35,00

1,12
2.26
2,35

.23

0064 .
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GENERAL

NAME . CASE NUMBER M108=-91

TEL. HO.

ADDRESS

1. COMPLAINT

Customer upset with the amount charged for 976 calls and also
does feel he should have to pay to have 976 service blocked

fronm his lines.
DATE RECVD Q1=-14-91 _ TIME RCVD _3100 __
2. OPERATIONS MANAGER ANBWERING COMPLAINT Helen Prieto

DISTRICT MANAGER ANSWERING COMPLAINT Helen Prieto

DEPARTMENT AND GROUP Customer Services.

000645

3. PROVIDE A CHROROLOGICAL NARRATIVE OF ALL ACTIONS OR
CONTACT PRIOR TO THE APPEAL IN THE SPACE BELOW. INCLUDE ALL
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22
23
24

25
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TROUBLE REPORTS COVERING THE TIME FRAME OF THE APPEAL.
ADVISE SERVICE ORDER NUMBERS. JOB ORDER NUMBERS. APPLICATION
AND DUE DATES. DO NOT USE ACRONYMS.

12-28~9F Customer called in to business office to deny
kxnowledge of 976 calls on her 12-29-90 bill. &he spoke with
Service Representative Julic Pigueroa, who agreed to adjust
the 976 calls and offered the 9§76 block and advised of the

charges to add. agreed to have the 976 block put on the
line.
01-07-91 Customer with , and

called in to the business

office and spoke to Service Representative Patti Buckhanon.

: was denying all knowledge of the 976 calls on her
12-28-90 bill. The representative agreed to adjust the calls
and explained the 976 block and its charges. The customer
agreed to check with her boss and call back. Patti Buckhanon
referred this customer to Diane DeSimone, Assistant Manager,
because she felt the customer was upset. Diane DeSimone
spoke to _ and discovered that four separate businesses
in the Xings Creek Village Plaza had $76 calls placed on
December 4th between 11:00AN and 11:30AM. The other

businesses wvere

Mrs DeSimone advised she would contact the security
department to see if anything could be done, she also agreed

70004y
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14
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26
27
28
29

to waive the non-recurring charge to have 976 block put on
nunber and alsc adjust the non-recurring charges
putting 976 block on the above mentioned accounts. Custonmer

_was satisfied.

Mrs DeSimone called the Security Department 2320-0900 at
1:130P¥ and spoka to Anne BtJohn. B8he advised Mrs DeSimone to
refer to the Maintsnance Department to have the cross box
checked to ses if it had been tampered with, and to see if it
could be locked. Bhe also advised Mrs DeSimone to check with
the customer to see if the meter room has a lock on it, and
if not, the customer may want to have a2 lock put on, and keep
the ksy on the prenis.

At 2:00PM Mrs DeSimone called to Repair to place a report to
have a repairman go out to check the crossbox to see if it
hazs besn tampered with, and to see if it is locked. B8poke to
Shirley in Maintenance, she will send a repairman out before
12:00 on 01-08-91 to check the crossbox for the custonmer.

At 2:10PM Mrs DeSimone called back to the customer and spoke
to Soraya. MNMrs DeSimone advised her what was being done.
Alsc guestionsd her if meter room was locked, she advised yes
but lock is flimsy. Mrs DeSimone suggested they may want to
get a stronger lock on the door, but key would have to be
kept on the premises at all tines.

01-08-%1 Mrs DeSimcne spoke to Xathy Graveline, 599-827)1,
Service Consultant at the Vendor Marketing Center, who
bandles 976 vendors. Advised her what was happening and
guestioned if anything more could be done. She 2dvised to
have maintenance check the meter room alsc, to see if it has

besn tampered with. 30004 ¢
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01-08-91 Repairman Gregory called in to Mrs DeSimone to
advise her that the he had checked the cross box. It is
locked with master key, and it does not seem to be tampered
with. He alsc checked the meter room and it checked out

0.K. He advised that anyone &an get a Test Sets and plug in
and make calls off lines and the meter room would not look to
be tampered with.

01-08=91 Mrs DeSimone called
spoke to the Manager Mrs DeSimone advised her

- and

what had been done to check out the problem and also advised

her we would be adjusting the 976 block non=-recurring charge
off of the next bill on the accounts . and on
pecause of suspected fraud. is for

) wvhich is opsrated cut of the sane office as the

travel agency!? . ¢hanked her for looking into it and

taking care of charges. Nrs DeSimons alsc contacted .. )

at o ' ' e , to advise him what had
been done to check on the problem, and also that the
non-recurring charge to add 976 block would be adjusted on

his next bill because of suspected fraud. Customer was

satisfied.

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL.
INCLUDE THE DATE ARD FULL NAME OF THE MANAGEMENT PERSON WHO
CONTACTED THE CUSTOMER TO ACKNOWLEDGE THE RECEIPT OF THE
APPEAL. (SHOULD BE WITHIN 24 HOURS). BHOW FULL NAME oF

100040
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p1-14-91 Diane DeSimons,

Assistant Manager, received the
appeal. At 3120 PM Mrs pDeSimone spoke to .« Mrs
pDeSimone advised her we had received the

d she had mailed the PSC before she

P8C case.

apologised and sal
had known that the problenm had been taken cars of. But
everything is ¢ine now.

5. INTERIM YES___ NO_X_ DATE OF NEXT OR FINAL REPORT o ——

AND TITLE OF PERSON FREPARING ANSWER Diane

6. NAME
TELEPHONE NUMBER i

7. ADJUSTMENT-YES X NO__ AMOUNT _§23.85 # DAYS & REASON
FOR ADJUSTMENT

Agreed to adjust non-recurring charges for putting 976 block

en 1 line, since there is fraud of 976 calls at this office

conmplex.
g§. SIND THIS MASK T0 ALL OTHER DEPARTMENTS INVOLVED IN THIS

COMPLAINT. PROVIDE THE NAME oFf THE OPERATIONS MANAGER OR

DISTRICT MANAGER. THEIR FAX NUMBER ANT THE NAME OF THE
MANAGENENT PERSON NOTIFIED. IF YOU ARE CHARGING ANOTHER

OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME OF THE
100044y
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OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE

NUMBER OF THE PERSON ACCEPTING THE CASE.

OM/DN TELEPHONE
FAX
HAME TELEFHONE
TITLE ACCEPTED YES NO oo

9. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING

THIS APPEAL? YES__NO_X__

WHY?

The problem had peen investigated and resolved prier to

scuthern Bell receiving the appsal. This customer hac never

called back into southern Bell atter contact on 12-28-91 when

the 976 calls vare adjusted.

10. WHAT HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT FUTURE

APPEALS OF THIS TYPE.
N/A

10003
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WHAT "COUNT ON NE* APPROACH WOULD HAVE PREVENTED THIS



1 COMPLAINT INPUT SHEET

= éusrouaa's NAME : _ )
3 CASE. KO 38583-Inquiry
4 DATE REC;B ---------------------- DATE CLOSED
5 AREA: (2) t---'f;a'_-—-—“-----?so SE: NO: oE-; ----------------
6 TYPE: (1) 5 ------------- (R: B: P:)
7 AREA CODE - TEL. NO. (B-305: F-407: P-904)
8 LATE: (1) T (yEs onLvy
5 OPER. MGR.S INITIALS: (3) HGP
10 DOCA: (3)  DAD (DAD:BWD: PBC:CST:GNV:JAX:ORL:WFL:OTH)
11 CLASS <3)-—_-5;§ ------- (SEE BOTTOM FOR CODE)
12 ADJ AFTE;_-;;;----;--— (YES ONLY)
13 STATE APPEALS NO.: M-108-91
14 JUST: (1) TN < wo onyy
15 CAUSE conﬁzb;;; ----- 25H00 (SEE CAUSE CODE LIST)
B . e i e
17 RSC- RES SVC.CENTER ' BSC - BUS. SVC. CENTER
18 PSC- PUB. SVC. CENTER HDO - HELD ORDER
29 BIL - BILLING DEP - DEPOSITS
20 ) TRA - TREATMENT ACTIVITY INS - INSTALLATION
21 CON - CONSTRUCTION SWT - SWITCHED SERVICES

- OPERATOR SERVICES

COMP - COMPTROLLERS
DIR - DIRECTORY

976 - DIAL IT CALLS
CML - COMPLIMENTARY

10005
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Southem Bell

Speciai Assistance Bureau
668 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 2634816
1-800-321-4327

Januarvy 14. 1991

MEMORANDUM TO: Mike Dvmek
FROM: Pat Shields
RE:

CASE NO. Inquiry 37606 - I

Our investigation reveals that the customer called on January 4.
1991. and advised she had been billed incorrectly for an MCI 900
call. The customer was advised that the call wae billed correctly
and that we would not adjust the call. The customer was offered the
900 call block. which she accepted.

On receipt of the appeal on January 7. Mrs. G. Nelson. Assistant
Manager. called the customer and left several messages on a
recorder. Mrs. Nelson investigated and determined that the call in
question had been billed $3.98 per minute for five minutees for a
total of $19.90.

The customer called on January 8. and Mrs. Nelson acknowledged the
appeal. She apologized for any inconvenience. The customer advised
that she had a card that stated the call was $3.98. The
advertisement apparently did not state that the charge is $3.98 per
minute. The customer stated that she resented the fact that she
could not deal directly with MCI. but had to go through Southern
Bell. Mrs. Nelson agreed to adjust the call and noted the records
that the call was adjusted due to the fat the customer felt the
carrier misrepresented the facts through their advertising.

The customer is satisfied.

10003

A SELL SOUTH Company
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TAKEN BY:

Southern Bell

M

X 12,30

"= 127 71| i

MD 1-7 1-14

(TEL.)

IROSS

PSCCASE #___ 376061 INQUIRY——

SERVICE MATIERS

RES. SERV. CENTER
BUS, SERV, CENTER
PUB. SERV. CENTER
HELD ORDERS/ENGR.
BILLING :
DEPOSITS |
TREXIMENT ACTIVITY
INSTALLATION
MISSED APPT. INS.
MAINTENANCE
MISSED APPT. MNT.

RLS.

8US. PUBLiL

(MAIL) (TIME)

CUSTOMER’S NAME:

(LGGGED) {CARD)

(FROM) IDATE) (DUE BY)

ADDRESS:

CITY .

TEL. #:

REFERRED TO :

CBR. #:

—— L.

Customer’s complaint:

(SEE ATTACHED REPORT FROM PSC)

CEARARNMVIL (10
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o SOUTHERN BELL — 6061
ofe MARIE MURRAY . MCD ro. 11:42:! 0l1/04/
3 Consumer's co fax 01707/
Tetagiong Te Fesmm Deto
'é. Y - C.::‘l:‘ C Tvoo i5'03
o 3
0-5.01-- M
6 L o
4 Conpurmer Conticiod Company ¥ Yeg Whe Justtcaben -
Hiss of tassan 3. Regen of Acxan . o i J
8 Cased By Dave

9
10

11

12

13
14
15
16

17,
18

19.
20

21
22

23

Customer called 900-329-3009, as the advertisement stated that the
charge would be only $3.98 for the call. Customer was billed §3.98 per
minute instead and had to pay $19.90 for the call. Customer has al-
rcadyfpaid bill but feels she should be credited for the overcharge.

,i

CONSUMER REQUEST

FLORIDA
PUBLIC
SERVICE
COMMISSION

10% EAST GAINES STREET
TALLAMASSEE, FLORIOA 32359

1, PLEASE RETURN THIS FORM WITH
' ] REPORT OF ACTION TO:

Rike Dymek

//
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NAME | CASE $#: P42-91 TEL #: .--_. 3

1. COMPLAINT:
placed a 900 call to 900-329-3009. The advertisement
stated the cost was $3.98 per call. She was billed $19.90. She paid
the bill but now wants a credit.
DATE RECVD: 1-07-S51 TIME RECVD: 12:45
2. OPERATIONS MANAGER ANSWERING COMPLAINT: Judy Sawyer /
DEPARTMENT OR GROUP: Customer Services-Residence
3., PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR
TO TEE APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS COVERING

THE TIME FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER
NUMBERS, APPLICATION AND DUE-DATES. DO NOT USE ACRONYMS,

1=-4-91 Mrs. called the business office and spoke with Clint Combs,
Service Rep. She advised him she had been billed incorrectly for an
MCI 900 call. Mr. Combs advised her the call was billed correctly and
that we would not adjust the call. Ee offered her the 900 block, which

she accepted.
1-7-91 . called the PSC to lodge a complaint.

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE
THE DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTOMER

TO ACKNOWLEDGE TEE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS).
SEOW FULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE
CUSTOMER., DO NOT USE ACRONYMS.

1-7-91 Mrs. Nelson, Assistant Manager, called B at home

and left word on the recorder several times. She was unable to call her
at work. The call in guestion was billed $3.98 per minute for 5 minutes

for a total of $19.90

10003y
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1-9-91 called and spoke to Mrs. Nelson. She said she
has a card that states the call is $3.98. The advertisement does not
state it's $3.98 per minute. She said she resents the fact that she
cannot deal directly with MCI but has to go through Southern Bell.

s said that MCI misrepresented themselves in their advertisement.

S. INTERIM: No

6. NAME AND TITLE OF PERSON PREPARING ANSWER: Gerry Nelson, Asst. Mgr.
(904) 350-3041

7. ADJUSTMENT: Yes AMOUNT
REASON: Mrs. Nelson agreed t £ the call and also note the
adjustment the reason the call was taken off was due to the fact that
felt the carrier had misrepresented the facts through
advertising.

8. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS
COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT
MANAGER. THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON
NOTIFIED. IF YOU ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE C
PROVIDE THE NAME OF THE OPERATIONS OR DISTRICT MANAGER AND THE N AND
TELEPHONE NUMBER OF TEE PERSON ACCEPTING THE CASE. N/A

9. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?

Ne. Her real conpl.aint' was with MCI and not with Southern Bell. Soutkern
Bell followed proper procedures in handling the inquiry.

70003+
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COMPLAINT INPUT SHEET
CUSTOMER"S NAME:

CASE NO. 37606-1

DATE RECVD. 01-07-91 DATE CLOSED

AREA: (2) NO (SO: SE: NO: OT:)

TYPE: (1) R (R: B: P:)

AREA CODE = TEL. NO. ) (B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) JMS

DOCA: (é) JAX ( DAD:BWD: :PBC:CST:GNV:JAX:ORL:WFL:0TH)
CLASS (3) 876 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1)  § (YES ONLY)

- —————— -

-

CAUSE CODE 25D00 (SEE CAUSE CODE LIST)

RSC - RES. SVC. CENTER BSC - BUS. SVC. CENTER
RSC - PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ARC - ANNOYANCE CALLS DIR - DIRECTORY

MET - MARKETING 876 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MNT - MAINTENANCE

200054
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Southemn Bell

Specal Assistance Bureau
666 N.W. 79th Avenue
Room 604

Mam, Forida 33126
(305) 2834816

February 6, 19981 1-800-321-4327

Memorandum to: Stella Maloy
From: Marie Forbes

Re:

= P
Case No. 40906-P

Our investigation reveals that on 10-26-90 we sent the customer an
interim toll bill in the amont of $274.51, along with a request to

pay by 11-2.

On 10-29, the customer called and advised that she never made the
calls on the interim toll bill. The customer was advised to call
our office when she received her regular bill to have the calls
investigated. (At this time the current bill was $115.11).

On 10-29, the customer called and we provided the listings on 976
calls on the interim bill and offered a toll block. The customer
advised that she would discuss the matter with her husband and call
back.

Later that day the customer called back and we again provided the
listings on the 976 calls. At this time the customer advised that
her son and his friend made the 976 calls. Her son is 11 years old.
The calls were sustained and we again offered the toll block. The
customer advised that he needed to speak to her husband and would
call back.

On 10-29, the records are noted of an adjustment by AT&T in the
amount of $115.11, from 10-22.

On 11-2, the customer called and asked if payment arrangements
were available and was advised yes. She again stated that she would
discuss the matter with her husband and call back. The customer
called again and was provided with listings and said that she would
discuss the matter with her husband and call back.

On 11-20 we received a payment in the amount of $145.53.

A final notice was sent to pay $225.96 by 12-10. The 976 calls were
in the amount of $248.98. On 12-17, the service was interrupted for

the balance of $125.96.
S G 300059
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On 12-20. we sent the customer a letter advising of complete
disconnect on 1-8. On 12-24. the customer called and advised that
her son made the calls and she wanted to make payment arrangements.
The customer was advised that once the service is interrupted, full
payment is needed to restore the service. The customer advised
that she would pay the full amount on 12-24.

On 1-7. the customer called to advise of a payment in the amount of
$156.60. The customer was advised that the balance was $191.56,
however, we agreed to restore the service for the amount that she
had paid. The service was ordered restored and a deposit letter was
sent for $250.00 to be paid by 1-23. We quoted the restore charge
:nd the customer said that she would discuss the matter with her
usband.

On 1-8, the customer called regarding the deposit request. We
agreed to lower the deposit to take into consideration the AT&T
adjustment in the amount of $115.11 and the 876 calls. A commitment
was made to call the customer back.

On 1-9, Ms. Mary Lou Sanchez, Assistant Manager, called the
customer and agreed to waive the deposit for now, however, she
explained if tolls and late paymente continue, a deposit would be
required.

On 1-30, the customer called requesting a three week local service
adjustment for the time his service was denied. He epoke with a
manager, who explained that we do not make local service
adjustments for this reason, as his line and number are held in
reserve while the service is interrupted.

On 2-5. Ms. Kathy Locke, Assistant Manager, contacted to
acknowledge the appeal. Me. Locke explained that we would have been
happy to make arrangements on the 976 calle, however he never
called back to make arrangements. The customer was advised that we
will adjust the 976 calls as a first time offender, however, he
will be responsible for future calls. We will also adjust the time
cut of service and the restoration charge. Ms. Locke apologized for
the confusion and misunderstanding regarding the 976 calls and the
customer was satisfied.

As information the adjustment totaled, $281.57.

00CaY
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2 X —23:A4S B b - 2-11
3 TAKEN BY. (TEL.) (MAIL) (TIME) (LOGGED} {CARD) (FROM) (DATE) (DUE BY)

IBOSS CUSTOMER'S NAME:

4

5 | _

s Southem Bell ADDRESS: __ ey
7

8

.—--_._‘ —
CITY : TEL. #: [d]
PSC CASE # 40906-P REFERRED TO : CBR. #: AREA: ___ SO g
- : - -
9 SERVICE MATTERS RFS. BUS. PUBITC  Z.:*>mer's complaint: )

INTERIM REPORT SENT . oo —— CLOSED DATE

-—— . 4+ me—
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I ne ) a ' SOUTHERN BELL . 40306
2 agtross - , o MARIE MURRAY ~- SMM e 2:34 l::. 02/01/
3 Contumar's Cco fax 02/04/
[ Velop! Te Voo 9..,
4 own. 2 X J_— g;:-_. ; . ts-06 .
5 ey Wymber E"_J:
6 ' X | = - =
bios convemer camecisd Comeeny Yoo He Wivg Susthepsion piees
“) 1. Wesern of Rogesn 2. Repon of Acuon Sy
8 {Jased By Oste
Lg See attached. Please investigate & provide me with a repgrt._" | Pouy entaerad
11 NOTE: Did co. interrupt service for nonpay of 976 numbers? CONSUMER HEQUEST
12
13 FLORIDA
L4 PUBLIC
LS SERVICE
16 COMMISSION
k7 107 EAST GAINES STREEY
(8 TALLAMASSEE, FLORIOA 32399
L9 . PLEASE RETURN THIS FORM WITH
20 REPORT OF ACT™NY TO:
21 st y
32
X A
23
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13
14
15
16
17
18
19

20

BILLING

RAME: - CASE NUMBER: M301-S1 TEL. ¢

1. COMPIAINT = BAD TO PAY FOR 976 CALLS SON 11 YEARS QLD MADE NO LOCAL
SERVICE ADJUSTMENT FOR 21 DAYS DENIED FOR CALLS.
DATE RECEIVED: -4-91 TIME RECEIVED: 3:15 PM
2. OPERATIONS MANAGER ANSWERING COMPLAINT - FLORA MITCHELL
DISTRICT MANAGER ANSWERING OOMPLAINT
DEPARTMENT OR GROUP - CUSTOMER SERVICES - COLLECTIONS
3. DATE SERVICE ESTABLISHED 10-77 CREDIT CIASS D DEPOSIT 105
NUMBER OF TREATMENT STEPS TAKEN LAST § MINTHS 5
NUMEER DTS 1 NUMEER DCX 0
ADUNT OF DEPOSIT REQUESTED 250 DATE OF NOTICE 1-7-91
DUE DATE 1-23-91
4. TOLL USAGE 1. 351 2. 42 3. 22  AVERAGE TOLL USE 276
IOCAL SERVICE 11.65 DATE OF BILL 11-11-90 AMOUNT 371.49
PAY BY DATE 12-5-90 DATE OF NOTICE 12-5-90
DUE DATE 12-11-80 DENTED 12-17-90 RESTORED 1-7-91 TIME 3:24 PM
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5. mamwmmmmm&mmm
INCLUDE ALL BILLING CLAIMS AND OR TREATMENT ACTIVITY IF APPLICANIE.
PLEASE INCILUDE ALL DATES. DO NOT USE ACRONYMS.

OGN 10-25-90, $141.78 PAYMENT WAS RECEIVED.

ON 10-26-90, RACHAEL PICKERING, COLLECTION REPRESENTATIVE, SENT AN INTERDM
" TOLL BILL FOR $274.51 TO THE CUSTOMER ALONG WITH A REQUEST TO PAY HIS
CURRENT BILL QF $256.89 BY 11-2-90. ON 10~29-50 . CALLED OUR

OFFICE AND SPOKE WITH ILEANA CORDOVA, COLLECTION REFRESENTATIVE, AND

MADE THE CALLS ON THE INTERIM BILL. SHE WAS ADVISED
£ WHEN SHE RECEIVED MER 11-90 BILL TO HAVE THE
CALLS INVESTIGATED. (AT THIS TIME BALANCE ON CURKENT BILL WAS $115.11).

N 10-29~90 SPOKE WITH PAULA WILLIAMS, IN OUR CUSTCMER SERVICE
DEPARIMENT, WHO GAVE LISTINGS ON THE 976 CALLS ON HER INTERIM
BILL AND OFFERED HER A TOLL BIOCK. SHE SAID SHE WOULD DISCUSS IT WITH
_2ND CALL BACK. LATER THAT SAME DAY SHE CALLED CUSTOMER

SERVICES BACK AND SPOKE TO MILAGROS HORDAY, SERVICE REPRESENTATIVE WHO
GAVE HER LISTINGS ON 976 CALLS AGAIN. AT THIS TDME ADVISED BER
SCN AND HIS FRIEND MADE THE CALLS. HER 5CN IS 11 YEARS CILD. THE CALLS
WERE SUSTAINED, A TOLL BIOCK WAS CFFERED AGAIN. ADVISED SHE
NEEDED 70 SPEAK WITH HER HUSBAND AND CALL BACK TOMORROM.

o 10~22-90, $115.11 ADJUSTMENT WAS MADE BY AT:T BUT ENTERED QN CUSTOMER
RECORDS AFTER NOTES ABOVE.

oM 11-2-90, CALLED AND ASKED IF PAYMENT ARRANGEMENTS WERE
AVAILARLE. DWLYA D'AMICO, OOLLECTION REPRESENTATIVE, ADVISED
(CONTINUED)
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S. CONTINUED

IATER THAT SAME DAY SHE SPOKE TO LUTISA RIVERO, CUSTOMER SERVICES, AND WAS
GIVEN 976 LISTINGS, OFFERED TOLL BIOCK, SAID WOULD TALX TO ° « AND
CALL BACK.

ON 11-20~-50, WE RECEIVED $145.53.

« WAS SENT A FINAL NOTICE TO PAY $225.96 BY 12-10-90. THE
AMOUNT OF THE 976 CALLS WERE $246.98. ON 12-17=90 THE SERVICE WAS
DENIED. WE RECEIVED A PAYMENT OF $100.00 12-17-90. THE SERVICE WAS
LEFT OFF FOR THE BALANCE OF $125.96.

N 12-20-90, CUSTOMER WAS SENT A LETTER ADVISED COMPLETE DISCONNECT O

1=-8=-91. ON 12-24 - . SPOKE TO PALLA BYLAND, COLLECTION REPRESENTATIVE.

SHE ADVISED MS. BYLAND THAT HER SON MADE THE CALLS AND S8HE WANTED TO MAKE
PAYMENT ARRANGIMENTS. SHE WAS ADVISED QNCE SERVICE IS DENIED, WE NEED
THE FULL AMOUNT TO RESTORE SERVICE. SHE SAID SHE WOULD PAY THE FULL
AMOUNT ON 12-24~90 AND REPORT THE PAYMENT.

N 1-7-81, CALLED IN A REPORT OF A PAYMENT IN THE AMOUNT OF
$156.60. SHE WAS ADVISED SHE OWED $191.56 BUT WE WOULD RESTORE SERVICE
FOR THE AMDUNT SHE HAD PAID. SHE SPOKE WITH DIANE DUBE, COLLECTION
REPRESENTATIVE, AT THIS TIME. mmmmmmm:x
DEPOSIT LETTER FOR $250.00 TO BE PAID BY 1-23-91. SHE SAID BHE WOULD

DISCUSS WITH XD CALL BACK. WE ALSO BILLED CUSTOMER §20.50
TO RESTORE HER SERVICE. (CONTDNUED)
%G 03
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S. CONTINUED

oy 1-8-91, "+ CALLED THE OFFICE AND SPOKE TO TERI SIDDIQ, COLLECTTION
REPRESENTATIVE REGARDING OUR DEPOSIT REQUEST. MS. SIDDIQ AGREED TO LOWER
DEPOSIT TO TAKE INTO CONSIDERATION THE ATST ADJUSTMENT AND ALSO THE 976

-CALLS. SHE TOOK A COMMITMENT FOR A SUPERVISCR TO CALL HER BACK. N 1-9-91

MARY IOU SANCHEZ, ASSISTANT MANAGER, CALLED - BACK. SHE AGREED TO
WAIVE THE DEPOSIT FOR NOW. BUT EXPLAINED IF TOLLS AND LATE PAYMENTS
CONTINUE A DEPOSIT WOUID BE REQUIRED.

N 1-30-91, CALLED SUSIE JOHNSON, COLLECTION REPRESENTATIVE,
REQUESTING A 3 WEEK LOCAL SERVICE ADJUSTMENT FOR THE TIME HIS SERVICE
WAS DENIED., HE WAS DENIED THE REQUEST FOR THE ADJUSTMENT. HE THEN
REQUESTED TO SPEAK TO A MANAGER, HE THEN SPOKE TO EVELYN CABALLERD,
RELTEVING ASSISTANT MANAGER, WHO ADVISED THAT HE WASN'T
GETTING ANY IOCAL SERVICE ADJUSTMENT AS HIS NUMBER AND LINE WERE

FOR HIM WHILE HE WAS DENIED. THE SERVICE WAS ONLY TEMPORARILY
INTERRUPTED.

6. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE
THE DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTOMER
T0 ACKNOWLEDGE THE RECEIPT OF THE APPEAL., (SHOULD BE WITIN 24 ROURS).
SHOW FULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APFEAL WITH THE CUSTOMER,
DO NOT USE ACRONYMS. . -
mz—s—n.nmm.mm:smmm.m'
mmmmmwmmvmmmmmm

WITH HIM QN THE 976 CALLS, mmmmmmmm HE IS

mrmnmmmm mmm-mmms SHE
mmmmammmmmmwcmso CALLS. HE BAID

Y
\l-\‘
mmmmmmmmmmnm Am ‘J-,v
(CONTINUED)
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BILLING

NAME: , - CASE NUMBER: M301-91 TEL. #

6. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE THE
DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTOMER TO
ACKNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOULD EE WITHIN 24 HOURS). SHOW

FULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE CUSTOMER.
DO NOT USE ACRONYMS.

ON 2=5~91, KATLY IOCKE, RELIEVING ASSISTANT MANAGER, CONTACTED e
SHE EXPLATNED TO HIM THAT WE WOULD HAVE BEEN HAPPY TO MAKE ARRANGEMENTS
WITH HIM ON THE 976 CALLS, BUT HE NEVER CALLED BACK AND MADE ANY. HE IS
RESPONSIELE FOR THE CALLS HIS SON MADE, BUT AS A FIRST TIME OFFENDER WE
WILL ADJUST THE 976 CALIS. SHE ALSO ADVISED HE IS RESPONSIELE FUR ALL

FUTURE CALLS. SHE SUGGESTED HE PUT A ELOCK ON THE LINE FOR 976 AND 900
CALLS. HE SAID BE WILL DISCUSS THIS WITH HIS WIFE AND CALL BACK IF HE

WANTS A HIOCK. SHE AGREED TO HAVE THE $20.50 RESTORATION CFARGE AND THE
IOCAL SERVICE CHARGE FOR THE TIME HE WAS DENIED ADJUSTED. THMESE ADJUST-
MENTS WERE MADE 2-5-91.

$20.50 TC RESTORE SERVICE . $12-09 FOR LOCAL SERVICE
$248.98 $76 CALLS

8. ADJUSTMENT “ES X RO AMOUNT $281.57 & DAYS 21 & REASN FOR
ADJUSTMENT.

DENTIED FOR 976 CALLS. 1OCAL SERVICE §12.09 + $20.50 CHARGE 7O RESTORE
SERVICE AND TOTAL AMOUNT OF 976 CALLS.
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6. CONTINUED

mmmnwmszo.sommmmmm

CHARGE FOR THE TIME HE WAS DENIED ADJUSTED. THESE ADJUSTMENTS WERE MADE
5=91.

$20.50 TO RESTORE SERVICE - $12.09 FOR LOCAL SERVICE

7. INTERIM Y¥ES NO X DATE OF NEXT OR FINAL RESPONSE

8. ADJUSIMENT YES X M AVOUNT §$32.59 ¢ DAYS 21 & REASCON FOR
ADJUSTMENT.

DENIED FOR 976 CALLS. IOCAL SERVICE $12.09 + $20.50 CHARGE TO RESTORE
SERVICE.
9. NAME AND TITLE AND TELEPHONE NUMBER OF MANAGEMENT PFRSON PREPARING

NAME = FKATHLEEN ICCKE, REL. ASST. MGR. TEL. ¢ 305-263-5167

10. SEND A OOPY OF THIS MASK TO ALL OTHER DEPARIMENTS INVOLVED IN THIS

COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
THETR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON NOTIFIED. IF YOU
ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME OF
THE OPERATTIONS MANAGER, AND THE NAME, TITLE, AND TELEFHONE NUMBER, OF THE
mmmm.

av/oM TELEPHNE ( )

FAX ( )
NAME TELEPHRE ( )
TITLE ACCEPTED YES NO

11. mmmmmmmwmmw
¥ES X NO WHEY?

12, WHAT CORRECTIVE ACTION HAS BEEN TAKN (IF APPROPRIATE) TO PREVENT
FUIURE APPEALS QP THIS TYPE.

I EPOKE TO ALL PARTIES INVOLVED AND EXPLAINED 976 PROCEDURES.
13, WERT "OOUMT ON ME® APPROACH WOULD HAVE PREVENTED THIS CASE? BE SPECIFIC.
CUSTOMER FIRST. WE SHOULD HAVE LISTENED TO THE CUSTCMER AND RESPONDED TO HER
PROBLEM. WE SHOULD EAVE REVIEWED OUR RECORDS BEFORE DENIAL.
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COMPLA

CUSTOMER'S NAME

- —— —————

CASE. WO 40806-P

DATE RIC;BT ---------------
AREA: (2) . 80
TYPE: (1) ; ------

- - —————

AREA CODE = TEL. NO.

- -

INT INPUT SHEET

R ———— e

- - -—— . ———— - ——

- ———

- — - - -

LATE: (1) L (YES ONLY)

OPER. MGR.S INITIALS: (3) FBM -

DOCA: (3) DAD w (DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:0TH)
CLASS (3) 978 o (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) Y (YES ONLY)

STATE APPEALS NO.: M-301-91

JOST: (1) (N - NO ONRLY)

CAUSE CODE: (5) 25H00 (SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANROYANCE CALLS DIR - DIRECTORY

MET - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CHML - COMPLIMENTARY
MNT - Maintenance
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Southem Bell

. Special Assistance Bureau
866 NLW. T9th Averue
Room 604
Miami, Forida 33126
(305) 2634816
1-800-321-4327
Tebruary 20, 1291

MEMORANDUM TO: Mike Dvmek
TROM: Pat Shields
2E:

CASE NO. 42220 - P

Our investigation reveals the customer called the business office

on October 28. 1990. to add the restriction for 976 and 900
numbers.

An adjustment of $773.36 wae given on the December 8. bill for 976
calle on the October and November 1890. bills.

On December 27. the customer called to advise there were 976 calls
billed on the December bill. An adjustment for $49.00 was issued.
At that time our Network Department confirmed the block was on the
service and was working properly.

On January 16, 1991. the customer called regarding additional 876
calls billed on the January bill. At thies time the customer also
Questioned calls which were billed prior to the restriction being
added. The customer insisted the restriction should have been on
the service since 1988 and wanted an adjustment in the amount of
$981.45 for calls from 1989 and 1980. The customer was advised that
the records do not substantiate any further adjustments.

The customer requested to speak with a supervisor, who verified the
line was programmed for the 978 restriction. We advieed the
customer., but agreed to check the past records to determine if the
restriction showed on the records.

On January 21, the customer was advised we were still trying to
obtain the copies of the past records and would call back.

On February 11. the records were verified and it was determined the
sustomer did not have the restrictions prior to October 1990.

A BELL SOUTH Cornparsy
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On February 13, we called the customer and advised there were no
restrictions on the line prior to them being added in October 1980.
We advised there would be no further adjustments on the account. It
was suggested the customer check his equipment vendor to see if
there was a problem with the switchboard.

On February 14. Mrs. Judy Lamont. Assistant Manager. called the
~ustomer and acknowledged the receipt of the appeal. The customer
insisted the restriction was added to the line. or should have been
aided., in 1988. Mrs. Lamont apologized for any inconvenience and
sgreed to do eome further investigation and call the customer back.

Mrs. Lamont verified with the Switching Control Center that the
block was in place. She reviewed the past records and determined
the block was not shown on the service prior to October 1990.

Mre. Lamont called the customer on February 15. and said the
results of her investigation were the same as those previously
advised. Mrs. Lamont again suggested the customer contact his
equipment vendor to explore the possibility of having his equipment
restricted to further insure that 976 calles could not be dialed.
Me. Lamont also agreed to refer the matter to the installation
office to perform further teste on the line.

On February 18. Mr. Dean Barrett. Foreman. went to the premise and
tested the line in the customer's presence. The block was
functioning as the 978 calls could not be dialed.

On February 19. Mrs. Lamont called the custcomer and advised the
investigation was continuing and she would call back.

On February 20, Ms. Lisa Colacurcio, Assistant Manager. and advised
the 976 calls on the January bill would be adjusted for an amount
of $382.90. Ms. Colacurcio apologized for any inconvenience and
advised the problem was due to a failure of the feature on the
line, which was detected by the ewitching control office.

The customer is satisfied.
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«  CASE #P374-91

Hed block put on 976 calls three years ago. Keeps getting charged.
8. Bell has no record of this. Was charged for another 976 block

in October ($10.00). December and Jenuary bills still showing 976
numbers. Has not gotten a straight answer as to why. Spoke to Lisas
Col scurcio.

2. DATE RECEIVED 2/13/91 TIME RECEIVED 4:35 pm

OPERATIONS MANACER ANSWERING COMPLAINT Anne Sadler

DEPARTMENT OR GROUP Customer Services/Business

Jim BT AL CTLOL O COMACT, TR, To T AP I
T TS n e e R g 0% O s,
On 10/26/90 the customer callsd in to the business office to add

the restriction for 976 & 900 numbers. An adjustment was given on
12/8/90 bill for 976 calls billed on October & November 1990 bills.
The adjustment was issued by Lee Wilson for a total of $773.36.

On 12/27/9%0 * called in to advise that they were still
getting billed for 976 cealls on the becember bill. Sharon Young,
Service Rep, issued snother cdjuutm@n: that totaled $49.00. Network
confirmed that block wes working. Janaury 16, 1991 called
sfrer receiving his 1/8/91 bill with more 976 calls. He not only
quaestioned the eells on his current bill but also calls that were

billed prior to the restriction being added. insisted
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they should have had the restriction back in 1988 and wanted an
adjustment in the amount of §981.45 for calls from 1989 and 1990.
Tins Wilson, Service Rep, sent for copies of his bills and customer
records back to 4/8/88. Tina sdvised that our records do
not substantiste any further adjustment. Tequested her
booi; Tins referred him to Asst. Mgr. Lisa Colacurcio, who checked
with Sars in RCMAC, Sam in SCC and Lydia in EBAC. All three assured
Liss that the line was programmed for the 976 restriction. Lisa
sdvised Steve we show currently programmed snd that she wanted to
wait to see the psst months records to explore the possiblity of
restricted equipment. On 1/21/91 Lisa spoke to Steve and advised still
haven't received copies of past records. On 2/1/91 Lisa checked with
Miami to see when would be receiving microfiche. They said would

be sent February 8. On 2/11/91 Tina Wilson checked microfiche and
showed customer did not have restriction in 1988. Lisa Colacurcio
called on 2/13/91 and advised him there was not any
restriction on the line prior to adding on 10/26/90. Lisa advised
him at this time we would not be edjusting any more and that he is
responsfble for his employees. Lisa suggested also to check with

his equipment vendor to see if there was a way they could restart

it in the switchboard. Customer advised not satisfied and would
take matters to PSC.
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2. DATE RECEIVED 2/13/91 TIME RECEIVED 4:35 pm
OPERATIONS MANAGER ANSWFRING COMPLAINT Anne Sadler
DEPARTMENT OR GROUP Customer Services/Business

THE SPACE BELOW. ' INCLUDE ALL TROUBLE REPORTS GOVERING THE TIME

FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER NUMBERS,
APPLICATION AND DUE DATES. DO NOT USE ACRONYMS.

&. MNARRATIVE OF ACTION TAKEN AFTER THE APPEAL. INCLUDE THE DATE
AND FULL NAME OF THE GEMENT PERSON WHO CONTACTED THE CUSTOMER
TO ACKNOWLEDCE THE PEAL. (SHOULD BE WITHIN 24 BOURS).

SHOW FULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH
THE CUSTOMER. DO NOT USE ACRONRYMS.

On 2/19 Mrs. Lamont advised the customer that we would continue to
investigate and call back. On February 20, 1991, Ms. Colscurcio
contacted client and advised would adjust 976 cells on January
bill. Ms. Colacurcioc advised problem created due to failure of
festure on line as verified by switcﬁing control. Customer was

satisfied.

20007 ¢
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&. NARRATIVE OF ACTION TAKEN AFPTER THE APPEAL. INCLUDE THE DATE
AND FULL NAME OF THE PERSOR WHO CONTACTED THE CUSTOMER
5 T

ACKNOWLEDGE PEAL. (SHOULD BE WITHIN 24 HOURS).
SHOW FULL NAME MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH

THE ﬁE?EﬂHER DO NOT USE ACRONYMS.
On 2/%791 Judy Lamont, Relieving Asst. Mgr., contacted

to acknowledge receipt of the PSC complaint. " dinsisted
the restriction was sdded to his line, or should have been, in
1988. Mrs. Lamont agreed to check and cell back. On 2/15/91
Mrs. Lamont checked with Miemi Switching Control Center who
verified that the block wes in place. Mrs. Lamont contacted
and advisad outcome of her investigation. It was suggested

to him st that time, as {t had been in January by Ms. Colacurico,
that he contact his vendor to explore the possibility of having
bis equipment restricted to further insure that 976 calls could
not be disled. It was sgreed cthat @& foreman would be dispatched
to test the line on location.

On 2/18/91 Desn Barrett, Foreman, met with on premise
and tested the line in the customer's presence. The block was
functioning as the 976 calls could not be dialed. pn-zrtv-nr:.
smont—sdvised—the Turtomer—thet—theve—would he no furthes
adjusrment It wes sgsin-cecommended rhat the client contsct
his uvendor—to.ensure toral hiockage of 976 calls  The BSC

8% Z77I79T. QSJUL;GDUtDc>‘77£;:;Z:

3. DATE OF NEXT OR FINAL REPORT
6. ON PREPARING ANSWER

J00075



1 5. INTERIM YES NO_X___ DATE OF NEXT OR FINAL REPORT
2 6. HMNAME AND TITLE OF PERSON PREPARING ANSWER
2 Lisa Colacurico, Asst. Mgr.

PHONE # 305-492-2209

3 .

4 7.  ADJUSTMENT YES X $362.90

5 NNSOIlﬂBﬂlﬂk‘-i:nuw

6 c::—ﬂnjﬁ:;—§76 calls on Janusry

7 8. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN

8 THIS COMPLAINT, PROVIDE THE NAME OF THE OPERATIONS MANAGER OR

9 DISTRICT MANAGER, THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT

10 PERSON NOTIFIED. IF YOU ARE CHARGING ANOTHER OPERATIONS MANAGER

11 WITHE THE CASE PROVIDE THE NAME OF THE OPERATIONS OR DISTRICT MANAGER
12 AND THE NAME AND TELEPHONE NUMBER OF THE PERSON ACCEPTING THE CASE.

i3 N/A

14 9. 1IN YOUR OPINION WAS THIS CUSTOMFR JUSTIFIED IN FILINO
15 . THIS APPEAL?

16 [ 1]

17 10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO
13 PREVENT FUTURE APPEALS OF THIS TYPE.

19 All employees have ben recovered on handling 976 blockege and

20 sdjustments.
21 11. WEAT “COUNT ON ME" APPROACH W
22 Further investigation would have indicated calls billed after

23 976 block was SBT error.
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PROPRIETARY INFORMATION
INTERNAL ANALYSIS

200
DOC_BWD___AREA_SE___DATE__2-21-91____ CASE__P-374-91_CLS -
CUSTOMER 'S NAME___
TELEPHORE &_____ CITY_
OPERATIORS MANAGER____G. A. SADLER
ANALYSIS:
CUSTOMER CLAIMED HAD A 976 BLOCK ADDED ON THE LINE IN 1988. RECORDS
SHOW BLOCK WAS ADDED IN OCTOBER 1990. CUSTOMER WAS BILLED FOR 976
CALLS AFTER THE BLOCK WAS ADDED. THE 976 CALLS WERE ADJUSTED FROM
THE OCT., ROV., AND DEC. BILLS. CUSTOMER CALLED REGARDING JANUARY

976 CHARGES. WE ADVISED NO FURTHER ADJUSTMENTS AND VERIFIED THE
BLOCK WAS WORKING.

AFTER THE RECEIPT OF THE PSC CASE THE CUSTOMER WAS AGAIN ADVISED RO
ADJUSTMENT OF 976 CALLS MADE PRIOR TO OCTOBER 1880. AS THE RECORDS
HAVE NO INDICATION OF THE BLOCK PRIOR TO THAT.

THE 976 BLOCK WAS CHECKED AND IT WAS DETERMINED BY THE SWITCHING
CONTROL OFFICE. THERE WAS A FAILURE OF THE FEATURE ON THE LINE.

AN ADJUSTMENT FOR THE 976 CALLS BILLED IN JANUARY AND FEBRUARY WAS
MADE. .

THE CUOSTOMER IS SATISFIED.

RECOMMENDATION :
COVER ALL EMPLOYEES IN HANDLING 976 BLOCK ADJUSTEMNTS

IN THE OPINION OF THE STATE APPEALS OFFICE WAS THE CUSTOMER

JUSTIFIED IN GOING TO THE PSC? __YES__

N000Sv
COSTOMER COMMENTS : DATE SPOKE WITH
ACKNOWLEDGED APPEAL WITHIN 24 HOURS_______ TREATED WELL
PROBLEM RESOLVET CUSTOMER SATISFIED




COMPLAINT INPUT SHEET
CUSTOMER S NAME:

[ —————————————— i

CASE NO. 42220 - P

- e -

DATE RECVD. 02-13-91 DATE CLOSED

AREA: (2) SE (§0: SE: NO: OT:)

TYPE: (1) B (R: B: P:)

AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) Gas

- —— - — - — -

—— - ——— - -

cLass sy waam 77&.
(SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) : 4 (YES ONLY)

STATE APPEALS NO: P-374-81

CAUSE CODE 25E00 CAUSE CODE LIST)

RSC - RES. 8VC. CERTER BSC - BUS. SVC. CENTER
RSC - PUB. 8VC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION
CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ARC - ANNOYANCE CALLS DIR - DIRECTORY

MET - MARKETIRG 976 - DIAL IT CALLS
OTR - OTHER CML - COMPLIMENTARY
MNT - MAINTENANCE

J0008:



00~ W ~N

L' -]

11
.12
13
14

Southemn Bell

Special Assistance Bureau
686 N.W. 79th Averwe
Room 604

Miami, Flonda 33126
(305) 2634816

February 15. 1991 1-800-321-4327

Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

3
Case No. 41955-P

Our investigation reveals that on 1-11 the customer & daughter
called our office and requested information on the bill. We
provided the listing for the local interrupt and verify busy calls
as belonging to Dade County (inmate line-jail). The customer said
that the calls were not familiar and she would have her Mother
call. These calls were on the 12-29 bill and totaled $6.30.

The customer called our office on 2-12 and requested information on
the 900 calls on her 1-29 bill and 5 interrupt busy calls. We
provided the listings as Health Care for 900-226-9399, ($12.95) and
the inmate line at Dade County Jail ($3.75). The customer requested
that we change her number free of charge to correct the problem of
the incorrect billing. We attempted to explain that this would not
help correct the problem, at which point the customer requested to
speak to a supervisor. A commitment was made to have an assistant
panager call her back.

Upon -receipt of the appeal, Ms. Vanessa McDonald, Assistant
Manager, attempted to contact the customer to acknowledge the
appeal. Me. McDonald left several messages on the answvering
machine as well as with B =

On 2-14, the customer returned our call. HMs. Mcdonald agreed to
adjust the 800 calle to satisfy the customer. Ms. McDonald
explained that we had the line checked and no trouble was found.
There was indication of any crossed wires.

The customer added the toll restriction which blocks 876/800 calls.
The calls to the inmate line on the December and the January bills
were sustained. It was recommended that the customer check with he
husband and daughter and anyone that may have used the telephone.
Ms. McDonald explained that changing the number would not
alleviate the problem. Ms. McDonald apologized for any
inconvenience and the customer accepted the adjustment.

As information the adjustment totaled $13.22. j[jO[}B,;
A BELL SOUTH Company
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CASE REFERRAL

PSC CASE NUMBER___41955-P sao case numeer_AM = 25715/
TAXEN BY_DB__TEL T TIME_9:29AM LOGGED_X CARD_X

FROM_SS DATE_2-12-91 DUE BY ;2 'f! IBOSS/ FIELD DD
CUSTOMER'S NAME
COMPLAINTANT

ADDRESS APT.#

CITY ’ . TEL #

CBR # AREA_S0
COMPLRINT:

SPOKE WITH SO. BELL SEVERAL TIMES. ACCOUNT HAS BEEN BILLED FOR
LOCAL DA CALLS AND 900# CALLS. DAK. BELIEVES PROBLEMS ON THE

LINE, THE CALLS WERE NOT MADE FROM THE RESIDENCE. HEARS VOICES
ON THE LINE. WANTS THIS INVESTIGATED.

@

REFD TO: TEL#

FAX # OM DATE TIME
REDIRECT TO FROM DATE
TEL # FAX OM DOC
INTERIM DATE DUE PIELD DD

30008,
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CASE REFERRAL

PSC CASE NUMBER _ 41955-P sa0 case noueen. A/ B8 75/
TAKEN BY DB TEL T TIME_9:29AM LOGGED_X CARD X
FROM SS  DATE 2-12-91 DUE BY fo 180ss =~ ¥IELD DD S5

CUSTOMER'S NAME

COMPLAINTANT
ADDRESS_____ . APT.#
CITY TEL #

CBR # AREA SO
COMPLAINT:

SPOKE WITH SO. BELL SEVERAL TIMES. ACCOUNT HAS BEEN BILLED FOR
LOCAL DA CALLS AND 900# CALLS. DAK. BELIEVES PROBLEMS ON THE
LINE, THE CALLS WERE NOT MADE FROM THE RESIDENCE. HEARS VOICES
ON THE LINE. WANTS THIS INVESTIGATED.

REFD TO:_ At TEL# 203-21db
FAX # 2L 2 t‘lt‘_‘v - oM DLR DATE_2-/2 TIME 737
REDIRECT TO FROM DATE

TEL # FAX oM poc_RAD
INTERIM DATE DUE PIELD DD

0008
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GENERAL

NAME : CASE NUMBER: M357-91 TEL. NO.
ADDRESS: ; i
CITY : poC:

1.

COMPLAINT: CUSTOMER SPOKE WITH SOUTHERN BELL SEVERAL TIMES. HIS
ACCOUNT HAS BEEN BILLED FOR LOCAL DIRECTORY ASSISTANCE CALLS AND
900 NUMBER CALLS. DAK BELIEVES PROBLEM IS WITH LINES. CALLS NOT
MADE FROM HIS PHONE. HEARS VOICES ON LINE. WANTS INVESTIGATED.
DATE RECVD 02-12-91 TIME RECVD 9:40

OPERATIONS MANAGER ANSWERING COMPLAINT D. L. BEDNAR

DISTRICT MANAGER ANSWERING COMPLAINT D. L. BEDNAR

DEPARTMENT OR GROUP CUSTOMER SERVICE-RESIDENCE

PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR
TO THE APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS
COVERING THE TIME FRAME OF THE APPEAL. AOVISE SERVICE ORDER
NUMBERS, JOB ORDER NUMBERS, APPLICATION AND DUE DATES. DO NOT
USE ACRONYMS.

ON JANUARY 11, 1991 THE DAUGHTER OF 5 CALLED THE BUSINESS
OFFICE AND SPOKE WITH HAL RHINESMITH, SERVICE REP. MR. RHINESMITH
GAVE THE LISTING FOR LOCAL INTERRUPT AND VERIFY BUSY CALLS AS BE-
LONGING TO DADE COUNTY (INMATE LINE-JAIL). SHE SAID THE fALLS
WERE NOT FAMILIAR AND SHE WOULD HAVE HER MOTHER CALL. THESE CALLS
WERE ON THE 12/29 BILL AND TOTALLED $6.30.

UPON RECEIPT OF THE 1/29 BILL, 3 CALLED THE BUSINESS OFFICE

ON FEBRUARY 12TH, AND SPOKE WITH ALEIDA MADAN, SERVICE REPRESENTATIVE.

* WANTED INFORMATION CONCERNING A “900" CALL AND 5 IN:cRRUPT

CALLS.  (CONTINUED)
PG 01 700080

Wd 82:%0 16
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27

28

3. CONTINUED
MS. MADAN GAVE HER THE LISTINGS AS HEALTHCARE FOR 900-226-9399, ($12.95)
AND INMATE LINE FOR 545-4497 ($3.75). . REQUESTED THAT HER
TELEPHONE NUMBER BE CHANGED FREE OF CHARGE TO CORRECT THE PROBLEM.
MRS. MADAN TRIED TO EXPLAIN THAT THIS WOULD NOT RESOLVE THE PROBLEM,
AT WHICH POINT . REQUESTED A SUPERVISOR. MRS. MADAN MADE A
COMMITTMENT AT 9:15 A.M. TO HAVE AN ASSISTANT MANAGER CALL HER BACK.
o TN I 4 S BOLITS DLt L,
T0 ACKNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS).
SHOW FULL NAME OF ﬂggAﬁE:%:¥M§fRSON CLOSING OUT THE APPEAL WITH THE
UPON RECEIPT OF THE PSC COMPLAINT, VANESSA McDONALD, ASSISTANT MANAGER,
MADE SEVERAL ATTEMPTS TO CONTACT . SHE LEFT MESSAGES ON THE
ANSWERING MACHINE AS WELL AS WITH "=, ON FEBRUARY 14TH AT 9:00
. CALLED MRS. McDONALD AND RESOLVED HER COMPLAINT. MRS.

McDONALD AGREED TO ADJUST THE "900" CALL FOR CUSTOMER SATISFACTION.
SHE EXPLAINED THAT SHE ALSO HAD THE LINE CHECKED FOR ANY POSSIBLE
TROUBLE AND IT TESTED FINE. THERE WAS NO INDICATION OF CROSSED LINES.

* 3 ALSO ADDED THE TOLL RESTRICTION WHICH BLOCKS 900/976 CALLS.
MRS. McDONALD SUSTAINED ALL CALLS ON THE DECEMBER AND JANUARY BILLS
70 THE INMATE LINE. SHE RECOMMENDED THAT CHECK WITH HER
HUSBAND AND DAUGHTER AS WELL AS ANY FRIENDS THAT MAY HAVE USED THE
PHONE. MRS. McDONALD ALSO EXPLAINED THAT CHANGING THE TELEPHONE NUMBER
WOULD NOT HAVE ALLEVIATED THE SITUATION. MRS. McDONALD APOLOGIZED

FOR ANY INCONVENIENCE AND WAS SATISFIED.
P& 02
39008v
¢04d nWd 82 :¥%0 16 ‘¢l 20



1 §. INTERIM YES NO X DATE OF NEXT OR FINAL REPORT

2 6. NAME AND TITLE OF PERSON PREPARING ANSWER - VANESSA G. McDONALD, ASST. MGR.
3 TELEPHONE NUMBER 305-263-5172.

7. ADJUSTMENT YES X NO  AMOUNT 13.22 DAYS AND REASON FOR ADJUSTMENT.

4

5 B. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS

6 COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
7 THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON NOTIFIED. IF YOQU

8 ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE, PROVIDE THE NAME

9 OF THE -OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE NUMBER

0 OF THE PERSON ACCEPTING THE CASE.

11 OM/DM  N7A TELEPHONE ( )
FAX ()
12 NAME  N/A TELEPHONE ( )
13 ' TITLE N/A ACCEPTED YES NO
14 6. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
15 YES NO X WHY?
16 THE TIME INTERVAL BETWEEN THE COMMITTMENT AND RECEIPT OF THE COMPLAINT
17 DID NOT ALLOW FOR A REASONABLE OPPORTUNITY TO RESOLVE THE CUSTOMER'S
18 REQUEST.
19 10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
20 FUTURE APPEALS OF THIS TYPE?
21 11. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS CASE?
22 BE SPECIFIC.
23 N/A
24 PG O3L

10008/
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PROPRIETARY INFORMATION

INTERNAL ANALYSIS

DOC DAD AREA SO DATE 2-15 CASE M-357-91 CLS 976

- e o —— - —— - e w- - - - - — - -

CUSTOMER S NAME:

TELEPHORE # ; CITY:
OPERATIONS MANRAGER: D. L. Bednar
ANALYSIS: Customer reported unauthorized 900 calls and

interrupt busy calls.

RECOMMENDATION: None policy followed we adjusted the 900 calls and
sustained the others.

IN THE OPINION OF THE STATE APPEALS OFFICE WAS THE CUSTOMER
JUSTIFIED IN GOING TO THE PSC? RO

N000845



CUSTOMER"S NAME

COMPLAINT INPUT SHEET

PR ————— S etk

CASE. RO 41955-P

DATE RECGBT --------------------- DATE CLOSED

AREA: (2) 35----------’-;80: SE: NO: 0;:; ----------------
TYPE: (1) ; ------------- (R: B: P:) A
AREA CODE ;-;EZT-EBT ------------- ) (B-305: F-407: P-904)
LATE: (1) TTTTyEs omyy

OPER. HGRT;-;;;;;;EQ:-;S) DLB

DOCA: (3) DAD

CLASS (3) 976

ADJ. AFTER: (1)

-

STATE APPEALS NO.:

P —————— et e

(SEE BOTTOM FOR CODE)

Y (YES ONLY)

- ————— -

JUST: (1) (N - NO ONLY)

CAUSE CODE: (5) 25H00 (SEE CAUSE CODE LIST)

BSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. 8VC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS -~ OPERATOR SERVICES COMP - COMPTROLLERS
ARC - ANNOYARCE CALLS DIR - DIRECTORY

MET - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENRTARY
BNT - Maintenance

20008v
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Southem Bell

Special Assistance Bureau
666 NW. 79th Avenue
Room 804
Miami, Florida 33126
(305) 263-4816
February 1, 19881 1-800-321-4327

Memorandum to: Melinda Guess
From: Marie Forbes

Cage No. 38535-Inquiry
Thie is with final reference to our interim reply of 1-17.

On 1-17, a duplicate bill was mailed to the customer. The account
has been withdrawn from the o tside collection agency. Another
letter was sent to the customer on 1-18, requesting that she call
our office by 1-28 to discuss the adjustment of the 900 calls.
Should the customer request new service, all connection charges
will be waived.

Ae of 2-1, the customer has not responded to our letter, so another

letter was sent advising the customer of the adjustment in the
amount of $570.40 for the 900 calls, which will clear the final

bill.

70009

A BELL SOUTH Compary
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Ih:1inda l-11-n -

&~

TAKEN BY:

IBOSS

PSC CASE # bt /;

SERVICE MATTERS . BUS. PUBLIC

e

i
3

(TEL-

¢ @. $TOMER'S NAME:

PN =0 W B - O W

s’s

B

i
:
|

GI'E.DM/BJSR

i

{MAIL) (TIME)

{LOGGED) {CARD)

(FROM) IDATE) (DUE BY)

ADDRESS:

J'

APT. :

CITY :

TEL. #;

REFERRED TO :

CBR. ¥ :

70009

AREA :

SyptePet siFuRAY:,

information buLausc the collection agenc

they have

Has had $170.00 worth of 900 calls turned over Lo o

is threatening court action ail
a cordless phoue wud thinks the

. Ca o

| 8 DEPOSITS

'Sa
sg

36 REP'S. INITIAIS & DEPT.

NTEl.WJ REPORT SENT .___I ]J.?: :

- —

¢ — — o —— —

CLOSED DATE .. ____ __
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Southem Bell

Specal Assistance Bureau
685 N.W. 79th Avenue
Room €04

Miami. Flonda 33126
(305) 2834816

January 17. 1991 1-800-321-4327

Hemorandum to: Melinda Guess
From: Marie Forbes

Re: _

Case No. 38535-Inquiry

Qur investigation reveals that on 8-28. the customer called our
office to make payment arrangements on his bill of $858.14. The
customer said that he did not know who made the calls and we
explained that they were direct distance dialed.

On 8-29, the customer called to confirm his arrangements to pay
$200.00 beginning 9-14 and we recommended that he add toll
restriction to his line. The customer placed an order to add the
900/976 block to his line.

On 9-19. we called the customer regarding the $200.00 payment not
received and left word on his recorder for him to call. The
customer returned our call and agreed to pay $100.00 that day and
$200.00 each Friday beginning 9-21 until the bill was cleared.

On 9-25. we sent a denial notice for the amount of $139.80. current
charges only, to be paid by 10-1. We received the $200.00 payment
on 9-2T7.

called on 10-1 and stated that she did not owe this
bill and that Southern Bell had told her husband not to pay the
full bill. We explained that the only conversation with her husband
was when he made payment arrangements on the bill. The payment
arrangements were for the 900 calls and they were not adjusted.

On 10-1. the customer called to advise that she would pay $100.00
that day and $100.00 each Friday until the bill wa paid in full.

70009.

A BELL SOUTH Company
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/

: Edie X a0 T Melinda  1-11-91 /=/ X
3 TAKEN BY: (TEL.) (MAIL) (TIME) (LOGGED) (CARD) (FROM) (DATE) {DUE BY)
T e S hp)
4 1BOSS CUSTOMER'S NAME: __)tisa cld) I - J—
3 o
_ = M—
¢ Southem Bell ADDRESS: _ AT 2D
7 cIry:._ ~ ° TEL. #: 2
8  psC CASE # _385-351 REFERRED TO : CBR. # AREA: _ A D
9 SCRVICE MATTERS ' m'_ BUS. PUBLIC ; Has had $570.00 worth of 900 calls turned over to a
o _ = SOHIXee B STy . —Asked Tor a copy of bI¥Ts Trom S0, BelT so she could

11 RES. SERV. CENTER
12 BUS. SERV. CENTER
13 PUB. SERV. CENTER
14 HELD ORDERS/ENGR.
15 BILLING

16 DEPOSITS

17 TREATMENT ACTIVITY
18 INSTALLATION

19 MISSED APPT. INS.
20 MAINTENANCE

21 MISSED APPT. MNT.
22 QONSTRUCTION

23 SWITCHED SERVICES
24 OPERAIOR SVC.
25 COMPTROLLERS

26 RANNOYANCE CALLS
27 DIRECTORY

28 ADVANCE SYSTEMS
29 MARKETING

30 DIAL~IT-SVC.

31 ONER

32 COMPL. LETTERS

33

B st
T
38

39

40

41 INTERIM REPORT SENT .

caltl-the—carriers—butSo.—Bell—just—sent—her—the—totatcharges:—Needs the —

she denies he
problem is with that and how they were billed to her number. Please call

customer and provide her with a copy of the bills.

CLOSED DATE
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CORRECTION

CASE NO: M-104-91

DEPOSIT: $170.00 NUMBER OF TREATMENTS PAST NINE MONTHS: 9
NUMBEROFDENIALS: 4 NUMBEROFDCK: 2

AMOUNT DEPOSIT REQUIRED: NA DATE OF NOTICE: NA

DUE DATE: 10/17/90

ATOLLUSAGE: 1¢3300 2612400 3. ¢73.00

AVERAGE TOLLUSE: $150.00 LOCAL SERVICE: $23.55
DATEOPFRBILL: FINAL 11/28/80  AMOUNT: $570.40

PAYBYDATE: 12/18/60 DATE OF NOTICE: N/A

DUE DATE: NA DENIED:YES  RESTOREDDATE: RA

TIME: RA
700031



& PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACTS PRIOR TO THE
APPEAL IN THE SPACE BELOW. INCLUDE ALL BILLING CLAIMS ARD OR
mmrmmmmmxmm

W B -

08/28/K mwumonsnmrmmﬂf
LEDFORD TOMAKE PAYMENT ARRANGEMENTS ON HIS PHONE BILL OF

&

5

6 85814 ~ JAID THAT HE DID NOT KNOW WHO MADE THE
7 CALLS. HE WAS ADVISED THAT THE CALLS WERE DIRECT DIALED.

8 AGREEDTOPAY $120.00 08/81, $130.00 09/07 AND CALL BACK

9 LATERIN THE DAY TOMAKEARRANGEMENTS ON THE BALANCE.

10 ‘ SALLED COLLECTIONS REPRESENTATIVE, NANCY WALKER,
70 CONFIRM HIS PREVIOUS ARRANGEMENTS AND TO MAKE
= _gl_mmormm HE AGREED TO PAY

A SH FRIDAY THEREAFTER UNTIL THE BILL WAS

). ML SMENDED THAT THE CUSTOMER ADD A TOLL

15 RESTRICTION TO THIS ~_ PLACED AN ORDER WITH
16 mmm.mmﬂmmmm
17 HISLINE.

18 00/05/90 $120.00 PAYMENT RECEIVED.

19 08/12/90 $120.00 PAYMENT RECEIVED.

20 08/18/890 mmmnlmvommwomm
= CALLON |RECORDER. SHE HAD CALLED TO FOLLOW-UF A
22 mrnmrmcumsmonnmm CALLED
23 COLLECTIONS REPRESENTATIVE, EAREN REKAU, WITH MORE
24 ARRANGEMENTS. HE WOULD PAY $100.00 THAT DAY AKD $200.00 EACH
25 WMMGMWMTHINWASPADHNH—

26 09/320/90 $120.00 PAYMENT RECEIVED.

300092
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Ammvumwmmwmmonwmmm
AMOUNT OF $150.90 FOR CURRENT CHARGES ONLY. THE NOTICE WAS
SENT BY COLLECTION REFRESENTATIVE, CATHY MULTARL THE PAY BY
DATE ON THE NOTICE WAS 10/01/90. A ¢200.00 PAYMENT WAS

CALLED ON 10/01/90 AND SPOKE WITH COLLECTIONS
REPRESENTATIVE, HOPE WHITTENTON. STATED THAT
SHE DID NOT OWE THIS BILLAND THAT SOUTHERN BELL HAD TOLD HER
HUSBAND NOT TO PAY THE FULL BiLL. MRS. WHITTENTON ADVISED
THAT THE ONLY CONVERSATION NOTED WAS THE ONE IN WHICH
PAYMENT ARRANGEMENTS WERE MADE WITH MR BRISSON ONTHEFULL
AMOUNT OF THE BILL. SINCE HE MADE ARRANGEMENTS ON THE 900

CALLS THEYWERENOTADJUSTED.

ICALLEDCOLLECTIONSREPRESENTATIVE JOYCEBORNACK
ON 10/02/90 AND ADVISED THAT HE WOULD MAKE A $100.00 PAYMERT
THATDAY AND $100 EACH FRIDAY UNTIL THE BILL WAS PAIDIN FULL.

10/04/80 $100.00 PAYMENT WAS RECEIVED.

A DENIAL NOTICE WAS SENT ON 10/12/90 IN THE AMOUNT OF $200.00
FOR A RETURNED CHECK WHICH WAS RECEIVED ON 10/11/80. THE
NOTICE WAS SENT BY COLLECTIONS REPRESENTATIVE, MARCIA
WILLIAMS, THE PAY BY DATE ON THE NOTICE WAS 10/17/80. MS.
WILLIAMS ALSO LEFT WORD TO CALL ON THE CUSTOMER'S ANSWERING

MACHINEREQUESTINGTHECUSTOMERCALLSOUTHERNBELL.

THE CUSTOMERS TELEPHONE SERVICE WAS DENIED ON 10/22/80. A
MECHANIZED DISCONNECT LETTER WITH A PAY-BY-DATE OF 11/13/80
WASMAILED TO THE CUSTOMER ON 10/35/80. A $200.00 PAYMENT WAS
RECEIVED ON 11/14/80, COLLECTIONS HREPRESENTATIVE, CATHY
mmmmmmmnmmnmnm
SERVICE. THE DISCONNKECT ORDER WAS PROCESSED ON 11/38/80. THE
CUSTOMER'S ACCOUNT WAS REVIEWED ON 11/28/90 BY COLLECTIONS

BEPRESENTATIVE, DEERAVOLZ
70009u
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14
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19
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22
23
24

CALLED COLLECTIONS REPRESENTATIVE, NANCY WALKER,

" ON 11/28/90. HE STATED THAT HIS PHONE SERVICE WAS NOT TURNED

OFF UNTIL 11/28/00 AND THAT HE IGNORED THE LETTER ADVISING
DISCONKECT SINCE HE HAD WORKING PHONE SERVICE. MS. WALKER
ADVISED THAT THE PHONE SERVICE WAS COMPLETELY DISCONNECTED
AND THAT THE FINAL BILL WOULD NEED TO BE PADD IN FULL

SAID THAT HE WOULD CALL SOUTHERN BELL WHEN HE
RECEIVEDTHEFINALBILL.

11/29/80 COLLECTIONS REPRESENTATIVE, JULIEAMMATURO, CALLED

AT WORK TO MAKE ARRANGEMENTS ON THE PHONE BILL.

SAID THAT SHE WOULD HAVE CALLSOUTHERN

BELL IN THE NEXT FEWDAYS. ~~ = _  ALSO REQUESTED A
DUPLICATE BILL. THEDUPLICATE BILL WASMAILED.

12/06/80 WITH NO CALL FROM _ "7~ COLLECTIONS
REPRESERTATIVE, CAROL DZIEGORWSKI, REFERRED THE ACCOUNT TO
AROUTSIDECOLLECTIONAGENCY.

FATHER CALLED COLLECTIONS REPRESENTATIVE, ANK-
MARIE GRAHAM, ON 12/20/90. HE SAID THAT HIS SON DID NOT MAKE
THESE CALLS AND THAT HE HAD TOLD HIS SON NOT TO PAY THE BILL.
MS. GRAHAM ADVISED THE ACCOUNT WAS NOW BEING HANDLED BY AN
OUTSIDECOLLECTIOMAGERCY.

€. FROVIDE A RARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL.
IRCLUDE DATES, TIMES, NAMES AND DETAILS OF YOUR CONTACT WITH
THECUSTOMER.

90009/
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01/11/91 mmmmmmmwm-
NWWWWWHWWMG

407-200-9188. THE CUSTOMER'S MOTHER REQUESTED THAT WECALL

mmmmmmmm&wwoum1nmﬂn
AGAIR CALLED = - AT HER PLACE OF EMPLOYMENT TO
mmmmmmmm
mmnmnmmmmmmm
mwumnmmmmm HOURS
OF ACCESSIBILITY FROM 08:00 AM. - &30 PAL

uwouwol.mwmmmmumnmmnmu.

mummmmmmmmwmm 01/17/91L. THE
ACCOUNT HAS BEEN WITHDRAWN FROM THE OCA. A LETTER WILL BE
IAWTOMWOUMIWGACMLMCKBY
OWINWMMMTHINOM SHOULDTHE
WWWWNMM“

CUSTOMER
BEIRGISSUED FORS00 CALLS WHICH WILL CLEAR OUT THE
FINAL BILL. WITH THIS, WEARE CLOSING THE CASE.

7.IRTERIM: NO DATE OF NEXTORFINALREPORT:
. NAME AND TITLE OF PERSON FREPARING ANSWER: EDRAB.DEAN
ASSIST. MGR.

TELEPHONE NUMBER: 904-350-8405

S.ADJUSTMENT: YES AMOUNT: $570.40 100033
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ummmmmmmmmmam

APPEALTYES
WHY? mmwummnmmum

12 mmmm.nomrmmrammonn-
meouwmvlmmamrmsum YES
mmmmmnmmmmmcumm
INITIALLY BEGANDISPUTING THEM.
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Southern Bell

12JK1 Southern Bell Tower

e e honcs 322020380
February |, 1991
Re: T
Detr -

mwdﬁ-muamwvmummpwmwmm amount
w&mmmm. This will leave you with a zaro balance and clear out your

Pleass call sither Edna Dean or Sally Michs! at 904-350-8409 if you have any
questions or nsed further assistance.

