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DIRECT TESTIMONY OF MELINDA WATTS 

Please s ta te  your name and business address. 

My name i s  Melinda W a t t s .  My business address i s  2540 Shumard Oak 

Boul evard, Tal 1 ahassee, F1 o r i  da , 32399. 

Where are you employed and i n  what capacity? 

I am employed by the F lor ida Publ ic  Service Commission as an 

Engineer . 

P1 ease describe your educational background. 

I obtained a Bachelor o f  Science degree i n  E lec t r i ca l  Engineering 

from the Un ivers i ty  o f  Alabama i n  1986. 

What are your r e s p o n s i b i l i t i e s  i n  your current posi t ion? 

I conduct i nvest i  gations o f  telecommuni cations companies t o  

determi ne compl i ance w i th  F1 o r i  da ru7 es and s tatutes and work w i t h  

them as necessary t o  b r ing  them i n t o  compliance. 

Have you previously t e s t i f i e d  before the Commission? 

No. 

What i s  the purpose o f  your testimony? 

The purpose i s  t o  present the resu l t s  o f  s t a f f ’ s  inves t iga t ion  

i n t o  the unauthorized provider change complaints a t  issue i n  

Docket No. 001109-TI. 

Did WebNet Communications, Inc.  (WebNet) v i o l a t e  any ru les by 

changing a customer’s loca l  t o l l  o r  t o l l  provider without the 

customer’s proper authorization? 

Yes, i t  v io la ted  Rule 25-4.118. F . A . C .  This r u l e  deals w i t h  

changing a customer’s l oca l ,  l oca l  t o l l ,  and t o l l  prov ider .  
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Q. 

A .  

Q. 

A .  

How d i d  s t a f f  make t h a t  determination? 

On A p r i l  6 .  2001. I generated a l i s t  o f  the  complaints t h a t  had 

been c1 osed by the F1 o r i  da Pub1 i c Servi ce Commi ss i  on ' s U i  v i  s i  on 

o f  Consumer A f f a i r s  as unauthorized c a r r i e r  changes. Then I 

analyzed the documentation f o r  each case f i l e  f o r  compliance w i th  

the requirements o f  Rule 25-4.118, F .A.C.  I have included Rule 

25-4.118, F . A . C . ,  as p a r t  o f  my testimony and i t  i s  provided i n  

Exh ib i t  M W - 1 .  

How many unauthorized c a r r i e r  changes, according t o  Rule 25-4.118, 

F . A . C . ,  d i d  s t a f f  determine and what were the s p e c i f i c  v io la t i ons  

f o r  each unauthorized c a r r i e r  change that WebNet had committed? 

There were f i  f t y - e i g h t  unauthorized c a r r i e r  changes. Exhi b i t  MW-2 

i s  a compilation o f  the 58 consumer complaint cases t h a t  s t a f f  

determined t o  be v io la t i ons  o f  Rule 25-4.118, F . A . C .  Exh ib i t  MW-3 

i d e n t i f i e s  the spec i f i c  v io la t i ons  o f  Rule 25-4.118, F . A . C .  f o r  

each o f  the 58 complaints s t a f f  determined were r u l e  v io la t i ons .  

By what methods may a c e r t i f i c a t e d  interexchange company become 

a consumer' s presubscri bed 1 oca1 to1 1 o r  to1 1 servi  ce provi  der? 

Rule 25-4.118, F . A . C . ,  i d e n t i f i e s  f i v e  ways t o  e f f e c t  a c a r r i e r  

change and they a r e  as fo l lows:  

1. the customer c a l l s  the Local Exchange Company (o r  LEC) and 

requests a p a r t i  cu l  ar c a r r i e r  : 

2 .  the customer c a l l s  the c a r r i e r  o f  choice and requests i t s  

services ; 

3.  the customer signs a Le t te r  o f  Agency ( o r  LOA) ; 
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Q.  

A .  

Q. 
A. 

4 .  the customer responds affi rmati vely t o  a telephone 

sol i ci t a t i  on; or 

5.  a provider has received a customer's change request and 

responds by mailing an  information package w i t h  a postcard t o  be 

signed and returned by the customer. 

Each method has specific requirements t h a t  must be met t o  

ensure the prospective customer understands and desi res the 

transaction. 

In the  58 complaints a t  issue i n  t h i s  docket, what methods d i d  

WebNet use t o  ob ta in  new customers? 

In  all 58 cases, WebNet used telemarketers t o  contact prospective 

customers, followed by Third Party Verifications, or TPVs. as 

required by Rule 25-4.118(2)(c) F . A . C .  

What requirements are placed on WebNet i n  t h i s  case? 

I n  accordance w i t h  Rule 25-4.118 9). F . A . C . ,  the telemarketer must 

f i r s t  clearly disclose; 

1. the i denti f i  cati on o f  the company, 

2 .  t h a t  the purpose of the call i s  t o  so l ic i t  a change of provider 

or providers , 

3.  t h a t  the provider wi l l  no t  be changed unless the customer 

authorizes i t  , 

4 .  rates and charges, 

5 .  deposit and billing practices, and 

6 .  when charging for  a call begins and ends. 

Rule 25-4.118(4), F . A . C . ,  requires t h a t  oral statements made 
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dur ing the company’s s o l i c i t a t i o n  may not  be deceptive o r  

misleading. It has t o  be read i l y  apparent t o  the prospective 

customer making the o r a l  author izat ion t h a t  the  purpose o f  the 

company’s c a l l  was t o  authorize a provider change, who the 

provider i s ,  t h a t  the customer’s se lec t ion  would only apply t o  the  

number or  numbers given and t h a t  there could only be one provider 

f o r  t h a t  number, and t h a t  the LEC may charge a fee t o  switch 

providers . 

Once the telemarketer has determi ned t h a t  the customer 

wishes t o  subscribe t o  the  services o f fe red ,  he must then t rans fer  

t he  customer t o  an independent, una f f i  1 i ated t h i  r d  par ty  v e r i f i e r  . 

The t h i r d  par ty  v e r i f i e r  must f i r s t  obta in  the customer’s consent 

t o  record the c a l l  as required by Rule 25 -4 .118(2 ) (~ )1 . ,  F . A . C . ,  

then obtain an audio recording, which WebNet must r e t a i n  f o r  one 

year, t h a t  i ncl  udes the f o l l  owi ng i nformati on def ined by Rule 25-  

4 . 1 1 8 ( 3 H a l - 5 . ,  F.A.C., each separately stated; 

1. the b i  11 i ng name, address, and each phone number t o  be changed, 

2 .  statement c l e a r l y  i d e n t i f y i n g  the c e r t i f i c a t e d  name of the 

provider and the serv ice the customer wishes t o  subscribe t o ,  

3 .  statement t h a t  the person requesting the  change i s  authorized 

t o  do so i n  accordance w i th  Rule 25-4.118(1), F.A.C.. 

4.  statement t h a t  the change w i l l  only apply t o  the number on the  

request and t h a t  there must only be one presubscribed l o c a l ,  one 

presubscri bed loca l  to1 1 , and one presubscri bed to1 1 provider f o r  

each number, and 
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Q. 

A .  

Q. 

A .  

4. 

A.  

Q. 

A. 

5 .  statement t h a t  the LEC may charge a fee f o r  each provider 

change . 

I n  add i t ion  t o  the above. Rule 25-4.118(10) requires t h a t  

dur i  ng telemarketing and ver i  f i  c a t i  on,  no m i  sl eadi ng o r  deceptive 

references may be made whi 1 e sol  i c i  ti ng fo r  subscribers . 

Did WebNet provide a copy o f  i t s  recorded Th i rd  Party 

Ver i f i ca t ion .  o r  TPV, f o r  each o f  the  58 complaints a t  issue i n  

t h i s  docket? 

No. 

For how many o f  the 58 complaints a t  issue i n  t h i s  docket d i d  

WebNet submit a TPV? 

WebNet submitted TPVs f o r  38 o f  the  comp7 d i n t s .  

Is  WebNet i n  v i o l a t i o n  o f  Rule 25-4.118(6), F . A . C . ,  f o r  the 20 

complaints i t  d i d  not provide TPVs f o r  by f a i l i n g  t o  maintain the 

TPVs. f o r  one year, t h a t  are required as proof t h a t  the provider 

change was du ly  authorized? 

Yes. I n  each o f  t h e  20 cases f o r  which WebNet f a i l e d  t o  submit 

a TPV, i t s  response t o  the complaints ind icated t h a t  the  t h i r d  

par ty  ver i  f i  c a t i  on process was completed. 

O f  the 38 TPVs submitted by WebNet as proof t h a t  the  provider 

changes f o r  each respective complaint was proper ly authorized, how 

many f u l l y  s a t i s f i e d  the requirements o f  Rule 25-4.118, F.A .C .?  

None were i n  f u l l  compliance. For each complaint, t he  s p e c i f i c  

requirements o f  Rule 25-4.118, F . A . C . ,  t h a t  were not  met by WebNet 

are i d e n t i f i e d  i n  Exh ib i t  MW-3. 
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Q. 

A. 

Q. 

A .  

Q. 

A .  

Q. 

How many of the 38 TPVs submitted by WebNet include the verifier 

asking for the customer’s billing name and receiving a valid 

response i n  accordance w i t h  Rule 25-4.118(3)(a)l, F . A . C . ?  

None s p e c i f i c a l l y  ask f o r  the “ b i l l i n g ”  name. I n  32 o f  the TPVs 

submitted by WebNet, t h e  automated voice s tates,  “ A t  the  tone, 

s t a t e  your name as you would 1 i ke i t  t o  appear on your $100 check. 

Spe l l ,  i f  necessary.” I n  the other s i x .  the automated voice 

s tates,  “Please conf i  rm your se lec t ion  of WebNet Communications 

t o  be your long distance and loca l  long distance provider by 

s t a t i n g  your name a t  the tone.”  

Did all of the prospective customers provide a legitimate 

response? 

No. The names given on two o f  the  TPVs appear t o  be 

u n i n t e l l i g i b l e .  On one TPV, the prospect ive customer gave a f i r s t  

name only ,  and on another, the prospect ive customer spel led out 

a phrase instead o f  g iv ing  a name. 

How many of the 38 TPVs submitted by WebNet do not contain a 

proper billing address in accordance w i t h  Rule 25-4.118(3)(a)l., 

F . A . C . ?  

Three. I n  one, only a c i t y  i s  given f o r  the address. I n  another, 

no c i t y  i s  given. I n  the l a s t  one, on ly  a ser ies o f  numbers i s  

given f o r  the address. 

How many o f  the 38 TPVs submitted by WebNet include the phone 

number or numbers t o  be changed in accordance with Rule 25- 

4.118(3)(a)l.. F.A.C.?  
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A .  

Q. 

A. 

Q. 

A. 

Q. 

A .  

Q. 

A.  

Q. 

None o f  the 38 TPVs included a phone number. 

How many o f  the 38 TPVs submitted by WebNet c l e a r l y  stated the 

company’s c e r t i f i c a t e d  name, which i s  WebNet Communications, Inc. ,  

i n  accordance w i t h  Rule 25-4.118(3)(a)2., F . A . C . ?  

Six say “WebNet Communications . ” The other 32 say “WebNet. ” 

How many o f  the 38 TPVs submitted by WebNet do not c l e a r l y  

i dent i  fy the service bei ng subscri bed t o  i n accordance w i t h  Rule 

25-4.118(3)(a)2., F.A.C.? 

Twelve. Th i r ty - two o f  the 38 TPVs begin w i th  an automated voice 

t h a t  s ta tes,  “Thank you f o r  choosing WebNet as your long distance 

prov ider . ”  However, documentation i n  the  case f i l e s  c l e a r l y  

i nd i ca te  t h a t  i n  1 2  cases, the loca l  long distance was switched 

as well. Therefore, i n  a t  l eas t  those 12 cases, the services 

bei ng subscri bed t o  were not c l e a r l y  i dent i  f i  ed. 

How many o f  the  38 TPVs submitted by WebNet included v e r i f i c a t i o n  

t h a t  the person being s o l i c i t e d  was authorized t o  request the 

change i n  accordance w i t h  Rule 25-4.118(3)(a)3., F.A.C.? 

S i x .  

How many o f  the  38 TPVs submitted by WebNet included the statement 

t h a t  the change request would only apply t o  the  number on the 

request as required by Rule 25-4.118(3)(a)4., F.A.C.? 

None. 

How many o f  the 38 TPVs submitted by WebNet included the statement 

t h a t  there could only be one presubscribed l o c a l ,  one 

presubscri bed 1 oca1 to1 1 , and one presubscri bed to1 1 provider f o r  
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A .  

Q. 

A .  

4. 

A ,  

each number in accordance w i t h  Rule 25-4.118(3)(a)4., F.A.C.?  

None. 

How many of the 38 TPVs submitted by WebNet contained the 

statement t h a t  the Local Exchange Company, or LEC, may charge a 

fee for each provider change? 

Six .  

Rule 25-4.118(4), F . A . C . ,  requires t h a t  the oral statements made 

during the oral authorization not be misleading or deceptive. I t  

goes on t o  state t h a t  by “misleading o r  deceptive,” i t  means t h a t  

i t  would not be readily apparent t o  the person providing the oral 

authorization what the purpose o f  the call is, who the provider 

i s ,  or t h a t  the selection would only apply t o  the number given, 

there could only be one provider for t h a t  number, and the LEC 

might charge a fee for the change. How many of the 38 TPVs 

submitted by WebNet clearly communicate t o  the prospective 

customer t h a t  the purpose of the call is t o  authorize a provider 

change i n  accordance with Rule 25*4.118141? 

A l l  of the TPVs ind i ca te  a provider change. As I previously 

mentioned, t h i  r t y - two  begin by s t a t i n g  , “Thank you f o r  choosing 

WebNet as your long distance prov ider . ”  I n  a t  l e a s t  12 o f  these 

cases, however, the person’s 1 oca1 long d i  stance prov i  der was a1 so 

changed, and t h a t  purpose i s  not  s ta ted on these TPVs. In s p i t e  

of t he  language on these TPVs, four  persons ind icated t h a t  they 

d i d  not  understand t h a t  the purpose o f  the v e r i f i c a t i o n  was t o  

change the i  r serv ice . 
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Q. 

A. 

Q. 

A. 

Q. 

On the remaining s i x  TPVs, the purpose o f  the  c a l l  i s  t o  

change the person’s loca l  long distance and long distance 

providers i s  c l  early s tated.  A1 though the compl a i  nants i n  these 

cases stated t h a t  they d i d  not  authorize the change, they d i d  not  

express confusion over the purpose o f  the c a l l .  

How many o f  the 38 TPVs submitted by WebNet c l e a r l y  communicate 

t o  the prospective customer who the provider i s ?  

A1 1 o f  the 38 TPVs s t a t e  t h a t  the person i s  choosing WebNet as the 

prov ider .  However, on one TPV, the person can be heard asking 

what the name o f  the company i s  a f t e r  she provided her name. 

Since the TPV system used i s  automated, she never received a 

response, 

How many o f  the 38 TPVs submitted by WebNet c l e a r l y  communicate 

t o  the  prospective customer t h a t  the  se lec t ion  would only apply 

t o  the  number given, there could only be one provider f o r  t h a t  

number, and the LEC might charge a fee f o r  the change? 

None o f  the TPVs submitted by WebNet s t a t e  t h a t  the se lect ion 

would only apply t o  the number given and t h a t  there could only be 

one provider f o r  t h a t  number. S ix  o f  the TPVs s t a t e  t h a t  the LEC 

might charge a fee for the change. 

Rule 25-4.118(9), F . A . C . ,  requires t h a t  the company provide 

c e r t a i n  disclosures when s o l i c i t i n g  a change o f  service from a 

customer. Whi 1 e some o f  these disclosure requi rements are 

mirrored i n  Rule 25-4.118(4), F . A . C . ,  per ta in ing  t o  misleading o r  

deceptive statements made dur ing s o l i c i t a t i o n ,  the disclosure 
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A .  

4. 

A .  

Q. 

A.  

requirements o f  t h i s  section are mandatory disclosures t h a t  must 

be made t o  the  prospective customer dur ing the  sales s o l i c i t a t i o n .  

In the 58 complaints a t  issue i n  t h i s  docket, how many 

complainants indicated t h a t  they were not  given the proper 

i d e n t i f i c a t i o n  o f  the company as required by Rule 25-24.118(9) (a), 

F . A . C . ?  

Four. Two stated t h a t  no company name was mentioned, one s tated 

the telemarketer claimed t o  be c a l l i n g  on behal f  of Spr in t ,  and 

on one TPV the person can be heard asking who the  company i s ,  

i nd i ca t i ng  t h a t  the company d i d  n o t  g ive  p r i o r  proper 

i dent i  f i  c a t i  on dur i  ng the sol  i c i  t a t i  on.  

In  the  58 complaints a t  issue i n  t h i s  docket, how many 

complainants indicated t h a t  they were not aware t h a t  the purpose 

o f  t he  c a l l  was t o  change the provider o f  the  customer as required 

by Rule 25-4.118(9) (b) , F . A . C . ?  

Three o f  the complainants who stated t h a t  they received a 

so l  i c i  t a t i o n  ca l l  thought t h a t  they had won something o r  were only 

g i v ing  t h e i r  name and address so t h a t  they could receive a $100 

check. 

In the  58 complaints a t  issue i n  t h i s  docket, how many 

complainants ind ica ted  t h a t  they were informed t h a t  the provider 

would not be changed unless the customer authorized i t  as required 

by Rule 25-4.118(9) ( c > ,  F . A . C . ?  

None ind icated t h a t  they were informed o f  t h i s .  However, 34 

compl a i  nants speci f i  ca l  l y  s tated t h a t  they d i d  no t  authorize a 

-10- 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

i a  

19 

20 

21 

22 

23 

24 

25 

Q. 

A .  

Q. 

A .  

provider switch,  two agreed t o  switch a t  the  low, erroneous rates 

o f fe red  by the telemarketer, two only  meant t o  accept the $100 

check. f i v e  s tated t h a t  they only  wanted more informat ion about 

the company and/or the $100 check, one agreed t o  switch long 

d i  stance provi  ders only, two were authorized by m i  nor chi  1 dren i n  

the household, f i v e  s tated they were never contacted by the 

company, and one man heard the TPV with h i s  w i f e  g i v ing  the  

informat ion,  bu t  d i d  n o t  i nd ica te  whether she was aware she was 

authori z i  ng a provider change. 

I n  the 58 complaints a t  issue i n  t h i s  docket, how many 

compl a i  nants i ndi cated tha t  they were given the correct  

informat ion about the company’s ra tes,  charges and p o l i c i e s  as 

required by Rule 25-4.118(9)(d), F . A . C . ?  

Not a l l  o f  the complainants mentioned the  ra tes .  O f  the ones t h a t  

d i d ,  one person s tated she wasn’t given any ra tes ,  three stated 

they were given the wrong rates,  and s i x  expressed surpr ise a t  the 

rates when they received the i  r b i  11s. 