Sinceraly,

Rdra B. Dean

00010Y

A 8ELLSOUTH Company



VENe WnEH WN

Deier GBI

-

: R BILLING
NAME  _ ____..  CASENO.M-1049f  TELNO:
ADDRESS: e e i
CrTY:

1. COMPLAINT: CUSTOMER HAS $570.00 IN 900 CALLS. THE ACCOUNT HAS BEEN
WNAWA&Y THE AGENCY IS THREATENING COURT
M%MMBDWALLINOWLEDGEOFCMLSANDNEEDS

DATERECEIVED: 01-11-91  TIMERECEIVED: 4:30 PM

2. OPERATIONS MANAGER ANSWERING COMPLAINT: JULIE COKER
DEPARTMENT AND GROUP: CUSTOMER SER VICES, REVENUERECOVER Y CENTER

3. DATE SERVICE ESTABLISHED: (2-87 CREDITCLASS:D DEPOSIT: $170.00
NUMBER OF TREATMENTS PAST NINE MONTHS: 9 NUMBER OF DENIALS: 4
mﬂgf&gﬁ AMOUNT DEPOSIT REQUIRED: NA DATE OF NOTICE: NA

4. TOLLUSAGE: 1, gg.oo 2. $124.00 3. $73.00 AVERAGE TOLL USE: $150.00
LOCCAL SERVICE: $23.55 DATE OF BILL: FINAL 11-28-90 AMOUNT: $570.40
PAY BY DATE: 12-19-90 DATE OF NOTICE: NA DUEDATE: NA

3. PROVIDE ANARRATIVE OF ALL ACTIONS OR CONTACTS PRIOR TO THE APPEAL

INTHE SPACE BELOW. INCLUDE ALL BILLING CLAIMS AND OR TREATMENT

ACTIVITY IF APPLICABLE. PLEASEINCLUDE DATES: ;

08-28-90, NCALLED COLLECTIONSREPRESENTATIVE, STACEY LEDFORD

TOMAKE PAYMENT ARRANGEMENTS ON HIS PHONE BILL OF $458. 14. ,
NSAID THAT HEDID NOT KNOW WHO MADE THE CALLS. HE WAS ADVISED

THATHECALLS WEREDIRECT DIALED.

08-29-90 CALLED COLLECTIONS REPRESENTATIVE, NANCY WALKER TO
CONFIRM HIS ARRANGEMENTS TO PAY $200.00 BEGINNING 09-14-90 MS. WALKER
RECOMMENDED THAT THE CUSTOMER ADD A TOLL RESTRICTIONTO THIS LINE.
‘PLACED ANORDER WITH SCOTT YANCY, SER VICE REPRESENTATIVE
TOADD A 900/976 BLOCK TOHIS LINE.

03-19-90, COLLECTIONSREPRESEENTATIVE, DEBRA VOLY KEFTWORDTO
CALLON. __ __ 3RECORDER. SHEHAD CALLED TO FOLLOW-UP A $200.00
PAYMENT WHICH WAS DUEON 09-14-90. <ALLED COLLECTIONS
REPRESENT. KAREN REKAU WITH MORE ARRANGEMENTS. HE WOULD PAY

ATIVE,
$100.00 THAT DAY AND $200.00 EACH FRIDAY BEGINNING 09-21-90, UNTIL THE
BILL WAS PAID INFULL. S

ADENIAL NOTICE WAS MAILED TO THE CUSTOMER ON 09-25.90, INTHEAMount 00101
OF $139.90 FOR CURRENT CHARGES ONLY. THE NOTICE WAS SENT BY COLLECTION
REPRESENTATIVE, CATHY MULTARL THEPAY BY DATE ON THENOTICE WAS

10-01-90. A$200.00 PAYMENT WAS RECETVED ON 09-27-90.

e s o e A ON 10-01-50 AND SPOKE WITH COLLECTION®



OWE THIS BILL AND THAT SOUTHERN BELL HAD TOLD HER HUSBAND NOT TOPAY
THEFULL BILL. MRS. WHITTENTON ADVISED THAT THE ONLY CONVERSATION
.NOTED WAS THE ONE IN WHICH PAYMENT ARRANGEMENTS WERE MADE WITF

, 0N THE FULL AMOUNT OF THE BILL. SINCE HE MADE ARRANGEMENTS
ONTHE 900 CALLS THEY WERE NOT ADJUSTED.

CALLED COLLECTIONS REPRESENTATIVE, JOYCE BORNACK ON
10-02-90, AND ADVISED THAT HE WOULD MAKE A $100.00 PAYMENT THAT DAY AND
$100.00 EACH FRIDAY UNTIL THE BILL WAS PAID INFULL.

A DENIAL NOTICE WAS SENT ON 10-12-90, IN'THE AMOUNT OF $200.00 FOR A
RETURNED CHECK WHICH WAS RECEIVED ON 10-11-90. THE NOTICE WAS SENT

BY COLLECTIONS ATIVE, MARCIA WILLIAMS. THEPAY BY DATEONTHE
NOTICE WAS 10-17-90.

THE CUSTOMERS TELEPHONE SER VICE WAS INTERRUPTED ON 10-22-90. A
MECHANIZED DISCONNECT LETTER WITH APAY-BY-DATEOF 11-13-90 WAS MAILED
TOTHE CUSTOMER ON 10-25-90. A $200.00 P/ YMENT WAS RECETVED ON 11-14-90,
THE Dmommmmnw :gTocEssao ON 11-23-90, DUE TO PRIOR
ARRANGEMENTS .

— { CALLED COLLECTIONS REPRESENTATIVE, NANCY WALKER ON 11-26-
0. HE STATED THAT HIS PHONE SERVICE WA S NOT TURNED OFF UNTIL 11-23-90
WM%&QE&E SRVI@ MS. WAL%%IADVISDED THATTHEPHONIEE SI'I.%?ICE WAS
COMPLETELY DISCONNECTED AND THAT THE FINAL BILL WOULD NEED TO BE

PAID INFULL. 'SAID THAT HE WOULD CALL SOUTHERN BELL WHEN
HERECEIVED THEFINAL BILL. '

11-29-90 COLLECTIONSREPRESENTATIVE, JULIEAVRMATUAROCALLED
AT WORK TO MAKE ARRANGEMENTS ON THE PHONE BILL. ,

SAID THAT SHE WOULD HAVE . CALL SOUTHERN BELL IN THE NEXT
FEW DAYS. N ALSOREQUESTED A DUPLICATE PHONE . THE DUPLICATE
BILLWASMAILED.

12-06-90, WITH NO CALL FROM , COLLECTIONS REPRESENTATIVE,

CAROL DRZIEGOR WSKI, REFERED THE ACCOUNT TO AN OUTSIDE COLLECTION

JATHER CALLED OOLLECTIONS REPRESENTATIVE, ANN-MARIE

THAT HE HAD TOLD HIS SONNOT TOPAY THE BILL. MS. GRAHAM ADVISED THE
ACCOUNT WAS NOW BEING HANDLED BY AN OUTSIDE COLLECTION AGENCY.

6. PROVIDDE A NARATIVE OF ALL ACTIONTAKEN AFTER THE APPEAL, INCLUDE
DATES, TIMES, NAMES AND DETAILS OF YOUR CONTACT WITH THE CUSTOMER:

[ 1 K
01-11-91 mrm.mmmmm.mwmmm )UO‘LO“
WITH THE CUSTOMER'S MOTHER AT THE CONTACT NUMBER OF 407-299-9188. THE

CUSTOMER 'S MOTHER REQUESTED THAT WE CALL {AT WORK BETWEEN
8:30AM AND 5:00PM. ON01-14-91, SALLY MICHEL , RELIEVING ASSISTANT MANAGER.,

CONTACTED AT HER PLACE OF EMPLOYMENT., {SAID
THATSHBCOULDMI:Q‘I_SCUSSH_E_RTELE’HONEACOOUNT WHILE SHF WaAS AT

THANY L0 Bry o meves e - -



DID NOT RETURN THE CALL, SO ON 01-15-91 MS. MICHEL AGAIN CALLED |

(AT HER PLACE OF EMPLOYMENT TO ARRANGE A SUITABLE TIME IN WHICH
f SAID THAT IT WOULD BE BEST FOR HER TO CONTACT SOUTHERN
BELL. SHE WAS GIVEN MS. MICHEL'S NAME, TELEPHONE NUMBER AND HOURS OF

ACCESSIBILITY FROM 08:00 AM - 6:30PM.

ASOF 01-16-91 THE CUSTOMER HAS NOT RETURRNED THE PHONE CALL.
7.INTERIM: YES  DATE OF NEXT OR FINALREPORT: 02,4591 /f

8. NAME AND TITLE OF PERSON PREPARING ANSWER: SALLY MICHEL , ASST. MGR

TELEPHONE NUMBER: 904-350-8409
9. ADJUSTMENT: NA

10. ARE YOU CHARGING ANOTHER OPERATIONS MANAGER WITH THIS CASE? NO
11. IN'YOUR OPINION WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL? NO.

12. GIVEN THE OPPORTUNITY, DO YOU FEEL THAT A COUNT ON ME ATTITUDE
COULD HAVE HELPED AVOID THIS CASE? NO WHY? [ FEEL THAT EACH
REPRESEEENTATIVE THAT THE CUSTOMER SPOKE WITH DID PUT THE "CUSTO
FIRST" AND MADEPAYMENT ARRANGEMENTS ON SEVERAL OCCASIONS.
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BILLING
RAME: ' CASE NO: M-104-81
TEL NO:
R oo sumsme

1. COMPLAINT: CUSTOMER HAS $570.00 IN 800 CALLS. THE ACCOUNT
HAS BEEN REFERRED TO A COLLECTION AGENCY. THE AGENCY IS
W COURT ACTION. THE CUSTOMER IS DENYING ALL

ommumwmrm
DATE RECEIVED: 01/11/91 TIME RECEIVED: 430 P
2 OPERATIONSMANAGERANSWERING COMPLAINT: JULIE COKER

DEPARTMENTAND GROUP: CUSTOMERSERVICES, REVENUE RECOVERY

8.DATE SERVICEESTABLISHED: 02/87 CREDITCLASS: D
DEPOSIT: $170.00 NUMBER OF TREATMENTS PAST NINE MONTHS: 8
KUMBEROFDENIALS: 4 NUMBEROFDCK: 2

AMOUNT DEPOSIT REQUIRED: NA DATE OF NOTICE: RA

DUE DATE: 10/17/90

ATOLLUSAGE: 1.¢33.00 2 6132400 3. $73.00

AVERAGE TOLLUSE: $150.00 LOCALSERVICE: $23.55
DATE OF BILL: FINAL 11/28/80 AMOURT: $57040

PAY BYDATE: 12/18/80  DATE OF NOTICE: N/A

DUEDATE: HA DENIED: YES RESTORED DATE: RA
TIME: RA

700104
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LEDFORD TO MAKE PAYMENT ARRANGEMENTS ON HIS PHONE BILL OF

$858.14. HDTHATHIDDROTIIOWWHOIADBM

CALLS HE WAS ADVISED THAT THE CALLS WERE DIRECT DIALED.
__qAGREEDTOPAY $120.00 08/81, $120.00 08/07 AND CALL BACK

RESTRICTION TO THIS LINE. _ﬂ___-pummoannwmi
SCOTT mm.mmmmmmmmme BLOCKTO
08/08/90 $120.00 PAYMENT RECEIVED.
08/12/90 $120.00 PAYMENT RECEIVED.

08/19/90 coumnsmnmnmnlmwmmwomm

CALLOR S RECORDER mmuu.lnmrom-uu
mrnmrmcnwmonmmo. " CALLED
COLLECTIONS EAREN REEKAU, WITH MORE

mummcmnunomm BILL WASPAID INFULL.

08/20/80 $120.00 PAYMENT RECEIVED.
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- 'wmmnmmmmmom
OR womommm HE WOULD MAKE A $100.00 PAYMENT
MTMYMOINMWMTHIMWASPAIDEM

10/04/80 uno.oorumwumm

ADENIAL NOTICE WAS SENT ON IOIWWIITHIAHOUITOFOW
msmmmcnmsnmou 10/11/80. THE
NOTICE WAS SENT BY COLLECTIONS REPRESENTATIVE, MARCIA
WILLIAMS. THIMIIMTIOITHIIOTICIWAS 10/17/80. MS.
wmmmmmm CUSTOMER'S ANSWERING

THE CUSTOMERS TELEFHONE SERVICE WAS DENIED ON 10/22/90. A
WWWVHBAPAY-H-DMI OF 11/18/90
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ON 11/38/80. mmmmmmmmﬂn

mmmmmmmmurwmmm
"‘:mwnmmmmmm
BECEIVEDTHEFINALEILL.

11/28/80 COLLECTIONSREFRESENTATIVE, JULIE AMMATURO, CALLED
MRS, BRISSON AT WORK TOMAKE ARRANGEMENTS ON THE PHONE BILL.
MS ERISSONSAID THATSHEWOULDHAVE CALLSOUTHERN
BELL IN THE NEXT FEW DAY® - ALSO REQUESTED A
DUPLICATE BILL THEDUPLICATE BILLWASMAILED.

THESE CALLS AND THAT HE HAD TOLD HIS SON NOT TO PAY THE BILL.
MS. GRAHAM ADVISED THE ACCOUNT WAS NOW BEING HANDLED BY AN
OUTSIDECOLLECTIOMAGENCY.

EWAMAMOFMACHONMNMRTHEML
MIWMMSNWOFYOUROOMCTWHH
THECUSTOMER.
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01/11/81 LAURA PESCH, RELIEVING ASSISTANT MANAGER, LEFT WORD
70 CALL WITH THE CUSTOMER'S MOTHERAT THE CONTACT NUMBER OF
407-209-9188. THE CUSTOMER'S MOTHER REQUESTED THAT WECALL
/e “1ATWORK BETWEEN 8:30 AM. AND 5:00 PM. ON 01/14/81
SALLY MICHEL, RELIEVING ASSISTANT MANAGER, CONTACTED MS.
BRISSONAT HER PLACE OF EMPLOYMERT. "~ .SAID THAT SHE
COULD NOT DISCUSS HER TELEPHONE ACCOUNT WHILE SHE WAS AT
WORKAND THAT SHE WOULD CALL MS. MICHEL BEFORE &30 PM. THE
CUSTOMER DID NOT RETURN THE CALL, S50 ON 01/156/91 MS. MICHEL
AGAIN CALLED __ AT HER PLACE OF EMPLOYMENT TO
ARRANGEASUITABLE TIME TO DISCUSS THE PHONE BILL.
SAID THAT IT WOULD BE BEST FOR HER TO CONTACT SOUTHERN BELL.
SHE WAS GIVEN MS. MICHEL'S NAME, TELEPHONE NUMBER AND HOURS
OF ACCESSIBILITY FROM 08:00 AM. -6:30 PAL

ASOFr01/16/91, THE CUSTOMER HAS NOT RETURNED THE PHONE CALL.

ADUPLICATE FIRAL BILL WASMAILED TO THE CUSTOMER 01/17/81. THE
ACCOUNT HAS BEEN WITHDRAWN FROM THE OCA. A LETTER WILL BE
MAILED TO THE CUSTOMER 01/18/91 REQUESTING A CALL BACK BY
01/28/91 TO DISCUSS AN ADJUSTMENT OF THE 800 CALLS. SHOULD THE
CUSTOMER REQUEST NEW SERVICE,ALL CONNECTIONCHARGESWILLBE
WAIVED.

7.INTERIM: YES DATE OF NEXT ORFINAL REPORT: 02/01/81

& NAMEAND TITLE OF PERSON PREPARINGANSWER EDNA B.DEAN
ASSIST. MGR.

TELEPHORE RUMBER: $04-350-8409

SADJUSTMENT: YES AMOUNT: N/A

# DAYSAND REASONTFORADJUSTMERT: TOADJUST®00CALLS

10. SEND THIS MASK TOALLOTHERDISTRICTS/DEPARTMENTS/GROUPS
THAT MAY HAVE BEEN INVOLVED IN THIS COMPLAINT. INDICATE

OPERATIONS MANAGER
= DISTRICT/MANAGER/SF #/TELEPHONRE & AMD

100100
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ARE YOU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGER WITH
THIS CASE? RO

1L IN YOUR OPFINION WAS THIS CUSTOMER JUSTIFIED IN FILING THIS
WHY? THES00CALLS SHOULD HAVE BEENADJUSTED.

12 GIVEN THE OPPORTUNITY, DO YOU FEEL THAT A 'COUNT ON ME'
ATTITUDE COULD HAVE HELPED AVOID THISCASE? YES

WHY? THE CALLS COULD HAVE BEEN ADJUSTED WHEN THE CUSTOMER
INITIALLY BEGANDISPUTINGTHEM.

30010u
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Southern Bell

12JK1 Southern Be!! Tower
301 Wes: Bay Strest
Jacksonvilg Fionda 32202-038C

January 17, 1951

Re: 407 295-4078-441

Dear :

Please call either Exdna Dean or Sally Michel at 904 350-8409 so that
we may assist you with your telephone account, Our hours are from
8:00 a.m. to 6:30 p.m.

Your response by January 28, 1991, would be appreciated,

Sincerely,

Era

Bdna B, Dean
Assistant Manager

EBD:13jy

n0011v

A BELL SOUTH Comperny
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CUSTOMER S NAME

COMPLAINT INPUT SHEET .

- ——————— — - = e S S S

CASE. NO 38535-Inquiry

DATE RECGET --------------------- DATE CLOSED

AREA: (2) . ;a‘—--——------ESO: SE: NO: 0;:; ----------------
TYPE: (1) ; ------------- (R: B; P:)

AREA CODE ;-;E;T-EBT ------------- (B-305: F-407: P-804)
LATE: (1) TTTTeEs oy

OPER. MGR.S INITIALS: (3) JRC

DOCA: (3)  ORL (DAD: BWD:PBC . ST GNV: JAK:ORL-WFL:OTH)
CLASS (3)--—-;;3 ------- (SEE BOTTOM FOR CODE)

ADJ. AFTE;:-ZE;_‘-§---_ (YES ONLY)

STATE APPEALS NO.:  M-104-81

P ————— ettt

JUST: (1) (N - NO ONLY)

CAUSE CODE: (5) 25H00 (SEE CAUSE CODE LIST)

REC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYARCE CALLS DIR - DIRECTORY

MET - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MRT - Maintenance

000111
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Southern Bell

Specal Assistance Bureau
866 NW. 78th Avenue
Room 604
Mamu, Flonga 33126
(305) 263-4816
1-800-321-4327

March 12, 1991

MEMORANDUM TO: Melinda Guess

FROM: Pat Godsil

CASE NO. 44403-P

Our investigation reveals that on February 23 we called the
customer to advise that the amount of the initial deposit
requested on his account was $70.00 and we had only received
$45.00. The customer explained he thought his deposit had been
lowered to $45.00. He alsc advised his call return feature was

not working. It was determined that this feature was not
available in his area and the feature was removed by the
business office on February 25. This order credited the
customer $4.00. As 2 result, the installation charge was

lowered to $45.00. This was explained to the customer and he
agreed to mail the balance of his deposit on March 7.

On March 5, Debbie Foran, Assistant Manager, attempted =0
contact the customer at his residence. There was no answer. On
March 6, Laura Pesch, Assistant Manager, also attempted to
contact the customer to no avail. She then called

i1, a personal reference on the customer’'s account. She
advised the customer was her brother and claims we contacted her
to advise that her brother’'s deposit would be lowered to $45.00.
Ms. Pesch explained that the reduction was for installation
charges, not the deposit. | advised we could call
back that afternoon and speak with the customer. When we called
back we spoke with the customer and explained the charges. The
customer understands what happened and agreed to pay the §25.00
balance on the deposit on March 21. The customer was satisfied.

30011<
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CASE REFERRAL

PSC CASE NUMBER $4403-P SAO CASE NUMBER Q'S)}‘?/
DB T 1:06PM X X

TAKEN BY TEL TIME LOGGED 7
From MG parg 03-05-91 pyp gy 03-12-91 1p46g PIELD DD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

cITY ) TEL #__

cr # SNE area MO

COMPLAINT: (25

INSTALLED SERVICE IN FEBRUARY. REP SOLD HIM CALL WAITING AND
CALL RETURN, AFTER MANY CALLS TO REPAIR DUE TO THE FACT THAT *6€9
WAS NOT WORKING, HE WAS TOLD THAT *69 WAS NOT AVAILABLE IN HIS
AREA, THAT THE BILL WOULD BE ADJUSTED. HE CALLED SO. BELL AND
ASKED THE DEPOSIT WHICH WE HAD REQUIRED OF $70.00 AND HE WAS TOLD
DUE TO THE ERROR THE DEPOSIT WOULD BE DROPPED TO $45.00, HE NOW
GOT A CALL FROM SO. BELL AND WAS TOLD HE WAS GIVEN THE WRONG
INFORMATION. HKE MAILED A MONEY ORDER FOR $45.00 TO SO. BELL
YESTERDAY. HE FEELS THAT HE SHOULD NOT HAVE TO PAY THE EXTRA
$25.00 IF HE WAS GIVEN THE WRONG INFORMATION BY SO. BELL TWICE.

REFD TO: TEL#

FAX # oM DATE TIME

REDIRECT TO FROM DATE )

TEL # FAX oM poc

INTERIM DATE DUE : FIZLD DD

CUSTOMER CONTACTED WITHIN 24 EOURS_____ IF NO, REFERRED TO:
TEL NO DATE

J)0011o
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BILLING
NAME: I CASEws: G527-91  TELw#:
ADDRESS: T
CITY:

1. COMPLAINT: LASTREPRESENTATIVE DEBORAH PHILLIPS CUSTOMER INSTALLED
SERVICE INFEBRUARY. SERVICEREP SOLD CALL WAITING AND CALL RETURN
AFTER MANY CALLS TOREPAIR DUE TOFACT THAT STAR 69 (*69) WAS NOT
WORKING HE WAS TOLD STAR 69 WAS NOT AVAILABLE IN HIS AREA AND HE WOULD
BEADJUSTEDHE CALLED SOUTHERN BELL AND ASKED ABOUT THE DEPOSIT. WE
HAD REQUESTED $70.00 DEPOSIT AND HE WAS TOLD DEPOSIT WOULD BE DROPPED
TO $45.00 BECAUSE OF ERROR HE THEN GOT CALL FROM SOUTHERN BELL AND W AS
TOLD HE WAS GIVEN THE WRONG INFORMATION, HE MAILED MONEY ORDER FOR
$45.00 MARCH 4, AND FEELS HE SHOULDN'T HAVE TO PAY THE OTHER $25.00
BECAUSE GIVEN THE WRONG INFORMATION TWICE.

2. OPERATIONS MANAGER ANSWERING COMPLAINT: JULIE COKER
DISTRICT MANAGER ANSWERING COMPLAINT:  SAME
DEPARTMENT OR GROUP: REVENUERECOVERY CENTER - CUSTOMER SERVICE
3. DATE SERVICE ESTABLISHED: 02/91 CREDITCLASS: D DEPOSIT: 0
NUMBER OF TREATMENT STEPS TAKEN LAST 9 MONTHS : 0
NUMBER DTS: 0 NUMBER DCK: 0 AMOUNT OF DEPOSIT REQUESTED: $70
DATE OF NOTICE: NONE DUEDATE: 03-06-91
4. TOLLUSAGE 1:0 2: 0 3: 0 AVERAGE TOLL USE: $25

LOCAL SERVICE: $23.45 DUEDATEOF BILL: N/A AMOUNT: N/A

PAY BY DATE: N/A DATEOF NOTICE: N/A DUE DATE: N/A DENIED: N/A

RESTORED: NJA TIME: N/A

5. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACTS PRIOR TO THE APPEAL .
INCLUDE ALL BILLING CLAIMS AND OR TREATMENT ACTIVITY IF APPLICABLE.

0011
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PROPRIETARY
INFORMATION

PLEASE INCLUDE ALL DATES. DO NOT USE ACRONYMS.

02-23 THE COLLECTIONS ON-LINE TREATMENT SYSTEM BROUGHT THE ACCOUNT
UP IN THE COMPUTER INDICATING CUSTOMER HAD NOT MADE INITIAL DEPOSIT
$70.00.
DEBORAHPHILLIPS, COLLECTIONREPRESENTATIVE, JACKSONVILLEREVENUE
RECOVERY CENTER, CALLED 2 _ .TOADVISE HIM THAT THE AMOUNT OF THE
INITIAL DEPOSIT REQUESTED ON HIS ACOOUNT WAS :70.00 AND WE HAD ONLY
RECEIVED $45.00. . ______{ THOUGHT HIS DEPOSIT HAD BEEN LOWERED TO
$45.00 INSTEAD, IT WAS THE INSTALLATION CHARGE THAT HAD BEEN LOWERED.
HE CALLED IN TO ADVISE HIS CALL RETURN FEATURE WAS NOT WORKING, WHICH
WAS REQUESTED ON HIS ORIGINAL ORDER. IT WAS DETERMINED THAT THIS |
FEATURE WAS NOT AVAILABLE IN HIS AREA AND THE FEATURE WASREMOVED BY
THE BUSINESS OFFICE ON FEBRUARY 2§ BY JULIE FRAGALIA, SERVICE
REPRESENTATIVE, DAYTONA BEACH BUSINESS OFFICE . THIS ORDER CREDITED THE
CUSTOMER $4.00 SINCE THE FEATURE WAS REMOVED FROM HIS SERVICE. ASA
RESULT, THEINSTALLATION CHARGES WERE LOWERED TO $45.00. JULIEFRAGALLA
ADVISED THE CUSTOMER OF THE DECREASE IN HIS INSTALLATION CHARGES. SHE
ALSO ADVISED THE CUSTOMER THE CALL WAITING FEATURE IS NOW WORKING.
DEBORAH PHILLIPS EXPLAINED TO .THAT THERE MAY HAVE BEEN SOME
CONFUSION BETWEEN HIS DEPOSIT AMOUNT AND THE AMOUNT OF HIS
INSTALLATIONCHARGE.

AGREED TO MAIL THE BALANCE OF HIS DEPOSIT $25.00 ON MARCH 7.
03-05-91 WENT TO THE PUBLIC SERVICE COMMISSION.
6. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE
THE DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED
THE CUSTOMER TO ACKNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOULD BE

WITHIN 24 HOURS) SHOW FULL NAME OF MANAGEMENT PERSON CLOSING OUT ALt
100110
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PROPRIETAR'
INFORMATIO!

THE APPEAL WITH THE CUSTOMER. DONOT USE ACRONYMSS,

03-05 4:10PM - DEBBIE FORAN, ASSISTANT MANAGER REVENUE RECOVER Y
CENTER, JACKSONVILLE, CALLED "TAT HISRESIDENCETO
ACKNOWLEDGE THE PSC COMPLAINT AND RECEIVED NO ANSWER 1:35 PM
03-06 - LAURA PESCH, RELIEVING ASSISTANT MANAGER, REVENUE RECOVER Y

CENTER, JACKSONVILLE, CALLED .. IAT HIS RESIDENCE AND RECEIVED
NO ANSWER. SHE CALLED T Tt T APERSONAL REFERENCEON”

yACCOUNT. SHE SAID - WAS HER BROTHER AND HE AUTHORIZED
HER TO DISCUSS THE PROBLEM WITH SOUTHERN BELL. ""CLAIMS SOUTHERN
BELL CONTACTED HER TO ADVISFE . THAT HIS DEPOSIT WOULD BE

LOWERED TO $45.00. LAURA PESCH, RELIEVING AM, EXPLAINED THE $45 AMOUNT
WAS FOR INSTALLATION CHARGES, NOT THE DEPOSIT. SHE EXPLAINED THAT THE
REDUCTION INTHE INSTALLATION CHARGES WAS DUE TO THE CALL RETURN
FEATURE NOT BEING AVAILABLE IN HISAREA.

03-05 - LAURA PESCH ADVISED sHE WOULD CONTACT AT
3:00PMPER _ .  INSTRUCTIONS 3:00.

03-06- LAURA PESCH CONTACTED -- -4 AND EXPALINED THE $45.00 CHARGE
OF INSTALLATION CHARGES. - ]UNDERSTANDS WHAT HAPPENED. HE
WILL PAY THE $25.00 BALANCE ON THE DEPOSIT ON MARCH 21 . WAS
SATISFIED AFTER EXPLAINATION.

7. INTERIM: NO

8. ADJUSTMENT: NO
9. NAME AND TTTLE AND TELEPHONE NUMBER OF MANAGEMENT PERSON
PREPARING ANSWER.

NAME: DEBBIE T. FORAN , ASSISTANT MANAGER  TELEPHONE»: 90}-350-8462

10. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS 16
700110
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PROPRIEIAKY
INFORMATION

COMPALINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT

MANAGER, THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON

NOTIFIED. IF YOU ARE CHAROING ANOTHER OPERATIONS MANAGER, AND THE

NAME, TITLE. AND TELEPHONE NUMBER, OF THE PERSON ACCEPTING THE CASE.
OMDM: TELEPHONE®: NAME TELEPHONE NUMBER:

11. IN YOUR OPINION WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
NO. WHY? THE CUSTOMER WAS MISINFORMED BY HIS SISTER AS THE DECREASE

IN HIS DEPOSIT DUE TO A MISUNDERSTANDING.
12. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
FUTURE APPEALS OF THIS TYPE.
13. WHAT "COUNT ONME" APPROACH WOULD HAVE PREVENTED THIS CASE?

BE SPECIFIC. NONE. THE INFORMATION GIVEN TO THE CUSTOMER WAS
CORRECT.
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CASE REFERRAL
PSC CASE NUMBER__44403-P SAO CASE NUMBER é -527-%
maxew 8Y™®_ tErT  romeiO6PM poceroX cars®
FrRoM™C pATE?3-05-91 pop py 03712791 ppogs __-{rzm oo
CUSTOMER'S NAMEL
COMPLAINTANT
ADDRESS APT. #
crry NAVARRE —
cBR ¢ SAME ArzaNO
COMPLAINT:

«

~

-~
INSTALLED SERVICE IN FEBRUARY. REP SOLD HIM CALL WAITING AND
CALL RETURN, AFTER MANY CALLS TO REPAIR DUE TO THE FACT THAT *69
WAS NOT WORKING, HE WAS TOLD THAT *69 WAS NOT AVAILABLE IN HIS
AREA, | T THE BILL WOULD BE ADJUSTED. HE CALLED SO. BELL AND
ASKED: DEPOSIT WHICH WE HAD REQUIRED OF $70.00 AND HE WAS TOLD
DUE THE ERROR THE DEPOSIT WOULD BE DROPPED TO $45.00, HE NOW
GOT A CALL FROM SO. BELL AND WAS TOLD HE WAS GIVEN THE WRONG
INFORMATION. HE MAILED A MONEY ORDER FOR $45.00 TO SO. BELL
YESTERDAY. HE FEELS THAT HE SHOULD NOT HAVE TO PAY THE EXTRA
$25.00 IF HE WAS GIVEN THE WRONG INFORMATION BY SO. BELL TWICE.
Salrsrat Phillioe ¢

1%

Sonk sap HSP =

S Lo ?.a.¢ 2. ‘}«2}"—'
REFD TO:___—we [U(Lab TEL# G04-2S0-3736
FAX # ov_ T C  pare 25  TIME | YO
REDIRECT TO FROM DATE )
TEL # | FAX oM poc__ 0 FL
INTERTM DATE DUE - PIELD -DD

CUSTOMER CONTACTED WITEHIN 24 lom_l%tr O, REFERRED TO:
TEL ¥NO DATE

10011Y
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PROPRIETARY INFORMATION

INTERNAL ANALYSIS

DOC WEL AREA__NQ DATE 3-12 CASE #_ G-527-91 CLS__TRA
CUSTOMER'S NAME

CITY
TELEPHONE #__ OPERATIONS MANAGER__JULIE COKER

ANALYSIS:

THE CUSTOMER COMPLAINED WE ADVISED THE DEPOSIT FOR HIS NEW
SERVICE WAS $70.00 THEN WE SAID $45.00 THEN WE ADVISED $70.00
AGAIN. HE DIDN'T FEEL HE SHOULD PAY BECAUSE HE WAS GIVEN WRONG
INFO. THE REDUCTION WE NOTIFIED HIM ABOUT INVOLVED INSTALLATION
CHARGES NOT THE DEPOSIT. THE CUSTOMER AGREED TO PAY THE FULL
DEPOSIT REQUIRED.

RECOMMENDATION:

NONE - CORRECT PROCEDURES FOLLOWED.

IN THE OPINION OF THE STATE APPEALS OFFICE, WAS THE CUSTOMER
JUSTIFIED IN GOING TO THE PSC? NO

CUSTOMER COMMENTS: DATE 317 SPOKE WITH DAVID SMITH

ACKNOWLEDGED APPEAL WITHIN 24 HOURS? YES X NO

REFERRED TO DATE COMMENTS (OVER)

n00i1y
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12
13

14
15
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18
19

20
21

22
23

24
25

26
27

28

CUSTOMER'S NAME:

COMPLAINT INPUT

SHEET

CASE NO: 44403-P

DATE RECEIVED: 3-5 DATE CLOSED:

AREA: NO (SO SE NO OT)
TYPE: R (RES BUS PUBLIC)
TELEPHONE NO.

LATE: (Y - YES ONLY)
OPERATIONS MANAGER: JRC

pocC: WFL (DAD BWD PBC CST GNV JAX ORL WFL OTH)
CLASS: BEP TR

ADJ AFTER: (Y - YES ONLY)
SAO NO: G-527-91

JUST: (N - NO ONLY)

CAUSE CODE (5 CHARACTERS)

1D0163

10012y
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Southern Bell

Specal Assistance Bureau
666 NW T79th Avenue
Room 604

Marmi. Flonda 33126
(305) 263-4816

Marcn 21. 1991 1-800-321-4327

Memorandum to: Kathy Brown
From: Marie Forbes

Re:

Case No. 45582-P

Our investigation reveals that on 3-11, the customer called to
report trouble on his line. The technician was dispatched on 3-15.
and secured the netwrrk interface with standard plastic ties.

On 3-15, Mr. Raul Jerez, Assistant Manager, contacted the customer
to acknowledge the appeal. A message was left on the customers
recorder that we would be investigating the calls.

On 3-18. Mr. Jerez notified security, Mr. Mike Phagan. On 3-19,
Mr. Phagan visited the premise and confirmed that the ties on the
network interface had been broken. MNr. Phagan called to make
arrangements to relocate the network interface to a secure inside
location.

On the evening of 3-19, we spoke to the customer and obtained his
permission to relocate the network interface on 3-23. All charges
are to be waived for the work jinvolved and the customer was
satisfied.

As information an adjustment was made by AT&T in the amount of
£€70.60 as fraud.

-
<
[y
‘-l
o
|

A BE1LL SOUTH Company
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CASE REFERRAL

PSC CASE NUMBER 45582-P SAO CASE NUMBERM-625-91
TAKEN BMW TEIT TIMES: 40 LOGGED® CARE
- )
FROMKB DATE3 15 DUE BY 322 1BOS FIELD DD "éo
-

CUSTOMER'S NAME s

COMPLAINTANT

ADDRESS APT. #

CITY TEL #.
~cER # r - AREASE

COMPLAINT:

= :
SOMEBODY WAS MAKING 976 & 900 CALLS FROM HIS JUNCTION BOX OUTSIDE
OF HIS HOUSE. REPORTED IT TO SB AND WE CAME AND PUT PLASTICS
TIES ON JANUARY 21. AT&T HAS BEEN ADJUSTING THE CALLS BUT
PROBLEMS ARE CONTINUING. THEY HAVE CUT THE TIES ALREADY.
CUSTOMER HAS REPORTED TO SB BUT WE ARE NOT RESPONDING. HE IS
VERY CONCERNED BECAUSE HE FOUND SOME PORNO MAGAZINES, A KNIFE AND
A TOWEL THERE. MOST OF THE CALLS WERE MADE DURING THE DAYTIME
WHEN HE AND HIS ROOMMATE ARE OUT TO WORK BUT NOW THE CALLS ARE
MADE AT 3 AM. HE REPORTED IT TO THE POLICE BUT THEY ARE NOT

INTERESTED IN THIS CASE.

INTERESTED?

REFD TO: __ 9z TEL# )= g3 - Bley

FAX # om mDAB  pare 3-S5 rtme /0
REDIRECT TO FROM DATE

TEL # FAX oM poc WD

INTERIM DATE DUE PIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS_____ IF NO, REFERRED TO:

TEL NO DATE

2.

/}/J /&441&&4_/’ 00012;
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22
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26

27

03. 20. 91 03:41 FM FOZ

e
INFORMAT|ON
GENERAL
NA“BI\ ' o CASE NUMBER M265-91 TEL NO )
ADDRESS
CITY

l. COMPLAINT: Someone making 900 and long distance 976 calls
from junction box ocutside. Socuthern Bell went out and sealed
box with plastic ties but ties were broken by someone and problem

continues.

DATE RECVD 03/15/91 TIME RECEVD 11l:25

2, OPERATIONS MANAGER ANSWERING COMPLAINT Mark Butterworth
DISTRICT MANAGER ANSWERING COMPLAINT Mark Butterworth
DEPARTMENT AND GROUP Customer Services-Residence

3. PROVIDE A CHRONOLIGICAL NARRATIVE OF ALL ACTIONS OR CONTACT
PRIOR TO THE APPEAL IN THE SPACE BELOW, INCLUDE ALL TROUBLE
REPORTS COVERING THE TIMEC FRAME OF THE APPEAL. ADVISE SERVICE
ORDER NUMBERS. JOB ORDER NUMBERS, APPLICATION AND DUE DATES.

DO NOT USE ACRONYMS.

On March 11, 1991, . filed a trouble report with
repair. On March 15, 1991, a repairman went out and secured
the subscriber's network interface with standard plastic ties.
4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL.
INCLUDE THE DATEC AND FULL NAME O THE MANAGEMENT PERSON WHO CONTACTLD
THE CUSTOMER TO ACKXNOWLEDGE THE RLCEIPT OF THE APPEAL. (SHOULD
BE WITHIN 24 HOURS. SHOW FULL NAME OR MANAGEMENT PERSON CLOSING
OUT THE APPEAL WITH THE CUSTOMER. DO NOT USE ACRONYMS.

A PSC wae received and on March 15th, Assistant Manager Raul

Jerez called and left a message on his answering

700120
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11

12

13

14

15

27
28
29

30

(T1)

20. 91 03:41 FM FOS3

device advising we would be investigating. On March 18, Mr.

Jerez sent all information to Security Manager, Mike Phagan.

Staff Manager, Paul Johnson, was assigned the case. On March

19th, Mr. Johnson made a premise visit and confirmed that the
plastic ties on the subscriber's network interface had been broken.
Mr. Johnson contacted IMC Assistant Manager, Jack Plant, who

agreed to relocate the network interface to a secure inside location.
On the evening of March 19th, Mr. Johnson spoke to

and gained ag:cement‘from him to relocate the network interface.

An appointment was set for Saturday, March 23rd. All charges

will be waived. .._ . is satisfied.

5. INTERIM YES No X DATE OF NEXT OR FINAL REPORT

6. NAME AND TITLE OF PERSON PREPARING ANSWER Raul Jerez, Assistant
Manager

TELEPHONE NUMBER 305 492-9890
9. ADJUSTMENT YES X NO AMOUNT $70.60 # DAYS & REASON FOR ADJUSTMENT

Adjustments issued by AT4T as fraud.

8. SCND THIS MASK TO ALL OTHER DISTRICTS/DEPARTMENT/GROUPS INVOLVEID
IN THIS COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER

OR DISTRICT MANAGER, THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT
PERSON NOTIFIED. IF YOU ARE CHARGING ANOTHER OPERATIONS MANAGER
WITH THE CASE PROVIDE THE NAME OF THE OPERATIONS OR DISTRICT
MANAGER AND THE NAME AND TELEPHONE NUMBER OF THE PERSON ACCEPTING

THE CASE.
N/A

9. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS
APPEAL? YES NO X WHY?

All Bouthern Bcll equipment at the customer's premises was installed
within the guidelines and standards of the telephone industry.
The company is not responsible for the criminal acts of other

people,

) 100124
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10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO
PREVENT FUTURE APPEALS OF THIS TYPE.

Methods and Procedures were followed. No corrective action needs

to be taken.

11. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS CASLC?
BE SPECIFIC.

We took the appropriate action prior to the customer contacting

the PSC, and even took it one step further by relocating the

network interface.

700129
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PROPRIETARY INFORMATION
INTERNAL ANALYSIS

DOC: BWD AREA SE DATE 3-21 CASE M-625-91 CLS 976

B - - - ——————— - —————— - -

—-—--——-—-———.——-——_-—_—--..-—.-.-—___..._-_——_—-_—__.

TELEPHONE # CITY -
OPERATIONS MANAGER: M. D. Butterworth
ANALYSIS: The customer called repair service to report that

somecone was making unauthorized 976 calls from the terminal. We
dispatched a technician to secure the interface with plastic ties.
There was no other customer contact until receipt of the appeal.
Security was dispatched and found evidence of ‘tampering.
Arrangements we made to move the network interface to a more secure
location, even though current location met our standards.

RECOMMENDATION: NONE

IN THE OPINION OF THE STATE APPEALS OFFICE WAS THE CUSTOMER
JUSTIFIED IN GOING TO THE PSC? NO

———————————————— = = —————

CUSTOMER COMMENTS: DATE SPOKE WITH: =*
ACENOWLEDGED APPEAL WITHIR 24 HOURS YES NO
%" Beached the customer’'s recorder.

700120
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PSC CASE NUMBER 45582-P

CASE REFERRAL

SAO CASE NUMBERM-625-91

TAKEN B¥WW TELF TIMB 40

FROMKB DATE-15

DUE BY 3-22

—

CUSTOMER'S NAME

r

LOGGED®

cARK

COMPLAINTANT

ADDRESS )

CITY

TEL #

1BOs& FIELD DD

N
CER # L

AREXE

COMPLAINT: v

WHEN DIALING THE 800 #, ASK TO
SOMEBODY WAS MAKING 976 & 900 CALLS FROM HIS

LEAVE A MESSAGE WITH PPRD.
JUNCTION BOX OUTSIDE

OF HIS HOUSE. REPORTED IT TO SB AND WE CAME AND PUT PLASTICS
TIES ON JANUARY 21. AT&T HAS BEEN ADJUSTING THE CALLS BUT
THEY HAVE CUT THE TIES ALREADY.

PROBLEMS ARE CONTINUING.

CUSTOMER HAS REPORTED TO SB

VERY CONCERNED BECAUSE HE

A TOWEL THERE. MOST OF THE CALLS WERE
WHEN HE AND HIS ROOMMATE ARE OUT

MADE AT 3 AM. HE REPORTE
INTERESTED IN THIS CASE.
INTERESTED?

BUT WE ARE NOT RESPONDING. HE IS

FOUND SOME PORNO MAGAZINES, A KNIFE AND

MADE DURING THE DAYTIME
TO WORK BUT NOW THE CALLS ARE

D IT TO THE POLICE BUT THEY ARE NOT
PSC IS ASKING CAN WE GET THE POLICE

REFD TO: TEL#

FAX # oM DATE TIME
REDIRECT TO FROM DATE
TEL # FAX oM poc
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS_____ IF NO, REFERRED TO:

TEL KO

PATE

00127
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COMPLAINT INPUT SHEET

CUSTOMER S NAME

P p————— P KR stk

CASE. NO 45582-P
DATE RECVD. DATE CLOSED
AREA: (2) SE—T" (SO: SE: NO: OT:)
oo TEPR: (1) R (R: B; P:)

: lﬁii;céﬁi = TEL. NO. (B-305: F-407: P-904)
LATE: (1) (YES ONLY)
OPER. MGR.S INITIALS: (3) HPB— D TL‘él
DOCA: (3) ~BWD (DAD: BWD:PBC:CST:GNV:JAX:ORL:WFL:OTH) 7f
CLASS (3) _9oT6 (SEE BOTTOM FOR CODE) /¥1 2}’
ADJ. AFTER: (1) Y (YES ONLY) 5:4
STATE APPEALS NO.: M-625-91
JUST: (1) (N - NO ONLY)
CAUSE CODE: (5) 3U0123 (SEE CAUSE CODE LIST)
RSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER
BIL - BILLING DEP - DEPOSITS
TRA - TREATMENT ACTIVITY INS - INSTALLATION
CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYANCE CALLS DIR - DIRECTORY
MKT - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY )
MNT -

Maintenance g / W (
i T i
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Southern Bell

Specia! Assistance Bureau
6668 NW. 79tn Avenue
Room GO4

wiamu. Flonda 33126
(305) 263-4816

March 5. 1991 1-800-321-4327

Memorandum to: Paula Isler
From: Marie Forbes

Re:

Case No. 43720-Inquiry

Our investigation reveals that there were no notations on our
records concerning the 876 calls in question. as they have agea off
the records.

On 3-1. Ms. Vickie Tortora. Assistant Manager, contacted the
customer to acknowledge the appeal. Ms. Tortora agreed to adjust
the two 976 calls from the October bill and the $£3.63 in late
payment charges. Ms. Tortora alsoc explained the service connection
charge to add the call blocking. The customer accepted the
explanation and the adjustment and was satisfied.

As information an adjustment wa prepared in the amount of $59.63.

ABELL SOUTH Compeny 300123
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TAKEN BY:

Southem_Bell

PSC CASE #

(TEL.)

IBOSS

INQ. 43720-1

SCRVICE MATTERS

RES. SERV. CENTER
BUS. SERV. CENTER
PUB. SERV. CENTER
HELD ORDERS/ENGR.
BILLING

DEPOSITS
TREATMENT ACTIVITY
INSTALLATION
MISSED APPT. INS.
MAINTENANCE
MISSED APPT. MNT.
CONSTRUCTION
SWITCHED SERVICES
OPERATOR SVC.
COMPTROLLERS
ANNOYANCE CALLS
DIRECTORY
ADVANCE SYSTEMS
MARKETING
DIAL~IT-SVC,
OTHER .
OOMPL. LETTERS

BUS. PUBLIC

G3

VA SIS

A/

IMAIL) (TIME)

CUSTOMER'S NAME:

ADDRESS:
CITY :_____
REFERRED TO :

" (LOGGED)

—

(CARD)

Y 35

(FROM)

)

IDATE)  (DUE BY)

TEL. #
CBR. r :

Customer’'s complaint:

APT -

AREA

SEE_ATTACHED




! e SOUTHERN BELL 437201
s - Rag MNa. .
N aen  MARIE MURRAY o PJI Yine 9:55 eﬁl 02/21/
Contumer'y ’
3  Tele Te CO.‘ Tamo EAX [ sy
4&...;:.‘._&_ e e—— ‘owmy PR - m Comnpi Tyze 15.03
5ae " -
6 X (ap)
Heo consumer contactad comgany gy Ne Wheo Suastidh i
7Lluundi-- 1. Repon of Acion EE;

8
9
10

11

12

13
14
15

16

17
18

19
20

20

See attached correspondence. Since the cus:omer Ins ‘requested a
block to prevent future 900 calls being billed to hfs lines, can you

please waive these charges under the circmstaﬁées_. Please

investigate and advise.

u-nh_______...___;/

Repdy recsowod

..----.-.--------
CONSUMER REQUEST
-------------l

FLORIDA -
PUBLIC
SERVICE
COMMISSION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399
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REPORT OF ACTION TO:
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.Gentlemen:

- & day;.feu peqple can da so.

Public Service Commission
Division of Consumer Rffairs
101 € Geines Strect
Tallshassee FL 32395-0867

Tnis letter is to rogiatir.a complaiﬁt about the helplessness
of the consumer to evold L abuse of "8900" pasy numbers that have spread

throughout the phone system.

‘Lest September a neighborhood juvenile made 2 calls to a "go0"
sex-telk line on my phone without our knowledge. I was billed $60 for
these two calls. Southern Bell inforned me that if the owner of the line
wished to void the charges, I could be credited this amount. After I ‘
finally trecked down the owner, he seid he would "gee what her could do". .
Needless to say,no credits have come through. 1 protested these calls
by @& juvenile to en “over 18" linu, but my letter to Southern Bell's
Customer Service Manager hes becn unanswered. A cell to Customer Scrvice
elicited the position that it is up to the customer to maintain "control
over one's phonc. Thet's fine, so long as one can-watch over it 24 hours
2k St - ' T = . T ‘n: l\‘\- -1 '- kY ,:..;‘ = _.--':-,-'_‘.' s .

1 & therefore’ in e position of being éither forced to pey $60 to -
e sex-talk owner, or constently hsve & past-due bslence on my phone
bill, end I'm told thet I havc no recoursc other then to the ouwner of
the 900 number. This is a pitiful position in which to place a

consumer, and it demonds somc protcction.

I had Southern Bell place a "block" on my two phone lines Lo
prevent future calls, They charged $20 to du this, further edding
insult to injury.

I would eppreciste st least an acknowledgement that this letter
has becn received by someonc ....... morc than 1 got from the phone
company. Thank yOu.

Very truly yours, _

cc: So. Bell

n00i3.:
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INQUIRY

GENERAL
NAME: CASEC NUMBER M-497-91 TEL NO
ADDRESS
CITY -

1. COMPLAINT: Letter regarding 976 calls made without subscriber's
permission.

DATE RECVD 2/28/91 TIME RECEVD 4:33PM

2. OPERATIONS MANAGER ANSWERING COMPLAINT Mark Butterworth
DISTRICT MANAGER ANSWERING COMPLAINT Mark Butterworth
DEPARTMENT AND GROUPI Customer Services-Residence

3. PROVIDE A CHRONOLIGICAL NARRATIVE OF ALL ACTIONS OR CONTACT
PRIOR TO THE APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLL

REPORTS COVERING THE TIME FRAME OF TIL APPCAL. ADVISE SERVICE
ORDER NUMBERS. JOB ORDER NUMBERS, APPLICATION AND DUE DATES.

DO NOT USE ACRONYMS.

The earliest notations are an address change on 10/16/90. Due

to the September 1990 datc of problem, all previous notations
have dropped off the records.

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER TIIC APPEAL.
INCLUDE THE DATE AND PUTI. NAME OF TIE MANAGEMENT PERSON WHO CONTACTED
THE CUSTOMER TO ACKNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOULD

BE WITHIN 24 HOURS. SHOW FULL NAME OR MANAGEMENT PERSON CLOSING
OUT THE APPEAL WITH THE CUSTOMER. DO NOT USE ACRONYMS,

Mrs. V. Tortora, Assistant Manager, spoke to » on March
1, 1991 regarding the complaint. Mrs. Tortora agreed to adjust
the two 976 calls from the October 13, 1990 bill and $3.63 in
late payment charges. is satisficd. Mrs. Tortora

also discussed the service connection charge, explaining the

cherge is $10.00 per line to connect call blocking.

is satisfied. TIA.
CONFIDEN
700133  PROPRIETARY
IN



5. INTERIM YES No X DATE OF NEXT OR FINAL REPORT
6. NAME AND TITLE OF PERSON PREPARING ANSWER Bctty Thayer, Manager

TELEPHONE NUMBER 305 492-9862
7. ADJUSTMENT YES X NO AMOUNT $59.52 # DAYS & REASON FOR ADJUSTMENT

Two 976 calls plus 53.63 LPC for November, December, January
and February

8. SEND THIS MASK TO ALL OTHER DISTRICTS/DEPARTHENT/GROUPS INVOLVED
IN THIS COMPLAINT. PROVIDE THE NAME oF THE OPERATIONS MANAGER

OR DISTRICT MANAGER, THEIR FAX NUMBER AND THE NAME OF THE MANAGTMFNT
PERSON NOTIFIED. IT YOU ARE CHARGING ANOTHER OPERATIONS MANAGER
WITH THE CASE PROVIDE THE NAME OF THE OPERATIONS OR DISTRICT
MANAGECR AND THF NAME AND TELEPHONC NUMBER OF THE PERSON ACCEPTING

THE CASE.

9, IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING TEIS
APPEAL? YES X NO WHY? Our procedures dictate to adjust 976 calls
the first time, add block and educate the customer.

10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (1IF APPROPRIATE) TO
PREVENT FUTURE APPEALS OF TIIS TYPE.

Recover 976 adjustment procedures with all representatives.

11, WHAT "COUNT ON ME" APPROACH WOULD HAVE PRCVENTED THIS CASE?
BE SPECIFIC.

Customer First.

100134



CUSTOMER"S NAME

CASE. NO 43720-1nquiry

DATE REC;BT --------------------- DATE
AREA: (20 ;E -------------

TYPE: (1) E ------------- (R:
AREA CODE - TEL. NO.
LATE: (1) ----:;éé ONLY) o
OPER. MGR.S INITIALS: (3) MDB
DOCA: (3) BWD

CLASS (3)----;;3 -------

JUST: (1)

COMPLAINT INPUT SHEET

—-.————---—-—---—--—-———-.—————--—-..--—-—-...-

--a..———--q-———---——-—--_-...-—_-———_—_—-—_..-

CLOSED

B: P:)

(B-305: F-407: P-904)

(SEE BOTTOM FOR CODE)

(YES ONLY)

R —— i

(N - NO ONLY)

CAUSE CODE: (5)

(SEE

[ ——— b

CAUSE CODE LIST)

RSC- RES SVC.CENTER
PSC- PUB. SVC. CENTER
BIL - BILLING

TRA - TREATMENT ACTIVITY
CON - CONSTRUCTION

OPS - OPERATOR SERVICES
ANC - ANNOYANCE CALLS
MET - MAREKETING

OTH - OTHER

MNT - Maintenance

BSC - BUS. SVC. CENTER
HDO - HELD ORDER

DEP - DEPOSITS

INS - INSTALLATION

SWT - SWITCHED SERVICES

COMP - COMPTROLLERS
DIR - DIRECTORY

976 - DIAL IT CALLS
CML - COMPLIMENTARY

100139
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Southem Bell

Specal Assistance Bureau
666 N.W. 79th Avenue

Room 604

Miami. Flonda 33126
(305) 2634816
March 6. 1991 1-800-321-4327

Mr. Lark Daughtry

Senior Consumer Complaint Analvst
Florida Department of Agriculture
and Consumer Services

Public Service Commission
Fletcher Building

101 East Gains Street
Tallahassee. Florida 32399-0850

Re: ‘ase No. g1-02-02496/LD
Subject:

Ms. Vickie Piazza. Assistant Manager. contacted

made arrangements to adjust the charges in question.

attached for breakdown.

Attachment:

A BELL SOUTH Cormpary

and
rlease see

N001i3v
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Mise Buls Andrevs M-493-91
2 713 Northwest Fourth Ave.. gy Raterencs we.
: fort Laudezdale, florida 33311
7 Oseplatat of
8 - " Cemplete Nuas of Tira of gedtvidusls ___ -
9 Adéress! — —
10 . Telephons’ _
11 gens of President of Genaral Masager! I T Spradbin, Generat Barsie
12 gens of Ownert . N/A _(Resddencel -
13 gene, address, end selsphons auaber of peteen 60 esntact for sdditionsl
14 {aformation, 4i¢ necassaty!
15 Vicki Plazza 305 492-9817
if,’ state ywuT pesitien, giviag sctien teken OF plunsedt
On tanch 5, 1991, vieki Plazza, Assistant Hanagen contacted
#.——_—— vt
18 Y&. Piczza agreed 2o adjust 900 and 976 calls on the November and Decemben
19 1990 bills. The total adjustment. 48 for $4977.34 which includes Southean
# e s
20 Bell {on $234.17, MCT fon $51.03, U. S. Spuint for 41117.95, ATET don $3402.6%,
21 and Southern Bell late vayment charged fon $171.49. trs. Piazza {ssued the |
22 adjustments for So. BéLL, ‘T, and U. S. Sprint. The ATET adjustment was
23 agferred 2o pixle Cooley, Supenvison at ATST.
24 o 44 satisfded.
25 N
W#—— SR A
s Plasse TOLUTR ssapleted fors €01 s
&% plerida Departasnt of Agrisuiture > S
28 and Consume? BeTVieas
29 pivisien of Conpuss? SeEviess |
2 Tollanes Bt eeids 32301 3’/ s/91
' ses f = 1 “{Bsts)
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2
3 m TAKEN BY: (TEL.) (MAIL) (TIME) (LOGGED) (CARD) (FROM) (DATE) (DUE 8Y)
* " 1BOSS CUSTOMER'S NAME: ___ - n
[ap)

5 -

e Bl
s Southem Bell ADDRESS: o g S
7 (/ﬁ cITy : TEL. # =
8  PSC CASE #___INQUIRY REFERRED TO : CBR. # : AREA : SE
9 SERVICE MATTERS ;@. :ﬂ_§. PUBLIC Customer’s complaint:

10 RES. SERV. CENTER
11 BUS. SERV. CENTFR
12 pUB. SERV. CENTER
13 HELD ORDERS/ENGR.
14 BILLING

16 TRENIMENT ACTIVITY BEE ATacumn

A INTERIM REPORT SENT — . S v — . CLOSED DATE ___
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BOB CRAWFORD
COMMISSIONIR

Southern Bell Telephone Co.
Attention: Marie Murray

666 Northwest 79 Avenue, #604
Miami, Florida 33126

Subject:

Florida Department of
Agriculture & Consumer Services

The Cspitol Puasm Risonp To:
Tallahassee
32399-0810 Division of Consumer Services

Mayo Building
Tallahassee, FL 32399-0800

Februarv 26, 19°1

In Reply Refer To:
91-02-02496/LD

The Division of Consumer Services has received a complaint involving your business
and is required by law to review it for possible violaticns of state consumer

protection laws.

After reading the complaint, please state your position by completing and
returning the enclosed Business Reply Form. Additional pages may be attached if

needed.

It is the policy of this office to protect consumers from unfair and deceptive
trade practices as well as to protect businesses from groundless complaints.

Your cooperation will be appreciated.

Enclosure

cc:

Sincerely,

BOB CEAWFORD
COMMISSIONER OF AGRICULTURE
1/_.
} -~ . '-.f__‘\
@) e T T ¥
(Mr_) Lerl Daughtry_ '

Senict Censumer Complaint Analyst
904-488-2221/1-800-342-2176 (Florida only)

Public Service Commission
Fletcher Building

L1 101 East Gaines Street
Tallahassee, Florida 32399-0850

700139



' Florida Department of

2 Agriculture & Consumer Services

3 Y The Capltol Puas Risrord Tox

4 ‘e

5 BOB CRAWFORD T;Z‘;;;‘;;;;‘ Division of Consumer Services

6 COMMISSIONER Mayo Building

7 ’ Tallahassee, FL 32399-0800

February 13, 1991

9 In Reply Refer To:

10 91-02-02496 /LD

11

12-

13 it ST

14 & =
] Ly
ID l-..:a

15 A

16 Deai wwe e L

17 Subject: Business Unknown N :‘Jr-

1 : The Division of Consumer Services has received your complaint. Since tﬁbit_&'o\ni'l

19 * information is needed before 1 can assist you, please send: 3

20

21 X The complete name and mailing address of the business or individual.

22 :

23 Proof of purchase (a copy of front and back of cancelled check,

24 money order, credit card charge, receipt, or bill of sale).

25

26 A copy of any bills received from the business.

27 :

28 — & copy of sny repair estimate.

29 ‘

30 A copy of any letters writtem to or received from the business.

31

gg _ A copy of the advertisement in question.

34 — A copy of the warranty.

35

36 X Other: Copy of the phone bill and name of your long distance carrier.

37

39 ¥hen the requested material is received, I will continue working with your

40 complaint.

41

LALN Sl D MarKe ?“1 Men € gincerely,

43 ;

44 ;c,..eﬁ-vl— Aand Now O BOB CRAWFORD

45 : COMMISSIONER OF AGRICULTURE

4N m ?J\."e & @\

Bt n0014Y

4 N l e ’

A?Q(- Cn N\‘l ? by 8 ‘ (Mr.) Lark Daughtry

50. . ; Senior Consumer Complaint Analysf

50 < "?o..»- BN Swier IV\‘( 904-488-2221/1-800-342-2176 (Florida only)

5§T0w < QS vent veo- A ol |

5 A\ e .
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13
14
15
16

17!
18+
19

20
21

53

24

45

26

27
28

29
30

31

SG' itherm Bell Account Number: 145 1806
A BELLSSUTH Compary Bill Date: Nov 19, 1990
Page 1
F CuRRENT 5 A irum' ‘3L eeLuss - 5. i.-"--,-'-.-s.-:-'-te"-.:_fz" i_gu‘muﬁg m
CHATGES - E ' 5, i X 1 FADJUSTMENTS - 5] WT :
Dec 13 $76.58 $76.58 $0.00 $2,246.10 $2,286.10
Detailed Statement of Charges
AMOUNT TOTAL
e8¢ Plesse note: A 1.5% Late Payment Cherge will apply
asve L - -t0 any unpald balsnce as of Dec 20.
Monthly Service Charges
1. Monthly Service-Nov 19 thru Dec 18 11.65
(itemization of tocal billing svalisble upon request.)
2. FCC Charge for Interstate Tol! Access 3.50
3. Msintenance Plan(s) 2.50
Helpful Numbers i nued
m‘ Piease Note: Helpful numbers sre located following your (2ORL!Dued b

Southern Beli Current Charges.

@ee=® PLEASE FOLD, TEAR HERE AND RETURN THIS PORTION WITH YOUR PAYMENT. **2e»

CURRENT | . o 2]
. CHMARGES ;| . -PASTDUE - TOTAL . | . AMOUNT . 15 1806
|_DUE BEFORE - AMOUNT AMOUNT DUE - PAID Nov 19, 1990
Dec 13 $0.00 $2,286.10 CP 0115 R25 019926

Please make check payable to Southern Bell in U.S. funds.
XECR 34§
P.0. BOX 02-8000

MIAMI FL
33110-0001

305952422351451800115001251090000000000000000000000022Y4610

L

00014.
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10
11
12
13
14
15
16
17
18
19 ,
20 *
21
22
23
24
25
26
27
28

39

SouthemBell

A BELLSOUTH Campany

Moathly Service Charges (continued)

§. Emergency 911 Monthly Charge.

Account Number:

B8ill Date:

is bitied on beshalf of Broward county
5. Emergency 911 instailation Charge.

been placed on your bill by Browsrd county
Subtotal

Other Charges and Credits
insteliment payment number 2 of 3
for charges of $44.50 on Oct 9 90 for plan A

6.

976 Service Calls Billed for Sponsor(s)

7.
8.
9.
10.
1.
12.
13.
.
15.

Date  Place Called
OCT 27 976 SERVICE
OCT 27 976 SERVICE
OCT 27 976 SERVICE
OCT 27 NUCONEX

OCT 29 976 SERVICE
OCT 29 976 SERVICE
NOV & 976 SERVICE
NOV 3 976 INFOTELE
NOV 8 976 INFOTELE

Direct Dialed Calls

16.
17.
18.
19.
20.
21.
22.
23.
24,

Dats  Place Called
OCT 27 NORTHDADE

OCT 27 MIAMI

27 NORTHDADE

27 NORTHDADE

27 NORTHOADE

29 RORTHDADE

29 RORTHDADE

WOV 4 NORTHDADE

HNOV & BOYNTOMBCH
MOV 7 BOYNTONBCH
MOV 7 BOYNTONBCH

FL
FL
FL
FL

FL
FL
FL
FL
FL
FL

Number Called

305 976-2u24
305 976-Tuu2
305 976-5878
30% 976-5u72
305 976-5878
305 976-2378
305 976-2u24
305 976-5878
305 976-2378

Number Calied
305 976-2424
305 754-6969
305 976-7Tul2
305 976-5878
305 976-5u472
305 976-5878
305 976-2378
305 976-2424
H07 T736-1777
407 T736-1777
807 736-1777

“Rate Applied - See Back of Page

This tariffed charge

This charge has

Subtotal
*Rate Time Min.
T2uPM 3
T31PH 3
T3i5PM 4
TI9PM b
1037PM 3
TO0L2PM 3
1004PM 3
124AM 3
127AM 3
Subtotal
*Rate Time Min.
KN T2uPM 3
KN T28PM 1
KN T31PM 3
KN T35PM &
KN - T39PM uy
KE 1037PH 3
KE 1042PM 3
KE 1004PM 3
KE T28PM 1
KE S29PH 2
KE 531PM 1
CP 019926

Nov 19, 1990
Page 2

AMOUNT

TOTAL

.15

.02

.75

24.00
21.00
27.75
29.76
27.75
25.00
24.00
27.75
25.00

.7
.12
.17
.22
.22
.28
.28
.28
.19
.32
.19

17.82

148.75

232.01

(contlnued)p-

e R s,

900'14.:
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W Bell Account Number: :
1990

1
2 A SELLSCUTH Compery BilIl Date: nov 19,
3 Page [}
& M AMOUNT TOTAL
anenanRResn
5 call RightTouch® service, 1-800-826-6290, from & touch-tone
phone to restore, suspend, disconnect, order Custom Calling
7 gervices, check blils or other services.
8 piesse protect your sccess code: 0031.
9 . i 1 sesensooRan _ )
10 C T WEM PAYMENT PLAN OFFERING .
11 Effrective December 1, 1990 Southern Bell wiil offer Florids
12 s new service that makes it possibie to P&y your monthly bill
13 -without writing @ check. The service, calied the Automatic
14 Funds Transfer Pian, lets you suthor ize Southern Bell and
15 . your benk to sutomatically deduct the smount of your YRR
16 from your checking or savings sccount.
17 I* you want more Information sbout this plan, please return
18 this page with your telephone bill snd we will mall you more
19 Iinformstion.
20
21
22
23
24 - .
25 mdwmmuum—-um.m“d
26 annhmq-mnmmmm.
27 cr 019926 (continued)P

’

f
100145
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18

lg

MCI

Direct Dialed Calls for 305-524-2235

Date  Place Called Number Called
900 BLE-5555
900 L4E-5555

1. OCT 29 900SERVICE
2. OV 8P ALS

TOTAL FOR 305 524-2235 5%0.00
(Fedara! Tex .03)

Total Charge For itemized Calls $0.00

Taxes
* 3. Fedars! Tax
&. Florids Gross Recelpts Surcharge

MCI Current Charges

This porsion of your 0! & provided os ¢ sevvie 9 MCL. Thers b 80 connection
Semwen Southers Bell sad MCL

Rete Appliled - 8se Back of Page

Account Number

8ill Date:

E 1035PHM
N 115AM
Subtotal

Subtotasl

cP 019926

*Rate Time Min.

1
1

Nov 19, 199U

Page 5
AMOUNT TOTAL
25.00
25.00
50.00
.03
1.00
1.03
51.03
(continued)p

'
70014

2
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40

e

Account Number:

B8ill Date:

8u9-8798 AN @ T21PM

mmcaatummms
Date  Place Called Nionber Called

1. OCT 27 PHILA PA 215
2. OCT 30 MULTIQUEST 900 250-3000V DO
$. OCT 30 MULTIQUEST 900 250-3000X D
5. OCT 30 MULTIQUEST 900 250-3000¥% D
8, OCT 30 MULTIQUEST .. 900 250-3000¥% D
6. OCT 30 MULTIQUEST 900 250-3000% D
7. OCT 30 MULTIQUEST 900 250-3000¥ D
8. OCT 30 MULTIQUEST 900 250-3000Y¥ D

9. OCT 30 MULTIQUEST 900 786-7717 ©
10. OCT 30 MULTIQUEST 900 88u-8882 D
11. OCT 30 MULTIQUEST 900 250-3000: D
12. OCT 31 MULTIQUEST 900 250-3000. O
33. OCT 31 SANTA ROSA CA 707 579-0577 AN
14, OCT 31 ST WELENA CA 707 963-5224 AN
1. OCT 31 NO PHOENIX AZ 602 867-8821 AN
16. MOV & MULTIQUEST 900 7u40-3088 D
17. NOV & MULTIQUEST 900 250-30004 D
18. NOV 8 MULTIQUEST 900 250-30004 D
19. NOV & MULTIQUEST 900 370-9500 D
20. NOV 11 MULTIQUEST 900 454-0900 D
21. NOV 11 MULTIQUEST 900 420-3050~ D
22. NOV 11 SOMERS PT NJ 609 653-9595 AN
23. NOV 11 SOMERS PT NJ 609 653-9595 AN
24, NOVY N MWULT IQUEST 900 420-3050v D
25. WOV 11 MULTIQUEST 900 §20-3050v D
26. MOV 11 CATONSVL MD 301 Tu7-8809 AE
27. NOV 11 SOMERS PT NJ 609 653-9595 AE
28. NOV 11 MULTIQUEST 900 420-3050v D
29. NOV 11 MULTIQUEST 900 420-3050v D
30. WOV 11 MULTIQUEST 900 420-3050~ D
31. MOV 11 MULTIQUEST 900 420-30%0~ D
32, WOV 11 WULTIQUEST 900 420-30%0~ D
33. NOV 11 MULTIQUEST 900 §20-30%0~" D

oRate Appiled - See Back of Page

139AM
151AM
152AM
153AM
155AM
156AM
159AM
419PH
425fPM
837PM
858PM
@ 1132PM
@ 1134PM
@ 11L4PM
LL3PM
931PM
139AM
1UTAM
232AM
239AM
@ 323AM
@ 325AM
B06PM
827PM
BLIPM
851PH
906PM
Q0TPM
914PM
921PM
933PH
9SUPM

cP 019926

*Rate Time Min

1
"

1
1
1
1
3
L
7
5
5

1
1
1
1
12
10

1
6
i
19
1
54
21
21
1
AL
1
[
1
10
21
2

Nov 19, 1

___=-'__—'____—___—————_—

990

Page 6

AMOUNT

TOTAL

.13
12.00
2.00
2.00
2.00
2.00
4.00
5.00
14.00
15.00
6.00
2.00
.13
.13
.13
24.00
11.00
2.00
7.00
5.00
38.00
.13
7.02
42.00
42.00
.4
2.09
2.00
12.00
2.00
20.00
§2.00
4.00

{cont|nued )P

/

{
700140



LooNL S L0

[
=

Pt Pt it ot ot ot (=
SNovn W o

18,
19
20
21
22

24
25
26

28

2
3

31
32
33
34

35

@

Account Number:

Direct Dialed Calls for 305-524-2235 (continued)

3u.
35.
36.
37.
3s8.
39.
40.
41,
L
T 43,
L
us.
“.
&47.
&8.
.9‘
50.
51.
Sa.
53.
Sa.
35.
56.
37.
58.
59.

Place Called
11 MULTIQUEST
11 MULTIQUEST
11 MULTIQUEST
11 BULTIQUEST
11 MULTIQUEST
11 MULTIQUEST
1% MULTIQUEST
12 PHILA
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
12 MULTIQUEST
13 MULTIQUEST
13 MULTIQUEST
13 MULTIQUEST
13 MULTIQUEST
4 FARMESBRCH
15 PHILA

§88553833583858388%y

§83583338¢

TOTAL FOR
{Federa! Tex

PA

’

Bill Date:
Number Called *Rate Time Mia.
900 420-3050_- D 956PM 21
900 420-3050.7 D 1019PM 21
900 §20-3050. D  104OPM 21
900 320-3050~ D 1101PM 21
900 420-3050./ D 1123PM 21
900 420-3050 v D  1144PM 11
900 520-3050, D 1155PM 4
215 925-3213 AN @ 1201AM 1
900 420-3050vY D 1203AM 21
900 420-3050y D  1225AM 2
900 420-3050- O 853PM 21
900 420-3050+ D 916PM 21
900 420-3050V D 936PM 19
900 420-3050V D 956PM 21
900 420-3050Y D  1017PM 21
900 420-3050¥ D  1038PM 19
900 420-3050Y D  1057PM 21
900 420-3050, D 1117PM 21
900 420-3050v DO  1138PM 13
900 420-3050w~ D 1151PM 21
900 420-3050v D 1212AM 21
900 420-3050Y O 903PM 5
900 420-3050v D 908PHM 21
900 420-3050v D 929PM 18
214 620-6200 AN @ SUTAM 4
215 985-1219 AE 725PM &
Subtotal
114214
.34)
CP 019926

fste Applied - See Back of Page

Nov 19, 1990
Page 7

AMOUNT

TOTAL

42.00
42.00
42.00
42.00
42.00
22.00
8.00
.13
42.00
4.00
42.00
42.00
38.00
42.00
82.00
38.00
42.00
42.00
26.00
k2.00
42.00
10.00
42.00
36.00
.52
.59

1,182,114

(cont [ nued)p

20014



m Account Number:
8ill Date: Nov 19, 1990

Page 8
Direct Dialed Calls for 305-792-7267 BEOUNTE . AL
Date  Place Called Number Calied *Rate Time Min.
60. SEP 29 MULTIQUEST 900 B20-8095 D 600PM 1 10.00
i Subtotal 10.00
TOTAL FOR 305 T792-7267 10.00
Total! Charge For -(temized Calis - - 1152. 14
Taxes .- k:: ‘_ : = 5
61. Feders! Tax .34
62. Filorida Gross Recelipts Surchsrge .22
Subtotal .56
AT&T Current Charges 1,1%2.70
Messages
- SR RSN ERD
@Arter analyzing your long distance calis this month, we find
you could have saved money with the AT&T REACH OUT™ AMERICA
Long Distence Calling Plan. For $7.15 2 month you get an
hour of weekend and night direct-disled AT&T out-of-state
catiing, and sdditions! time costs 11 cents a minute. For
further information, cell 1-800-REACH OUT, Ext. 2072.
This pavuon of your [ i provided o ¢ sorvics 0 ATAT. Thare b 00 eoanettion betowen
Sowshern Bell and ATET. You may chosse enotber cowpany fov your iong Gislancs toiuptone
ol vk BB rissivieg your locd misphone srvie from Seehera Badl
*fgte Applied - Ses Back of Page cP 019926 (continued)p

NQOi4 ¢
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1 s Account Number:
2 *US Spnnt- gl Date: Nov 19, 1990
3 Page 9
5 Direct Dialed Calls for 305-524-2235 AMOUNT | TOTAL
6 Date  Place Called Number Called  *Rate Time Min
7 1. OCT 29 ENTERTAIN 900 386-5483 D  10uLPM 2 25.00
8 2. OCT 29 ENTERTAIN 900 386-5u83 D  T04TPM 2 25.00
9 3. OCT 29 ENTERTAIN 900 386-5483 D  109PM 2 25.00
10 &. OCT 29 ENTERTAIN 900 386-5u83 D 1051PM 2 25.00
11 5. OCT 29 ENTERTAIN 900 386-5u83 D 1057PH 2 25.00
12 6. OCT 29 ENTERTAIN 900 386-5u83 D 1059PM & 25%.00
13 7. OCT 29 ENTERTAIN 900 386-5u83 D  1105PM 13 25.00
14 8. OCT 29 ENTERTAIN 900 386-5ue3 D  1116PN 3 2%.00
15 9. OCT 29 ENTERTAIN 900 386-5u83 O  1120PM 6 25.00
16 10. OCT 29 ENTERTAIN 900 386-5u83 D 1126PH 6 25.00
17 . 11. OCT 29 ENTERTAIN 900 868-84900 D  1133PM 2 4.00
18 12. OCT 29 ENTERTAIN 900 468-u900 O  1135PM 1 2.00
19 13. OCT 29 ENTERTAIN 900 B68-4900 D  1136PM 2 4.00
20 ¢ 1. OCT 29 ENTERTAIN 900 468-4500 D  1139PH 1 2.00
21° 15, OCT 29 ENTERTAIN 900 u68-u900 O 1180PM 2 .00
22 16. OCT 29 ENTERTAIN 900 468-4900 D  1142PM 5 10.00
23 17. OCT 29 ENTERTAIN 900 L68-u900 D  VILTPH 1 2.00
24 18. OCT 29 ENTERTAIN 900 u68-4900 D  VIUGPM 1 2.00
25 19. OCT 29 ENTERTAIN 900 u68-4900 D  1150PM 6 12.00
26 20. OCT 29 ENTERTAIN 900 L68-4900 D 1156PH 6 12.00
27 21. OCT 30 ENTERTAIN 900 468-4900 D  1202AM 5 10.00
28 22. OCT 30 ENTERTAIN 900 468-4900 D  1207TAM 6 12.00
29 23, OCT 30 EWTERTAIN 900 468-4900 D  1213AM 5 10.00
30 24, OCT 30 ENTERTAIW 900 468-4900 D  1219AM 5 10.00
31 25. OCT 30 ENTERTAIN 900 468-u900 D  1228AM 5 10.00
32 26. OCT 30 ENTERTAIN 900 468-4900 D  1230AM 4 8.00
33 27. OCT 30 ENTERTAIN 900 468-4900 D  123HBAM 3 6.00
34 28. OCT 30 ENTERTAIN 900 468-u900 D  1236AM L) 10.00
35 29. OCT 30 ENTERTAIN 900 468-4900 O 1281AM 5 10.00
36 30. OCT 30 ENTERTAIN 900 468-4900 D  1250AM 3 6.00
37 31. OCT 30 ENTERTAIN 900 468-4900 D  1253AM 3 6.00
18 32. OCT 30 ENTERTAIN 900 468-4900 D  1256AM u 8.00
39 $3. OCT 30 ENTERTAIN 900 468-4900 O 100AM 5 10.00
40 fete Applisd - Seo Back of Page cP 019926 (continued)P

/

{
N00143



1 )
2 Account Number:
: sy s sprint. pocoums WADST e
pPage 10
4
5 Direct Disled Calls for 305-524-2235 (continued AMOUNT | TOTAL
6 Dats  Place Caled ed *Rats Time Min.
7 s6. OCT 30 PERSONALS -~ 900 230-%000 D 106AM 2 3.00
8 35, OCT 30 PERSONALS - 900 230-4000 D 109AM 1 2.00
9 36. OCT 30 PERSONALS 900 230-4000 O  110A 1 2.00
10 37. OCT 30 PERSONALS 900 230-5000 O 1AM 1 2.00
11 38. OCT 30 PERSONALS .. ... 900 230-4000 D .. 113AM 1 2.00
12 39. OCT 30 PERSONALS ~ - 900 230-4000 DO 1AM ) 2.00
13 %0. OCT 30 PERSONALS © 900 230-4000 O 115AM 1 2.00
14 41. OCT 30 PERSUNALS 900 230-4000 D 116AM 2 3.00
15 42. OCT 30 PERSONALS 900 230-4000 O  118AM 1 2.00
16 43. OCT 30 PERSONALS 900 250-4000 D  119AM 2 3.00
17 4. OCT 30 PERSONALS 900 230-4000 O  123AM 1 2.00
18 : 45. OCT 30 PERSONALS 900 230-4000 D  12uAM 1 2.00
19* 46. OCT 30 PERSONALS 900 230-4000 D 125AM 1 2.00
20 Y. OCT 30 PERSONALS 900 230-4000 D 126AH 1 2.00
21 us. OCT 30 PERSONALS 900 230-4000 O 129AM 7 8.00
22 49. OCT 30 PERSONALS 900 230-5u83 D  200AM 1 2.00
23 %0. OCT 30 PERSONALS 900 230-4000 O suoPM 7 8.00
24 51. OCT 30 ENTERTAIN 900 468-u4900 DO 851PM 5 10.00
25 $2. OCT 30 ENTERTAIN 900 386-5u83 D  903PM 25.00
26 53. OCT 31 ENTERTAIN . 900 386-3u83 D 856PM 13 25.00
27 sy, OCT 31 ENTERTAIN 900 386-5u83 D gO9PM 6 25.00
28 55, OCT 31 WOTS 900 230-4687 D g15PM 2 35.00
29 6. OCT 31 HOTS 900 230-u4687 D 916PH 1 35.00
30 $7. OCT 31 HOTS 900 230-4687 O  918PM 1 35.00
31 s8. OCT 31 HOTS 900 230-4687 D 919PM 1 35.00
32 9. OCT 31 WOTS 900 230-u4687 D g20PH 9 35.00
33 &0. OCT 31 PERSONALS 900 230-4L000 D 929PH 7 8.00
34 61. OCT 31 ENTERTZIN 900 4E8-u900 O 938PM b .00
35 62. OCT 31 PERSONALS 900 230-5u83 D  9u2PM 8 9.00
36 _ subtotal 75%4.00
37 epate Applied - Sse Back of Page cP 019926 (cont inued)P>

”

N00%LAy



&y Us sprint.

Direct Dialed Calls for 305-524-2235 (coatinued)
TOTAL FOR 305 3524-2235 754.00
{Federal Tex 45)

Yotal Charge For Itsalzed Calls 754.00

Taxes
63. Federasl Tax
64. Florida Gross Receipts Surcharge

ys sSprint Current Charges

m-—an--wuamuuw Thore s B0 CORASCLIoN
FanTees Sosken Bl wel LS fgned

Account Number:
Bill Date:

Nov 19, 1990

Page 11
AMOUNT TOTAL
U5
15.08
15.53
T769.53
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21

1

25
26

27
28
29

31

32

mm Account Number:
A BOLLSOUTH Campary Bill Date: Dec 19, 1990 FLDS
Page 1
 GURRENT . | .} - 1. wess 5 : CURRENT YOTAL |
s - s -— - Py - .- B .o
ASRASE, | FRANE £ | oattis - | aowerenry | SASSEE | gy
Jan 15 szlgu.m $300.00 $0.00 $2,729.37 |S4,675.47
Detailed Statement of Charges
AMOUNT TOTAL
sse® Plgase note: A 1.5% Late Payment Charge will apply
seee to any unpaild balance as of Jan 22.
Monthly Service Charges
- 1. Late Payment Charge (1.5% of Unpaid Balance) 29.19
2. Monthiy Service-Dec 19 thru Jan 18 1w.15
{itemization of local biiling avaiiable upon request.)
3. FCC Charge for Interstate Toll Access 3.50
&. Maintenance Plan(s) 2.50

Hdﬂll N (continued)p-
®#a8s Plgase Note: Helpful numbers sre located following your

Southern Bell Current Charges.

ssses PLEASE FOLD, TEAR HERE AND RETURN THIS PORTION WITH YOUR PAYMENT. *****

11 [ past ouz TOTAL amount !
!u! .!'Q'g T AMOUNT - AMOUNT DUE CPAID Dec 19, 1990
Jan 15 $1,946.10 |S4,675.47 cP 0115 R25 020235

Please make check payable to Southern Bell in U.S. funds.

=XCR 34

P.0. BOX 02-4000 i o *
MIAMI FL
33110-0001

305952422353451800315001251090000000000000194%6300000467547

-

!
70013z
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-

mm Account Number:
A BELLSOUT Compary Bill Date: Dec 19, 1990 FLDS
Page 2
.\m Service Chargcs (continued) AMOUNT TOT AL
5. Emergency 911 Monthly Charge. This tariffed charge
is bilied on behalf of Broward county .15
6. Emergency 911 installstion Charge. This charge has
been placed on your bill by Broward coynty .02
Subtotal §9.51
Other Charges and Credits
7. Instaliment payment number 3 of 3
for charges of $44.50 on Oct 9 90 for plan A 15.75
Nov 28 90 SO CRHBX0TO
Charge for service added
from Nov 29 90 thru Dec 18 S0
8. Custom Code Restriction option
1 (82.50/m0) 1.67
One-time charge for
9. €all screening/restriction 10.00
10. Order processing 9.00
Subtotal 35.42
Direet Dialed Calls
Date  Place Calied Number Called *Rate Time Min.
11. NOV 27 MiaMi FL 305 B88-5417 KD 2UTPH 1 .30
Subtotel 30
TOTAL FOR 305 524-2235 .30
(Federal Tax .01)
Total Charge For itemized Calls .30
Franchise/Taxes
12. Franchise Charges .16
13. Federa! Tax .60
14, Clity Tex 1.15%
15. Florids Gross Recelpts Surcharge 1y
Subtotal 2.05
Southsrm Be!l Current Charges 87.28
“Rate Applied - See Back of Page CP 020235 (continued)p

“

‘
00132



s BRSTE.

1 Account Number:
2 W Bill Date: Dec 19, 1990 FLDS
3 Page 3
4 AMOUNT TOTAL
5 Helpful Numbers
6 RightTouch® service 1-800-826-6290
7 ; 8illing Questions To Pisce An Order
B8 Southern Bel! 760-2355 780-2355
9 Us Sprint 780-2355
10 ATET o 1=-800-222-0300
11 Messages
1 2 . [ 2 222 222 2 2 1)
13 Cail RightTouch® service, 1-800-826-6290, from » touch-tone
14 phone to restore, suspend, disconnect, order Custom Calling
15 Services, check bills or other services,
16 Piease protect your access code: 0031,
1 7 : Lo 2 2 222211 7]
18" A Braliie telephone biil is now avaliable to our customers
19 who read Braille. If you know someone who would benefit from
20 this service, plesse have that person contact our Speclal
21 Assistance Bureau st 780-2273.
22 Nongeym of Regeisted Chorp tary Ruell i domoatinssas of wrvits. The ssmouni of
23 Bogrsnuel largs: S0y b sliained by daliog eithe? Seuiers Buti avssar.
CP 020235 {continued)p
24

00159
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Direct Dialed Calls

Date

1. Wov

2.

3. Nov

i,

S.

6.

7.

8.

9.

10.
11,
i12.
13.
14,
15.
16.
17.
18.
19.
20. NOV
21.
22.
23.
24. NOV
25.
26.
27.
28.
29.
350.
3.
32.
33. wov

§

$38859388583¢8484¢

13
13
13
14
i
14
%
1%
1%
14
14
1%
i
"W
3
15
15
15
15
13
15
LH]
L
15
15
16
16
16
16
16
16
16
16

Place Called
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULT IQUEST
MULTIQUEST
MULTIQUEST
MULTIQUEST
MULT IQUEST
MULTIQUEST
MULTIQUEST

Number Called

900
900
900
900
900
900
9090
900
900
900
900
900
900
900
00
900
900
900
900
900
900
900
900
900
900
900
900
900
900
900
$00
900
200

*Rete Applied - Ses Back of Page

820-30%0
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420~3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420~3050
£20-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050
420-3050

Account Number:
Bill Date:

*Rate Time

O 000000 UOoO0DUDOOUDODOODDODDOODOUDDOODODODODO

Min.
1058PM 21
1119PH 5
1124PH 9
851PH 21
911PM 21
932PM 21
953IPM 21
1014PM 21
1034PM 21
1055PH 21
1116PH 1
1117PM 21
1137PH 21
1158PH 21
1219AM 16
1234AM 21
1255AM 21
117AM 1
118AH 21
139AM 29
207AM 6
214AM 21
635PH 21
B26PM 17
QouPH 21
926PM 2
927PH 21
9ysPM 21
1010PM 21
1030PM 21
1052PM 1
10%3PM 21
1113PH 21

CP 020235

Dec 19, 1950
Page &

FLDS

AMOUNT

1OTAL

42.00
10.00
18.00
42.00
42.00
§2.00
42.00
52.00
42.00
52.00

2.00
42.00
42.00
h2.00
32.00
h2.00
42.00

2.00
q2.00
58.00
12.00
42.00
42.00
34.00
42.00

4.00
42.00
42.00
42.00
42.00

2.00
42.00
42.00

(continued)p



& au

Account Number:

U-N- . N WA

38

Bill Date: Dec 19, 1990 FLDS
Page S
Direct Dialed Calis (continued) AousT ] TOTAL
Date  Place Called Number Called *Rate Time Mia.
34. NOV 16 MULTIQUEST 900 420-3050 D  TI34PM 26 $52.00
35. NOV 16 MULTIQUEST $00 420-3050 D 1159PM 3 6.00
36. WOV 17 MULTIQUEST 900 420-3050 DO 1202AM 19 38.00
37. WOV 17 MULTQUEST 900 420-3050 D 1220AM 21 42.00
38. NOV 17 MULTIQUEST 900 420-3050 O 1241AM 21 42.00
3$9. MOV 17 MULTIQUEST 900 420-3050 D 101AM 21 42.00
§0. WOV 17 MULTIQUEST 900 k20-3050 0O 122aM 2.00
&1. NOV 17 MULTIQUEST 900 420-3050 1] 123AM 1 2.00
&2. NOV 17 MULTIQUEST 900 420-3050 D 120AM 21 82.00
&3. WOV 17 MULTIQUESY 900 420-3050 D 145A4 21 42.00
BL. NOV 17 MULTIQUESY 900 420-3050 © 206AM 21 42.00
&5. NOV 17 MULTIQUEST 900 420-3050 D 227AM 15 30.00
&6. NOV 17 MULTIQUEST 900 &20-3050 D 222PH 20 40.00
&47. NOV 18 MULTIQUEST 900 420-3050 0O 923AM 6 12.00
B8. WOV 18 MULTIQUEST 900 420-3050 DO 929AM 5 10.00
k9. NOV 18 MULTIQUEST 900 420-3050 D T49PHM 21 42.00
50. NOV 18 MULTIQUEST $00 420-3050 D 810PM 2 uz.00
51. NOV 19 WULTIQUEST 900 420-3050 D 215PM 21 42.00
52. NOV 20 MULTIQUEST 900 k20-3050 DO 852PM 21 42.00
53. KOV 25 MULTIQUEST 900 L420-3050 D 832PM 2 4.00
S&. NOV 25 MULTIQUESTY 900 820-3050 D B34PH 21 42.00
55. NOV 25 MULTIQUEST 900 420-3050 D 855PK 21 42.00
56. WOV 25 MULTIQUEST $00 420-3050 0 217PM 21 42.00
37. NOV 25 MULTIQUEST 900 420-3050 DO 938PM 21 42.00
58. WOV 25 WULTIQUEST 900 420-3050 O 959PH 21 42.00
59. WOV 26 MULTIQUEST 900 520-3050 D 9u3PM 21 §2.00
60. NOV 26 MULTIQUESY 900 420-3050 D _1004PM 21 42.00
61. NOV 26 MULTIQUEST $00 L20-3050 © 102uPH 21 42.00 |
62. WOV 26 MULTYIQUEST 900 4#20-3050 D 1045PH 1 2.00
63. WOV 26 MULTIQUEST 900 420-3050 O 1045PM 21 42.00
6. NOV 26 MULTIQUEST 900 520-3050 D 1106PM 21 42.00
65. WOV 26 MULTIQUEST 900 420-3050 D 1127TPM 21 42.00
Rate Applied - See Back of Page CP 020235 ({continued)p

“.

‘ -
100159



CONGVME WK

29
30
51
32

Account Nuaber:
ém Bill Date: Dec 19, 1990 FLDS
Page 6
Direct Dialed Calls (continued) ASOLNT Lis] 81
Date  Place Called Number Called *Rste Time Min.
66. NOV 26 MULTIQUEST 900 420-305%0 D 147PH 20 40.00
Subtotal 2,260.00
Operator Assisted Calls
Date  Place Called Number Called *Rate Time Min.
67. NOV 135 FR PHILA PA 215 236-9958 AES B813PH 5 3.24
68. DEC 9 FR PHILA PA 215 236-9958 AES Tu2PHM 89 15.76
69. DEC 10 FR PHILA PA 215 236-9958 AES TS8PH 6 3.39
70. DEC 10 FR PHILA PA 215 236-99%8 AES B809PM 48 9.65
Subtotal 32.04
Totel Charge For Itemized Calls 2292.08
Taxes
71. Fedesral Tax .98
72. Florida Gross Receipts Surcharge .64
Subtotal 1.62

AT&T Current Charges 2,253.66
Mcssages

R 22 2 122 27
Today, some public phones don't automsticslly connect you to
AT&T. Make sure you get ATAT...If you don't hear "ATET"
identified sfter you dial, hang up and dial:
10 ¢+ ATT + 0 + Area Code ¢ Number.
Call 1-800-661-0661 ext. 1033 for more information.

This puviion of your biSl is provised as & servien 8 ATAT. Thers s 50 connection betwees
h—uunrat.vumum-nhwmmm
D WA el oy yowr oo erbe sirvien from fouthern Beil

®Rate Applied - Ses Back of Page CP 020235

(continued)p

h
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Account Number:
Bill Date:

oy s sprin:.

Direct Dialed Calls for 305-524-2235
Dete  Place Called Number Called *Rsts Time Mia
1. ROV & ENTERTAIN 900 L68-4900 D 9I14PH 6
2. NOV & PERSONALS 900 230-%000 O 921PH 6
3. NOV & ENTERTAIN 900 230-%2485 D 939PH 11
k. MOV & DATE LINE 900 847-3283 D 1006PH 11
5. MOV & ENTERTAIN - 900 230-52485 D 1021PH @
6. NOV & PERSONALS 900 230-%000 D 1036PH S
7. MOV 8 FUN DATE 900 386-3283 D 1256AM . 12
8. NOV 8 DATING TIP 900 386-1600 © 108AM 2
9. WOV 8 PERSONALS 200 230-5483 ©O 115AM &
10. WOV @ SHOPPERS 8 900 230-5433 O 120AM 2
11. NOV 8 ENTERTAIN 900 6u6-5050 D 128AM 2
12. MOV 8 ENTERTAIN 900 468-4900 D 131AM 5
13. NOV 8 ENTERTAIN 900 468-45900 D 138AM 5
. NOV 8 ENTERTAIN 900 468-4900 D 1h2AM 3
5. NOV 8 ENTERTAIN 900 468-4900 D 151AM
16. MOV 8 ENTERTAIN 900 386-5483 D 15LAM
17. NOV 8 ENTERTAIN 900 386-5483 D 156AM
18. MOV 8§ HOTS 900 230-4687 D 159AM
19. NOV 11 ENTERTAIN 900 8uT-5u83 D 234AM
20. MOV 11 FUN CALL 900 386-22%5 O 258AM 2
21, NOV 11 ENTERTAIN 900 230-%030 O H17AM
22. WOV 13 HOROSCOPE 900 230-6644 D S04PM
Subtotal
(Federsi Tax .20)
Teta! Cherge For itemiZed Calis 341.80
" Taxes
23. Federal Tax
24, Florids Gross Recelpts Surcharge
Subtotal
¥8 Spriat Current Charges
Tois posmss of gosr bl is provided @ ¢ servics 1o US Sprint. Thers & 0o esanession
Teemaeh euinon Sef ead UL Sprist
fate Applied - See Back of Page cP 020235

E o ot DWW

Dec 19, 1990
Page 7

FLDS

AMOUNT

TOTAL

.20
6.83

351.50

7.03
348.43




SouthemnBell

& EHLLITUITH Campery

Account Number:

Blil Date:

Page

Jan 19,

1991
1

FLDS

- DUl BEFORE | ~

__._le ‘
L-Iﬁ_--dn

_ . Luss -
= PAYMENTS
e A i P 4 e

'"waon -'3 '

AL

BUE .l

£

Feb 13

$4,675.47

$0.00

‘Dom

$136.01

$4,811.48

8% Plesse NOte:

Mionthly Service Charges

Detailed Statement of Charges

A 1.5% Lste Payment Charge ;rlll spply
to sny unpald balance as of Feb 20.

1. Late Payment Charge (1.5% of Unpaid Balance)

Monthiy Service=Jsn 19 thru Feb 18
{itemization of loce! billing avalisble upon request.)

3. FCC Charge for interstate Toll Access
8. Maintenance Plan(s)

Southern Bell

T780-2355

ll’ﬂmﬂ service 1-800-826-6290 (See Messages For Detalls)
8illing Questions

AMOUNT

TOTAL

70.13
Ww.15

3.50
2.50

To Plsce An Order

T80-2355

{continued)p

s W s ikl

!NI'ENI ~

-*-“.MM
Y FOTAL .
ﬁUlfﬂUl*

[ —

&1 .
‘“”'“D‘_““

Feb 13

84,675.47

$4,811.48

Please make check payable to Southern Bell in U.S. funds.

P.0. BOX 02-%000
HIAMI FL
33110-0001

@®e° PLEASE FOLD, TEAR HERE AND RETURN THIS PORTION WITH YOUR PAYMENT, **¢ee

"ﬁml“"

Jan 19,
[~ 4

1991
0213

R36 019528

EXCR 18

30595242235)4518002131013610300000000000004675470000483148



37

Account Number:
Monthly Service Charges (continued)

s, Emsrgency 911 Monthly Charge. This teriffed charge

7.

13.
1%.

S A R e A

is bilied on behalf of Browsrd county
Emsergency 911 Instaliiation Charge. This charge has
been placed on your bill by Broward county

Subtotal

I = Other Charges und Credits iy n c e -

Jan T 91 80 . FROYVOLS .
Credit for service previously bllled at old address
from Jan 8 91 thru Jan 18 91 ($20.15/m0)

Jan 8 91 80  TRGYVOuUS
Charge for service at new sddress
from Jan 9 91 thru Jan 18 91
Flat rate residencs line ($10.65/m0)
TouchTone service,residence ($1.00/mo)
FCC interstate toll access
charge,single line ($3.50/m0)
Custom Code Restriction option
1 ($2.50/mo0)
¥Wiring-maintenance,further
isoistion of inside wiring per
line ($2.50/mo)
One-time charge for
Telephone office |ine connection
Your long distance company for 524-2235 Is
AT&T Communications
Line 524-2233
if your long distance compsny(s) Is Incorrect call your
service ordering business office or correct this
stetement and maif it with your psyment
One-time charge for
Order processing
Subtotal

cP 019528

Jan 19, 1991
Page 2

FLDS

AMOUNT

TOTAL

.15

.02

7.404

3.55
.33

.83

19.50

25.00

90.45

83.81

{continued)p

0015y
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SouthemBell AHCOUHE NORDEF

A BELLSOUTH Compery Bl Date: Jan 19, 1991
& Page 3

P

17. Franchise Charges
18. Federal Tax S i
19. City Tax ' -
20. Fiorids Gross Recelpts Surcher
Subtotal
Southern Bell Current Charges

Messages

important Informstion

Regarding Your Inside Wire Msintensnce Service Plan
Thenk you for subscribing to Southern Bell's Service Plan.
Pursuant to this plan, Southern Bel! will maintain or repsir
sil single telephone wiring inside your residence or
business, exciuding demage caused by fire, scts of God, riots
scts of war, gross negligence, wiliful demage, vandailism, or
wire not meeting Southern Bell's technical standard or
installiation guidelines.
Southern Bell shalil not be lisbie for injuries to persons or
property srising out of the installstion, maintenance or
repair of Inside wiring nor shail Southern Bell be Ilable for
demage, Including Incidental or consequential, arising from a
customer's Inability to use such wiring.

Rates for inside wire maintenance msy be modified from time
to time without prior notice to the subscriber by Southern
Bell. Southern Bel! shell iInclude the modified charge In the
subscriber’'s monthiy phone blil and subscriber agrees to pay
the new charges. The termss of this sgreement shall remsin
effective until Socuthern Bell is notified by subscriber thsat
the sgreement is terminated. ’

FLDS

AMOUNT

TOTAL

4
.52
.97
.12

1.7%
186.01

cr 019528 (continued)p

n00iby

t
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-
i

11

12

.

- Ac t Numb
SouthemnBel Bill Oate:
Messages (continued)

Calil RightTouch® service, 1-800-826-6290, from 2 touch-tone

phone to restore, suspend, disconnect, order Custom Caliing
- Services, check biils or other services.

Please protect your sccess code: 0031.

Mespepment of Bopistod Charpes moy revsl i divesetinasece of srvice. The amount of
Buguinind Charges mey bo stuimed by Glliog eiher Seeshors Bali pomber.

cr 019528

B T T

Jan 19, 199 FLDS
Page 4
AMOUNT TOTAL

n0016:

f




1 Florida Department of

2 Agriculture & Consumer Services

3 The Capitol Puass Ressond To:
‘ Tallshassee Division of Consumer Services
S e tenin 323990810 ere Bubiting

: Tallahassee, FL 32399-0800
] February 13, 1991

g In Reply Refer To:

10 91-02-02496/LD

11

12

13

14 Dear

is Subjcét: Business Unknown

15:-' The Division of Consumer Services has received your complaint. Since additional
17 informatiom is needed before I can assist you, please send:

18

19 X The complete nmame and mailing address of the business or individual.

20

21 ____ Proof of purchase (a copy of front and back of cancelled check,
22 money order, credit card charge, receipt, or bill of sale).

ii ____ A copy of any bills received from the business.

;: — A copy of any repair estimate.

";: A c.opy of any letters written to or received from the business.
§3 —_ A copy of the advertisement in q;lcstion.

;; —_ A copy of the warranty. |

33

34 _X__ Other: Copy of the phone bill and ‘name of your long distence carrier.
35

36 Vhen the reguested materisl is received, I will continue vorking with your

37 complaint.

38

39 Sincerely,

£0 ;

41 BOE CRAWFORD

42 COMMISSIONER OF AGRICULTURE

43

&4 ‘ e
45 00016
46 (Mr.) Lark Daughtry

&7 Senior Consumer Complaint Analys®

48 904-488-2221/1-800-342-2176 (Florida only)
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10
11
12

13
14

15
16
17
18
19
20
22
22

23

- Address:

91-02-02496/LD

BUSINESS REPLY FORM

‘ Reference No.

Complaint of:

Complete Mame of Firm or Individual:

Telephone:

jame of President or Gemeral Manager:

Mame of Owmer: -

Mame, sddress, and telephone number of person to coatact for additional
information, if necessary:

Plesse state your position, giving action taken or planned:

Plsase return completed form to:

(sicnuurc)
Plorida Department of Agriculture
end Consumer Services

Division of Consumer Services (Ticle)
The Mayo Building
Tsllshassee, Florida 32301

(Datz)

70016:

4/86



2 Southem Bell
3
4 £.0. Bos 02-4000
5 QGeneral Ma!l Faciitty
Miami, Forida 33110
6 |\ February 1, 1991
N—
7
8
9
10 .
11 Dear
12 I have made several attempts to contact you to discuss your
13 cemplaint to the Florida Department of Agriculture & Consumer
14 Services. I will be glad to discuss the matter with you it
15 you will contact me by March Sth, 1991. I can ba reached at
16 452-9817.
17
18
19
20 sinceraly,
21
22 V . I . P b
23 vicki piazza
24 Assistant Manager
25 Customer Services

A BELLSOUTH Campery

700169




03. 05. .
3. 05. 91, ,05;07 PM

~TE- " KT T b0 IO

Nowm s W

10
12
13

PO2

91.02-02496/LD

BURINESS RRCLY FORN

—— 8. dmmasa

Couplaint ofs

Reference ¥e. M-493-91

' Gemplate Nems of Firm of gadividusls
Addross:

_____ Telephons!

AN PR

l-ldlmuntuuuulmn_____

N/A  (Residence)

P

L. E. Spradfin, General Manager

““mt.._-'.—_-——

gens, address, end selephene suaber of
faformation, il necassery

petson Lo centsct for sdditionsal

vick{ Piazza 305 492-9817

plosse atete yeuT posities, givisg

sctien takes OF planasd:

On Mh 5, 1991, Vicki Plazza, Assistant Hanagen, contacted

#_

Mo. Piazza agreed 2o adjust 900 and 97

6 calls on the November and December

H
530 bills. The total adjustment s fon $49

77.34 which includes Southean

o

Bell don $234.17, HCT fon $51.03, U.

S. Spadnt don $1117.96, ATST for $3402.69,

L

and Southean Bell Llate pay=ent charges fon $1

71.49. tas. Piazza issued the

adjustments for So. BeéLL, 'iC1, and U. S. Sonint. The ATET adfustrent was
P T e e

;imd 20 Dixie Cooley, Superviior

at ATST.

is satisgdled.

——-_-—

plscida Departament of Agriculture

700160



10
11
12
13
14
15
16

17
18

20
21

23
24
25
26

COMPLAINT INPUT SHEET

CUSTOMER'S NAME is

CASE. RO Inquiry

DATE RECVD. DATE CLOSED

AREA: (2) SE (SO: SE: NO: OT:)

TYPE: (1) R (R: B: P:)

AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) MDB

DOCA: (3) BWD (DAD:BND:PBC:CST:GNV:JAX:ORL:HFL:OTH)
CLASS (3) a76 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) Y (YES ONLY)

STATE APPEALS NO.: M-493-91

JUST: (1) (N - NO ONLY)

CAUSE CODE: (5) 100129 (SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTEER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTIOR SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYANCE CALLS DIR - DIRECTORY

HMKT - MARKETIRG 976 - DIAL 1T CALLS
OTH - OTHER CML - COMPLIMENTARY

MNT - Haintenance

H00167¢
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ONOVnEW

10
11

13
14

Southemn Bell

Special Assistance Bureau
668 N.W. 79th Averwue
Room 604
Miarmi, Forida 33126
(305) 2634816
March 11. 1991 1-800-321-4327

MEMORANDUM TO: Shirley Stokes
FROM: Pat Shields
RE: ) -

CASE NO. 1INQUIRY 44180 - I

Our investigation reveals the customer called on February 26. 1991.
to discuses the 976 calles billed on the February bill. The customer
wae advised the calls were to a number listed ae "The Happy Sitter”
and totaled $224.75.

The customer denied making the calls and explained the office is
closed for lunch at the times the calls were placed. The customer
questioned how the calls could be made within the same minute. We
advised the calls could be made within seconds in the same minute.
thus showing the same time. We agreed to adiust the calls as this
wae the first occurrence and offered the customer the block for
each line. A connection charge of $10.00 per line wae quoted. The
customer expressed dissatisfaction with the charge and the charge
was waived. The order to add the block was issued with a due date
of February 28.

On March 4. and March 5. Mre. Martha Ramos. Assistant Manager. left
messages for the customer to call regarding the appeal.

The customer called on March 5. and Mrs. Ramos explained that
Southern Bell bills the calls to different vendora. She further
advised that since he said the calls were not made from his office
the calls were adjusted. The customer said he felt Southern Bell
was intentionally billing it e customer s for 976 calls. so it can
bill them the $10.00 connection charge for the block. Mrs. Ramos
apologized for any misunderstanding and explained that it 1is
Southern Bell's policy to serve all customer’'s to their
satisfaction and to further demonstrate that attitude the block
charge had been waived.

The customer felt the matter had been resolved and expressed hise
satisfaction.

700163

A BELL SOUTH Compssvy



w N

o w &

11
12
13
14
15
16
17
18

19
20
21
22
23
24

25

CASE REFERRAL

psc CASE NowpEn,_ $4180-T TNOUIRR gpo case yuMBER b o240t
oxey 3@ rm? o0ttt LOGGED . CARD.

FROMCS pare®™® o BY OO 1BOSS\ __ FIELD DD____
CUSTOMER'S NAME  _

COMPLAINTANT,

ADDRESS._ APT. #

cITY TEL #

ggk'snf -

HE BELIEVES SB JUST BILLED HIS

OTHER NUMBERS .

ACCT FOR 976 CALLS SO THAT WE BILL A CHARGE TO PLACE A BLOCK.
BASED ON THE TIME PERIOD OF THE CATTS = 5> AALLS IN 2 MINUTES.
ALSO HIS WIFE ACCOUNT AT WORK AS BILLED FOR 976

CALLS.

JIM, A REP WITH SB, SAI NO CHARGE FOR BLOCK WILL BE BILLED AND
LATER WE AGREED TO ADJUST. CUST. STRONGLY BELIEVES WE
INTENTIONALLY BILLED FOR THOSE 976 CALLS.

“|

(©

N
REFD TO: TEL#
FAX # oM DATE TIME
REDIRECT TO FROM DATE )
TEL # FAX oM poc
INTERIM DATE DUE - - __ _PIELD DD ___ ~ -

mmmmu EOURS I¥ NO, REFERRED TO:

TEL NO DATE
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CASE REFERRAL
vac caEE WESEE AVAO-T VT gao CASE MUNEER P-AlASR
eaxgy sy amT  mel04S S -
rronSS___ pare2”t ouE By 33! 1Boss® __ yIELD nn‘_aj_‘]
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY. TEL #
cer # SNE area °°
COMPLAINT:

OTHER NUMBERS __ HE BELIEVES SB JUST BILLED HIS
ACCT FOR 976 CALLS 80 THAT WE“BILL A CHARGE TO PLACE A BLOCK.
BASED ON THE TIME PERIOD OF THE CALLS - 2 CALLS IN 2 MINUTES.
ncégs HIS WIFELACCOUNT AT WORK » WAS BILLED FOR 976

JIM, A REP WITH SB, SAIRNO CHARGE FOR“BLOCK WILL BE BILLED AND
LATER WE AGREED TO ADJUST.L, CUST . Y YTRONGLY BELIEVES WE
INTENTIONALLY BILLED FOR THOSE 976 CALLS.

gEFD To:_ L0 Qé.‘ ,Zma;ég g/-g s 283 ~RESE
oM égf/);nzj—‘/.— e/ /5 0/

FAX ¢

REDIRECT TO FROM DATE

TEL # FAX oM DOL/‘\DQJ )/5

INTERIM DATE DUE_____— FIELD DD '

CUSTOMER CONTACTED WITEIN 24 HOURS____IF NO, REFERRED TO!
TEL O paTE____

A AR
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FAX TO 308-264-1734 fggg?e,\,n L
/
"FOR4TARY
GENERAL N
NAME CASE NUMBER P514-91 _
TELEPHONE § ;_
ADDRESS
crTyY_ poc
1. COMPLAINT

Customer billed for 97¢ calls and feels Southern Bell
intenticnally bilils these calls in order to bill for the
block.

DATE RECVD_03=04=-93 TIME RECVD__21:07 am

2. OPERATIONS MANAGER ANSWERING COMPLAINT Helen Prieto ' ..
DISTRICT MANAGER ANSWERING COMPLAINT Helen Pristo

DEPARTMENT OR GROUP —Lustomer Services

3. FPROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR
CONTACT FRIOR TO THE APFEAL IN THE SPACE BELOW. INCLUDE ALL
TROUBLE REPORTS COVERING THE TIME FRAME OF THE APPEAL.

ADVISE SERVICE ORDER NUMBERS. JOB ORDER NUMBERS, APPLICATION
AND DUE DATES. DO NOT USE ACRONYMS .

On 03-26-91 customer called into the Business Office ‘
8172

LEEATTYD © HWOL+~ WVYEeEZ:EB0 18
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28

spoke to Jim Drury, Service Representative. He discussed 97¢
calls yillcd on his February 19, 1991 billed in the amount of
$224.75. Jim provided with the listings for such
calls. rollowing is a 1ist of calls billed:
1-Feb. 14, 11:34 AM -~ Happy Bitter 976-7487 =—- 29.95
3-Feb. 14, 11:34 AM =~ Happy Sitter $76-7487 —-= 29.95
(Billed on
3=Feb. 14, 11:35 AN =- Happy Sitter 976-7487 —-- 29.95 %
4=Feb. 14, 11:36 AM -- Happy Sitter 976-7487 =-- 29.95
(Billed on
S~Feb. 14, 11:35 AN -- Happy Sitter 976-7487 ~-- 29.95
6~Fab. 14, 11:36 AX ~- Riotti Com. 976-7877 --- 40.00
7-Feb. 14, 113136 AM -- RTI Conmm. 976-2223 --~ 35,00
(Billed on
- denied making those calls and explained that his
office was closed for lunch at that time and further asked
how calls could be made within the same minute.

Jin explained that calls could be made within seconds in the
sane nminute; thus showing the same time; but agreed to adjust
then; this being the first occurrence. He offered a
block gquoting him a coennection chnfqo ©f $10.00 per line.

¥When Gxpressed dissatisfaction for this charge, Jim
advised ' that he would waive the charge. CQH8T375

was issued to put the block on all his lines due dated
02-3.-’1 .

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL.
INCLUDE THE DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO

00017
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LEEBEATTYD © HWOL = mwez:eo 1
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CONTACTED THE CUSTOMER TO ACKNOWLEDGE THE RECEIPT OF THE
APPEAL. (SHOULD BE WITHIN 24 HOURS) . SBHOW FULL NAME OF

MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE CUSTOMER.
DO NOT USE ACRONYMS.

Martha Ramos, Assistant Manager, received the complaint and

called the customers’ business at 1:00 PM. He was not in and

left a message with

for + to return
her call.
A second call was made on March 5, 1991 at 10:55 AM,
was not in and another Dessage was left with

raeturned the call at 1:00 on March 5, 1991. At this

time Mrs. Ramos explained to that Southern Bell

bills these calls for different vendors and since he stated
that they had not been made from his office the calls had

been adjusted. told Mrs. Ramos he felt that

Scuthern Bell intenticnally bills its customers for 976 calls

8c that it can bill them the 10.00 connection charge for the

block. MNrs. Ramos explained to the customer Southern Bells

Policy to serve all its customers to their satisfaction, and

to further demonstrate it, the charge to add the block had

been waived. 4 expressed satisfaction and felt that

the matter had been resolved as well as explained to his
satisfaction. Mrs. Ramos closed the case.

8. INTERIM VYES NO_x__ DATE OF NEXT OR FINAL

N00174
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REPORT

7. ADJUSTMENT YES_X _ NO

NAME AND TITLE OF PERSON PREPARING ANSWER Martha Rapmos,
Assistant Manager

TELEPHONE NUMBER )0S-R83-2834

DAYS AND REASON FPOR ADJUSTMENT.

AMOUNT _$224.75

SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS

INVOLVED IN THIS COMPLAINT. PROVIDE THE NAME OF THE

OPERATIONS MANAGER OR DISTRICT MANAGER. THEIR FAX NUMBER AND

THE NAME OF THE MANAGEMENT PERSON NOTIFIED. IF YOU ARE

CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE PROVIDE THE

NAME OF THE OPERATIONS OR DISTRICT MANAGER AND THE NAME AND

TELEPHONE NUMBER OF THE PERSON ACCEPTING THE CASE.

OM\DM__

TEL. $

FAX §

TEL. §

se0d

LUBEATIYDS D WOL=~

Wv e
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. TITLE

ACCEPTED YIS No

9. 1IN YOUR OPINION, HAS THIS CUSTOMER JUSTIFIED IN PILING

THIS APPEAL? YES NO_X __ WHY?

The customer had called into the Business Office and spoken

to Jim Drury who had explained 976 call procedures and had

agreed to adjust them as well as waive the block connecticn
charge.

10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO
PREVENT FUTURE APPEALS OF THIS TYPE.
NONE

11. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS
CASE? BE SPECIrIC.

Had the Service Representative determined that the customer
was dissatisfied, further explanation or a turnover to an

Assistant Manager could have prevented this case.

n00175
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COMPLAINT

CUSTOMER S NAME:
CASE NO. 44180-1

DATE RECVD. 03-04-91
AREA: (2) 80
TYPE: (1) B (R

_Ll!!:

MGR.S INITIALS: (3

- ———— - -

(1) (YES

ADJ. AFTER: (1) (Y
STATE APPEALS NO: P-51
CAUSE CODE 300229
RSC - RES. SBVC. CENTER
RSC - PUB. SVC. CENTER
BIL - BILLING

TRA - TREATMENT ACTIVITY
CON - CONSTROCTION

OPS - OPERATOR SERVICES
ARC - ANNOYARCE CALLS
MET - MARKETING

OTH - OTHER

MNT - MAINTENARCE

INPUT SHEET

- - - - - R ———— A et

(B-305: F-407: P-904)

) HGP

-
- - ——— -

-—-—.&-————---—--—‘-—-—---—————-o—————

HDO - HELD ORDER

DEP - DEPOSITS

INS - INSTALLATIOR

SWT - SWITCHED SERVICES
COMP - COMPTROLLERS

DIR - DIRECTORY

876 - DIAL IT CALLS
CHML - COMPLIMENTARY

N0017v
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Southem Bell

Special Assistance Bureau
888 NW. TBth Averue ~
Room 604

Miami, Forida 33126

(305) 2634818

Marcn 2. 1991 - 1-800-321-4327

Memorandum to: Mike Dymek
From: Marie Forbes

Re:

Cage No. 44525-Inquiry

Our investigation reveals that on 3-6. the customer called our
office to question a 900 call on her bill. The customer stated that
her 8 year old child was home ill and made the call. We provided
the listing and agreed to adjust the call in the amount of $12.21.

On 3-6. Ms. Mary Spikes. Assistant Manager. contacted the customer
to acknowledge the appeal. Ms. Spikes explained that the central
office that serves her exchange is not equipped to provide blocks
for 976/900 calls.

The customer was not unhappy with Southern Bell. she just wanted to
express her dissatisfaction with the FCC allowing 976/900 calls
and the fact that small children can dial them. Ms. Spikes provided
the rame. address and phone number of the FCC at the customer £
request. Ms. Spikes further explained that many of theege calls go
into the long distance network when dialed even if the block were
available in her central office. There would be no guarantee that
it would block all calls. The customer accepted the explanation.

-

900177

ASELL SOUTH Compary



1 CASE REFERRAL

2 Psc case NuMBER__ 445251 TN Y a0 case nommer M533791
3 TAREN BY ™ tmr T  one 11015 1occpp X carp X
4 =MD  pyqg 36 pve BY_2"1%  1moss* wrmmp oo
5  LUD A vesaes -
6 COMPLAINTANT
7 ADDRESS APT. #
3 CITY_ : TEL # —_—
No
?0 %: .
11 SHE IS CONCERNED BECAUSE SB WON'T GIVE HER A BLOCK FOR 900
12 NUMBERS. SHE HAS SMALL CHILDREN IN THE HOUSE WHO ARE MAKING 900
13 CALLS AND WANTS THIS STOPPED.
(349
TEL#

oM DATE TIME

FROM DATE )
17 TEL # FAX oM poc
18 INTERIM DATE DUE - FIZLD DD
19 CUSTOMER CONTACTED WITHEIN 24 HOURS____ TP NO, REFERRED TO:
20 TEL rO DATE
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CASE REFERRAL

<50 taeE oAz, San-1 sao casE NUMBER M333791
oaxen sy ™ rer T roee 21%° roceEp X carp_*

rrom ™ pare_3"° pue By 313 1Boss X _wrmwp pp _%
COMPLAINTANT

ADDRESS o APT. #

crTY__ ' TEL #_ -
TER # AREA_NO

COMPLAINT: -

SHE IS CONCERNED BECAUSE SB WON'T GIVE HER A BLOCK FOR 900
NUMBERS. SHE HAS SMALL CHILDREN IN THE HOUSE WHO ARE MAKING 9500
CALLS AND WANTS THIS STOPPED.

REFD TO: _N.G~—e TEL# P - 350-2397
FAX # oM JOmMS DATE 3-L TmME ‘4K
REDIRECT TO FROM DATE )
TEL # FAX oM poc_JA Y
INTERTM DATE DUE - . _yTELD DD |
CUSTOMER CONTACTED WITHIN 24 HOURS____IF NO, REFERRED TO:

TEL HO DATE

Joycar HToe 000173
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FAX COMPLETED FORM TO 305-264-1734 CONp D
GENERAL Ar0 4
CASE NUMBER: M533-91  TEL. NO.

CITY: bOC|

1. COMPLAINT: SHE IS CONCERNED BECAUSE SOUTHERN BELL WILL NOT GIVE HE
A BLOCK FOR 900 CALLS. HAS SMALL CHILDREN IN THE HOUSE AND THEY ARE
MAKING THE CALLS. SHE WANTS A BLOCK.

DATE RECEIVED: 03/06/91 TIME RECEIVED: 11:45 AM

2. OPERATIONS MANAGER ANSWERTNG COMPLAINT: JUDITH M SAWYER

DISTRICT MANAGER ANSWERING COMPLAINT: JUDITH M SAWYER

DEPARTMENT AND GROUP: CUSTOMER SERVICES; JAX UNIT I
RO e oy L Rt o
TIME FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER
NUMBERS, APPLICATION AND DUE DATES. DO NOT USE ACRONYMS.
DATE OF INSTALLATION 09/77.
12/06/90 OTHER S8ERVICE PUT IN 904-272-4668 NNYKLY104
02/12/92 WANTED INFORMATION ON ADDITIONAL LINE.
03/06/91 CALLED IN TO QUESTION 900 CALL ON HER BILL. SHE
ACKNOWLEDGED HER EIGHT YEAR OLD WAS HOME SICK AND MADE THAT CALL. (THE
NUMBER DIALED WAS 1-900-568-3333 PANTASY.) OUR REPRESENTATIVE AGREED TO
ADJUST $12.21.

03/06/91 CUSTOMER CALLED THE PUBLIC SERVICE COMMISSION.

N00iby
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4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE THE

DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTOMER TO
EDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS). SHOW

NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE CUSTOMER.

DO NOT USE ACRONYMS.

ON 03/06/91 MARY F SPIKES, ASSISTANT MANAGER CALLED THE CUSTOMER AT

12:10P8 70 ACKNOWLEDGE THE COMPLAINT. S8HE EXPLAINED THE CENTRAL OFFICE IN

, 18 SERVED IS NOT EQUIPPED FOR 900-976 BLOCKS TO WORK.
1S NOT UNHAPPY WITH

WHICH
(SEE ATTACHED COPY OF PREMISE SCREEN.)
SOUTHERN BELL. SHE WISHES TO EXPRESS HER DISSATISFACTION WITH THE FCC
ALLOWING $00-976 CALLS AND THE FACT THAT SMALL CHILDREN CAN DIAL THEM.
¥RS. SPIKES GAVE [HE FCC WASHINGTON D.C. ADDRESS AND PHONE

NUMBER. MR SPIKES FURTHER EXPLAINED THAT MANY OF THESE 900 NUMBERS GO

INTO THE LONG DISTANCE NETWORK WHEN DIALED EVEN IF THE BLOCK WERE

AVAILABLE IN THE MIDDLEBURG OFFICE, WE COULD NOT GUARANTEE IT WOULD BLOCK

ALL CALLS. SHE UNDERSTOOD.

§. INTERIM: NO DATE OF NEXT OR FINAL REPORT: N/A
6. NAME AND TITLE OF PERSON PREPARING ANSWER: FAYE SPIKES - ASST MGR

TELEPHONE NUMBER: 904-350=3011
7. ADJUSTMENT: YES AMOUNT: $12.12
DAYS AND REASON FOR ADJUSTMENT. THE COST OF THE CALL INCLUDING TAX WAS
ADJUSTED ($132.12). THIS ADJUS

FOR FIRST-TIME 900-976 ADJUSTMENTS.

TMENT I8 IN ACCORDANCE WITH OUR INSTRUCTIONS
THE CUSTOMER COULD NOT HAVE A BLOCK

DUE TO OUR CENTRAL OFFICE RESTRICTION.

¢, SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN TEIS

. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT
MANAGER. THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON
NOTIFIED. IF YOU ARE CHARGING ANOTHER OPERATIONS ﬁl};ﬁﬁnmﬁ THE CASE

PROVIDE THE NAME OF THE OPERATIONS OR DISTRICT MAN
TELEPHONE NUMBER OF THE PERSON ACCEPTING THE CASE.

N/A ;
’ pRoPmETAR‘f
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9. 1IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?

NO? WHY?
¥O, THERE IS NOTHING THE REPRESENTATIVE NOR ASS
PREVENT THIS. THE CUSTOMER AGREED SHE WILL HAVE TO MONITOR HER CHILDREN

ISTANT MANAGER CAN DO TO

VERY CLOSELY.

10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
FUTURE APPEALS OF THIS TYPE.
N/A

. WHAT “COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS CASE? (BE
SPECIFIC.)

N/A THE CUSTOMER HAD NO DISPARAGING REMARKS ABOUT OUR REPRESENTATIVE

PLEASE MAKE SURE ALL INFORMATION REQUIRED IS PROVIDED, FAILURE TO PROVIDE
COMPLETE AND ACCURATE INFORMATION WILL RESULT IN A LATE CHARGE.

THIS FORM IS NOT FOR REPRODUCTION. PLEASE INPUT THIS
COMPUTER SYSTEM.

FORM INTO YOUR

204« sta11:%0 18 ‘11 "€0
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PROPRIETARY INFORMATION

INTERNAL ANALYSIS

DOC: JAX AREA NO DATE 3-12 CASE M-533-81 CLS 976

- ——— - - — - - ———— - - —— - -————— - —

TELEPHONE # CITY t

- — ——— - ——— - ———— ——————————————

OPERATIONS MANAGER: J. M. Sawyer

—-————---—-————--——-..——.——_—_.—..——-..—-...—_-..-—._—_-.-

ANALYSIS: The customer requested 976/800 block be added to her
line. This service is not available in her central office, which we
explained.

RECOMMENDATION: NORE

IR THE OPINION OF THE STATE APPEALS OFFICE WAS THE CUSTOMER

JUSTIFIED IN GOING TO THE PSC? NO

CUSTOMER COMMENTS: DATE SPOKE WITH: n/a
ACENOWLEDGED APPEAL WITHIN 24 HOURS YES x NO
REFERRED TO DATE COMMENTS (OVER)

- ————————— —— - - ——— -

900184
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COMPLAINT INPUT SHEET

CUSTOMER S NAME

CASE. NO 44525-Inquiry

DATE RECVD. DATE CLOSED

AREA: (2) NO (S0: SE: NO: OT:)

TYPE: (1) R (k: B: P:)

AREA CODE = TEL. NO. . (B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) JMS

DOCA: (3) JAX (DAD:BHD:PBC:CST:GNV:JAX:ORL:WFL:OTH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) Y (YES ONLY)

STATE APPEALS NO.: M-533-91

JUST: (1) (N - NO ONLY)

CAUSE CODE: (5) 300127 (SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER ' BSC - BUS. SVC. CENTER
PSC-~ PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYANCE CALLS DIR - DIRECTORY

MKT - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MNT - Maintenance

n00189
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Southern Bell

Specal Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miamu. Flonda 33126
% (305) 2634816
March 14. 1991 1-800-321-4327

Memorandum to: Mike Dymek
From: Harie Forbes

Case No. 44801-P

Our investigation reveals that on 3-7. the customer called our
office regarding approximately $103.00 worth of 900 calls on her
bill. The customer denied all knowledge of the calls. She said that
she is elderly, lives alone and is on a fixed income. She said that
she did not make the calls and cannot afford to pay for them. We
explained the accuracy of toll billing and that these types of
calls are only direct dial eligible.

The customer still denied all knowledge and we offered to adjust
the calls and add the block to her line. We quoted the $10.00
charge to add the block and the customer refused. She said that she
could not afford anything extra on her bill. We assured the
customer that we were removing the calls and not to worry. We again
asked the customer if she wanted to add the block and she said yes
and hung up.

On 3-8, Mr. Jeff Cushing, Assistant Manager. contacted the customer
to acknowledge the appeal. Mr. Cushing assured the customer that ve
had adjusted the charges for the calls and explained that we also
waived the charge to add the block to her 1line. Mr. Cushing
apologized for any misunderstanding and provided hie name and
number for the customer to call him direct if she has any future
problems.

ABELL SOUTH Company 000180
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CASE REFERRAL /=
PSC CASE NUMBER_ 44801-P SAO CASE NUMBER P-562-91
TAKEN BYMW TEIT TIMEL0:30  LOGGEIX
FROMMD DATE3-8 DUE BY 3-15 IBOSSX FIEZLD DD 3// j

—

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT.#

CITY S TEL # P
CBR # AREANO
COMPLRINT:

WAS BILLED $103 FOR 30-900 CALLS TO A HAIR STYLIST. SHE 1S
ELDERLY, LIVES ALONE AND DAK. WE SAID WILL ONLY ADJUST IF SHE
PAYS $10 FOR THE BLOCKa. OTHERWISE WILL DISCONNECT IF SHE DOES

NOT PAY FOR THEM.
yq j-"'af?.- -

s I &
Tl Wiraorny

- 0’ Q’ét £ asdle -

v o
YA\
0”\ ] 4 e .
Pt

REFD m:__\.ﬁm% _ TEL 9’)‘/-—-\3@-&393
FAX # = @&m_ﬁ@é“:—
FROM DATE )

REDIRECT TO,

o s o~ oo UIED

INTERI¥- DATE DUE ¥IELD DD

CUSTOMER CONTACTED WITEIN 24 no::ltlﬂ(h ¥O, REPERRED TO:
TEL MO DATE

3.1/
00018?




1 03.11.91 01:36 FM PO1

2 GENERAL
3NAME __CASE NUMBER P562-931 __TEL. NO
4ADDRESS
SCITY y — DOC 03/08/9) SFEM

61. COMPLAINT: WAS BILLED $10.00 CONNECTION CHARGE POR ADDING CPEX4 900

7  BLOCK.

8DATE RECVD MARCH 8, 1991 TIME RECVD 11115 AN
932. OPERATIONS MANAGER ANSWERING COMPLAINT JUDITH SAWYER
1 @ISTRICT MANAGER ANSWERING COMPLAINT JUDITH BAWYER

1 IDEPARTMENT OR GROUP GAINESVILLE RSC .

123, PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR TO THE
1APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS COVERING THE TIME FRAME
140F THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER NUMBERS, APPLICATION

1SAND DUE DATES. NO NOT USE ACRONYMS.
i CALLED IN 03/07/91 CONCERNED ABOUT $103.00 OF (900) CALLS ON HER

17BILL. ' DENIED ALL KNOWLEDGE. THE CUSTOMER STATES THAT BHE IS ELDERLY,

18LIVES ALONE AND IS ON A FIXED INCOME. SHE STATED THAT SHE DID NOT MAKE THE
PAT GROCE, SERVICE REPRESENTATIVE,

19CALLS AND SHE CAN’T AFFORD THEM ON HER BILL.
20GAINESVILLE RSSC, EXPLAINED THE ACCURACY OF TOLL BILLING EQUIPMENT AND THAT

21THESE TYPES OF CALLS ARE ONLY DIRECT DIAL ‘ELIGIBLE.

22 JENIED KNOWLEDGE OF THE CALLS. PAT GROCE OFFERED TO ADJUST THE 900

23CALLS AND OFFERED TO ADD THE CREX4, 900 TOLL RESTRICTION, TO HER LINE. MS.

24 CROCE EXPLAINED THAT THERE IS A $10.00 CHARGE ASSOCIATED WITH THE 900 BLOCK
25 FEATURE. REFUSED TO PAY $10.00 TO ADD THE BLOCK. SHE STATED THAT
26 SHE COULD NOT AFFORD ANYTHING EXTRA ON HER BILL, NOT THE 900 CALLS OR TRE

27 $10.00 CHARGE. MS. GROCE EXPLAINED THE TOLLS ARE ADJUSTED AND NOT TO WORRY
28 ABOUT THEM. MS. GROCE ASKED THE CUSTOMER, WHO WAS VERY UPSET, IF BHE WANTED

29 TO PLAC!-'.'I'.'I'IE BLOCK ON OR NOT. THE CUSTOMER REPLIED YES AND HUNG UP.

100183
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2 4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE THE DATE
3 AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTOMER TO ACKNOW-

4 LEDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS). SHOW FULL KAME
5 OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE CUSTOMER. DO NOT USE

6 ACRONYMS.

7 JEFF CUSHING, ASSISTANT MANAGER, GAINESVILLE R§SC, 03/08/91 SPOKE WITH Ms.

3 GROCE ABOUT THE CONTACT. MS. GROCE EXPLAINED HOW UPSET 3ECAME ABOUT

) THE $10.00 CHARGE AND HER DEPENDENCE ON A FPIXED INCOME. I INSTRUCTED MS. GROCE
1070 WAIVE THE $10.00 CHARGE POR ADDING THE CREX4, 900 TOLL BLOCK, AND THEN I

11 PROCEEDED TO CALL THE CUSTOMER. 03/08/91 12100 PM SPOKE WITH VERIFIEL
| 2THAT WE HAVE ADJUSTED THE TOLLS AND ASSURED HER THE $10.00 CHARGE WOULD NOT

| 3APPEAR ON MER BILL. EXPLAINED OUR NORMAL CHARGES FOR SERVICE ORDER WORK AND
{4ONCE AGAIN EXPLAINED WE WOULD NOT CHARGE HER THIS TIME FOR THE BLOCK ADDITION.
1 STHANKED THE CUSTOMER FOR HER EXCELLENT ACCOUNT RECORD, APOLOGIZED FOR ANY

1 6MISUNDERSTANDING AND GAVE MY DIRECT TELEPHONE NUMBER 336-5702.

176. INTERIM = YES ___ NO _X DATE OF NEXT OR FINAL REPORT

186. NAME AND TITLE OF PERSON PREPARING ANSWER JEFF CUSHING, ASST. MANAGER
19 TELEPHONE NUMBER $04 336-5702

707. ADJUSTMENT - YES _X NO ___ AMOUNT $10,00 # DAYS & REASON FOR ADJUSTMENT
21 —t0 _SATISEY CUSTOMER

»28. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN

23THIS COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT
24MANAGER, THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON NOTIFIED.

251F YOU ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME
260F THE OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE NUMBER OF THE
27PERSON ACCEPTING THE CASE.

26 OM/DM _JUDY SAWYER  TELEPHONE (904) 180-2223

29 FAX ()
30 NAME TELEPHONE ( )
31 TITLE ACCEPTED YES O

329. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN PILING THIS APPEAL?
33¥ES ___ MO _X_WHY?

34 CONTACT PERSONNEL HANDLED THE CALL PROPERLY DISCLOSING ALL ACTIONS AND CHARGES.
35THE CUSTOMER BECAME UPSET AND HUNG UP BEFORE THE CONTACT PERSONNEL COULD
36NEGOTIATE A SPECIAL CIRCUMSTANCE.

3%6 02 000183



03. 11. 91 Ul1:30 rm

10, WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT FUTURE
APPEALS OF THIS TYPE.

WONE

11. WHAT “COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS CABE? (BE
SPECIFIC)
WAIVING THE CHARGE FOR THIS CUSTOMER CONSIDERING MER CIRCUMSTANCES.

PG 03L
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PROPRIETARY INFORMATION

INTERNAL ANALYSIS

DOC: WFL AREA NO DATE 3-14 CASE P-562-81 CLS 876

- - - - - — - — - ——— - ———— - - -

OPERATIONS MANAGER: J. M. Sawyer

ANALYSIS: The customer DAK'D $103.00 worth of 900 calls. We
agreed to adjust and offered block and quoted the charge. Customer
said she could not afford. We adjusted the calls in question and
subsequently we waived the charge to add the block.

RECOMMENDATION: NONE, practice followed.

IN THE OPINION OF THE STATE APPEALS OFFICE WAS THE CUSTOMER

JUSTIFIED IN GOING TO THE PSC? NO

CUSTOMER COMMENTS: DATE SPOKE WITH: N/A
ACKNOWLEDGED APPEAL WITHIN 24 HOURS YES NO
REFERRED TO DATE COMMENTS (OVER)

- — - - —— - ——
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CASE REFERRAL

PSC CASE NUMBER 44801-P

FROM__MD DATE 3-8 DUE BY__ 3-15

SAO CASE NUMBER__ P-562-91

TAKEN BY MW TEL T TIME 10:30 LOGGED_X CARD X

IBOSS X TFIELD DD

CUSTOMER'S NAME__ s

COMPLAINTANT

ADDRESS ,
_ ,

CER # AREA NO

COMPLAINT:

WAS BILLED $103 FOR 30-900 CALLS TO A HAIR STYLIST.

SHE IS

ELDERLY, LIVES ALONE AND DAK. WE SAID WILL ONLY ADJUST IF SHE
PAYS $10 FOR THE BLOCK. OTHERWISE WILL DISCONNECT IF SHE DOES

NOT PAY FOR THEM.

-

REFD TO: TEL#

FAX ¢ oM DATE TIME

REDIRECT TO FROM DATE )

TEL # FAX oM poc

INTERIM- DATE DUE FIZLD DD

CUSTOMER CONTACTED WITEIN 24 HOURS_____ IF NO, REFERRED TO:
TEL MO DATE




COMPLAINT INPUT SHEET

CUSTOMER"S NAME

- - e S S bt

CASE. NO 44801-P
DATE RECVD. DATE CLOSED

. AREA: (2) ... . RO . (S0: SE: NO: OT:)
TYPE: (1) R (R: B;: P:)
AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1) (YES ONLY)
OPER. MGR.S INITIALS: (3) JMS
DOCA: (3) WFL (DAD:BWD:PBC:CST:GNV:JAX: ORL:WFL:OTH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)
ADJ. AFTER: (1) Y (YES ONLY)
STATE APFEALS NO.: P-562-91
JOUOST: (1) (N - NO ONLY)
CAUSE CODE: (5) 1C0129 (SEE CAUSE CODE LIST)
RSC~ RES SVC.CENTER ' BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER
BIL - BILLING DEP - DEPOSITS
TRA - TREATMENT ACTIVITY INS - INSTALLATION
CON - CONSTRUCTION : SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYANCE CALLS DIR - DIRECTORY
MEKT - MARKETIRG 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MNT - Maintenance . I

200199
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Souther Bell

Special Assistance Bureau
866 N.W. 78th Avenue
Room 604

Miami, Florida 33126
(305) 2634816

April 1. 19891 1-800-321-4327

Memorandum to: EKathy Brown
From: Marie Forbes

Re:

Case No. 48123-P
This is with final reference to our interim response of 3-25.

On 4-1. Ms. Cathy Griffin, Assistant Manager. contacted the
customer at her work number to verify that she had received he
refund check. The customer confirmed that she had received the
check. Ms. Griffin apologized for the inconvenience and the
customer was satisfied.

ABELL SOUTH Compery 000194
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Southemn Bell

Specal Assistance Bureau
668 N.W. 79th Avenue
Room 604
Miami, Florida 33126
(305) 2634818
Marcn ZE. 1921 1-800-321-4327

HMemorandum to: Kathy Brown
From: Marie Forbes

Re:

Case No. 46123-P

Qur investigation reveals that on 1-28. the customer called our
office and placed a disconnect order on her service via the
Righttouch system. The order was due dated 1-29 and completed on
the due date. The final bill was dated 2-16 and rendered in the
amount of $109.89 credit and mailed to the customer’s service
address. since she did not provide any other address.

On 2-25. the customer contacted our office to change the billing
address to At that time. there are no
notations that she questioned her refund.

On 3-12. the customer called and questioned her refund check. The
account is not noted what we discussed with the customer. Un 3-18,
the customer called again in reference to the refund check and was
advised that the check had been processed on 2-22 and she should
receive it by the end of thea month.

On 3-18. z called on behalf of his sister.

We explainea that the check was issued on 3-1 and mailecd to the
service address rather than the address given by Ms. fernandez on
2-25. We also explained that the refund was still outstanding and
we could check further to find out if there was any further
information on it. The customer refused and requested to speak to
a supervisor.

The customer then spoke with Ms. Cathy Griffin. Assistant Manager.
The customer regquested to come to our office and pick up the check.
Ms. Griffin requested that he allow her to check with our treasury
department for the most current status of the refund. Due to the
fact that .he refund had been mailed to the former address. Ms.
Griffin felt that it may have been returned by the Post Office.

ABELL SOUTH Compeny 000193



The customer assured Ms. Griffin that he had submitted a change of
address to the Post Office and therefore the refund would have been
forwarded and received. ls. Griffin explained that sometimes the
checks are still returned and she wanted to check further. The
customer agreed to call back by 5 PM that day.

Me. Griffin checked with our accounting office and was advised that
there were returned drafts and they would check through then and
call her back.

While Ms. Griffin was out of the office come to our
office to pick up her check. She demanded to speak to Ms. Griffin
and since she was not available the customer spoke with Ms. Isela
Rodriguez. Ms. Rodriguez agreed to check with ls. Griffin and the
accounting office and call the customer before 5 PM that day.

Upon receipt of the appeal. Ms. Griffin contacted the customer to
acknowledge the appeal. The customer advised Ms. Griffin that she
was fed up with waiting for the refund. Ms. Griffin offered to have
the original draft canceled and the customer could pick up the cash
in one of our teller locations.

The customer originally agreed to this and then recontacted Ms.
Griffin to advise her that because she was so busy at work she
would be unable to pick up the cash. It was agreed upon by .

and Ms. Griffin to have the refund reissued with the
current address and mailed out no later than 3-26. Ms. Griffin
also agreed to follow up on the receipt of the check by calling the
customer on 3-29.

A final response will follow by 4-5.

n0019o
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CASE REFERRAL !

PSC CASE NUMBER _46123-P SAO CASE NUMBER /“/ ‘Gé/ ~ ?/
oakeNy By P2 TELT  rrMe 2:00PM 1occEp X W
rroM KB DATE 03-19-91 pyg gy 0326-91 1poss  yrewp DD___
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS_ APT. #
c:mr_m ‘ TEL #
CBR # AREA SO
COMPLAINT:

CUSTOMER WPOKE MRS. WILLIAM. SERVICE DISCONNECTED IN JANUARY.
RECEIVED FB WITH A CREDIT OF $101.89. SO. BELL KEEPS PROMISING.
TOLD CHECK WAS ISSUED 2/22.

REFD TO: TEL#

FAX # OM DATE TIME

REDIRECT TO FROM DATE

TEL ¢ FAX OM DOC

INTERIM DATE DUE ,é'/{ FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS______IF NO, REFERRED TO:
TEL NO DATE

00019
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@ue on Jaruary 29th and completad that day.

FAX COMPLETED FORM TO 305~264-1734

1.f
gt
CASE NUMBER M-611-91 TEL NO.

i |
-

1. m'wwvmn.m.uum. Har suxvice wvas
discormected in Jaumry. he received her final bill showing a cxedit of
$101.89. Scutham Ball keeps promising refund. Told chack was issued

DRTE RECVD March 19, 199)1 TIME RECVD 3110 p.m.