Rule 25-4.118(10), F . A . C . ,  requires t h a t  no deceptive o r  

m i  sl eadi ng references be made whi 1 e sol i c i  ti ng f o r  subscribers , 

whether dur ing the telemarketing or v e r i f i c a t i o n .  I n  the analysis 

o f  the 58 complaints a t  issue i n  t h i s  docket, how many apparent 

v i o l a t i o n s  o f  t h i s  r u l e  d i d  s t a f f  determine, and what were they? 

There are four  categories o f  m i  sl eadi ng o r  deceptive statements 

t h a t  are documented i n  the complaint case f i l e s .  These a r e :  

statements per ta in ing  t o  the o f f e r  o f  a $100 check: statements 
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about the company’s ra tes;  i d e n t i f i c a t i o n  o f  the company; and 

statements on how t o  obta in  more in format ion.  

One complainant stated he was simply o f fe red  a $100 check. 

Others were asked i f they would switch i f  they were given a $100 

check, but  were n o t  aware t h a t  they were ac tua l l y  agreeing t o  

switch.  Two customers contacted the company about the  check and 

were informed t h a t  they wouldn’t ac tua l l y  get  a check, b u t  would 

get  $100 c r e d i t  a f t e r  several months continuous serv ice.  This 

condi ti on was apparently not mentioned dur ing the telemarketing 

o r  v e r i f i c a t i o n .  Six customers c l e a r l y  expected t o  receive a 

check, but the  complaint records i nd i ca te  t h a t  on ly  three 

customers ac tua l l y  received $100 checks, and only  a f t e r  the 

company was ins t ruc ted  by FPSC s t a f f  t o  issue the checks as i t  had 

promi sed i n i t s  telemarketi  ng c a l l  . 

Three customers s tated t h a t  they were misled about the 

company’s ra tes,  and s i x  more expressed surpr ise a t  the rates t h a t  

were on t h e i r  f i r s t  b i  11, i nd i ca t i ng  t h a t  they,  too ,  were misled 

about the company’s ra tes .  One complainant s ta ted t h a t  no rates 

were given. 

One person s tated t h a t  the t e l  emarketer i d e n t i f i e d  the 

company as Spr in t  . 

Three complainants were t o l d  t o  say ”yes” o r  press “1.” t o  

obta in  more informat ion,  but  were instead pu t  through the 

ve r i  f i  c a t i  on process. 

Rule 25-4.118(11), F . A . C . ,  states t h a t  the company must provide 

-12- 
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A .  

Q. 

A .  

Q. 

the customer a copy of the authorization i t  relies upon in 

submitting the change request within 15 calendar days o f  the 

request. Of the 58 complaints a t  issue in this docket, how many 

compl ai nan t s  reported requesting a copy of WebNet ’ s authori z a t i  on 

and how many reported receiving i t  from WebNet within 15 calendars 

days of the request? 

Two complainants reported requesting a copy o f  the company’s 

authorization. Neither received i t  . 

Rule 25-4.118(12), F . A . C . ,  requires each company t o  have a toll-  

free number for hand1 i ng unauthorized provider change compl ai nts . 
This number may be d i  fferent from the to1 1 -free customer service 

number for all other complaints and inquiries. I f  the number i s  

a separate toll-free number, i t  must be provided t o  new customers 

in the first  bil l .  In the analysis of the 58 complaints t h a t  are 

a t  issue in this docket, does i t  appear t h a t  WebNet i s  in 

compl i ance wi t h  t h i  s rule? 

No. All o f  the b i l l s  submitted by complainants only had the 

number for  the b i l l i n g  company, I L D  Teleservices. Inc. As this 

was n o t  the correct number for slamming complaints, they were 

given another t o l l  -free number t o  ca l l .  The number they were 

given belongs t o  WebNet. This i s  t he  number t h a t  should have been 

l isted on the customer’s f i r s t  b i l l .  There i s  no indication t h a t  

WebNet’s to1 1 -free number was suppl i ed as part o f  a n  information 

package mai 1 ed t o  customers. 

Rule 25-4.118(12), F . A . C . ,  also requires t h a t  95% of all call 
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A .  

Q. 
A. 

attempts t o  the to1 1 - f r e e  number f o r  repor t ing  unauthorized 

c a r r i e r  change complaints be t rans fer red  t o  a l i v e  attendant o r  

recording device prepared t o  g ive  assistance w i t h i n  60 seconds o f  

the  l a s t  d i g i t  being dialed. I n  the analysis o f  the  58 complaints 

that are a t  issue i n  t h i s  docket, does i t  appear t h a t  WebNet i s  

i n  compliance w i t h  t h i s  rule? 

No. Five complainants reported not being able t o  get through t o  

the to1 1 -free number (whether ILD Tel eservi ces , Inc. or WebNet 

bei ng immateri a1 1 on mu1 t i  pl e attempts. Not every compl ai  n a n t  

reported attempting t o  contact the company, b u t ,  assuming t h a t  all 

58 compl a i  nants d i d  attempt one call , then a t  best only 91% o f  a1 1 

cal l  attempts were completed ((58-5)/58 = 91%).  

Does t h i s  complete your testimony? 

Yes. 
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25-4.118 Local,  Local Toll, or Toll Provider Selection. 
(1) The provider of a customer shall not be changed without the 

customer's authorization. The customer or other authorized person may change 
the residential service. For the purposes of this section, the term "other 
authorized person" shall mean a person 18 years of age or older within the 
same household. The person designated as the contact for the local 
telecommunications company, an officer of the company, or the owner of the 
company is the person authorized to change business service. A LEC shall 
accept a provider change request by telephone call or letter directly from 
its customers; or 

( 2 )  A i E C  shall accept a change request from a certificated LP or IXC 
acting on behalf of the customer. A certificated LP or I X C  shall submit a 
change reques-t only if it has first certified to the LEC that at least one of 
the following actions has occurred: 

(a) The provider has a letter of agency (LOA), as described in ( 3 ) ,  
from the customer requesting the change; 

(b) The provider has received a customer-initiated call, and beginning 
six months after the effective date of this rule has obtained the following: 

1. The information set forth in (3)(a)l. through 5.; and 
2. Verification data including at least one of the following: 
a. The customer's date of birth; 
b. The last four digits of the Customer's social security number; or 
C. The customer's mother's maiden name. 
( c )  A firm that is independent and unaffiliated with the provider 

claiming the subscriber has verified the customer's requested change by 
obtaining the following: 

1. The customer's consent to record the requested change or the 
customer has been notified that the call will be recorded; and 

2. Beginning six months after the effective date of this rule an 
audio recording of .the information stated in subsection (3)(a)l. through S.;or 

(d) 1. The provider has received a customer's change request, and has  
responded by mailing an informational. package that shall include the 
following: 

customer's request to change the customer's telecommunications provider was 
obtained; 

b .  A description of any terms, conditions, or charges that will be 
incurred; 

C .  The name, address, and telephone number of both the customer and 
the soliciting company; 

d. A postcard which the customer can use to confirm a change 
request; 

e. A clear statement that the customer's l oca l ,  local t o l l ,  or toll 
provider will be changcd to the soliciting company only if the customer signs 
and returns the postcard confi.rming the change; and 

f. A notice that the customer may contact by writing the Commission's 
Division of Consumer Affairs, 2540 Shumard Oak Boulevard, Tallahassee, Florida 
32399-0850, or by calling, toll-free (TDD & Voice) 1-800-342-3552, for 
consumer complaints. 

only if it has first received the postcard that m u s t  be signed by t.he 
customer. 

a. A notice that the information is being sent to confirm that a 

2. The soliciting company shall submit t h e  change request to the LP 
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( 3 )  ( 3 )  The LOA submitted to the company requesting a provider 
c.:harige shall include the following information (each sRa1.l be separately 
stated) : 

changed; 

provider and the service to which the customer wishes to subscribe, whether or 
not it uses the facilities of another company; 

request the change; 

the number on the request and there must only be one presubscribed local, one 
presubscribed local toll, and one presubscribcd toll provider for each number; 

5. Statement that the LEC may charge a fee for each provider change; 
6 .  Customer's signature and a statement that the customer's signature 

1. Customer's billing name, address, and each telephone number to be 

2. Statement clearly identifying the certificated name of the 

3 .  Statement that the person requesting the change is authorized to 

4. Statement that the customer's change request will apply only to 

or endorsement on the document will result in a change of the customer's 
provider. 

(b) The soliciting company's provider change fee statement, as 
descri-bed in ( a ) 5 .  above, shall. be legible, printed in boldface at least as 
large as any other text on the page, and located directly above the signature 
line. 

in (a)6. above, shall be legible, printed in boldface at lcast as large as any 
other text on thc pagc, and located direcLly below the signature line, 

same document. The document as a whole must not be misleading or deceptive. 
For purposes of this rule, the terms "misleading or deceptive" mean that, 
because of the style, format or content of the document or oral statements, it 
would not be readily apparent to the person signing the document or providing 
oral authorization that the purpose of the signature or the ora.1 authorization 
was to authorize a provider change, or i.t would be unclear L o  the customer who 
the new provider would be; that the customer's seleckion would apply only to 
the number listed and there could only be one provider for that number; or 
that the customer's LP might charge a fee to switch service providers. If any 
part of the LOA is written in a language other than English, then it must 
contain all relevant information in each language. Notwithstanding the above, 
the LOA may be combined with checks that contain only the required LOA 
language as prescribed in subsection (3) of this section and the information 
necessary to make the check a negotiable instrument. The LOA check shall not 
contain any promotional language or material. The LOA check shall contain in 
easily readable, bold-face type on the front of the check, a notice that the 
consumer is authorizing a primary carrier change by signing the check. The 
LOA language shall be placed near the signature 1.i.ne on the back of the check .  

( 5 )  A prospective provider must have received the signed LOA before 
initiating the change. 

( 6 )  Information obtained under (2)(a) through (d) shall be maintained 
by the provider for a period of one year. 

( 7 )  Customer requests for other services, such as travel card service, 
do not constitute a provider change. 

(8) Charges for unauthorized provider changes and all 1+ charges 
billed on behalf of the unauthorized provider for t h e  f i r s t  30 days or firstr. 
billing cycle, whichever is longer, shall bc crcdi.ted to the customer by the 

( c )  The soliciting company's provi.der change statement, as described 

(4) The LOA shall not be combined with inducements of any kind on the 
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company responsible for the error within 45 days of notification to the 
company by the customer, unless the claim is false. Af.ter the first 30 days 
up to 12 months, all 1t charges over the rates of the preferred company will 
be credited to the customer by the company responsible for the error within 45 
days of notification to the company by the customer, unless the claim is 
false. Upon notice from the customer of an unauthorized provider change, the 
LEC shall change the customer back, or to another company of the customer's 
choice. The change must be made within 24 hours excepting Saturday, Sunday, 
and holidays, in which case the change shall be made by the end of the next 
business day. The provisions of Lhis subsection apply whether or not the 
change is deemed to be an unauthorized carrier change infraction under 
subsection (13). 

soliciting a change in service from a customer: 
(9) The company shall provide the following disclosures when 

(a) Identification of the company; 
(b) That the purpose of the visit or call is to solicit a change of 

(c) That the provider shall not be changed unless the customer 

(d) All information as referenced in Rule 25-24.490 (3) . 
(10) During telemarketing and verification, no misleading or deceptive 

(11) A provider must provide the customer a copy o f  the authorization 

the provider of the customer; 

authorizes the change; and 

references shall be made while soliciting for subscribers. 

it relies upon in submitting the change request within 15 calendar days of 
request. 

(12) Each provider shall maintain a toll-free number for accepting 
complaints regarding unauthorized provider changes, which may be separate from 
its other customer service numbers, and must be answered 24 hours a day, seven 
days a week. If the number is a separate toll-free number, beginning six 
months after the effective date of this rule new cus.tomers must be notified of 
the number in the information package provided to new customers or on t h e i r  
first bi1.3.. The number shall provide a live operator or shall record end user 
complaints made to the customer service number to answer incoming calls. A 
combination of live operators and recorders may he used. If a recorder is 
used, the company shall attempt to contact each complainant no later than the 
next business day following the date of recording and for three subsequent 
days unless the customer is reached. If the customer is not reached, the 
company shall send a letter to the customer's billing address informing the 
customer as to the best time the customer should call or provide an address to 
which correspondence should be sent to the company. Beginning six months 
after the effect,i.ve date of this rule, a minimum of 95 percent of all c a l l  
attempts shall be transferred by thc system to a live attendant or recording 
device prepared to give immediate assistance within 60 seconds after the l a s t  
digit of the telephone number listed as the customer service number for 
unauthorized provider change complaints was dialed; provided that if the call 
is completed within 15 seconds to an interactive, menu-driven, voice response 
unit, the 60-second answer time shall be measured from the point at which the 
customer selects a menu option to be connected to a live attendant. Station 
busies will not be counted as completed calls. The term "answer" as used in 
this subsection means more than an acknowledgment that the customer is waiting 
on t h e  line. It shall mean the provider is ready to render assistance or 
accept the information necessary to process the cal.1. 
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( 1 3 )  (a) A company shall not be deemed to have committed an 
unauthozized carrier change infraction if the company, including its agents 
and contractors, did the following: 

to the person requesting the change; 
1. Followed the procedures required under subsection (2) with respect 

2. Followed these procedures in good faith; and 
3. Complied with the credit procedures of subsection (8). 
(b) In determining whether fines or other remedies are appropriate for 

an unauthorized carrier change infraction, the Commission shall consider the 
actions taken by the company to mitigate or undo the effects of the 
unauthorized change. These actions include but are not limited to whether the 
company, including its agents and c o n t r a c t o r s :  

1. Followed the procedures required under subsection (2) with respect 
to the person requesting the change in good faith; 

2. Complied with the credit procedures of subsection (8); 
3. Took prompt action in response to the unauthorized change; 
4. Reported to the Commission any unusual circumstances that might 

have adversely affected customers such as system errors or inappropriate 
marketing practices that resulted in unauthorized changes and the remedial 
action taken; 

a Large number of customers; or 

appropriate under the circumstances. 
Specific Authority 350.127 (2) F. S. 
Law Implemented 364.01, 364.03, 364.19, 364.285 F.S. 
History: New 3-4-92, Amended 5-31-95, 7-20-98, 12/28/98. 

5. Reported any Unauthorized provider changes concurrently affecting 

6. Took other corrective action to remedy the unauthorized change 
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I 

Business Name 
I 

Florida Public Service Consumer lnformation 

Pame: PAULA RICE 

3usiness Name : 

JvC Address: 424 LAKESHORE DRIVE 

2OUnty: Saint Johns Phone: (904) -824-3352 

?ity/Zip: Saint Augustine / 32095- 

Account Number:  

Zaller I s Name : PAULA RICE 

Mailing A d d r e s s :  424 LAKESHORE DRIVE 

City/Zip: SAINT AUGUSTINE , FL 32095- 

Can Be Reached: 

Commission - Consumer Request 

Tallahassee, Florida 32399 
2540 Shumard Oak Boulevard 

850-4 73-67 00 

Utility ln form a t!'on 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen315508T 

Response Needed From Company? y 

Date Due:05/09/2000 
Fax: 6W1,703-714-1330 

Interim Report Received: / / 

Reply Received: 05/22/2000 

Reply Received Timely/Late: L 

Informal Conf.: N 

PSC Information 

Assigned To: RANDY ROLAND 

Entered By: NCHESTER 

Date: 04/24/2000 

Time: 13:07 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl R p t  Reqld: / / 

Certified Letter Sent:  / / 

Certified L e t t e r  Rec'd: / / 

Closed by: RR 

Date: 07/24/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer s t a t e s  that she was switched f r o m  Sprint to Webnet: without authorization or request. Customer 
states she has not returned to her carrier of choice, but has been advised to do so. 
she has a "PICC Freeze" block on her line. 
line to check for slamming. 
Service Commission with a detailed written report including LOA/Tape and applicable credits for switching 
fees, as well as an adjustment of rates to that of the customer's preferred carrier by the due date. 

Customer states tha t  
Customer also states that she will be investigating her computer 

Please investigate this matter, contact the customer and provide the F1. Public 

Case taken by Nekey Chester 
FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US 

5/22/2000 - Company response received via US mail.pjohnson 
G- 
VI a 

Request No. 315508T Name RICE ,PAULA MS. Business Name 

PAGE NO: 1 



07/24/2000: Company's response indicates that customer authorized the switch and that  request for service 
confirmed by third party verification. Company issued refund of $29.89. Company did not provide copy of 
verification tape. Closing as slamming infraction. Sending slamming letter to customer. RRoland 

1 

h %: 
* L E  
w z  

- - 
e c Request No. 315508T Name RICE ,PAULA MS. Business Name 
- - 

PAGE NO: 2 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LIMA. JABER 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO - 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 13-61 00 

Paula Rice 
424 Lakeshore Drive 
Saint Augustine, Florida 32095 

Re: 315508T 

Dear Ms. Rice: 

This is a follow-up to your recent inquiry concerning the switch of your long distance service 
to Webnet Communications. I understand your concerns. First, let me give you some background 
on Florida law and telephone company changes. 

Florida Public Service Commission CpSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a b a h t  or fetter from thecustomer, or other 
aufllorized person, requesting suclr a change; or 

(6) the compnny has received a call from tlte customer and has obtained speciJic 
information ensiiring that tlte caller is authorized to change companies, understands the 
nature of the change being requested, and is aware of any fees that may be charged; or 

(c) tlte customer’s requested change is verified throciglt a qualified, independent firm 
wliicit is iinafjiiated with any long distance company and the variJLingJirm has provided 
a copy of the audio taped verification; or 

(d) the company liar received n cilsfomer request to change his long distance company and 
has responded by mailing an information package that ittciudes a prepaid, returnable 
postcard. The company may process the change order only if the customer signs the 
postcurd, confirming the change, and returns it to the company. 

The company reports that the request for service was confirmed by a third party verification 
company. The PSC requested a copy of the verification tape, but Webnet Communications did not 
honor the request. As a result, it appears that the company is in apparent violation of PSC rules. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aflimative ActiodEquaI Opportunity Employer 

PSC Website: wwwZ.scri.oet/psc Internet E-mail CONTACT@PSC.STATEFLUS 
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In addition, the company reports that they issued you a refind of $29.89. 

Thank you for bringing this matter to our attention. You may be interested to know that you 
are not alone. The PSC receives more inquiries about unauthorized telephone company switches, 
or ‘‘slamming,” than any other issue. As a result of testimony by citizens at hearings conducted 
around the state, the PSC has implemented some of the most stringent anti-slamming rules in the 
nation. The Federal Communications Commission has also passed new rules similar to the PSC’s 
rules. 