3. OPERATIONE MANAGER ANSWERING COMPIAINT ~ Don Bednar
DEFARDMENT OR GROUP - Miami CSSC, Independent Unit

3. PROVIIE A CHRONOLOGICAL MARRATIVE OF ALL ACTIONS GR CONTACT PRICR TO THE
APFEAL IN THE SPACE BEICW. INCIUDE ALL TROUBLE REFCRTS COVERDNG THE TIME FRAME

OF THE APPEAL. ADVISE SERVICE CRDER NUMEERS, JOB ORIER MUMEERS, APPLICATIONS
AD DUE DATES, DO NOT USE ACRONYMS,

disconnected her Residence Service located at
' en Jamary 26th via our Right Touch Service. The crder was
. £inal bill, dated

% 01 300193
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Pebruary 16th, in the mto!tmx.naﬁit,mnudtoﬁnqm's
sexvice address.

on Pebrusry 325th, . contacted the Business Office to change the
billing eddrems on her acoount to At that tine, she
spoke with Mas Fhillips, Sexrvice Representative. There ware no notations by
Ms. Fhillips that gueetionsd her refund.

on March 13th, recontactad the Businass Office and spoke with
lourdes Berrics, Sarvice Representative. The notations en her account indicate
that & questioned her refurd check and that Ms. Barrice explained.

The accomt doss not, however, indicate what was explained to

Cn March 18th again called the Business Office in refexence to
her refund check. She was advised by Lori Talbott, Collection Representative,
that her check wes procassed on Februazry 22nd and that she should receive it
by the end of March.

Gn March 19th, : contactad the Business Office on behalf of
his sister, He spoks with Faula Mae Williams, SBervice Representative,
who advised the refind was issued on March 1st and and majled to
the saxvice address ruther than the address given to us by -

February 2aSth. @he also stated the refund was still cutstanding and sh> could

chack furthar with our Treasury Department in Atlanta to find cut if there wes
my fother information en it. refused and reguestsd to speak
with a mpervisor. Ms. Williams then had speak with Cathy

% 02 100199
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Grifein, Assistant MNaneger. . recuasted to come to our location to
pick up the chack. Mrs. Griffin requestad that he allow her to check with the
Treasure Department en the most aurrent status of the refund. Dus to the fact
that tie refid was mailed to the previcus locsticn, she felt it may have been
zethurmed by the Fost Office.

assured Mrs. Griffin a change of adiress was sumitted to the
Fost Office and tharefore the refimd would have besn received. &he explained
to him that to him that on scme occoasicns the chacks are still returned ard she
would like to chack SOurther. agread to call back by 5:00 p.nm.
that day. Mrs. Griffin then contactad the Treasury Departzent and was advised
by Janice that thare were retirmad drafts that needsd to be handled and that
she would check through them and call Mrs. Griffin back.

¥hile Mrs. Griffin was out of the office perscnally came
to the buiiding at 666 N. W. 79 Avarue, Miani, to pick up her check. She was
copected by the Security Guard to Linda Rivera, Sexvice Representative,
loceted in Browaxd. She demanded to spsak with Mrs. Griffin and because she
was not in the office ancther Assistant Manager, Mrs. Isela Rodriguez, spoke to

Mrs. Rodriguez agreed to check with Mrs. Griffin and Treasure
and get back with har before 5:00 p.m. that day. Bsfore left the
bullding she stopped en amployes, R. Ulloa, from Comptrollers, to try and
help. e called the Business Office and referred the raquest to Kathy Locks,

Gollection Representative, who attempted to reach the custamer but was unable
to do so. '

=ne 50020V
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4. SROVIIE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APFEAL. INCIITE THE
DME AND FUIZL OME OF THE MUGGRMENT PERSQN WHO CONTACTED THE CUSTOMER TO
ACRUMIEDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HXURS). SIOW FULL
NAME OF MAGGEMENT PERSCH CZOSING OUT THE APPEAL WITH THE CUSTOMER. DO NOT USE

Aftsr tha PSC Complaint was received Mrs. Cathy Griffin contactad the

-1 - ghe aske shy she had not given her a chance to call
her back after attampting ¢o receive mre infarmation from our Treamure
Departaent. 2id she vas just fed up. Mrs. Griffin offered to

have the eriginal refund cancalled and she could pick up the cash in one of our
Teller Jecmtions. The custamer criginally sgresd to this and then recantacted
. Griffin to advise har that becauss she was 80 busy at work she would be
umble to pick Wwp the cash. It was agreed upon by and Mrs.
Grifein to thMﬂmmmmmmmm
later than Tuasday,’ Agwil'26th. Mre. Griffin also agreed to follov up an the
receipt of the check by calling an March 2sth.

All pepsr work was faved to Treamnxy on March 22rd, attention Ruby Elder,
mwummmtomcd-.

5. INIIRIM - YES ¥ NO _ DATE OF NEXT CR FINAL REFCRT April 1, 1991

6. NAME AND TITLE OF PERSCN PREPARING ANSWER Cathy Griffin, Asst. Mgr.
ISLERCNE NUOMBER (305) 263-5148

.

G 04 000201
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7. ADJUSTMENT - Y2S _ NOX AMUNT _____  DAYS AND REASON FOR ADJUSTMENT

8. SBND A COPY OF THIS MASK TO ALL OTMER DEPARIMENTS INVOINVED IN THIS
COMPIAINT. FROVIIE THE MNAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
GETR FAX MBMEER AND THE NAME OF THE MANAGEMENT PERSCN NOTIFIED. IF YOU ARE
GORCING ANOTHER OPERATIONS MANAGER WITH THIS CASE, PROVIDE THE NAME OF THE
CFERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEFHONE NUMEER OF THE PERSON
ACCEPTING THE CASE.

TELZFNE ()
M m( )
HRME TELEFHNE ()
TITIE ACCEPTED YES NO

9. IN YOUR OPINION, WAS THIS CUBTOMER JUSTIFIED IN FILING THIS APPEAL?

¥Es . NOX W7 z contactsd the PSC prior to allowing either
Mrs. Rodriguez or Ms. Griffin to contact her with the most updatad infermation
from the Treasive Department.

10. WAT CORRECTIVE ACTION HAS EEEN TAXEN (IF APFROPRIATE) TO PREVENT FUTURE
APPENLS OF THIS TYPE?

Sszvice Representatives have besn recovered on time intervals for drafts and to

cxxzect acosseing procedares for TDS (Treasure Information Mechanized
SyEtacs} .

¥G 0 00020.



1. WEIAT “COUNT ON ME® APPROACH WOULD HAVE PREVENTED THIS CASE. BE SPECITIC.

wmummwmmmu&mmuﬂam
custemer. But most of all "Do It Right The Firet Time.

FIEASE MAKE SURE ALL INFORMATION REQUIRED IS PROVIDED, FAILURE TO PROVIDE
COMPLETE AND ACCURME INFORMATION WILL RESULT IN A IATE CHARGE.

THIS FORM IB NOT FOR REFRODUCTION. FLEASE INFUT THIS FORM INIO YOUR COMFUTER
SYSTEM.
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FAX COMPLETED FORN TO 305-264-1734

2 CASE NUMEER M-611-91 TEL NO. 270-8297

:..mmwwvmum.unm. Her sexvice was
discaywctad in Jamary. She received har ginal bill showing a credit of
$101.89, Southern Ball kesps promising refurd. Told chack wes lssued
Pebruary 22nd. Doss not have.

DATE RECVD Mmxch 19, 1991 TIME RECVD 2:10 p.m.

2. OPERATIONS MANAGER ANSWERING COMPIAINT = Don Bednar

DISTRICT MANAGER ANSWERING CCMPLAINT
DEPARIMENT OR GROUP - Miami CSSC, Indepsndent Unit

3. FPROVIIE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS CR CONTACT PRICR TO THE
APPEAL IN THE SPACE EEIOW. YNCIUDE ALL TROUBLE REFCRTS COVERING THE TIME FRAME
OF THE APPEAL. ADVISE SERVICE CRUER NUMEERS, JOB ORCER NUMEERS, AFFLICATIONS
AND TUE DATES. DO NOT USE ACRONYMS.

discomectsd her Residence Service located at

on January 28th via aur Right Touch Saxrvice. The crder ves

dus on Jaruary 29th and completad that day. £inal bill, dated
000204

¥ 0l
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Pekzuary 16th, in the m:totnm.oeavdit,mnuadwﬂum's
sezvice address.

on February 25th, 2 contacted the Business Office to change the

billing adiruss on her acoount to At that time, she
spoke with Mae Fhillips, Servics Representative. Thare were no notations by
Ms. Fhillips that Questionsd her refund.

On March 13th, . recontacted the Business Office and spoke with
toxdes Berrics, Servics Representative. Tha notations on her account indicate
that : questicned her refund check and that Ms. Barrics explainad.

The accant doss not, however, indicats what was exgplained to

on March 18th again called the Business Office in reference to
har refund check. &he was advised by Lori Talbott, Collection Represantative,
that her check was processed on February 22nd and that she should recsive it
by the end of Maxch.

tn Maxch 19th, xrtacted the Businass Office on behalf of
his sistsr, He spoks with Paula Mae Williams, Service Representative,
whe advised the refund was issued on March 1st and mailed to the
swxvice address rather than the address given to us by on

February 35th. &he also statad the refund was still cutstanding and she could

check futher with cur Tressury Dspartment in Atlanta to f£ind cut if there was
ay further information on it. wfused and requested to speak
with a syperviscr. Ms. Willisms then had speak with Cathy

¥ 03 n00203
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@riffin, Assistant Manager. requestad to came to our location to
pick w the check. Mrs. Griffin requested that he allcw har to check with the
Treagry ODspartment on the most oanxrtent status of the refund. Dus to the fact
that the refund was mailed to the previcus locaticn, she felt it may have been
setuznad by the Fost Offics.

asgxed Mrs. Griffin a change of address was submitted to the
Fost Office and therefore the refund would have besn received. Ehe explained
to hin that on scme cooasions the checks are still retirmad and she would like
to check fxther. agresd to a call back by 5:00 p.m. that day.
Mrs, Griffin then omntactad the Treasury Department and was advised by Janice
that thare ware returmed drafts that needad to be handled and that she would
check through them and call Mrs. Griffin back.

Wile Mrs. Griffin was out of the office, persanally cams
to the huilding at 666 N. W. 79 Averne, Miami, to pick up her chack. She was
comected by the Seaurity Guard to lLinda Rivera, Service Representative,
located in Browaxd. fhe demanded to speak with Mrs. Griffin and because she
was not in the office ancther Assistant Manager, Mrs. Isela Redriguez, spoke to

. Mrs. Redriguez agresd to check with Mrs. Griffin and Treasury
and get back with her before 5:00 p.m. that day. Bafore : left the
bullding she stopped an employes, R. Ullos, from Comptrollers, to try and
halp. nmmmmmmmmmmmmm,

Collection Representative, who sttempted to reach the custcmer but was unable
to do so. '

%6 03 000200
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Aftsr the ¥SC Omplaint was received Mre., Cathy Griffin contacted the

castomer. fhe asksd why she had not given hexr a chance to call
her back aftsr attampting ¢o receive more information from our Treasury
Dspartment. said she was just fed up. Mrs. Griffin offered to

have the original refind cancelled and she could pick up the cash in ane of our
Taller locations. The customer originally agreed to this and then recontactsd
Mrs. Griffin to advise her that because she wvas so busy at work she would be
uwble to pick up the oash. Tt was agresd upon by . and Mrs.
Grifftin to have the refund reissued with the curent address and mailed cut no
later than Tuesday, April 26th. Mrs. Griffin alsoc agresd to follow up on the
recaipt of the check by calling - on March 29th.

All pepar work was faxed ¢o Treasuy on March 22nd, attention Riby Elder,
advising expadite nesded to respand to PSC Case.

5. DMIRIM-YES X NO_ DATE OF NEXT CR FINAL REFORT April 1, 1991

6. NAME AD TITIE OF PERSCON FREPARING ANSWER Cathy Griffin, Asst. Mgr.
TEIEPHONE NUMBEER (305) 263-3148

000207
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9. ADJUSDMENT - YES _ NOX AGUNT _____ § DAYS AND REASON FCR ADJUSIMENT

a.mamcmmnmmmmmm
COMPLAINT . SROVIIE THE JAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
THETR ¥AX MMEZR AND 'HE NMAME OF THE MANAGEMENT PERSON NOTIFIED. IF YOU ARE
CGORGING ANUIHER COPFERATIONS MAGGER WITH THIS CASE, PROVILE THE NAME OF THE
OFERATIONE R DISTRICT MANAGER AND THE NAME AND TELEPHONE NUMEER OF THE PERSON
ACCEPTING THE CASE.

TELEFHNE ( )

Qo m( )

RAME TELERONE ()

TITIE ACCEPTED YES NO

9. IN YOUR OPINTON, WAS THIS CUSTCMER JUSTIFIED IN FILING THIS APPEAL?
YES . NOX W2 contacted the PSC pricr to allowing either
Mrs. Rodrigusz or Ms. Griffin to contact har with the most uypdatad information
fron the Treasyy Department.

10, EIAT CORRECTIVE ACTICN HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT FUIURE
AFFENLS OF THIS TYPE?

Smxvice Representatives have besn Tecovered on time intervals for drafts and

the coerect accessing procadures for TDMS (Treasxy Infarmation Mechanized
Byvtamus) .

G o5 000203



11, VAT “COUNT ON ME" APFROACH WOULD HAVE PREVENTED THIS CASE. BEE SPECIFIC.

Qetcoar PFirst and Raspect for thse Individual with each contact with the
cawstomy. But most of all "Do It Right T™he First Time.

PIEASE JOJE SURE ALL INFORMATION REQUIRED IS FROVIDED, FAILLRE TO FROVIDE
COMPLETE AND ACCURATE INFORMATTON WILL RESULT IN A IATE CHARGE.

TS FOR( IS5 NOT FOR RESROCIGTION. PLEASE DNFUT THIS FORM INTO YOUR CCMFUTER
e At

1002049
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February 22nd. Doss not have.

DATE RECVD March 19, 1991 TIME RECVD 2:10 p.m.

2. OPERATIONS MANAGER ANSWERING COMPLAINT ~ Don Bednar
DISTRICT MANAGER ANSWERING COMPLAINT
DEPARDMENT CR GROUP ~ Miami CSSC, Independent Unit

4. FROVIIE A FARRATIVE OF ALL ACTION TAXEN AFTER THE APPEAL. INCIITE THE
DATE AD FULL KAME OF THE MADGEMENT PERSON WHD CONTACTED THE CUSTOMER TO
ACRIWUDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 MOURS). SHOW FULL

BNE OF MANAGEMENT PERSON CLOSING CUT THE AFPEAL WITH THE CUSTCMER. DO NOT USE
ACRONYMS .

On April st at 8138 a.m. Mre. Griffin recontacted ., &t her work
nuber. sdvised Mrs. Griffin that she had received the check on
March 28th and was completaly satisfied.

_— | 0002iv



8. INTERIM - YES _ 30 X DATE OF NEXT R FINAL RERCRT

6. JAME AND TITIE OF PERSON FREPARING ANSWER Cathy Griffin, Asst. Mgr.
TELEFHONE NUMBER (305) 263-3148

FLEASE MAKE SURE ALL INFORMATION REQUIRED IS PROVIDED, FAILURE 70 PROVILE
COMPLETE AND ACCURATE INFORMATION WILL RESULT IN A IATE CHARGE.

THIS FORM IS NOT KR REPROCUCTION. PLEASE INFUT THIS FORM INTO YOUR COMPUTER
SYSTEM.

00021:
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PROPRIETARY INFORMATION
INTERNAL ANALYSIS

DOC: DAD AREA SO DATE 4-1 CASE M-661-81 CLS BIL

- - - - - - - ————— - —————— - — - -

CUSTOMER S NAME:

———————————— P ———————— el

————— ——— — ——— ——— T —————— — — —————— —— —

ANALYSIS: Appesl received 3-19. The customer complained that she
disconnected her service in January and still had not received her
final bill refund check. The check was sent to the service address
because the customer did not provide a subsequent address until
after the check had been mailed. The customer received her check on
4-1, after the check was reissued.

RECOMMENDATION: None,

IN THE OPINION OF THE STATE APPEALS OFFICE WAS THE CUSTOMER
JUSTIFIED IN GOING TO THE PSC? YES

CUSTOMER COMMENTS: DATE SPOKE WITH: x
AG!ROHLEDGED APPEAL WITHIN 24 HOURS YES NO

* DA

000212
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20
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22
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CASE REFERRAL

PSC CASE NUMBER 46123-P SAO CASE NUMBER /‘-[-'(,(} /’ql
oaxeN BYDB  rErT  rMeli09PM™  1o6GEDY CARD

e |
FROMKB DATE?3-19-91 pyg py 0326-91 1p0ss FIELD DD / P

CUSTOMER'S NAME

COMPLAINTANT, _ .

ADDRESS E APT.# .
crTy MIAMI | ‘ TEL #
CBRY____ AREA SO

CUSTOMER WPOKE MRS. WILLIAM. SERVICE DISCONNECTED IN JANUARY .
RECEIVED FB WITH A CREDIT OF $101.89. SO. BELL KEEPS PROMISING.
TOLD CHECK WAS ISSUED 2/22.

mn'ro:_ﬁ:ﬁbvw TEL# LD 2l

FAX # J oM _DLA  DATE_3-19 TmME_ S8
REDIRECT TO FROM DATE

TEL # FAX oM poc__DAD

INTERTM DATE DUE PIELD DD

CUSTOMER CONTACTED WITEIN 24 EOURS IF NO, REFERRED TO:

TEL NO DATE

" » ] s - . /, LT
_-' D“ ;’:—- =l 2 g /lf“ I Cmtme s S // Cone
i/ g 000213
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COMPLAINT INPUT SHEET

CUSTOMER S NAME

CASE. NO 46123-P

——.
AREA:—(2) e ;6 --------
TYPE: (1) Tr

AREA CODE = TEL. NO.

--—-——-—“-—————--——_--q————-q——--——.—--—--—._

- - ——

DATE CLOSED

(SO: SE: NO: OT:)

(B-305: F-407: P-904)

LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) DLB

DOCA: (3) DAD (DAD:BWD:PBC:CST:GNV:JAX:ORL:HFL:OTH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) (YES ONLY)

STATE APPEALS NO.: M-661-91

JUST: (1) (N - NO ONLY)

CAUSE CODE: (5) 1C0148 { SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYARCE CALLS DIR - DIRECTORY

MET - MARKETING 876 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MNT - Maintenance

000214
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COMPLAINT INPUT SHEET ~ C/

LATE: (1) (Y-YES ONLY)

OPRNS. MGR.'S CODE: (3) =bf—— RMK

pocA: (3)_DAD (DAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)
cLAs: (3)_Q 7 (o. (SEE BOTTON OF PAGE FOR CODES)

ADJAFTER: (1)_____ (Y-YES ONLY)

—

BAC NO.: (& —
N —

JUST: (1) (N-NO ONLY)

DISPOSITION: (35) 3 IQIRZ

12,0 s
CUSTOMER'S NAME:___ _ 6’/
CASE NO.:_ B (L-LOCAL; T-TALLAHASSEE) e ¢
SDATE RECEIVED: _ 3-7 *DATE CLOSED: 94—/

AREA: (2)_SO (SO; SE; NO; OT) '

TYPE: [1)+ (R; B; P)

AREA CODE + TEL.t: __ (B-305; F-407; P-904)

SERVICE MATTERS

' < 3 RSC - RES. SERV. CENTER
0 i . BSC - BUS. SERV. CENTER
' Ty _ PSC - PUB. SERV. CENTER
3.8 foc Prarl Z?oL' S HDO - HELD ORDERS/ENGRG.
== pas g BIL - BILLIXG
¢ lp""'(ﬁ:‘w ~ DEP - DEPOSITS
FAX #: Uale to oy — TRA - TREADMENT ACTIVITY
TaYa INS - INSTALLATION
Corlber . MAI - MISSED APPT. INS
ATTN: ca MNT - MAINTENANCE
MAM - MISSED APPT. MNT
4-15/3:00 Puhs ader Wl el ST ST sE
- ; " SWT - SWITCHED SERVICES
: OPS - OPERATOR SVCS.
Copay bf siptrt Ta4 O - COMPTROLLERS
ANC - ANWIIANCE G
DIR - DIRECTORY
MKT - MARKETING
976 - DIAL-IT-SVC.
OTH - OTHER
*HIGHER MANAGEMENT & FCC CASES ONLY OML - COMPL. LETTERS
§f G-y HME-R nOCS ce// gvest.oning cefler From HME-SK. nrCr was

FAxepn Jo him So Ltare, #As he "hod elosed Cavc cacl /gy
Werds, AWSed we hog Justeeave From ArieafB(21;



. uun__&o_l'_ei. Nessage from: Ann Jerdan Careon
Sxecutive Appeals Ranager

GOVER PLUS _ o~ PAGES 35C82 Bouthera Bell Genter
678 ¥, Peachtree Bt. ¥.B.

P MBSOAGE UNCLEAR PLEASE Atlantas, Georgia 3037¢

GALL RUTH GRAY §39-7139 Telephone: 404-529-0398
FAX v 404-804-8848

PLEASE RAND DELIVER 3OGDIATELYI

Marilyn Whitmsa Judy Well Chambere
HC GAB 8¢ CAD

Other

PRESIDENTIAL WRITTEN APPEALS
%uis officlal appesl was received in Nr. Skianer‘s office on 03029 /ana »

soply 1o dus on hie desk by 372 . The reply should be fexed te 404-081-6418.

& Plesse provide the nase, title, and telephone number of the operstions manager whe
vill e centasting the oustomer to the Bxecutive Appeals Nanager by $ P.8. 02

-

OTKER WRITTEN APPEALS
ohis is an official appeal. The reply should be sent to the exeevtive appeals
P s ‘

effice by .

L]

— l \ y C""‘

- “ . -
— This is an offielal appesl) however, it is excluded fros RSRI messurementd.Please
geapond to sur sffice by O & Bl Bgual Access)

. e *F"('
N ots - .

his coaplaiat ie unefficlsl. Dlease handle 1ocilly, send & fact shest by f

Please provide the eaployee’s full name, title and work addrees, euprervisor's
m"t’t‘.‘-m .“““. m 't“ m““*'. FamS “t‘.; and work address.
Please include the .quu-.u't nane (use ecaplimentary sask) by .

R

RENINDER! A RESPONSE 28 DUS TODAY O .

Addisional Comments

00021o
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February 27, 19%1

John L. Clandenin MAR -
CEC and President

Bellsouth Corpeoration

1155 Peachtree Bt NE

Atlanta Ga 30367

Dear Bir:
¥e lease & residence in for six
months of the year. The teslephone '

remains in the owners' name and we pay them eaca month,
making all long distance calls on our ATT card.

This month we had three service calls and three
direct dialed calls (copy attached)---total charges
$90.40, I called 1-800~-753-0710 and was told they had
been made to a "Fantasy” number.

¥e finally found out what happened. We had
guests, among tvo twelve year olds and a six year
©ld. They had sean an advertisement on our downstairs
& t television and made three calls in a six

te time span.

The three boys have basen “"grounded" and are be
made, by their parents, to pay for ths calls from their
allovances (over an extended period). The payment is

t-=-=-=it i8 only to teach them

not
responsibility.

The important part is exactly what r;gulntionl do

you have, as a respacted phone company? at :

T ibility doaes "Nuconex® have to prevent young
en from listening to sleazy cealls?

We want to know with what regulatoery body we may
file a complaint.

Vary trulv vours.

wa en:cn TR L0 el

L
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14
15
16
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19
20
21
22

24
25
26
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128
129
30
31
32

L L I

Southem Bell KaGyust Numheet
ASBASOUSN Cuageny 8111 Dete: Jan 19, 1991 MHON
Page 2
Menthly Savice Ch (cotisssed) AMOUNT TOTAL
3. Maintsnance Plan(s)

. Emsrgency 911 Menthly Charge. This tlrll'l'od ehargc
is blllodnh&lfﬂmmw g S :

’ nbuul

ms-viuc-lnmus.-m
5. DEC 27 wcomex | z‘; 305 976-3825 1 i
. 6+ DEC 27 WMODRIX BV Y 305 9763828
7. DEC 27 WUCONEX 305 9763825

Direct Disled Calls - g e
. .. Dale. rn-a-u - HM g ¢ A
o. DEC 27 WORTH DADE  FL 305 976-3825 MNE  915PN
9. DEC 27 NORVN DADE  FL 305 976-3825 ME 917
0. DEC 27 WORTH OADE . FL. mns-ms.u: - 921PN -

it tltutal

Total clnr'- For lmlul c-m " g0, m O
Tazes

11. Feders! Vax _

12. State Tax - .iT PR CEETEARIGEGL

13. Floride Gross um.u m e EE L N R -

" subtotel ’
Seuthern Boll m Cherges

fbessapas g

e

it's not stwveys m h m bills ol time.: mm.,f gl ]
end ve've noticed that. We sppreciasts yeur extres efforts
ond wa're grateful for the epportumity te serve you.

3

w--—-—n_-mr.—-—n-‘ --—u : '
wh-hﬁhq*_--*
“fate Agpiled - Soe Back of Page N 050859

[ERDSE———— RS e e e

2.50

29.76

Al
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Case # .6-5:'3"—9/ 3=z
S R. . &rooes Southemn Bell

B Pronidin Qidnasr Southern Bell Center
President and Chist Executive Officer 675 West Peachiree Streel, NE

Atisnt2, Georga 30375
404 529-6237

March 11, 1991

Dear

Because I am responsible for the telephone operations of Southern Bell, John
Clendenin referred your letter to me. I can certainly understand your concern
with regard to the content of messages given on 976 numbers.

976 Service is provided by Southern Bell to subscribers, such as Nuconex, who
provide vecorded messages to the calling public. Southern Bell does restrict
976 subscribers from including in their recorded messages matters which are
prohibited by lav or are in any way sexual in nature.

1 am very concerned about your report. Please be assured that we will fully
address the matter of the message content provided by this particular
subscriber. I have asked Mr. Walt Sessoms, Senior Vice President, to oversee
this matter on my behalf and to provide me with a full report. Accordingly, you
can expect to hear from him or our local operations manager shortly.

Yours very truly,

oA b

RECELTE))

APR i8 ]99)

D.C.A. B.

A GELLSOUTH Company

000219
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Raymond M. Rhodes 8451 N. Feceral H.gnway. Room 1108
Operations Manager-Marugting Fort Lavoercaie. Florics 33308

308 492-2180

March 14, 1951

Mr. John Clendenin
Chairman of the Board
BellSouth Corporation
1155 Peachtrees Street
Atlanta, GA. 30367=-6000

Dear Mr. Clendenin:

The letter to you from

- expressed several very

valid concerns about the 976 service. . Qquestions

were well founded and the following ro-pons;l to tho

8¢ Questions

reflect our responsibility for the proper administration of that
service:

1. Exactly what regulations do you have as a respected phone
company?
We advised s that 976 service is governed by a

FPlorida tariff which regulates the types of prograas
allowed to exist on our network. In addition to these
regulations, our 976 account team reviews all new pro-
grams for content and advertising prior to being
connected to our network. This team consists of members
from our Regulatory, Public Relations and Legal depart-
ments. 8lso expressed to us concern over
the content of the messages being provided by 976 services.
It was explained that the content of these messages were
reviewed regularly and that {llegal, soxuallx explicit or
implicit messages were strictly forbidden and removed
immediately if discovered.

What responsibility does Nuconex (the vendor) have in
p:;;c:ting young children from listening to sleasy
calls

We explained to that the 976 service is not
&n interactive service. No live operators are on the
line to intervene when children call, We did advise

- . _ that Southern Bell offers & blocking service
which restricts 2 976 call from being initiated from
any phone.

0002<vY

A BELLSC. T Company
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Ee declined having this feature placed on his telephone line.
¥We also explained that 976 secrvices which targct children
sust have & disclaimer on all of the advertising which
sdvises them to ask their parents.

was appreciative of our explanations. We provided
nim with a telephone number in the Vendor Markating Center Lo
call if he had any further questions or identified any 976
programs which did not confora to our .guidelines.

Our tauponsibtlitg in this service is to our customers, the ones
that listen and the ones that provide. There are, without a
doubt, certain 976 trevtdorc which attempt to take advantage of
their prominent public position. We eventually £ind and
discourage these providers. We accept this responsibility and
will continue to administer it to the best of our ability.

Ia

n00221
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Raywond M. Rhades
Operatons Manager-Marksting Fcn Laudercele. Flonga 33308

®

Southemn Bell

6451 N. Feceral Hghway. Room 1106
308 492-2190

Mereh 11, 19891

Dear ...

This letter is to respond to your correspondence dated February
27, 1991, concerning 976 Dial-=IT Bervices I enjoyed our
conversation on Nonday and, as the father of a teenager myself, I
truly understand your concerns.

976 Dial-IT services are tariffed through the Plorida Public
Service Commission as a recorded anncuncement service. The
guidelines are spelled out in section A-13 of the General
Subscriber Service Tariff.

The information provider is responsible for the content of the
outgoing message. BSouthern Bell does, however, monitor samples
of the messages to insure they are in compliance with our tariff.

Since these are direct disled calls, we are unable to deterxine
who is calling the number and there is no '.Y to monitor the
recordings. Tor this reason, it is not possible for an
inforsation provider to determine the age or any other
information concerning the caller.

Advertising is targeted to particular groups by the information
2:ovldoz. opoadin! on the program. As I am sure you are avare,
is does not preclude anyone other than the intended audience

access to these numbers.

As you are awvare, we do have & feature to block the ability te
call 976 frem your number if you desire.

T hope this information is helpful to you. BShould you need
further assistance concerning 976 service, you mey contact Cathy
Graveline at 305-644-6271.

Bincerely yours,

Operations Managecr-Marketing

000222
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Weiter W. Bessoms Southern Beil Center
Semor Vice Presigent-Reguiatory and External AHairs Room 4502
Atlanta. 30375
404 529-241

March 18, 1981

Dear

When Frank Skinner asked that I look into your concerns about the
976 "Fantasy" number called by the children who were visiting in
your heme, I immediately contacted Mr. Raymond (Rusty) Rhodes,
Operations Manager-Marketing, for additional information.

Mr. Rhodes reports that he and Mr. wWade Calabrese, Project Control
Manager-Marketing, spoke with you about these calls and explained
that Southern Bell takes an active role in monitoring the message
content provided by 976 vendors. Messages which do not measure up
to our established standards are removed. I understand that you‘re
now aware that no live operators are available on 976 numbers to
intervene when children call. To aid our customers in screening
the numbers their children call, we do have a blocking service
available for 976 numbers.

I greatly appreciate your giving us the opportunity
to aaaress tnis situation. Southern Bell is committed to providing
service to our customers that is of the highest quality. Should
you have any additional guestions or concerns, please call Mr.
Rhodes (collect) at 305-492-2190, Mr. Calabrese (collect) at
305-644~-6268, or you may call me (collect) at the above number.

We look forward to serving you.

Sinceregly

i

_eec: Mr. Frank Skinner

000224
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Southem Bell

Spscial Assistance Bureau
666 NW. 79th Avenue
Room 604
Miami, Forida 33126
(305) 2634816
1-800-321-4327

April 19, 1991

MEMORANDUM TO: Kathy Brown
FROM: Pat Godsil
RE:

-

CASE NO. 49046-Inquiry

Our investigation reveals that on January 10, the customer
called to gquestion a 976 call on his January bill. We provided
the customer with the 1listing for the call which he did
recognize. We contacted the vendor and a representative there
made a commitment to call the customer back.

On January 15, the customer called to advise that he talked with
the owner of the account, and that
advised he would send through an adjustment for the call.

On February 12, the customer called to advise the adjustment did
not appear on his latest bill. We advised there was probably a
delay in the processing of the adjustment and that it was OK to
deduct it from the amount of the bill. We have no record of any
further contact with the customer.

On April 12, Craig Pyles, Assistant Manager, contacted the 976
vendor and spoke with a partner.

advised that the adjustment had not been sent through because
they thought we were going tc handle it. Mr. Pyles explained
that .. agreed to process the adjustment. Mr. Pyles
advised . that he would have the adjustment issued for
the customer.

Mr. Pyles then contacted the customer and acknowledged the

eppeal. He informed the customer of the conversation with

.. and apologized for the misunderstanding. The customer
advised it was the vendor who promised to make the adjustment
not Southern Bell. ] agreed that there was some
miscommunication somewhere along the line, but advised he would
handle the problem a&and make sure the call in the amount of
$39.95 is sdjusted from the bill. The customer was satisfied.

ABELL SOUTH Compary n00224



17
18
19
20
21
22
23

CASE REFERRAL

5SC CASE NUMBER  11VQ- 49046-I a0 caASE NUMBER G- 25’85-67/

akeN BY 0 rer T rome 2%3%  roceEp X CARD
rron © _ pare *"*'  pueey_472%  1moss PIZLD DD

CUSTOMER'S NAME

COMPLAINTRNT

ADDRESS APT. # -

CITY TEL #, -
SAME so

CBR # AREA

COMPLAINT:

SOMEBODY CALLED 976-7673. HE DAK OF THECALL. WAS BILLED $39.95.

HE CALLED THE VENDOR, , AND THE OWNER .

HE SAID DID NOT ORDER ANY ROSES. VENDOR SAID WOULD SEND A CR.éDIT
TO 8B BUT IT IS STILL ON THE BILL.

-
SAaa

“"‘\
*v ’

REFD TO: TEL#

FAX # oM DATE TIME
REDIRECT TO FROM DATE
TEL # FAX oM DOC
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITEIN 24 HOURS______IF NO, REFERRED TO:
TEL MO DATE

0002295
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CASE REFERRAL

2SC CASE NUMBER  1NQ- 49046-1 a0 cASE NUMBER G-888-9)

opxex ey ™ e T o 373°  roceEn X CARD
rmox ©° pare 41 poe ey_4718 1BOSS____FIELD DD____

J

CUSTOMER'S NAME

COMPLAINTANT

ADDRES*® ApT.# 7

CITY TEL # '
an ¢ = area S°
COMPLASNT:

SOMEBODY CALLED 976-7673. HE DAK OF THECALL. WAS BILLED $39.95.
HE CALLED THE VENDOR, . AND THE OWNER STUART

HE SAID DID NOT ORDER ANY ROSES. VENDOR SAID WOULD SEND A CREDIT
TO SB BUT IT IS STILL ON THE BILL.

REFD TO: ﬁ&uL  reLe__ Q063 21YL

FAX # oM D{ é paTe 4—/{ _tmME_4 /D

REDIRECT TO FROM DATE
TEL # FAX oM poc D AD
TNTERTY DLTE DUE FIELD DD
CUSTOMER CONTACTED WITEIN 24 ECURS___ IF NO, REFERRED TO:
TEL NO DATE

000226
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FAX CCMPLETED FORM TO 305-264-1734 L{,_{g
‘GENERAL
RAME n CASE MMBER G-8835-91 TEL NO.
ADDRESS
ar poc
i. COMPLAINT ) had a 976 call en his January bill that the vendor

agresd to adjust. The adjustment still has not appeared.
DATE RECYD April 11, 1991 TIME RECVD 4113 p.m.
2. COPERATIONS MANAGER ANSWERING COMPIAINT - Don Bednar

DISTRICT MANAGER ANSWERING COMPLAINT
DEPARIMENT CR GROUP - Rasidencs, Customer Services

3. FROVIIE A GHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT FRICR TO THE
AFPEAL IN THE SPACE BELOW. INCLITE ALL TROUBLE REFCRIS COVERING THE TIME FRAME

OF THE AFPEAL. mmmm,mmm, APPLICATIONS
AND LUE DATES. DO NOT USE ACRONYMS.

On Jaruazy 10, 1991 3 called the Business Office to questicn a 976
eall en his Jeruary bill. The Sexvice Representative, Linda Fernandez,
provided ummummmaummmm. Ma.
mummwmamwﬂmm-
cxmitaent to call sack by 5:00 p.m. that afterncon.

¥ 01 00022
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12
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14

15
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18
19
20
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22
23

24

& e - -

on Jaruary 1Sth, . _ called the Business Office to advise that he had

spoken with the cuner of the account, , and that
mmuwmwmmmmmm. The Bervice
Supresentative, Claive Outlaw, in tagn teld ’ to daduct the $39.95

saoxt &rom his bill payment.

On February 12th, called the Business Office to advise the
wmmwmmwmummwmum
the payment of that month’s bill as well. The Representative, Iynstte Preston,
advised that there was probably just a delay in the processing of
the adjustment and that it was akay to deduct the call amount fram the February
bill.

4. PROVIIE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCIULE THE
DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE CUSTCMER TO
ACSNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS). SHOW FULL
MAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE CUSTOMER. DO NOT USE
ACRONDMS.

On April 12th, Cruig Pyles, Assistant Manager, contacted the 976 vendor and
spoks with a partner in the business. . advised
that an adjustament had not besn sent through because they ware undar the
impression that a Ssxvice Representative from Scuthern Ball was doing the
adjustment. When Mr, Pyles explained to . _. that had
informed the Business Office that . had agreed to process the
adjustzent from his end, acknowledged that there had spparently been -

¥ o2 000225
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11

12
13

14

15

16
17

i8
19
20

21

22

o misunderstanding. H’.WMW that he wauld have the

mmwmmm.

musﬂmuwusc.n.,nr.mmm. and infermed him
of the conversation with ﬂmmmw.

scosvhere along the line, mtﬁathmldmmmmm-h
mmanhdjmmmbm. advised that hs was

satistied.

s, INTERIM -YES_ MO X DATE OF NEXT OR FINAL REFORT __

6. IAME AND TITIE OF PERSCN PREPARING ANSWER - Craig Fyles, Asst. MyT.

TELEFHONE MUMBER (305) 263-5283

7. ADJUSTMENT - YES ¥ NO _ AMOONT $39.95 # DAYS AND REASON FOR ADDUSTMENT

AMjvstment is for 976 call.

8. DD A COPY OF THIS MASK TO ALL OTHER DEPARIMENTS INVOLVED IN THIS
COMPLAINT. PROVITE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
THETR FAX MBMEER AND THE NAME OF THE MANAGEMENT FPERSCN NOTIFIED. IF YOU ARE
GORGDG ANOTHER CPZRATTONS MANAGER WITH THIS CASE, PROVIE THE NAME OF THE
OPERATTONS OR DISTRICT MANAGER AND THE NAME AND TELEFHONE NUMEER OF THE PERSCN
ACCEFITNG THE CASE.

00022y
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10

11

12

13
14
15

16
17

18
19

20

TELEPHONE ( )

O\IM X ()
NME TELEPHONE ()
TITIE ACCEPTED YES NO

9. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
¥ES . WX W7 There apparently was a mismuderstanding betwesn .
and the 976 vendor. The Scuthern Bell Represertatives did not issue an
wm«wmamumwm SexTano.

10. VAT CORRECTIVE ACTICN HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT FUIURE
APPEALS OF THIS TYPE?

NA
1. mmwwmmrwxmmm. EE SPECITIC.

mwnmvwmmmwm. The Representative
who spoks with aftar he received his Pebruary bill could have taken
mmmumu&mwwﬁmmm:tmwmm.

mmmmmmmm, FAIIURE T0 PROVIDE
mmmmwmmamm.

THIS FORM IS NOT FOR WEPRODUCTION. PLEASE INPUT THIS FORM INTO YOUR COMEUTER
SYSTEM.

00023V
G 04L
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11
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13

14

15

COMPLAINT INPUT

CUSTOMER’S NAME: )

SHEET

CASE NO: 49046-1I

DATE RECEIVED: 4-11 DATE CLOSED:

AREA: SO (SO SE NO OT)
TYPE: R . (RES BUS PUBLIC)

TELEPHONE NO.

LATE:

(Y - YES ONLY)

OPERATIONS MANAGER: DLB

DOC: DAD (DAD BWD PBC CST GNV JAX ORL WFL OTH)
CLASS: 976

ADJ AFTER: Y (Y - YES ONLY)
SAC NO: G-888-91

JUST: (N - NO ONLY)
CAUSE CODE (5 CHARACTERS) 3uo1izé
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Southem Bell

Special Assistance Bureau
686 N.W. 79th Avenue
Room 604

Miam. Florida 33126
(3CS) 2634818

April 1. 1991 1-800-321-4327

Memorandum to: Kathy Brown
From: Marie Forbes

Re:

Case No. 38421 Sup. Inquiry

UUpon receipt of the appeal. Ms. Shirley Graham. Representative.
obtained microfiche records on ! ..~ account from date of
installation 7-90 to date of disconnect 3-4-91.

The customer still feels that he is due more adjustments on 900
calls. We made arrangements to adjust an additional $125.96 and an
adjustment voucher was prepared to adjust the calls in question.
The remaining balance on his bill is $77.61.

We made no customer contact as we do not have a contact number.

00023«

A BELL SOUTH Company



A CASE REFERRAL

2 FSC IASE NUMBER INQ-38421-P SUPHBO CASE NUMBER__M-761-91
3 SAKEN BY MW TEL T TIME 3:20 IOGGED X CARD
4 FROM__KB DATE_ 3-28 DUE BY 4-4 IBOSS X FIELD DD
5 CUSTOMER'S NAME
6 COMPLAINTANT
7 ADDRESS ] APT. #
8 CITY TEL #_
S CBR # AREA NO
10 COMPLAINT:
11 CUST. CALLED PSC AND ADVISED THAT HE IS STILL OWED AN ADJUSTMENT
12 ON 900 CALLS. AMT. $129.93 ACCORDING TH HOS FIGURES.
13 THEY ARE CALLS BILLD THROUGH CARRIERS: TELESPHERE, MCI, US
14 SPRINT AND AT&T. PLEASE INVESTIGATE AND REPORT. CAN SB DO THESE
15 ADJ AND CLEAR ACCOUNT?
o
s rwi) -
L S

16 pe-H | TEL#

oM DATE TIME
FROM DATE
oM poc
_ FIELD DD
21 CUSTOMER CONTACTED WITEIN 24 HOURS____ IF NO, REPERRED TO: :
Zi TEL MO DATE 1
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16
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BILLING

NAME: 'CASE NO: M761-91 TEL.{
ADDRESS: ERT

CITY: s DOC
1.

COMPLAINT: LAST REFRESENTATIVE - SHIRLEY GRAHAM.
R R R
THROUGH CARRIERS. CARRIERS ARE TELUSPHERE, MCI, U.S.
ND D0 ADTUBTIENT 50 CLERR br ms puny 10 TVESTIGNTE
DATE RECEIVED: 03-28-91. TIME RECEIVED: 3:40 PM
OPERATIONS MANAGER ANSWERING COMPLAINT: JULIE COKER
DISTRICT MANAGER ANSWERING COMPLAINT: BAME
DEPARTMENT OR GROUP: CUSTOMER S8ERVICES JACKBONVILLE RRC
DATE SERVICE BSTABLISHED: 07-90 CREDIT CLASS: D
DEPOSIT: $150.00 NUMBER OF TREATMENT STEPS TAKEN
LAST 9 MONTHS: 7 NUMBER DTS: 2 NUMBER DCKX: 0
AMOUNT OF DEPOSIT REQUESTED: N/A  DATE OF NOTICE: N/A
DUE DATE: N/A _
TOLL USAGE: 1. 45 2. 382 3., 54 AVERAGE TOLL
USE: 2330 LOCAL SBERVICE: §19.75 DATE OF BILL:
03-04-91 AMOUNT: $203.57 PAY BY DATE: 02-25-91
DATE OF NOTICE: 02-27-91 DUE DATE: DENIED:
RESTORED: TINE:

PROVIDE A FARRATIVE OF ALL ACTIONS OR CONTACTS PRIOR TO

THE APPEAL. INCLUDE ALL BILLING CLAIMS AND OR

TREATMENT ACTIVITY IF APPLICABLE. PLEASE INCLUDE ALL

DATES. DO NOT USE ACRONYNMS. 00023
2



1 01-16-91
2

3

&4

5 01-21-91
6

7

8 01=-22-91
9

10

11

12

13

14 01-30""1
15

16

17

13

L9

20

21 01=30-91
22

23

24

25

26

27

28 02-04-91
23

30

31

32

33

34 02-11-91
35

36

37

33

39

40

44

: . _CALLED IN AND REQUESTED DUPLI-
CATE BILLS FOR AUGUST, SEPTEMBER AND OCTO-
BER, 1990, FROM SERVICE REPRESENTATIVE,
FRAN GREENE, JACKSONVILLE BUSINESS.

SERVICE REPRESENTATIVE, FRAN GREENE MAILED
BILL COPIES FOR AUGUST, SEPTEMBER AND OCTO-
BER, 1990 TO CUSTOMER.

- CALLED IN AND QUESTIONED KIS
NOT RECEIVING THE DUPLICATE BILLS REQUESTED
ON 01-16~91., SERVICE REPRESENTATIVE, MARY
DALLMAN, ORLANDO BUSINESS, ADVISED -~

- --— - THE BILL COPIES WERE MAILED TO0 EIM
o’ 01-31-’10

REPRESENTATIVE DEBBIE OSTArI, JACKSONVILLE

RECOVERY CENTER, LEFT WORD TO CALL
WITH AT THE BUSINESS. THE BALANCE,
MMTW;MMOOOMMBT-
MENT FOR $344.45 WAS $264.34, THE REP SENT
A NOTICE TO THE CUSTOMER FOR $264.34 TO BE
PAID BY 02-06-91 TO PREVENT DENIAL.

. -_.— - CALLED IN AND SPOKE WITH ANITA
RICHARDSON, COLLECTION REPRESENTATIVE,
JACKSONVILLE REVENUE RECOVERY CENTER. REP
mmcumumonmzczmm
THE MAIL AND THE NOTICE ADVISED TO PAY
$264.34 BY 02-06-91. __ - MADE NO
ARRANGEMENTS AT THIS TIME.

- - CALLED IN AND ADVISED SERVICE
REPRESENTA » BONNIE KING, BUSINESS, HE
WILL PAY $300.00 ON 023-06-91, AND WILL PAY

. THE BALANCE $308.79 ON 02-08-91.

SAID BOTH PAYMENTS WILL BE MADE AT THE
SOUTHERN BELL OFFICE IN PENSACOLA.

REPRESENTATIVE XINM BLICHARSKI, JACKSONVILLE
COVERY

REVENUE RE CENTER CALLED THE BUSINESS
AND SPOKE WITH -

TOLD REPRESENTATIVE _ -. .. HAD CALLED
THE BUSINESS OFFICE EARLIER TO EXTEND THE
$300.00 PAYMENT UNTIL 03-06-91. XIK TOLD
< % ~ THAT NO EXTENSION WAS NOTED AND
THE SERVICE WAS SCHEDULED FOR INTERRUPTION

TODAY. . " BAID HE WOULD HAVZ
GALL.

0002335
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02-12~91

02-18~91

02-26-91

03-13-91

03-22-91

03-26-91

03-26-91

03-28-91

JAN MULLEN, COLLECTION REPRESENTATIVE,
JACKSONVILLE
DENIED THE SERVICE FOR THE BALANCE OF

$608.75. THE CUSTOMER HAD BEEN NOTIFIED

AM'M!MTOCUSTMRTOAMB!M

] DISCONNECT 02-25-91 FOR THE BILL
BAILANCE $736.45.

COLLECTION REPRESENTATIVE, XIM BLICHARSKY,

JACRSONVILLE REVENUE RECOVERY CENTER,

CALLED THE PERSONAL REFERENCE IN THE CREDIT

INFORMATION,

M, BUT RECEIVED NO ANSWER.
CONTACT FOR THE CUSTOMER. REP SENT

THE DISCONNECT ORDER TO BE DUE 02-28-91.

COLLECTION REPRESENTATIVE, DEBORAN PHILLIPS
JACKSONVILLE REVENUE RECOVERY
nmamxmmromncmunucmmmb
TION AGENCY FOR THE ANOUNT OF $548.02.
mullnmmn:manummmtannmnvl :
$150.00 DEPOSIT PLUS A CREDIT OF $38.43

(uumnrnmunmznnnu;muzun:uunmmmr
DATE) POSTED TO THE ACCOUNT,

+ DELLA RICHARDSON, RELIEVING
ABSISTANT MANAGER, JACKSONVILLE RRC CHECKED
THE VOUCHER S8CREEN AND FOUND THAT THE
VOUCHER NUMBER 01400283 FOR $344.45 WAs
PENDING FOR AN APPROVAL LETTER. DELLA TOLD
MARIE SHE WILL HAND WALK THE APPROVAL

TO ACCOUNTING TODAY TO RELEASE THE
PENDING ADJUSTMENT. BETTY CASON, ACCOUNT-
ING, JACKSONVILLE ADVISED US THE ADJUSTMENT

WILL CLEAR THE CUSTOMER'S ACCOUNT BY
04-04-93.

. --.—¢+ A FRIEND OF CUSTOMER, CALLED
SOUTHERN BELL BUREAD OF APPEALS AND CRITI-
CISMS AT 2:00 PM.

SHIRLEY GRARAM, RELIEVING ASSISTANT MANA-
GER, JACKSONVILLE RRC CALLED CUSTOMER AT
452-1604 AT 2:02 PN BUT RECEIVED A BUBY
S8IGNAL. AT 2:55 Py SHIRLEY GRAHAM SPOKE
WITH ~ . -« _8HE QUESTIONED ADJUST-
MENT WOULD BE CLEARING ACCOUNT BY 04-04-91
AND GAVE HER THE NEW BALANCE OF $203.57.

2 - BATISFIED.

CUBTOMER WENT TO PUBLIC SERVICE COMMISSION.

9

M—_

51

0023¢



6. MNIMMOFNAMONTWMM
APPEAL. mmmnmmnmormmmz-
MENT PERSON WHO CONTACTED THE CUSTOMER TO ACKNOWLEDGE
THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS)
Mwmmornmmmonmmcmm
APPEAL WITH THE CUSTOMER. DO NOT USE ACRONYMS.

03=-29-91 SHIRLEY GRAHAM, COLLECTION REPRESENTATIVE,
JACKSONVILLE RRC - MICROFICHE FROM DOI
07-90 THROUGHE 03-04-91 ~ CUSTOMER STILL
OWED ADJUSTMENT IN 900 CALLS TOTALLING
$125.96. SENT 5040 TO ACCOUNTING TO
ADJUST. CUSTOMER'S NEW BALANCE IS $77.61.
UNABLE TO CONTACT CUSTOMER TO ADVISE. ¥o
CBR. SHIRLEY GRAHAM WILL FOLLOW-UP TO MAKE
SURE THE ADJUSTMENT OF $125.96 CLEARS.

7. INTERIN vYEBS ___ NO _X _ DATE OF NEXT OR FINAL
RESBPONSE:

8. ADJUSTMENT YES _X = NO ____  AMOUNT: $125.96
#DAYS & REASON POR ADJUSTMENT:

CUSTOMER DENIES ALL KNOWLEDGE OF 900 CALLS. 09-04-90
$35.11 = 10-04-90 $17.13 - 11-04-90 §2,06 - 12-04-90
$10.78 01-04~91 $12.19 - 02-04-91 §48.69

9. NAME AND TITLE AND TELEFPHONE NUMBER OF MANAGEMENT
FERSON PREPARING ANSWER:

NAME: DEBORAH T. FORAN TEL. ¥ 904~350-8462
ASSISTANT MANAGER

10. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS
INVOLVED IN THIS COMPLAINT. PROVIDE THE NAME OF THE
OPERATIONS MANAGER OR DISTRICT MANAGER, THEIR FAX
NUMBER AND THE NAME OF THE MANAGEMENT PERSON NOTIFIED.
IF YOU ARE CHARGING ANOTKER OPERATIONS MANAGER WITH THE
CASE PROVIDE THE NAME OF THE OPERATIONS MANAGER, AND
THE NAME, TITLE, AND TELEPHONE NUMBER, OF THE PERSON

THE CASE.
OM/Di TELEPHONE - ( )
FAX -( )
NAME TELEPHONE - ( )
TITLE ACCEPTED YES ____ NO ____

1. IN YOUR OPINION WAS THIS CUSTOMER JUSTIYIED IN PILING
THIS APPEAL? YIS — WO LK

00023



WHY? MR. WAS SATISFIED WITH $344.45 ADJUSTMENT. ALL
lmzmummmmmu OFFICE WERE TO MAKE
mmmmmmmormum.

12.  WHAT CORRECTIVE ACTION RAS BEEN TAKEN (IF APPROPRIATE)
7O PREVENT FURTHER APPEALS OF THIS TYPE.

NONE

13. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS
CASE? BE SPECIFIC

NONE - MR. DIDN'T ADVISE U8 THAT THERE WERE MORE 900
CALLS TO BE ADJUSTED.

DTF:J7TE
00023



COMPLAINT INPUT SHEET

CUSTOMER"S NAME

- = e = e e e

CASE. NO 38421 Sup. Inquiry

DATE RECVD. DATE CLOSED

AREA: (2) NO (SO0: SE: NO: OT:)

TYPE: (1) B (R: B; P:)

AREA CODE = TEL. NO (B-305: F-407: P-904)
LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) JRC

DOCA: (3) WFL (DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:O0TH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) Y (YES ONLY)

STATE APPEALS NO.: M-761-91

JUST: 1) (N - NO ONLY)

CAUSE CODE: (5) 300126 (SEE CAUSE CODE LIST)

RSC- RES SVC.CENTER BSC - BOS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS

ANC - ANNOYANCE CALLS DIR - DIRECTORY

MET - MARKETING 876 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MNT - Maintenance

N00Z3u
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10
11
12
13

14

15

COMPLAINT INPUT SHEET

CUSTOMER'S NAME )
CASE NO.:___ FCI (L-LOCAL; T-TALLAHASSEE)

DATE RECEIVED: 45 *DATE CLOSED: Y10

AREA: (2)Sg (SO; SE; NO; OT)

TYPE: ()R (R; B; P)

AREA CODE + TEL.#: _ (B-305; F-407; P-904)
LATE: (1) (Y-YES ONLY)

OPRNS. MGR.'S CODE: (3) L &M

DOCA: pAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)
CLAS: (SEE BOTTON OF PAGE FOR CODES)

ADJAFTER: (1)____ (Y-YES ONLY)

BAC NO.:_(C-835-91
JUST: (1) (N-NO ONLY)
DISPOSITION: (35) 33U O/ 23

BOA SERVICE MATTERS

RES. SERV. CENTER
C&C BSC

BUS. SERV. CENTER

PUB. SERV. CENTER

HELD ORDERS/ENGRG.

BILLING

: DEPOSITS

FAX #: TRA - TREATMENT ACTIVITY
INSTALLATION

BIL -
MAI - MISSED APPT. INS

ATTN: MNT - MAINTENANCE
MISSED APPT. MNT
CONSTRUCTION
SWITCHED SERVICES
OPERATOR SVCS.
COMPTROLLERS
ANNANCE AL
DIRECTORY

MKT - MARKETING

976 - DIAL-IT-SVC.

OTH - OTHER
*HIGHER MANAGEMENT & FCC CASES ONLY OL - COMPL. LETTERS

000249
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12
13

14

15
16

17
19
20
21
22

23

4. 10."'81 03:21 PM ruc
A I

FAX ANBWERS TO 308-264-1734

GENERAL
MAME D CASE NUMBER C833-91 TEL.9
ADDRESS _
CITY 3

1. COMPLAINT:

CUSTOMER WROTE LETTER TO PCC TO PROTEST THE 900 CEHARGES ON EER
BILL THEAT WERE KOT AUTHORIZED AND WAS BILLED $10.00 TO HAVE A
BLOCK OR RESTRICTION PUT ON LINE.

DATE REC’VD 04-08-91 TIME RECVD 8:30 A.M.

2. OPERATIONS MANAGER ANSWERING COMPLAINT: LARRY MIXON
DISTRICT MANAGER ANSWERING COMPLAINT:
DEPARTMENT OR GROUP: cssC 1

3. PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR TO
THE APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS COVERING THE
TIME FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER NUMBERS,
APPLICATION AND DUE DATES. DO NOT USE ACRONYMS,

ACTIONS OR CONTACT PRIOR TO THE APPEAL KOT AVAILABLE.

ADJUSTMENT OF 900 NUMBERS PROCESSED: 8/13 - $1.45, 8/13 - $28.65,
9/5 - §5.79, 9/5 ~§114.50, 9/ - $1.87, 9/5 - §90.75, 9/5 - $39.36,
9/5 - §.48, 9/25 - 84.59, 9/25 - $90.70.

CREX4 ADDED ON CRV2J031 DD 08-08-90.

000241



04. 10. 91 03:21 PM o

:

«Je
4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE

[ ]

f THE DATE AND PULL NAME OF TEE MANAGEMENT PERSON WHO CONTACTED THE

s CUSTOMER TO ACKNOWLEDGE THE RETEYST OF THE APPEAL, (SHOULD BE WITHIN

& 24 WOURS). SHOW PULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL

7 WITE THE CUSTOMER. DO NOT USE ACRONYMS.

8  CALLED APRIL 9, 1991 AT 12:45 - NO ANSWER AND WORK NUMBER ADVISED SUB

9 NWOT IK. APRIL 9, 1991 AT 10:30 A.M. REACHED AND SHE FELT HAD
10 MNOT RECEIVED CREDIT FOR ALL OF $00 CALLS THAT SHE WAS BILLED FOR. ADVISED
11 WOULD CHECK AND WOULD LET HER KNOW,

12 WENT BACK OVER BILLS PROM JULY, 1990 AND DID FIND CALLS BILLED BY

13 U.S. SPRINT FOR $36.74 THAT WERE NOT CREDITED - SENT 3040 TO ADJUST CALLS
14 AND ALSO SENT 5040 TO ADJUST $10.00 CHARGE TO ADD CREX4 T0 LINE.

15 APRIL 10, 1991 AT 9132 A.M, CALLED AND ADVISED SENDING THROUGH
16 CREDIT FOR CALLS AND CREXé4.

17 CUSTOMER SATISFIED.

00024:



04. 10. 91 Us:zl rm s o=

5. INTERIX YES NO X DATE OF NEXT OR FINAL REPORT

€. MNAME AND TITLE OF PERSON PREPARING ANSWER SHIRLEY JARRIEL
TELEPHONE NUMBER (407) _439-9045

9. ADJUSTHENT YEB b 4 RO AMOUNT §62§,22 DAYE AND REASON R
ADJUSTMENT, - - ro

900 NUMBERS ADJUSTED(n#m) $415.09
CREX4 ONE TIME CHARGE ADJ  10.00
LATE PAYMENT CHARGES 1.18

8. BEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS
COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT MANAGER,
THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON NOTIFIED. IF ¥YOU
ARE CHARGING ANOTEER OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME

OF THE OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE NUMBER OF
THE PERSON ACCEPTING THE CABE.

OM/DM__N/a TELEPHONE ( )
TAX & ( )
NAME TELEPHONE ( )
TITLE ACCEPTED YESB NO

§. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
YEs NO _X WHY?

CUSTOMER DID NOT KROTIrY BUSINESS OFFICE PRIOR TO COMPLAINT,

00024



V. I WV. a4 Wod t e a - ave

- -‘-

10. WHAT CORRECTIVE ACTION RAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
PUTURE APPEALS OF THIS TYPE.

SINCE THE OFFENSE OCCURRED IN AUGUST OF 1990, WE ARE UNABLE
TO DETERMIKE WEO HANDLED IT.

11. WHAT "COUNT ON NE" APPROACH WOULD BAVE PREVENTED THIB CASE? BE
BPECIFIC.

A "CUSTOMER FIRST" ATTITUDE WOULD HAVE CAUSED THE REP TO COKDUCT
A FULL INVESTICATION AND FOLLOW THROUGH UNTIL THE CUSTOMER WAS
SATISFIED.

PLEASE MAKE SURE ALL INFORMATION REQUIRED I8 PROVIDED, FAILURE TO PROVIDE
COFMPLETE AND ACCURATE INFORMATION WILL RESULT IN A LATE CHARGE.

THIS FORM 15 NOT FOR REPRODUCTION. PLEASE INPUT THIS FPORM INTO YOUR
COMPUTER BYSBTEN.

000244
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- s-q / \
date: ‘:2‘/ 0 Heesage froa .I:nm.'::::a :::: —

an mos I vaces 35632 Sevthers Boll Genter
) 78 ¥, Desehtres 8¢. N.8.
$P NBSSAOS UWCLEAR PLEASS Atlante, Seergias 3037

" GALL RUTH GRAY $39-7129 Telephose: 404-029-8598
. "’z 404=-804-0548

-

PLEASE RAND DESLIVER IIOGDIATELYI

61 Hazie NMurcray Srzenda Markhaa Narilyn Whitaan Judy Nell Chambers
. L e " @A GAS p y 8¢ CAB
B
filgher Nanagesent . Other
T PABSIDENTIAL WAITTEN APPEALS

This officie)l appeal wes received ia Nr. Skinner’s effice ea and o

e
zeply Lo due oa his desk by « The zeply should be faxed to 404-881-6418

- -

2 £ LG
Please previde the nase; title, and telephone aumber of the eperations msnsger wh
will be eentecting the eustemer to the Bxecutive Appeals Manager by § P.K. ea

S

e

OTESR MRITTEN APPRALS

L

ehis 4o an efficisl sppesl. The reply should be sent 8o the ezecutive appesls

oftice by . .
;__410 is an effieiald omaw. it s excluded frem RS2I measurements.Plesse
respond o our office by e (o M8 ___ Bqual Ascess) &

Thie eomplaint Lo wnofficial. Please handle locally, send a fact sheet by ‘

Please provide the employee’e full name, title and vork eddress, suprervisor’s
name, titie, and address, and vice president’s name, title, and work addrees.
Please incliude the customer’'s name (uee complimentary sask) by

L]

REMINDER! A REGPONSE IS DUR TODAY ON .

hdédicional Comment
. U0




-'b‘-q" ..V ?ﬁ"b? d Y- -

s s moa
307772
August 22, 1990 ' EEP 3
Common Carrier Bureau \:':

informal Complaints Branch -
‘Faderal Communications Commission . .
Room 6202 '
2025 M NW,
.Washington, D.C. 20554
Dear Siror Madam:
| wish to protest the “800" long-distance service charges which are on my telephone

statement and which 1 did not authorize. Whaen contacted by Southern Bell, | was
informed that § could have the 900 numbers blocked for a $10.00 charge, which |

have impiemented.
My compisint is that this is & ice which | did pot request or authorize, and |
sh‘uld n%'tho mpomlbl'c for th"olg\'oi rgI u.' ' '

Other telephone changes must be requested and authorized, such as Call Waiting,

Conference Calling, #tc. A person doesn’t pay a charge peito have those services. |

m“ :dmr c‘I“leimq used @ “900° telephone number...and | do not intend to pay
e enclote .

Sincerely,

Encl: Telephone bill



- 3,%5’:!&2&51 R 03:26 PM

AUG 07, 1994 219 cc"
s = apTORN PEIS PASE WITE YOUR PATMENT ’ %
PAIMINT DUT 235.87

&

g

: ' AMOUNT ENCLOSID 1
MAKZ CEICC PAYABLE TO SUUTEERN BELL .

b

4 b P

o ae. Bl

7

8

2 P.0. DOX B2~-400C

10 “IAMI, FL :

1¥ 83113-2331

lﬂ 49795411131307.4333:0901192eeealaauauaa¢eocasse7lsa¢azassv

od .
¢

£XX XIX 1308S S
13 s00TEERY BELL
seCcUS TOMIR NOTISES®

DEAR CUSTONIR:

182 ’Ictoaxﬂ L!l:(‘, OF CALLS HAVI BIIN MADE ON h{+ 111 TELIPEONE

BCCOUNT. SEEST CAILS ¥ITL APPEAR ON YOUR NEXT REGULAR BILl.

SOVEFER, 1T I8 NICESSARY TEAT YOU PAY TEY AMOUNT OF 4235, 67

B 37 AUG f4. TEIS PAYHENT ¥ILL BE CRIDITED TO YOUR ACCOUNT AND -
¥ILL PREVENT INTERRUPTION OF YOUR SERVICE.

17 TOU EAYE ANY QUESTIONS, PLEASF CALL I0UR SOUTRERN IILLh!tRIICI
CENTER AT 783-2283. THANT YOU. “*

AUC €7, 1992 R19. @45

?ac":" L - AUG 87. 1998 015 845
SOMMARY OF CEARIES BIL1RD $A02 4

28 ¢ PREY prDS g0 3E1L - OTEIR €6 TOTAL

29 53: :%5 ADJS CEARIES CEAROES DOI

30 $8.50 $3.00 $43.0¢ $105.63 $235.67

31 NI OPERATOR SERVICES —— why are 56L‘7 i 113.21

32 D8 SPRINT COMMUNICATIONS CO.

i t (?;4A491.)
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17 JUL 19 1492 SOROULLETIN
19 J0L 13 1814 TOTALE

19 JOL &3 g3sa 2088L INTP
23 JoL 28 4439 TOSEL ENTP

%
5
6
8 1
i3
1
1

o B e
T
——

AXES i
at.figtnnn 241
2z.7

J14XEX XXX 18088

.1ut-svnxww—GS!u&lzcxrruwr':o;‘
6 “ " .
16 epmizED CALLS

1 DIRECT DIALED CALLS
1 JUL © 1142P 2OINTRIDICE
20 2 J01 7 1282 $CINTRODICE
21 s Jur 7 i21id $0] NTRODUCE
22 ¢ JUL 7 1812} 203 4720D0CE
« J0L 7 1214A 20INTRIDIC
g J0L 7 1215A 201N4120D0CE
7 J0L 7 12344 TOINTRODUCE
e -OL 13 3814 TOINTRCDICE
2 JoL 13 323A 20INTRODUCE
12 JoL 13 3334 TOINTRODUCE

o\

t
TAXES
11.520ZRAL 2AZ

el
PLWN=OWOEN

352%% TXX 113088
gs SPRINT COMNUNICATIONS CO.

ITENIZED CALLS
38

088 590-4386 N
¢ 900-8274 N
234-5850 &
333 234-3307%

ogilL EEARGT FOR ITEMIZED CALLS

21DA GROSS RICEIPIS SURCEARGE
¢ 13 N1 IPRRATOR SERVICES CORRENT CEARGES

' gUNTOTAL

.----’"—‘-

AJC 87, 1980
PAGE

¢ 246-1012 D
920 245-1018 D
332 2¢6-1310 D

S

otAlL CEARSE FOR ITEMIZED CALLS

12 ,FLORIDA (Y LEY SECEIPTS SURCHARGE -
' SURTOTAL

39 o3 seRiN? CURRENT cEARGES

2.00
8.3%
?.79
6.78

187.79

3.39
2.1%

113.21

R19 9245

43
silg

4.7%
s.22
6.9¢
11.78
11.75
.72
e.2%
ge.7%

1.92
1.8?

AU3 37, 1993 M1 W
T3

82.42
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®

! SouthemBell
§ Room 35C52
asmwmns,
s Atants. Georgis 30375
: 404 529-8595
s
f.dhs. sue Earlewvine, carrier Analyst

J Informal complaints and Public Inquires Branch

10 Enforcenment pivision Common Ccarrier Bureau

i1 Federal communications commission

12 2025 M street N. W. Room 6202

i3 washington, D. C. 20554

L& RE: '

L5 “¥¢-90-07772

16 Notice of Informal Complaint pated April 4, 1991

17 Dear Ms. Earlevine:

18 The following information is provided in response to the Notice of
19 Informal Complaint of
g? regarding a billing dispute jnvolving "900" service.
22 southern Bell acts as a billing and collection agent for

23 Telesphere (TNI) and US Sprint and the long distance service they
24 provide. However, sSouthern Bell has no control over the rates oOr
25 business practices of TNI and US sprint or the information
:6 providers who subscribe to their "900" service.

7

28 To assist in this hwut:l.gation, shirley Jarriel, manager, )
29 contacted on April 9, 1991, to discuss the complaint.
30 gtated that she felt she had not received credit for all
31 the "900" calls from her bill. Ms Jarriel checked
32 pills and did find calls billed by US sprint that were not
32 credited.
35 The following day Ms. Jarriel contacted and advised her
36 that an adjustment for $36.74 for the Us Sprint calls, $1.18 in
37 late gaynnnt charges & $10.00 for adding the wngoo" restriction to
s the line had been adjusted from her account. These adjustments
39 gshould appear on April statement. Adjustments for TNI
40 were issued in August 1990 and appeared on the September
:; gtatement.
43 1 hope this provides you with the information necessary to
:; resolve this matter. :
46 sincerel
47 Y'/
48
49 %«/ Laksor-

50

51 Ann J. Carson L
52 000230
53 cc.

54

A BELLSOUTH Company
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Southem Bell

668 N.W. 7oth Avenue

Miami, Floride 33128
(308) 2834816
1-800-321-4327

1991

MEMORANDUM TO: Mike Dymek
FROM: Pat Godsil

RE: Anonymous

CASE NO. 44610-Inquiry

This is in final reference to our interim dated March 29.

Our Security Department conducted interviews at the premise and
with the 876 vendor. They can find no evidence of tampering in

the meter room but will continue to pursue reports referred to
them concerning 976 calls.

000235:
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CASE REFERRAL 5 )_o\

Pic CASE NUMBER INQ. 44610-I ex0 casE noummE54301 -

)l TEY, rrd? 05 N o

pat2~? ouE By3-14 oSS oo oo

CUSTOMER'S NAME NONYMOUS
COMPLAINTANT
. APT. #
= e NOT GIVEN
CER # mﬁo

EVERY BUSINESS IN THE OFFICE BLDG. HAS MYSTERIOUS 900 CHARGES ON
THIS PAST BILL. HE RENTS ONE OF THE SUITES. WOULD LIKE SB TO
SEE HOW THIS IS HAPPENING. HE THINKS THERE IS AN OPEN AREA WHERE

SOMEONE JUST PLUGS A PHONE.

bt = x e Gaes o Lhxs g e
TR 0 T g .
Ly 2t e - [l
PR & y
‘ . o . o f:[ -:-‘)
1J 4 7 .
: e / _ ‘ sl
- ;.r'/) m" 3 ,:-4_..: “ e T TS
FAX # on ’
e FROM DATE -
s FAX oM
INTERIM DATE DUE '-H! .u\\\’-\ — ’:’c

DATE

__IF NO, REFERRED TO:
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' énrch 29, 1991

Southem Bell

668 NW. 78th Avenue
Room @04

Miami, Florida 33128
(305) 2634818
1-800-321-4327

T

MEMORANDUM TO: Mike Dymek
FROM: Pat Godsil
RE: Anonymous
6401 S.W. 87 Avenue
Miami, Florida

CASE NO. 44610~-Inquiry
This is in further reference to our interim dated March 21.
Fifteen customer accounts are located at this address. They
were reviewed for 9768 calls and claims. A total of 42 calls had
already been adjusted on 13 of the accounts. All calls were
made on February 19.
Our Security Representative, Del Castellanos, spoke with

at this address about the problem. Mr. Castellanos
advised he would investigate the situation.