I have enclosed information to help you avoid being slammed in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Calls” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. You may also call your local telephone company 
and request a “PC (preferred carrier) Freeze.” This will prohibit hture changes to your account 
without your written authorization. 

If you wish to verify the long distance company that is assigned to your line, you may caIl 
your IocaI telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
However, these numbers may not identify companies who resell the phone services of other long 
distance companies. 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at (850)413-6755 

Re&ory Specialist 

Enclosures (2) 
cc: Webnet Communication 



Consumer lnfor motion I 
Name: PAUU sucx 

Busiwss Nome. 

SVG Address: 4 2 1  "E 

County: Saint Johru Phone. (904) -829-3352 

ciiy/zip. Saint  Augur  tine / 32095- 

Account Number: 
Coller's Nome: PAOU afcp 

UolEnq Address: 124 w s m  

Cily/Zip: w w r  AWOUSTTBIE ,EL 32096- 

Con Be Reached: 

Commission - Consumer Request 
2540 Shumard Oak Buulevord 

Tal lohoss ee, FI o r ida 52 399 
850- 11 3-6 IO0 

~~~ 

Utility lniorma t ion 

Coropony IWSMET K ~ M U M C K I X ~ S .  m. 
Ash. ~~trx.t hllea31550BT 

k s p o n s e  Needed From Compuiiy? Y 

Dote Due. o s / o s / ~ a o a  

PSC Information 

assiqned To: -- 
F:nlered By: NCIIES'BLP 

Dale: 04/24/2000 

lime; n : 0 7  

Vio: mo~g 

Prelim lype: SLAWZSG 

Po: 

t'uslcmr slolcs tho: chi! cos SH'iCkd Ircm Spr'nl lo WEbnei nilho!lt aulhnI7~lffin or tcqwil. Customer s l o l t ~  she hos not rcturned l o  her corricr of choice, but n ~ f  heen 
odvktd i o  do so Cuslorr,er stoles i h d  she hos o "PILI: Freeze" Mock on her line Customer also stoles ibat she will bc 'nve;tiqolinq bet computer line lu  c k c k  lor 
slamming. Pleoa lnvestiqole this moiki, cotilocl ;he cuslcmer nrrd prrrtlde the 1 I Public %mice Cornmkbil with u dPloiled wri!len repd ;nclucing LW./lwe cnl upplicaMe 
t r ~ d h s  lor snilchkig lees. os Inell os an  odjuslmenl of role4 to tho\ of !'re cuslomcr's preferred corrier by tb,? due dole. 

h e  loken by Nekey C k l e r  

E-mail: KCREPLY@PSC.SiAlE .FL US 
FAX 9 8 50- 4 i 3-7 1 E8 

Y 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

FIDELITY NATIONAL BANK 
ATLANTA, GA 

64-240/61 t 

Page 6 of 659 

5/9/2000 

904-824-3352 
IEMO 

I 

WEBNET COMMUNCIA 

Paula Rice 
Refunds 

w - _. . . ~.. 
119.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

I 
1173 

5/9/2000 
29.89 

Checking - Fidelity 904-824-3352 29.89 
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Tlkunvnunlcatbnr 
E- 

Techmlwy 
CoCpMaio h Flnanca 

Tradelllarks 
Ropri6ky Rights 
-lex Litigation 

h e r d  Burinass Law 

The Helein Law Group, P.C. 
8 180 Greensboro Drive 
McLean, VA 22 102 

(703) 7 14- 1300 (Telephone) 
(703) 7 14-1330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
(703) 714-1320 (Telephone) 

Writer's Direct Dial Number 

(703) 711-1300 

Mav 16,2000 

VTA FTRST CLASS MA% 

Mr. Randv Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee. FL 32399 

Re: Pnulcr Rice 
Renuest No. 3/55fl8T 

Dear Mr. RoIand: 

Page 7 of 659 

Writer's Email Address 

mail@elein.com 

WebNet Communications. Inc. V'WNC") oresents th is  resoonse to a consumer 
comolaint which was filed with vour office bv Paula Rice I"comdainant"S. The 
comolaint alleges that WNC switched comdainant's telecommunications service orovider 
without authorization. 

WNC Drocedures for changing: a consumer's oreferred carrier PPC") comoort 
with the Federal Communications Commission PFCC') and state rules concerning: the 
aoorooriate methods of obtaining a consumer's PC chanee authorization: 1)  a signed 
letter of aeencv ("LOA"): andor 21 a taoed verification made bv a third oartv verification 
commnv of a consumer's request for service. In this instance. a hom fide reauest for 
WNC service was confirmed bv a third sartv verification commnv, WNC records 
indicate that comdainant's service was switched in conformance with comoanv aolicv. 

WNC rewets the circumstances surrounding this comolaint and in the interest of 
consumer relations. WNC has issued comolainant a refiind check in the amount of 
$29.89. A CODY of the refind check is attache4 for vow review WNC hopes thql the 
wtnDQinant is satisfied wifh tl;le resajgtian of  the above r$(eypced I ,  c9mlqlqjnf. 



Mr. Randv Roland 
May 16,2000 
Page 2 of2 
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An extra CODV of this filing is enclosed. Please date stamo the extra CODV and return it to the 
undersigned in the enclosed self addressed posted envelooe. If vou have.anv questions concenthe; 
this matter. please contact the undersigned at the above address. 

Enclosures 
cc: Paula Rice 

424 Lakeshore Drive 
St. Aueustine. FL 32095 



Business Name - Request No. 322032T Name PERKINS ,BETTY JO MS 

Consumer Inform a tion 

Name: BETTY JO PERKINS 

Business Name: 

Svc Address: 1745 QOLFVIEW DR 

County : Br w a r d  Phone: (3211-264-7359 

City/Zip: Titusville 32780- 

Account Number : 

Caller's Name: JOHN GERAGHTY 

Mailing Address:1745 GOLPVIEW DR 

City/Zip: Titusville , FL 32780- 

Can Be Reached: (321) -264-7359 

I 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-413-6700 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen322032T 

Response Needed From Company? y 

Date Due:07/17/2000 
Fax: 611,202-365-3987 

Cnterim Report Received: / / 

teply Received: 07/05/2000 

teply Received Timely/Late: T 

tnformal C o n f . :  N 

PSC Information 

Assigned To: TARRAK GORDON 

Entered By: KBALDWIN 

Date: 06/23/2000 

Time: 15:42 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

PO : 

Supmntl R p t  Req'd: 09 /07 /2000  

Certified L e t t e r  Sent: / / 

Certified Letter Rec'd: / / 

Closed by: m p  

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer called to complain his local long distance carrier has been switched from BellSouth - Area Plus to 
WebNet without authorization. Customer says he has been billed by WebNet in the  amount of $78.60 and the 
customer is disputing the f u l l  amount. Customer says he never authorized WebNet to switch his service, nor 
to bill him for any of their services. His local long distance carrier of choice is BellSouth - A r e a  Plus 
calling plan. 

Customer says he received a solicitation call from WebNet and the representative asked him, if he would like 
a check f o r  $100. Customer says he answered the representative by saying, "Yes! Who wouldn't want $ l O O ? l l  

He says he was informed t h a t  h i s  reply of Iryesai was recorded and they replayed his reply only. When he 
requested t h a t  they replay the entire recording, the rep refused. 

***NOTE***Correspondence has been received from the customer. 

V I <  = ,4 - 0 
Request No. 322032T rtz is 'N&; I*. PERKINS , BETTY JO MS Business Name 0 

2 

F" r," i; <-I - "  4 ' .  ,, - 

PAGE NO: 1 



* Please investigate this matter. 

* Provide the Commission with a detailed written report including an LOA or verification tape and applicable 
credits for switching fees, as well as an adjustment of rates to that of the customer's preferred carrier by 
the due date. 

* Confirm the customer has been contacted regarding this matter. 

Case taken by Kimberly B a l d w i n  
FAX# 850-413-7168 
E-Mil: PSCREPLY@PSC.STATE.FL.US 

0 7 - O S - Z O O 0  Report and verification CD received via U . S  mail. VMcKay 

09/07/2000 Reviewed report and third party verification. The verifier states, "Thank you for choosing 
WebNet as your long distance provider." It appears that the verifier states the customer should spell their 
name as they want it to appear on the $100.00 check. Customer spells his name as John Geraghty. The 
verifier states the customer should say his address and birthdate. The customer gives the address and his 
date of birth as June-4, 1950. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $56.48 to the account on June 2 8 ,  2000. The credit was sent in the form of a 
refund check. eplendl 

0 9 / 0 7 / 2 0 0 0  FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 

1. Customer's billing name, address, and each telephone number to be changed; 

2 .  Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to it uses the facilities of another company; 2 $ 8  

- : 55 
PI 2 s  4 
x 1.J x 

0 

Business Name ; Request No. 322032T Name PERKINS ,BETTY JO MS 

PAGE NO: 2 



3 .  Statement that the person requesting the change is authorized to request the change; 

4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5 .  Statement that the LEC may charge a fee f o r  each provider change; 

The verification did not include the statement about the LEC charging a f e e  f o r  the provider change, the 
determination that the person on the phone w a s  authorized to make a switch in service, or the phone numbers 
to be changed. 

The tape does not indicate the company name or the issue that the long distance service would be switched. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit f o r  the f irst  30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 2 9 ,  2000. 
eplendl 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet a lso  issued a credit of $23.24 on October 3, 2000. This credit was sent 
in the form of a refund check. .You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. However, a copy of this refund check was not included 
in the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 



DOCKET No 001 109-TI 
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STATE OF FLORIDA Page 12 of 659 

Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850)413-6100 

i#3ubIu Serbice Qhmi$e’ion 
October 9,2000 

Mr. John Geraghty 
Ms. Betty Jo Perkins 
1745 Golfview Drive 
Titusville, FL 32780 

RE: 322032T 

Dear Mr. Geraghty & Ms. Perkins: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter froin the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, confirms the customer’s requested change; or 

the customer’s requested change is verified through a qualified, independent . e - . ’  (c) 
1- . firm which is unaffiliated with any long dislance company; or c 
-**. 

(d) the company has received a customer request to change his long distanck:”? 
company and has responded by mailing an in fomational package, which 
includes a postcard that the customer can use tv conjTm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $56.48 
to the account on June 28, 3000. This credit was sent in the form of a reimbursement check. 
You should have already received this refund check. Webnet also issued a credit of $23.24 
on October 3, 2000. This credit was sent in the form of a refimd check. You should receive 
this check in one to two billing cycles. 

CAPITAL CIRCLE OFFICE CENTER 2540 SCIUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Amrmative ActionKqual Opportunity Employer 

PSC Website: mnvscri.nct/pic Internet E-mail: contact~psestmte.fl.us 



DOCWT NO 001 109-Tl 
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Page I 3  of 659 

Mr. John Geraghty 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a “No Sales Solicitation Calls” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredharrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line? you may call 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

’ 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-  
800-5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

Regulatory Specialist 

Enclosure 
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. WebNet Communications, Inc. 

October 3, 2000 

VIA FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 FLORIDA PUBLIC BERVlCE 

COH MISSON 

Re: - Be@ Jo Perkins R e p  - 322032T 

Dear Ms. Tarrah Gordon: 

WebNet Communications, Inc. (,‘WNC’*) presents this response to a consumer complaint 
which was filed with your office by Betty Jo Perkins (“complainant”). The complaint alleges that 
W C  switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Comunications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonajide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $23.24. A copy 
of the refund check is attached for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the I 

+:: 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning:y 

p-” * ’ 

q..  
CV“, this matter, please contact the undersigned at the above address. 

8 3 -  ? 
.:.., 

*,”. 
Respecthlly submitted, 

=* - 
t”t.5 
c u .  

e. P-&Sdwa k- 

Patrick H. Allen 
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Ms. Tarrah Gordon 
October 3, 2000 
Page 2 of 2 

Enclosures 
cc: Phillip Snowhite 

8036 150th Ct. North 
Palm Beach Gardens, FL 33418 
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Account Number: 321 264-7359 004 314 
B i l l  Period Date: Jun 2 ,  2000 

Zterrked Calls f contitirred) 
Service Provider - IVEBNE T (coiitiiwed) 
Direct Dialed Calls I continued) 

Date Place Culled .Yimbei. Called Rate* 
29. 05/14 ORLANDO FL 407 275-5730 KO O6:31AM 34 
30.  05/14 ORLANDO F L  407 249-1623 K O -  09:26AM 9 
3 1 .  05/14 ORLANDO F L  407 249-1623 KO 12:48PM 5 
3 2 .  05/14 ORLANDO FL 407 249-1623 KD 12:54PM 1 
3 3 .  05/14 DRLANOO FL 407 532-2637 NE 07:41PM 9 
3 4 .  05/15 ORLANUO F L  407 275-5730 KO OB:!BAM 54 
35. 05/15 OAYTOMABCH FL 904 322-1189 KD 12:42PM 2 
36. 05/15 OAYTONABCH FL 904 763-1573 KO 12:44PM 1 
37. 05/15 SANFORD FL 407 402-5117 KD 02:33PM 1 
56. G j i l 5  ORLANOO fL 4G7 360-33iir KD C2:342i*i 11 
39. 05/15 WINTERPARK FL 407 679-2111 KD 03:30PM 1 
40. 05/15 W I N T E R P A R K  FL 407 679-2111 KO 04:19PM 18 

42. 05/16 ORLANDO FL 407 275-5730 KD 06:04AM 19 
43. 05/16 ORLANDO F L  407 823-8547 KO 06:38AM 2 

T o t a l  Direct D i a l e d  Calls . . . . . l , , . . . . . . . . . . . . . . . I I I I . . . . I . . . . . . .  
T o t a l  I t e m i z e d  Calls ............................................ 

41. 05 /15  EASTORANGE FL 407 568-ai97 K E  O ~ : ~ O P M  17 

Taxes 
raves on Regulated Serrices 

44. F e d e r a l  T a x  ............................................... 
45. F l o r i d a  t i ross Receipts Surcharge . . . , . l , . . l . . . . . , . . . l . . . I I .  
46. C i t y  Tax . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

T o t a l  Taxes on Regula ted  Serv i ces  ............................... 
T o t a l  Taxes ....................................................... 
T o t a l  ILD teleservlces, Inc. Current Charge6 .................... 

- 

* Taxes  and Rates A p p l i e d  - See Back o f  F i r s t  Page 
This pinion oi ) o w  ti11 :r :rc:'t424 1s s s m c e  to ILD Ttlcseriicer. Inc. 

AV E041169 

7.14 -- 
1 .a9 
1.05 

.a1 
1.89 

11.34 
.42 
121 
.21 

2.31 
.21 

3.76 
3.57 . 

3,99 
* 42 

69.72 . 

69.72 

.-l1no 1111 r 

2.14 
1.74 
5.00 
8.88 
- 
8 . 8 8  

ta.60 .- 
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Commissioners: 
I. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR 
LIIA A. IABER 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
D ~ I X O R  

TOLL FREE 1-800-342-3552 
(850)413-6100 

FACSIMILE TRANSMITTAL CU VER SHEET 

DA TE: 
I 

FROM: DIUSION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413- 7166 

TELEPHONE NUMBER: (850) 413-6100 OR 1-900-342-3552 

COMMENTS: 

NUMBER 
L. +. 
, 7 '  

5 -  OF PAGES, INCLUDING THIS CO VER SHEET: b : - *  

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Affirmative ActiontEpual Opportunity Employer Internet E -md CONTACT~PSC.ST~TE.F~US 
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DATE: . 

FROM: DNZSION OF CONSUMER R FFAIRS 

FAXNUMBER: (SSO) 413-7168 

COMMENT,,: 

r 
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- .  
June 30,2000 

FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

‘ Re: Betty Jo Perkins 
Request No. 322032T 

Dear Ms. Gordon: 

WebNet Communications, hc. (“WNC”) presents this response to a consumer complaint 
which was filed with your ofice by Betty Jo Perkins (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider Without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $56.48, switching fees of 
$10.00 included in this refund. A copy of the r e h d  check is attached for your review. WNC 
hopes that the complainant is satisfied with the resolution of the above referenced compiaint. 

3248 Prospect Avenue, NW + Washington. DC 20007 + Customer Service (X771 RRn-n 166 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, O.C. 20007 

FIDELITY NATIONAL BANK 
ATLANTA, GA 

64-240161 t 

Page 21 of 659 

1367 

a2812 0 0 0 

32 1-264-7359 
MEMO 119.O7( l)(z), Florida Statutes: Bank account numbers 

'I' or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

WE3NET COMMUNCIAl owing are confidential and exempt from subsection (1) 

and s.24(a), Art. 1 of the State Constitution . . . 
1367 

6I28l2QQQ 
56.48 Refunds 

Checking - Fidelity 321-264-7359 56.48 
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We bNct Communications, Inc. 

June 30,2000 

VIA FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Pubiic Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Betty Jo Perkins 
Request No. 322032T 

Dear Ms. Gordon: 

WebNet Communications, Inc. ( “ W C ” )  presents this response to a consumer complaint 
which was filed with your office by Betty Jo Perkins (“complainant”), The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1)  a signed letter of agency (”LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonaflde request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC resets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $56.48, switching fees of 
$10.00 included in this refund. A copy of the refund check is attached for your review. WNC 
hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

3248 Prospect Avenue, N W  + Washington, DC 20007 + Customer Service (877) 880-0166 
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Ms. Tarrah Gordon 
June 30,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectful I y submitted, 

Patrick H. Allen 

Enclosures 
cc: Betty Jo Perkins 

1745 Golfview Drive 
Titusville, FL 32780 
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Fax Log Report 

lun-27-00 08: 16 

Identification Result m e  me Duration Diamostic 

Sent JUII-27 08:14 00:01:44 002582030022 OK 06 61 7037141330 

13.0 2.8 
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Commissioners: 

J. TERRY DEASON 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 

JOE GARCIA, CHAIRMAN 

LILA A. JABER 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

FROM: DIVISION OF CONSUMER AFFAIRS 

FAXNUMBER: (850) 413-7168 

TELEPHONE NUMBER: (850) 41 3-6100 OR 1-800-342-3552 

COMikfENTS: 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An AIXrmative ActionlEqual Opportunity Employer internet E-mail CONTACT@PSC.STATE.FL.US 
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WEBNET COMMUNCIATIONS, INC. 
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136'; FIDELITY NATIONAL BANK 
ATLANTA, GA 

84-240/611 

32 1-264-7359 MEMO 1 19.07( l)(z), Florida Statutes: Bank account numbers -/L#. - _ _  -__ __, _._ - . .- _,__ w . ' or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

WEBNET CoMMUNC'A owing are confidential and exempt from subsection (1) 1367 
John&eraght and s.24(a), Art. 1 of the State Constitution . . . 61 281 2 000 

56.48 Refunds 

Checking - Fidelity 321-264-7359 56.48 



Name GITTINGS ,GLEN MR. Business Name Request No. 316051T 

Consumer In form a tion 

Name: GLEN R GITTINGS 

Business Name: 

Svc Address:3506 52ND AVENUE 

County: Manatee Phone:, (941) -739-2049 

City/Zip: Bradenton / 34210- 
Account Number: 

Caller's Name:  MARY L GITTINGS 

Mailing Address:3506 52ND AVENUE 

City/Zip:Bradenton ,FL 34210- 

Can Be Reached: 

Florida Public Service 

2540 Sh um a rd Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
850-4?3-6IOO 

Utility ln forma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen316051T 

Response Needed Prom Company? y 

Date Due:05/15/2000 
Fax: 6W1,703-714-1330 

Interim Report Received: / / 

Reply Received: 05/22/2000 

Xeply Received Timely/Late: T 

Informal Conf.: N 

PSC lnformafion 

bssigned To: NOELIA SANTIAGO 

Zntered By : NCHESTER 

Date: 04/28/2000 

rime: 08:46  

ria: PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type: SLAMMING 

PO : 

3upmntl R p t  Req'd: / / 

l e r t i f i e d  Letter Sent: / / 

l ert i f ied  L e t t e r  R 0 C ' a :  / / 

Closed by: NJS 

Date: 07/12/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she was switched from AT&T to LCT on April 15, 2000 without authorization or request. 
Customer states she has returned to her carrier of choice. Please investigate this matter, contact the 
customer and provide the  FI. Public Service Commission with a detailed written report  including LOA/Tape and 
applicable credits for switching fees, as well as an adjustment of rates to that of the customer's preferred 
carrier by the due date. 

Case taken by Nekey Chester 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

5 / 2 2 / 2 0 0 0  - Company response received via US mai1.pjohnson a 
{ g; 
'J 55 
h 2s 

Request No. 316051T Name GITTINGS ,GLEN MR. Business Name 8 

PAGE NO: 1 

5/22 /  2 0 0 0 :  REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CREDIT IN THE AMOUNT OF $10.00 WAS ISSUED < z g  
- 
5 
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Commissioners: 
J. TERRY DEASON. CHAIRMAN 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LILA A. JABER 

DIVISION OF CONSUMER AFFAIFS 
BEVERLEE DEMELLO - 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850 )  4 13-6 100 

July 20,2000 

Mr. and Mrs. Glen R. Gittings 
3506 - 52nd Avenue 
Bradenton, FL 342 10 

RE: FPSC Inquiry #316051T 

Dear Mr. and Mrs. Gittings: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
distance service to Webnet Communications, Inc. (Webnet). First, let me give you some background 
on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, through a sequence 
of prompts, confirms the customer's requested change; or 

the customer's requested change is veriJied through a qualijied, independent firm 
which is unaffiliated with any long distance company; or 

the company has received a customer request to change his long distance company 
and has responded within three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the local 
telephone company. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, 32399-0850 
An Allirmative Action/Equal OpponuniQ Employer 

PSC Website: http://www.flortdapsc.com Internet E-mail: contact@psc.statafl.us 
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Mr. and Mrs. Glen R. Gittings 
Page 2 
July 20,2000 

% 
m 

Since none of these conditions have been met, it appears that Webnet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infraction. The company has issued 
a credit of $10 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company, This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation CaZls ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit hture changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your locai 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
Wher  assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

Sincerely, 

Noelia J. Santiago 
Regulatory Specialist II 
Division of Consumer Affairs 

NJS:ewe 
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&Lean. VA 22 102 

703) 714-1300 (Telephone) 
703) 714-1330 (Facsimile) 
nail@helein.co m 

Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
;703) 7 14-1320 (Telephone) 

Writer's Direct Dial Number 

(703) 714-13M 

Mav 16.2000 

VIA FlRST CLASS MArL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee. FL 32399 

Re: Men R Gim'nes 
Renuest No. 316051 T 

Dear Ms. Santiago: 

0 

Writer's Email Address 

mail@iirlrin.com 

P a p  31 o f  659 

WebNet Communications. Inc. I'+WNC'''r oresents this resoonse to a consumer 
comolaint which was filed with vour ofice bv Glen Gittines i"coma1ainant"). The 
comDIaint alleges that WNC switched Comthinant's telecommunications service orovider 
without authorization. 

WNC Drocedures for chanmne a consumer's oreferred carrier C'PC"') comoort 
with the Federal Communications Commission PFCC"') and state rules concerning the 
annronriate methods of obtaining a consumer's PC change authorization: I ) a signed 
letter ofagencv I"L0A"I: andor 2) a ta~d verification made bv a third nartv verification 
comDanv of a consumer's reauest for service. In this instance. a hona fide reauest for 
WNC service was .codk"d bv a third nartv verification comnanv. WNC records 
indicate that comDlainant's service was switched in conformance with comoanv oolicv. 

WNC regrets the circumstances surounding this comdaint and in the interest of 
consumer relations. WNC has issued comolainant a rehnd check in the amount of 
$ IO.00. A CODV of the refhd check i s  attached for vour review. WNC hooes that the 
comolainant is satisfied with the resolution of the above referenced comdaint. 

. ._ .. . . , . .I 



-------- -----------------------------

Request No. 316385T ,Name SNOWHITE ,PHILLIP MR Business Name 

Consumer Information Florida Public Service PSC Information 
Commission - Consumer Request

Name: PHILLIP SNOWHITE Assigned To: TARRAH GORDON 
2540 Shumard Oak Boulevard 

Entered By: RLOGANBusiness Name: Tallahassee, Florida 32399 
Date: 05/02/2000

Svc Address: 8036 150TH CT NORTH 850-413-6100 
Time: 08:50 

!I 1\Ii ' Via: PHONE 
Utility InformationCounty: Palm Beach Phone: (561)-747-1632 (Phone/Mail/Fax/E-Mail)

Company Code:TJ299 
Prelim Type: SLAMMINGCity/Zip: Palm Beach Gardens / 33418­ Company:WEBNET COMMUNICATIONS, INC. 

PO:Account Number: Attn. Patrick Allen316385T 

Caller's Name: PHILLIP SNOWHITE Response Needed From Company? y 
Supmntl Rpt Req'd : 09/07/2000 

Date Due: 05/17/2000
Mailing A4dress: 8036 150TH CT NORTH Certified Letter Sent: / /Fax: 6W1,202-965-3987 

Certified Letter Rec'd: / /
Interim Report Received : / / 

City/Zip: PALM BEACH GARDENS ,FL 33418­
Closed by: MEPReply Received: OS/22/2000 

Can Be Reached: Date: 10/06/2000
Reply Received Timely/Late: T 

Closeout Type: LS-13 
Informal Conf.: N 

Apparent Rule Violation: y 

SEE ATTACHED CORRESPONDENCE 

Customer states that he was switched from AT&T to WebNet without authorization or request. Customer states 
he has returned to his carrier of choice. The customer is disputing the improperly billed charges on his 
bill totaling $17.64. 

Please investigate this matter, contact the customer and provide the Fl. Public Service Commission with a 
detailed written report including LOA/ Tape and applicable credits for switch i ng fees, as well as an 
adjustment of rates to that of the customer's preferred carrier by the due date. 

Case taken by Ray Logan ~) ,;~, ~> ..~ ~j ~< t~: 
FAX# 850-413-7168 ;:,0 ~ 800 :IO n" - ;-;.

'-' O:>m 
,~ =i-oRequest No. 316385T Name SNOWHITE ,PHILLIP MR. Business Name £, :;::z

:Eo 
~ 

-PAGE NO: 1 "" 
,~ 8 

~ 
;j 



E-Inail: PSCREPLY@PSC.STATE.FL.US 

5 / 2 2 / 2 0 0 0  - Cowany response received via US mail.pjohnson 
6/2/2000 Received another bill for $12.61 f o r  WebNet. He states that he thought this was canceled and 
they would stop sending bills. rlogan 

09/07/2000 Reviewed report. There was no third party verification submitted. 

The company issued credit of $21.42 to the account on May 9, 2000. The credit was sent in the form of a 
refund check. eplendl 

09/07/2000 FAX TO CO. 
1) It appears that no verification tape was included with the company's report. If a valid verification is 
not submitted, then this inquiry is considered an unauthorized switch. 

2 )  The customer states he is still receiving bills. Please cancel account immediately. 

2 )  Due to the lack of verification cd o r  tape, WebNet is now directed to issue full credit for the first 30 
days the customer was switched to WebNet and an adjustment of the balance of the account to the rates of 
the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

10-05-2000 Reply received via US Mail. R L o g a n  

10/06/2000 Reviewed report. Webnet aslo issued a credit of $8.83 on October 3 ,  2000. The service was 
canceled on September 7 ,  2000. The report advised that a copy of the refund check is included. However, a 
copy of this refund check was not included in the report to the PSC. A letter was sent to the customer. 
epl  endl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

2 m a  
% 3:: 

Request No. 316385T Name SNOWHITE ,PHILLIP MR. Business Name 22 
0, P Z  
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STATE OF FLORIDA 
Page 34 of 659 

Commissioners: 
J.  TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 4 13-6 100 
TOLL FREE 1-800-342-3552 

October 9,2000 

Mr. Phillip Snowhite 
8036 150th Court North 
Palm Beach Gardens, FL 33418 

RE: 316385T 

Dear Mr. Snowhite: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and teiephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed onIy if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such a chunge; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, confirms the customer's requested change; or 

(c) the customer's requested change is verified through a qualified, independent 
firm which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance 
company and has responded by mailing an infomzational package, which 
includes a postcard that the customer can use to confitm a change request. 

Documentation provided .to the PSC indicates that the company issued credit of $2 1.42 
to the account on May 9, 2000. The credit was sent in the form of a refund check. You 
should have already received this refund check. Webnet also issued a credit of $8.83 on 
October 3, 2000. You should receive this rehnd check in one to two billing cycles. The 
service was canceied on September 7, 2000. 

,.- . .. :/ ,k. \i ,.>i !b b" *" 
CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 

An Aflirmative AcliodEqual Opportunity Employer 
PSC Website: wwwscri.net/psc Internet E-mail: contact@psc.state.fl.us 
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Mr. Phillip Snowhite 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a “No Sales Solicitation Calls” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may calI 
your local telephone company, or call toll-free 1-700-555-4 14 1 or 1-700-555- 1 1 1 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1- 
800-5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 
/f- 

Ell&n-,blendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 
. . . . 

October 3,2000 

VIA FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - Phillip Snowhite R e p  - 316385T 

Dear Ms. Tarrah Gordon: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Phillip Snowhite (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC’? and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. UrNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a rehnd check in the disputed amount of $8.83. A copy of 
the rehnd check is attached for your review. WNC’s records also indicate that service was 
terminated on September 7,2000. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 

An extra copy ofhis filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respecthlly submitted, 

Patrick H. Allen .. . 
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Ms. Tarrah Gordon 
October 3, 2000 
Page 2 of 2 

Enclosures 
cc: Phillip Snowhite 

8036 150th Ct. North 
Palm Beach Gardens, FL 33418 
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Detailed Statement of Charges 

. . . . . . . . . . . . . . .  
' fa ta l  1tsfllizuil C H I  1s .....-. ... ,,.-...- .......................... 
T ~ 1 S C . S  
I'/l"LCb (111 Kv,plIi..rrrrl Sc4l.irc.s 

r& W 
j ' g  1 -  7 c / 7 - / c 3 2  

1rC. F a d o r a l  lax . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
1 5 .  F i o r l d a  Gross Receipts Surchnrge .......................... 
r6.  Cotinty TJX ................................................ 

T o c a l  Taxcs an R e g i t r n t c d  S c r v ~ c g j  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
T d t o l  fnxes ..........................._.......__.__............. 

. % I  

2 . 3 1  
. 2 1  

11 , 12 1 

I . #3  
. 2 1  
. 42 
. i!l 

3.15 
1 . A 9  

.71  
2.3? 

. 'c1 

1 7 . 6 4  
17.64 

,311 
. !I 11 

1 .27  
2 . 2 5  
2.25 

- 

d 
Tofn l  ILU Telefcrviccs , Inc. C u r r e n t  ChoryeS ......................... 18 .n!J 
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! PHtLLlP SNOFlHlTE 

'age 
I 

Account dumber: 
B i  I f  Period Date: Apt 22,  2000 

56) 747-1632 8 1  + 04 
I 

I ! 
i 

I i 
I 
! 

' I  - 
Important Notice(s) 

Late Charge Rerrtinrlcr: A $t.50 additional chargc will upply to any unpaid b d U f l C t !  as o h I ~ y  22. 
If you incur a Idate Payment Charge, an urlditioriul lnturcst chritgu uf I.Su/; will also tic 4pplicd ta 

Nonpap"t of 12cgulatctl Charges may result in discontinuatice of  service. Failurc to p l y  unrcgtilutctl t ~ n l i  
curtain other charges, all of which arc irlcntificd by ** on your hill ,  will nut result in n.n iqterrupttun of loc111 
service. The w r " n t  trf Iiegulutctl Charges may IJC ubtuincil h y  ciilling 780-2355 

I 

~ 

i 
any unpuid balance. 1 

I 

( c o n t i i n u a d  on p a g e  : 2 )  
_,..._. _____....,_,,._.._....._..._._. ,.,..... l,,. ._.,..I~.1.111..l.,. ..#,# 1....1..1.11.1.1. .. l.l...ll...l~__ ~ .._.__~...._.__._......._..I.I.____.._..._................... ~ ........ ...-.- ...I....... I........... ........-............ ! ................................ " ~ ..._..... ",.. 

c * *  *.* PLEASE IW[,-D, TBAR HERE A S D  RETURN THIS PORTION WITI-I YOLJlj PAY&fi$h: * * * t i  

i j 

Apr 22, 20 0 ! 9 
561 747-1672 814 0455 ' 

ECi508! AV 06714 R66 I 

I - Check here if  
U 

P . 0 .  BOX 33009 
CHARLOTTE NC 
28243-0001 
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Page 1: 

561 747-1632 814 045: 
PHILLIP SNOWHITE 
Account Number: 
B i l l  Period D a t e :  Apr 22, 2000 

-6- 
Tlrrrruiet. Inc. 

Tj" 

DetaiIed Statement of Charges 

D ri re  rir1cc C ~ I [ [ C ~ ~  :vriF?lbt'r- r l l l led  RlYtL'" Time 1l.lin 
1 .  04 /74  STTPETERSBG FL 727 360-0610 KD 08  : 58AM 1 

3 .  OQ/14 STFETERSBG F L  727 360-0610 KD 03 : 18PM 1 

4 .  04/14 STPETERSBG F L  727 369-0610 KD 03:35Pb! 21 
5 .  a4/14  STPETERSEG FL 727 360-0610 K E  06 : 5 2 P M 9 
6 .  @4/15 FORTPIERCE FL 561 467-2505 KD 12 : 59PM 1 
7.  04/15 FORTPtERCE FL 561 467-2505 K D  02 : 08PM 2 
8. @4/75 FORTPIERCE F L  561 467-2505 KD 02 :  I B P M  1 

10. 04/17 STPETERSEG F L  727 360-6610 KD o 8 : 0.3 9 
1 1 .  04/17 BOCA RATON FL 561 297-3531 KD 08 : 53AM 1 

I 12. 04/18 STPETERSBC FL 727 360-C610 KD 12:12PM 1 1  
'13.  04/19 STPETERSBG. FL 727 360-G610 KD 10:OlAM 7 

2 .  04/14 STPETERSBG F L  727 360-0610 KD 03 :04PF l  11 

9.  04/16 FORTPIERCE F L  561 467-2505 KD f;:53AH 15 

T o t a l  Direct D i a l e d  C a l f s  ....................................... 
.Total Itemized C a l  I s  ................. ;............................ 

Til.rcs fw 
I'/LYCS (111 Hc,$~ullltcrl SPr-TiCes 

. 21  
2 . 3 1  

. 21  
lc - 4  1 
1.89 

.21  

. Q2 
, 2 f  

3 . 1 5  
1.89 

.21 

2 .31  
.27 

17.64 
17 -64 

14 .  Federa l  T a x  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  ,511 

15. F lar i d a  Gross  Receipts Surcharge .......................... . h4 
. 16. County Tax ................................................ 1.27 