A further response will be provided by April 17.

000252
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(305) 263-4818
1-800-321-4327
March 21, 1991
10 MEMORANDUM TO: Mike Dymek
11 FROM: Pat Godsil
12 RE: Anonymous
13
14
15 CASE NO. 44610-~Inquiry
16 We are investigating our records for this address and will
17 provide you with a further respcnse by April 1.
4
000254
A BELL SOUTH Compary
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& TEL. WO. L3085

5 ADDRESS

6 CITY DOC —

7 1. COMPLAINT

8 This caller said every pusiness in his oftice puilding has

9 nysterious 900 and 976 call on this pest bill. He rents one
10 of the suites. would like gouthern Bell €0 see how this is
11 happening. Thinks someonse has access %o plug in and dial

12 away. CAC tried to tell comnission can’t jinvestigate. PsC
13 gaid yes we can pull up in PREMIS all telephone numbers at
14 this address and ses i¢ thars has been any aisputes on 900 &
15 976 §'s look at pills. If there sre many customers at

16 ¢ gddress do yandon gampling. call CAC with feed back, it

17 - wnile checking & there are many disputes you might want to
18 refer to gecurity to lcok OVer premise.

19 pATE RECVD Da=21=0J. cIME RCVD 21300 AM.

0002



2. OPERATIONS MANAGER ANSWERING COMPLAINT G, Anne Sadler

DISTRICT MANAGER ANSWERING COMPLAINT G, Anne gadler

DEPARTMENT AND GROUP Customer Services

3. PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR
CONTACT PRIOR TO THE APPEAL IN THE SPACE BELOW. INCLUDE ALL
TROUBLE REPORTS COVERING THE TIME FRAME OF THE APPEAL.

ADVISE SERVICE ORDER NUMBERS. JOB ORDER NUMBERS. APPLICATION
AND DUE DATES. DO NOT USE ACRONYMS.

15 customer accounts located at this address wers reviewved
for 976 calls and claims. A total of 42 calls had been
adjusted on 13 of the accounts. Two accounts had calls to
same 976 numbers, however the reguest had not been made to
the business office to credit these telephone accounts. All
calls vere made on February 19th, the sarliest at 12:09 and
tha latest at 12:37.

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE
APPEAL. INCLUDE THE DATE AND FULL NAME OF THE MANAGEMENT
PERSON WHO CONTACTED THE CUSTOMER TO ACKNOWLEDGE THE RECEIPT
OF THE APPEAL. (SHOULD BE WITHIN 24 HCURS). SHOW FULL NAME
OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE
CUSTOMER. DO NOT USE ACRONYMS.

000250



southern Ball’s Security Department continues to investigate
reports of 976 abuse. Interviews ars conducted at the
prenises involved and they alsoc speak to the 976 vendor.

This is not the ¢irst cass of this type they have had.
According to our Security Department, thay have not been able
to catch anyone committing the act fraudulently or prove
anything illegal at this time. They continue to pursue
reports referred to them concerning 976 calling.

s, INTERIN YES___ NO_X_ DATE OF NEXT OR FINAL REPORT

6. NAME AND TITLE OF PERSON PREPARING ANSWER parbara Hutto.
aAssistant Manadel.

TELEPHONE NUMBER 305-883-2831

7. ADJUSTMENT-YES_ . NO_X  AMOUNT e § DAYS & REASON
FOR ADJUSTMENT

. SEND THTS MASK TO ALL OTHER BEPARTMENTS INVOLVED IN THIS
COMPLAINT. PROVIDE THE NAME OF THE OPERATIONS MANAGER OR
DISTRICT MANAGER. THEIR FAX NUMBER ANT THE NAME OF THE
MANAGEMENT PERSON NOTIFIED. IF YOU ARE CEARGING ANOTHER
OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME OF THE
OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE
NUMBER OF THE PERSON ACCEPTING THE CASE.

00025 ¢



OM/DM TELEPHONE

FAX
NAME TELEPHONE
TITLE ACCEPTED YES NO

9, IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFPIED IN FILING
THIS APPEAL? nm__;mgi

WHY? There is no evidence of tampering with the meter room
to our knowledge. Thers is a key which is provided to those

who need access at this address.

10. WHAT HAS BEEN TAKEN (IF APPROPRIATE) TC FREVENT FUTURE
APPEALS OF THIS TYPE.

N/A

11. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS
CASE? BE SPECIFIC.

K/A

000255
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GENERAL T w—

1. COMPLAINT

This caller said every business in his office building has
mysterious 900 and 976 calls on this past bill. He rents ocne
of the suites. Would like Scuthern Bell to ses how this is
happening. Thinks scmecne has access to plug in and dial
&vay. CAC tried access to plug in and daial avay. CAC tried
to tell commission can’t investigate. PsC said Yes we can
pull up. in PREMIS all telephone numbers at this address and
see if there has been any disputes on 900 & 976 §’s look at
bills. If there are Zany customers at address do random
sampling. Call CAC with feed back, if while checking & there
&re many disputes you might want to refer to security to look
over premise.

DATE RECVD 03-21-91 TIME RCVD 111Q0 AM
000253




2. OPERATIONE MANAGER ANSWERING COMPLAINT Anne Sadler

DISTRICT MANAGER ANSWERING COMPLAINT Anpe Sadler

DEPARTMENT AND GROUP Qustomer Services

3. PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR
CONTACT PRIOR TO THE APPEAL IN THE SPACE BELOW. INCLUDE ALL
mummamwmmormaprm.
ADVISE SERVICE ORDER NUMBERS. JOB ORDER NUMBERS. APPLICATION
AND DUE DATES. DO NOT USE ACRONYMS.

15 customer acocounts located at this address were reviewed
for 976 calls and claims. A total of 42 calls had been
adjusted on 13 of the accounts. Two accounts had calls to
same $76 numbers, however the request had been nmade to the
business office to credit this telephone accounts. All calls
were made on February 19th, the earliest at 12:09 and the
latest at 12:37.

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE
APPEAL. INCLUDE THE DATE AND FULL NAME OF THE MANAGEMENT
PERSON WHO CONTACTED THE CUSTOMER TO ACKNOWLEDGE THE RECEIPT
OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS). SHOW FULL NAME
OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE
CUSTOMER. DO NOT USE ACRONYMS.

000209
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Del Castellancs, SB Security Rep. was contacted by B. Hutto,
Asst. Mgr. with regards to her findings. He already had
spoken to a at this address about his problem. Mr
Castellanos agreed to check further, if Mrs Hutto furnished
him a copy of (the attached) a list of customers affected.
She agreed to do this via PAX on 03-26-91. He agreed to
check further.

¥rs Hutto also visited with K. Graveline, (VMC
Representative, who handles 976 and other Vendors.) teo
inquire about how she felt the PSC should be handled. She
gave some information to the AM from her previous experisnce
and requested that a copy of the same list going to Becurity
be furnished to her. Mrs Hutto agreed.

S. INTERIMN VYES_X NO__ DATE OF NEXT OR FINAL REPORT
n“: n-21

6. NAME AND TITLE OF PERSON PREPARING ANSWER Barbara Hutto,

¢ DAYS & REASON

8. BSEND THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS
COMPLAINT. FPROVIDE THE NAME OF THE OPERATIONS MANAGER OR

0026




DISTRICT MANAGER. THEIR FAX NUMBER ANT THE NAME OF THE
MANAGEMENT PERSON NOTIFIED. IF YOU ARE CHARGING ANOTHER
OPERATIONS MANAGER WITH THE CASE PROVIDE THE NAME OF THE
OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE
NUMBER OF THE PERSON ACCEPTING THE CASE.

OM/DM TELEPHONE
FAX
NAME TELEPHONE
TITLE ACCEPTED YES NO

9. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING
THIS APPEAL? YES__ NO___

WHY? N/A

10. WHAT HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT FUTURE
AFPEALS OF THIS TYPE.

N/A

1l. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS
CASE? BE SPECIFIC.

00026..
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' g : Attachment
S S
Date Zimg Yandor/TN
Number
/19 12:09
13:10
12:20
12:20
/1% 12:13
13:13

35.00

40.00

35.00

40.00

Yes

Yes

Yes

Yeos

Yes

Yes
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2/19 12117

12:17

12:28

/19 12:17

13:18

12:25

/19 12:37

29.95 oe

29.9s Yos
34.95 You
38.00 Yox
3s.00 Yes
40.00 Yes
29.98 Yos
35.00 Yes
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o

13:10
12:33
12:29
2/19 12:32
a/19 12:31

29035 Yes
35.00 Yes
35- 00 Y..
385.00 Yes
33.00 Yes
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16

2/19 12:30

12:30

a/19 12:22

12:22

13:38

12114

12130

12:22

35.00

35.00

29.95

40.00

40.00

No

No

Yes

Yes

Yes

Yes

Yes

Yes

000266
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12:22 35.00 Yes
e 12135 29.95 Yes
/19 12:27 40.00 No
35.00 No
40.00 No
29.95 No
40.00 Yes
35.00 Yes
000267
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11

12

13

14

eifeln DIl
_ g ) " 2/19 12:11 40.00 Yes
e
13:12 3s5.00 Yes
12:36 29.95 Yes
12126 29.95 Yes
2/19 12:18 29.95 Yes
12116 29.95 Yes
12127 36.00 Yes
B 2/19 12520 40.00 Yes

* Nor RTI, Riotti, or Rappy Sitters.

000263
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CASE REFERRAL

pSC CASE NUMBER INQ- 44610-I cao caSE NOMBERS~343792
m s TEL, e’ 05 LOGGED CARD

mﬂ" paTd”7 puE By 14 IBOSS____ PIELD DD____
CUSTOMER'S NAMEM'ONYMOUS

COMPLAINTANT

ADDRESS APT. #

crpyMIAMI g, MO CIVEN

CBR # ARek®

COMPLAINT: ote ™

q’!b 6’”

EVERY BUSINESS IN THE OFFICE BLDG. HAS MYSTERIOUS 900 CHARGES ON
THIS PAST BILL. HE RENTS ONE OF THE SUITES. WOULD LIKE S§B TO
SEE HOW THIS IS HAPPENING. HE THINKS THERE IS AN OPEN ARER WHERE

SOMEONE JUST PLUGS A PHONE.

W [ ccr o Lewes £ /&Mumj'
Z

j’-a-{c at e —[Lﬂ

J& sl S =

o J -
R /‘ 2T AL '5:{)

L oM HQP DATE 3--1-! TIME J|:6D
REDIRECT TO FROM . .
e TAX oM poc_DAD
INTERIM DATE DUE - i
CUSTOMER CONTACTED WITHIN 24 HOURS_____ IF NO, REFERRED TO:

TEL ¥O DATE
3.19 MTWZMMWMM/WPSC wy ar

Ll U A dhttd & Aok ales 2 ....LA—'-’CAJ«‘ Ak alsu . H

-

0002639



COMPLAINT INPUT SHEET

CUSTOMER'S NAME:  ANONYMOUS

i : ;Ezwuo: 44610-I -

!

é' DATE RECEIVED: 3-7 DATE CLOSED:

: AREA: so (SO SE NO OT)
TYPE: B (RES BUS PUBLIC)
TELEPHONE NO.

LATE: (Y - YES ONLY)

OPERATIONS MANAGER: GAS

DOC: DAD (DAD BWD PBC CST GNV JAX ORL WFL OTH)
CLASS: 976

ADJ AFTER: (Y - YES ONLY)
SAO NO: G-543-91

JUST: (N - NO ONLY)

CAUSE CODE (5 CHARACTERS) 3uo229

2

000279
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Southem Bell

Special Assistance Bureau
668 N.W. 78th Avenue

Miami, Florida 33128
(305) 2634816

1-800-321-4327
April 18, 1991

MEMORANDUM TO: Kathy Brown
FROM: Pat Godsil

RE:

CASE NO. 48699-Inquiry

Our investigation reveals that on March 6, the customer called
the busineas office and denied all knowledge of the 900 calls on
her bill. We agreed to adjust the calls and add a 900 block
effective March 8.

On April 9, the customer called the business office and advised
her March 25 bill had more 900 calls on it from Sprint and
Telesphere. The service representative refused to adjust the
calls. The customer requested a supervisor. The supervisor
tried to call the customer right back but couldn’'t reach her.

On April 10, Bettye Hodges, Assistant Manager, contacted the
customer and acknowledged the appeal. She advised the customer

she could deduct the 900 calls from her bill, we would adjust
them. The adjustment amounted to $3B.37.

000271
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CASE REFERRAL

5SC CASE NUMBER __ 48699-I INQ.  SAO CASE NUMBER G-F 721-5'/

TAKEN BY DB T=L DEXTIME 10:55AMOGGED X

CARD
FTROM KB DATE 04-10-9DUE BY 04-17-51IBOSS / FIELD DD

CUSTOMER'S NAME

COMPLAINTANT
ADDRESS APT.#
CITY TEL #
CBR # AREA NO
COMPLAINT:
SEE ATTACHED
N
t
7b s
AR
MR SN
) Vo w”h,u*
0P s 1 ,
/ /»10{/?&9,:{' '3’.'-:\0
vy od
REFD TO: C&Ln—eﬂ Brivdodey  TELE_Go4- 350 -939E
I
FAX # oM TMS oAt 4 -/0 TIME I 3O
REDIRECT TO FROM DATE
TEL # FAX oM poc_(ST
INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS ‘eg I¥ NO, REFERRED TO:
TEL HNO DATE

000272
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NAME: 3 CASE NUMBER G872-91 TEL #:

ADDRESS! !

cITY: ; poc:

1. t Was blllcd for several 900 calls she did not make. She
suspg¢cts her cordil-l phone caused this. Southern Bell adjusted calls
she agreed té get a block. Block effective 3/9. There wers more
billed; 7 t;un sprint & 3 from Telesphers. The PSC is

ntind that S¢uthern Bell adjust these calls too because customer
i

DATE |RECEIVED: Q4+10=91 TIME RECEIVED: 20152 AM

DISTRICT MANAGER Lnswzn:nc COMPLAINT:  NA

DEP

3. DE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR
APPEAL IN SPACE BELOW. INCLUDE ALL TROUBLE REPORTS
NG THE TIME FRAME OF THE APPEAL. ADVISE SERVICE ORDER
'8, JOB O NUMBERS, APPLICATION AND DUE DATES. DO NOT

-DI-Cultonoriclllod business office & denied all knowledge of all
00 calls. HL agreed to adjust calls and add 900 block. 900

was atteetiLo 3-8-91. Order #CYJFY91ll date 3-8-91.
-91-Cultnnor received March 25th. bill with more 900 calls

by Sprint & Telesphers. Customer called pusiness office
arvice roprnbontntiv- refused to adjust calls. Custonmer

sted .upcrvtro:. supervisor tried to call customer back but

got ho ansver. cr:toncr called PBC.

A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE
000273
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SOUTHERN BELL 486991
iz Lompeny, Ernspmnd M,
MARIE MURRAY KDB 4:02 M 04/
famrens i, By R [-5Y
Tetsphome ¢ Te P, [ 5™
voL — : is-03
CogfTep, Loy et Compiatat Tywe_
Ao, Bhemiar
X
Pos Covebasmar COrtREed DOTPary’T Yes ] ) FasSRosnn
L. fladeg of Rocpenst 2 Pagert of AaSen ,
Cxomod Gy, Py,
Customer said she was billed for several 900 calls she did not make. gty Raceteng

She suspects her cordless phone caused this. SB adjusted the calls
when she agreed to get a block. The block became effective March 9 &

so there are still some calls being billed. She was billed for 7 from
Sprint and 3 from Telesphere.’

I am requesting that SB adjust these calls as customer got block &

denies making the calls. ?Please respond.

- $L2000

Kathryn Dyal Brown

04/25/1991
BY:




4. 04-10-91-Bettye Hadges, Asst. Mgr. called customer & advised her to
deduct 900 calls firom March bill. Advised her we will adjust them.

s. INTERIM. YES ___, _ NO __X_ DATE OF NEXT OR FINAL REPORT

€. NAME AND TITLE OF PERSON PREPARING ANSWER: Bettye Hodges, Asst. Mgr.
Pensacola RSSC Unit I

TELEHHONE NUMBER: '904 436-1162

; Awug:mm YES NO _____ AMOUNT 38.37 DAYS AND
REASGON FOR ADJU .

900 dalls, denied .all knowledge.

8. SEND A COPY OF THiS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS
W" FROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT
MAN, , THEIR PAX NUMBER AND THE NAME OF THE MANAGEMENT PERSON
NOTIFIED. IF YOU ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE
CASE; PROVIDE THE NAMT OF THE OPERATIONS OR DISTRICT MANAGER AND
THE NAME AND TELEPHONE NUMBER OF THE PERSON ACCEPTING THE CASE.

VS WN =D

oM/DN A TELEPHONE ( )
FAX ( )

NAME . TELEHONE ( )
TITLE . ACCEPTED: YES NO

o e o

IN YOUR OPINION, THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
Yes _X_ NO __ WHY? Service Representative should have agreed to

-0
L ]
»

adjult calls.

10. WHAD CORRECTIVE ACTON HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
APPEALS Of THIS TYPE? Covered the employes on how to handle

calil of this type.

L™ B

w

ON ME"® APPROACH WOULD HAVE PREVENTED THIS CASE? BE

& "
. m - . - -
- e ‘e .
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cus
wWI
ouT

TV ACANIVAILEIANEG 488 NOWBLFs WS &t owe = ——- —_———_—-— =

24 HOURS) .
APPEAL

SHOW FULL NAME OF MANAGEMENT PERSON CLOSING

WITH THE CUSTOMER. DO NOT USE ACRONYMS.



COMPLAINT INPUT SHEET

CUSTOMER'S NAME:

CASE NO: 48699-1

DATE RECEIVED: 4-10 DATE CLOSED:

AREA: NO (SO SE NO OT)
TYPE: R (RES BUS PUBLIC)

TELEPHONE NO.

LATE: (Y - YES ONLY)

OPERATIONS MANAGER: JMS

DOC: CST (DAD BWD PBC CST GNV JAX ORL WFL OTH)
CLASS: 976

ADJ AFTER: Y (Y - YES ONLY)
SAO NO: G-872-91

JUST: (N - NO ONLY)
CAUSE CODE (5 CHARACTERS) 3uo0126

0002717
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vOMPLAINT INPUT SHEET

CUSTOMER'S NAME:

CASE No.:  FC I
*DATE RECEIVED:
AREA: (2)_&@ (SO; SE; NO; OT)
TYPE: (1)_ 2 (R; B; P)

AREA CODE + TEL.#:

LATE: (1) (Y-YES ONLY)
OPRNS. MGR.'S CODE: ()T MS

(L-LOCAL; T-TALLAHASSEE)
Y26 ADATE CLOSED: g 4/;"7
i

(B-305; F-407; P-904)

poca: (3) JAX (DAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)
CLAS: (3)° 7c, (SEE BOTTON OF PAGE FOR CODES)

ADJAFTER: (1)____ (Y-YES ONLY)
BAC No.:~ C-1Q33-4 /

JUST: (1) (N-NO ONLY)
DISPOSITION: (35) 3/O /2 C

BOA
c&cC

| 74 -3 ST k3%

pxe: [ ToY — 350 -426 S

ATTN: &“__Z&L

]

*HIGHER MANAGEMENT & FCC CASES ONLY

SERVICE MATTERS

RSC - RES. SERV. CENTER
BSC - BUS. SERV. CENTER
PSC - PUB. SERV. CENTER
HDO - HELD ORDERS/ENGRG.
BIL - BILLING

DEP - DEPOSITS

TRA - TREAIMENT ACI'IVITY
INS - INSTALLATION

MAI - MISSED APPT. INS
MNT - MAINTENANCE

MAM - MISSED APPT. MNT
CON - CONSTRUCTION

SWT - SWITGHED SERVICES
OPS - OPERATOR SVCS.
OMP - COMPTROLLERS

ANC - ANMIIANCE CALLD
DIR - DIRECTORY

MKT - MARKETING

976 - DIAL-IT-SVC.

OTH - OTHER

QML - COMPL. LETTERS

000273



04. 26. 91 __10:36 AM
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plesse provide the asme, title, and telephone aunber of the eperstiens Bansger ‘

vill be contacting the eustoser te the gzecut

——-—-'

ive Appesls Hanager by § P.M. 0@

OTEER WRITTEN APPRALS
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this Lo &8 efficial appeal. The reply should be seat to the ezecutive appesls
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gespond S0 P office by

ghis complaint 18 enofficial. Please nendle locally, send & fast sheet bY

please provide the employee’e gull name, title and work eddress, suprerviser’s

aame, title, and eddress, ond vice president
plesse include the customer’e name (uee ¢eap

' name, title, and work addrees.
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04. 26. 91 10:36 AM

CONNIE MACK
LSETY

Hnited Stares Senate 424

WASHINGTON. OC 20810-0804 . _ e L ’Cis

P

March 25, 199)

Federal Comnunicatione Commission
Congressional Liaison Office

1”.’ M .tl‘..to 'aw.

Washington, D.C. 20354

Dear Birze:

Enclosed please find correspondence from Ms. Patricia L.
Ledrich.

I would sppreciate your advising me of your action in this matter
and returning the letter with your reply. Please respond to my
Port Myers Regional Office, located at 1342 Colonial Blvda, Suite
27, Port Myers, Plorida, 33907.

Thank you for your prompt attention.

Sincerely,

Connie Mack
U.8. Benate
CM/zhs
Bnclosure

000239
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lsarch 123, 15%6-

U.S. Sonsuter Affairs

“sshingten, L,C., 20201
Attn: Ns. Gina Steiner

Lear ke, Steiner,

AS ger our phone ecenversation on larch 12, 19;1, I am submitting in
writing the circumstances of g §2C nuaber "RI orP-,

cn 1=17=91, 1 received a post cagd from the Card Approval llvision
of secess Fluss o oredit cerc =all eecelcg ecompany., The Foot cerd
s<ates, in fine print, that thers wzs 2 3 3,95 charge per minute,

It €3¢ not stste that it wae & 7 ninute recnrding telling the caller
t5 press touch tone buttons for this ent thet. t also regueizes
thet you e2ll mnother 900 number for cther instructions regarcing
vhere to send & check for & 10,00, The second recording talls =&
Tast thet ysu don't have time to write down ell of the aciress, 20
y2u have to call back sgain to get it correct, This secon: secording
¢oss not tell the ocaller that they will ba chargeé § 25.00 for 2
minutes esch time that they cell.

Cn 1=15-31, I sent 2 check for ¢ 12.00 t> Access Flus
132 Jdorlé Trade Center
lallas, Texas 75253

“n le2i=9l, I received e cetalog paczage consisting of a catalos,
irieing pege, creéit card epplications and coupons totvaling & 300.0¢.

viRe axpaet&gg 2 normal catzlog *ith childrens clothes, toys, kitchen
stuff, etc. ¢ eatalog was for furs, leather apparel, jewelry, %tools,
wmives, cookware, etc., AllL priced so high that the average person
coulé not afford it or would be stupid to dbuy it at the prices sictec.
Besides, I did not recognize any brand names.

4L couple of days leter, efter shoving it to friendy I sent Access Plus
2 letter stating that I wanted my nmoney beck ené to reverse the phone
charges. That was before I recelves my phone bill to show mo the
shone cherges thet I was not awsre of,

Cn 2-6-91, T received a letter from Access Flus stating conditions

for & refiméd ané phone bill cherges. Also, tho letter stoteé and I
guote “#az the postcard states the $3.95 per minute charge is refundable
enly if you are not ap ed. You were an approved customer denying
our membership, not being rejected."unquote. Nowhere on the postecare
does 21l of the sbove guote 2ppear. The postcard states “Three ninety-
five min per c¢all.,”

I recelved my telephone bill lest week and was charged with the followl:

Jen 17 Plus Info 900-446=444B D 125 PN 7 Nin. $ 27.65

Jan 17 Plus Card S00-44&-4449 D 132 PM 2 Min. 25,00 )

Jan 17 Plus Card 900-446-LL49 I 150 P ;Bnin. 2 > b,
000231 $ 77.%5 plus
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On 3=12-91, 1 ecallel Southern Bell Telephons Company ané spoxe to
wr, Richers MHamaock regaréing this netter. Me reforred me to ::CI.
1 czllel iC2 an” spoke to Kr. Phil Palmer (1-890-L44-3333) He wantec
a2 three vay phone conversation between us to ncke sure which conpeny
coes vhat, ['» Eammock and myselS trisé to contict iy, Palner dut he

wes cwey frox: his desk., Ve will try rzein toisy,

I e writing this letter because I have been "RIPPLPIFS ons 1 wumt
i+ pmpéde right. ''hat about the other psople that won't take the +ime
to {isht or vho cmn't.

Fespls vho heve thess 900 nunbers and are not being honect or rre
misrepresenting thinge through unethical ecvertising lings shouls
be put out of dusine=s snc¢ made to pay restitution.

Sinceraly,

Cozies to: \’\\‘______J,,,fff”’
i.r., Rlchar¢ Toxlinson - Attorney Generel Senctor Connie leek

1215 Congress St, 1211 Governors Sgusre 3lvé.
Suite 1550 Suite 40k

Housson, Te:zs 77002 Tallahzareee, Floride

32301-268
Ly, Steven Gardnsy - Attorney General .
31& Jeckson St,

uite 700 j;
Trllas, Texzs 75202 ¢

Ly, Richarc Hemmoek - Southern Bell Co.
301 W, Bey 8t. :
/=, 13LP)

Jackeenville, Floriés 32202

Same SUQ/'GC.'TL AiRe

iy, Fhil Palmep - LC1 Customer Representetive /u’,a FON A / Ne w3 A.f

P.U. Bex ‘#67273 4 A
Atlenta, Georgle 30346 3./ 30 . m. 0&'..7'/3"?/

(Supervisor: s. Karen Gist)

g;gd ?ppgovil livitégn 4163 AN cl

¥. Bue hl‘hm ve

G ¢, Texas oko '

Attns xu:.n‘i:cl u?m., on @,Q ,o.uf é'm é /c
APPSR Rantenr At /s am, 3-17-F

Access Plus i

133 Werld Trade Center, #236 [/ me

n-fmf Toxss .75'5?&31 . Ge,u 7L24 / ' M

B, Hutchins

Customer Service Dept, | ‘ 000282
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FE3 Wisrkd Togd € omter. 8208
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"/ C’&/ /€S

ﬂlt“ﬁ“mmymabuty&d“&!&ﬂimuthmpmrm.
A sefund is certainly in erder. If you will kindly send back to ua:

a) A copy of your phone bill showing charges.®

b) A copy of canceled $10.00 chack or recaipt for money crder.®®

e)mdmmtmnwmsmmmumi'mm.

( in complete and origina) form, pleass. )
Mwm@tdﬂ%mﬁmﬁimw%ﬂhhwpyw:dundyw

of your membership fee. Thank you for your cooparatior.

Sircerely,
R Yeremzs)
3. Butchins
Custamar Service Dept.

¢ As the postcard states the $3.95 per minute charge is refundable
mlyummmw.!mmomwmdmmdmyw

eur wembership, not being rejected.
e+ 1f cash was originally sent please state 8o with note along with the

returned materials. ;

000283
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&

1U: 30 AM

CARD APPROVAL DIVISION

1303 W, BUCKINGHAM
GARLAND. TX 75040

P. = CALL NOW fo begia

RD.. #103

enjoping yoor Ben svedit benefiig?
CONGRATULATIONS 1 |

APPROVED FOR:

$10.000 CREDIT LIMIT

CASH ADVANCES

DIST CONSOLIDATION
(0ver)

HJ[U! HankCerd

YOUR PZRSONAL 1.D.# 801-90-236

48-A2

Congratulations,
Weare
besa APPRO

US Pesiage
Malgd Frg
Iw Code 29

Pro=Borie0
Fust Clasg Man

Pormit No. B27

Pusg
m

196

URCENT NOTICE

PLEASE RESPOND IMMEDIATELY

(~700-d9¢ ~44/¢

/=900 -4l Y45 F

Aeeess Aos
533 UJ&/G’ 72.46’:'_.

@.ﬂé‘e

A/KM’, Texas 75358
P ek #bal 1-19-91

e EINALATTEMPT

we 1o sotlfy you that you bave

for 3 $10,000 LINE O

You will also get an &
e seewred Major Bank it Card even U you've scver app!

to reach youl Juie themplm

CREDIT 2t 0% Tl;nn;:: ;.:
00 op th ' PREFERRED ACCESS PLUS car addition,
818,000 on e e P CASH ADVANCES TO $5,000 -

make
By oU MU EALL NOWI

ty to obtals
ad for credit or

bave bees turaed down before. To ACTIVATE your $10,000 LINE OF CREDIT
you must eall our approval depariment withls 24 bours. Go abead. . .

CALL NOW!! Dayortlicht - 7dsys s waek - MAVE A PEN HANDY
*SPELIAL BONUS® JUST FOR CALLING - ONE HOUR OF FRER LONG DISTANGCE CALLS

Loldest

Approval manager

1-900-446-4448

CALL NOW aad recelve FREE $300.00 in

Mvnzlgcm- GUARANTEED

e belp get you out of debl forevar!

& gl

E?Eg.‘m‘mzﬁ” o -—':‘%hv.':.-,::...s::- .
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¥ .

Account Number:
8l11 Dase: reb 25, 1991 PANC

Page ]

Bl

& W
N OWEBNOVESEWNOVENYNOIUVMSAWLNOWVWRENALIDWN D

Direst Disled Calls AMOUNT TOTAL
Dase ~ Plece Calted Number Colled *Rate Time Mia.
« 1. JAN 17 PAUS WFO . $00 hag-buts O 28 7 27.65
. 2. JAN 17 PLUS CARD $00 LbE-44a9 © LE T 1L B $3.00
3. JAN 17 PLUS CARD P00 Bu6-ULS O 150PM 2 29.00
Subsatsl 77.65
Yosal Chargs for itemized Calls 77,65
Taxes
&, Piorida Gross Recelipts Burcharge 1.9%
Subtots) 1.55
Mel Currant Charges 79.20
|
|
o pontiun of yous 008 & SURGed 60 6 BAAE 15 BICT. Than b oo maneaien
waswes Gskoi Bek val WEL
Roto Applied « Boo Beck of Page cP 021068 {eantinued)P-
000283
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19
20
21

22
23

A

/;g&"’&v- ¢
FCC INQUIRY Y /‘?’/;?.4;/;_
GENERAL on
NAME: ©-1033-91 TEL. NO.
ADDRESS '
cITY:
1. COMPLAINT:
DISSATISPIED WITH SERVICE FROM ACCESS pIUS. SEE ATTACHED.

DATE RECEIVED: 04/26/91 TIME RECEIVED: 1125 PM

2. OPERATIONS MANAGER ANSWERING COMPLAINT: JUDITH M SAWYER
DISTRICT MANAGER ANSWERING COMPLAINT: JUDITH ¥ SAWYER
DEPARTMENT AND GROUP: CUSTOMER SERVICES - RESIDENCE

3 PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR TO
THE APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS COVERING THE

TIME FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER
NUMBERS, APPLICATION AND DUE DATES. DO NOT USE ACRONYMS.

03-12-91 CALLED SOUTHERN BELL. SPOKE TO SERVICE

REPRESENTATIVE - MEL HAMMOCK QUESTIONING 900 CALLS. ADVISED

MR. umocxsnmmm;mmnucmmcmn
THE SERVICE SHE RECEIVED TO ACCESS PLUS. MR. HAMMOCK AGREED TO CALL
BACK AFTER SHE CHECKED FOR FURTHER INFORMATION WITE THE OTHER

ISSATISFACTION WITH

COMPANY.

03=14=91 MR. HAMMOCK - SERVICE REPRESENTATIVE ADJUSTED $79.25 AND ADVISEC

OF THE AMOUNT ADJUSTED.

000280
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4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INCLUDE THE
DATE AND FULL NAME OF THE MANAGENENT PERSON WHO CONTACTED THE CUSTOMER TO
ACKNOWLEDGE THE RECEIPT OF THE APPEAL. (SHOULD BE WITHIN 24 HOURS). BSHOW
FULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL WITH THE CUSTOMER.

DO NOT USE ACRONYMS.
04-26-91 1:28 P.M. MARY E. JACKSON, ASSISTANT MANAGER CALLED
SATISFIED WITH THE

r

ADKNOWLEDGING RECEIPT OF THE FCC INQUIRY.

HANDLING OF HER ACCOUNT BY SOUTHERN BELL. HAS A PROBLEM WITH

THE UNETHICAL PRACTICE OF ACCESS PLUS.
§. INTERIM: NO DATE OF NEXT OR FINAL REPORT: N/A

6. NAME AND TITLE OF PERSON PREPARING ANSWER: MARY E. JACKSON
ASSISTANT MANAGER -

- RESIDENCE
TELEPHONE NUMBER!

9. ADJUSTMENT: NO AMOUNT: N/A DAYS AND REASON FOR ADJUSTMENT.
N/A

8. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS
THE NAME OF THE OPERATIONS MANAGER OR DISTRICT

COMPLAINT. PR

MANAGER. mnrnmmmmormmmmpmon
NOTIPIED., IF YOU ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE
PROVIDE THE NAME OF THE OPERATIONS OR DISTRICT MANAGER AND THE NAME AND

TELEPEONE NUMBER OF THE PERSON ACCEPTING THE CASE.
N/A

. IN YOUR OPINION, WAS TEIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?
NO? WHY? K/A

ARE YOU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGER WITH THIS CASE?

YES RO IF YES, INDICATE NAME OF OM/DM ACCEPTING RESPONSIBILITY.

10. WHAT “COUNT ON ME"™ APPROACH WOULD HAVE PREVENTED THIS CASE? (BE
SPECIFIC.)

R/A

00028:
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Ann J. Carson Room 35C52

Executive Appeals’ Manager 675 West Peachiree Street, N.E
Atianta. Georgia 30375
404 529-8595

May 23, 1991

Mr. Mike Hennigan, Carrier Analyst

Informal Complaints and Public Inquiries Branch
Enforcement Division, Common Carrier Bureau
Federal Communications Commission

2025 M Street N.W. Room 6202

Washington, D.C. 20554

RE:
IC-91-06197
Notice of Informal Complaint Dated April 25, 1991

Dear Mr. Hennigan:

The following information is provided in response to the Notice of
Informal Complaint of
regarding "S00" service.

Southern Bell provides billing and collection services for MCI and
the carrier services it provides. However, Southern Bell has no
control over the rates or business practices of either MCI or the
information providers who subscribe to MCI’s "900" service.

On March 12, 1991, called Southern Bell and spoke with
Mel Hammock, service representative, about the charges for "900"
calls appearing on her bill. Ms. Hammock issued on March 14 an .
adjustment for $79.25 for the calls in question and advised Ms.
L:grich of the adjustment. This credit appeared on the March 25
statement. ’

On April 26, following the receipt of this complaint, Ms. Mary
Jhcquu Assistant Manager, contacted to ensure that
A8 satisfied with Southern Bell’s handling of this matter.

'}?ygﬂwﬂﬂﬂl you with the information necessary to resolve

44;;:y¢15;¢¢4u—

10080
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COMPLAINT INPUT SHEET

CU."TOMER'S NAME:

CASE NO.: I (L-LOCAL; T-TALLAHASSEE)

*DATE RECEIVED:__ 3-29 *DATE CLOSED: g |

AREA: (2)_NO_ (SO; SE; NO; OT)

TYPE: (1) _B (R: B; P)

AREA CODE + TEL.# (B-30S; F-407; P-904)
LATE: (1) (Y-YES ONLY)

OPRNS. MGR.'S CODE: (3) — HS

DOCA: (3) SAX

(DAD; BWD; PBC; CST: GNV; JAX; ORL; WFL; OTH)

CLAS: (3)_47¢& (SEE BOTTON OF PAGE FOR CODES)
ADJAFTER. (1) (Y-YES ONLY)
BAC NO.: C-1725-9\
JUST: (1) (N-NO ONLY)
DISPOSITION: (35) 0l
BOA SERVICE MATTERS
C§C RSC - RES. SERV. CENTER
. BSC - BUS. SERV. CENTER
2 < pa S P2E PSC - PUB. SERV. CENTER
; - o= < HDO - HELD ORDERS/ENGRG.
/ - BIL - BILLING
_ DEP - DEPOSITS
FAX #: TRA - TREATMENT ACTIVITY
INS - INSTALLATION
MAI - MISSED APPT. INS
ATIN: MNT - MAINTENANCE
MAM - MISSED APPT. MNT
. 7 ) < = - -TTCHED =
s . < SWT - SWIT SERVICES
I 7/W «e TP ' OPS - OPERATOR SVCS.
e OMP - COMPTROLLERS
Jaod - == o i H ANC - ANNOYANCE CALLS
‘ . , — DIR - DIRECTORY
T R O s T S
MKT - MARKETING Q
97€ - DIAL-IT-SVC. 3
OTH - OTHER
*HIGHER MANAGEMENT & FCC CASES ONLY OfL - OOMPL. LETTERS '?e“'
10048y \ b
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CONE
IDE
PROPR=NTIA
: R L
GENERAL IA#Z”MJE;QQ?
NAME: - ] CASE #: C775-91 TEL #:

1. COMPLAINT:

1-19-91 bill had two MCI 900 calls (900-776-2266 & 900-226-3377)
charq;l respectively of $19.99 and $24.99. advised us per
his letter of 2-8-51 that no one made tlese calls £rom his home and

he considered it a “rip-off" scheme that was aided and abetted by MCI

and Southern Bell.
DATE RECVD: 3-29-91 TIME RECVD: 4:15
2. OPERATIONS MANAGER ANSWERING COMPLAINT: Judy Sawyer

DISTRICT MANAGER ANSWERING COMPLAINT: Judy Sawyer

DEPARTMENT OR GROUP:; Customer Services-Jax Unit II
3, PROVIDE A CHRONOLOGICAL NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR
T0 TEE APPEAL IN THE SPACE BELOW. INCLUDE ALL TROUBLE PEPORTS COVERING
THE TIME FRAME OF THE APPEAL. ADVISE SERVICE ORDER NUMBERS, JOB ORDER
NUMBERS, APPLICATION AND DUE-DATES. DO NOT USE ACRONYMSE.
CSR's letter dated 2-8-91 and mailed to Southern Bell, P. O. 3ox 901,
Jax.
Rcvd letter in Residence Service Center on 3-5-91,
Called CSR on 3-5-91 at work to discuss 200 calls that were direct
dialed from residence. ingisted that he had discussed with
family members (wife and teenagers) and was assured they did not make
calls. I agreed to adjust the calls and offered 900/976 Block. Advised
CSR that even though I adjusted calls the vendor could very well contact
him -~ this was fine with After we discussed the type of
calls, understood better. I explained to him children's
friends ecould have made calls and hopefully the block would stop in

000£9Y
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29

guture. was completely satisfied.

4., PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTEFR THE APPEAL. INCLUDE
THE DATE AND FULL NAME OF THE MANAGEMENT PERSON WHO CONTACTED THE

CUSTOMER TO ACKNOWLEDGE TEE RECEIPT OF THE APPEAL. (SEOULD BE WITHIN
24 HOURS). SHOW FULL NAME OF MANAGEMENT PERSON CLOSING OUT THE APPEAL

WITH THE CUSTOMER, DO NOT USE ACRONYMS.

5, INTERIM: No

6. NAME AND TITLE OF PERSON PREPARING ANSWER: Lynne Lyle, Asst. Mgr.
(904) 350-8368

7. ADJUSTMENT: Yes AMOUNT: $45.91

REASON FOR ADJUSTMENT!:
To satisfy -~ Customer refused to pay. 1lst time adjustment on

900/976. Block added.

8. SEND A COPY OF THIS MASK TO ALL OTHER DEPARTMENTS INVOLVED IN THIS
COMPLAINT., PROVIDE THE NAME OF THE OPERATIONS MANAGER OR DISTRICT
MANAGER, THEIR FAX NUMBER AND THE NAME OF THE MANAGEMENT PERSOM NOTIFIED.
IF YOU ARE CHARGING ANOTHER OPERATIONS MANAGER WITH THE CASE PROVIDE THE
NAME OF THE OPERATIONS OR DISTRICT MANAGER AND THE NAME AND TELEPHONE
NUMBER OF THE PERSON ACCEPTINC THE CASE.

§. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS RPPEAL?

No. CSR did nd§'noti£y company of problem.

10. WHAT CORRECTIVE ACTION HAS BEEN TAKEN (IF APPROPRIATE) TO PREVENT
FUTURE APPEALS OF THIS TYPE.

None Reguired

11. WHAT "COUNT ON ME" APPROACH WOULD HAVE PREVENTED THIS CASE? BE
SPECIFIC.

Company 4id not have opportunity - NOT a PSC case.
CSR letter to FCC. :

Result of copy of

000294
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tates 3 Nessage from: Ann Jordan Carseon
Bxecutive Appeals Nanager

COVER PLUS PAGES 35C82 Southern Bell Center
i 678 %W. Peachtree Bt. N.8.
IP MESSAGE UNCLEAR PLEBASE Atlanta, Georgia 30378
GALL RUTH GRAY $29-7129 Telephone: ¢04-529-0598
FAX #1: 404-584-6845

PLEASE EAND DBLIVER INOGRDIATELY!

k 31 w Srenda Markhas Marilyn Wnitaan Judy Nell Chambers
A CAB NC CAR 8C CAB

Higher Nenagesent rec L other

- amame -

PRESIDENTIAL WRITTEN APPRALS

ohis officisl appeal wes received in Mr. Skinner‘s office on and a

reply is due on his deek by « The reply should ba faxed to 404-001-6418.

Please provide the mame, title, and telephone number of the operations manager who

will be contacting the customer to the Bxecutive Appesls Nanager by § P.N. on

&
ST = o el

OTHER WRITTEN APPEALS

Lol
Thie ie an off 8 1. zeply should be sent t0 the ezecutive appesls

shis is en official appsal; howaver, it is excluded from KSR ssasuremants.pPlease
to our office by ( M8 ____ Bqual Access)

This ecaplaint is unofficial. Please handle locally, send a fact sheet by -

— T1080€ provide the employee’s full name, title and work gddress, suprervieor’s
ssme, title, and address, and lefo president's name, title, and work address.
Piease include the customer’s name (Uee compllmentary mask) by .

’ ’e . | mmeem 5

g . . -— « :-__' "’\
—— RECIEDER A RE$PORSE I8 DUX T50AY on .
T= T '

Additlonal Comments__ . - -




o~Sosnd w

=0

&4

LR Lot T -_— ww- ww= e s —_—— —

ZACSIMILE COVER SHEEZ

ZROML 0o

Ma Davis Name: Anm Carson
Bellcore BOC: Southern Bell
23101 L Street, NW Room #: 38C83

Suits 600 Tele. §#31 (404) 829-8598

Washington, DC 20037
¥o. of Pages:

{not inel. cover)
fex Machine type and #1 (404) 584-6545
Contact #:1 (404) 539-8008
The enclesed Moml— complaint -!—:u been t;L-J.—.d with the rederal
communications Commission (PCC) pursuant to Seotion 208 of the
communications Act, 47 U.8.C. Under the Commisasion's Rules, you
sust either satisfy the complaint in soccordance with 47 C.F.R.

Section 1.713, or advise the Fcc that you refuse or are unable to
do so. You must retain all records which may be relevant to the

complaint unti}l the comnission has finally disposed of it.

Date Sent: é'm"Q/ Dated: é‘Z&ﬂ Date Due: ﬁzgg Q/
Reference €3203.

Nane of Complainant: —

Yeur reply can bs transmitted by facsimile. If you encounter any
problens during transmission, please call immediately. Facsimile
machine and contact numbers are:

Dex 3600 202-955-4623 or 302-955-4643
Contact No. 202-955-4846

3£ your reply is ready in advance, the eriginal and three copies
of your reply can be forwarded to Mary Davis.

22 you mesd assistance in handling this complaint, please call
¥ary Davis on 202-955-46986.
ocs Whit Jordan

D00Z95
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Address Reply To:
Suite 1218
2203 N. Lois Ave.
Tempa, Plorides !3301_

Ronorable Pets Petersen g - E
flouse of Representatives 2. &>
1990-A Bouth Pirst Strest o "
Lake City, FL 32053 £ N
. ; & "
Sttention: J. Den Alim - 5 o
= & # # o~ ..
Dear Congresssman Peterson: P -
Thank you for eontacting our office on behalf of your constituent ?
regarding his probles with leng distant carrier billing from (MCI).
Your inquiry is being forwarded to the Chief, Public Service Division for
ooordinstion with the sppropriste staff at our hesdquarters office in Washingtenm,
D.C. You should receive a response within the next 30 days.
8incsrely,
Ralph M. Barlow .
Engineer in Charge
Enclosure
? l.' :‘;3
\.:"\ J ‘
000294
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THE LAW OFFICES

FEB 13 1991

Yebruary 68, 1991

Southezn Bell Telephone

P.0. Box 901
Jacksonville, ¥L 32249-0001
REs

Bill Date: 1/19/91
Gantlemens

%With ths above dated billing I xeceived a statement for MCI
sharges for two (3) ul.phqml;fs_w:o supposed to have been
“qur _on December 28, 19%0. I

of Ib

enclose & MCI bIYTIIng tox r reference. The two (2
] mﬂ ware both 900 m.:z?uQOO-??G-)RGG and 900-2 5-)-
3377, The telephons calls billed are 2 minutes and 1 minute

mnunl for a of $19.99 and $24.99 zespectively. You
: note & the bill that the phone calls were supposed to

have been made at 2:03 a.m., and 2:05 a.n., respectively. Please
be advised that these phons calls were not made from my home. I
have never made m? arrangement with MCI or you to be billed by
MCI. This °xzip off" scheme concocted by somecone and ailded and
abetted by MCI and by Southern Bell is a scam. I simply will not
b off in this manner. I will pay the legitimate Southern
Bell s as I have always done but I will not pay these NC
charges. I suggest that you have MCI contact me dzmt.ly.

I am writing a letter to the Pederal Communications 'c@u"wn
and to the Congressional Delegation from the State of Florida to’

protest this scam and »rip off of the lic. Please let there be
no misunderstanding, I am absolutely incensed at this billl

000295
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In summation, T deny that these phone calls were made from my
home. I refuse to pay for them. If necessary I will file suit in
Fedezral Distriot Court and join in class action all similarly
situated consumers who have been ripped off in this type -0f scam
through ths telephons company.

Very truly yours,

DET/ad

po1 Federal Communications Commission
Congressnan Pets Peterson

Enclosure

000295
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pr Room 35C52
wve Appesls Manager 675 West Peacntree Street. N.E
Atiania. Georgia 30375
404 529-8595

April 29, 1991

Ms. Jacgueline Johnson, Carrier Analyst
Informal Complaint and Public Inquires Branch
Enforcement Division Common carrier Bureau
Federal Communications Commission

2025 M Street N. W. Room 6202

washington, D. C. 20554

RE:
~IC-91-05277 —

Notice of Informal Complaint Dated March 25, 1991

Dear Ms. Johnson:

The following information is provided in response to the Notice of

Informal Complaint of
regarding a billing dispute involving "900" service.

southern Bell acts as a billing and collection agent for MCI and
the long distance service they provide. However, Southern Bell
has no control over the rates or business practices of MCI or the
information providers who subscribe to MCI’s "900" service.

Ms. Judy Sawyer, Operations Manager, contacted on March
5, 1991, to discuss the complaint as a result of the letter being

sent directly to Southern Bell. Ms. Sawyer explained to

the nature of the calls in question and explained how they
were made. Ms. Sawyer agreed to remove the calls from the bill
and she advised that MCI may pursue further collection

for the calls.

An adjustment was issued for $45.91 and appeared on
March 17 billing statement. A block for "900" calls was added to

his line.

I hope this provides you with the information necessary to resolve
this matter.

Sincerely,

Ann J. Carson
cc: Mr. Duane E. Thomas 000293
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PR RECEIVED

3 | FEB 27 1991
4 DATE: February 1&, 1991 AIDC: J. Don Allen ranome

5 :

6 Public Sarvice Bo

7 rederal Communications Commission
8 (te 1218, 2203 North leois Avenue
9

Yanoa . Florids  33807-2358

10 CONGRESSMAN PETE PETERSON
11 1880=-A South First Streest
12 Lake City, Florida . 832055
13 (804) 752-1088

14 The attached is sent for your consideration. Please investigate the
15 statements therein and forward me the necessary information for reply.

16 S8inceraly,

o %zm

18 PETE PETERSON
19 Member of Congress

20 Constituent:

21

22

23

24

25 884

26 VAS

9002939
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Southem Bell

Special Assistance Bureau
688 N.W. Toth Averue
Room 604

Miami, Florida 33128
(305) 2634816

Navember 1. 1880 1-800-321-4327

Mamorandum to: Shirlev Stokes
From: Marie Forbes

Re:

Case No. 30477-Inquirv

Our investigation reveals that the customer has been in constant
~ontact with Mr. Vince Lopez. Staff Manager. Corporate Affairs. Mr.
Lopez has assured the customer that the charges will be removed.
which was done on 10-31 and that an investigation in underwav.

The 978 vendor mentioned by the customer is under investigation for
failure to comply with our advertisingz practices and we have
received numerous complaints. It became necessarv for us to
interrupt the service on 10-5. because of this. The vendor has
resubmitted revisions to his advertising and script wording and
the new data is under consideration. however. the committee has not
vet approved this customer for restoral of service.

Mr. Lopez has kept the customer informed and he is satisfied that
the investigation is still being conducted

000509
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M - 3:47 “41=5
TAKEN BY: (TEL.) {(MAIL) (TIME) {LOGGED) {CARD) (FROM) (DATE) (DUE BY)

1BOSS CUSTOMER'S NAME:

Southermn Bell _ ADDRESS: _ ABE.

e TEL. #:
PSC CASE # 30477- el::,@g__ REFERRED TO : CBR. 7 : AREA : _SO

SERVICE MATTERS RES. BUS. PUBLIC Customer's complaint:

i
"

s
a4

)0D

(
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RES. SERV. CENTER (SEE ATTACHED LETTER FROM PSC)

’R Q, REP'S. . T%

Jax = Uy

e

INTERIM REPORT SENT CLOSED DATE ([(‘
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> SEE ATTACHED LETTER TO MR. FONNER REGARDING 976/900 SERVICE. .
Q CONSUMER REQUEST
/ '\ File was also sent to Southern Bell for an {nvestigation.
R
3} FLORIDA
,.ﬁ’ PUBLIC
! SERVICE
/(; COMMISSION
'] .
N 101 EAST GAINES STREET
:f? - “ TALLANASSEE, FLORIDA 32398,
' T e N PLEASE RETURN THIS FORM WITH
i \2., S =n REPORY OF ACTION TO:
0 K. ) Crisul “lipem Shirley Stokes
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October 29, 1990

Dear
Thank you for your letter regarding 976/900 service calls.

The Public Service commission approved Southern Bell Telephone
ig dial=it service tarife (976) on July 25, 1984. This
service allows customers an option of dialing 976 telephone numbers
on local calling-scope pasis to prerecorded announcements. The
charges for the 976 calls aren't regulated by the Commission; they
are set b{ each message-provider. However the local telephone

bills and collects payments for e message-providers.
I've forwarded a copy of your correspondence to Southern Bell for
an investigation and response to you and me by November 13, 1990.

The 900 service falls under the authority of the Federal
communications Commission, Informal Complaints and pPublic Inquiries
Branch, Enforcement pivision, 2025 "M" street, Northwest, Room
6202, Washington, DC 20554. Due to a number of complaints
regarding 900/976 unauthorized calls a few years ago, the Public
Service Commission ordered the telephone companies to place & 90~
day free block on the 900-976 calls n the customer's request.
A copy of that information is enclosed for your review.

As soon as I've had the opportunity to thoroughly review the
information, I will be back {n touch with you.

8incerely,

shirley A. 8tokes
Consumer Affairs Analyst
pivision of Consumer ffairs

SAS:sah
cot Southern Bell

L]
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stare or mowes FLORIDA DEPARTMENT OF AGRICULTURE € CONSUMER SERVICE
SN

Sog COeda, COMMSRONIA & MAYO BURLDING TALLAMASSER 323000000

October 17, 1990

In Reply Refer To:
90-09-16298 /MHS

Public Service Commission

Fletcher Bullding

101 East Caines Street

Tallshaseee, Ploride

Consumers:

32399-0850

Business: Southern Bell Telephone Co.

The Division of Consumer Services has received an inquiry on & subject which
appesrs to fall within your jurisdiction. A copy is enclosed snd the writer
is being advised that future correspondence should be addressed to your

agency.

Your cooperation will be appreciated.

Sincerely,

senior Consumer Complaint Analyst
Division of Consumer Services ‘
904-488-2221/1-800-342-2176 (Florida only)

MAS [kki
Enclosure

cc
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JOANIE B. FASLELL
1905 € wiewd. Fieinha

TOREIGN ATFPAIRS COMMITIRE

90-07. 16298 czmnme

ON SICURITY AND

. Congress od the Mnited States . “SHELT
House of Representatives omTH ATLANTC aBscmY

Adeaar, YN, etk sea Tt ey
SSCURITY AND SCITNCE SUDCOMMITITE
CriAs AN

M7 COMMTTIC ON NARCOTS
ARILE AMD GLNTAGL
BERAITA S

Wie Helen Webly, Director

pivision of Consumer bdervicun

State ol Flerda
thyn i bdiog
taltahasvew, FI, 12499

Bear s, Webb:

Washington, DE 2515 e,

7855 S.W. 104 Strect
Suite 220

Himi, Vlorida 33156
suptumbar )7, LY

- -

Py
ha]
9 ¢
™~
o v
'.-i.
= T
N o
o ﬁ;
N (¥

Enclosed 18 covcespondence that | received from
untech 1 Juel watrants yuur atlention.

i would appreciiate yvur cuviow ol Lhw situation as described (n
torter, renponding dicedr 1y co him, .

ek /1

B LOGRE

<dim

20°d PTI0O°ON Op:PT 06°6Z

330

siuficerely,
.-’
’
A B. FAMUELL
Hhmbn:r wl Congrexss

0003503
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Suite 220

Miami, Florida 33156

Dear Representative Fascell:

Mjmfmtmnﬁimﬂnmpamd to our
0 offica.
1 The fic issues he has identified will be investigated and any
2 available to us will be fully exercised on his behalf. We
3 will contact directly to advise him of the action we have
& taken. A copy of this corrvespongence will also be made available to
5 you. . .
6 1f we can be of future assistance, please do not hesitate to contact
7 us. :
8 Sincerely, é
9 Frank C. Cleveland, Esquire
0 Director !
1 - Division of Consumer Sexvices
2 FOC/dvm

' . 000305
Ly
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Florida’'s

Service Commission
has authorized GTE
Florida, Southern
Bell, and United Tele-
phone Company of Flor-
ida to offer 976 and 1-
976 blocking service.
This blocking serv-
ice allows customers
to stop chargeable
calls from their tele-
phones to information
service numbers be-
ginning with 976 or 1-
976. Blocking. of 1-
900 is also available.
The companies have
filed tariff provi-
sions with the Public
Service Commission
and have begun notify-
ing customers. These
tariff f£ilings pro-
.vide for the 90 day
period for existing
and new subscribers to
request blocking at no
charge. ’

GTE and Southern Bell
customers and & one-
time $5 charge for
United Telephone Com-
pany of Florida cus-
tomers for installa-
tion of the blocking
service. In additien,

W&——&il
e 90 days from the

day they establish
telephone service to
have blocking service
installed at no
charge.

This blockin v-
ice is not ava n
M

certain
lines.

To order 976, 1-976,
and 1-900 blocking
service, please con-
tact your telephone
company’s  business
office.  The number
should be listed in the
introductory pages of
your telephone direc-

After the 90 days,)(. tory.

there will be a one
time $10 charge for

Y
¥y

v0'd PI0°ON 82:91 06°6Z 330
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10 September 1990

.M. Vince Lopez - = L_
Southern Bell Telephone Co. =

130 W. Fiagier Street 30 L/ / / :

~ Suite 1820
Hiarn), FL 33130

| request that the 17 August 1990 charge for dlaling 976-1717 be -
removed from my phone bill. | seem to forget that the 900 numbers are
ones for which the telephone company automatically makes a charge to
those who make the call and that Southern Bell becomes the collector of a
fee for anyone who wants to sell something while remaining partially
hidden from the public eye. The warnings of phone charges on the notices
are n exceptionally small print and normally are not read. The people
making the offer grab thelr morfey and run. '
| am enclosing a copy of a flyer found under the windshleld wiper of
my car and 3 malling resulting from the phone call made on 17 August
1990, at approximately 9:50 A. M. The English transiation on the flyer and
the apparent English transiation of the Directory leave much to be desired
in the way of professionalism. The entire “publication” is shoddy In
appearance and content. A minimum of effort has been made to provide a
fairly usless product that may well lead the way to still more
unscrupulous methods of bilking the public. | obtained this information In
- order to provide you with good evidence of the results of a $15.00 call.
The flyer states “WE OFFER DIFFERENT TYPES OF JOBS, ANY AGE OR
SEX,” indicating that Magic Data Is offering the jobs (and perhaps sex as
well). The directory offered to “show you a list of Companies S0 you can
write them and get In contact with them”, for a job while denying any
connection with the “Companies™ or with the jobs. Would this be enough
conflict of the written word to Indicate Intended fraud? The whole scam
appears to be morally frauduient, If not legally so.
| request that Southern Bell be more selective with Its clients to
uphold Bell's past tradition of excellent service and Integrity. Surely your
job handling public relations Is difficult enough without Southern Bell
creating additional problems by courting questionable companles that
border on Sleaze.
000303
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Vince, | have been helping)job seekers to find legitimate employment
and have have delt with this prpbiem before. It never seems to get better
of go away. Apparently the income from questionable adver€ising, and
Sexually suggestive recorded messages as found included In the 900
numbers, is lucrative enough for Southern Bell to provide this avenue of
separating the public from their hard-earned income and savings. | say,
enoughl It is time to take a stand on the whole 900 number system.

Hasn't Southern Bell received enough flak on this subject? Those who
take the time to complain have had such charges removed from their phone
biils, but many have been taken advantage of so often that they no longer
react. What happens to those who do not know that they can find relfef?

. What about parents who find 900 charges on their bills and discover
their children have been making the calls? The parents can restrict the
children once the situation has been revealed, and then call SBT to have
the charge removed, however the damage has been done. Do you want your
chiidren to listen to the messages that are false or suggestive In nature?

Vince, by way of copies of this letter | am asking various state
agencies to get involved. | will be asking our elected representatives at
the state and federal levels to consider legisiation to close this avenue of
obtaining money from the unsuspecting public under false pretenses

Very truly yours,

CC: Honorable Janet Reno- State Attorney's Office

Honorable Bob Butterworth-Attorney General
Honorable Jim Smith-Secretary of State

Honorable Willie Logan-Florida State Representative
Honorable John Cosgrove-Florida State Representative
Honorable Luis E. Rojas-Florida State Representative
Honorable Carrie P. Meek-Florida State Senator
Honorable Roberto Casas-Florida State Senator
Honorable Willlam Lehman-United States Congressman
Honorable i1liana Ros-Lehtinen-United States Congresswoman
Honorable D. Robert Graham-United States Senator
Action Line-Miami Herald

AARP BULLETIN

000503
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MAGIC DATA INC

' o
3 IT'STIME FOR YOU
- #  TO MAKE MONEY
.
A
7

£€ 4 Weeg W
61%08°0d -
SIOVIN

¥ bt
ve0e-

“ONI ViVQ

FROM YOUR HOME,
BE YOUR OWN BOSS

cau i@ 976-1717

S |

7 \WE OFFER DIFFERENT

7 TYPES OF JOBS,

/0 ANY AGE OR SEX

s . !/ THE JOBS ARE EASY
A TO DO,

0,3 NO EXPERIENCE

: \ /¢4  NECESSARY

s ca R@ 976-1717

/6 TEL CO. 313 OHARGE

0003519
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How can you be sure you won'tget rip
olf if you send your money for a work-at :
wife and 1 both work. | have a regular ¢
Marine Corpe Reserve duty. Shehss e :
: job. We are looking for s jobtodoat ™~
hmo.mhummumHUuuk.ow. }
We have written sway for information, celled
mlms.munodlomwangundwm
,Moamunhud.l company says we
vill make money it we them money. They
want from $29.95 to $49.50. [How do we know
mm‘tMowmnm—aom
C.VenLeer, Miami

. There's na quastion about it. Mail in that
mmdmmluamnw.m
Linghas 10 find one of those outfits that's
honest. fqaﬂdudcm-n-hmmau
ordum?oum‘tmkcnmmlobs
don't exist. Companies that offer assembly work
mmwmpyo:;ouﬂm.mﬂyowszﬂ.wm
youwon'tgot p because your work doesn't
méet company siandards. Envelope stuters wil
dlwukommmdmmlwyoutam
maﬂwmmm&usmmmn
just sold you.
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wmm:mnnh381mm1nmnumm

- S D - - - . - -

DIRECTORY

Thank you‘for being interested in how to make noney.rrom your own houme,

We will show you a list of Companies so you can write them and get in
contact with thenm.

For you to get in contact with these Companies, write them a letter expla-
ining that you want to start working as soon as possibdle, .

To have better oportunities write to many of thoso COmpnnica, 80 you

can choose the best for you,
4

WARRANTY

Our job Information is only a guide for you to get in contact with these
Companies.

We are not conected with any of these Companies and we are not respon-
eible with the problems'that can happened between you and the Companies.

¥We do know that these COMPANIES are rtlponuibla. this is why we have them
in our Directory.

) | ' n0051:
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' 40.~ ELECTRONIC LABORATORIES.

Box 660-10
Pinellas Perk. Fl. 5464.

GO0D EARTH, ‘
Village Sq. Center.
Oracle AZ. 852)2.

MINIWORK.,
Box H.
V¥ilkelman AZ. 85292,

CRESTIVE CREATIONS.
Box 4269.
Centerline MI. 4805,

DICKENS & MATSONS USA.
2102% Oratiot Ave,
P.0.Box 476.

East Detroit Mi, 40821.

CALIFORNIA HANDCRAFT.
P.0.Box 2210,
Kovato CA. 94948.

A & R CRAFTS,

302 BA. S.S. Drive.
Suiete 300.

Corpus Christy Tex.

KAY CO,
17309 Burbank Blvd.
En¢ino CA. 91316,

HOMESPUN.
P.0.Box. 3338.
Fairfield CA. 94533.

P. 0. nox. 2‘,7.
Smyrna Ga, 30081-2437.

11.- DC ELECTRONICS.

P.0.Box. 2540,
Newbury Park CA. 91319.

PI 0. BO!. 22 3
Kissime Fl. 52?42-2205.

1%.- CARD WRITER.

A= N,

£t

d

7-112 Templing.
Reedsburg WI. 53959.

RCLAND,

Box 350.
Elmwood HJ. 08217,

VIO"ON ¢p:p1 06'6Z 320

78478,

4
L

Thie Compeny will pay you for
assemble jewelry.

¥With this Company you will assea-
ble toys. :

To make flowers. ]

To assemble clowns.

To assemble clowns,

With this Company you will get
pay for making plantas hangers,.

This is- an easy job, it consist
of hand blsﬂ_.

Assendble jewelry.
Assemble pillows. .

To built electronice panels,

Electronics panels,

To make good money you will
assemble musical toys.

Greetings Cards.

If you like painting, with this
Company you can touch up wood

objects. 000313
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15.-

16.-

17.-
18.-

19.~
20.;
21.-
22,~
23.-

24.~

25.-

ginxs.
20% North High.
Bowling.

HAWKS LANDING & CO.
ewvater Drive. Unit 1

P.0. Box. 608310.

Orlando Fl. 32860-8310.

FUN CRAFT.
P.0.Box. 2760,
Fairfield CA. 94533.

CREATIVE CIRCLE.
Six Carolina Drive.

‘Middletown MD, 21769.

WESTWART .
221 E. Camel Back #1 AB,
Phoenix AZ., 85012,

SHUTU.
Box. 349.
Oregon City OR. 97045.

SOUTHERN ELECTRONIC.
Box. 28217,
Kenneth City FPl. 33709.

O'REILLY'S. STUDIOS. ¢
0401-66 Placé-North.
Brookling Park MN., 55428.

JEWELRY.
P.0.Box. 10267.
San Rafael CA. 94512.

SEWMASTER.,
P.0.Box. 283.
Ossco Minnesota 55369.

WALPINE WOODWORK.
P.o-a@x- 660.
Pinelas Park Fl. 354290.

v1'd vI0°ON g£p:v7 06°6Z 330

fo paint moveltys.

Assemble Clowjys.
Make Baby Bibs.
Hand Sewing.

To Assemble Shoes,
Baby Shoes.

Electronics Panels.

Assemble Jeweélry.
Assemble Jewelry.

Sewing Machine.

Wood work.

000314
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OCTOBER 31, 1990
HAKE IMQUIRY C-P-2416-90 TBL.NO.

ADDRESS ¢ CITY:
CUSTOMER CONTACT:

i. MATURE OF COMPLAINT: DECEPTIVE ADVERTISEMENT FOR 976 BERVICE.
T FOR CREDIT ON LOCAL SERVICE BILLED ON AUGUST 17, 1990. COVER
LETTER TO SOUTHERN BELL CORPORATE AND EXTERNAL APFAIRS.

DATE RECVD. 10-29-90 PINE RECVD. 16:45 HRS.
2. OPERATIONS MANAGER ANSWERING COMPLAINT RUSTY RHODES
DISTRICT MANAGER ANSWERING COMPLAINT RUSTY RHODES
DEPARTMENT AND GROUP V.N.C. BUSINESS MARKETING

3. MARRATIVE RESPONSE:

SUBSCRIBER ACKNOWLEDGED MAKING THE CALL TO $76-1717 ON AUGUST 17,
1990 AND RECEIVING THE REQUESTED MATERIALS FROM THE SPONSOR .
ALTHOUGH HE NEVER CONTACTED THE BUSINESS OFFICE OR THE

INFORMATION PROVIDER, HE IS REQUESTING THE ADJUSTMENT OF $15.00 ON
HIS LOCAL SERVICE. (BASED ON DECEPTIVE ADVERTISEMENT)

P.8.C. INQUIRY RECEIVED OCTOBER 29, 1990 BY VENDOR XARKETING CENTER
AND ADJUSTMENT ISSUED ON ACCOUNT 8§71-5351 FOR $15.00. ADJUSTMENT
SHOULD APPEAR ON NOVEMBER 1990 BILL. THE V.M.C. MADE THIS ADJUSTMENT
BASED ON THE INFORMATION CONTAINED IN PARAGRAPH 4 BELOW.

4. MARRATIVE OF ACTION AFTER TEE APPEAL.
976 INFORMATION PROVIDER WAS ADVISED THAT ADVERTISING PRACTICES WERE

NOT IN CONCERT WITH ORIGINAL APPLICATION AND THAT NUMEROUS COMPLAINTS
HAVE BEEN RECEIVED BY SOUTHERN BELL AND THAT THEIR SERVICE 18 BEING

TENPORARY DENIED. (OCT. 5, 1990)
REVISIONS TO ADVERTISING AND SCRIPT WORDING RESUBMIITED FOR APPROVAL

TO SOUTHERN BELL ON OCTOBER 25, 1990.THIS DATA I8 UNDER CONSIDERATION
BY THE 976 REVIEW COMMITTEE AT THIS TIME.

S. INTERIK NO FINAL YES V e /

6. PREVARED BY J.M. POLLES ASSISTANT MANAGER '%"M [..//Ca—v;
7. ADJUSTMENT YES
8. MASE N/A

9. W/A
10 .WEAT OOUNT ON ME APPROACE WOULD NAVE PREVENTED TEIS INQUIRY.

v 000515
VM—-&\/ éém.«/ /%/ 24

*‘N/A
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ROVEMBER 1, 1990
PAX TRANBMITTAL:csvscoscvvsccscs
FROM: JIM POLLES

(305)599-8268

FAX: (305)477-7384

T0: PAT SHIELDS
AT: 666 NW 79TH AVE.
FAX TELEPHONE NUMBER 264-1734

P.8.0. INQUIRY RESPONSE DUE TODAY
CASE C-P=2416-90 ROIERT FONNER

WUMBER OF PAGES 1 AND COVER SHEET

-, ) :
B | 00031%
104 ‘ Wd 00:10 06 10 11
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1:47

SS

TAKEN BY:

(TEL.)

IBOSS
Southem &
: Bell (&>

3 PSC CASE # s =

LS AN ¥

) SERVICE MATTERS
L0 -
11 RES. SERV. CENTER

1 2 BUS. SERV. CENTER

13 PUB. SERV. CENTER

14 HELD ORDERS/ENGR.

(MAIL)

CUSTOMER'S NAME:

(TIME) {LOGGED) (CARD)

(FROM)

(OUE BY)

—m—.zl- 11_5__‘ —

ADDRESS: __
CiTyY :

REFERRED TO :

Customer's complaint:

TEL. #:

$0p31

CBR. ¢ :

(SEE ATTACHED LETTER FROM PSC)

15 BILLING

1 6 DEPOSITS

1 7 TREXTMENT ACTIVITY

18 INSTALLATION

19 MISSED APPT. INS.

20 MAINTENANCE

21 MISSED APPT. MNT.

22 CONSTRUCTION

23 SWITCHED SERVICES

24 OPERATOR SVC.

-t tin,

CLOSED DATE

SF1680081 (10-
s aige

-

N

P S



N o nw W

10

11
12

13
14

COMPLAINT INPUT SHEET

CUSTOMER"S NAME:

T S W G

CASE. RO 30477-Inquiry
DATE RECVD. DATE CLOSED
AREA: (2) S0 (SO: SE: NO: OT:)
TYPE: (1) B (R: B: P:)
AREA CODE = TEL. NO. (B-305: F-407: P-904)
LATE: (1) (YES ONLY)
OPER. MGR.S INITIALS: (3) RMR
DOCA: (3) DAD (DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:O0TH)
CLASS (3) 276 (SEE BOTTOM FOR CODE)
ADJ. AFTER: (1) Y (YES ONLY)
STATE APPEALS NO.: P-2416-80
JOST: (1) (N - NO ONLY)
CAUSE CODE: (5) 25H00 (SEE CAUSE CODE LIST)
RSC~- RES SVC.CENTER BSC - BUS. SVC. CENTER
PSC- PUB. SVC. CENTER HDO - HELD ORDER
BIL - BILLING DEP - DEPOSITS
TRA - TREATMENT ACTIVITY INS - INSTALLATION
CON - CONSTRUCTION SWT - SWITCHED SERVICES
OP8 - OPERATOR SERVICES ‘ COMP - COMPTROLLERS
ANC - ANNOYANCE CALLS DIR - DIRECTORY
HMET - MARKETINRG 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
MNT - Maintenance

000315

).