~~~ 

T o c a i  Taxes an Regulated Services ............................ 2 ."$ . *F'Dlq@!!Bd, -7 T o t a l  Taxes  ..................................................... 
. . . .  ................ ".*..$.. . . . . . . .  . \ . A .  .... ...,, ~ . . . . . . . . . . . . . .  . . .  . . . . . . . . . . .  . . . . . . . .  . .:. 

. ,.. i ~ I 
. .' - . .  . i  

Total ILD Teleservices, Inc. Current Charges .... ..... . . . b i - . - - i . . . . ' - . . .  ;a;i,:1:19.89"- 
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DRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

BEVERLEE DEMELLO - 

FACSIMILE TRANSMITTAL COVER SHEET 

RE: Inquiry 

FROM: ”v OF CONSUMER AFFAIRS 

FAX NUMBER: faso) 413- 71 68 

TELEPHONE IVUIMBER: (850) 413-6100 OR I-800-342-3552 

COMMENTS: 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 



Request No. 316789T Name PAiMETER ,DOUG MR. Business Name 

Consumer lnformation 

Name: DOUG PALMETER 

Businese Name : 

svc Address: 741 PARK A m  #I12 

County: Clay Phone: (904) -278-4986 

City/Zip : Orange Park 

Account Number: 

Caller's Name: CINDY PALMETER 

Mailing Address: 741 PARK AVE #212 

/ 32073- 

City/Zip:ORANGE PARK ,FL 32073- 

Can Be Reached: (904)-278-4986 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

8 50-4 73- 6 f 00 

Utility ln forma tion 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen316789T 

Response Needed From Company? Y 

Date Due:05/19/2000 
Fax: 6W1,202-965-3987 

Interim Report Received: / / 

Reply Received: 05/30/2000 

Eeply Received Timely/Late: L 

Informal Conf. : N 

PSC lnformatiori 

issigned To: RANDY ROLAND 

Entered By: KBALDWIN 

late: 05/04/2000 

Pime: 15:24 

;ria : PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type : SLAMMING 

?O : 

Iupmntl Rpt Req'd: / / 

lertified Letter Sent: / / 

lertified Letter Rec'd: / 1 

Closed by: RR 

Date: 08/28/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she was switched from AT&T to WebNet without authorization o r  request. Customer states 
that she heard a recording o f  her husband speaking with the company under the impression that he had won and 
was accepting a calling card offered through a sweepstakes. Customer says the recording never informed her 
husband t h a t  his long distance would be changed whatsoever. Customer states she has returned to his carrier 
of choice. Customer says AT&T has already credited their account due to the slamming. 

Please investigate this matter, contact the customer and provide the Florida Public Service Commission with 
a detailed written report including LOA/Tape and applicable credits for switching fees. 

Case taken by KBaldwin 
FAX# 850-413-7168 

.. I . .. 