COMPLAINT INPUT SHEET

CUSTOMER'S NAME:

CASE NO.: FCL (L-LOCAL; T-TALLAHASSEE) ﬁ/
*DATE RECEIVED: _12-11 *DATE CLOSED: 74

AREA: (2)80 (SO; SE; NO; OT)

6 - TYPE: (1)R (R; B; P)
S AREA CODE + TEL.#: (B-305; F-407; P-904)
8 LATE: (1) (Y-YES ONLY) o
9 OPRNS. MGR.'S CODE: (3) KEM sty Koo
10 DOCA: (3)_%2 (DAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)
11 cLas: (3) AL (SEE BOTTON OF PAGE FOR CODES)
12 ADJAFTER: (1) (Y-YES ONLY)
13 BAC NO.: J—288S -8‘1
14 JUST: (1) (N-NO ONLY)
15> DISPOSITION: (35) ﬁéﬁ no eordrloyr pwhe ady aured
—_—— BOA > SERVICE MATIERS
17 . cCs§c RSC - RES. SERV. CENTER
18 BSC - BUS. SERV. CENTFR
19 PSC - PUB. SERV. CENTER
20 ; HDO - HELD ORDERS/ENGRG
21 o BIL - BILLING
2\ DEP - DEPOSITS
23 TRA - TREATMENT ACTIVITY
24 INS - INSTALLATION
25 MAI - MISSED APPT. INS
26 MNT - MATNTENANCE
27 MAM - MISSED APPT. MAT
28 OON - CONSTRUCTION
29 SWT - SWITCHED SERVICES
36 OPS - OPERATOR SVCS.
31 OMP - COMPTROLLERS
32 0 ANC - ANNOYANCE CALLS
33 L ald DIR - DIRECTORY
A . ADS - ADVANCE SYSTEMS
AL ) MKT - MARKETING
3¢ W (W h ' 976 - DIAL-IT-SVC
37 \ -t OTH - OTHER
387 ,; *HIGHER MANAGEMENT & FCC CASES ONLY OLL - COMPL. LETTERS
/71 g ~a -
\'\,'-55 . 000319
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COMPLAINT INPUT SHEET

- CUSTOMER'S NAME:

3 CASE NO.: 139 &) (L-LOCAL; T-TALLAHASSEE)

4 *DATE RECEIVED:__12-11 *DATE CLOSED:

5 AREA: (2)S80_ (SO; SE; NO; 0OT)

6 TYPE: (1) I (R; B; P)

7 AREA CODE + TEL.#: (B-305; F-407; P-904)
8 LATE: (1) (Y-YES ONLY)

9 OPRNS. MGR.'S CODE: (3)

10 DOCA: (3) (DAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)
11 CLAS: (3) (SEE BOTTON OF PAGE FOR CODES)

12 ADJAFTER: (1)____ (Y-YES ONLY)

13 BAC NO.: V—::395 “‘&’ﬁ

14 JUST: (1) (N-NO ONLY)
‘ DISPOSITION: (35)

SERVICE MATTERS

18 cCRe RSC - RES. SERV. CENTER
19 BSC - BUS. SERV. CENTER
20 PSC - PUB. SERV. CENTER
21 HDO - HELD ORDERS/ENGRG.
22 . BIL - BILLING

23 DEP - DEPOSITS

24 TRA - TREATMENT ACTIVITY
25 INS - INSTALLATION

26 MAI - MISSED APPT. INS
27 MNT - MAINTENANCE

28 MAM - MISSED APPT. MNT
29 CON - OONSTRUCTION

30 SWT - SWITCHED SERVICES
31 OPS - OPERATOR SVCS.

32 QMP - COMPTROLLERS

33 ANC - ANNOYANCE CALLS
34 DIR - DIRECTORY

35 ADS - ADVANCE SYSTEMS
36 MKT - MARKETING

37 976 - DIAL-IT-SVC.

38 OTH - OTHER

39 *HIGHER MANAGEMENT & FCC CASES ONLY OML - COMPL. LETTERS

J-"l‘.'.-\
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Southem Bell

- Special Assistance Bureau
688 N.W. 79th Avenue
Room 604
Miami, Forida 33128
(305) 263-4818
1-800-321-4327

December 12, 1989

Memorandum to: Mike Dymek
From: Mildred Rogers

Inquiry

On 10-28, the customer called 976-3366 and was charged $35.00. He
was dissatisfied with his service and called the business office
on 11-24, The representative referred the customer to the vendor
A.L.B. Marketing, in Austin Texas. As instructed by A.L.S. the
customer sent a letter and a copy of his bill to the vendor on 11-
3C0. He did not hear from them as quickly as he expected to, and
then called the PSC.

Upon receipt of the appeal, Phil Brady, Assistant Manager, called
the customer. He agreed to investigate the matter and call

back. Phil checked with the vendor and they advised the
letter had not besen received as yet. On 12-8, Phil called the
vendor again and they advised they had just received the letter,
the vendor agreed verbally to the adjustment.

Phil, called the customer and advised him of the adjustment.
was satisfied and thanked Phil for his intervention.

e 000326
ABELL SOUTH Campeny
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) _ MM X - 11:50 -MD —12-6 1213
} \ TAKEN BY: (TEL.) IMAIL) * (TIME) {LOGGED) (CARD) {FROM) (DATE) (NIE .ﬁ—
: o
! . -
180SS CUSTOMER'S NAME: 4!

A4

Southem Bell ADDRESS: 1304 APT. : =)

CITY : TEL. #:
3 %-LE REFERRED TO : CBR. #: " " AREA : SE

) SERVICE MATTERS RES. BUS. PUBLIC  Cus.omer's compleint:

L0

1 RES. SERV. CENTER
~_CUST. WAS CHARGED $35 FOR A 976-AUTO LOAN. TV STATED IF INFORMATION

2 BUS, SERV. CENTER PROVIDED DID NOT SECURE A LOAN HE WILL GE T A CRED.
- ) S ‘e = SR RE] 0 AR 4 . BDARY HE

LU B CALLED AND ALSU

ERR

INTERIM REPORT SENT CLOSED DATE \
SF1580081 {10-86)

3 .
4 ’ :
w SW8- A0 _
; fﬂuaw |
B : :
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1448 A ORG MSGR & 03324
SROM SF10427 ON 32/11/89 13:2
“F3721&68,8F24001
GENTRAL
ﬂanﬂjj
ADDRESS..
CITY.

G-

1. COMPLAINT.HE WOULD GFT REFUND OF $3S.00.IF NO1 SATICFIED WITH 976

CRUTOLBAN)  cocicicicicemarcenoem =memmememecm ot me e om s+« e v s s s e o5 955 e 2 @8 0 21 4 e s e ks 2 e e e o

- eE RS - A ERIES BB S S S G S SRS S TR SR T SR W E S e oSS smEmsrEmr - s

DATE RECVD=-12-4-89-TIMF RECVL--4:00F- ---

o - = e e L

2. OPERATICNS MAMNAGER ANSWIRING COMPLATNT__RAYMOND RUHOCDEG.. o e o

DISTRICT MANAGER ANSWERING COMPI AINT_._RAYMOND REOLDES.... ..o

DEFPARTHENT ANN GROUP.. _VENNOR MARKETING CENTER (o cmme e e mem e e

3. PROVIUDE A NARRATIVF OF ALL ACTIONS OR CONTACT FRUOR TO THE AFFEAL IN
THE SPACE BELOW. INCLURE ALL TROUBLE REPORTS ANDR OR SERVICE OKDLR
ACTIVITY IF APPLICABLL. SERVICE ORNER NUMEURS ANT JUDB ORDER INFORMATION

IS REQUIREN. PILEASE INCLUDE DATFS.

ON 10-28-19 CALLED §76-3%3366 AN} WAS CHARGED $35.00 ON HIC
FHONE RII L. WAS DISSATIFIFR WITH THIS SFRVICI AND
NOTIFIED SOUTHERN BELL ON 11-24-89. HE #AS RYFERRED TO A.!..S MARKETING,

AUSTIN TEXAS:, AS IR DOUR POLICY ON CASFS AN SUCH RS THILS.
PG C1
~Fl= 121189 140I/121189 1403

-,

00035u




01548 A ORG MSG # 01328
FRCH 8F10427 CON 32/11/8Y 14103

3. PROVIDE A NARRATIVE OF AlL ACTICH TAKEN AFTER THE APPLAL, INCLUDF
DATFES» TIME, NAMLS AN DETALLS UF YOUR CONTACT WITH THE CHSTOCMER.

AS INSTRUCTEN EBY ALS MARKETINGy THE CUSTOMIR UENT A LETTER WITH A COTY

OF HIS TELEPHONE BILL TO THE VFNIZOR ON 11 30-87., HE IIU NOT HEAK FROH

THFEM AS QUICKLY AS HE EXPECTEL T0O, AND THEN CALILED THE P.U.C. THE SAMF
DAY BE RECEIVED [HE COMPLAINT I CONTACTEDR (12-4-09 /2 3FM).
I CALLED THE VENDOR IN DALLASs TXs DN 12-7-8% AT 415 Ms AND SPOKE WITH
SALLLY WHO SAILD IT SOMETIMFES TAKES 6-7 DAYS 'ROM MIAMI.

ON 12-8-89 AT 3131SPM T CALLED THE VICNDOR AGAIN. SHE SATDh THAT THEY

- JUST RECEIVED THE LETYER AND AGREED VFR3ALLY TO ADJUST THE CUSTOMER.

I CALLED (NOT AVATLABLE) AHD SPOKF T0
(PHONE TN HI8 NAME) Uili0 SHARES HIS HOME WITH HE SAIU T(HAT
HE WOULD ADVISE HIM AND HE THANKED SDUHTLRN BLLL FOK THETR INTERVINTION.

S, INTERIM-YES_.... .NO_X_TATE OF NEXT DR FINAL REFORT et e i s e
4. NAME AND TITLE CF PFRSON PREPARING ANSUER. ..FHIL BRADY.. .. ...l i a
TELEPHONF NUMBER......099-B27 1. et i

7+« ADJUSTHENT=YES......NO_X_ . AMOUNT . ... $ DAYS & KERSON FOR ADJUSTHENT
8. SEND THIS MASK TO AlLL OTHER DISTRICTS/DEFARTMENTS/GROUFS INVOLVED IN
THIS CCHPLAINT. INDICATE OPFRATJICNS MANAGER/DISTRICT MANAGIIR/GH #
TELEPHONE & AND PERSON ROTXFTED e  N/A ¢ e v tm i tm e oo e
ARE YCU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGIR WITH THIS CASE?
7ES.....ND.X..IF YF4s INDICATE NAME OF UM/CM ACCEPTING RESFONSTRILITY.

7. TH YOUR NPTHIOH. WAS THIS CUSTOMEK JUSTIFIED IN FILING THIS AT'PRAL?
YE S oot N X Y P e e e et i cimimmrmemmimimes Semconon o me e me s mese e s msmtms o e e e m e e
10, WHAT °*COUNT CH HE® APPRUOACH WQULD HAVE PRFVENIED TH1S5 éASE? (RE
EFECIFIC) .N/A -

FG C2L
-F1- 121187 140373213189 1405
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3 —_— x - ]l-sn = - lu] [ v 8
TAKEN BY: {TEL.) {MAIL) (TIME) (LOGGED) {CARD) (FROM) {DATE) (DUE BY)
¥ Y

CUSTOMER'S NAME:

y—

90033..

ADDRESS: 1304 APT. :

CITY : . TEL. #:

PSC CASE # INQUIRY REFERRED TO : __CBR.#:_" i AREA : SE
tr

SERVICE MATTERS RES. BUS. PUBLIC Customer's complaint:

QIST. WAS CHARGED $35 FOR A 976- 0 IR 1
BUS. SERV. CENTER g
0 PUB. SERV. CENTER ___PROVIDED DID NOT SFCURE. A mw IIE WILL GE T A CRED.

mrec =G Y,

BA / TS Y,

‘e SFIS80D81 (10-86)



2 CUSTOMER'S NAME

3 CASE NO.INQ.

& DATE RECEIVED $DATE CLOSED

5 AREA: (2)SE______ (sD, SE, NO, OT)

6 TYPE: (1) _ R_ (R, B, P)

7 AREA CODE + TEL. —(B-305, F-407, P-904)

8 LATE: (1)____ (Y-YE

9 OPRNS. MGR'S. I

10 DOC:s (3) _BWD D, PBC, CST. JAX, ORL, WFL, GNV, OTH)

S e
ligos CLASSE: (3)97633 (S8EE LIST AT THE BOTTOM OF THE PAGE)

12 ADJAFTER: (1) (Y YES ONLY)
13 BAC NO.:__R-2848
14 JUST: (1) (N NO ONLY)
15 DISPOSITION: (33) HV NT RCVD ADJ ON 976 CL
16 BOA - C&C

RSC - RES. SVC. CENTER
17 BSC - BUS 8VC CENTER C&C - CTSY AND CONCERN
18 PSC - PUB. SVC CENTER HDO - HELD ORDERS/ENGRG
19 BIL - BILLING DEP - DEPOSITS
20 TRA - TREATMENT INS - INSTALLATION
21 MAI - MISSED APPT. INS. MNT - MAINTENANCE
22 MAM - MISSED APPT. MNT. CON — CONSTRUCTION
23 8WT - SWITCHED SERVICES OPS - OPERATOR SERVICES
24 CHP - COMPTROLLERS ANC — ANNOYANCE CALLS
25 DIR - DIRECTORY ADS - ADVANCE BYSTEMS
26 MKT = MARKETING 976 - DIAL IT SERVICE
27 OTH - OTHER CHML - COMPL LETTERS
28
29 SHIGHER MANABEMENT & FCC CASES ONLY
3cC
51 FAX - - @ember &, 1989
32 :
33 TS

000333
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June 26. 1990 1-800-321-4327

Memorandum to: Kathv Brown
From: Marie Forbes

Re:

Case No. 17725-Inauiryv

Our investigation reveals that on 3-22. the customer called our
office to cuestion two 976 calls on her bill. We explained that
the 976-5825 was listed to Lotterv Results and 976-8000 was for
foreclosures.

The customer advised that the call to the lottery number was
correct. however, denied making the call to the 976-B000 number.
We transferred the customer to the vendor s complaint line.

The customer called back to advise that they had spoken with
Beverlvy at the vendor's number and received no satisfaction. The
customer requested that their records be noted that the charaoe for
$29.00 would not be paid. The customer 2lso recuested the name and
address of the vendor. We provided the requested information.

On 3-23. we referred the matter to Ms. Vicki Henderson. Service
Consultant., so she could contact the vendor on behalf of the
customer. There is no other indication of any contact with the
customer until &-20. . '

On 6-20, the customer called in reference to the %76 call in
question. stating that he had received no feedback from his
previous complaint. We agreed to check with the service consultant
and call back by 5 PM. We called and left word for the consultant
to call.

On 6-21, Ms. Barbara Smith, Assistant Manager. called the customer
to acknowledge the appeal. The customer said she saw an ad on TV
for some type of information which she would receive by mail. She
said the number was an 800 number and not a 976 number. She said
that she did call the 800 number. but no where was it stated that
she would be billed . When she received her March bill she was
surprised that she had been billed the $29.00, especially for a
976 number that she never called. Ms. Smith explained that she
would contact the vendor and call back bv 6-22.

e s 000334
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Ms. Smith called the vendor and spoke with Ms. Kimberlv Navia.
representative. who advised that complaint had been
@scalated to her supervisor. Mr. Robert Staump. who was out of the
office. A call back was arranaed.

On 6=21. Mr. Staump returned our call and advised Ms. Smith that

he had spoken with on 3-22 about her complaint. Mr.
Staump said agreed that she had called them. but not on
a 97& number. She also stated that she had received the

information reguested. fir. Staump explaineo that they do not
_advertise. any 800 number on their_ads and he_had refused to adjust
the charge.

ON 6-22. At 9145 AM. Mr. Jim Polles. Assistant Manacer Marketing.
called Ms. Smith to advise her that tHr. Staump had aareed to
adjust the charge and he would be calling her to confirm. Mr.
Staump did call to confirm the adjustment. Ms. Smith called the
customer to advise that the vendor did aoreed to the adiustment and
the customer stated her satisfaction that the matter had been
resolved.

As information the late payment charge was also adjusted. The total
adjustment was for $30.32.

—dia,
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%)

w

T

Ly 1

TAKEN BY

(TEL.)

é

1 6 INSTALLATION

17725-1 INQUIRU

RES. BUS. PUBLIC

(MAIL) (TIME)

CUSTOMER'S NAME:

ADDRESS:

CITY .

00033

REFERRED TO :

Customer's complaint:

ON THE RILL CALL WENT TO 976

1 200 7 :
CLAIMS SHE NCVER DIALED THE

REP'S. INITIALS & DEPT.

4 e

BF1680081 (10-88)
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TAKEN 8Y: (TEL.) {TIME) (LOGGED) (CARD) (FROM) (DATE) (DUE BY)
1BOSS CUSTOMER'S NAME:

> Southem Bell

6 .

7 PSC CASE # 17725-1
SERVICE MATTERS RES. BUS.
ﬁ

| ORES. SFRV. CENTER

INTERIM REPORT SENT

- emmsmrmr o —

|

- -

.. 150000 (1000
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10
11

12
13
14
15

16
17
i8
19

20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35

336Fe ARG M8G & CO78T
FRE= SFI03I&C 0N 0&/78/90 16:3:
EFIT16R EFIRETL

GENERAL
NAKE . CASE NUMRER M 1213-9¢ TFi. NQ,
ADGRESS

~ -
SITy ! 1189

i« SONFLATNT WIFE SAR AN AN OR T.V. TO CaLi. 800 KUMEBER. SHE GUT BLLLFR
29.02 TU A& CALL TO 976-800C. CUSTOMER TULALMS SHE NWFEVER DIALEL THE 976
NUMEFR., ALRFANY REFFRRED TO VFHDOR RUT VENDOR REFUSES CREDIT. CTUSTOMER
#$AKTE SOUTHERK BELL TO HELF HIM GET TREDIT.

SATF REZCVD 4-20-9C TIKF RFCUN 412

2« OFFRATIONNSE MANAGFR ANSUWFRING COMPLAINT  DON BFDRNAR
DISTRIUT KANAGER ANSWERING COMFLAINT  DON BEUNAR
JEFARTHFHNT ANT. GRCUF nl1aNMI CO88C

3. PROVIDF A HARRATIVFE OF Al ATTIONS OR TONTACT FPRIOR V0 THE APPEAL TH
THE sFADE EBELDW. InTLUBE AL TROUELE REFORTE ANL OR SERVISF ORDEF
ACTIVITY IF APPILICARLE. SFRVICE ORDER NHUMBERS AND J0B ORDER INFORMATION
i% REGUIRENL. FLEASE INTLUDE DATES.

IN RARCH 22NN CALIEDR SOUTHEIRN BEIL AKRD SPOKE WITH MS.
BFERNADETTE RUSK, SERVICE REFPRESENTATIVE MIANMI DISTRICT ABOUT TWO %7¢
CHARGFS. !MS. RUEH ALVISEN HTR THE CALL TO 976-%82% WAS LIUTER T3 LOTTFRY
KESU.T5 AND §74-B000 WAS FUR FORECLNSURES. ADVISETD MS. RUSH
THAT THE CaALL TO | OTTFRY RFSULTS WAS CORRECT ANI MADE RY HER HUSRANL,
BENIED MAKING THE CALL TO $76-8B00GC. Mi. RUSH TRANSFERREL

T0 THE YFNDOR'S COMPI ATNT LINE. ON MARCH 22NI CALLED
SOUTKFERN REL:. AN ANVISENL THAT H1S WIFE HAD SFOGKER WITH BEVER!Y AT THL
YENNOR‘S NUNRER AND RECEIVED NO SATISFACTION. SPCKE WITH M3,

ALLENF SFIGEi.» SERVICE REFRESENTATIVE MIAMI DISTRICT AKRL REQUFESTEL TRHAS
S=5F NATE HJIS RECORNS THAT THE 29.00 CHARGFE WOUL D NOT RE PAID.

AL.S0O REUQUESTFED TIHE NAME ANU AUDRESS OF THE VENDOR. .
nE. STIGE! ADVISED THE VENDOR’S NANF IS CHARLES STAUMP AT P.C. BOX
1635%.46 RIANMYy FL 33116,
F3 01
=Fi= Q42790 31433/047%F0 14345

200330




UZa8F X OR3 KSR $ 00787

vrom SF10:140 Ox C&/2T/FD 16132
EFiT1edBFIEVYL

FARF O

¢ I CONTINCED:

LN MARCA ?3RD #M3. TULI JKKII RARRY» SERVICE REFRESENTATIVF MJANI
*3TRIATs REGUESTEL THAT CARJL AMORNSU SERVIGE REFRESENTATIVE MIAN.
TISTRTST REFER THE COMPIATNRT 70 VICKI HENDRERSCH, SFRVICE CONSULTANT ST

PR |

SHE CORULYL CONTALT THE VENUUR UN BEHALF OF
:cT £ SO EMF LFFT WORD FOR HER TO CAlLl .

M5. HENDERSON WAL

ON MAKCH —&TH M5. HENDERSOK

CALLED T6 ABVISE SHE WOULE INTERVENF WITH TH: VENDOK FOR
(%FRF I8 A0 THRICATION DF ANY GTHER CONTALT WITH SQUTHERN RELL UNTTI

JUHE 20TH. GR JUNE 20TH

WITH Ku. TAMITA MAD, SERVILL

REPAFSENTATIVE Ik REFFRENCF 7O HIS §74& COMPLAINT. aTATED

THa: HE HAL RECEIVECD KO FEOD BALK
ASRFEDR TD CONTALT THE SERVICF CONSLE TANT

FROM HIS FPREVINUS INRUIRTY. MS. HAC
ANE CaAlLl RACK RY

t Feme. r5. MAL CALLEL RHE. KATHY GRAVELINE, SERVICE CONSULTANT» WED WAL
£UT 3N ANT LFFY UWORT FOR HER 70O RETURN THE CAil.

~Fi= C&DE9N 3434/CA2R90 1055

000334



ax~ a' ARG NSG ¢ 00787
20540 ON Q&/28/90 14322
2 EFL1BOT L

4
5 4. PROVIDE A HARRATIVE OF All ACTION TAKEN AFTFR THF AFSFAL. INCILURF
& TATER: TIME» NAMES AN: DETAILS UF YOUR CORTACT WITH THE CUSTOMER.

7 A 04A-22-90 AT 9:30 A.M. MRS BARBARA SMITHs ASIJISTANT MANAGERs CALLED

g HE EXFLAINED TO HER THAY RIS WIFF HADL MALE A JAlLl BACK
9 In FEBRUARY TO A NUMRER SHE THOUGHT WAS T0.... FREk. THFN PUT
10 0K THE LINE. SA1D SHE SAWR AN Al ON T.V. FOR SOME
11 TYPF DOF JTHFORMAATION WHICH COWM D RBE RECFIVED RY MAT: . STATED

12 THAT THE NUNMEER THAT WAS ADVERTISE: WAS AN 800 & NOT A 76 &. SHE Sall
13 SHT LID nAKF THF CAl. BUT NO WHERF WAS 7 STATFL THAT SHF WOULN RF

14 BILILEL., WEEN SHE RECEIVED ReR MARCH 13TR BILL SHT WAS SURFRISET THATY
15 5HF H&AT RFFN CHARGFD $29.0Cy ESFEOXALLY FOR A §76 ¢ THAT SHEE NEVER

16 LIA £L. ARE SNTIR ADBVISEL THAYT SHE NEEDEL T0 CONTALT THE VENDGK ANL
17 ECu D GFY BACK WITH HFR BY 0a-22. ON 04-21-90 AT 10:30 A.M. MS. SMITH
18 LAa'iEL THE VENLOR'S RUMELFER AN SPCHKE WIIH KIMBERILY NAVIAr CUSTCMEFR

19 ScRvI2: RFFRESENTATIVE. 8HF AQUISFn MRS SMITH THAT

20 COnPLAINT HAL BRENR ERSUALATLL T0 WFR SUFPERVISOR HE. ROEFRT STAUMF WHG
21 w3 U7 TF THEF DNRFFYCE. 8HE AGRIFD TS HAVE MR, q'“th CALL H&. SKXTH
22 Bal: EY 5:00 F.h. ON &/23. ON 4721 AT 33150 FoMe M. STAUMFP CALLET KIS,
23 3nIT#E. HE ANVISFD HFR THAT HT HAD SFOKFN WITH UN HGHCH SONT
24 ARGL HER LOMFLAINT. Mi. STAUMF SAIL AGRELT: THAT SHFE HAL

25 SRLTFD THFms RUT HNOT OH A $76 NUMRER. SHE ALSD SAID THAT SHE HAT

26 EZOFRIVEYL THE INFORFKATION REQUESTEDL, MR. STAUMF INDIDATETL THAT THEY DU
27 RLT ANVFERTISE ANY 8CC # JN THEJR T.V. AD ANI THAT HE WAS NOT ADJUSTING
28 THE CHARG:. EBECAUSE HF FELT WAL TRYING 70 GET GUT GOF FAYINC
29 FOR TKFORMATION SHE REQUFSTED.

30 O™ 04=-22 AT 9314% A.M. MR, JIN PLILES, ASST MGR MARKETING CALIER MS.

31 S5TTH TU ANVISE HER THAY MR. ROBEFRYT STAUMF HAD AGREEL T0 AU.JUST THE

32 2%.50 CHARGF. HF STATFD THAT HF HAD ALSO RFCEIVED A& COFY OF THE PSC
33 SONFLAINGT . UHE ARVISEL h&. GHMITH TRHRAT Mi. STAUMF WOULT BE CALLING HEL
34 &553 T CONFIRKR. ON 06-22 AT 11:1C A.n. MR. ROCBERT STAUMF CALLFD MS.
35 S5YTH T0 ALVISE THAT HE HAL AGREEL TN ADJUST THFE CHARGF. MS. SMITH

36 ;n-lFi BR. HANKS AT 1148 P.n. 70 ANVISFE HI® THAT THFE VINDOR HAT AGREFD
37 70 ATDJURT THE CHARGE.. MR. BANKS WAS SATISFIED THE MATTER HADIl RLFN

38 RESG: VEN.

.
il
(%

0o2T9T 1434/06289C 1425

o
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0348a A CRG MSR & 00787
FROH RF108340 NN GASDS/90 318:34
37:T:0E:871ECI:

PACGF C3

£, JHTERIH-YES....N0O x DATF 0OF NEXT CR FINAL RRPORT

-4

é. NARE AKRL TITILLE OF PERSON FREFPARING ANSWFR BAREARA SMITH» ASSISTAN
: MANAGER

TE.EPHONE NUMBER 300-243-5144
e ANJUETHENT=-YFS X NO... .AMOUNT $3C.32 ¢ DAYS & REASON FOR ADUUSTHENT

THT VSHUOE AGRFED T4 AUJUS: THE CHARGE TO SATISFY THe DUSTOMER. ALSC
ADJURT | ATE PAY CHARGF OF .44 FOR 3 HOS.

€. ZEND THEIS MASK TU ALL GCTHER DISTRICTS/DEFARTHENTS/GROUFS INVGLVEL 1IN
THIS COMPLATHNT. JTHDICATE QPFRATIONS MANAGLR/LISTRICT KANAGER/GF ¢
TELTFHEONF & AKD FFRSON NCTIF IEL. N/&

J

AFS YO CHARSTNG ANCTHFR DPERATIONS/NISTRICT RANAGFR d477A THIS CASFE
YES . N0 X Ir YES» INLICATE NAME OF GM/pm ACCEFTING RESFONSIBLILITV.
2. 33 YOUR OPTNICN, WAS THIS CUSTOMER JUSTIFIES IN FILING THI3 APPFAL?

YES X NI ... .WHYTY AFTER REFEATED CALLS TO SOUTHERN RE:!. SONEONE SHOULL
HAVF TAKEXN THF INJTJATIVE TG hmANNLE THE CUSTOMER’S
CNOMFLAINT WITh THE VENDUR.

1C. BIVENR THF OQPPORTUNITYs RC YD!U FEFL THAT A& °*COUNT ON ME®* ATTITUDE

COULD HAVE HELPED AVDIN THIY CASET YES X NGC...WHYT AFTER THE TUSTOMER
CALLFDN SOUTHERH RFI.l SFVFRA! TIMFS IN REGARNDE TO THFE
SANE COMPLAINT SOMECNFE SHUULL RAVE REALIZED JUST HOW
DISSATISFIFN THE CUSTOMFR WAS AND TOHK RESPONSTRIIITY
FNR RESOLVIKG HIS FROERLER.

FG 0&L

~F1= 0&289C 24&34/C425%90 1835

00034
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11
12
13

14

COMPLAINT INPUT SHEET

CUSTOMER 'S NAME:

CASE NO:

DATE RECVD.

DATE CLOSED

AREA: (2) SO (S0: SE: NO: 0OT:)

TYPE: (1) ;-- -------:Rz B: P:)

AREA CODE :-TEL. ;Ej o (B-305: F-407: P-904)
LATE: (1) ---:;EEFBQLY) --------

OPER. MGR.S INITIALS: (3) DLE

DOCA: (3) DAD (DAD:BWD:PBC:CST:6GNV:JAX:ORL :WFL:0TH)
CLASS (3) 976 (SEE BOTTOM FOR CODE)
ADJ. AFTER: (1) (YES ONLY)
STATE APPEALS NO.: M-1213-90
JUST: (1) (N = NO ONLY)
CAUSE CODE: (3) 25H00 (SEE CAUSE CODE LIST)
RSC - RES. SVC. CENTER BSC - BUS. SVC. CENTER
PSC - PUB. SVC. CENTER HDDO - HELD ORDER
BIL = BILLING DEP - DEPDSITS
TRA — TREATMENT ACTIVITY INS = INSTALLATION
CON - CONSTRUCTION SWT - SWITCHED SERVICES
OPS - OPERATOR SERVICES COMP - COMPTROLLERS
ANC - ANNOYANCE CALLS DIR - DIRECTORY
MKT - MARKETING 976 - DIAL IT CALLS
OTH - OTHER CML - COMPLIMENTARY
. P
<. 00034.
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Southem Bell

Spscial Assistance Buresu
088 N.W. T0th Avenue
RAoom 804
Migmi, Forids 33126
(305) 2834818
1400-321-4327

June 25. 1990

MEMORANDUM TO: HMelinda Guess
FROM: Pat Shields

-

CASE NO. 17418 - P

Our investication reveals that the customer called Southern Bell
on March 24. to question three calls placed on March 9. to 976-
8000. The customer was advised that the three calls were all for
2 minutes in duration and were placed at &:15 AM, 6118 AM and
63121 AM. The customer advised that one time she reached a busy
signal and the other two times she left her name and address for
information to be sent regarding foreclosure and government jobs.
The customer advised she had received packaces on both subjects.
but she returned the information and wanted a credit on the calls.
The customer was aiven the vendor's number to call.

On May 14, the 976 vendor, Investment Capital. issued an adjustment
for this customer for $29.00.

On June 22, after the appeal was received, Mrs. Leibold. Assistant
Manager. contacted the Vice President of Investment Capital.
‘ LY 2 said that Mrs. Oglesby did in fact call
three times on March 9. and left a recorded message of her name and
address. He advised that two calls were to reauest a book on
federal jobs and one call was for a book on foreclosure of homes.
i *. said that when the customer had called in. he did agree
to adjust one $29.00 charge. since the customer had made two calls
for the federal job book. He also stated that no return packaoe was
ever received. but he would make an adjustment of another $29.00.
because the customer advised in her letter that it was sent back.
feels that the remainino $29.00 charae on the bill is
Justified. #

000345
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also said that he does advertise in compliance with

Southern ﬁlll. and that the charge for the call is shown on TV,

plus voicing the charge. He also advised that busy line conditions
are not charqed to the customer.

Mre. Leibold attempted to contact the customer several times after
the appeal was received on June 19, but was not able to reach her.
On June 26, Mrs. Leibold spoke with Mrs. Oglesbvy and acknowledoed
the receipt of the appeal. The customer insisted that she reached
a busy signal and then got thru for federal jobs and then called
again fYor foreclosure information. She stated that when the
envelopes were received she did not ocoen them. but returned them
because they were so thin she felt thev could not be worth
anything. Mrs. Leibold apologized for any inconvenience and advised
that the vendor had agreed to adjust one call for an additional
adjustment of $29.00. Alsc. because the customer was s0 sure she
did not get a busy signal, Mrs. Leibold agreed to adjust the third
$29.00 charge.

The customer is satisfied.

is 00034
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TAKEN BY: (TEL.) (MAIL) (TIME) (LOGGED) {CARD) (FROM) (DATE) (DUE BY)
e
IBOSS CUSTOMER'S NAME: _ ES]
cn
[
Southem Bell ADDRESS: _ sov S
‘ CITY : i TEL. #: <
, 7419- sr
PSC CASE # 17418-r REFERRED TO : CBR. #: AREA:
1 g * & 3 -
SERVICE MATTERS RES. BUS. PUBLIC Customer's complaint:

(RES. SERV. CENTER

(SLL ATTAQED PIPORT)

REP'S. INITIALS & DEPT.

R el B




P—1196-90 G jbw

e S/

TAKEN BY: (TEL.
f e ——————
: IBCSS
PST'CASE # 17418°p
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WS. SFRV, CENTER

HELD ORDERS/ENGR.

v 2o S J Hb =l
(MAIL) (TIME) (LOGGED) {CARD) (FROM) (DATE) ]é.uTng
CUSTOMER'S NAME: __ et

_ — QLYDE FHILLIPS —~ £2
ADDRESS: _ \PT.: C -2 g
iy ; TEL. #: :
REFERRED TO : CBR. #: 1 aRea: SE

Customer’s complaint:

—(SEE ATTACHED REPORT)
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' STATE OF FLORIOA

- - FLORIOA PUBLIC SERVICE COMMISSION
301 EAST GAINES STREET
TALLAHASSEE, FL 32399-0864 -~ _

. FACSIMILE TRANSMITTAL COVER SHEET
—— .
. TIME SUBMITTED: . m. — NOT TO EXCEED 2 HOURS
pATE -‘tmﬂ'— BMITTED: £ :¢x AP — yoy 70 EXCEED 30 MIN.
10: JMMM&‘«M
)
OFFICE/BUSINESS: : x
FACSIMILE SPEED NO.: /9 Af available. OR !{c. NO.: (FOT) 264 =i
TELEPHONE NO.: () -

FROM: [JR
OFFICE/DIVISION:
FACSIMILE NO.: (904) 487-0509

o |
"j/‘ 7/":‘

TELEPHONE NO.: (904) £££-22.3F

COMMENTS : #
N
NUMBER OF PAGES INCLUDING THIS COVER SHEET: . 4
1F PROBLEMS ARE EXPIERIENCED WITH THIS TRANSMISSION, PLEASE CALL:
ALONZQ AT: - OR s : i
S N A
000347
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8 t 4

-
v on i ﬂ &} ) FLORIDA DEPARTMENT OF AGRIGULTURE & CONSUMER SERV

DOV UCRIER OSMAIN0N @ MAYO BUILDING  TALLANABSEE 2E399-0000

June 14, 1990

In Reply Refer 7o:
90-06-09890/MBS

Public Service Commission

Fletcher Building
101 Esst CGaines Street
Tallshassec, Floride 32399

18t

Consumert 7

Businees:

Enclosed is a complaint wvhich sppears to fall wicthin your jurisdiction
as an enforcement agency of Florida®s consumer laws.

Would you please review the file and take whatever action you deem
sppropriate, if any. If you determine that this represcnte a case for
dnvestigation, we would appreciste your informing the consumecr, as well

o8 this offics.

The complainent is being advised that the Btete of Plorids camnot eerve
as personal attorney for an individual; therefore, the consumcr may
wish to comsider contacting an attorney for legal advice, or filing s
small claims ection in county court.

1f you have questions regerding this file, please contact me.

Bincerely,

2 sy At Bhotlor

Mary Helen Shelton

Senior Consumer Complaint Analyst

Divieion of Consumer Services
004-488-2221/1-800~342-2176 (Plorida Only)

MRS /kki

Enclosure

ect | 000341—}
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oot s e s s
of faguest 2. Reoen of Achen

See attached and respond. Check information in 976 ads and billing'
for calls reaching busy signal.

-

NT W

Cused By - / /

CONSUMER REQUEST

FLORIDA
PUBLIC
SERVICE
COMMISSION

101 EAST GAINES STREET
TALLAHASSEE, FLOF'DA 32399

PLEASE RETURN TIHIS FORM WiTH '
REPORT OF ACTION TO:

Melinda Guuss

07/05/1990 -
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of Ruguest 2. Resen of Actien Ganili _— / /
See attached and respond. Check information in 976 ads and billing’ i
#
for calls reaching busy signal. CONSUMER REQUEST
g FLORIDA
' PUBLIC
+ SERVICE
7
COMMISSION
/ 101 EAST GAINES STREEV
TALLAHASSEE, FLORIDA 32399
A PLEASE RETURN THIS FORM WITH
REPORT OF ACTION TO:
/ Melinda Guuss
| 07/05/1990
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FL_PUBLIC SERVICE COMM _904-487-0509 Jun 19,90 14:00 No.010 P.04/

M j, G- o - m/eo

FLORIDA DEPARTMENT OF AGRICULTURE & CONSUMER IIIVIOIB vy sl

Doyle Conner, Commissioner Seey W Th Yl

Divieion of Consumer Services SO JM -4 Fh 3: 49
Consumer Complaint Fors -

PLEASE TYPE OR PRINT CLEARLY Date: MQ)/ (-/j /97@

(Unreadable complainte will be returned.)

pPerson Complaining Business Or Person Complained Against
_(Uu full, Legal mams.)
Mins -
Hr':. . _
Mr. TCask Rame/ Firet deme, mia. :nltisl] '
» VA . ;
Address: Va Addrest. o . i i
(¢ity) {County) IS = (oaeyi CTounty) -
j g
(State) ST T (1P Code) - (Btate) 1IP Code)
Telephonie: Rows. A [ Telephone:' 2_
{Area Code/Bunve: . m iniia uoangun
s ncd

Product or service involved:

Date of purchau:Mj:(‘"\ q I([Z(

pid you complain to the business? V-~ Iﬂun and to whoal
Attach copies of any lettere writteo to or veceived from the
copies of contracts, cancelled checks and other proofs of purchase.

ORIGIRALS.

Are you presently represented by s lawyer? !L(' 1f sg, ,you should. nly on the _advice
of your lawyer. Have you flled suit ia eny court AZ‘E

17 YOUR COMPLAINT IRVOLVES THE PURCHASE OF A KEW CAR OR TRUCK, PLEASE SUPPLY THE
mwnn INFORMATION:

‘Cost of pr

uct or serv C.:$Zz- cz
[

Vehicle Year:

Purchased: New rrent Mileasge

Vehicle Use: Pereonel

Hovw many times e vehicle been in for repairs for the same

Hou meny days hes the vehicle been out of service for repaire?

Prore listed in . Clyde  [hillyps
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FL PUBLIC SERVICE COMM 904-487-0509 Jun 19.90 14:00 No.010 P.05/¢

Explain.your complaint fully, giving evente tn the order in which they happened.
(Use additional sheets if mecessary.) REMEMBER TO PRINT CLEARLY OR TYPE. .

— 4 1

.
. .

- e wen W S -

31f your complaint is about & product or service vhich was advertised, attsch a copy of

the advertisement.
N | -
Whet would satiefy mﬁc plaint? =2 !
' ; 3 2.00 . a i Zhee

ol

Are you over 18 years of age! yes _\~ no Over 657 yes no l/

“1 do do not suthorisze you to send & copy of my complaint
to the Business I am complaining about, or any other goveinment agency
deened mecessary for purposes of mediation, {nvestigation, or
enforcement."

1f your complaint ie veferred to another sgency it might become public
gecord and relsased to individusle over whoa the Divison of Cohsumer
Bervices has no control.

(1f p;ulnlon is denied your complaint will be filed for ioformation
only.

FALSE OFFICIAL STATEMENTS -~ Whoever Imovlngly makes a faloe otatement
in writing with the intent to mislesd s public servant in the
performence of bis official duty shall be guilty of a misdemesnor of
the second degres, punisheble as provided in s. 775.082, s. 775.083,
or s, 775.084, Vieride Statutes,

1 understend thet your office does mot give legal sdvice to sny individusl. 1 also
understend thet your office cennot teke legsal sction for me. I am filing this complaint
to sotify your office of the activities of this business/individusl and sssk any
assistence you may be able to render. - 77 [:’ j A

RETURE COMPLETED COMPLAINT PORM TO:
. !illzwﬂ")"—"’

Floride Department of Agriculture

’ and Comsumer Services Sworn to and subecribed before me I:M‘
- Division of Consumer Berviees Le8800 " .
The Mave Bullding 3] day of __May 5" Agu, 19 9%

Tellsheseee, Ploride 32399-0800
904+488~-2221/ I-IOO-S&I-}U‘ (Plorida only)
- e ‘

L~ 10 00035" Commission i‘t CRVi Tese? '
State of rloridn..gqm Mﬂ\ W"-
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Compa r\)/ %
Pf.f?i e..‘)r.‘n'\ :%_ “<-C“d. "l"Z)

macim
(Lc?.»l neme UthUf-Url)

A commex ¢ lC-\' Caaime. oM ""E’leu:&or‘\ %VJ\G

Loreclo ;:/rﬁ_‘:#wﬁ a number o call
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" FL PUBLIC SERVICE COMM 904-487-0509
- = - T_' - T

1
“M“f i z > Agoount Numbert 38
% ( 8i1l Dste: Mar 16, V990 ]
C 5orwt*€ (nler BT B
Other Charges and Credits 7-,;u -.‘23': > 1. ¢4 AMOUNT ]__TOTAL _|
(7 st Al
ek S ” io ‘911 e 1 1ie \f. ' B :
‘. €971 for 911)° :inetatiotion eim-pu. This g’"‘ Mrirf'z_a TR
chearge hes been ploced on your bill by PALM o
SLACH COUNTY .01
9. lﬂ‘l {or 911) sonthiy charges. This seriff oy,
mr.. Is bmu -« behsir of PALH BEACH a b
g B s o ) :l'.-

41

A subtote! 21 !
mmwmnmo Q& Bis - |
. _ ) A Called___ - M “k.}' & ¥ :’ Ty

..Ln.. e 2,00 | 4l
e 29.00 ) '
303\ 9768000 s malll= 29.00 o
; . Subtete! . . z n.’h
“Dare “E Numiber Cafled = *Rare Time  Min. - | -
9. FEB 21 FILAUDERDL ° FL 503 731-537h AN  1105PH 34 1.16
. 30, FED 27 FILAUDERDL  FL 303 731-337h AE  S4IPH 1 .19
] 11, WAR |6 WOLLYWOOD ‘7L 303 987-0609 AL . TSIPM 13 o | o . 1.89
12, MAR..9 WORTHDADE ... FL 305 976-8000 AN 615AM B ... ... .80,
| 13. MAR 9 NORTHDADE FL 305 PT6-8000 AN  S18AM B .20
5. WAR § NORTHDADE FL 503 976-8000 AN  621AM 2 .20
15, MAR 12 FTLAUDERDL . FL 303 731-5374 AT  803PM 1 i1 v
15 CORAL 8P0 - i FL 303 Buk-3800 AD  Nierk B . .50
(Feders! Tadt: ' .13) e
Subtotal
Cslliag Card Calls
" Date : PlacsTolied . .~ = Number Calied  *Rate  Time =
17. MAR $ MOLLYWOOD 7. : FL 303 987-8609 AEC 1000PH il
FR W PALM FL 807 &76-7414
"’.‘ﬂ'.l Tex «02)
.. . L el ow S 'ﬁt...l‘ -5,-"_.;
tote! Chorge for itomized Cotle o2.07 ' i
onete Applied - See Back of Pepe oFr 015699 (eontinued)p




3483 & RFTRANSEIT RY SF207S: .
. ORG N3G ¢ JGASR (0C21%) 0/9. c

3 FRC= SF2026; 0K C&/0%/90 14:0u
4 RL38
5 FI17:6898F2777V
6 GENFRAI
S
7  AHE . 0ASE NUMBFR.<=x+#0-90_. . . TF.: . NO.
8 .ukrss.§
9 :ITi...wERT PALM RFACKs F!
10 .. TOMFLAINT.. CUSTOMFR WRGTE LETTFR 70 NEPARTMFNT UF TONSUMER AFFATRE.
11 JAS CHARGFU $B/.0G FOR §76 DALLH WHEN CUSTOMER GCT BUSY SIGNALS.
12 'EELE SHOUI DN'T HAVF TO PAY.
13 457 REOVL-=a=20-96-TTHMF RFEOVI-4:00-==-==-
14 | ZFFRATIONE BANAGER ANKWFRING OCOMPI ATNT..I ARRY BIYON. . o et e =

15 ;18TRITT RANAGEE ARBSERING SOMFLATR T o o e e e e e e e e oot e e e e
17 ;EPARTHAFNT ANE BROUF. . DUATCHER RERVICOFA, WEST FALR BEACH CR8CT ... ... ...

18 ;, pPROVINE & NARRATIVE U+ ALl ACTIGNS OR CONTACT FRIOR ThL THF AFFFAL IN
19 (KF SPAC7 RFLOL. IKCIUNF AL TROURLF REPORTS AND DR SFRVICE ORDER

20 ITIVITY IF APPLICABILIE. BERVICE ORDER NUMBERS ANL JUNE ORDER INFORMATTON
21 iS5 REQUIREN. PIFASF INCiLUDF DATES.

22 SUSTONER CALLED BOUTHERN BELL ON 3-24 AN GCI NUMEBER OF 976 VENDOR TU
23 _Al.! AROUT 974 CALI&. 0N S-314 THE COMPANY (CALLED

24 ISSUET & £2¥.0u ARJUSTHENT. CUSTOMER THEN WROTE TO FLORIGA DEFARTMENS
'25 37 CONSUMFR AFFAIRA WHO TN TURN FORJARNED LETTFR TO PSC WHD IN TURN

26 3ERT SAST TO BOUIHEKN BEL. TUO HANDLE. TRE FROBLEM 15 THAT NUSTOMER

27 3818 SAFT NIR LALL 974~-R00C0 THREF TIKFER BUI ONI TIME 7 WAS RUSY ANDN THE
28 ITHFF Tuh TIMES BRE LT LEAVE HER NANME ANI AIDRESS FOR FOREZLOGURE

29 iNFORKATION AND FOR BCOVFRNMENT JUOBR. SHE SENT RACK RDTH PALKABEZS AND
30 JANTES CREDIT. SHF CALLES THE VENDOR COMPARY BUST THEY ONLY AUJUSTEL
31329.0C AS A& GOON WJLI MEARURE.

3275 0i

33 -F2- Q462UFC 144T/047090 1440
34 ~F1= C&62%90 1447/042%90 1447

000354
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28 7§

29
30

TRANSMTIT RY SFJO78.
& 20348 10CG215)
DHL OON CASDS/P0 14120

-

4. FROVILF A NARRATIVF OF ALL ATTION TAKEN AFTER THFE APFFA. . INCIUDF
DATESs TUIME» NAMES ANC DETAILS 0OF YOUR CONTADT WITHE THE CLSTOMER.

CN 4=22 MRS. 1.ETROLD, ASSISTANT MANAGFRs SFPOKE TO THF VICF PREATNENT
cF . wose | & . AT T

ALVTISEDR THAT DID IN FATT CAlLL THREF TIMES ON THAT DAY

ANL 1FFT RECORDEY HESSAGE OF HER NAME. ANU AUDRESS. o Cal!.5 WEKRE FOR A
pack On FEDRFRAL JORS AND 1 CTALl WAS FOR ROCK UGN FORED USUR- HOMES. WHEN
LUSTONER CALLEL IN . DIW AGRELN TO ARIJUSET ONE £29.5% CHARGE
SINF CUSTONFR HMANDE 2 CALIS FOR FEDERAL JOBRS BOOKR. HE ALLSS STATFUL NO
RETURN PALKRAGE WAX FVER RECEIVED EUT HE dNLLL MAKE AN ADJUSTHENT OF
ANOTRER $29.8C RECAUSE CUSTOMER AR¥I$FD T HER I FTTER THA: IT WKAS

SF&T BANN. THRAT LEAVES A £2%9.07% LHARGE ON CUSTOMER’S RBlt... WHILH MR.
3Tun® FSE: 8 T8 JMUSTIFIFN. - T ALSD ARVISFEL THAT HE NDFS
ARUVERTIS- In SOMPLI1ANEGE WITH STUTHERN BELL THAT THE CHARGF FOR DAL
TEORAJUN 0% TV PILUS VRITING THF JHARGFE. HE ALED STATFD THAT RUSY

CINE LONSYITILORS ARE NOT CHARAGEY: T4 THE CUSTOMER. OGN 6-T7¢ HREA. LFEIROLL
L INALL Y BPORT TGO CUSTOMER. E2xF JINSTETFD THAT SHFE GU!' A& RUEY STIGNA. AKD
TKEn RGY THE! FDR FELERA. JOk:= ARNN CTALLEL AGAIN FCF FOREL. . DS!HRE
IMFIORPATION. WHEN ENVF! OPFS CAMF SHE DIN NOT OPEFN THF ENVELDPFS. JUST
SEN. THER BACK BECAUSE THEY WERE &0 TRHIN IT7 COULDN'T EBE WORTH
ANYTHING. HMRS. LFIBOLD AGREEN TO ADJUST THE THIRDND CALL BECAUSF
CUSTOMER AR VERY SURE 0+ HERSELF IN GETTING BUSY SIGNALS ANL NODT
CONNEZTING THROUGH. SHE CLAIMS SHF ONILY CALLED TWICE AND VENDCR
Ci.A1ME SHe CALLEL THREE TIMES. - WAS SATISFIEL.

-F2- 042590 144T5/04A2590 1440
~Fl= Q&DFFC LA4T/0628FC 1450

i 00035:
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Southem Bell

Special Assistance Bureau
088 NW. 79th Averue

Mismi, Florida 33128

(305) 2634816

1-800-321-4327
June 25. 1990

MEMORANDUM TO: Melinda Guess
FROM: Pat Shields

CASE NO. 17418 - P

Our investigation reveals that the customer called Southern Bell
on March 24, to aquestion three calls placed on March 9. to 976-
8000. The customer was advised that the three calls were all for
2 minutes in duration and were placed at 4115 AM, 6:18 AM and
6121 AM. The customer advised that one time she reached a busy
signal and the other two times she left her name and address for
information to be sent regarding foreclosure and government jobs.
The customer advised she had received packages on both subjects.
but she returned the information and wanted a credit on the calls.
The customer was given the vendor's number to call.

On May 14, the 976 vendor,
for this customer for $29.00.

. issued an adjustment

On June 22. after the appeal was received, Mrs. Leibold. Assistant
Manager, contacted the Vice President of ‘
’ said that did in fact call
three times on March 9. and left a recorded message of her name and
address. He advised that two calls were to recuest a book on
federal jobs and one call was for a book on foreclosure of homes.
. said that when the customer had called in. he did agree
to adjust one $29.00 charge, since the customer had made two calls
for the federal job book. He also stated that no return package was
ever received. but he would make an adjustment of another $29.00.
because the customer advised in her letter that it was sent back.
— feels that the remaining $29.00 charoe on the bill is
Justified.

00033v
<3m
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also said that he does advertise in compliance with

" Sputhern Bell, and that the charge for the call is shown on TV.

plus voicing the charge. He also advised that busy line conditions
are not charged to the customer.

Mrs. Leibold attempted to contact the customer several times after
the appeal was received on June 19. but was not able to reach her.
On June 26, Mrs. Leibold spoke with - and acknowledged
the receipt of the appeal. The customer insisted that she reached
a busy signal and then got thru for federal jobs and then called
again for foreclosure information. She stated that when the
envelopes were received she did not open them. but returned them
because they were 80 thin she felt thev could not be worth
anything. Mrs. Leibold apologized for any inconvenience and advised
that the vendor had agreed to adjust one call for an additional
adjustment of $29.00. Also, because the customer was SO sure she
did not get a busy signal, Mrs. Leibold agreed to adjust the third
$29.00 charge.

The customer is satisfied.

0003554
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TAKEN BY:
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> Southem Bell @

17‘18-1’

7 Psécase
) SERVICE MATTERS
Zm.‘,m. CENTER

7 BUS. SERV. CENTER
/2PUB. SERV. CENTER

e
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fms. BUS. PUBLIC

st g gy e,

\ 2~ 117 u </u
Vo p0 S He (- ¢
(MAIL)  (TIME]  (LOGGED)  (CARD)  (FROM) (DA (DUE BY)

CUSTOMER'S NAME:

ADDRESS: _ aPT. ;

CITY : TEL. #:

" REFERRED TO : CBR. #: _AREA: “E
Customer’s complaint:
(SEE_ ATTAGIED REPORT)

e

00036Y

REP'S. INITIAIS & DEPT.




/ * . ] ;
- : T—l194-90 lofpd
3 o 0 % H6 b~ 26
TAKEN BY: (TEL) (MAIL)  (TIME)  (LOGGED)  (CARD)  (FROM)  (DATE)  (DUE BY) |
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7 Southemn Bell ADDRESS: __APT.: &> 3
4 Cify : mers wes cns TEL.#:  _ S
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FL PUBLIC SERVICE LUMM Yud-dg(-udu> SR ew T ew == — -

e -

ol £} @ FLORIDA DEPARTMENT OF AGRICULTURE & CONSUMER SERVIC

SONE OCoNn COMENoNEA  MAYD BURDINO TALLAHABSEE SRIO-0800

June 14, 19%0

In Reply Refer To:
90-06-09890/MHS

Public Service Commission
Fletcher Building
101 Bast Gaines Street
Tallehassec, Florida 32399
R | g

Consumers
Business:

Baclossd is & complaint which sppears to fall within your juriediction
as an enforcement agency of FPlorida”s consumer lavs.

¥ould you please revievw the file and take whatever action you deen
sppropriate, if sny. 1f you determine that this represcnts a case for
{nvestigetion, ve would appreciste your informing the consumor, as well

[ 1 thi' ﬂ!tic‘-

The complaimant is being idv:.ud that the Btate of Plorids cemnot serve
as personal attorney for an individual; therefore, the consumer may
wish to comsider contacting an sttorney for legal advice, or £iling &

small claims sction im county court.

if you have questions regsrding thig file, please contact me.

Sincerely,

Wy AltsrBhatior

Nary Helen Shelton

Sepior Consuser Complaint Anslyst

Division of Consumer Services
90*-&”—222!!1-.00—3&2-21" (Plorida Omnly)

'] mm
Enclosure

. ect
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- FL PUBLIC SERVICE COMM 904-487-0508 . Jun 19,90 14:UU NO.ULU F.uas

S | . B-d-7890

3 FLORIDA DEPARTMENT OF AGRICULTURE & CONSTRMER seavicES . ..

4 . Doyle Conner, Commissioner sy Sn -;g:-:'i

5 Division of Consumer Bervices COJ™ -, Fh 349

6 Consumer Compleint Form

7 PLEASE TYPB OR PRINT CLEARLY Date: MQ,)( UJ. 1970
w 1

9 (Unresdable complainte will be returned,) :

i‘l} Person Complaining Business Or Person Compleimed Against

12 (Uce full, Lega) name,)

13 Miss

14 62 (

1§ - ¥Hra, —

16 ¥r. .

17 address \dress:

18

19 ‘

20

21 VWPsE e

22 Telephone: Telephone: -

25  Did you complsin to | {"Mﬂul
26 Attach copies of any letters writtes to of received from the
27 copies of contracts, cancelled checks and other proofs of purchass.

28 ORIGINALS.
29  Ars you presently represented by s lavyer? Zl(' 113 ' should .rely on the_advice
30 of your lavyer. Have you flled suit in any court

31 xvmmtnxmummuovag_qmunm,nmswrruns
32 mmmm: :

33

34 Vebicle Yeer: _ —
35 Purchased: Wew __ Trent Mileage

36 ¢ Vehicle Use: Parsonsl .
37 | Wow sany times :

38 How meny days hae the wvehicle been out of service for repaire? |

¥ -]

» ' Phone [isted in - 00036



1 FL PUBLIC SERUICE_ COMM S04-4¥r—-UDVUY . JUIl 4215V a=‘ ww Nusvaw & =

. l':.pu!nqur complaint fully, slving evente tn the order in wvhich theay hmmd.l

(Use additional sheets if necessary.) ER TO PRINT GLEARLY OR TYPE. .

L

o~

— e

| 4 ] /

i B =T TTE7
G o "l .‘/ it -
( 7 /]

8 5 .

(- 3

12 . 3f your cosplaint is about & product or service wvhich was advertised, attsch a copy of
13 the advertisement. - i s !
(<ATE : bl Ikh'ﬂgﬁ

14 Yhat 14 fef 1ai
*: -o_u uttuyywicm nt?
16 dmgugl J ,i;zz [) 7
no l/

o
[ ( P
17 Ave you over 18 years £ age? yes ;A Over 651 yes
!ﬁ do

18 "1 do not authorize you to eend a copy of my complaint
19 to the Business 1 am compleining about, or any other goveinmeut agency
20 doened necessary for purposes of medistion, investigation, or

21 enforcement,”

22 1f your complaint fs referred to another sgency it might become public
23 gecord and released to individusls over whoa the Divison of Consumer
24 Sscrvices hase no coantrol.

(1f pernission {s denied your cosplaint will be filed for foformation
26 only.)

FALSE OFFICIAL STATEMEWTS - Whoever tnovtngly makes a feloe otatement

g; in weiting with the iutent to aislend s pu 1ic servant in the

29 performance of bis officisl duty shall be guilty of a misdemesnor of
30 the second degres, punishable o8 provided in o, 775.082, e. 775.083,
31 or s, 775.084, Vioride Statutes.

3z 1 undervstand that .mr office doss not give legal advice to say individual. 1T slso
33 understend that your office csanot take legal action for me. 1 aa filing this cosplaint
34 to sotify your office of the activities of this business/individusl end_gq Seck any

35 assiotance you may be able to render.

36  BETURS COMPLETED GOMPLAINT FPORM T0: - -
. .- .
-u

37 ¥ioride Department of Agriculture
gworn to end subscribed before me th

38 ¢ and Consumer Servises

39 - :::l;:a o!lc:nmr Bervices
40 ve Bullding 3] day of
41 Talishsssee, Plorids $52399-0800 !
42,  904~488-2221/1-800-342-2176 (Floride only)

43) _ A . .
:g RS hin 00036 { Cosmission txpirdd 1/ IOLTE NS
: . State of Florids, Falp B§

: RETA M, SHITH .

i
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‘ B e n'\c-ﬁ-: trilked o

5 == ﬁ\ :%-plc} Mman

6 K‘rn\?( LLC?a neme. Un‘:now'\:\)

7 A commeraial Game. on leviston T rchm
8 fore.closumes., er\ a_npumbex call

> m;,{f'mw mc:! h: on . - rtftéi'_',;p , }Parcil
10 e C Jﬂ‘ '
11 \Here‘ \"egf-\\"'j‘ 5‘\'?(’(':\,!'(1 A .) -

12 e;' e’nvgq/‘)ls ay/ilx ’V)T?:F‘Er‘nej ,_;qrne,.

:2 c‘fz,fe-i-he_, cam c n

15 é’r\wla 5 cau.se..

. :1]11 ’Ea?f g:
wr:‘.. O

i E vhartvi[fj; %\C«?\f C"I//»

€(

18

19 l e hng

20 an +he. call }?_(r_?'_: rh)/sy
21 namee. a‘ a T‘r.s... c’c:—u./

22 . recovded. messq 5. Yeques ‘]’-ccl. SAarmnme- s -
23 I om-‘ac.-lfi 4): J'H\em ?x’” ancl. —"f'\f_}/
24 e co

25 = Ue‘;Lv\e t;:ﬂ‘ .c m_f)qh);)ac\\ej j:b

26 ’ b a

21 @f?ﬁuesr (23 ( re» T aspr-ﬁ\c-: [ \ru:-.rdtse
28 _Tn? brred. 1z -Fheme She, emf.o[
29 - . ecctpl OV Bame.

303 T 11) 'r-fe'r _I. C‘ﬁ”-f‘cl bd?ck, nd.
31§ f » take” Thi
32‘ . ﬁ efﬁ%\lz\;q‘? e. Du\d,r.m‘uao::':'ﬁ Corsumer :
£ B X’W)C es , 000365
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AFFFAL . JTHCIUDF
13

§5. #FIVilF R HAREATIVF OF ALL ATTICOHN TAKFN AFTER THF 'F
5 TH RUSTOMER.

3aT7%y TiME» WARES ANL BETAILS OF YOUR CONTACT RITH T

4. ~=22 RRS. LETRCLD, ASSTSTANT MANAGFRs SFORE TO THF VICF PRESTRENT
¥ i AT i .
#xI%TSER THAT * pID IN FACT CALL THRFEF TIHES ON THAT RBAY
gar: ' FFT RELORNEN MESSAGF DF HER NAME ARU AUNRESS., o CALLS WFRF FOR A
S0t Of FERFRAL LJNRR ANE 1 CA.l WAS FOR RBOCK ON FORSCLUSURE HOMES., WHER
sl cITNMER LALLEG IN DIl AGREED TO ALJIUET ONE £79.65 CHARGE
a3lu"F CUSTOAFR MADE 2 CaL:i & FOR FEDERAL IOBS ROON. HE ALSO STATFUL NO
s*ETURN FALKAGF WAS FVER REGCEIVED BUT HE WOLLD MAKE AN ATLJNSTHENT OF
N TEER B2FL.00 EECAUSE CUSTOMER ARVISFED T8 HFR | FTTER THA1 IT ¥AS
S gecte, “TRAT (FA&VEE A $29.G75 THARGE Gk CUSIARERS BILL WEICH I

T ST IFIFR. . L AISD ARVIES: THAT HE ners
N ~o=k, 1A&RGE WITH SBUIKCRN RELio 1HAT THE CRARGF FOR TA' L
s 2 e VAIfInt THF OHasGaE, HE A&.30 STATFN THAT RUSY
,Tas ARF oNT CHERSGFL 71 THE oueETOrEKN. OGN 6-7¢ MFE:5. LETROLL
el G LURTUAER. 2-F JNSTETEDN THAT 8SKFE Gl A RiEY SIGRA. ~ND
et Fub FEIIRAL JURL ANE a1 Fl. AGAIN FOE FORFO: DSURE
P ey, wmTH SHWTINFFR CARF EMT LR NOT OFFN THF FNYFITFFS. WET
Leln FRUAUSL THEY WERE 80 THTIK TT ouoULDN'T EF O WHORTH

=23, .FTRM.I AGREED TO AUJUST THF THIRD CALL EBECALSF

wes ViERY BURF UF HFERSELF 1IN GFI~1HL BUEY STGKRALE AN HOT

o TRIDUGH. SHE . ATHS SHF ChiY Call€n TWLTOE AND ViENDOR
fe. [a.0FL TrERE TLmEH.  wat SATISFIEL.

S
s P ; ;

M-I LeTERL LARTSQLNF0 QSAU
- :

o - il 18375067870 1440
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32283 K RFTER
- GR: nES ¢
FAIn 270003, ON
& TETARIR=IFS.,.

&. hAFE ANL T1TLE OF PERSON FREFARING ANSUWFR ..

TFi.CFHONE NURBER ... 407-439-931C ... e

-
i .

E.

ANCLUSTHFNT-YES. X. NC. .
~4f VENLNOR (S SENDING IN ALJUSTHEN
CouTHERN BELD ADURT

- masn e & -

THIR CONPLAINT.

TFiSHRONE ¢ ANT PERSUN NGTIFIED. ...

AFE Y[ . TR&FSING ARDTHER AFFR&TIONS /TTBTRICT manaGFR k7ITH THIE LALET
iR _NO.X TF YER, THNIDATF NanE OF k. 0= ASOFSTING RFEFPONRTRILTITY.
€, Tn yrodh DEINITRG WAR THIE LUETOMER JGURTIFIFL OIN FIVING TRIS AFFEAL:
A LN SHY R _OLETONER AR T HAVF STEAIGHTFANED GUT WITH VENLCHR.
CLETORER An. VENULR T, RGO BAVE mACRHING STORLEE.

L6, REAT TLUOUN Un BMFT &R KUALR Whin T RAVE FREFVRERTEN Th1D CARFT (RE
O S P pOmE o~ CUSTAAFR NTR O NGT VOTCE A CORFLATKRT TO AOLUTHILNN

b1 Pre 8 70 INVEETIGATFE.

cal" Ay

. - LR

“m e LEOERL TRRTS0E0NFC 1550

e LELEPR GA37/7CADETN 1450

Qe,28/98

SEND THIS HASK TO ALL
TRNTCATF OPFRATIUNS MANAGE
girasras BN s o

ANGRIT RY SF20781
GCaaf (002155

15148

ING $29.00

. AMJUNT . $5R8.C0 ..

N.

LEIROLT

NC.x. RATF OF NFXT OR FIfAlL REFORT .

ASSISTANT RMAMNAGER

# NAYS & REASON FOR ADJUSTMENRT
T FOR $29.00 FGR ONF 974 LAl AND

NTHEFR: BISTRICTS/OFFARTMENTS/BROLFS INVALVED
K/RISTRICT HANAGER/SE #
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1 COMPLAINT INPUT SHEET

2 CUSTOMER S NAME:

i CASE NO: 17418-P

4 DATE RECVD. 06-19-90 DATE CLOSED

5 AREA: (2) SE (SO: SE: ND: OT1:)

6 TYPE: (1) P (R: B: F1)

7 AREA CODE = TEL. NO. (B-305: F-407: P-904)
8 LATE: (1) (YES ONLY)

9 DPER. MGBR.S INITIALS: (3) LEM

10 pocAa: (3) PBC (DAD:BWD:PBC:CST:6NV:JAX:ORL:WFL:OTH)

11 CLASS (3) 976 (SEE BOTTOM FOR CODE)

12 ADJ. AFTER: (1) Y (YES ONLY)

13 STATE APPEALS NO: P-1199-90

14 JUST: (1) (N - NO ONLY)

15 CAUSE CODEs (95) 25H00 (SEE CAUSE CODE LIST)

16 - e o e e e e e B e e e e i
17 - - e e e e e e
18 RSC - RES. SVC. CENTER BSC - BUS. SVC. CENTER

19 PSC - PUB. SVC. CENTER HDO - HELD ORDER

20 BIL - BILLING DEP - DEPOSITS

21 TRA - TREATMENT ACTIVITY INS - INSTALLATION

22 CON - CONSTRUCTION SWT - SWITCHED SERVICES

23 OoPS - DPERATOR SERVICES COMP - COMPTROLLERS

24 ANC = ANNDYANCE CALLS DIR - DIRECTORY

25 MKT - MARKETING 76 - DIAL 1T CALLS

26 OTH - OTHER CML - COMPLIMENTARY

27 MNT - MAINTENANCE

28 00037
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5. RAFE ANL TIT.E OF PFRSGH FREFPARIKS ANSWFR...N. LEIRJLI
ASSISTANT mMANAGER

TELTPHON: RUNBER .._&LT7-&5F-9330 .. e

. ANSUSTRENT-TE8. X, HE. ... ASNUNT. S8R, 00... & NAYE 2 RZARIN FOR ADSUSTMENRT
~4F VENUOR i& SEANDBING 3N ALJUSTMENT FOR $75.00 FUR ONF &, 4 DAL AND
ZJ?THFRH REL: ﬁ;.‘ﬁuyﬁﬁ $27.8C
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AFZS YL, SRAFRGIND ANDIRER OFFFATIONS/TIETRIO RateabFFR W27 TH7H LAabE
vES. . _HG.X.TF YFa, SHNCDATE NenF OF Ox/DM ACCFPTING RFEFONSIRILITY.
C. T YOUE DEINTION, WAS TH:iun SUSTONER JUSTIFIEL Ow FIiInn TETE AFFEALT

Eo. NG ALMHYT__CUSTORES® SHXN N MAVF STRAIGHTENEDR CUT ¥I7H VFNEROR.
fTOﬁFF ani: VFROGR T NGT HAVE MATCHING STORIES.
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BT FhOe LS T0L INVEETIGATE.
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11
12
.13
14
15

16
17
18
19

21
22
23
24
25
26
27

COMPLAINT INPUT SHEET

CUSTOMER 'S NAME:

CASE NO: 17418-P

DATE RECVD. 06-19-90

AREA: (2) SE (S0
TYPE: (1) R (R: Bz

AREA CODE = TEL. NO.

DATE CLOSED

—————— ——————————————

SE: NOU: 0OT3)

P:)

(B-305: F-407: P-204)

LATE: (1) (YES ONLY)

OPER. MGR.S INITIALS: (3) LEM
DOCA: (3) PBC  (DAD:BWD:PBC:CST
CLASS (3) 976

ADJ. AFTE;:“:;;--;—‘—-- (YES ONLY)
STATE APPEALS Na:----;:I:;Q—QO

JUST: (1)

CAUSE CODE: (3)

(N = NO ONLY)

25H00 (

RSEC - RES. SVC. CENTER
PSC - PUB. SVC. CENTER
BIL -~ BILLING

TRA - TREATMENT ACTIVITY
CON - CONSTRUCTICN

OPE - DPERATDR SERVICES
ANC - ANNOYANCE CALLS
MKT - MARKETING

OTH - OTHER

MNT = MAINTENANCE

(SEE BOTTOM FOR CODE)

———————

BSC - BUS., SVC. CENTER

HDO - HELD ORDER

DEP - DEPOSITS

INS - INSTALLATION

SWT - SWITCHED SBERVICES
COMP - COMPTROLLERS

DIR - DIRECTORY

976 - DIAL 1T CALLS

CML - COMPL IMENTARY

00037y
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’ Southemn Bell

Special Assistance Bureau
668 N.W. T9th Avenue
Room 804
Migmi, Fonda 33126
(305) 2634816
1 -4327
February 19, 1890 S00-321

Memorandum to: Nancy Pruitt
From: Marie Forbes

Case No. 4884-P

Our investigation reveals that on 1-9, the customer called our
office and we explained 876/900 calls and agreed to adjust the calls
from the December bill. We also explained that a block of these
calls from his line was available at a $10.00 connection charge,
with no monthly rate. The customer refused the block and spoke to
Ms. Maria Bellon, Assistant DManager, who again explained the

976/900 block and sustained the connection charge.