E-mail: PSCREPLY@PSC.STATE.FL.US 

01 e -  % ;a ; 
Request No. 316789T Name PALMETER ,DOUG MR. Business Name - 0 

\p 
5 PAGE NO: 1 



05/30/2000 Received report via US Mail. eplendl 

08/03/2000: FAX TO COMPANY 
Your attorney, Charles Helein, responded to this inquiry. Mr. Helein, who apparently also represents 
Americals Tele-Network (ATN), submitted response as an ATN representative and did not address issue as a 
WebNet Communications representative. As a result, it appears issues in this inquiry relating to WebNet 
Communications have not been addressed. This case remains open. Please submit your response to the FPSC by 
08/10/2000. RRoland 

08-11-2000 Reply received via US Mail. RLogan 

08/16/2000: Company's response indicates that customer's service was terminated on April 258 2000, and that 
customer's preferred carrier, AT&T, issued a credit. Note: Company did not address the slamming issue. 
RRoland 

08/16/2000 FAX TO COMPANY 
You have not addressed the main issue in this inquiry. 
distance service without authorization. 
Why would preferred carrier issue the credit? Please address the slamming issue and provide 
LOA/verification tape. If you are accepting responsibility that customer was switched by your company 
without authorization, then issue proper credit and provide the FPSC with the amount of credit. Please 
respond by 08/21/2000. RRoland 

Customer claims that your company switched long 
In addition, in your response, you claim that ATGcT issued a credit. 

08-18-2000 Reply received via e-mail.RLogan 

08/18/2000: Companyls response to supplemental request still did not address slamming issue. Response 
indicated that customer had mentioned that AT&T would issue a credit. Sent e-mail to company rep, Jane 
Scott, and advised her that PSC still needs to address slamming issue and to provide copy of verification 
tape or LOA. Advised her that if company cannot produce valid tape or LOA, then case would be closed as 
slamming infraction and in which case WebNet would be required to issue proper credit (and not ATGcT). Asked 
company to respond by 8/25/2000. I attempted to contact customer to verify company's claim about credit 
from AT&T, but no answer. Left voice mail message requesting a return call. RRoland 

08-24-2000 Reply received via US Mail. RLogan 

08/28/2000: Company's response and verification CD included voice of Mr. Doug Palmeter. The beginning of 
the CD consists of a recorded message announcing the customer's long distance service was being switched to e $: 

$ 4  
\ ", z_z 



WebNet. I contacted M r .  Palmeter. He indicates that recalls speaking to someone regarding a free service 
and a 100 check. He states that at no time did the person he was speaking with ever inform him that his 
long distance service was being switched to WebNet. He also indicates that he did not hear a recording 
advising him that long distance was being switched to WebNet. In their response to the PSC, the company 
indicates that they will issued a credit in the amount of $108.29. I advised Mr. Palmeter to contact me if 
he does not receive credit within 2 months. Closing this case as a slamming infraction. RRoland 

€ "  g L g - 
; 
- 

Name PALMETER ,DOUG MR. Business Name 0 Request No. 316789T 

PAGE NO: 3 
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WebNet Communications, Inc. 

August 2 1,2000 

VLA FIRST CLASS MAIL 
Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Doug Palmeter - Request No. 316789T 

Dear Mr. Roland: 

In reference to the above mentioned complaint which was filed with yow office by Doug 
Palmeter (“‘complainant”) against WebNet Communications, Inc. ( W C ) ,  enclosed please find the 
verification as requested by your office. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued a credit in the amount of $108-29. This credit was issued on August 18, 
2000. Please allow one to three billing cycles for this credit to appear. 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

Enclosures 
CC: Doug Palmeter . 

741 Park Avenue 
#2 12 
Orange Park, FL 32073 



Request No. 316789T Business Name 

Consumer 1 n f o r ma ti on 
Name: DOVQ PALMETER 

Business Nome; 

Svc Address: 

County: Clay Phone: (904) -278-4986 

741 PARK AVE t212 

City/Z;p: Orange Park / 32073- 

Account Number: 
Caller's Name: CINDY PALMETER 

Moiling Address: 7 4 1  PARK AVE nz1z 

City/Zip: ORANQ.E PARK ,FL 32073- 

Con Be Reached: (904 )  -278-4986 

Florida Public Service 
Corrimission - Consumer Requesl 

2540 Shurnord Oak Boulevard 
Tallahassee, Florida 32399 

850-41 3-6 100 

Utility lnformat ion 

C D ~ l p O r l y :  WEBNET CObMUIJICATIONS, I N C .  

Attn. Patrick Allen316789T 

Response Needed From Compony? Y 

Dote Due; 05/19/2000 

Interim Report Received: / /  

?eply Received: 0 5 / 3 0 / 2 0 0 0  

?eply Received Tirnely/Lote: 

riforhiul Cod.: N 

PSC Information 

Assiqned To: RANDY ROLAND 

Entered By: X~ALOWIN 

Dote: 05/04/2000 

Time: 15:24 

Via: PHONE 

Prelim Type: SLAMMING 

PO: 

Supmntl Rpt Req'd: / /  
Certified Letter Sent: I /  

Cer lified Le Iter Rec'd: / /  

Closed by: 
Dote: / / 
Closeout Type: 
Apporerit Rule Violoiiorr: 

Customer states thot she was switched fram AT&T lo  WebNel wilhout authorimtinn or request. Customer slales thnl she heard n recording of her husbond speokinq w i t h  the 
company under the impression that he had won and was occepting o culling cord olfered throuqh o swcepslakcs. Uuslorner soys the recordirig never informed her husbond 
that his lanq distonce would he chcliqed whotsower. Cuslorrier slates she tias relurried lo  his currier u l  choice. Cuslorrier says AT&T has ulreudy credited their occouril due 
to the slamming. 

Please iriuesligule lhis molter, contoci the customer and provide the Floridu Public Service Comrnissiori with L) dctoiled writlen report iricludinq LOA/lape orid applicoble credits 
for switching fees. 

Cose taken by KBuldwiri 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 



05/30/2000 Received report vio US Muil. eplendl 

08/03/2000: FAX TO COMI'ANY 
Your ullorriey. Ctrurles Heleiri, resporided lo  this irrquiry. Mr. Ileleirt, who uppu'eritly ulso represeriis Arncricu's lele-Network (AlN), submitted response OS uri A1N representolive 
ond did not address issue as u Webnel ConirnuriicoIiDns represenlutive. As a result, i t  oppeors issues in this inquiry relating to Webnet Comrnunications have nul been 
addressed. This cuse rerrioins open. Pleose submil your response to the FPSC by 08/10/2000. RRalond 

08- 11 -2000 

08/16/2000: Comporry's response indicotes [hot customer's service wos termirraied on April 25, 2000, orid thol customer's preferred corrkr, Al&T, issued o credit. Note: 
Company did not oddress Ihe slamming issue. RRoland 

Reply received via US Moil. Rlogan 

08/ 16/2000 FAX TO COtdPAItf 
You hove not addressed the main issue in this inquiry. Cuslomer claims tho1 your company switched lonq dislonce service without oulhorizution. In addition, in your response, 
you cloim tho1 AT&T issued o credit. Why would prelerred corrier issue the credit? Please address the slomming issue and provide LOA/rerificolion tape. If you ore accepting 
resporisibility thot cuslurrier was swilched by your compony withoul outtioriruticn, then issue proper credit and provide Itie FPSC w i l h  the mount of credit. Please respaid by 
08/21/2000. KRolond 
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From: 
Sent: 
To: 
Subject: 

Jane Scott (lajane99@hotmail.com] 
Friday, August 18,2000 9:52 AM 
pscreply@psc.state.fl.us 
Complaint 

Dear Mr. Roland: 

This is in regards to complaint filed by Doug Palmeter, against WebNet 
Communications, Inc., Request #316789T. 

WebNet's records indicate that Mr. Palmeter had mentioned that AT&T would be 
crediting his account - if this is not the case, Please advise and WebNet 
will issue immediate credit so that this matter may be resolved. 

Thank you fo r  your assistance in this matter 
Jane M. Scott 
lajane99@hotmail.com 

Get Your Private, Free E-mail from MSN Hotmail at http://www.hotmail.com 

1 
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Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Bhd. 

. ~, .~ ~ - . * C U . C E r * ~ . u r  . 
- r  . .  - .1. 

:. ,J. 

Tallahassee, FL 32399 " * k g  .L , . 

- '~'cw-w=u*xY->-,- . .  -u . 
1 -  

I ; ! r  
54 14 

"7, . i  ' . ,  . .- , 
Re; Doug Palmeter 

c 
p..: 7.->.v.-.: -I .... :,.. , , - '. !,-. , ", _,II ,_ 

(904) 2 78-4986 
' ' ".i,,< .**-'. .., :<, ,., .~ 

I .  
-. Dear Mr. Roland: 

WebNet Communications, Lnc. would like to apologize for the error in which the previous 
complaint regarding Doug Palmeter ("complainant") was filed with your offices. It was a negligent 
error, and has been dealt with. 

WebNet's records indicate that the complainant's service was terminated on April 25,2000, 
and that, complainant's preferred carrier, AT&T, previously issued a credit. 

WebNet regrets the circumstances surrounding this complaint. Please advise if there is 
anytiung further that WebNet can do to satisfy this complaint. 

An extra copy of this filing is enclosed Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you .. have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick K. Allen 

Enclosure 

cc: Doug Palmeter 
741 Park Avenue, Apt. 212 
Orange Park, FL 32073 

3248 Prospect Avenue. NW 6 Washineton DC 20007 6 Ciiatnmpr Scpyyirp mn LC 
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---- Complete Name: America's Tele-Network'Corp-. -.-.___ 

Page 51 of 659 

Wailing Name{merica' ET Tele-Network Corp. 
Company Codel ~ 1 4 2 6  

-- . 

BEfD Number: 54-1765215 

MAILING INFORMATION 

Attention: 
Address Line 1:720 Hembree Place 
Address Line 2: 
City: Roswell 
E-mail Addresa: 
Web Address: http://ATN.COM 

Liaison I: J O ~  W. Little 
Title: President 

1 

Phone : ( 8 0 0 )  842-1435 

Fax 1: (770) 751-5955 

C o u n t y :  

S t a t e :  EA Zip Code: 30076-3800 

Liaison 2:Charles H. Helein 
Title: Attorney - Tariff 
Phone : (202) 466-0701 

Fax 2: 

1 
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COMPANY IDENTIFICATION 
Printed on 08/03/2000 at 08:43:35 by RR 

Complete Name: America's Tele-Network Corp. 

Mailing Name: 
Company Code: 

Address Line 1: 
Address Line 2: 
City: 
E-mail Addreaa: 
Web Address : 

America's Tele-Network Corp. 

TI426 FEID Number: 54-1765225 

CONSUMER LIAISON INFORMATION 

720 Hembree Place 

Alphare tfa State: GA Zip Code: 30076 

Page 52 of 659 

Consumer Liaison: J O ~  W. Little 
Title: President 
Phone : (800) 842-1435 
Fax: (770) 751-5955 

1 



Complete Name: 

Msiling Name: 
Company Code: 

Address Line 1: 
Address Line 2: 
City: 
E-mail Address: 
Web Address: 

COMPANY IDENTIFICATION 
Printed on 08/03/2000 at 08:44:40 by RR 

WebNet Communications, Inc. 

WebNet COrn"iCatiOn8, Inc. 
TJ299 FEID Number: 58-2411946 

CONSUMER LIAISON INFORMATION 

3248 Prospect Avenue, N.W. 

Washington State: DC Z i p  Code: 20007 

DOCKETNO, 001 I09-Tl 
EXHIBIT MW-2 

Page 53 of 659 

Consumer Liaison: Patrick Allen 
Title: 
Phone : (202) 333-8760 ( 1 
Fax : (202) 965-3987 

1 



COMPANY IDENTIFICATION 
Printed on 08/03/2000 at 08:44:33 by RR 
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Complete Name: WebNet Corqtt@cations, Inc. 
.~ 

. _ -  
.*- 

Communications, Inc. 
FEID N 58-2411946 
/ 

_<-- --- 
-’ - ---- - . - -. 

MAILING INFORMATION 

Attention: 
Address Line 1:3248 Prospect Avenue. N.W. 
Address Line 2: 
City: Washington State: DC Zip Code: 20007-3214 
E-mail Address: 

Title: President Title: Regulatory Counsel - Tariff 

Web Address: 

Liaison 1 : ~ .  Howard Lewis Liaison 2:Charles H. Helein / J 
Phone : (877) 550-3006 Phone : (703) 714-1301 

Fax 1: (877) 550-3004 Fax 2: 

County: 

. -  
I 
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The Hellein Law Group, P.C. 
8 180 Greensboro Drive 
McLean, VA 22 102 

(703) 7 14-1300 ffelephone) 
(7031 7 14-1330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, Inc (GTC) 
(703) 7 14-1320 (Telephone) 

Writer’s Direct Dial Number 

(703) 714-130 

May 24,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399 

Writer’s Email Address 

mail@helein.com 

Re: Doug Palmeter 
(904) 2 78-4986 

Dear Mr. Roland: 

America’s Tele-Network (“ATN”) presents this response to a consumer 
complaint which was filed with your office by Doug Palmeter (“complainant”). The 
complaint alleges that ATN switched complainant’s telecommunications service 
provider without authorization. 

ATN procedures for changing a consumer’s preferred carrier (“PC”) comport 
with the Federal Communications Commission (“FCC”) and state rules concerning 
the appropriate methods of obtaining a consumer’s PC change authorization: 1) a 
signed ietter of agency (“LOA”); andor 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bona 
fide request for ATN service was confirmed by a third party verification company. 
ATN records indicate that complainant‘s service was switched in conformance with 
company policy. 

ATN regrets the circumstances surrounding this complaint. ATN records 
indicate that the local telephone company has recoursed the charges. ATN hopes 
that the complainant is satisfied with the resolution of the above referenced 
complaint. 



DOCKET NO aoi I O ~ - T I  
EXHIBIT M W - I  

Page 56 of 659 

May 24,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to 
the undersigned in the enclosed self addressed posted envelope. If you have any questions 
concerning this matter, please contact the undersigned at the above address. 

Charies H. Helein 

Enclosure 

cc: Doug Palmeter 
741 Park Avenue, Apt. 212 
Orange Park, FL 32073 
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T h e  Helein Law Group, P.C. 
8 180 Greensboro Drive 
McLcan, VA 22102 

(703) 7 14-1300 (Telephone) 
(7031 714.1330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
(703) 7 14-1320 (Telephone) 

Wrirer’s Direct Dial Number 

(703)714-1300 

May 24,2000 

VL4 FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shwnard Oak Blvd. 
Tallahassee, FL 32399 

Re: Doug Palmeter 
(904) 2 78-4986 

Dear Mr. Roland: 

DOCKET No 001 109-TI 
EXHIBIT MW-2 

Page 58 of 659 

Wrirer’s Email Address 

mail@belein.com 

America’s Tele-Network (C‘ATN”) presents this response to a consumer 
complaint which was filed with your office by Doug Palmeter (“complainant”). The 
complaint alleges that ATN switched complainant’s telecommunications service 
provider without authorization. 

ATN procedures for changing a consumer’s preferred carrier (“PC”) comport 
with the Federal Communications Commission (“FCC”) and state rules concerning 
the appropriate methods of obtaining a consumer’s PC change authorization: 1) a 
signed letter of agency (“LOA”); andor 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bona 

fide request for ATN service was confirmed by a third party verification company. 
ATN records indicate that complainant‘s service was switched in conformance with 
company policy. 

ATN regrets the circumstances surrounding this complaint. ATN records 
indicate that the local telephone company has recoursed the charges. ATN hopes 
that the complainant is satisfied with the resolution of the above referenced 
com p I aint. 
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TO: - 

Subject: 
tajane99@hotmail.com 
31 6789TlDoug Palmeter 

Dear' Ms. Scott , 

Regarding the credit for customer Doug Palmeter. Thank you f o r  responding. I've 
attempted to contact Mr. Palmeter to verify credit from AT&T, but have been unable to 
reach him. 

Frankly, I still do not understand why AT&T should issue a credit. The slamming complaint 
is with your company, Webnet, and not AT&T. Under Florida Public Service Commission (PSC) 
slamming rules, your company is supposed to provide the Florida PSC with a copy of 
verification tape or LOA. So far we have not received tape or LOA. If you cannot 
provide valid tape or LOA, then this case will be closed as a slamming infraction against 
Webnet. In that case, Webnet will be required to issue proper credit, not AT&T. 

Please let me know if you have any questions, and please provide your response regarding 
the slamming issue including verification tape or LOA to the FPSC by 08/25/2000. 

Sincerely, 

Randy Roland 
Florida Public Service Commission 
850 -410 - 803 7 (Voice) 
8 5 0 - 410 - 8 03 8 ( Fax) 

. 



Business Name Request No. 3179423 Kame LEPPER ,EMILY MS. 
I 

Consumer In for ma fion 

Name: EMSLY C LEPPER 

Business Name: 

Svc Address: 2526 PINELLAS POINT DRIVE SOUTH 

County: Pinellas Phone: (727) -867-8829 

City/Zip: Saint Petersburg / 33712- 

Account Number: 

Caller's N-: EMILY C LEPPER 

Mailing Address:2526 PINELEAS POINT DRIVE SOUTH 

City/Zip:Saint Petersburg ,FL 33712- 

Can Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 73-67 00 

Utility Inform a tion 
Company Code: TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen317942T 

Response Needed From Company? y 

Date Due:05/30/2000 
Fax: 611,703-714-3330 

~______ 

Cnterim Report Received: / / 

Zeply Received: 05/30/2000 

Xeply Received Timely/Late: T 

Cnformal Conf. : N 

PSC Information 

Assigned To: ELLEN PLENDL 

Entered By: EPLENDL 

Date: 05/15/2000 

Time: 15:24 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl Rpt Req'd: 0 5 / 3 0 / 2 0 0 0  

Certified Letter Seat: 1 / 

Certified Letter Rec'd: / / 
~ 

Closed by: MEP 

Date: 06/29/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

lustomer states that she was switched from AT&T to Webnet without authorization or request. Customer s t a t e s  
;he has returned to her carrier of choice. West has informed the Commission that WebNet is the carrier that 
initiated the switch in service. 

?lease investigate this matter, contact the customer and provide me with a detailed written report including 
;OA/Tape and applicable credits for switching fees, as well as an adjustment of rates to that of the 
:ustomer's preferred carrier by the date below. 

lou are required to provide a verification tape or LOA. 

l u s t o m e r  contact is Ms. Emily Lepper at ( 7 2 7 ) - 8 6 7 - 8 8 2 9 .  