On 2-5, the customer called again and spoke to Ms. Bellon, who
agreed to add the block to the line and waive the connection charge.
The order was issued with a due date of 2-7.

On 2-16, Ms. Noreen Chervinski, Assistant Manager, contacted the

custoper to acknowledge the appeal. Ms. Chervinski spoke with ..

(customer’s fiance), who advised that everything had been

taken care of by Ms. Bellon in the business office and she

understood that there was no monthly rate for the block. The

g:;toacr stated that they were satisfied with the block added to the
e.

00037.

A BELL SOUTH Compeary
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8 X 1:40 =l | 2-13 % . | I

TAKEN BY: - (TEL.) (MAIL) (TIME) (lOGGEDIH (CARD) (FROM) (DATE) {DUE BY)

l|,.

CUSTOMER'S NAME: _
=T =

IBOSS

m *
' w

ey : TEL. #: .

4891-1 REFERRED TO : CBR. #: AREA: _ 0 o

! SERVICE MATTERS RES. BUS. PUBLIC  Customer's complaint:
-0 RES, SERV. CENTER (SSEEATTACHPR-LRTTIR PO THR - PASC)-

& s I
:g o L CLOSED DATE &,//?‘

40 INTESIM REPORT SENT i
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02433 A ORG HSG & 01157
FROM SF10360 ON 02/16/90 13107

SF17148,8F18071
GENERAL
NAME? . . CASE NUMRER: M 324-90 TEL. NO..
ADDRESS s o .
cITY

<. COMPLAINT: CUSTOMER DENTES MAKING 900 CALLS 1IN DLCEMRER WANTS AN-
JUSTED. ALSU WANTS Tu KNOW WY COSTS ¢4 PER MONTH FOR CUSTOMIZON CODE
RESTRICTION.

DATE RECVD: 02713 TIME RECVD: 2135

2. OPERATIONS MANABER ANSWERING COMFULAINT: 0. L. BEDNAR
DEPARTMFNT AND GROUP: CUSTOMER SERVICE/MIAMI DISTRICT

3, PROVIDE A NARRATIVE 0F ALL ACTIONS OR CONTACT PRIOR TO THE AFFEAL IN
THE SPACE BFLOW. INCLUDF AlLL TROURLF REPORTL AND 0Ok SERVICL ORDEK
ACTIVITY IF APPLICABLE. SERVICL ORJEK NUMBERS AND J0Z ORDER INFORMATION
1S REQUIRED. PIFASE INCLUDE DAYTES.

41 ON 1-9-90 SERVICE REPRESENTATIVL, MARITZA PASCUA! » EXI'LAINFD ©74/900
CALLS TO THE CUSTOMER AND AGRUED TO ADJUST TIE CALLS FROM [HE CUSTOMERS
DECEMRER RILLs SHE ALSO FXPLAINED THAT A BLOCK OF THESE CALLS FROM HIS
LINE WAS AVAILABLE AT $10 CONNECTION CHARGE,» WITH NO MONTHLY RATE.

THE CUSTOMER REFUSED TO ADD THF BLOCK TO HIS LINEs HF WANIER TO SFEAK

TO AN ASSISTANI MANAGER.

¢2 0N 1-9-90 ASSISTANT MANABER, MARIJA BELLON, SFOKE TO THE CUSTOMFR
ANU ABAIN EXPLAINED THE 976/900 BLOCK AND SUSTAINED THE 310 CONNECTION
CHARGE..

€3 ON 2-%5-90 THE CUSTOMER AGAIN CALLED THE RUSINESS OTFICL AND ASKUR TO
SPEAK TO MRS. BELLON: ASSISTANT HANAGER.

FG 01
-Fi1- 021490 131%5/0214690 1230

00037y



oo~ AWM

02433 A4 ORG MSG & 01157

FROM SF101460 ON 02/16/90 13114
SF1714R,SF18071
FAGE 02

$4 2-4-90 MRS. RELLON AGREFD TO ADR THE 974/900 CULTOMIZED CODE
RESTRICTION TO THE CUSTOMERS LINE AND WAIVE THE 310 CONNECTION
CHARBE - SHF ADVISED THEM THAT THERE WAS NO MONTHLY RATE. THE
ORUER WAS ISSUEM TO AOD THC BLOCK TO THE CUSTOMERS LINFE WITH A
LUE NATE OF 2/7.

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE AFPEAL. INCLUDF
DATES, TIME,» NAMCS AND DLETAILS OF YOUR CONTACT WITH THE CUGTOMIKR.

ON 2714 MRS. CHERVINSKI» ASSTSTANT KANAGLCR IN THE BUSINFSS OFFICL»
SFOKE TO - . (THL CUSTOMERS FTANCE) SHE SAID EVERYTHING HAD
ALREADY BEEN HANDLED RY MRS. BELLON IN THE BUSINESS OFFICE AN SHE
UNDERSTNOD THERE WAL NO MONTHLY RATE FOR THE BLOCK, THEY WERFE NOW

EATISFIED.
=. INTERIM-YES....NO.X_.DATE OF NEXT OR FINAL REPORT: N/A

6. NAME AND TITLLE OF FERBON FREPARING ANSUER: NOREEN CHERVINSKI
ASSTISTANT MANAGER

TELEPHONE NUMBER?! (305) 243-521°9 .
7. ADJUSTHENT-YES.X..NO......AMOUNT:$10.00 # DAYS % REASON FOR ADJUSTHINT

ADJUSTING 9§00 CALLS FROM DILL.

8. SEND THIS MASK TO ALL OTHER NISTRICTS/NDEPARTHENTS/BROUPS JNVOLVED IN
TFIS COMPLAINT. INDICATE OPERATIONS MANAGER/DISTRICT MANAGER/SI ¢
TELFPHONF & AND PERSON NOTIFJER. N/A

ARE YOU CHARGING ANNTHER DPERATIONS/DISIRICT MANAGFR WITH THIS CASE?
YES_._.NO_X.IF YES, INDICATE NAME OF OM/DM ACCEPTING RESPONSIRILITY.
9. IN YOUR OPINTUNs WAS THIUG CUSTOMER JUSTIFIED IN FILING THIS APPEAL?

YES. _ _NO_X_.WHY? WE HAD ADJUSTEN THE 900 CALLS FROM THE CUSTOMIRS BILL 1IN
JANUARY . THERE WAS AFPPARENTLY A MISUNDERGTANDING ABOUT THFE $4.00 MONTHLY

RATE FOR THE RLOCK.
10. WHAT °COUNT ON MEC*® APPROACH WOULD HAVL PREVENTED THIS CASE? (BE

SPECIFIC) WE ADJUSTED THE 900 CALLS FRUM THE CUSTOMERS BILI. AND OFFERED
THEM THE SFRVICE TO RLOCK ANY FUTURE CALLS.

PG 02L .
-F1- 021690 1315/0214%0 13230 000384
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2 MH X 140 <~ e 2% 2.0

3 TAKEN BY: (TEL.) (MAIL) (TIME) ILOGGED) ICARD) (FROM) IDATE) IDUE BY)

4 BOSS CUSTOMER'S NAME: __

5

s  Southem Bell ADORESS: or . =

? Ty ; TEL. #: . g

8 PSC CASE # 4894-p REFERRED TO : CBR. #: AREA: __ SO o=
o

9 SERVICE MXTTERS RES. BUS. PUBLIC  Cusiomer's complaint: »

10 RES, SERV. CENTER

(SSER-ATTACHED-LETTER FROM THE P SC)

INTERIM REPORT SENT S CLOSED DATE

SF1600091 (10 88)
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SAX NUMBER

TO: ,42u¢¢'jL‘;ﬂ£¢--:<L__,

TEL. nmzn':'___/é(ai/_ﬂﬁé@_'
FROM: MARIE FORBES RE CASE s:_é_'?_.ﬂa_i-_m

216

TEL. &: 305-263-4816 DUE BY:
STATE APPEALS OFFICE
MESSAGE
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Fekruary 1, 1990

Puk.is Service Comaission
10L E. Ganer ftrest
Ta.leheasFea, Tl 32399-2867
{1=-802; 342-28852

AITN: Gecrge Hanna

Desr VM. Eamna:d

~zlosed you will £in2 a copy of an ¥C1 bili for
198y for calls never wmede from my phone.
were rade - was at home and
such calls. I have no chlldren nov
azre 4i.owed to use 3y phone.

The only solution to this matter as 2 SoutnerBell
stated was to pa B KIN
this is designed to pzevent children or any ©
calls, but this service is not suitable o our rneeds, £
ne onhe usegmy phone. Althcugh the installation ia FREE, therc are

menthly payments of $4.00.

As & customer - dc nct need to be coerced into payin

service whose purpose

me what Ey alternatives are in my predicament.

A customer whe pays for the service he no-ds’

— ”

soone in my househ

Decerker
tire those
oléd has placed
dc I have any friends who

supervisor
aunbers.
ne “rox making those
or a3 I salé

g for a

Please alvVise

nno38 4

Eowever,
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Miaxi Beach, January 30, 19%0

souzhec-nBell
p.C.Bcx 724200
siani, Florida 33:.10

eren-icn: Lainde Boyde
Asgistant panacer

Dear Ms., E:yde:

Your billing for December 29, 1989 was 8 nast) surpriae for us

for you included a MCI bill for ¢alle thot WMCIS Lok (+ N
. Fur-thermore we were at home at the time ¥ 1-1 1)

distastefui calls were made. thgx._gzg_ng_g;;;g;gg_;q prr hooza-

tnn1.a::_nzs_a1xnnnﬁ_sn_nas_nnx_nhnn=.

When we spoke with omne of your superviscrs Mrs. Bellone, she 839"
gested to us that in crder to avoid celle placed to the 9C0 numbers
you €an provide us with one of the services you advertise, 7Yrie
service, which would plock $00 calls, requires no spscallatiorn fee,
’ . To our mind, it 1is
ridiculous to buy a service that a pecson does not neec. B-t tnat -8
not all. ° - 2
Lo We are outraged that you are coaxing your
cuszomers to buy something for which there 1is ~ot need ané wr.ich
would be superfluous if you were to provide your customers lfor rcre
than 5 years now) with efficient service. .

mwmam_uwmm We are both
t

toc busy to waste our time. We are going to make yous company liapie
for the damages your action might cause to us 1in the future.

A dissatisfied CuSTOREI,

cc: Puplic Uszility Commassion nnNnNagsy
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March 22. 1990

MEMORANDUM TO: Kathv Brown
FROM: Sherry Coxe

RE:

CASE NO. 8349

Our investigation reveals that on March 13 spoke with a
service representative regarding two calls to 976-8000.

advised that the advertisement did not aquote the charge and
requested to speak with the vendor. The service representative
transferred Ms. Green to to the vendor,

On March 20 Ms. L. Summers, Assistant Manager, called

regarding the appeal. Ms. Summers agreed to a one time adjustment
of $58.00 for the two 976 calls. declined the 976 block
and agreed to pay all future 976 charges. explained that
her dissatisfaction stemmed from the vendor s pricing structure and
further explained that she was not dissatisfied with Southern
Bell’'s handling of the call.

The customer is satisfied.

000384
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3 TAKEN BY: (TEL.) IMAIL) (TIME) (LOGGED) (CARD) (FROM) (DATE) (DUE 8Y)
4 T 80SS CUSTOMER'S NAME: ___

4 — g mE i

s Southem Bell ADDRESS: P e
6 Y e TEL.N: o

7 PSCCASE# f&f? REFERRED TO : can.c:a' AREA: _ FE

3 SERVICE MATTERS RES. BUS. PUBLIC  Customer's complaint:

CLOSED DATE
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1 ./ T 4 / Lo

2 Ui/ o § .59 . 2D "';/ 77 %ﬁ'
3 TAKEN BY: (TEL) (MAI)  (TIME]  (LOGGED)  (CARD)  (FROM)  (DATE)  (DUE BY)
4 “woss (! L';"_ ' CUSTOMER'S NAME: _ A
Rt —_— ..
s Southermn Bell " apomess: —e
6 - Ty : e v g__a...(”
o 2 ‘:-‘\ R _-——_ @ e S— -

PSC CASE # S-j//’ REFERRED TO : CBR. #: m:_é'é'__:;_

8 SERVICE MATTERS N

RES. BUS. PUBLIC Customer's complsint:

s

39 INTERIM REPORT SENT CLOSED DATE

PEAFRARAL 19A AM



DATE 3-17
TOTAL PAGES_ 4

TAX NUMBER

TO:

TEL. NUMBER: L, 4G, JLOJ -

FROM: MARIE FORBES RE CASE 8: S - 5}25'90
TEL. s: 305-263-4816 DUE BY: 3’-13.

STATE APPEALS OFFICE

MESSAGE e - L%L_L (L
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C27834 A NRG MSG # 001448 (00012
TROM SF24102 ON 03/22/90 08:20

S5F17.48
GENLRAL
HANE.. ..._.CASE # 8525 90......TFL. NO.
ADDRESES...
CITY..

1. COMPLAINT.REGARDING TW0O 976 CALLS FOR 29.00 EALH ON THI 3/%/90 RILL.
THE CUSTOMER CLAINED TO BE UNAWARE 0OF THE CHARGE AND WANTED AN
ADJUSTHENT.

DATF RECYD-3/19/90-TIME RECVD--2126

2. NPERATIONS MANAGER ANSWERING COMPLAINT. .. MARK BUTTERWORTH e e eeimiae e m
DISTRICT MANAGER ANSWERING COMPLAINT o s s s s e s
DEPARTMENT AND GROUP_CUSTOMER SERVICES RESIDENCE . cicmmmiiiicimimmicioe =
3. PROVIDE A NARRATIVE 0F ALL ACTIONS OR CONTACT PRIOR TO THE APFEAL IN
THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS AND OR SERVICE DRDFR

ACTIVITY IF APPLICABLE. SERVICE DRDER NUMBIRG AND JOB ORDER INFORMATION
1S REQUIREDN. PLEASE JINCLUDFE DATES.

ON 3/13/70 SPOKE WIT!H KATHY ANDERSONs SERVICE REF, REGARDING
TWO CALLS TO 974-8000. SAIDN THE ADVERTISENLCNT DIDN‘T QUOTE
THE CHARGE. THEN ASKED TO SPEAK T0 THE VENDOR AND WAS

TRANSFERRED ON LINE TO

I —————————— il - - S SR S

FG 01
-F2- 032290 082%/032290 0825
-F1- 032290 0825/032290 0840

LY

000385
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21
22
23
24
25
26
27
28
29
30

32

£2784 A ORG NMSG $ 003148 (00012)
FRON SF24102 ON 03/22/70 08:25

4. PROVINE A NARRATIVE OF ALL ACTION TAKEN AFTER THI. APPFAL. INCLUDE
DATES»y TIME: NAMES AND DETAILS OF YUUR CONTAGT WITH THE CUSTOCMUR.

"N MARCH 20 1990 LAURA SUMMERS s ASST. MGR.» CALLED - 10

pISCUSS {HE 976 CALLS. MRG. SUMMERS AGREED TO A ONE TIME ADJUSTHMENT

OF $58.00 FOR THE TWO 976 CALLS. DECLINLD THE 974 RLOCK AND
AGRFED TO PAY ALL 976 CHARGES IN (IHE FUTHRE. EXMLAINED HER
DISSATISFACTION STEMHED FROM THE VLNDORS FR1CING STRUCTURE NOT SOUTHERN
BELLS HWANDLING OF THE CALL.

Se INTERIN-YES_...NO_X..DATE OF NEXT OR FINAL REPORT icimmmcies momimemimseemmimins

&. NAME AND TITLE OF PERSON PREFARING ANSUWER.LAURA SUMMERS, AGST. MGR.
TELEPHONE NUMBER......30% 492=-9821 . cecinimes

7 ﬂBJUSTHENT-YES,X,NU,,“QHOUNTNSG-00 ...... & DAYS & REASCN FOR ADJUSTHENT

ACCORDING TO SOUTHERN RELL GUIDELINI'S: A ONE TIME ADJUSTMENT MAY BE
MADE ON 974 CALLS.

- - SR S Wby S e em e imam amam e tm e Amam e s im i imem i e -

8. SEND THIS MASK TO SZ[_E?QEE"EIE?EEE?§/D£PAR1QENTsxsﬁoups INVOILVED IN
THIS COMPLAINT. INDICATE OPERATIONS HANAGER/DISTRICT MANAGER/SF #
T rONE & AND PERBON NOTIFTIED s oo oosms oo s s

e = S E B G EB R @ W - W w &S W ;s - et v e AW ST G s sm rm om s meEoE R e o e B PE W A S e be En el S e XL T R

ARE YOU CHARGING ANOTIER OPERATIONG/DISTRICT MANAGER WITH THIS CASE?
YES.....NO_X_.JF YES» INDICATE NAME OF OM/DH ACCILPTING RESPONSIBILITY.
9. IN YDUR OFINIUN» WAS THIS CUSTOMFR JUSTIFIED IN rILING THIS AFPEALT

YES. ... NO_X..WHY?_THE CUSTOMFR REQUESTED TO GPFAK WITH THII VINDOR
REBARDING THE CHARGE AND SEEMED SATISFILD WITH SOUTHERN BELLS INITIAL
EXPLQNATIDN.-m____nM""_,__"”“u,__““w_Q_“ﬁu_,“___"_“"m____,_,“u",_____,m

10. WHAT °COUNY ON ME* APPROACH WOULD NHAVE PREVENTED (H1S CASE? (BE
SPECIFTIC).....A COUNT ON ME APPROACH WAS DILMONSTRATED.

PR O2L
-F2- 032290 O0R25/032290 0825
-F1- 03229C 082%/032290 0840

LY

00039
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Special Assistance Bureau
688 N.W. 79th Averwe

Miami, Florida 33128
(305) 2634818

March 7. 1990 1-6003214327

MEMORANDUM TO: Margaret Ring
FROM: Norma Coyne

RE:

INQUIRY - CASE ND. 5580-1

This is with final reference to our interim report dated February
27, 1990.

On March &, 1990, Mr. M. Roldan, Project Control Manager, finally
was able to speak with in regard to his appeal. Mr.
Roldan explained to the customer Southern Bell's roll as @ billing
agent for the 976 services. Even though we can have no
jurisdiction over the information providers equipment, Mr. Roldan
placed three test calls to the 976-2000 number. He obtained access
®ach time with different PIN number except when he, On purpose,
dialed the wrong PIN number, in which case his call was
disconnected from the system. B

in addition, @ call to the information provider on the 976-2000
number., Mr. Battigliari, confirmed that the system was in working
order. Thoyre have been no similar complaints about this program.
Since the vendor is solely responsible for the quality of the
service, ’ was referred to the vendor, Mr. Battigliari,
for an adjustment.

agreed that he would deal with the vendor.

000359y

ABELL SOUTH Compeny
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TAKE'I BY: ~ (TEL.) (MAIL)
custy

X 00

(TIME)

'S NAME:

CiTY s

INQUIRY 55-80-1 REFERRED TO :

RES. BUS. PUBLIC Customer's compleint:

(LOGGED) (CARD) (FROM)

TEL.F:

CBR. 7:

_APT.:

_(SEE ATTACHED LETTER)

REP'S. INITIALS & DEPT.

)
mrrcons neonaT eelit

22

. CLOSED DATE
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Southem Bell

Special Assistance Bureau
686 N.W. 79th Avenue
Room 604

Miami, Florida 33128
(305) 2634818
1-800-321-4327

Fepri.grv o7. LI5S0

HMEMORANDUM TO: rilaragaret ning
FROM Norma Csvne

w"E:

INQUIRY - CASE ¢:0. 39B0-;

Our i1nvestigaticn reveals tnat. on Februarv 14. 197,

called our business ottlice 1n regard mo the pi1llina ot a %76 call
on =18 statememt. He aO0v1isSeOo that Ni1s wiTe hag maoe the call and
the representative gave the listina sno vendor inTormation to the
customer. We rad no furtner Co~tact with this customer prior %O
the receipt ot thnis appea:.

On Februarvy =1 and 22. 1990. Ms. L. Rever®., Associate Manaoer-
vengor “arketing Center. made a numper OT attemots TO r2ach TS
customer but receiveo no answer. She. therefore. sent

the attacheo letter to acknowledoe receipt ct his complaint and to
recuest that rRe contact her to discuss the matter.

a t-trer report will De nrovides ov HMarch 7. 19%0.

ATTACHMENT

000590

A BELL SOUTH Camparnsy
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X_  _9:00 {._.g.’_m___z..zo

MH_ - 2a27—
TAKEN BY: _ (TEL) (MAILI  _ITIME)  (LOGGED)  (CARD)  (FROM)  (DATE)  (DUE BY)
\BOSS CUSTOMER'S NAME: ___

T T

&

5 ADDRESS: _m..: - o
CiTY . o TEL.%: = CD

7  PSC CASE #___INQUIRY 55-80-] REFERRED TO : CBR. #: AREA : 8

8 SERVICE MATTERS RES. BUS. PUBLICT  (Cus.omer’'s complaint:

9 RES. SERV. CENTER =

10 BUS. SERV. CENTER

11 PUB. SERV. CENTER —(SEE_ATTACHED LETTER)

12 HELD ORDERS/ENGR, _-

13 BILLING

14 DEPOSITS

15 TRENIMENT ACTIVITY
16 INSTALLATION
17 MISSED APPT. INS. .
18 MAINTENANCE
19 MISSED APPT. MNT.
20 QONSTRUCTION

5 Yy L :
s ' ! et
6  {] ) . \ e — e o
» ]
\ INTERIM REPORT SENT CLOSED DATE
SF1G80D0Y (10-80)
]
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1 02494 A ORG MSG & 00189
2 FROM SF10427 ON 02/23/90 10:08
3 8F17148,5F24001 -—

4 CORRGCETION

T _‘—-.—-—-—‘-" )

5. BENLRAL
6 NAME.. e CASE NUMBER._N35490_TEL. N0). .7
7 ADDRESS.. “ -
8 CITY. . v B, —
9 1. COMPLAINT..CUSTOMER CLAIMS WAS UNABLE TO USE CODE NUMBER RECETVED
10 FROM $76-2000 FOR JOB LIGT oo v —
11 DATE RECVD-02-20-90 TIME RECVD-2:12PMN--~-~--
12 2. OPERATIONS MANAGER ANSWERING COMPLAINT_RAYMUND RIODES..ccccciccmmnmaa
13 DISTRICT MANAGER ANSWERING COMPLAINT.._RAYMOND RHODES . e
14 DEPARTMENT AND GROUP.._VENDOR MARKETING CENTER e e m o
15 3. PROVIDE A NARRATIVE OF ALL ACTIONS OR RONTACT PRIOR TO THE APPEAL IN
16 THE SPACE BELOW. INCLUDE ALL TROUBLE REPORTS AND OR SERVICE ORDER
17 ACTIVITY IF APPLICABLE. SERVICE ORDER NUMBERS AND JOB ORDER INFORHATION
18 18 REQUIRED. PLEASE INCLUDE DATES.
19 .~ + <+ CALLED TO THE RUSINESS OFFICE ON 2-14-90 SPOKE TO SERVICE
20 REP SUSAN KIRSIC IN BROWARD CS3SC 2. THE CUSTOMER ADVIGED HIS WIFE MADE
21 THE 976 CALL. THE SERVICE REP BIVE LISTING AND VLNDOR INFORMATION TO
22 LR T NO FURTHER CONTACT WITH THE SUBSCRIBLR. .
23 PG 01

24 -Fi- 022390 1010/0223%90 1010

000405




02494 A ORG MSB & 00189
FROM SF10427 ON 02/23/90 10:10

4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN AUTER THE APFEAL. INCLUDE

DATES, TIMNE: NAMES AND DETAILS OF YOUR CONTACT WITH THE CUSTOMER.

2-21-90 CALLED CUSTOMER B8:00 AM, 2:30FM & 3:30PM NO ANSWER

2-22-90 CALLED CUSTOMER 8:05 AN» NO ANSWER

2-22-90 SENT LETTER TD SURSCRIBER ASKING THAT HE CALL AT HIS
CONVIENCE.

S5, INTERIM-YES.X.NO_.._DATE OF NEXT OR FINAL RFPORT....03-02-90 . e eeee
6. NAME AND TITLE OF PERSON PREPARING ANSWIR.I.ORENE REVERE-AS30C MBR.._-
TELEPHONE NUMBER....599-8300-. e e

7. ADJUSTHENT-YES....NO_X_AMOUNT_ . ___......... & DAYS 3 REASON FOR ADJUSTMENT

8. SEND THIS MASK TO ALL OTHER NISTRICTS/DEPARTHMINTS/GROUPS JINVOLVLD IN
THIS COMPLAINT. INDICATE OPERATIONS MANAGER/DISTRICT MANAGER/SIT &
TELEPHONE & AND PERSON NOTIFIED....

ARE YOU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGBER WITH TH1S CASE?
YES._.NO_.X.IF YES, INDICATE NAME OF OM/DH ASCEPTINB'RESEUNSIBILITY-
9. IN YOUR OPINIONs, MAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEALT

YES...NO_X_WHY?_THE CUSTOMER DID NDT-INDICATE TO SOUTHERN BLLL THAT
HE WAS DISSATISFIED WITH THE 974 SERVICE

T S S S Sm AR B e S S S b 80 em e = R Em - S - -

-—— —— - - -

10. WHAT °COUNT ON ME°® APPROACH WOULD HAVE PREVENTED THIS CASE?T (BE
SPECIFIC)_NONE OF THE CORPORATE VALUES APFLY, THE CUSTOMER DID NOT
::VE SOUTHERN BELL AN OPPORTUNITY TO RESPOND.

o2L
-Fi- 022390 1010/0223%90 1011

Ty
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02607 A RETRANSMIT RY SF10427

1 . ,
2 A DR6 MSG ¢ 00389
3 FROM SF10427 ON 03/07/90 09319 -
4 SF13000
5 BENLRAL - - S -
6 NAME.. - . .CASE NUMBER_.N35690_.TEL. NO.
7
8 ADDRES"
g cITY.
{1 10 1. COMPLAINT.CUSTOMER CLAIMS WAS UNABLE T0 USE CODE NUMBER RECEIVLD
11 FROM 974-2000 FOR JOB LIST. — e e s A i R R R
12 - - - - S S B S M B S S SR SE e S G S D S S S S S S e —
13
14 DATE RECVD-2-20-90-TINE RECVD--2!12PN-==-
15
16 2. OPERATIONS MANAGER ANSWERING COMPLAINT......RAYMOND RHODES. . . -
17 :
18 DISTRICT MANAGER ANSWERING COMPLAINT e oo RAYMOND RHODES oo
19
20 DEPARTMENT AND BROUP..._VENDOR MARKETINS CENTER. v e e e
21-

22 3. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR TO THE APPEAL IN
23 THE SPACE BELOW. INCLUDE ALL TROURLE REPORTS AND OR SERVICE ORDER

L 24 ACTIVITY IF APPLICABLE. SERVICE ORDER MNUMBERS AND JOB ORDER INFORMATION
.25 I8 REQUIRED. PLEASE JINCLUDE DATES. -

26 " 7777 CALLED TO THE BUSINESS OFFICE ON 2-14~ 90 SPOKF Tﬂ SERVICE

27 REP SUSAN KIRSIC JN RROWARD CSSC 2. CUSTOMLR ADVISED WIFE MADE THE

28 976 CALL., SERVICE REP GAVE LISTING AND VENDOR INFORMATION TO

29 i NO FURTHELR CONTACT WITH SURSCRIBER.
30 - -G s o O OS IO A G S S EG - YTk L x T X X R LT X L Rk ko e r ¥ r X T 3
-+ P8 01
32 =Fi- 030790 1030/030790 1030
33
34
F 4 . it}
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1 02607 A RETRANSMIT RY SF310427

2 A ORG MSG ¢ C0389

3 FROM SF10427 ON 03/07/90 09:41 ==

4 4. PROVIDE A NARRATIVE OF ALL ACTION TAKEN ATTER THE APPEAL . INCLUDL

5 DATES» TIME, NAMES AND DETAILS OF YOUR CONTACT- WITH THE. CUSTOMER.

6 ON 3-6-90 MR ROLDANs PROJECT CONTROL MANABER EXPLAJNED TO

7 SOUTHERN BELL’S ROLL A8 A BILLING ABENT FOR THE 974 SERVICE. EVEN

8 THOUGH WE CAN HAVE NO JURISDICTION OVER THE INFORMATION PROVIDERS

9 EQUIPMENTs MR ROLDAN PLACED THREE TEGT CALLS TO THE §76-2000. HE

10 OBTAINED ACCESS EACH TIME WITH DIFFERENY PIN NUMBERS EXCEPT WHEN HEy
111 ON PURFOSE, DIALED THE WRONG PIN NUMBER IN WHICH CASE HIS CALL WAS

12 DISCONNECTED FROM THE SYSTENM.

13 A CALL TO MR RATTIGLIARI» THE INT ORHATION PROVIDECRy IN CHARGE OF

14 976-2000 CONFIRMED THE SYSTEN WAS IN WORKING ORDER. THERE WERE NO

15 SIMILAR COMPLAINTS ABOUT THIS PROGRAN.
16 SINCE THE VENDOR IS SOLELY RESPONSISLE FOR THE UUALITY OF THE SERVICE»

17 er ..€  WAS REFERED TO MR RATIGLIART FOR AN ADJUSTHENT.
ig oy BELTT ABREED TO DEAL WITH THE VENDOR.
; ;2 S. INTERIM-YES....NO_X_DATE OF NEXT OR FINAL REPORT o -

22 6. NAME AND TITLE OF PERSON PREPARING ANSWER..LORENE REVERE» ASSOC MOR-.
23 TELEPHONE NUMBER...599-8300 e e

25 7. ADJUSTHENT-YES.....NO_X_ANOUNT e - ¢ DAYS & REPASON FOR ADJUSTHENT

27 8. SEND THIS MASK TO ALL OTHER DISTRICTS/DEPARTHIENTS/GROUFS INVOLVED TN
28 THIS COMPLAINT. TINDICATE OPERATIONS MANAGER/DISTRICT MANAGER/SF &

29 TELEPHONE & AND PERSON NOTIFJED: .N/Acc.cmmnncneemm—n ————

30 .

gl ARE YOU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGER WITH THIS CASEY
2 -

33 YES__..NO_X.IF YESs INDICATE NAME OF OM/DM AGCCEPTING RESPONSIRILITY.
35 9. IN YOUR OPINION» WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEALTY

37 YES..NO_X.WHY? CUSTOMER DID HbT INDICATE 10 SOUTHERN RELL THAT HE WAS
38 DISSATISFIED WITH THE 976 SERVICE.

40 lbo WHAT °“COUNT ON ME® APPROACH WOULD HAVE PREVENTED THIC CASE? (BE

41 SPECIFIC)_NONE OF THE CORPORATE VALUES APPLY. THE CUSTOMER DID NOT OIVE
42 =OETHERN RELL AN OPPORTUNITY TO RESPOND.

43. 8502L —

44" =-F3- 030790 1030/030790 13031 2 00040u ’
y R L R - e _,_--fi;-‘;..-:." .
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%- Southem Bell
¥
43 Special Assistance Bureau
& 688 N.W. 79th Avenue
5 Room 604
6 Miami, Florida 33126
7 {305) 2634816
g Mav 14. 1990 ORI~y
9 MEMORANDUM TO: Mike Dvmek
10 FROM: Sherrv Coxe
11 RE:
12
13
14
| 15 CASE ND. 6505-D Supplemental Inaguiry
16 Our investigation reveals that on February 1l . called the
17 business office to recguest 976 blocking. On March 1 and 2 Ms. I.
18 Rodriguez., Assistant Manager, tried to contact the customer and
19 left & message to return the call. Finally on March 5 Ms.
20 Rodriguez spoke to  at which time she agreed to adjust
21 the calls on his January bill in the amount of $118.00. On April
22 4 correspondence from was received in the business
23 office disputing another 976 call on his Februarv 19 bill. The
24 service representative issued an on line adjustment for $35.00.
f 25 which cleared on ‘ account on his April 19 bill.
26
27 On April 26 ) called our business office and cuestioned
28 the $118.80 credit which was agreed upon and which she still had
29 not received. The service representative advised her that he would
30 refer the claim to Ms. Rodriguez and have her call her back. On
31 April 30 called the business office again referencing
32 her April 26 conversation. Ms. W. Wiseman, Assistant Manager. left
33 a message for Ms. Rodriguez to. call . Ms. Rodriguez
34 returned the call and spoke with on -April 30 and
35 apologized for the delay in the adjustment and assured him that his
36 May 19 bill will reflect the $118.B0 credit.
37
38 The customer is satisfied.
39

00041:

40 A BELL SOUTH Compasvy




1 —_— | X el e s S . TN S

2 : TAKEN BY: (TEL.) (MAIL) (TIME) (LOGGED) (CARD) (FROM) (DATE)  (~{DUE BY)
-,

3 |BOSS 5 CUSTOMER'S NAME: ___ _ 2

4 C - — i =

s Southemn Bell ADDRESS: _ e 2

6 cITY : L

7 PSC CASE # _______1M0. SUPPL -6505-P REFERRED TO : CBR. r: AREA : A

8 SERVICE MATTERS RES. BUS. PUBLIC Customer's complaint: ’

CLOSED DATE

ATTRBANAL 110N A




S-3867-20 Nl

! _w X . 9340 o~ .M. ST 51
b \ TAKEN BY: (TEL.) (MAIL) (TIME) (LOGGED) (CARD) (FROM) IDATE) (DUE BY)
) i

1BOSS CUSTOMER'S NAME: ____ SE—
5 -
. . =
»  Southem Bell ADDRESS: _ SV -
' ‘ _ oy G TEL#: = =
3 PSC CASE # IN). SUPPL -6505-P REFERRED TO : CBR. # ___ AREA: s0_<
) SERVICE MATTERS RES. BUS. PUBLIC Customei's complaint: ————

10 RES. SERV. CENTER
1 BUS. SERV. CENTER
12 PUB. SERV. CENTER
13 HELD ORDERS/ENGR.
14 BILLING

15 DEROSITS

16 TREATMENT ACTIVITY
17 INSTALLATION ] I
18 MISSED APPT. INS. - R
19 MAINTENANCE ,

20 MISSED APPT. MNT.

21 CONSTRUCTION : -

22 SWITCHED SERVICES : . —
23 COPERATOR SVC. .

25 ANNOYANCE CALLS

33 REP'S. INITIALS & DEPT. e e CARX
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03280 A NIRG MSG ¢ 00448
FROM SF10150 ON 05/31/90 12105

SF17168,8F18071
GENIUKAL
NAME < CASE NUMBFR 5867 90  1EL. ND.
ADDRESS -
e1TY
‘3 CONPLAINT CUSTOMCR DENTED ALL KNOWLEDGE O DIRECT DAL §74 SERVICE
CALLS ON HIS 01-19--70 BIlLlL» WAS FROMISED ADJUSTMONT BUT RID NOT REGEIVE

ADJUSTMENT JN A TIMELY MANNER.

DATE RECVD 05-07-90 TIME RECVD 10:20

2. OPFRATIONS MANABER ANSWIRING COMPLLAINT DON BEDNAR

DISTRICT MANAGER ANSWERING RGMFLAINT BON BEDNAR

DEPARTMENT AND SROUP CUSTONCR SEKVICF

3., PROVINE A NARRATIVI OF ALL ACTIONS DR CONTACT PR10OK 10 THE APPEAL TN
THE SPACE BULOW. INCLUBE ALL TROUBLE REPORTS AND OR SERVICE ORDER

ACTIVITY IF APPLICABLE. SFRVICE ORDCR NUMBERS AND JOB ORBIR INFORMATICN
1S REQUIRED. PLEASE INCLUBE DATES. :

ON FEBRUARY 1¢ 1990 CALLED THE RESIDENT ORBERING HEIPARTHONT
REQUESTING BLDCK 9746 SVC» CGNTY040 DD 02-0%-90 ORDER WAS ISSUED BY GER-
VICE REP. FKANCINE SHAPIRND. ON MARCH 1 % 2+ 1990 MRS. RUDRIGULZs ASST
MGRs TRIED TO CONTACT CSR AND LEFT MESSAGE TO CALL HER. FINALLY ON
03-05-90 MRS. RODRIGULZ SPDKE TO e AT WIIICH T1MFE SHE AGREED
T0 ADJUST THE CALLS ON HIS JANUARY BILL IN THE AMOUNT OF 118.8C.

ON APRIL 4» 1990, CORRESPONDENCE FROM - .y WAS RECEIVED IH THE
BUSINESS OFFICE BY DARLENE STUBIS, SERVICE REP» AGAEIN DISFUTING ANOTHER
976 SVC CALL ON HIS FER 19, 1990 BILL. MRS. STUBBS ISGULD AN ON LINE

ADJ. FOR 335+ WHICH CLEARUD ON .~ 22 1’5 ACCOUNT FOR HIS 04-19-90
BILL.
FG 01
-Fi- 051190 1224/051190 1224
:
000415
e S EAALERGEDT . alw e Sl (DT p S IREIE T
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03280 A NRG MSG & 00448

FROM SF10150 ON 05/31/90 12:15
SF17148, 8§F18071
PAGE ©2

& 3 CONTINULD:

_ON 04-26-90 =S © AT CALLED OUK BUSINTSS 0l FICC, S8POKE 70 JORGE LUIS
_-ALONSO, SERVICE REPRESENTATIVE, << . T!'N  GUESTIONED THE $114,80
" EREDRIT WHICH WAS AGREED UPON AND SHE STILL HAD NOT RECEIVLD. ®R. ALONSC

ADVISED # .. 10  HE WOULR REFER TIE CLAIM T0 MRS. RODRIBUEZ AND HAVE

"MRS. RODRIGUEZ CALL HER BACK.

ON 04-30-90 RZ. < LVIA k.24 * CALLED BUSINIISS OFFICI AGAIN SIPOKE TO

EMILY PEREZ» SERVIUCE REPRESENTATIVE» IN REFERENCE 70 04-24-90 CONVERSA-
TION. MS. EMILY PEREZ REFERRED MESSAGBE TN MS. SOFIA WISEMAN, AGSISTANT
MANAGER. M3. WISEMAN, ASSISTANT MANACER» LLUFT MESSAGE FOR MS. RODRIGUEZ

TO CALL HER BACK.

ON 04-30-90 MRS. RODRIGUEZ CALLED . .. APDI.CGBLZED FOI THF DELAY
IN THE ADJUSTHMENT AND ASGURED : . HIS MAY 17TH DTLL WILL
REFIECT THE $118.80 CREDIT. .

PG 02 -

-F1- 0%13190 3224/0511%90 1224

Ty

000410

- . '_ - ‘ R N B - .e

e SR AT SR e W P B  WURIEE . iy



3F17168+,8F18071
PAGF 03

4. PROVIDE A NARRATIVF OF ALL ACTION TAKEN ATTFR THE APPEAL. INULUDF
DATESs TIMEs NAMCS AND DETAILS UF YOUR CONTACT WIrH THE CUSTOH: R.
ON_DS-10-90 MRS, MORMLNED RETSSUED PAFEK ADJUSTHTNT FOR 3113.80.

7

C3280 A ONRG MSG & 00448
FROM SF101%0 ON ON/33/90 1232%
&
5
6
7
8
9

e
S IEPTERIN-YES..... .NU__ _DATE 0 NEXT Ok FINAL REPORT.ccoooeccomncommeoe

10 4. NANF AND TITLE OF PERSON PRFPARING ANSWIR ADEIA M. MORMLNED REL.
. ' ASST. MGR.

12 TELEPHONE NUMBER 2463-5303

13 7. ADJUSTMENT-YES X NO.._..AMOUNT $118.80 ¢ DAYS & REASON FOR ADJUSTHENT
14

15 READJUSTED 976 SERVICE CALLS TO BATISFY.

16

17 8. SFND THIS MASK TO ALL OTHER DISTRIGCTS/DLPAKTHINTS/GRUUPS INVOLVED IN

18 THIS COMPLAINT. INDICATE OPERATIUNS MANAGER/DISTRICT MANAGER/SI #
19 TELEPHONE & AND PERSON NOTIFXED e, oo coem comomom o im i vm e coimcs omimomom omomom omimm < omimes

21 ARE YOU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGER WITH THIS CASE?

23 YES....NO X IF YESs INDICATE NAME OF OM/DM ALCEPTING USPONSIBLLITY.

25 ¢. IN YOUR OPINIONs, WAS THIS CUSTOMER JUSTIFIEND IN FILING THIS APPUALT
26

27 YES X NO.....WHY? T WAS PROMISED A CREDIT N RECLIVID IN A
28 TIMELY MANNER.

29

30 10. WHAT *COUNT ON ME® APPROACH WOULD HAVE PREVENTED THIS CASE? (BE
31 - SPECIFIC) A COUNT OF ME ATTITUDE COULD HAVE HELPED IN THIS CAGE. THE
32 FIRST REPRESENTATIVE THAT CAME IN CONTACT WITH " SHOULD HAVF
33 ISSUED AN ON LINE ADJUSTMENT TO SATISFY . . AS HE WAS A FIRST
34 TIN: DFFENDER.

35

36 THE SECOND AND MANY OTHRR REPRESENTATIVES THA1 CAME IN CONTACT WITH
37 COULD HAVE ALS0 ISSULD THE ADJUSTMENT IN ORDER 10 PREVENT

a8 CUSTOMER NISSATISFACTION INSTEAD OF PASSING THE COMMITMENT.

39

40 PG O3L
41 -F1=- 051190 1224/051190 1225

e ——

000<17




DATE _<_—= 1

i)

HAND DELIVER YES / NO

TOTAL NUMBER OF PAGES | ©

rax woMEER 22— 2070

TELEPHONE NUMBER ____ - 62— =/ /6

1o

MESSAGE C‘ﬁb s'g(.?’qo - _r}n s o ﬂr{ql’mrnh! ;na-u:'rt_
DD Cusg = o4/09-90 Repty oy ofee &= /f—Fo.
r'm SHERRY COXE
TEEPHONE NuMBER 305 — 263 — 4816
STATE APPEALS OFFICE/EXECUTIVE

DEPARTMENT

SENT BY_______ DATE__TIME SENT __
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COMPLAINT INPUT SHEET

'71”c0570nea's NAME .
: CASE NO: 630S-P SUPPL. ING.
; 4 DATE RECEIVED ' DATE CLOSED
.5 AREA S0 (80. SE. NO. OT)
6 TYPE (] (R, B, P) '
. LATE (Y YES ONLY)
s OPERATIONS MANAGER  DLB
9 DOC  DAD (DAD, BWD, PBC, CST, GNV, JAX, DRL, WFL. OTH.)
| 10 CLASE 976 (SEE CODES BOTTOM OF PAGE)
11 ADJAFTER (Y YES ONLY)

SA0 NO: S-867-90

(N NO ONLY)

ISE CODE 28E00 CHARACTERS, SEE CAUSE CODE LIST)

m
o RSC - RESIDENCE SVC. CENTER BSC - BUSINESS SVC. CENTER
17 PSC - PUBLIC SVC. CENTER HDO - HELD ORDER
4 BIL - BILLING DEP - DEPOSITS
1% TRA - TREATMENT ACTIVITY INS - INSTALLATION
| 30 CON - CONSTRUCTION 6WT - SWITCHED BVC o
B 7 OPE - OPERATOR SVC. cmp - comPTROLLERS) 00 4 26
22 ANC - ANNOYANCE CALLS DIR - DIRECTORY
= MKT - MARKETING 976 - DIAL IT CALLS
53 OTH - DTHER CML - COMPL. LETTERS
MNT - MAINTENANCE
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Southemn Bell

Special Assistance Buresu
968 NW. THth Averue
Room 604

Miami, Florida 33128
(305) 263-4816

Memorandur to: Mike Dymek
From: Marie Forbes

Case No.8934-P

Our investigation reveals that on 12-13, our office was contacted
and an order was issued to remove the 978/900 call restriction.

On 1-29, called and placed an order to disconnect his
service & un 1-31, the customer called and cancelled his
disconnect order. At the same time he made payment arrangements on
his overdue bill.

On 2-2, . called to request that the 800 and 876 call
restriction be connected to his line again. The order was issued
with a due date of 2-5.

On 2-5, our collection sent a high toll letter in the amount of
$2113.07, due on 2-12.

On 2-7. the we received a call from Doris with AT&T advising us of a

pending adjustment in the amount of $682.69. Later that day °
called and requested that all calls to 500 and 876 numbers.

made wnrough different carriers, TNI, MCI, and AT&T be investigated.
> elaimed he had a block on his line. We agreed to check

and &iil'back on 2-14.

e conducted an investigation and it was determined that someone who
had access to P telephone, called our office on 12-13
and requested that the 800/878 restriction be removed and they
advised that the customer would be responsible for all calls made
frox his telephone. The charges were sustained. The customer was
called and advised of the results of our investigation and advised
that the charges were sustained. The customer was further advised
to call the collection department and make payment arrangements.

000429
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‘On 2-15, : called and made arrangements to pay $300.00

LY

per month plus the current charges. He also ncregd to pay $500.00

3-5, as an initial payment.

f'3-5, Ms. Maria Bellon, Assistant Manager, contacted
» acknowledge the appeal. The customer stated that he does not
now who called us to remove the restriction and that the same day

‘he realized that someone had done so, he contacted us to get the

restriction put back on his line. The customer said that the only
reason he made payment arrangements was to prevent his 1line from
being disconnected, since he had to go out of town.

stated that he attempted to find out who could have called to
disconnect the restriction, however, he has not been able to do so.
Ms. Bellon agreed to check further and call back on 3-6.

On 3-8, Ms. Bellon called and advised that an
adjustment will be given on his account in the amount of $2077.91,
for all the 900/976 calls which appear on his January and February

bills. " will be responsible for payment of the rest of
his long distance calls which were not supposed to be restricted
under this particular service. Ms. Bellon advised . that
the different long distance carriers may pursue their own
independent investigation and collection action. is

aware of this information and will contact our collection department
to make arrangements on the balance of his bill.

-
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RS, BUS. PUBLIC Customer’s complaint:

e

BILLED FOR OVER §2 ,000 WORTH OF CALLS TO 900 AND 976
. T BLOCK ON LINE TO AVO1D THESE CALLS.
.

BEOCK—

BE DISCONNECTED ON MONDAY 3/5. VERY UPSET.

I< o (0d D= s AW - l‘?_z"

AR '

N -
>,\4.ﬂ——~3 =

INTERIM REPORT SENT s rea CLOSED DATE _ . — - —-—— ——— R
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02509 A ORG MSG & 00751
FRON SF103%0 ON 03/07/90 11:03

8F17168,8F18071
GENERAL
NAMES . : CASE NUMBER: M 432-90 TEL. NO.
ADDRESS!? L
cCITY: °

1. COMPLAINT: BILLED OVER $2000.00 OF 900 AND 976 CALLS. HAD BLOCK T0
RESTRICT CALLS. SOMEONE CALLED SOUTHERN BCLL. AND !1AR BLOCK REMOVED
WITHOUT HIS KNOWLEDSE.

DATE RECVD: 3-2 TIME RECVD: 4:54

2. OPERATIONS MANABER ANSWERING COMPLAINTS DON BEDNAR
DEPARTHMENT AND BGROUP: CUSTOMER SERVICES-MIAMI

Z. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR 10 THL AIPEAL IN
THE SPACE BELOW. INCLUDE ALL TROUSLE REPORTS AND DR SERVICE ORDER
ACTIVITY JF APPLICABLE. SERVICF ORDER NUMBERS AND JDB ORDER INFORMATION
1S REQUIRED. PLEASE INCLUDE DATES.

ON DECEMRFR 13» 1989 THE BUSINESS OFFICE WAS CONTACTED AND AN ORDER WAS
ISSUED TO REMOVE THE 776 AND 700 CALLS RESTRICTION (CREX-4). ON JANUARY
29» 1990 . CAl LED THE BUSINESS OFFICE AND PILACED AN ORDER TO
DISCONNECT HIS TELEPHONE SERVICE 247 -4073. ON JANUARY 31, 1990 THE
CUSTOMER CALLED TO CANCEL HIS DISCONNLCCT ORDER. AT THAT TINF

ALS0D MADE PAYMENT ARRANGEMENTS ON HI3 OVERDUE TELEPHONE BILL.
ON FERRUARY 2+ 1990 . " CALLED TO RFRUEST THAT THE 900 AND 976
RESTRICTION BE CONNECYED BACK ON H1S .ACCOUNT. THE ORDER WAS ISSUED WITH
AN EFFECTIVE DUE DATE OF FEBRUARY 5. ON FEBRUARY STH THE COLLECTION
DEPARTHMENT SENT A HIGH TOLL LETTER 1IN THE AMOUNT OF $2113.07 DUE ON
FEBRUARY 12. ON FERRUARY 7 THE BUSINESS OFFICE RECCIVED A CALL FROM
DORIS FROM ATT ADVISING US OF A PENDING ADJUSTMENT OF $692.69.

FG 01
-F1- 030790 11227030790 1122

b
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024609 A ORG MSG # 00751

FROM SF10150 ON 03/07/90 11:09
SF17148,SF18071

PAGE 02

LATER THAT DAY . . . CONTACTED THE BUSINESS OFFICE AND SPOKE TO
SERVICE REPRESENTATIVE,» CARNEN MAGARINO. THE CUSTOMER REQUESTED TiAT
ALL CALLS TO 900 AND 974 FROM NIFFEKENT CARRJERS, TNJs MCI AND A1l BE
INVESTIGATED AND CLAIMED HE HAD A BLOCK ON HIS LINE. MRS. MAGARINO
AGRFED TO CHECK AND CALL BACK ON FERRUARY 14. SERVICE REPRESENTAJVE,
RENE ACOSTA, CONDUCTED AN INVESTIGATION AND IT WAS DETERMINED THAT SOME-
ONE WHO HAD ACCESS TO THE CUSTOMER’S TELEPHONI: CALLED THE BUSJNECSS
OFFICE ON DECEMBER 13 AND REQUESTED THAT THE 900 AND 974 RESTRICTION
BE REMOVED AND THE CUSTOMER WAS ADVISED THAT HE WOULD BE RESPONSIBLE
FOR ALL TIE CALLS MADE FROM HIS TELEPHONE. TIIE CHARGES WERE SUSTAIN-
ED. MRS. DAWN BRAFFE, RELJEVING ASSISTANT MANAGEKe CONTACTED

5 _ AND ADVISED HIM THAT THE CHARGES WERL SUSTAINED AND ADVISED
THE CUSTOMER TO CONTACT THE COLLECTION PEPARTMENT TO MAKE ARKANGLMENTS
ON T!IE TELEPHONE BILL. ON FEBRUARY 15 . SPOKE 70 SERVICE
REPRESENTATIVEs NILSON DIAZ: AND AGREED TN PAY $300 A MONTH PLLUS HIS
CURRENT CHARGES. THE CUSTOMER AGREEDL TO PAY $500 BY MARCH STH AS
INITIAL PAYMENT. ON MARCH 2ND THE CUSTOMIR CONTACTED THE COMMISS1ON.

PG 02
~-F1- 030790 31322/030790 1123

LY

000433



O 0N O BT e S e

.-':!‘“ e

72809 A ORG SO & 00751
“ROM SF10150 ON 03/07/90 11317
SF17148sSF18071

2AGE 2

4. PROVINE A NARRATIVF OF ALL ACTION TAKEN AFTER THE AlPEAL . INCLUBL
DATESs TIMEs NAMES AND DETAILS OF YOUR CONTACT WITH THE CUSTOMIR.

ON MARCH S» MRS. MARIA BELLON: ASSISTANT MANAGIRe CONTAUTED
THE CUSIOMER STATED THAT IIE pOLES NOT KNOW WHO CALLED us 70

-REHDVE.fHF RESTRICITON AND THAT THE SAME DAY HE REAI TZFD THAT SOMLONEC

HAD UONE S0» HE CONTACTED US TO GET THE RESTRIUCITON BACK ON HIS I_LINE.
THF CUSTOMER ALSO SAID THAT THE ONLY REASON HF MADE PAYMENT ARKANGE-

MENTS HAS TU PREVENT HIS LINE FROM BEING DISCONNECTED SINCE HE HAD TO
GO OUT OF TOUWN. SAID HE TKIED Y0 FIND OUT WiiD COULD HAVE
CALLEDs» HOWEVERs, HAVE NOT BUEN ABLE TO DO S0O. MRS. BXLL.ON AGREED TO

CHECK THE MATTER FURTHER AND RE-CONTAGCT ON MARCH &.

ON MARCH &TH MRS. BELLON CONTACTED . . AND ADVISER THAT AN
AUJUSTMENT WILL BE GIVEN ON THE ACCOUNT IN THE AMOUNT OF $2077.91
FOR ALL THF 900 AND 9746 CALLS WHICH APPEAR ON THE CUSTOMLR’S JAN-
UARY AND FEBRUARY RILLS. WIil. BE RESPONSIBLE FFOR
PAYMENT OF THE REST OF HIS LONG DISTANGE CALLS WHICH WIRE NOT SUP-
POSED TO BE RESTRICTEN UNDER THIS PARTICULAR SKFRVICE. MRS, BELLON
ALS0 ADVISED THAT THE DIFFERENT LONG DISTANCE CARR1ERS MAY PURSUE
THEIR OWN INBEPENDENT INVESTIGATION AND COLLECTION ACTION.
78 AWARE OF THIS INFORMATION AND WILIL CONTACT THE

ggLLECTTOH DEPARTMENT TO MAKE ARRANGEMENTS ON THE BALANCE OF HIS

Li. ’
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02609 A DRG HSG & 00751
FROM SF10150 ON 03/07/90 11122
SF17168+SF18071

PAGF 04
&, INTERIM-YES....NO_X.DATE OF NEXT OR FINAL REPORT e eieeeee

é. NAME AND TITLE OF PERSON PREPARING ANSWER: MARIA BELLON
ASSISTANT MANAGER

TELFPHOME NUMBER: 263-5276

7. ADJUSTMENT-YES_X..NO...AMDUNT...cwe...... ® DAYS & RFASON FOR ADJUSTHENT
$22446.13 REASON-RESTRICTION OF 900 & 976 CALLS RENOVEDR WITHOUT
CUSTOMER’S AUTHORITY.

8., SFHD THIS MASK TO ALL OTHER PISTRICTS/DEPALTMENTS/GROUPS INVOLVED TN
THIS COMPLAINT. INBICATC OPERATIONS, MANAGER/DISTRICT MANAGER/SIK &
TELEPHONE & AND PERSON NOTIFTED ¢ o e e e e e cmimn crco i m ccisis s s rmimimes oo

ARE YOU C!ARGING ANUTHER DPERATIONS/BISTRICT MANAGER WITH THIS CASE?
YES._..NO_X..IF YE&» INDICATE NAME OF OM/DM ACCEPTING RESPONSIRILLTY.
. IN YOUR OPINICNs WAS THIS CUSTOMLR JUSTXFIED IN FILING fHIS APPEALT

YES...NO_X.WHY? A FREIND OF THE CUSTOMIR CALLED TO REMOVI 900 % 976 RE-
STRICTION WITHOUT HIS APPROVAL. THE CUSTOMER IS RESPONSTIBLE FOR CHARGES

MADE FRON HIS TE| FFHONE.

10. WHAT °COUNT ON ME® APPRDACH WOULD HAVE PREVLENTED THIS CASE? (BE
SPECIFIC) THE CUSTOMER WAS ALLOWED TO MAKE PAYMENT ARRANGEMENT OVER A
LONG PERIOD OF TIME. ADJUSTMENT GIVEN IN AN EFFORT TO CLEAR THE
CUSTOMER’S TELEPHONE BILL.

BB
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COMPLAINT INPUT SHEET

CUSTOMER'S NAME:

- e e .
- - - -

(80; SE; NO; OT)
TYPE: (1) R - (R; B; P;)
AREA CODE + TEL. NO.:

AREA: (2) 80

- —— - -

LATE (1) (Y-YES ONLY)
OPERS. MGR"S. INITIALS: (3) DLB
DOCA: (3) DAD

CLAS: (3) 876

ADJ. AFTER:(1) Y
BAC NO.: M-432-90
JUST: (1) (N-NO ONLY)

DISPOSITION: (35) 25E

(Y-YES ONLY)

SERVICE MATTERS

RSC- RES. SERV. CENTER
BSC- BUS. SERV. CENRTER
PSC- PUB. S8ERV. CENTER
HDO- HELD ORDERS/ENGERS
BIL- BILLING
DEP.-DEPOSITS

TRA- TREATMENT ACTIVITY

. JR8.-INSTALLATION

MNT- MAINTERANCE

“a

- — - - — -

- ———————— -

-—-—-— e e = o - -

(DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:O0TH)
(SEE BOTTOM FOR CODES)

CON- CONSTRUCTION

- -8NT- SWITCHED SERVICES
OPS- OPERATOR SERVICES
CMP.- COMPTROLLERS
ARC- ANNOYANCE CALLS
DIR- DIRECTORY
MEKT.- MARKETING
976- DIAL IT BERV.
OTH.- OTHER
CML.- COMPLIMENTARY

00043
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656 N.W. 79th Avenue

Miami, Florids 33128
i (305) 263-4818
S 4327
arch 23. 1990 oo

Memorandum to: Kathy Brown
From: Marie Forbes

Case No. 8350-P

Cur investigation reveals that on 3-8, the customer called our
office to request the listing on two 976 calls. We provided the
name Sports Hotline. We explained that the 876 calls were direct
dialed and offered call block. An order was issued to add the
block. The customer requested to be transferred to the vendor and
we on line transferred the customer.

On 3-19. Ms. Terry Holman. Assistant Manager. contacted the customer
to acknowledge the appeal. The customer explained that he is 72
years old and not up at wmidnight calling a sports hotline. Ms.
Holman apologized and agreed to adjust the two calls on the next
bill in the amount of $50.28. Ms. Holman confirmed the block and it
was agreed to leave it on the line. The adjustment will reflect on
the 4-11 bill and the customer expressed his satisfaction.

000433
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3 TAKEN BY:

ﬁ =

180SS

X
{MAIL)

-8:40
(TIME)

(TEL.)

CUSTOMER'S NAME: ___

ADDRESS:

-y
i d

|

M~k - &
—
(LOGGED) {CARD)

(DATE)

3-2b

K. 319 326

{DUE BY)

— TEL. #:

REFERRED TO :

CBR. #:

Customer’'s complaint:

11 PUB. SERV. CENTER ' T

—(SEE-ATTACHED-CASE)

INTERIM REPORT SENT

SRR 5 i S M s b

SEIANANEY 110 AW



FROM: MARIE FORBES

TEL. 8: 305-263-4816
STATE APPEALS OFFICE

MESSAGE e

2-/9

DATE

TOTAL PAGES g

17,
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—— e R, 4 ~8:40-
TAKEN BY (TEL.) MAIL) (TIME)
i- i

I B0SS f CUSTOMER'S NAME:

s Southemn Bell ADDRESS: ____

6 O i

7 PSC CASE # B3na-1 REFERRED TO :

8 SERVICE MATTERS RES. BUS. PUBLIC  Customer's compleint:

10 BUS. SERV. CENTER
11 PUB. SERV. CENTER
12 HELD ORDERS i
13 BILLING

14 DEPOSITS

'] 5 TREATMENT ACTIVITY
|l 6 INSTALLATION

117 MISSED APPT. INS.
18 MATNTENANCE

19 MISSED APPT. MNT.
20 CONSTRUCTION

21 SWITCHED SERVICES
22 OPERRTOR SVC.

23 COMPTROLLERS

24 ANNOYANCE CALLIS
25 DIRECTORY

26 ADVANCE SYSTEMS
27 MARKETING

28 DIAL-IT-SVC.

29 OTHER

30 OOMPL. LETTERS
31

32

33

34

35

36

37

38 .
39 BOA / TS

LN

MoDOG6-gu
e -—
ILOGGED) iCARD)  (FRORM ﬁer- T
o
— - o
-
APT, : g
TEL. #: B -
CBR. #: AREA : SB

Wl

INTERIM REPORT SENT

CLOSED DATE
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02792 A ORG MSG # 00932 (0CUB&)
FROM SF24102 ON 03/22/%90 13150

SF1V14R,SF28OLY?
GENERAL
HAHE evereree.. .CASF # MS26-90.....TEL. NO.
ADDRESSH..
CITY......

1. CONPLAINT._LETTER NENJES $7& CALLS, CALLED SOUTHIRN BELL I TIMLS
ANU NO SATISFACTION.

- e B e S A B S SN A AW S W W Lm mT TmET e e ew -

. W S e S S S SE P S A P S S S S M R S SE M LB E S IE e e e e s moe ar TS

DATF. RECVD=-3/17=---=-TIME RECVD--2i25

=, OPFRATIONS MANAGFR ANSWFKING COMPLAINT.MARK RUTTERWORTH oo -
DISTRICT MANAGER ANSKERING COMPLAINT L ace e mmeem e s s e im s =
DEPARTHENT AND GROUP...CUSTOMER SERVICES/RESINENCE (i icciiirie e e mme

3. PROVIRBE A NARRATIVE OF ALl ACTIONS OR CONTACT FRIOR TO THE AFPFEAL IN
THF SPACF BELOW. INCLUDE ALl TROURLE REPORTS ANR 0Ok SERVICE ORDIER
ACTIVITY IF APFLICABLE. ERVICE ORUER NUMESRS AND 0B ORDER INFORMATION

IS RFQUIRFD., PLEASE INCLUDE DATES.

. SALLED ON 3/8 TO GET A LISYING ON TW0 $74 CALLS. MRS.
D. WFTIERs SVC REPs PROVIDED THE NAME SPORTS HOTLINE. MRS, WETILEFR
EXPLAINET §76 CALLS WERE UIRSCT MIALED AND OUFFERLD CALL ZLOCK,

ALSO CALLED ON 3/8 TO QUESTION THR 976 CALLS. HMS. E.

KNOWLEny <PBy GVC REP» GAVE THE LISTING AND ADVISED THE CALLS WERE
DIRFCT DIALERN, RILOCK WAS CFFERFN AND ORDER ISSUED. THE CULTOMFR
REQUESIED TU BE TRANSFERRED TO THE $76 VINDOK. MS5. KNOWLES NN L.TNE
TRANSFERRED THE CUSTOMER.

-

-F2- 032290 1557,/,032290 1537
-F1- 032290 1557/032290 1558

000349
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22773 A4 ORG MSG ¢ 00932 (0058&4)
CROM SF24102 ON 03/22/90 15:C7

3. PROVIDE A NARRATIVF OF AllL AUTION TAKEN AFTER THI AUPEAL. INTLURE
DATFSy TIME, NAMES AND DETAILSG OF YOUR CONTACT WITH THE CUSTCMUR.
#RS. TERRY HOI.MANs, ASST MGRs CONTACTED . ON 3/19/90 TO
DISCUSS THE PRUBLEMN. UXPLAINED TUHFRF WERE N3 VISITORS
1N THE HOUSF. HE IS8 72 YEARS 0OLD AND NOT UP AT MIDNNIGHT CALLING A
SPORTS HOTLINE. MRS, HOLMAN AFOLOGIZEN ANMD AGREET TO ADJUST THE TWO
CAI LS ON THE NEXT RILL. MRS, HOILMAN CONFTRMED THE BILUCK ANE 1T WAS
AGREEN TN LEAVE IT ON THE LIND. ANJUSTMENT WILL REFLECT ON AFRIL 11
BEILL.. CUSTOMER IS SATIFTED.

S. INTERIM=YES.....NO.X_DATE 0OF NLXT R FINAL REPORT e mcmimmmimimmimim e
&. NAML AND TITLE OF FPERSON FREFPARING ANSWER_ _RETTY THAYIR» MANALER
TELEPHONE NUMBER...305 492-9882.. . . omem

7. ADJUSTHENf-YES,X“NO"",RHOUNrﬂﬁo.Zﬂnmw ¢ DAYS % REASON FOR ADJUSTHENT

3., SEND THIS MASK TO ALL OTHER NISTRICTS/NEFPARTMINTS/GROUNS INVOLVED IN
THIS COMPLAINT. TINDICATE OPFRATIONS MANAGER/DISTRICT MANAGER/U! #
TZLEFHNNE ¢ AND FERSON NOTIFIEN._.AS INI ORMATION COUY TD 1 AKRY MIXONY
SF2801%9.

e mee e le AR S e = wre AR SECEsEeSlssmem oSS oS iSS

i s W EEmE e ew i m e e e i t® am m tm A tm e e W em s am sl s e

ARE YNU CHARGING ANOTHER OCERATIONS/DISIRICT MANAGER WITH (HIS CAGE?
YES. __HO_X_IF YFS, INBICATE NAME OF OM/DM ACCEPTING RESFONSIBILITY.
9. IN YOUR OPINTON» WAS THIS CUSTOMER JUSTIFIuD IN FILING THIS AFFEAL?

YES. X..NO_..WHY?_WE SHOULD HAVE ANJUSTED THF CALLS ON THE SECOND
CONTACT.

- e e e me e e S Am e em e w lm TS e R lS el & SIS T e v i e R W e G R e e 8 S

10. WHAT °"COUNY ON ME* APFROACH WOULM HAVE FREVENIED THIS CASE? ( RE
SPECIFIC) CUSTOMER FIRST. OUR CUSTOMERS ARE NOT AWARKE OF NUR FOLTCIES
WE SHOULD EXLAIN THEM, WE SHOULD HAVE OFFERED TO AOJUST SINCE UUR

976 POLICY ALLOWS ADJUSTMFNT ON FIRST TIME COMI'LATNTS.

PG O2L

~-F2- 032290 15%7/032290 1558

-Fi- 032290 1557/032290 1558
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10
11
12
13
14
15

-.CLAS: (3) 876

COMPLAINT INPUT SHEET
CUSTOMER'S NAMT.

- - — — Sl S R ==

- - - -

(SO; SE: NO: OT)

TYPE: (1) R (R; B;: P;)
AREA CODE + TEL. NO
LATE (1) (Y-YES ONLY)

OPERS. MGR’S. INITIALS: (3) MDB

DOCA: (3) BWD

(SEE BOTTOM FOR CODES)

ADJ. AFTER:(1) Y
BAC NO.:

M-526-90
JUST: (1)

(Y-YES ONLY)

SERVICE MATTERS

RSC- RES. SERV. CENTER
BSC- BUS. SERV. CENTER
PSC- PUB. SERV. CENTER
HDO- HELD ORDERS/ENGERS
BIL- BILLING
DEP.-DEPOSITS

TRA- TREATMENT ACTIVITY
INS.-INSTALLATION

MNT- MAINTENANCE

(DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:O0TH)

- ——— -

CON- CONSTRUCTION

SWT- SWITCHED SERVICES
OPS- OPERATOR SERVICES
CMP.- COMPTROLLERS
ANC- ANNOYANCE CALLS
DIR- DIRECTORY

MET.- MARKETING

876- DIAL IT BERV.
OTH.- OTHER

CML.- COMPLIMENTARY
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Southem Bell

Special Assistance Sureau
668 N.W. Toth Avenue

Miami, Florida 33128

Cebruarv 12. 1990 ?“’?T““

MEMDRANDUM TO: Mike Dvmewx
FROM: tlorma Covne

RE:

INQUIRY - CASE ND 2570-1

This 18 with final reference to our i1nter.m report dateo Februarv
7. 1990.

Following the letter being sent to the customer on February 2nd.
Mr. M. Roldan. Assistant Manager-Vendor Marketing Center. continued
to make attempts to contact Finallv. on Februarv 7.
1990. he reached and acknowledged receipot of her appeal.
excressed her concern with the advertising on the number
F76~-6262. 1n her opinion. it is geared to an unsavorv class of
people in our societv. Her son had made the calls to the number
without her knowledge and she sees him as a “victim" to an
underhanded tactic being used bv the information provider.

Mr. Roldan explained Southern Bell' s policv in regard ta 976
advertisements. The ads follow our qQuidelines: however. we have
no control over the tvpe of marketing the information provider uses
or what time the ads are aired.

Mr. Roldan offered to have a meeting with the
information provider for the 976 service in question. in order to
address his marketing tactic. He also offered to adjust the

charoes for these calls billed as a first time offender.

was satisfied with the adjustment of the calls and also
accepted the blocking feature for 976-900 service. She stated that
she could understand that Southern Bell cannot control the
marketing that . uses and was satisfied that Mr. Roldan

would contact the vendor to express her views on his orogram
advertising.

Mr. Roldan aerranged to have an adjustment issued to credit Mrs.
Nunez account in the amount of $2351.79.

On February 8, 1990. Mr. Roldan met with . . They discussed
the complaint regarding his ads and agreed to varv his
marketing tactic bv airing his ads after midnight and redoing the

advertising spots. — 00045~
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Miari Beach, January 39, 1990

MCI

4170 Askford Dunwoody R4,
sSuite 3(0

Atlanta, Georgia 30346

oS i8cings
Daar Ms., Giddings:

%e have reguested tne service of ATLT as our long distance crmpany.
We € not have business with vour ccSrpsny at aill.

Ir. Dacember 1989, wc were very surprised to £ind your bill inziuvded
with the SoutherBell bill for calls that were not piaced from oSur
phone. (more than §$30.C0) There arc no children ir our housetold
and we do not allow friends to use our phone. Furthermore, at the
tame those calls were placed, we vere at home. We do not have the
an=lination to call 90C numbers, and furthermore, we find ther very
distacelul,

This letter is to let you know that we are not golinj to Dday for
service that we 4o not reguest and we will hold your company MCI,
liable for any damage and aggravation your actlion might cause tcC
us ir the fusure.