'aken by Dan Flores 

rquest No. 317942T Name LEPPER ,EMILY MS. Business Name 

AGE NO: 1 



1 

FAX responses to 850-413-7168 
or Email your response to pscreply@psc.state.fl.us 

05/30/2000 Received report via US Mail. Documentation provideL to the PSC indicates that WebNet Communications 
received a third party verification to make a switch in service. The company issued a credit of $10.00 to 
reimburse the customer for charges. eplendl 

05/30/2000 Contacted LEC. GTE-Florida reports the customer's long distance service is now switched to ATLT 
effective May 1, 2000. eplendl 

05/30/2000 FAX TO CO. Your report is not complete. No third party verification tape was provided to the 
Commission, though the report indicates that the company received a third party verification. 

You are required to provide the third party verification tape. 

Failure to provide the verification tape will result in this inquiry being closed as an apparent rule 
violation. The company will be directed to issue full credit for the  first billing cycle as well as a credit 
equal to the rates of the customer's previous carrier. 

The third party verification tape is due by Friday, June 9, 2000. eplendl 

06/05/2000 Received verification. The tpv indicates the service will be switched to Webnet. Additionally, 
the tpv states the customer will receive a check in the amount of $100.00. The customer states her name and 
address. eplendl 

06/06/2000 Contacted customer. eplendl 

06/06/2000 FAX TO CO. Your report is incomplete. 

The customer states she did not ever receive a check in the amount of $100.00 as stated on the TPV by the 
verifier. 

1) WebNet is now directed to issue a credit in the amount of $100.00 to the customer's account through the 
LEC . 
Florida Administrative Code rules indicate the following: 

(3) (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

2 -  2 1" g 

!equest N o .  317942T Name LEPPER ,EMILY MS. Business Name 2 

'AGE NO: 2 

- 
s 



1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities o f  another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for  
each number; 

5. Statement that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers to 
be changed. 

2 )  Dum to the lack of applicable in€omation on the verification cd, WebNet is now directed to issue full 
credit for the  first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3) A supplemental report is due with the amount of credit and date issued by Friday, June 23, 2000. eplendl 

06/19/2000: Received report via US Mail. A credit of $100.00 was issued to the account on June 8, 2000. This 
credit was sent in the form of a check payable to the customer under separate cover. A credit of $10.00 for 
switching fees was issued on 06/19/2000. This credit should appear on the account in one to two billing 
cycles. A letter was sent to the customer. eplendl 

06/29/2000 Contacted LEC. GTE-Florida reports the service was switched to AT&T. eplendl 

06/29/2000 Closed by telephone conversation with the customer. Customer appears satisfied and will check to 
ensure that the credit appears on the account. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch in service. 

' 2  . ,  . . I .  8 
i 

Business Name . 6 2  
.equeat No. 317942T Name LEPPER ,EMILY MS. 

'AGE NO: 3 
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!..* r---ArdP i & RETURIU 
gze- 

WebNet Communicationsg$Z 
u s  

June 14,2000 PY? 

VIA FTRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Emily C. Lepper 
Request No. 31 7942T 

Dear Ms. P l e d :  

In reference to the above mentioned complaint, enclosed please find a check in the amount 
of $100.00 payable to Ms. Emily Lepper for the promotion WebNet Communications, Inc. (“WC’’) 
offered WNC has also applied a credit in the mount of S 10.00 for switchng fces to the customer‘s 
account. Such credits generally take between one to three billing cycles to appear on the customer’s 
account. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of this filing is enclosed Please date ~ti~.mp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

\I 
Patrick H. Allen 

Enclosures 

cc: Emily C. Lepper 
2526 Pinelias Point Drive South 
St. Petersburg, FL 33712 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

FIDELITV NATIONAL BANK 
ATLANTA. GA 

64-240/611 
Page 64 of 659 

6/8/2000 

Emily Lepper 
2526 MInols Point Dr. S. 
St Petersburg, FL 33712 

727-867-882 MEMO 

WEBNET COMMUNCI 

Emily Leppe 
Promotion 

1 19.O7( X)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 727-867-8829 

Am7-r 
-. 

1296 
6/8/2000 

100.00 

100.00 



- 
WebNet Communications, hc. 

June 14,2000 

VIA FIRST CLASS MALL 

MS. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Emily C. Lepper 
Request No. 31 7942T 

Dear Ms. Pfendl: 

En reference to the above mentioned complaint, enclosed please find a check in the amount 
of $100.00 payabIe to Ms. Emily Lepper for the promotion WebNet Communications, Lnc. ("WC") 
offered W C  has also applied a credit in the mount of $10.00 for switching fees to the customer's 
account. Such credits generally take between one to three billing cycles to appear on the customer's 
account. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of ttus filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

'J 
Patrick H. Allen 

Enclosures 

cc: Emiiy C. Lepper 
2526 Pinellas Point Drive South 
St. Petersburg, FL 33712 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 
i 