It is your regsponsipility to know who rejuests your service =7 tC
prevent unauthorized long distance calis. It is an Outrages that
you allow decent pecple who use an entirely different long distance
carrier to be victimized simply becuase profit is the highest
priority at MCI. :

An angry ATaT customer,

¢c: Public Utiliey Cormission

0004935
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COMPLAINT INPUT SHEET

(80; SE; NO; OT)
(R; B; P

AREA:(2) 80

TYPE:(1) R

AREA CODE + TEL. NO.
LATE (1)

DOCA: (3) DAD

CLAS: (3) 876

ADJ. AFTER: (1)
BAC NO.:

M-324-80

(Y-YES ONLY)
OPERS. MGR'S. INITIALS:

JUST: (1) )

- . -

(B-305:F-407:P-9804)

(DAD:BWD:PBC:CST:GNV:JAX:ORL:WFL:0TH)
(SEE BOTTOM FOR CODES)
(Y-YES ONLY)

(N-NO ONLY)
DISPOSITION: (35) inl

SERVICE MATTERS

RSC- RES. SERV. CENTER
BSC- BUS. SERV. CENTER
PSC~ PUB. BERV. CENTER
HDO- HELD ORDERS/ENGERS
BIL- BILLINKG
DEP.-DEPOSITS

TRA- TREATMENT ACTIVITY
INS.-INSTALLATION

MAI- MISSED APPT. INS
ENT- MAINTENANCE

HAM- MISSED APPT. MNT.

CON- CONSTRUCTION

SWT- SWITCHED SERVICES
OPS- OPERATOR SERVICES
CMP.- COMPTROLLERS
ARC- ANNOYANCE CALLS
DIR- DIRECTORY

MKT.- MARKETING

976~ DIAL IT SERV.
OTH.- OTHER

CML.- COMPLIMENTARY

000495/
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Southemn Bell

Special Assistance Bureau
6868 NW. Toth Avenue
Room 804

Miami, Forida 33128

Februarv 1. 1990 (303) 263-4816
1-800-321-4327

MEMORANDUM TO: Paula Isler

FROM: Norma Covne

RE:

CASE ND. 2932-P

Our investigation reveals that. on January B. 1990. .
contacted our business office in regard to @8 976 call billed on her

December 17th statement.  denied having made the
call but was advised that the call had been directlv dialed to 76—
foreclosures and could not be adiusted. then said

that she would deduct the charge +rom her pavment and check with
ner handvman to see if he could have made the call. On January 9th
we were in receiot of a pavment of $18.48 which left the 76 call
of $829.00 as & balance on the account.

As information. our business office was advised on January 16.
1990. that the 976 Foreclosure vendor. had
recuested that all inauiries regarding charoes concerning his 976
number be referred to his representative. The bDusiness office was
therefore advised that thev should not apply the lst time offender
policy to this service and that the customers should be on-l1ine
transferred to the vendor's representative.

Our next call from . was on Januarvy 24th followina
receipt of her Jsnuarv 17th which showed the $29.00 appearino as
a balance. as well as a late pavment charge of $.44. She again
advised that she had not made the 976 call billed on her December

statement. The representative exolained that she was not
suthorized to adiust the call for the vendor and on-line

transferred to the 976 vendor s reporesentative.

. later that same dav. recalled the business office
and reguested to speak with the representative she had spoken with
marlier. It was agreed that the other representative would call
her back after JI:30PM. when the representative attempted to call
the customer at 5SPM., there was no answer. She was then acgvised
that an apoeal had bDeen receirved from vour office and was bei1na
nandled by Ms. B. Smitn. Assistant Manaoer. »

000499
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It was determined that. wuoon receipt of this apoeal on January
24th. Ms. Smith had called the 976 vendor s number and spoke with

stated that thev were not adiusting the 976
call on : ) bill because their records indicated that
the call hao been made.

Ms. Smith then made two unsuccessful attempts to reach

on January 24th. recalled the business
oftice on January 25th and spoke with another representative about
the 976 charge. When the representative checked the records. she
found that Ms. Smith was nanoling her complaint and agreed to have
Ms. Smith call her beck.

Ms. Smith recalled 4 on January 25th and acknowledged
receipt of her complaint. explained that she had
peen billed $29.00 on her December statement for a 976 call which
she had not made. She then stated that she was charged for another
76 call to the same number on her January bill. Ms. Smith
explained that the 976 calls were being direct dialed bv someone
at her residence and. therefore. we were not able to adiust the
charges.

_ advised that the only person who had been in her
apartment was the handvman who works for the buildina. She said
she had checked with him and he had denied making the calls. Ms.
Smith said that she would need to check further because Our
guidelines stated that we could not adjust the charges. She said
that she had checked with the vendor about the call billed in
December and their records indicated that someone from her
residence had placed it. -

Later that afternoon. Ms. Smith received new guidelines for the
handling of charges billed by this particular vendor. The new
guidelines specified that the charges involving 97é-Foreclosures
should be handled according to the guidelines orescribed for all
other 976 vendors. Ms. Smith called on January 26th
and explained that. because of the new guidelines established Dv
this vendor. she would adjust bcth 976 calls trom the bill in the
total amount of $5B8.00.

reguested that the 76 block be added to her
account. Mg, Bmith issued an order to add the block as of January
29th.

On Februarv 1. 1990. Ms. C. Johnson. Assistant Manaoer. called
to advise her that she will also receive an agiustment
on her account for the late pavment charoe of $.44 which was
applied to her January bill. , 5
000453

The customer was satisfied.
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02217 A ORG MSG ¢ 00803

FROM SF10140 ON 01/29/90 163152

SF17168,8F18071
GENLRAL
NAME CASE NUMBER..N196-F0TEL. NO
ADDRESS
CITY

1., COMPLAINT_BJLLED FOR 974 CALL $29.00, TOTAL $47.67 PAID ALL ATrTER
THE $29.00 - DENIED ALL KNOWLEDGE OF CALL SPDKE YO MR3. SHEA WO GAID
SHE MAD TO PAY FOR THE CALL. SHE WILL BE BILLED INTEKEST ON THE UNI'AID
BALANCE. SHE WILL NOT PAY FOR TIE CALL OR INTEREST.

DATE RECVD-1-24-90-TIME RECVD---2330PH-—-
2. OPERATIONS MANABER ANSWERING COMPLAINT ..... .DON BEDNAR. .ccccccciers o
DISTRICT MANAGER ANSWERING COMPLAINT e cmmimm s mime = = oo en it ion s

~ DEPARTHENT AND GROUP.....-...NIAMI CUSTOMER BERVICE e e i e =

PE A NARRATIVE OF ALL ACTIDNS OR CONTACT PRIOR 10 THFE Ar'PEAl IN
BELOM: INCLUDE ALL TROUBLE REPORTS AND OR SURVICE ORDER
: LE. SERVICE ORDER NUMBLRS AND JOE ORDLR INIORMATION

ED. PLEASE INCLUDE DATES.

ON JANUARY 8y MR8, NATALIE GOLDENBEKG SPOKE WITH MG. PAT WALKER: SERVICE
REPRESENTATIVE, MTANI DISTRICT ABOUT A 776 BERVICE CALL BILLED TO HER
IN DECEMBER. MWS. GOLDENBERG DENJED SHE HAD MADE THE CALL. SUE WAS
ADVISED THE CALL WAS DIRECT BIALED TO FORECLOSURES AND WOULD NOT BE
ADJUSTED. MS. BOLDENBEKE SAIDN SHE OULD DEDUCT THE CHARGL FROM HER
BILL AND CHECK WITH HER !IANDYNAN TO GEL IF HE COULD 1IAVE MADE THE CALL.
ON JANUARY 24 M8. BGOLDENBERG SPOKE WITH MS. KATHLEEN REYNOLDS, SERVICE
REPRESENTATIVE MIAMI DISTRICT» AND ADVIGED HER THAT SHE DID NOT MAKE
THE 976 CALL ON HMER DECEMBEK BILL. ME. REYNOLDS ADVISED HCR THAT SHF
HAS NOT AUTHORIZED TO MAKE ADJUSTMENTS FOR TIIE VENDOR AND ON -L.INE
TRANSFERRED THE CALL TO THEJR SERVICE REPRESCNTATIVL KIMBERLY.

PG 01
-Fi- 0312990 17237012990 1724

000462
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02217 A ORG MSG & 00803
FROM SF10160 ON 01/29/90 17109

8F171468,8F18071

3. CONTINUED

CALLED MS. ELA DOMINBUEZs, SERVICE REFPRESENTATIVE, HIAMI
DISTRICT ON JANUARY 24 AND REGUESTED SHE !IAVE M5. REYNOLDS CALL 1ER
AFTER 3:130PM. MNS. REYNOLDS CALLED AT SI100PM BUT
RECEIVED NO ANSWER. S8HE NOTICED A PiC COMPLAINT WAS BEING !ANDLED
BY MS. SMITH AND REFERRED IT TO HER ¢

4. PROIVIDE A NARRATIVE OF ALL ACTION (AKEN AFTER TIHE APPEAL. INCLUDEL
DATEs TIMEs NAMES AND DETAJLS OF YOUR CONTACT WITH THE CUSTOMER.

MS. BARBARA SMITH» ASGISTANT MANAGERs, MIAMI DISGTRICT CALLED THE 776
VENDOR ON JANUARY 24 AT I100PM AND SPOKE WITH .
ADVISED HER THAT THEY WERE NOT ADJUSTING THE 974 CALL BECAUSE THEIR
RECORDS INDICATED THAT THE CALL HAD BEEN MADE. MS. SMITH CALLED ..

ON JANUARY 24, 1990 AT 3:15PM AND RECEIVED NO ANSWER. HS.
SMITH CALLED HER ABAIN AT SI1ISPHy S8TILL ND ANSWER. ON JANUARY 23 1990

" CALLED THE OFFICE AND SPOKE WITH MS. ALITHEA CHAMBERS»

SERVICE REPRESENTATIVE, HIAMI DISTRICT» ABOUT THE 976 CAllLs KS. CIAMGERS
CHAMBERS ADVISED HER MS8. SMITH WAS HANDLING HER COMPLAINT AND AGREED TO
HAVE MS. SMITH CALL HER BACK. M8, SMITH CALLLD MS, GOLDCNBERG AT
11100AN. EXPLAINED TO HER SHE 11AD BEEN BILLED $27.00
IN DECEMRER FOR A 976 CALL THAT SHE HAD NDT MADE. SHE ALSD STYATED
THAT SHE !IAD RECEIVED HER JANUARY BILL AND WAS CHARGED FOR AN ADD-
ITIONAL 976 CALL TO THE SAHME NUMBER. MS. SMITH EXPLAINED THAT THE
9746 CALLS WERE DIRECT DIALED BY SONCONE AT HER RESIDENCE THEREFORE
WE WERE NOT ADJUSTING THE CHARBE. ' STATED THE ONLY
PERSON WHD HAD BEEN IN HER lOUSE WAS A HANDYMAN W0 WORKS FOR THE
BUILDING. SHE SAJD SHE HAD CHECKED WITH HIM AND HFE DLNIED HAKING
THE CALLS. MG. SMITH EXPLAINED IIER HER TIAT SHE NEEDED TO CHLCK
FURTHER RECAUSE SHE COULD NOT ADJUST THF CHARBE. MS. SMITH EXPLAINCD
THAT SHE HWAD CHECKED WITI THL VENDOR AND THEIR RECORDS DO SHOW THAT
SOMENNE FROM HER RESIDENCE HAD PLACED THE CALL.

PG 02
-F1- 012990 1723/012990 1724
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02217 A ORG MSG & 00803
FROM SF10160 ON 01/29/90 17319

SF171468:5F18071
PAGE 3
4. CONTINUED
ON JANUARY 25 LATE ATTERNOON. MS. SMITH RECEIVED NEW BUIDELINES FOR
THE 976 VENDOR. SEE COPY OF LETIER ATTACIED. M5G. SMITH CALLED

ON JANUARY 26, 1990 AND EXPLAINED TO HER TUAT BLCAUSE OF
NEW GUIDELINES ESTABLISHED BY THE VENDOR, SHE WOULD ADJUGT BOTH 2776

CALLS FROM HER BILL TOTALING $58.00. REFOUCSTED THE 976
BLOCK BE ADDED. MS. SMITH ISSUED A CONOP417 DUL DATED JANUARY 29, 1990
70 ADD THE BLOCK. - WAS SATISFIED WITH THE ADJUSTHENT.

AS INFORMATION?
.» VENDOR AT FORECLOSURESs HAD REQUESTED DN JANUARY 1é:

1990 THAT ALL CUSTOMER COMPLAINTS BE REFERRED TO HIS SERVICE REPRE-
SENTATIVE RATHER THAN ADJUSTING AS A FIRST TINKL OF FENDER.

S. INTERIM-YES.._NO.X_.DATE OF NEXT OR FINAL REPORT . e e cmiimm s e
6. NMAME AND TITLE OF PEKSON PREPARING ANSWIR.BARBARA F. SHITH: ASST MGR
TELEPHONE NUMBER. 283 S5144.. cccciveceenam

7 ADJUSTHENT-YES..X.NO_ . AMOUNT.58.00._ . # DAYS & RIASON FOR ADJUSTHINT
ADJUST 976 CALLS FIRST TIME OFFENDER.,

8. SEND THIS MASK TO ALL OTHER DISTRICTS/DREPARTHMENTS/BROUNS INVOLVED IN
THIS COMPLAINT. TINDICATE OPERATIUNS MANAGER/DISTRICT MANAGER/SK &
TELEPHONE @ AND PERSON NOTJIFIED e ie oo o = e em i 2 m 22 200
ARE YOU CHARGING ANOTHER OPERATIONS/DISTRICT MANAGER WITH THIS CAGE?

YES___NO___IF YESs, INDICATE NAME OF OM/DM ACCEPTING REGPONSIBILITY.

PG 03
-Fi- 012990 17237012990 1724
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PAGE 4

¢. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPEAL?

YES_X..NO...WIYT_WIEN THE CUSTOMLR INITIALLY CALLED THE BUSINESS OFFICE
THE SERVICE REPRESENTATIVE COULD HAVE ADJUSTED AS A FIRST TIHE
OFFENDER BECAUSE THE NEW GUIDELINES WERE NOT RCCEIVED UNTIL JANUARY

16, 1990,

10. WHAT °COUNT ON ME® AFPPROACH WOULD HAVE FREVLNYED THISG CASE? (BE
SPECIFIC) .WHEN THE CUSTOMER INDICATED THE CALLS WERE NOT HERS THE
REPRESENTATIVE SHOULR HAVE FOLLOWED THRU T0D MAKF SURE EVERY EFFORT
WAS MADE TO SATISFY THE CUSTOMER.

PG OAL
-F1- 012990 1723/012990 1725
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Miami, Plerids
January 35, 1990

A1l Miami and Bili Personnal
from: Terrd cgenschea

Sudject: - Foreclosures

R N I A BN BB A mo&ootnltoouttttti

Effective ismedistely, per lorene Revere, Associate Manager in the Vendor
Marketing Center, we will handle all 976-8000 calls according to the
cuidelines previously diseriduted in September 1988. As a reminder, the
guidelinss axre:

32 the eustemer DARS $7¢ calle and dosa not have & prior adjustment
for 976 calls we can adjust &8s & 1st time offender. Remanber to
put -h%'m:h in the meme and note in the ICI = *ADJ 976 calls
(mont! ) ADV CSR RO FURTHER ADJ ¢, You alse need to educate,
the customer on 076 calls and advise that therc will be no further
adjustaents. Please ba sure to offer CREX to the customer,

sifvery effort sheuld be mads to sustain these calls.

2¢ the customar resussts an adjustment becausc of dimsstisfaction with the
program centent, the manner of eperation by the 976 veander or was ROt aware
©f the charge, you will en-line transfer the customer to the vendor's
service representative at 233-3678. Yeu sre met to give the number to the
SuBtonmer. :

1f you are unable te on-line transfer the gustomer to the vendor because
their lins is busy, advise the custamer that you will have the vendor call
than beck and ,'i!_ :‘% eentact number. You will zefsr this callback
ecamitment to @ .

This memo Tepleces any previous memss that you may have received about this

2f you have any guestiens or nesd additiens] informatien please call me at

""51‘:!
Thank you for your patience and cooperation. OUO‘-‘BU
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MEMORANDUN 7O

All Miami District and Bili Personnel
dth and S5th rloors

From: Terri B.

Subject: 976=-8000/Foreclosures

Per Vicky Henderson, of the Vendor Markating Center, all customer complaints
and/or questions about 976-8000-Foreclosures are to te on-line transferred
to 239-5282, so that the vendor's camplaint service repregentative can assist
the customer. The vender, , has agked that all inquiries be
referred to his representative. Therefore, if the customer DAR's & call t0
$76-8000, you must on-line transfer the customer to the vendor. We are not
to apply the lst Time Offendor policy to this particular service.

If you have any questions please call me at 263-5142 so that I can sssist
you.

Thank you!
TH:nh

00046/
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02245 A ORG MSG ¢ 01538
FROM 8F10140 ON 02/01/90 15145
SF17168,8F10071

ATT: NORNA

00046y

ADDENDUMN
CASE NO! N196-90

TEL.NO.

BILLED FOR 974 CALL $29.00s TOTAL $47.87 PAID ALL AITER THL $29.00.

DENIED ALL KNOWLEDGE OF CALL 3POKE TO MRS. SHEA M0 SAID JHE llAD TO

PAY FOR THE CALL. SHE WILL RE RILLED INTEREST ON THIC UNPAID BALANCE
SHE WILL NOT PAY FOR THE CALL OR INTEREST.

ON FEBRUARY 3¢ 1990 CUSTOMER . . WAS RECONTACTED
BY CARLETHA .JOINSONs SERVICE REPRESENTATIVE AND ADVIGED 3HE wouLbp
ADJUST $.44 FOR THE LATE PAYMLCNT CHARGE. h © WAS SATISFIED

WITH THE ADUSTMENT.

ADJUSTMENT-YES X NOD...AHOUNT .44 ¢ DAYS & REASON FOR ADJUSTHENT
ADJUST LATE PAYMENT CHARGE ON CLAIN OF 974 CALLS.

PG O1L
-F1- 020190 15457020190 1335
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Southem Bell

Special Assistance Bureau

868 NLW. 78th Avenue

Room 804

Miami, Florida 33126

(308) 2634816
Januarvy 23. 1990 1-800-321-4327

MEMORANDUM TO: Melinda Guess
FRCM: Norma Covne

RE:

CASE NO. 1839-P

Our investigation reveals No indication on this customer s records
that anv contact had been made with our office concerning the calls
apoearing on the bill.

-

Upon receipt of this apoeal. Mrs. V. McDonald, Assistant Manager.
attempted to call ;» Qranddaughter.

answered the cell and explained that . was a school
22X teacher and that it would be difficult to reach her. He advised

23 that the > Could be called at home but that thev only speak
2Y Soanish.

vR

25 Mrs. McDonald had Mr. H. Cabrisas. Service Representative. call
20 on Januarv 17th to discuss the complaint in Spanish.
21. advised that she had tried to call the business office
but had been unable to get through to & representative. She had
2AJexplained this to her Qranddaughter who had then called your
3lottice. Mr. Cabrisas spologized and agreed to adjust the two 976
3/calls appearing on the bill in the total amount of $358.00.

32 The customer was satisfied.
33 Due to the language barrier. Mrs. Mc Donald called the 976 vendor

39 on the customer's behalf and the vendor sgreed that an adiustment
3S would be appropriate.

0004 ¢

:3‘ ABILL SOUTH Camparvy
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(FROM)
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— TEL. #:

CBR. #:
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_APT.:

_AREA: 80

dopa74

DAK 976 CALLS ON BILIL (2)

LELDLCRLY SPANISH COUPLL

DO NOT SPEAK ENCLISH,

HOOHE AT HOME RAMDE THE CALLS.

REP'S. INITIALS & DEPT.
it -

CLOSED DATE
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DAK 976 CALLS ON BILL (2) ELDERLY SPANISH COUPLE

|17 DEPOSITS

| TRENIMENT ACTIVITY
|9 INSTALLATION
230MISSED APPT. INS.

_Q;!Mb =< D)

mmm R p—

CLOSED DATE




0211% A ORG MGG & 00799
FROM SF10140 ON 01/319/90 14123
§F17168,SF18071

r

3

y

S ATT: NORMA
"

1

BENIRAL
NANE: CASE NUMRFKR: N127-90 TEL. NO.
 aporess
9 cITy: ¢
ia 1. COMPLAINT: 2 *974° CALLS ON RILL - DAK. ELDERLY COUPLE THAT ON! Y
] SPEAK SPANISH. NO ONE MADE CALLS.

|2 DATE RECYD: 1/16 TIME RECVUD: 3145

|3 2. OPERATIONS MANAGER ANSWTKING COMPLAINT: Do L. IDNAR

[y DEPARTMENT AND GROUP: CUSTOMER SERVIGES - UNIV III

[$ . PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACT PRIOR 10 THE APPEAL IN
THE SPACE BCLOW. INCLUDE ALL TROURLE REPORTS AND OR SERVICE ORDER

(
r&ncr:urtv IF APPLTCABLE. SERVICE ORDLK NUMBERS AND 0B ORDCR IHI DRMATION
{18 REQUIREN. PLEASE INCLUBE DATES.

'1 QUR RECORNS INDICATE NO CUSTOMER CONTACT PRIOR TO THL CRITICIGH.

20 4. FPROVIDE A NARRATIVE OF ALL ACTION TAKEN AFTER THE APFPFEAL. INCLULE
2/ DATES: TIMF» NAMES AND DETAILS OF YDUR CONTACY WITH THE CUSTOMIK.

22.UPON RCCEIFPT OF THE COMPLAINT, VANLGSA MC DONALDs AGGT. MGBR. ATTEMPIED
SHE SPOKFE WITH THI HUSBAND e

23 TC CALL .
2Y EXPLAINED THAT | WAS A SCHOCL TEACHER AND IT MAY RE DIFCI-
28 CULT TO REACH HER. HE SAID THE COULD BE REACHLD AY HOMF BUT

2( THEY ONLY SPOKE SFPANISH.

27 p6 01
2% -F1- 01:990 1443/011990 1430

UOO‘;?U



02115 A ORG MSG & 00799
FROM SF10140 ON 01/319/90 14343

PG 02

3
Y ¢4 CONTINUED
S ON 1-17 HFCTOR CABRISAS, SFRVICE REF SPOKE WITH _ AND AGRFED
{ 70 ADJUST THE CALLS. TEXPLAINGD THAT SHE TRIEU TO CALL THE
'& BUSINESS OFFICE RUT WAS UNABLE TO GET THROUGI TOD A RI"PRESENTATIVI . H1H
EXFLAINED THIS TO HER BRANDUAURHTER W0 IN TURN CALLED THE POC UNBE-
4 KNOWNST TO HER. MR. CABRISAS ATOLOBIZER FOR ANY INCONYILNIENCE AND
{0 WA JATISFILD.
| THERE ARE SPECTAL PROCEDURES IN FLACE FOR THIS PARTICULAR $76 VENDOR
3 (976 FORECLOSURES). ANY TNQUIRIES ON THESU CALLS (157 TIME OFFENDERS
,3 ALSD) ARE TO RE REFERREDN DIRECTLY TD THF VENDOR UFPON THFIR REAUEST.
W DUE. TG THE L.ANGUAGE RARRIFR MRG. MC DONALD CALLEDN THE VENIDR OGN THE
CUSTOMER’S REMALF. DUE TO THE RREVITY OF THE CALLS (142 MINUTES EACID
‘ THF VENNCR AGREED THAT AN ADJUSTHENT WAL AFPROMRIATE .

|1 S. INTERIM-YES....NO X DATF OF NEXT 0OR FINAL RFPORT

Ii &. NAME AND TITLE OF PERSON PRFPARING ANSWFR! VANESSA MC DONALD,
ASSISTANT MANASGEK

|9 TELEPHONE NUMBER: (305) 243-5172

26 7. ADJUSTHENT-YES X NO __.AMOUNT $58.00 & DAYS 2 RFASON FOR ANJUSTKINT
2 $58.00 - 2 974 CALLS ON 12 19 -89

n&- SFHND THIS MASK TD Al L OTHER DISTRICTS/DEPM\'THFZNTS/GRGUPS INVOLVEL IR
)31’!-!19 COMPLAINT. INDICATE OFERATIONS MANAGER/DISTRICT MANAGFR/SGF &
AYTELEPHONE & AND PERSON NOTIFIED. N/A

2SARE YOU CHARGING ANDTHER OPERATIONS/DISTRICT MANAGER WITH THIS CAGE?
J‘YES_-ND X IF YES» INDICATE NAMI OF ON/DH ACCEPTING RESPONSIRILITY.

21, PG 02
)1 -F1- 011990 1443/011990 1450

000471
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02135 A ORG MSG ¢ 00799
FROM SF10140 ON 031/719/90 143143

PG 03

-

¢. IN YOUR OPINION, WAS THIS CUSTOMER JUSTIFIED IN FILING THIS APPFAL?
YES....NO X WHYT BE NEVER HAD AN OPFPORTUNITY TO SPEAK -WITH TIE CUSTOMER.
10. WHAT °*COUNT ON ME® APPROACH WOULD HAVE PREVENTED THiS CASL?T (DF
SPECIFIC): NOT APPLICIABLE.

FG O3L
-Fj- C11990 14437011990 1451

000473
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ISMPLAINT INPUT IHEST

—STIMER'S 1AM

A -SDE - TEL.t

LA Y V-YES INLY)
q c:eExs. 4GR.'S ZIDE: D2 /%

SWD: * ZET: IRV TAX:

"w
(]

-AD:

- Sade & iz

|2 :psarTzr: (1) Y [¥-vES INLY)
I3 zac w0.: A2 2 =50
|y Just: (1) (N-NO ONLY)

IS rspostTION: (35)_DRL 404 CAS — A0

SC e on «F tAGE FOR -SQEE-

- e e wel -

_ [3-395: ¢

sz 0. PTG soiiian: moariamassm
*DATE ECEIVED: "DATE ZLOSED:
AREx: IR0 §0: £: "0: I

ver: 0 R 2%
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/‘I
2 : S F.
3 CASE NO. : %Q
y DATE RECEIVED: /e mrec:.osm:"/”
S aea: . 200 (s0; SE; No; OT) C : 5 )
L vee: 1)K (Rs B; P
7 AREA CODE + TEL. #:_ (B-305; F-407; P-904)
g LATE: (1) (Y-YES ONLY)
9 OPRNS. MGR."S CODE: (3) RPT
|6 DOCA: (3)_(C.S 7 (DAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)
| CLASL (3) 97/  (SEE BOTTQM OF PAGE FOR CODES)
|2 ADJAFTER: (1) (Y-YES ONLY)
[3  BAC M. 1L/ -0
Y  JusT:(1) (N-NO ONLY)
|$  DISPOSITION: (35) asyHe2l
16 BOA SERVICE MATTERS
11 TS ' RSC - RES. SERV. CTR.
‘ - BSC - BUS. SERV. CIR.
; C&C pSC - PUB. SERV. CIR.
HDO - HELD ORDERS/ENGR.
BIL - BILLING
2 DEP - DEPOSITS
= TRA - TREATMENT ACTIVITY
2f INS - INSTALLATION
MAI - MISSED APPT. INS.
i{ MNT - MAINTENANCE
29 MAM - MISSED APPT. MNT
3 CON - CONSTRUCTION
29 At SWT - SWITCHED SERVICES
20 oS - N OLLENS
3 . FEAX#: ANC - ANNOYANCE CALLS
3" DIR - DIRECTORY
ADS - ADVANCE SYSTEMS
;gf MKT - MARKETING
- 976 - DIAL-IT-SVC
O’I'H - ("HER
3b HIGHER MANAGEMENT § FCC CASES ONLY Q4 - COMPL. LETTERS



oATE__ 7~/

/
TOTAL PAGES_ >

[2.  FROM: MARIE FORBES RE CASE 8:
|3  TEL. $: 305-283-4816 DUE BY: 2-17
|{  STATE APPEALS OFFICE

(S  MESSAGE Do 7~ S £ yar:,

lé et i alade [Orend RS
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0"{- 12. S0 10: 36 AM
> ws 920'3596d U10L = e

7 - ... MPORTANT NOTICE-- -

3
¥ TIMESHARE INFORMATION CENTER
f 2020 Po.n‘:\“:yl‘v:ﬂo Ave
7 Srashington, D.C. 20008

d Dear Timeshers Owner:
‘t‘) i YOU WANT TO SAVE MONEY ON YOUR TAXES WiTH DEDUCTIONS ON

A TIMESHARE AND POSSIBLY GET A REFUND FOR PAST YEARS....

| © EVENIF YOU HAVE ALREADY FILED YOUR TAX RETURN FOR 1989 YOU
2 CAN AMEND IT AND STILL GET A REFUND FOR THIS YEAR. IF YOU ACT

I3 NOW, WE WiLL TELL YOU HOW!

Iy o IF YOU WANT TO SELL YOUR TIMESHARE WITHOUT UPFRONT FEES OR
BROKER'S COMMSSIONS. . . . TURN YOUR TIME SHARE INTO CASH.

Il ¢ IFYOUPAIDMONEY UP FRONT TO LIST OR RESELL YOUR TIMESHARE
' ND WANT TO GET YOUR MONEY BACK. . .. IT'8 NOT TOO LATE.

'3 The TIMESHARE INFORMATION CENTER has the answers. Put money 1n your
9 pocket Call now!

36 Porinstructions. . HAVE PAPER AND PENCIL READY AND CALL

2 1-900-654-5400. - -
22 7 days / Week
2 = From the office of
2Y ‘TIMESHARE INFORMATION GENTER

3—6‘ Hh“hﬂmn-mw”-—n—n.mq--——imu-ﬁ

27 maken

et - - IMPORTANT NOTICE- - -
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3 HELn ' of the
y . nited fhtates

S Jiw 3502 %) fpouse of Mepresentatives *
i cre.. " L‘\“ BtLl. NELSON

m '5. m S.EsmrT RtmET
o = ' mm“‘""ﬁ'm"""'m
fé‘ Federal Communications Commission o

1919 K Street R.X. Wmfm
1y Washington, 0.C. 20554 ‘

16 Dear Sirss
It 1 am writing on behalf of my constituent, whoss correspondanca
| 1s ttagcg. 1 wou'ld ng;mm 1t if you would look into this
| matter. <Please respond to &Y Nashington office. -

(1 Your attention to my interest in this matter is grestly

24 sppreciated.

2/ Sincarely,

- $.00 Nebore—

23 RECEIVED
Y e JuLw %S0
2% LEGISLATIVE AFFAIRS
26 . OCPA
27 5 REPONSE PLEASE REMLYTO 00045V
%g s Seasume GrRee € bty v Rmsnmms Sevios (WOT) B4 1080
A R ey~~~ Lauad 90 B e eter 1023 O s ase 2088 e s e 8661776
3| =a® s Y L 1507 841-1778 Vans Suasw OFSd LUOT) BRG-1878
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Date: 149 Message from: Ann Jordan Carsen
‘7‘ Executive Appeals Manager
COVER PLUS PAGES 35C%2 Southern Bell Center
679 W. Peachtzee St. N.E.
1P MESSACE UNCLEAR FLEASE Atlanta, Ceorgia 30373
CALL RUTH GRAY 529-7129 Telephone: #04-329-8393
FAX ¢4 606-384-6545

PLEASE HAND DELIVER IMMEDIATELY!

T0: Mavie Murray
Tel. Number: 305-263-4810
Fax Number: 305-264-1734 /

Higher Management FCC Other

PRESIDENTIAL WRITTEN APPEALS
This officisl appeal was received in Mr. Skinnexr's office on and a

teply is due om his desk by . The reply should be faxed to 404-881-6418.

Please provide the name, title, and telephone number of the operstions manager who

will be contacting the customer to the Executive Appeals Manager by

on .

OTHER WRITTEN APPEALS

This is sn official appeal. The reply should be sent to the exscutive appeals
office by .

> _This 1is an official appeal; however, it is excluded from KSRI measursments.Please
respend to our office by -2 . AOS Equal Access)

 J—

— This complaint {s unofficial. Plesse handle locally, send a fact shest by

Plesse provide the employes's full name, title and work address, suprervisor’s
name, title, and address, and vice president’s name, title, and work address.
Please include the customer's name (use complimentary mask) by ”

____ REMINDERI A RESPONSE IS DUE TODAY ON

. Additionasl Comments




917
3

DATE

TOTAL PAGES

9 FAX NUMBER______/ w,
[ TO: R Cﬂé&a“’
I’ TEL. NUMBER: / /
|2 geoM: MARIE FORBES RE CASE #:
|3 TEL. #: 305-263-4816 DUE BY:
|/  sTATE APPEALS OFFICE
1S MESSAGE__FC € ( 7
l¢

00048 :



|
b LAST Rer:
BREV 3C mAaslk F*F OLl4la

DuE: 07-17-%0

% (FCC  INQUIRY)
, BILLING

vANT M . cmeaa=CASZ FUMBZI_MI410TzL, NO.(_
%mna'!! | T T 1 - T

23 % i S - I e O

f RECORDING. ANR SOMES IN_AN OFF OFFICIAL GOVERMENT ENVELOVE D

PATE REICIIVIL m-;j;{o_"_ TRYNET ?EsI?EE“H-}}"&{"MM:WN"
[3 7, cPT2aATICHS PARAGER ANS4TRING COMPLAINT RON_TYO
LGRS ey O :
& - 1.3 Bt 1L e —
T, DATZ SZEVICE ssu.r’f'.qaz» BY=80 _ __CREOIT Coiss__B_ DzpOsIT_NOWE_
HEWSTR OF TREATMIVTS PAST KINT FMOWIAS.__Q__WUNBE2 §7F n:.uu..s___‘o'_:___,

I

I

" BU’F!:- or Dct _gq_

1!“051? PI30S1T RzQU2S §7ID - _DATE OF NCTICE ____DL'E DA.'I:______

4. TCLL USASE 1._238 _ 2._ i ATERAGE T0ITUS —
zccu. STEVICE ﬁu""" T F?Lf .01;&" A"CU\‘T _LU__" A
5.4.

4 1. COMPLAINT_CU $31.05 IS UNPAIR FOR _%_oo TELEPEONE NUMBER THAT GIVES A

Y 2Y DATE !E#:—l!‘" DATI OF NCTIC
3z pAeE__ W& ____DENTES__vIs___wo !!-.!:E'-ci'l’n TOATI_MA ____ TIMEI_____

RASZATITS OF ALY ACTICES OX CCWIACTS PRICAR TO ;L }7-;.'-.'.
nv‘,.u‘r"

EILCH. “CI.U"" ALL BILLING CLAIMS AND CR TRIATNILT
TAFFLICAZLE PLEASE INCLUCZ DATICS.

. Rl e : GRAYDSOR CALLED. T DENX. BNOWIERGE OF INL 200 CAldu - + JHEN

21 mmmmmm_wnm.immmmnnucrmmzmsmxaw

%z SHE. DIALED. mmmmm.ﬁz_-summnmnu&hnmﬂ'r
WALM—M.&HM!M.ISM_KMMLlﬁiﬂ_SQQW“S

NUMBER QF.TNI IQ _CALL_EQR. ar..masnumn..._as.zz.sm.ur

4

"l(l

gé gm- !M!EE% T ANQ _GALLED
it _ﬁ&mmg%{lﬁ’- T A eltahe tex g ol e
e ON NEVER GAVE HER THAT MESSAGE _

- J— ———

% . —~ . S——



D7. Fl."9yY Ud:ciI sm &

\ MA-SK- ¥ O “%|o.

%3 &, !39113! A NASRAZI7™T OF ALL ANTIOH TA'ﬁR ATTIEZE THE AF®FAL. 1INCLULE
TAT: mIMEE, NAMIS 4FD DZITAILS OF YOUR CONTACT WITK TPEI CUSTONMEI®
mmm..n.ncmm..x.mmx . _.AND SEE_ERXPLAINED THAJ SHY HADR AEPEN UNHAPPY
anmmmxmxmmmumiw-imwnm .
SR 1T WAS EROM_THE_GOVFRNMENT.. .SHE_CALLEDR _THE.90QQ NIMRER_BUT SINCE IT WASN'T A
mna..wsx.xumnﬁ..m.nm.nz.-mm:nqcm.mnm&m..u:n.ns_nn HER
BILI ANR FEELS JX .unmmm.mnm:.mmmnb_mxmmwnmxm mow-
gé
1Y
s
ly.

ﬁ.&n‘} ”I;%D_Jy% _ﬁf;:%m%'i'”‘%& SEVER GAVE

S BEEN DEDUCTING

F%Em.ﬁm. T 1T _MAY_TAKR THOQ B m.ms. DS TO_APPEAR,
SATD_ FHE WOULR ALSQ GONTINUE TO PERSUE

L NSIBERS A..aw.:o_.c_ums_uzs AMOUNT FOR A_ (SEE BEL

__NO XX DATE C: N'x'r 0% FilMAL R:iFO

gﬁl‘iﬁi: FRIPARING ANSYZIR ELI}_EM}M_Q{;I_&‘:I{NL MASAGER

F34 1::»5,t n_-ua SE—e

ASJUSTVENT-TES nHO AMOUNTS32.46. 7 DATIS & RILSGN FOR ADJLSI‘."'.I"
.&J szmnﬁmmxmmm $ 1.4 1 COVERS LATE PAYMENT_CHABGES

§ . J_EQR VY o JUNE ARD. JUI_BILLS

20
é!’s"!ﬁ; T1S MAST TO ALL OTFTa DISTRICTS/DIPACTMENTS/SRCUFS TEAT
rAY EAYZ ®ZZ¢ INVOLVED I¥ TEIS CC4PLAINT. INDICATE OFERATIONS FANASIR
y TISTRICT/MAXAGEE/ST #/TILEPECNI 4 AND PERSOM NOTIFIZD -

2 5§: YCU CIATSTYC ANCTE:Z OFZ=ATICUS/5ISTAICT MARASZIR ¥118 T:1S CASIT.
YZS___NC XXIT YES, INDICATE ¥AMZ OF CM/DM ACCZPTING RESFONS SIBILICY -
T IN Y3 ORI ITCR T 9AS TITE CUSTCMIR JUSTITIZD IN FILING TEIS AFFIALT

3' YIS___9YCXXxWST?__ASSISTANCE EAD BEEN ATTEMPTED AY SUC..REB_ARRAHAM BUT _RER GRANDSON
32 zawmmwmmmmmmmxmm

§ ieum

o w.n" CUFT CF ME' APPaCACE .wrS BiVT PRIVIFISD TEIS CaSE3 (2%
SPEIIIFIC) .nsmx.m. THE. JNQIVIDUALY. ANR M'CUSTOMER FIRST. COULR HAVE PELN DEMONSTRATED
30 u.rm:mmmm.mmumJ.ss:_u.muc_mﬁ.mmmsr.:on.@.swm

31" . - - -

é. (MM)
. WAS SATISFIED THAT I WOULD MAKE AN ADJUSTMENT ON BER BILL FOR
I m CALL. SME SATD SHE REALIZES SOUTMERN BELL IS NOT RESPONSIBLE FOR THIS PROBLEM, SO
. THAT'S WEY SHE WROTE TO CONGRESSMAN NELSON, SO RE COULD INVESTIGATE 1TNI.

000483



COMPLAINT INPUT SHEET

CUSTOMER'S NAME:
CASE NO.: -le\_.?/
4
DATE RECEIVED: /1 >— DATE CLOSED:
AREA: (2) 7 (SO; SE; No; OT) = 7
s T — )
TYPE: (1) (R; B; P)

AREA CODE + TEL. #:___ (B-305; F-407; P-904)

LATE: (1) (Y-YES ONLY)
OPRNS. MGR."S CODE: (3)
DOCA: (3) (DAD; BWD; PBC; CST; GNV; JAX; ORL; WFL; OTH)

C———————————

CLASL (3) (SEE BOTTOM OF PAGE FOR CODES)
ADJAFTER: (1) (Y-YES ONLY)

- "-

mmc: c"-/‘f,. —/.“-
JUST: (1) (N-NO ONLY)
DISPOSITION: (35)

SERVICE MATTERS

BOA
TS RSC - RES. SERV. CIR.
: BSC - BUS. SERV. CIR.
C&cC PSC - PUB. SERV. CIR.
HDO - HELD ORDERS/ENGR.
BIL - BILLING
DEP - DEPOSITS

TRA -
INS - INSTALLATION

ATTN: OPS - OPERATOR SVCS.

FAX #:

HIGHER MANAGEMENT & FCC CASES ONLY oL
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June 25. 1990

Memorandum to: Shirlev Stokes
Froms Marie Forbes

Case No. 17161-P

Our investigation reveals that on é6-é6. we received the customer s
new bill in the amount of $831.32. We tried to call the customer.
since the bill was higher than usual. however we continually
received busv sianals.

We sent a letter to advise the customer of the high bilil and that
if they needed payment arrangements to call us. On 6-7, we received
a toll statement in the amount of $6.703.51. which we sent to the
customer and then tried to call. but got no answer.

Wwe contacted the personal reference. . who told us
the customer was in England and he thouaht someone was using the
telephone without the customer s knowleoge. Due to this

conversation. we interrupted tne service on 6=%. .

On &-8. . . . called in very upset because he had been turned
off. We explained to him why the service had been interrupted. We
agreed to restore the service at no charge and agreed he could pay
the long distance statement with his June bill. and he could also
pay his $894.87 bill at that time.

On 6~11. we received a second long distance statement in the amount
ot $2.888.14 for a total of $9,591.65. On 6-15. we received a copy
of the letter from the customer that he had sent to the Commission.

On 6-18. we received another long distance statement in the amount
of $82.044.45 or a total of 811, 636.10 .

-
i

s whE el e, 2 S s 3 A L T e L ¥ Yo USRI . % P - e
: % t‘t '%ﬂr #,'. S - “'“’."".' - 1;"._‘._ =4 s 8 & ’ ' B ‘-'* S
.-:".E"&'.""’.‘.“-*."r";:"' P Fradr e TR B L RRE_ e . e e e

e e T




““._u\-ruh =

t;;;::?-’

Iy
Is

11
k)

y k=

L
~

e

On &-18. Ms. Joan Miller. Assistant Manager. contacted

to acknowledge the appeal. stated that their son had
done this while they were away and she was totallv in shock. She
stategd that they would trv to qet a loan to pav it off and could
they pay in two months. Ms. Miller explained to the customer to
call our business office to discuss the possibility of an
adjustment on the calls. Ms. Miller also suggested that they have
the block added to their line to prevent this from happenina aaain.

. said that she would discuss the plock with her husbdand.
but they felt that the son wouldn’'t do this anvmore since thev now
have the telephone locked up. Ms. Miller sti1ll suggested that thev
get the block since he may use another telephone that he could
aring into the house and just plug 1t in. Ms. HMiller oftered to
work with her on the bill if she needed us to and to call her when
thev decide what they were going to do.

Ms. Miller provided her private telephone number for the customer
to call. Ms. Miller also sent a complete print out of all three
tcll statements that we had received for her to look over.

said that her son had been calling to trvy to reach a special
girl at the 900 number that he had talked with before. At this
paint was happy with the telephone companv. but as she
said . still in a state of shock.

As information the customer still has not called our office to
request anv type of adjustment or added the block to her line.

000483
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TAKEN BY:  (TEL) ' (MAIL) (LOGGED) (CARD} (FROM) (DATE) (DUE BY)
3L |
180SS CUSTOMER'S NAME: =2
o
- . : o
) Belt ADDRESS: . i APT.: &
' oY e TELE:
i REFERRED TO : CBR. #: AREA : NO
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"2.'.:... e PARIE MURRAY o SAS L A2 06/14/
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COMMISSION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399

PLEASE RETURN THIS PORM WITH

REPORT OF ACTION TO;
Shirley Stokes
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Toe Floride Pubbc Searvice Gommision, !]'9} ot E B ’fﬂ
Division of lonsumer Bffarrs, m,l MU | 4B }’JJ
joi Last Garnes St., T

Tollchassee, FL.32801-8153 Tune 1219461088 _|

-ﬂen_,r .St'v/"ladzn,
" L hawve enclosed a copy of my letter

) .Sounléra Bell ‘,5.3.) for your review and rujm'q

M opn’?lw'd' arns<s from the fack bhaf as
arly as hpril 23'40 S.8. werc awire thak charges E
my f}unc were uu;blcrvﬂy I~ ehctss of he o and
shewld have nobifiel me mrcfﬁ'-jlr. Upon being propes
o Fied by 58 T wedd have been able b stop further
eeerue] of cherges o y hone

6":1 N ;2;84’&-.87 vag mailed Imwme 3,9
This bhiig I received on Tuned,'to and ghortty Phereafr
I had po phone service . .Isus(adzd ot Fhe steqe o
Ju& ["o e hk‘r"»frﬁ .5*‘;"1 }:wf; ’/’\&p\. T Md v ”wn-&
Service the follwivg day, T colled 5.8 T slogped all
further calls to TNT/MeT/ an}v}’ in the lwte afrernoen
of June 7, 90,

Since S.6. fnild b Mh.""l me of bhe
extreordinary call harye accrrals wilthin @ reasonzble
hime frame Vhon A 1s contenbion Fhat 5.8.15
resgonsible feor-all TNf/I‘)&t/.Srn'nV call charyes brlied ¢t
we dapig oo poriod Dpril 23, Yo h1ovgh Tane 3,10
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CV?«J", L nown wrjas arc as follows:

June 21, 9o Billing $£13,32
Tuly %, 90 Ga‘l.linJ F44699.77
(ouk of oyole biysny)

,T“JY 2), 4o B;]‘l.hg uﬂiWWJ“

(l’,’”:y{a wiil be or Tﬂi/”&f/ff”'n\’
almrse: acorued from ey 1,90
.’lbfcusk June 1, '10)
Known Total $1,513.04

T }nﬂ -fpr'ﬂer ﬁ Ypur t‘:ﬁ&)T ru,h;\j in Puy

Ffovor {n— r'\}.s mnlf&y_
T remain
y'krf l’fw'y

Enc. 1. Capy ob 58 leter to me Anted Jans 890
2. Lyy ok my Ittter te X8. daked June n, 4

000499
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2 Ene Southem Bell
3 Room 237
q 500 N. Orange Av.
S orlando, FL 32801
b June 8, 1990
9
0 Dear
i ¥We have been unable to contact you regarding your telephone
w1 account,
13 According to our records, your pill is large due to long dis-
Iy tance charges and now totals $894.87. Although your bill is
s not past due until 6/21/90, we felt you may vant to make
(b special arrangements on this amount. 1¢ the full amount
| cannot be paid by the past due date, please call our Business
| office at 780-2200, and we’ll be glad to discuss arrangements
1 with you.
24 We sincerely appreciate your use of our services. If we may
21 be of any assistance to you, please let us know. .
22 Very truly yours,
; . o
23 5. (WDQkien) -
2Y B. Warren .
a8 sService Representative _
20 BW:b2 ©1 BR/A-7 : R
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; B Werren
y Servre Uep.
S Rm. 237, Jyne 11, 1990
L 500 N. orange hive, Recound™ no.
1 Orlends, FL 3280 ymw Ref BwW:b+ ci SR~
q Dear me/ris. Waneh,
q hawk 7"‘..?«.’?? ger lofer deled Tume &4
1} L an porlimpprsed Lhal you were wenble b
i ‘f“kbﬂk me ow ﬂo 44"’ V‘F Yowr lefter 5;};(6
b Southtpn. Bedl (5,8) glened me both originating and.
13 l’wnr:;af‘i;»j service .s"mha;-] on he ofternson of
1y Thatsday Tuse 3, 1147
|8 Thys Adonidf ot serviee was meade aqih/f'em///
(b wilfk::l’ m ‘Muld;& anh I fuil to. und erstend *g
1 ation, whieh bo saq the least yeg Zxtremely tovd
9 Soneone yas peme all Ary on bpthy bhe 1 and 8th. o4
19 Jure ond 1 Leck IT. made sSewe hT;"r‘ Lol calls o
20 the 7th. frior b Joxr ad'hn:,: off pey service. _Mw;uslj

2 any Vkmpr Vo contocl cither My.sa/f" or Speuse

23 Vould have syceeded on bobh Fhe TH. epfd 8tk of
23 " June had Jr~ aol- liken "y f"’“ ékl:/f-.roméc: |
24 T called yowr oPbiic 1n Jio&mvi"f'-t,on/ &k
25 . 2 Fh oF Tane 1490 From « paq phore (Kiidlyny acgram
b wikh 25Y) hon Swrs afvised Hab Toll  charges
217 Ml dinlled from vy phore vore in excess. of fb o
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L wvas further informed that f woeld now be
necessary, ot bhe Imt"/- to fey my currest fhene bl
0{' $ 814.27 (# 83.32 oF wku'j WHS for meT %0 odls
es a condibion ‘fw I\am:g M f’wﬂe servige restored . '
This despite ¥he fack (ral the bilhng ves not fue o
NIW" u«Hl [p/)l/?ﬁ. I l{'?f& (IVﬂ ro yaw p)tﬁd‘r. on
paid the $8 9487 by chek. [M; costs for bime, gas
and parding complotely wastel and uuzasﬂfr)_ T wa,
then Hdirected Fo use abbreviated daiing code "1 4re
»phore )n your oﬂwe,- This call was roulted (o
Turksonville. }our Jacksonville CSR said Fhat my fhor
wanld Je reconncotod and thab' T weuld be M&d 4
WM’ fee ‘l(;”lw;ﬁ Verifreadon F had” PP}( hw’;‘ﬂ, Mf
Ave wtil 6310, ves paid. T objeded Fo this on th
,rr-wJ.f Fhat my f—aynw".’, based on }éﬁ? bitling o,;/c,
vere in Facl” ngl past duc."fpuv CSR also advised m
Fhat gn sut o ¥ bi”:r;ﬂ crb/e .6:7[:59 was 1h lthe mail &
bhe §t,000.00 plus and would have bo be pard by i)l
t.e. ahead of Fhe nprmal Fpifgo due céh, Fgain T
objeted on Fhe sene unds and stated thel Ba's
amount could be fafd v e ragd«r L.'Ih'nj pyr/_Ie 1.2
Appron - ‘7/):/ g0. Jour CSR, following consultatron wikA
superviser, then infrrmed me as follows:
1. T would not be alwfg&of Che r&aﬂwwf" 1"-&4.
l.m ﬁ‘,orr.nv /uS WunJ’ would ﬁ-fr 5/'.’1“, /;L
the normal b)]1ing egele. ,
Hponm robuniv havie Saay sul-of eycle
}c'”ﬂl‘f for TNT OF(A@[',/ Toll services 1n bhe amen
- - 000493

ans



1 $ L 1w3.5i had arrived and femandsd mmr}]
Junc 14, 1940 1n order bo presend” 8. intorrypling
Ytheiv service bo me. TF made mp menbron bigl- 58
hed jn Fack of reagdy nlorrupled my service | L aov
dodieve T o enlitled Fe a refund for Fhe xniletorg
intemplon |y my service.

,Hawﬂﬁ’, whet raally distwhs me 1's Fhal” He
access code For TNT is 1-Goo Wilh soven address
Jl.illa'f @ CCSA Toll service ! £;ud Cicess f-&rh;l’s
me fo a‘\-o.u m7 lvng 413 Fahce 5“"1;'/. yam’ ra;orl.r
wifl mhceke Mok T am bokh rehired amd A" T chose
ﬂ'rf‘r. I do rol” understand wvhy you wrilnterally
cw'rupjed Fhe odess of servioe ‘on 34L-8321 Lo Qceess
1-900 numbers, 8 Service nol provided by V4T Ay
mderstunding js thak the Fec charge ﬂ:r yiderstate

" Foll eccess ¢lso fmp}h' re Fo access Vhe corvier of ey
herce .5, dialing | ¢ 1o 4;3;?3 - En MY c4s o Fhis 15 ATET
CW{‘&Fn’y p-TNT i

ﬂ,-ﬂm Aenies n&in'j o of the calls 1isled
Jn" does n have o ist o [he ones he fid make,

ﬂ, Sor 15 fawilwhﬂy, n.éudl] huciiu{f'ed &?I , ’&{74/1 Y.

bling. M__‘I §10d ob)éah}ub!c and Whpn, /s SBy
rol fm:'l:q Fhe proper o5 on 3lb-8321 vhen Yy

Son wowld »ol’ heve beer eble Fo unfl&f'e m”s fb
TNL's expensive Tell services. -

By copy of thys leher bo Fhe Flordm
QS.C.Imrqv'.',‘pr & formal complaind” cﬁ“r
Sowthern- Bell amd requesting the 5. ko dléolere
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o 0 ache Ko — .

56 b;”;nﬂs for § 813.32 and§i103-51 ru]l 4d veid
on Uhe Fpllwn‘, ’rpqd;;

I. SB's swhh has an :riprare(ly frogramned oS
park on 1y line ( ' S

2. TNT ;’3 M" hs"-&d as ‘V’O"’? Aistance cpm,a.ﬂy j’h,
S$8's Sondord FL. l’?o- 91 ,:lw\c. boe R

3 Thore 15 po Aisclosure it 1n Phe Sow ford FL
ﬂ'ﬂw boek [hat TNZI cbe, §oo To k'lmbeﬂ
o $-0 Al}mfl!mf t'p é arahl'J F:hau--d healh

f. Since T porsonsdly didd not moke Fhe aalls, T have
ko wey lf vori fymmy Fhe hcourney of .Sﬁ}/T"I;
Tell bc”iwg tharaes and morj:njy m;?‘yﬂdlﬂtjc
bhe le.l;}y of Che bi"i;‘js v [heir w”'ﬁ'd’,_

b My averege ﬁ}”:;t-j in FL from Jaa 2¢, 89 F}rw.:p
kﬂrfl e, fo was $78. 90 while my May 26 9o
billing is $874-.81. This bi)lirg was recaved mly
lastwee b and i's in saccess of one order ot

nitede hiaher Fhan pry prior ayyr ¢ &ilhrd.
Novmal or&l’l‘?')‘ rachices ,r’?(r;ad’ He 1363" Vk’z\. Py
credt” ﬁquslwrd 15 reached le/pf when e
dwrja /s ot ervpled in excess pf §50.00, Wher

- ebher or bth of Nese criberior are mel the
creditc user s nokified wi“w-«f'/adﬁ. A teasotable
allowed credil’ threshald, in ny casg” based on
q“hkhd Averng & b”hﬁﬁ Mmouwld be in Fhe T, <
of $:23¢.90 B 3500 and an individal ::’7
o‘-ﬂ-ra& '&,__ncz__hfi vy sxceedin j5p.oo, Both Mvu‘

-

| ol Tune 7;"4'0 b;”lﬂa::_-&x weded pither or doth
- i Em o T AT RN F ik Y - oir s T T, ; - X
g TR e e R E R I oo
% S AR TR St R T e e R S e R e we



of Wese crilerin . ﬂowv'}l.hily 5.8, shodd Mz
notifred me on &P,—;I 23, ‘90 Hhat a s:;nj)r, lonj
Fime hold;iﬁ aMszablc cadl amountbing fq/}}-.g.s
had paaurrcl a,pf"r.l-,g,&;fd | 44 aMuﬂ’-fnu.Tbc
-Fo"oul;w, d&f a 5WHJ l""'j h;l.& ‘-lfdm'jghficdk
call amuwﬁnj f’af‘?.é_& occurred and aj?fn pvy
concerroncet wos hot S0y M-, The June 7, 10
b:'lhr'\j dse shows Vhal’ duning Phe perisd Ayril 31,'1
Wvrough April 24, g0 (1% of Fhe biling poned)
TNI  Toll sharses accrved Fo m fhurc arountes
te ’ias.f.'tb ank win T was ol contaded.
'ﬂr‘ M.,7z:.,qo }’;lh;tj 5|uw; ('W‘Jl’\fﬂm& ,mr'm-fbs
Fwo calls res<llkd in fs5000 wortn of charpes
Yo my phone on Mey 20, 90 ; Vhile on Mayzigo
1% ;ﬁ,r and 5 mIns. 26 calls j.pnmfaf Jex5.95

Ja,’rzu lo ny phone, gpee more I Was not”
conlacted.

There 15 po dowd ¥ n ;s-y"ml"llf Bt [h
‘{orfw 4 shows [‘hel lthere were more Fhan e

¥ s S Y

anorelies (n - py phore wsase 2 rars< 4 fleg- arv

Mj e criterie vere well {6’2“'5"\&0; fg'lau:nd'c

f’lc vielabion of an reasornsble or mﬂg;pu&ﬁ}c'

n!’cs’w’d catuh'h;n- é’/‘-. be.; wa“ ‘Mc‘.’ﬁﬁ;u-’d

58. ko nohfy me of Fle prodlers as Mynff""_h,f

and” mol luber bhan Bpril 24,'9e, Wiy 5.8 failed

. Ao is is beyord my wnderstendiny. T As farw Ha

Whist wel™ hu,;ur" T have upliviibed o gragh b wit™.

AR, Pl dg

; A% : “"*;‘"‘ o
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vith ¢vhey TNL eI or an;m(" and T most
Mhinltl did not Mkorf}e S.B8. lo elbher. extend
or peass-lhrowgh ny credil wlh S.B. te TNI/M?
Srn'n,!' or .Jhoe,v& !

g. Since bthe TNI o]oombr service and S.B. have
l"\c Saﬂc,bﬂlmj $“¢5h'o_n:£ rhonc a,mu);er'. I czan
orJY cpn,alkd-c that $.B are fr‘n/:wpil‘n['br--.sf'wre
Loll sernice. FCC rufes de Vig farn;[’a REex fo
provide ml‘br-.sl“aJ”c/ one ) LATA lol] service,

9. T mr&a"'full _nzpesl' hal- Frhe Flonda fub)c

I S'ml:e rinission fs:u&a.rull:\j n m fuvw’

= 9o saaclh <l —"

J‘l < "". 7;’4

2 #S Soon aS ,o.srib!c_ Mw{, [hat the PSC encourage
13 SB. Eo hve up bo their ﬁaﬂ'ol Y 1o be thebest
!’; Fhere 1's - - Fhe customer devides ', T would alse e
I" ke Fhis pffoﬂ'wf'y Fo /nform S8 tht I hope
:;’ Vo remain & m,mhéc, Aecision malking castomes,
wilrh decisions be w Intedligeat adc; based
oy ducisons bery inlellgentty rod; based o
L e himely inpul ot all r&rf'g»m}’ informetion  from
14 S0
20
Y Yo I
22
23 _c. FL. Psc Talahassee
2 . g, 000305 .

- T, f.::\,.- "? . . omy gt e - - 5 e .*
-pe. 15 80 09:50 AM  PI



23663 A ORG MSG ¢ 00T48 (00432) p

L EROM SF3C184 ON 0A/20,/90 14307
3 SF3H104»&EF3NF00,8F17148
Yy sT#1s
_E THTIS I8 IN RESPONSF TO A PSC
BIILLING
3 HANE .. __CASF NUMBERM1183-TEL. NO.
ADDRESS e e - 90

|01, COMPLAINT CUSTOMER FEELS .80U. BFLL 1S RESFONSIBLE FOR ALL TNI/MCI/
|l 3PRINT CALL CHARGES RBILLED TO HIM FROM APRIL 23 ‘90 THRU JUNE 7 ‘90
[2AS WF WERE AWARE OF CHAKRGES IN EXCESS OF THE NORM» AT THAT TIMF, ANL_
13 3HOULD HV NOTIFIED HIM ACCORDINGLY, & HWE COULD HAVE STOPPED CALLS.
IYDATE RECEIVED 4-15-90. .. cecoeee. . . TIME RECEIVET 10:00AM
~, OPFRATIONS MANAGFR ANSWERING COMPLAINT JULTF COKER..cicmm o cicicinene
L DISTRICT MANABER ANSWERING COMPLAINT JULIE COKER ..o oo oo e e o
{1DEPARTMFNT ANR GROUP ORLANDO REVENUE RFCOVERY-COLLECTIONS-CUST. SVCS.
lqs. DATE SERVICE ESTABLISHED 10-87.......CREDIT CLASS B_...DEPOSIT 0.cec N
NUHRFR 0OF TREATMENTS PAST NINF MONTHS O..... NUMBER OF NENTALS O oeeee )
MWNUMKER OF DCK Qe
3 AMOUNT DFPOSIT REQUESTED O. ... DATE OF NOTICE_=-=-._...DUE DAVTE.--._-
323, TOLL USAGE 1.870....2.202....3.18......AVERAGE TOLL USE 363 i s e
A5L0CAL SERVICE 22,95.......DATE OF BILL €-26=-90._.....AMOUNT 894.87... . ..._-
AYPAY BY DATE 6-21-90.......DATE OF NOTICE. . .=~weuom
2$DUF NATE &=7-90...._ DENJEDN._.YES. X..NO. .. .RESTORED.XDATE b=Bre TIME o

2l s. PROVIDE A NARRATIVE OF ALL ACTIONS OR CONTACTS PRIOR TO THE APPEAL ,4:§ .
27 IN THE SPACE RELOW. INCLUDF ALL BILLING CLATHMS AND DR TREATMONT " LE T
3% ACTIVITY IF APPLICABLE. PLEASE INCLUDE DATES. L E g

2 6-6-90 UE RACFIVED THE CUSTOMERS NEW RILL TN THL AMUOUNT OF $831.32. WE 7 -
20 TRIED TN CONTACT THE CUSTOMER, SINCE THE BILL WAS HIGHER THAN USUAL,» - e o

a8l BUT GOT ONLY BUSY SIGNALS. WE SENT OUT A LETTER TOD ADVISE THE CUSTO- & '
JAMER OF THE HIGH BILL AND IF THEY NEED PAYMENT ARRANGEMENTS TO CALL US. ‘

33 6-7-90 WE RFCFIVED A TOLL STATEMENT FOR $6:703,51 WHICH WE SENT OUT & Voo
3YTRTED TN CONTACT THE CUSTOMER BUT RECEIVED NO ANSWER. WE CONTACTED -
aS THE PFRSONAL. REFERENCE» RICHARD MARTINs WHO TOLD US THAT THE CUSTOMER
3LWAS IN ENGLAND AND HE THOUGHT SOMEONE WAS USING THE TELEPHONE WITHOUT
21THE CUSTOMERS KNOWLEDGE. DUE TO THIS CONVERSATIONs WE DENIED THL SER-

37y1CE ON 4-7. GCONTINUED ON PAGE 3. i R+
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23641 A DRG HSB ¢ 00548 (00431
rROM SF301464 (N 0&/20/90 14139
i SF3B8104,SF35F00,8F17148

4 STx1S

£ Je PROVIDF A NARRATIVF 0OF ALl ACTION TAKEN AFTER THFE APFFAL. INCLUDE
L ZATES, TIMES, NAMES AND DETATLS OF YOUR CONTACT WITH THE r1STOMER
} 2=15 T CALLER % HE WAS FXTREMELY UPSET ABOUT THL SJTUATICN.
4F WOULDN’T SAY WHO HAD BEEN USING HIS JELEPHONE. 1 EXPLAINFED TO HIM
9 ABOUT THE 900 CALLS $ Al S0 AROUT A BLOCK THAT HE HIGHT CONSIDER ALD-
#ING. I ALSD TRIED TO EXPLAIN THE DIFFERENCE BFRTWEEN HIS PIC NUMBER &
| ZARRIFR AND THE 900 NUMBERS. I ALSD EXPLAINFD TO HIK AGAIN WY WE
J24AD TURNED HI§ TELEPHONE OFF, TO TRY TO HELF HIM; SINGCE THE FERSONAL
I3 AEFFRFHCE SAIN THE PHONE WAS REING USED WITHOUT THL OWNER’S KNOWIFRGF
{I; ME WAS GUT OF THE COUNTRY. 1 ALSOD EXPLAINED TN HIH THAT HF YWAS AN

ZXCFLI ENT ACCOUNT WITH US 8 HE WOULD NOT BE NOTIFIFD ABOUT HIS
L ACCOUNT AS SOON AS CUSTOMERS WITHOUT AS 600D OF CREDIT AS HE HAS. HC
/14AaS STILL VERY UPSET., T ASKED HIM TO LOOK OVER CALLS & CALL MII BACK
|$ WHEN HE DECIDES WHAT TO DO. (CONTINED UN PG, 3.

~. INTERIM-YES....NO.X.DATE OF NEXT OR FINAL REPORT. oo momne v oom
308. NAME AND TITLE OF PERSON PREPARING ANSHER JOAN MUELLLER» ASST. MGR.
2| TELEPHONF NUMRER 407-237-3363.

337. ADJUSTHENT-YES. __NO_X. ANOUNT............# DAYS % REASON FOR ANJUSTMINT..
2310, SEND THIS MASK T0O ALL OTHER DISTRIGTS/NEPARTHENTS/GROUPS TiIAT
2Y4AY HAVE BEEN INVOLVED IN THIS COMPLATNT. INDICATE OFERATIONS MANAGFR
3€TISTRICT/MANAGER/SF #/TELEPHONE & AND PERSON NOTIFIED. ..o oo
3LARE YOU CHARGING ANOTHER OPERATJONS/DISTRICT MANAGER WITH THIS CASF7?.

YES.__NN_X.IF YES» INDICATE NAME OF OM/DM ACCEPTING RESFONSIBILTIIY .__

11.IN YOUR OPINION WAS THIS CUSTOMER JUSTIFJER IN FILING THIS AFPEAL?

YES ... NO_X_.WHY? WE TURNED UFF THE PHONE TO TRY T0 FPROTECT THE GUSTN-

4ER FROM FURTHER CALLS. THE REST OF HIS COMMENTS CONCERNING ATT &
31900 18 INCORRECT, SINCE ONLY A BLOCK CAN FPREVENT THIS. ALSN AS EARLY
3348 HIS APRIL 26 RILL WHICH HF SOULD HAVE RECEIVED AROUND MAY 4, THEKRE
3IWERE. 900 NUMBER CALLS ON THE BILL TOTALING $136.51. S0 AS EARLY AS
3YMAY 4 “"HAD THE OPPORTUNITY TO PUT THE RIOCK ON OK TAKE
3S~ARE OF THE SIFUATION TN ANDTHER MANNER.

Tn. WHAT *COUMT ON ME® APPROACH WOULD HAVE PREVENTED THIS ;ASE? (RE
S1SPECIFIN) RESPEGT FOR THE INDIVIDUAL XY FOSSIBLY RIVING HIM A BETTER
.::igruaunrxou WHEN HE CALLED ABQUT THE DENJAL OF SEKVICE.
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CALLFD IN UFRY UPSET ME UAS TURNED

VASSHTINUFA) a=R=90 = 00 _ e
FFv wE EXFLAINEL TO HIM WHY AT THIS POINY, WFE TOLD HIN WE WOULD

s

b wFk. Tl

}HESTSRF <HE SERVISE AT ND CHARGF & HE COULD PAY THE LONG DISTANCE
9

%
—

N R

STATFMENT WITH HIS JUNE BILL.. HE ALSD PAIU HIS R94.87 EILL AT
{HIS TZRE., &-131 AFCOND I.LONG NISTANCE STATEMENT RECEIVED FOR
10%2,888.14 FOR A TOTAL OF $9:591.65. 4-1% LETTER RECETVED FROM

|| z2UBSCRIBFR, COPY TO PSC.

j2s. PROVIDF A NARRATIVE OF ALL ACTION TAKEN AFTER THE APPEAL. INGL UDE
IBOATES, TIMESs NAMES AND DETAILS OF YOUR CONTACT WITH THE CUSTORER
.CONTINUEDR) &-18-90 ANOTHER L.ONG NISTANCE STATEMENT WAS RECEIVFD FOR
$2,0448.4% TOTALING $11,636.10. 1 CALLED AND SPOKE 70
JUSHE SAID SON HAD DONF THIS WHILE PARENTS WERE AWAY AND MRS. WAS
[1TOTALLY IN SHNCK. SHE SAID THEY WOULD TRY TO BEY A LOAN TO FAY OFF
I C0ULD THEY PAY OFF IN 2 MONTHS. I ADVISEDR HER TO CALL THF BUSINESS
M IFFICE & DISCUSS THE POSSIBILITY OF AN AUJUSTMENT ON SOME OF THE
Mo6i1.S. < ALSD SUGBESTFD THAT THEY HAVF THE BLOCK PUT ON THE LINE 70
3/ PREVENT THIS FROM HAPPENING AGAIN. SHE SAID SHE WJULD DISCUSS IT ALL
22 JITH HER HUSRAND, BUT THEY FEIT THAT THE SON WOULDN’'T DU THIS ANYMORE
23SINCE THEY NOW HAVE THE TELEPHONE LOCKED UP. I STILL SUGGESTED SHE
2YGET THE RLOCK SINCE HE MAY USE ANOTHER TELEPHONE THAT HE COULD BRING
ASINTO THE HOUSE % PLUG IN. 1 TOLD HER WE WOULD WORK YITH HER ON THE
2l AMOUNT IF SHE NEFDED TN & TO CALL ME WHEN THEY DECIDED WHAT THEY WERF
271GOING TN DO & I GAVE HER MY PERSONAL NIUMBER. 1 ALS0 SENT HER A
2YCONPLETE PRINT OUT OF ALL THREE TOLL STATEMENTS WE HAD RECFIVED, SO

34 THEY S0ULD LOOK OVER THEM. | SAIN THEIR SON HAD BEEN CALL-
30ING T2 TRY TD REACH A SPECJAL. GIRL AT THE 900 NUMBER THAT HE HAD

3| TALKED WI1fH BEFDRE. Al THIS POINT WAS HAFPY WITH US.
32BUT AS SHE SAIDN, STJLI IN A STATE OF SHOCK.

337G 03L
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CUSTOMER'S NAME:

COMPLAINT INPUT SHEET

CASE NO: 17161-P

DATE RECVD. ) o DATE CLOSED

AREA: (2) NO (S0: SE: NO: OT3) )
TYPE:s (1) R ) (R: By P:)

(B-305: F-407: P-904)

AREA CODE = TEL. NO.

=

RERELMR ST R E B

A Y

LATE: (1) (YES ONLY)

OPER. MBR.S INITIALS: (3) JRC

DOCA: (3) ORL (DAD:BWD:PBC:CST:GNV:JAX:DRL :WFL:0TH)

CLASS (3) 976 (SEE BOTTOM FOR CODE)

ADJ. AFTER: (1) (YES ONLY)

STATE APPEALS NO.: M-1183-90

JUST: (1) (N = NO ONLY)

CAUSE CODE: (95) 25H00 (SEE CAUSE CODE LIST)

RSC - RES. SVC. CENTER BSC - BUS. SVC. CENTER

PSC - PUB. SVC. CENTER HDO - HELD ORDER

BIL - BILLING DEP - DEPOSITS

TRA - TREATMENT ACTIVITY INS - INSTALLATION

CON - CONSTRUCTION SWT - SWITCHED SERVICES

OPS - OPERATOR SERVICES CcomMP - COMPTROLLERS

ANC - ANNOYANCE CALLS DIR - DIRECTORY

MKT - MARKETING 976 - DIAL IT CALLS

OTH - OTHER CML - COMPL IMENTARY
000509