61812000 

~~~~~ Emily Lepper I $ **1oo.ou 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
ARS 
faalum 

nba& Emily Lepper 
2526 MInols Point Dr. S. 
St Petersburg, J?L 33712 

i 
.aly ..,-*.., 

MEMO 727-867-8829 1 19.07( l)(z), Florida Statutes: Bank account numbers 

11' or debit, charge, or credit card numbers given to an 
,.-: z*! 

agency for the purpose of payment of any fee or debt 
WEBNET CoMMuNciAi owing are confidential and exempt from subsection (1) 

Emily Lepper and s.24(a), Art. 1 of the State Constitution . . . 

.L.,.. 

1296 
6/8/2000 

Promotion 100.00 

Checking - Fidelity 727-867-8829 100.00 
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Commissioners: 
JOE GARCIA, CHAIRMAN 
J. TERRY DEASON 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LILA A. JABER 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-6100 

L ? 

/ .  

FACSIMILE TMNSMITTAL COVER SHEET , .L 

DA TE: ~ - L - O O  

FROM: D r v I s m v  OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413-7168 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 

NUkIBER OF PAGES, INCLUDING THIS COVER SHEET: \ 

CAPITAL CIRCLE OFFICE CENTER. 2540 SHUMARD O A K  BOULEVARD 0 TALLAHASSEE, FL 32399-0850 
An Aflirmative ActionlEqual Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FL.US 
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The Helein Law Group, P.C. 
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Suite 700 
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Writer’s Direct Dial Number 
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(+:g2 
Writer’s E-mail Address 

mail@helein.com 

May 31,2000 

VIA FJiRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Emily C. Lepper 
Request No. 31 7942T 

Dear Ms. Plendl: 

WebNet Communications, tnc. ( “ W C ” )  presents this response to a consumer 
complaint which was filed with your office by Emily C. Lepper (“complainant”). The 
complaint alleges that WNC switched complainant’s telecommunications service 
provider without authorization. 

Enclosed please find the third-party verification tape as required for 
compiainant. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and 
re” it to the undersigned in the enclosed self addressed posted envelope. If you have 
any questions conceming this matter, please contact the undersigned at the above 
address. 

Charles H. Helei; - 



Enclosures 

cc: Emily C, Lepper 
2526 Pinellas Point Drive South 
St.  Petersburg, FL 33712 
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The Helein Law Group, P.C. 
8 180 Greensboro Drive 
Suite 700 
McLean, VA 22102 

(703) 7 14-1300 (Telephone) 
(703) 7 14-1330 (Facsimile) 
mail@helein.com 
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Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
(703) 714-1320 (Telephone) 

Wrirer’s Direct Dial Number 
(703) 714-1300 

May 3 1,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen PIendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Emily C. Lepper 
Request No. 327942T 

Dear Ms. Piendl: 

-2 i  
Writer’s E-mail Addrws ,?- “W 

WebNet Communications, hc. (“WNC”) presents this response to a consumer 
complaint which was filed with your office by Emily C. Lepper (“complainant”). The 
complaint alleges that WNC switched complainant’s telecommunications service 
provider without authorization. 

Enclosed please find the third-party verification tape as required for 
complainant. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and 
return it to the undersigned in the enclosed self addressed posted envelope. If you have 
any questions concerning this matter, please contact the undersigned at the above 
address. 

pp---- . 
74+; 

i i 7  

f-9 
Charles H. Helein 
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CC: Emily C. Lepper 
2526 Pinellas Point Drive South 
St. Petersburg, FL 33712 
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The Helein Law Group, P.C. 
8 180 Greensboro Drive 
McLean, VA tt 102 

(703) 7 14-1300 (Telephone) 
(703) 7 14-1330 (Facsimile) 
mail@helein.com 
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May 26,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

page 73 of 659 

STAMP & RETURN 

Writer’s Email Address 

mail@hclcin.com 

Re: Emily C. Lepper 
Request No. 31 79423 

Dear Ms. Plendt: 

WebNet Communications, Inc. (‘WNC’’) presents this response to a consumer 
complaint which was filed with your office by Emily C. Lepper (“complainant”). The 
complaint alleges that WNC switched complainant‘s telecommunications service 
provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport 
with the Federal Communications Commission (“FCC”) and state rules concerning the 
appropriate methods of obtaining a consumer’s PC change authorization: I )  a signed 
letter of agency (“LOA”); andor 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bonafide 
request for WNC service was confirmed by a third party verification company. WNC 
records indicate that complainant’s service was switched in conformance with company 
policy. 

WNC regrets the circumstances surrounding this complaint. WNC’s records 
indicate that a credit in the amount of $10.00 has been issued. Such credits generally 
take between one to three billing cycles to appear on a customefs account. WNC hopes 
that the complainant is satisfied with the resolution of the above referenced complaint. 
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Ms. Ellen P l e d  
May 26,2000 
Page 2 of 2 

-md! 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enciosed self addressed posted envelope. If you have any questions concemin 
this matter, please contact the undersigned at the above address. ? w.2 % 

ly.. 
1,-; 

; *:W:f 
:+ ,.: . 

.''L.?-. 
~ - 7  

.. - 
I. ' - _..' 

Charles H. Helein 

Enclosures 

cc: Emily C. Lepper 
2526 Pinellas Point Drive South 
St. Petersburg, FL, 33712 



N 9 Request No. 3 1 7 9 4 2 ~  N a m e  tBPP8R ,EMILY KS. Bus iness  Name 

6w1,,03-714-1330 
.- 

P 

'Certified Letter B e n t ;  / / 

Consumer Information 

Uame: 8 M I C Y  C LEPPER 

lusinass Name : 

j V C  Address: 2526 PiI.fBLLr=S FCTNT D R I V E  S 3 U T H  

hmty: Pinellas Phone: ( 7 2 7 )  -B67-8829 

I .~ - ~ _ _  _ _  -- 
Florida Public Service 

Commission - Consumer Request 
2540 Shumard Oak Boulevard 

Tallahassee, Florida 32399 
850-4 13-6 7 00 

I ._ __ 
Utility information 

Company Code : TJ2 9 9 

__- _- 
PSC Information 

Rssigned To: IZLLKY PLENDL 

h t e r e d  By: EPLENDL 

Date: 05/15/2000 

Time: 15:24 

Vi a : PHONE 

(Phone/Hail/Fax/8-Mail) 

Prelim Type: SUMMING 
II City/Zip: S a i n t  Petersburg / 33712 - 11 Company: WZBNET COMMUNICATIONS, I N C  . 

Informal Coni.: t8  I 'I Closeout  -pa: 

1, Apparent  Rule Violation: 

Customer states that she was switched from ATcT to Webnet without authorization or request. Customer 
s t a t e s  she has returned to hex carrier of choice. Pwest  has informed the Commission that WebNet is t h e  
c a r r i e s  that initiated t h e  s w i t c h  in service. 

P l e a s e  investigate t h i s  matter, contact the custamer and provide me w i t h  a detai led  written report including 
LOA/Tape and applicable credits for switching €ees ,  as well as dp adjustment of rates  to that of the 
customer's preferred carrier by the  date below. 

Y o u  are required to provide a verification tape or LOA.  

N 

2 
E 
! Taken by D a n  F ~ D K ~ S  

Customer Contac t  i s  Ms.  b l y  Lepper at ( 7 2 7 ) - 8 6 7 - 8 8 2 9 .  
I 

4 VI 

0, 
m 
"I Business Name 0 

Name LEPPER ,EMILY MS.  
i 
KJ Request No. 3179421 
E 

PAGE NO: 1 
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The Helein Law Group, P.C. 
8 180 Greensboro Drive 
McLean. VA 22 102 

(703) 714+1300 (Telephone) 
(703) 7 14-1330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
(703) 7 14-1320 (Telephone) 

Writer’s Direct Dial Number 

(703) 7W13OO 

May 26,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Emily C. Lepper 
Request No. 31 7942T 

Writer‘s Email Address 

mail@elem.com 

. .. 
:.?“Pi 

Dear Ms. Plendl: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer 
complaint which was filed with your office by Emily C. Lepper (“complainant”). The 
complaint alleges that WNC switched complainant’s telecommunications service 
provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC’’) comport 
with the Federal Communications Commission (“FCC”) and state rules concerning the 
appropriate methods of obtaining a consumer’s PC change authorization: 1) a signed 
letter of agency (“LOA”); and/or 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bonafide 
request for WNC service was confirmed by a third party verification company. WNC 
records indicate that complainant’s service was switched in conformance with company 
policy. 

WNC regrets the circumstances surrounding this complaint. WNC‘s records 
indicate that a credit in the amount of $10.00 has been issued. Such credits generally 
take between one to three billing cycles to appear on a customer‘s account. WNC hopes 
that the complainant is satisfied with the resolution of the above referenced complaint. 
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Ms. Ellen Plendi 
May 26,2000 
Page 2 of 2 

An extra copy of h s  filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

- 
Charles H. Helein 

Enclosures 

cc: Emily C. Lepper 
2526 Pinellas Point Drive South 
St. Petersburg, FL 33712 
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Via Electronic Mail 

May 15,2000 

Mr. Dan Flores 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Ms. Emily C. Lepper, (727) 867-8829 
Request #316345T 

Dear Mr. Flores: 

Please be advised that Qwest Communications Corporation (Qwest) has completed a review of 
the issues raised in the complaint filed by Ms. Emily C. Lepper. After investigation, Qwest has 
determined that Ms. Lepper is a customer of Webnet Com.. Inc. 

Qwest cannot respond to this complaint as Qwest acts solely as a provider of transport services 
for Webnet Com., Inc. The company in question is a reseller of Qwest and is currently offering 
reseller services to other regionally based switchless resellers. The reason why Qwest appears on 
Ms. Lepper’s phone bill, is because Webnet Com., Inc uses Qwest’s Carrier Identification Code 
(CIC). 

As a general rule Qwest never interfaces with the end user nor do we have access to the Letter of 
Agency for account numbers provisioned on behalf of the reseller. For legal reasons Webnet 
Com.. Inc has the responsibility as the reseller and not Qwest. Any future correspondence 
regarding this case should be directed to the following: 

Webnet Corn., Inc 
11770 Haynes Bridge Road 
Suite 205 
Alpharetta, GA 30004-1970 
Tel: (614) 799-7535 

Should you have any further questions regarding this matter please feel free to contact this office. 

Sincerely, 

Richard Hayes 
Regulatory Specialist 
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WebNet Communications, Inc. 
Mailing Address 

3248 Prospect Avenue, N. W. 
Washington, DC 20007-3214 

Location 
3248 Prospect Avenue, N.  W. 
Washington, DC 20007-3614 

Contact Information 
M. Howard Lewis, President, (877) 550-3006 
Charles H. Herein, Regulatory Counsel - Tariff, (703) 714-1301 
Fax: (877) 550-3004 

Regulation Information 
Company Code: TJ299 
Certificate(s1: 7220 
Certificated for: Prepaid Debit Card Provider, Reseller 
Current Company Tariff and Pcndinc Tariff UDdates 



HP OfficeJet 
Personal Priater/Fax/Copier 
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61 7037141330 

Result Pages Time Duration Diamostic 

OK 05 Sent May-16 14:27 00:01:22 002582030022 
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May-3 1-00 1 1 :44 

Identification 

617037141330 

Result Pares Ty~e Dare Time Duration Diamnstic 

OK 03 Sent May-31 11 :43 00:01:03 002582030022 
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DIRECTOR 
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FROM: DIVISION OF CONSUMER AFFAIRS 
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TELEPHONE NUMBER: (850) 413-61 00 OR 1-800-342-3552 

COMMENTS: 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: > 
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An Affirmative ActioniEqual Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FL.US 



Request No. 318942T Name DEW ,BRUCE M.R. Business Name 

Consumer lnformafion 

Name: BRUCE A DEW 

Business Name: 

SVC Address: 23.50 NW 46TH STREET 

County: Gilchrist Phone: (9041-935-0521 

City/Zip: B e l l  / 32619- 
Account Number: 

Caller's Name: BRUCE A DEW 

Mailing Address: 2150 NW 46TH STREET 

City/Zip:BELL ,FL 32619- 

Can Be Peached: 

~ ~~ ~ ~ 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

8 50-4 7 3- 6 7 00 

Utility Information 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, I N C .  

A t t n .  P a t r i c k  Allen318942T 

Response Needed From Company? y 

Date Due! 0 6 / 0 B / 2 0 0 0  

Fax: 6 W 1 . 2 0 2 - 9 6 5 - 3 9 8 7  

tnterim Report Received: / / 

Zeply Received: 05/30/2000 

teply Received Timely/Late: T 

tnformal Conf.: N 

PSC lnformation 

Assigned To: VICTOR MCKAY 

Entered By: NCHESTER 

Date :  05/24/2000 

Time: 08:25 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl Rpt Req'd: / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 
~~ ~ 

Closed by: m p  

Date: 09/07/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that he was switched from Qwest to WebNet without authorization or request. Customer states 
he has returned to his carrier of choice. Customer states that he has been charged $ 9 . 3 2  by your company 
thus far .  Please investigate this matter, contact the customer and provide the F1. Public Service 
Commission with a detailed written report including LOA/Tape and applicable credits for switching fees, as 
well as an adjustment of rates to that of the customer's preferred carrier by the due date. 

Case taken by Nekey Chester 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

2 
08 

i ;ij 

6 /8 /00  FAX TO WEBNET COMMLRJICATIONS: = o  - 

05/30/2000 Received report via US Mail. eplendl 
0, z z  
a 2 3  

3 
2 Request No. 318942T Name DEW ,BRUCE MR. Business Name 

PAGE NO: 1 



PLEASE NOTE THAT, IN THIS COMPLAINT, THE ANALYST REQUESTED A COPY OF THE THIRD PARTY VERIFICATION. IT HAS 
NOT BEEN PROVIDED. FLORIDA PSC RULE 25-22.032 STATES, IN PART: 
( 2 )  The designated staff member shall investigate the complaint and attempt to resolve the dispute 
informally. To 
that end, the staff member may request the parties to provide copies of bills, billing statements, field 
reports, 
written documents, or other information in their possession which may be necessary to resolve the dispute. 
PLEASE COMPLY WITH THIS RULE BY PROVIDING A RECORDING OF THE THIRD PARTY VERIFICATION. 
DICK DURBIN, REGULATORY SUPERVISOR/CONSULTANT 

0 7 - 0 5 - 2 0 0 0  Report received via U.S mail (no CD). VMcKay 

7 / 7 / 0 0  Sent certified letter to company reminding it of its responsibility to respond properly to my 
request for proof of authorization. D. Durbin 

7/21/00 Received e-mail from company: 
T just wanted to advise you that I am sending a response to consumer 
Complaint of Mr. Bruce Dew - File Number 318942T v i a  f i r s t  class mail 
today, July 21st, 2000 to your attention. 

Thank you, 
Jane M. Scott 

07-24 -2000  Reply received via U S Mail. VMcKay 

0 9 / 0 7 / 2 0 0 0  Reviewed report. It appears t h a t  WebNet was unable to locate a third par ty  verification. 

The company issued credit of $21.06 to the account on May 2 4 ,  2000. This c r e d i t  was sent in t h e  form of a 
reimbursement check. 

The Company issued credit of $69.10 to the account on June 28, 2000. This credit was sent in the form of a 
reimbursement check. Two letters were sent to the customer with the checks. eplendl 

0 9 / 0 7 / 2 0 0 0  Closed. A closure letter will be sent to the customer. eplendl 

VI 
\o b g  - 

0 Y 
r! 

Request No. 318942T Name DEW ,BRUCE MR. Business Name 
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Commissioners: 
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Mr- Bruce A. Dew 
2150 NW 46th Street 
Bell, FL 32619 

$3ubIu aerbite QLommi$$ion 
September 8,2000 

RE: 318942T 

Dear Mr. Dew: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
First, let me give you some background on Florida law and telephone company WebNet. 

changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, confinns the customer’s requested change; or 

(c) the customer’s requested change is verified through a qualified, independent 
firm which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distunce 
company and has responded by mailing an in formational package, which 
includes a postcard that the customer can use to confirm a change request. 

Documentation provided to the Public Service Commission indicates the company, issued 
a credit of $21.06 to the account. This credit was sent under separate cover in the form of a 
refund check payable to you on May 24, 2000. In addition, WebNet issued a credit of $69.10 
to the account. This credit was sent under separate cover in the form of a refund check payable 
to you on June 28, 2000. You should have already received these reimbursement checks. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLANASSEE, FL 32399-0850 
An Allirmativc ActiodEqual Opportunity Employer 

PSC Websitc: wwwmcri.neI/psc Internet E-mail: contact@pscstattfl.us 
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Mr. Bruce A. Dew 
Page 2 
September 8,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Calls” list. This is an altemative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account Without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may caU your 
local ‘telephone company, or call toll-free 1-700-555-4 I4 I or 1-700-555-1 1 1 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this oppokmity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-511- 
0809, or by E-mail at eplendI@psc.state.fl.us. 

Sincerely, /- 

Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc 

July 21,2000 

VIA FIRST CLASS MAIL 
Mr. Dick Durbin 
Florida Public Service Commission 
Communications Divkion 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: 

Dear Mr. Durbin: 

Bruce Dew - FiIe Number 318942T 

In previous correspondence regarding a consumer complaint which was filed with your office 
by Bruce Dew ("complainant") against WebNet Communications, Jnc. (WNC), WNC stated that its 
procedures for changing a consumer's preferred carrier (PC) are in compliance with the Federal 
Communications Commission (FCC) and state rulesconcerning the appropriate methodsfor obtaining 
a consumer's PC change authorization. 

WNC's verification procedures use the taped verification method. An independent, non- 
affiliated, qualified and trained verification company questions each consumer who has been 
transferred to it by WNC's marketing arm, and a tape is made of the verification that the consumer 
has in fact made a request for service, and that he/she understands that fact. WNC's third party 
verification company retains copies of these tapes and supplies them to WNC when requested. 
Coupled with t b  verification procedure is the policy that when an order is submitted for 
provisioning, it has been verified that it is not subject to PIC fieeze (or arrangements have been made 
to have the fieeze released) and that all necessary information about the consumer's service have been 
accurately included with the provisioning order. 

Company procedures appear to have been followed in this case, and hence WNC's position 
is that comphainant's service was switched in conformance with company policy and regulatory 
requirements. Furthermore, when the complaint was received, WNC also followed standard 
procedure and requested the vefication tape to respond to the Commission. As has been indicated, 
W C ' s  third party verification company has been unable to locate the tape. After firther diligence, 
the search has failed to locate the tape, and as WNC has no record of its having received the tape, 
it must be concluded that the tape no longer exists. It must also be noted, that ifthe tape had been 
sent to WNC, and it was then mislaid though inadvertence, the vefication company does not 
routinely retain a duplicate, which Zit did, could have been supplied to replace the missing original. 
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Mr. Dick Durbm 
July 21,2000 
Page 2 

WNC greatly regrets \,at fact that all efforts have failed to produce the tape. NonetheIess, 
WNC denies having acted contrary to applicable regulations or to its own corporate poEcies. WNC 
has already taken the steps necessary to satisfy the consumer's complaint to the fullest extent possible 
and remains willing to take additional reasonable actions to address any unanswered concerns. But 
the liability of WNC's ver5cation company to supply the tape which it created and possessed should 
not be construed as the responsibility of WNC since it has no control over the circumstances which 
have led to the unavailability of the tape. 

Patrick H. Allen 
Enclosures 

cc: BruceDew 
2 150 NW 46th Street 
Bell, FL 32619 
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WebNet Communications, LDC 

July 2 1,2000 

VIA FIRST CLASS MAIL 
Mr. Dick Durbm 
Florida Public Service Commission 
Communications Division 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-OS50 

G) '.-A Re: Bruce Dew - File Number 318942T 

Dear Mr. Durbm: 

In previous correspondence regardmg a consumer complaint which was fled with your office 
by Bruce Dew ("complainant") against WebNet CommUnications, Inc. (WNC), WNC stated that its 
procedures for changing a consumer's preferred carder (PC) are in compliance with the Federal 
Comunications Commjssion (FCC) and state rulesconcernhg the appropriate methods for obtaining 
a consumer's PC change authorization. 

WNC's verification procedures use the taped verification method. An independent, non- 
affiliated, qualified and trained verification company questions each consumer who has been 
transferred to it by WNC's marketing arm, and a tape is made of the verification that the consumer 
has in fact made a request for service, and that heishe understands that fact. WNC's third party 
verification company retains copies of these tapes and supplies them to WNC when requested. 
Coupled with this verification procedure is the policy that when an order is submitted for 
provisioning, it has been ve&ed that it is not subject to PIC fieeze (or arrangements have been made 
to have the fieeze released) and that all necessary information about the consumer's service have been 
accurately included with the provisioning order. 

Company procedures appear to have been followed in this case, and hence WNc's position 
is that complainant's service was switched in conformance with company policy and regulatory 
requirements. .Furthermore, when the complaint was received, WNC also followed standard 
procedure and requested the verification tape to respond to the Commission. As has been indicated, 
WNC's third party verification company has been unable to locate the tape. After Wer diligence, 
the search has Med to locate the tape, and as WNC has no record of its having received the tape, 
it must be concluded that the tape no longer exists. It must also be noted, that ifthe tape had been 
sent to WNC, and it was then mislaid through inadvertence, the verification company does not 
routinely retain a duplicate, which ifit did, could have been supplied to replace the missing original. 
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WNC greatly regrets that fact that all efforts have failed to produce the tape. Nonetheless, 
WNC denies having acted contrary to applicable regulations or to its own corporate policies. WNC c-- . , -.> 

'..&T- has already taken the steps necessary to satisfy the consumer's complaint to the fdlest extent possible 
and remains willing to take additional reasonable actions to address any unanswered concerns. But 
the liability of WNC's verilication company to supply the tape which it created and possessed should 
not be construed as the responsibility of WNC since it has no control over the circumstances which 
have led to the unavailability of the tape. 

Patrick H. Men 
Enclosures 

cc: BruceDew 
21 50 NW 46th Street 
Bell, FL 32619 
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Commissioners: 

SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LILG A. JABER 

J. TERRY DEASON, CHAIRMAN 
DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELM 
DIRECTOR 
(8 5 0 )  4 1 3-6 1 00 
TOLL FREE. 1-800-342-3552 

July 10,2000 

Mr. Patrick H. Allen 
Webnet Communications, Inc. 
3248 Prospect Avenue, NW 
Washington, DC 20007 

CERTIFIED MAIL 

Re: FPSC Complaint #318942T 

Dear Mr. Allen: 

On May 24, 2000, the Florida Public Service Commission (PSC) filed complaint #3 18942T 
with Webnet Communications, Inc. (Webnet) on behalf of Bruce A. Drew. In that complaint, the 
PSC analyst requested, “Please investigate this matter, contact the customer and provide the FI. 
Public Service Commission with a detailed written report including LOA/Tape and applicable credits 
for switching fees, as well as an adjustment of rates to that of the customer’s preferred carrier by the 
due date.” 

On May 30, 2000, this office received a letter from Webnet advising that the company had 
complied with all “state rules concerning the appropriate methods of obtaining a consumer’s PC 
change authorization ....” On June 8,2000, I sent a fax to Webnet advising you that the third party 
verification requested in the initial compIaint had not been provided. At that time I again requested 
the third party verification recording. On July 7,2000, I received a letter from Webnet reiterating 
the company’s stance that it had authorization to change the customer’s PC. No proof of 
authorization was included in the letter. 

As I pointed out to you in my June 8,2000, fax, Florida PSC Rule No. 25-22.032 states, in 
part: 

(2) The designated staff member shall investigate the complaint and attempt to resolve the 
dispute informally. To that end, the staffmember may request the parties to provide copies 
of bills, billing statements,fleld reports, written documents, or other in formation in their 
possession which may be necessary to resolve the dispute. 

CAPITAL CIRCLE OFFICE CENTER 2540 SAUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Affirmativc A c t i o d q u a l  oppor7uni@ Employer 

PSC Website: http://www.floridapsc.com internet E-mail: contact@pscstattn.us 
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Florida State Statute 350.127(1) states: 

"The Commission may impose upon any regulated company that is forriid to have 
refused to comply with or wirrfully violated arty luwful rule or order of the 
Commission, or any statute administered by the Cornmission, a penalty for each 
suck offense of not more tlran $5,000, to be fmed, imposed, and collected by the 
Commission, or the Cornmission may, for any such violation, ant end, sirspend, or 
revoke any certificate issued by ihe Commission. EacJt day that such refirsal or 
violation continues shall constitute a separate offense. " 

Please be assured that, should you fail to provide the requested proof of authorization within 
five (5) working days following receipt by Webnet of this letter as evidenced by the certified mail 
receipt, I will refer the case to proper authority for disposition. 

Please let me know if you have any questions. I can be reached at 1-800-342-3552 or by E- 
mail at ddurbin@psc.state.fl.us. 

Sincerely, 

Dick Durbin 
Regulatory Supervisor/Consultant 
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June 30,2000 

VL4 FTRST CLASS MAIL 
Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Bruce Dew - Request No. 3 7 8942T 

Dear MI-. McKay: 

WebNet Communications, Inc. (“WNC”) presents this second response to a consumer 
complaint which was filed with your ofice by Bruce Dew (“complainant”). The complain1 alleges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a cansumer-s preferred carrier (“PC”) compofl with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer‘s PC change authorization: 1) a signed letter of agency (“LOA”); andloT 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonofide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $24.80. A copy of the 
refund check is attached for your review. WNC hopes that the complainant is satisfied with the 
resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. PIease date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact- the undersigned at the above address. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 



Mr. Victor McKay 
June 30,2000 
Page 2 

Enclosures 

cc: BruceDew 
2 1 50 NW 46th Street 
Bell, FL 32619 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

- - -  

1363 FIDELITY NATIONAL BANK 
A 

6/28/2000 

ORDER PAY To OF THE Bruce A Dew I $ **69.10 , 

Bruce A Dew 
Branford, FL 32008 

MEMO 904-935-0521 1 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

and s.24(a), Art. 1 ofthe State Constitution . . . 
WEBNET COMMUNCIP owing are confidential and exempt from subsection (1) 

Bruced Dew 
Refunds 

1363 
6/28/2000 

69.10 

Checking - Fidelity 904-935-0521 69.10 



The Helein Law Group, I?-C. 
8 180 Greensboro Drive 
McLean, VA 22 102 

(703) 7 14-1 300 (Telephone) 
(703) 714-1330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, lnc. (GTC) 
(703) 7 14-1320 (Telephone) 

Writer’s Direct Dial Number 

(703)714-1300 

May 26,2000 

VlA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: BruceDew 
Request No. 3189423 

QOCKE1 No 001 109.TI 
EXHIBIT MW-2 
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Writer’s Email Address 

mail@)helein.com 

Dear Mr. Roland: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer 
complaint which was filed with your office by Bruce Dew (“complainant”). The 
complaint alleges that WNC switched complainant’s telecommunications service 
provider without authorization. 

W C  procedures for changing a consumer’s preferred carrier (“PC”) comport 
with the Federal Communications Commission (“FCC”) and state rules concerning the 
appropriate methods of obtaining a consumer’s PC change authorization: 1) a signed 
letter of agency (“LOA”); andlor 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bonafide 
request for WNC service was confinned by a third party verification company. WNC 
records indicate that compl&nant’s service was switched in confomance with company 
policy. 

WNC regrets the circumstances surrounding this complaint and in the interest 
of consumer relations, WNC has issued complainant a refund check in the amount of 
$21.06. A copy of the refund check is attached for your review. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 
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Mr. Victor McKay 
May 26,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersibwed at the above address. 

Charles H. Helein 

Enclosures 
cc: BruceDew 

2150 NW 46th Street 
Bell, FL 32619 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 
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FIDELITY NATIONAL BANK 
ATLANTA, GA 

5/24/2000 

TOTHE Bruce A Dew 
ER OF 

Bruce A Dew 
Branford, FL 32008 

bI0 904-935-05; I 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

Bruce A De\ and s.24(a), Art. 1 of the State Constitution . . . 
WEBNET COMMUNC’ owing are confidential and exempt from subsection (1) 

Refunds 

Checking - Fidelity 904-935-0521 

1208 
5/24/2000 

21.06 

21.06 



R e q u e s t  N o .  3 1 9 1 6 3 T  N a m e  SHEPPARD ,HOLMER MR. B u s i n e s s  N a m e  

Consumer Information 

N m :  HOLMER SHEPPARD 

Business N a m e  : 

Svc Address: 1301 KEYSTONE POINT 

C o u n t y :  Po lk  Phone: ( 8 6 3 )  -967-5900 

C i t y / Z i p :  A u b u r n d a l e  / 33823- 

A c c o u n t  N u m b e r :  

C a l l e r ' s  N a m e :  HOLMER SHEPPARD 

Mailing A d d r e s s : 1 3 0 1  KEYSTONE P O I N T  

C i t y / Z i p : A U B U R N D A L E  ,FL 33823- 

C a n  Be R e a c h e d :  

E-Tracking N u m b e r :  

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Ta /la hass ee, Florida 32399 

850-4 13-6 I00 

Utility In form a tion 
C o m p a n y  C o d e :  T J 2 9 9  

C0mpany:WEBNET COMMUNICATIONS, I N C .  

A t t n .  P a t r i c k  A l l e n 3 1 9 1 6 3 T  

R e s p o n s e  N e e d e d  From C o m p a n y ?  y 

D a t e  D u e :  06/09/2000 
Fax: 9 1 1 . 8 7 7 - 5 5 0 - 3 0 0 4  E 

[ n t e r i m  R e p o r t  R e c e i v e d :  / / 

teply R e c e i v e d :  06/12/2000 

reply R e c e i v e d  T i m e l y / L a t e  : T 

hformal  C o n f .  : N 

PSC lnformation 

A s s i g n e d  To: ELLEN PLENDL 

E n t e r e d  By: EPLENDL 

D a t e :  0 5 / 2 5 / 2 0 0 0  

T i m e :  13:42 

V i a  : PHONE 

P r e l i m  Type:SLAMMING 

PO : 

D i s p u t e d  A m t :  0 .00  

supmntl Rpt Req'd: 07/06/2000 

C e r t i f i e d  Letter Sent: / / 

C e r t i f i e d  L e t t e r  Rec'd: / / 

C l o s e d  by: mp 

D a t e :  08/03/2000 

C l o s e o u t  Type: LS-13 
A p p a r e n t  Rule V i o l a t i o n :  y 

S e e  attached report. 

It appears that the customer's long distance carrier of choice was changed from AT&T to Webnet 
Communications, Inc. without authorization. Qwest has informed the Commission that Webnet Communications, 
Inc .  is the carrier that initiated the switch in service. 

* Provide verification obtained for the change in service. 

* Provide applicable credit and/or balance due information on t h i s  account. 

* Confirm the customer has been contacted regarding t h i s  matter. 

Case taken by Telsula Morgan 

R e q u e s t  N o .  31916311 N a m e  SHEPPARD ,HOLMER MR. B u s i n e s s  N a m e  -.I - 

PAGE NO: 1 



FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US 

06/12/2000 Received r e p o r t  and v e r i f i c a t i o n  tape  v i a  US M a i l .  I t  appears t h e  v e r i f i c a t i o n  tape  contains  the  
customer's name and address .  However, t h e  tape  does not i n d i c a t e  the  company name or t h e  i s s u e  t h a t  t h e  
long d i s t ance  s e r v i c e  would be switched. 
This c r e d i t  w a s  s e n t  i n  the form of a reimbursement check payable t o  t h e  customer under separate cover. The 
customer should rece ive  t h i s  check i n  one t o  two b i l l i n g  cycles .  eplendl  

A c r e d i t  of $ 5 4 . 0 4  w a s  i s sued  t o  t h e  account on June 7, 2000. 

07/06/2000 FAX TO CO. 

1) W e b N e t  i s  now d i r e c t e d  t o  i s s u e  a c r e d i t  i n  t he  amount of $100.00 t o  t h e  customer's  account through t h e  
LEC . 
Florida Administrative Code r u l e s  i n d i c a t e  t h e  following: 

(3) [a)  The LOA submitted to t h e  company request ing a provider change s h a l l  inc lude  the? following 
information (each s h a l l  be sepa ra t e ly  stated): 

1. Customer's b i l l i n g  name, address,  and each telephone number t o  be changed; 

2. Statement c l e a r l y  iden t i fy ing  the  c e r t i f i c a t e d  name of t h e  provider  and t h e  s e r v i c e  t o  which t h e  customer 
wishes t o  subscr ibe ,  whether o r  not  it uses  t h e  f a c i l i t i e s  of another company; 

3. Statement t h a t  t h e  person request ing t h e  change i s  authorized t o  request t h e  change; 

4 .  Statement t h a t  the customer 's  change request  w i l l  apply only t o  t he  number on t h e  request and t h e r e  
must only be one presubscribed l o c a l ,  one presubscribed local toll, and one presubscribed t o l l  provider  f o r  
each number; 

5. Statement t h a t  the LEC may charge a fee f o r  each provider change; 

The v e r i f i c a t i o n  d i d  no t  inc lude  t h e  statement about t he  LEC charging a fee f o r  t h e  provider  change, t h e  
determination t h a t  the person on t h e  phone w a s  authorized to make a switch i n  s e r v i c e ,  o r  t h e  phone numbers 
to be changed. 

3) A supplemental r e p o r t  is due with t h e  $100.00 check amount, the date sent to t h e  customer, and copy of 
the  check as promised on t h e  v e r i f i c a t i o n  tape with no f u r t h e r  ob l iga t ion  t o  t h e  customer by Friday, July 2 m u  

% $g - z z  

L ?  

28, 2 0 0 0 .  eplendl  0 -44 
4 5s 

5 
\o - 

R e q ' u e s t  N o .  319163T Name SHEPPARD ,HOLMER MR. Business Name 
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Request No. 3191623 Name NELSON ,KERMIT MR. Business Name 

Consumer Information 

Name: KERMIT NELSON 

Business Name: 

Svc Address:514 2ND STREET 

C0unty:Polk Phone: (863)-984-2017 

City/Zip: Polk City / 33868-6 

Account Number: 911125 

Caller's Name: GRACIE NELSON 

Mailing Address:514 2m STREET 

City/Zip:POLK CITY ,FL 33868-6004 

Can Be Reached: 

~~~~ 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Ta /la h ass ee, Florida 3 2399 
850-413-6100 

Utility ln forma t ion 
Company Code : TJ2 99 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen319162T 

Response Needed From Company? y 

Date Due:06/09/2000 
Fax: 6W1,703-714-1330 

tnterim Report Received: / / 

teply Received: 05/30/2000 

?eply Received Timely/Late: T 

tnformal Conf.: N 

It appears that the customer's long distance ca r r i e r  of choice was changed from MCL 

PSC information 

Assigned TO: ELLEN PLENDL 

Entered By2 TMORGAN 

Date: 05/25/2000 

Time: 13:39 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl R p t  Req'd: / / 

Certified Letter Sent: / / 

Certified L e t t e r  Rec'd: / / 

Closed by: m p  

Date: 06/29/2000 

Closeout Type: LS-13 
Apparent Rule Violation: 

to WebNet 
without authorization. Customer states that when she was solicited to change her long distance service a 
recording was on the phone that asked if she wanted to receive additional information on the long distance 
service press 1 and if not press 2. Customer states that when she pressed one for additional information, 
all she heard w a s  a recording that said thank you. Customer states that she did not know her service was 
switched until GTE informed her of the change in service. 

* Provide verification obtained f o r  the change in service. 

* Provide applicable credit and/or balance due information on this account. 

* Confirm the customer has been contacted regarding this matter. 

z z  
W Z  

2 
0 Name NELSON ,KERMIT MR. Business Name Request No. 319162T 

PAGE NO: 1 



Case taken by Telsula Morgan 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

06/0S/2000 Received report and verification cd by US Mail. The tpv indicates the service will be switched 
to Webnet. Additionally, the tpv states the customer will receive a check in the amount of $100.00- The 
customer s t a t e s  her name and address. The customer did not state a birthdate, Social Security number or 
mother's maiden name as a personal identifier. eplendl 

06/06/2000 Contacted customer. eplendl 

06/06/2000 FAX TO CO. your report is incomplete. 

The customer states she did not ever receive a check in the amount of $lOO.OO as stated on the TPV by the 
verifier . 
1) WebNet: is now directed to issue a credit in the amount of $100.00 to the customer's account through the 
LEC . 
Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Stataent that the LEC may charge a fee for each provider change; 

2 F g  
1 6  determination that the person on the phone was authorized to make a switch in service, or the phone numbers ? r: " b  

The verification did not include the statement about the LEC charging a fee for the provider change, the % r n  

z z  
Request No. 319162T Name NELSON ,KERMIT MR. Business Name 2 - '0 - 0 

PAGE NO: 2 



to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, June 23, 2000. eplendl 

06/19/2000 The customer called. She said she received a check for $100.00, from the company. She said the 
check stub has the word promotion on it. She does not want to sign the check until she knows for sure that 
her service will not be switched again./JPLESCOW 

06/19/2000: Received r epor t  via US Mail. A credit of $100.00 was issued to the account on June 8 ,  2000. 
This credit was sent in the f o r m  of a check payable to the customer under separate cover. A credit of $1.68 
f o r  switching fees was issued on 06/19/2000. This credit should appear on t h e  account in one to t w o  billing 
cycles. A letter was sent to the customer. eplendl 

0 6 / 2 9 / 2 0 0 0  Contacted LEC. GTE-Florida reports the service w a s  switched to MCI. eplendl 

06 /29 /2000  Closed by letter. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch in service. 
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Commissioners: 
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June 30,2000 

Mr. & Mrs. Kermit Nelson 
514 2nd Street 
Polk City, FL 33868-6004 

RE: 319162T 

Dear Mr. & Mrs. Nelson: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
WebNet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a cull to an automated 800 iiumber and, through a sequence 
of prompts, confirms the customer's requested change; or 

(c) the customer's requested change is verifed throirgli a qualified, independent firm 
which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance company 
and has responded by mailing an informuhmal package, which includes a 
postcard that the customer can use to confirm a change request. 

Documentation provided to the Public Service Commission indicates the company issued a 
credit of $1.68 to the account on May 31,2000. This credit should appear on the account in one to 
two billing cycles. In addition, WebNet issued a credit of $1 00.00 on June 8,2000. This credit was 
sent under separate cover in the form of a r e h d  check payable to you on June 8,2000. You should 
have already received this check. You may cash this check without further obligation to WebNet. 

CAPITAL CIRCLE OFFICE CENTER 9 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850 
An AfIirmative ActionlEqual Opportunity Employer 

PSC Website: www.scri.netlpac internct E-mail: coniact@psc.stsie.~.us 
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Mr. & Mrs. Kermit Nelson 
Page 2 
June 30,2000 

GTE-Florida, your local telephone company, repons the long distance service was switched 
to MCI WorIdCom at your request. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “Nu Sales Solicitation Calls ” list. This is an altemative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (prefenedcanier) Freeze.” 
This will prohibit h t u r e  changes to your account without your written authorization. If you wish to 
verify the long distance company that is assigned to your line, you may call your local telephone 
company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note that these 
numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
fiu-ther assistance, please contact me toll free at 1-800-342-3552, by fax toll fiee at 1-800-511-0809, 
or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

h d n  Plendl 
Regulatory Specialist 

Enclosure 
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Commissioners: 
JOE GARCM, CHAIFNAN 
3.  TERRY DEASON 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LILA A. JABER 

DIVISION OF CONSUMER AFFAIRS 

DIRECTOR 
BEVERLEE DEMELLO 

(850) 413-6100 
TOLL FEE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

DA TE: b-lo - 00 

FROM: DIVISION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413- 71 68 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aflirmativr ArtionlEqual Opportunity Employer Internet E-mail CONTAff@PSC.STATE.FL.US 
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WebNet Communications, Inc. 

June 14,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen P l e d  
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32339 

Re: Kermit Nelson 
Request No. 31 9l62T 

Dear Ms. Plendl: 

’In reference to the above mentioned complaint, enclosed please find a check in the amount 
of $100.00 payable to Mr. Kermit Nelson for the promotion WebNet Communications, Inc. 
(“WNC”) offered WNC has also credited Mr. Nelson in full in the amount of $1 AS, for t he  period 
of April 15,2000 to April 17,2000. 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this maner, please contact the undersigned at the above address. 

’’ Patrick H. Allen 

Enclosures 

cc: Kermit Nelson . ’  
5 I4 2nd Street 
Polk City, FL 33868-6004 

3248 Prospect Avenue, NW 6 Washington. DC 20007 4 Customer Service (R771 RRC\-n1fx 
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1 Z Y  I 

6/8/2000 

PAY TO THE Kermit Nelson - 1 $ **100.00 ORDER OF 

863-984-201 7 MEMO 

I 

WEBNET COMMUNCtA 

Kermit NeIsoi 
Promotion 

or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection ( 1 )  
and s.24(a), Art. 1 of the State Constitution . . . 

1297 
6/8/2000 

iao.00 

Checking - Fidelity 863-984-2017 100.00 
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WebNet Communications, Inc. 

June 14,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Kermit Nelson 
Request No. 3193623 

Dear Ms. Plendl: 

h reference to the above mentioned complaint, enclosed please find a check in the amount 
of $100.00 payable to Mf. Kermit Nelson for the promotion WebNet Communications, Inc. 
(“WNC”) offered WNC has also credited Mr. Nelson in full in the amount of $1.68, for the period 
of April 3 5,2000 to April 17,2000. 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If iou have any questions concerning 
this matter, please contact the undersigned at the above address. 

’’ Patrick €3. Allen 

Enclosures 

cc: Kermit Nelson 
514 2nd Street 
Polk City, FL 338686004 

3248 Prospect Avenue, NW 4 Washington. DC 20007 + Customer Service (8771 880-0 166 
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6/8/2000 

863-984-201 MEMO 

WEBNET COMMUNCI 

Kermit Nelsi 
Promotion 

1 I9.07( l)(z), Florida Statutes: Bank account numbers / fL& ~ ....___._..I._" Lp I 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection ( I )  
and s.24(a), Art. 1 of the State Constitution . , . 

1297 
61812 0 00 

100.00 

Checking - Fidelity 863-984-2017 100.00 
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The Helein Law Group, P.C. 
8180 Greensboro Drive 
Suite 700 
McLean. VA 22102 

(703) 7 14-1300 (Telephone) 
(703) 7 14-1 330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
(703) 714-1320 (Telephone) 

Writer’s Direct Rial Number 
(703) 714-1300 
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Writer’s E-mail Address 
malehelem com 

May 31,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Kermit Nelson 
Request No. 31 91 62T 

Dear Ms. Plendl: 

WebNet Communications, lnc. (“WNC”) presents this response to a consumer 
complaint which was filed with your office by Kermit Nelson (“complainant”). The 
complaint alleges that WNC switched complainant’s telecommunications service 
provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport 
with the Federal Communications Commission (“FCC”) and state rules concerning the 
appropriate methods of obtaining a consumer’s PC change authorization: I ) a signed 
letter of agency (“LOA”); andor 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bonafide 
request for WNC service was confirmed by a third party verification company. WNC 
records indicate that complainant’s service was switched in conformance with company 
policy. Please find enclosed thud party verification tape. 

WNC regrets the circumstances surrounding this complaint. WNC’s records 
indicate that a credit in the amount of $1.68 has been issued. Such credits generally 
take between one to three billing cycles to appear on a customer‘s account. WNC hopes 
that the complainant is satisfied with the resolution of the above referenced complaint. 



DOCKET NO 001 109-TI 
EXNIBIT MW-2 

Page 115 of 659 

Ms. Ellen Plendl 
May 3 1,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

+,-;,--,-” - \ , 

Charles H. Helein 

Encl osures 

cc: Kermit Nelson 
5 14 2nd Street 
Polk City, F’L 33868-6004 
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The Helein Law Group, P.C. 
8180 Greensboro Drive 
Suite 700 
McLean, VA 22102 

(703) 714-1300 (Telephone) 
(703) 7 14.1330 (Facsimile) 
mail@helein.com 

Management Consulting Group 
Global Telecompetition Consultants, Inc. (GTC) 
(703) 714-1320 (Telephone) 

Writer’s Direct Dial Number 
(703 1 7 14-1 300 

May 3 1,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen flendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 
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STAMP & RETURN 

Writer’s E.mail Address 
mail@eleimom 

Re: Kermit Nelson 
Request No. 319162T 

Dear Ms. PIendl: 

WebNet CommUnications, Inc. (LLWNC)’) presents this response to a consumer 
complaint which was filed with your office by Kermit Nelson c‘complainant”). The 
complaint alleges that WNC switched complainant’s telecommunications service 
provider without authorization. 

W C  procedures for changing a consumer’s preferred carrier (“PC”) comport 
with the Federal Coxnmmications Commission (“FCC”) and state rules concerning the 
appropriate methods of obtaining a consumer’s PC change authorization: 1) a signed 
letter of agency (“LOA”); and/or 2) a taped verification made by a third party 
verification company of a consumer’s request for service. In this instance, a bonafide 
request for WNC service was confirmed by a third party verification company. WNC 
records indicate that complainant‘s senrice was switched in conformance with company 
policy. Please find enclosed third party verification tape. 

WNC regrets the circumstances surrounding this complaint. WNC’s records 
indicate that a credit in the amount of $1.68 has been issued. Such credits generally 
take between one to three biIhg cycles to appear on a customer’s account. WNC hopes 
tbat the complainant is satisfied with the resolution of the above referenced complaint. 



Ms. Ellen Plendl 
May 31,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

t,-;,--l-w- - , 

Charles H. Helein 

Enclosures 

cc: Kermit Nelson 
514 2nd Street 
Polk City, FL 33868-6004 



Request No. 319162T Business Name 

Consumer Information 

Nome: XERMIT NELSON 

Business Nome: 

Svc Address: 514 ZND STREET 

County: P o l k  Phone: (863) -984-2017 

CiIy/Zip: Polk C i t y  1 33868-6  

4ccount Number: 9111~5 

toller's Nome: (JRACIE NELSON 

Moiling Address: 514 ZND STREET 

City/Zip: FOLX CITY ,PL 33868-6004 

Con Be Reoched: 

Florida Public Service 
Cornmission - Consumer Request 

2540 Shumord Oak Boulevard 
Tallahassee, Florid0 32399 

850-4 13-6 100 

Utility Information 

Company: NEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen319162T 

Response Needed From Company? Y 

Date Due: o 6 / o s / z o o o  

nterim Report Received: / /  

ieply Received: / /  

?eply Received Timely/lote: 

rtformul Conf.: N 

PSC Information 

Assigned To: ELLEN PLENDL 

Entered By: "UJ 

Dole; 05/25/2000 

Time: i3:39 
Vio: PHONE 

Prelim Type: SLAMMING 

PO: 

Supmntl Rpl Req'd: / I  
Certified telter Sent: / /  

Certified Lelter Rec'd: / I  

Closed by: 

Dale: / 
Closeout Type: 
Aoourcrd Rule Violutiun: 

It oppeors Ifid the customer's long d i s k "  carrier of choice wos chonged lrom MCI l o  M'ebNel 
without oulhorizolion. Customer stoles tho! when she was soliciled to chnnge her long distance service o recarding was on Ihe phone tho! asked if she wonlcd lo  receive 
odditionol information on the lonq dislnnce service prcss 1 orid if not press 2. Ciislomcr states that when she pressed one lor odrlilioriol informotion, 011 she heord WCIS o 
recording ihat said thank you. Customer sfotes that she did no1 know her service was swilched unlil GlE inlormed her of I h t  chnnge in service. 

* Provide verilication obtained for Ihe chonge in service. 

* Provide opplicoble credit and/or balonce due information on this occounl. 

+ CDnlirm the cuslomer tios been contocled rcgording this mottcr. 

Case laken by Telsula Morgan 
on - Request He. 319162T N a e  NELSON ,KERMIT MR. Easiness Narne I 

m 
n 

1 ORIGINAL 



Business Name Request No. 320172T Name AMATO ,MARY A" MS. 

PSC Information Consumer In for ma tion 

Name: MARY ANN AMATO 

Business Name: 

Svc Address: 501 WOODSTORK CIRCLE 

County: Manatee Phone: (941) -792-9159 

City/Zip: Bradenton / 34209- 
Account Number: 

Caller's Name: MARY A" AMATO 

Mailing Address: 501 WOODSTORK CIRCLE 

City/Zip:BRADENTON ,FL 34209- 

Can Be Reached: (941)-792-9159 

Florida Public Service 
Commission - Consumer Requl 

2540 Shumard Oak Boulevar 
Tallahassee, Florida 32399 

850-4 73-67 00 

Utility In for ma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC 

Attn. Patrick Allen320172T 

Response Needed From Company? y 

Date Due:06/21/2000 
Fax: 

Interim Report Received: / / 

Reply Received: 06/19/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

issigned To: TAR- GORDON 

Cntered By: AHASHISH 

Date: 06/06/2000 

rime: 12:24 

Via: FAX 
(Phone/Mail/Fax/E-Mail) 

Prelim Type : SLAMMING 

PO : 

3upmntl Rpt Req'd: 09/07/2000 

'ertified Letter Sent: / / 

Zertified tetter Rec'd: / / 

Closed by: m p  

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Please review the attached correspondence in which the customer reports the 
following: 
Customer states that her service was slammed. Customer states that she was contacted by a telemarketer who 
asked for her name and address to send her information about t he  companies service. Customer states that she 
at no time authorize any switch in service. 

Cancel the account 
Credit the customer 
Cease b i 11 ing 

Please provide LOA/Tape verification. z 
Please investigate this issue, contact the customer and provide me with a 
detailed written report that addresses the issues in the correspondence, and 4 z z  

% E O  
1 5 5  W 

8 ;, 8 
W - - 

0 Zequest No. 320172T Name AMATO ,MARY ANN MS. Business Name 

PAGE NO: 1 



confirms the customer has been contacted either by letter or phone. 

PLEASE NOTE** The information on this form is only a summary of the 
customer's concerns. Additional information, important to this matter, may be 
contained in the correspondence. 

**Inquiry taken by A. Hashisho** 
ahashish@psc.state.fl.us 

CONTACT NUMBERS 
CAF FAX: 850/413-7168 
CAF EmaiI:pscreply@psc.state.fl.us 

06/19/2000: Received report via US Mail. CD attached. C. Sirianni 

6/20/2000 Customer called to state that she received check from company for $11.48 when disputed amount is 
$85.23. Customer would like a complete refund. RLOGAN 

09/07/2000 Reviewed report and third party verification. The verifier states, "Thank you for choosing 
WebNet as your long distance provider." It appears that the verifier states the customer should spell their 
name as they want it to appear on the $100.00 check. Customer spells her name as Mary Ann Amato. The 
verifier states the customer should say her address and birthdate. The customer gives the address, but not 
her date of birth. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. The customer does not offer a birthdate. 

The company issued credit of $11.48 to the account on June 8, 2000. The credit: was sent in the form of a 
refund check. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

a =  
0 

&quest No. 3 2 0 1 7 2 T  Name AMATO ,MARY A" MS. Business Name 3 
PAGE NO: 2 



2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes t o  subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider f o r  
each number; 

5. Statement that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee f o r  the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. The customer does not offer a birthdate. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
epl end1 

10-05-2000 Reply received via US Mail. RLogan 

10/06/3000 Reviewed report. Webnet also issued a credit of $70.43 on October 3, 2000. This credit was sent 
in the form of a refund check. You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. However, a copy o f  this refund check was not included 
in the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

10/27/2000 Customer correspondence received via U . S .  mail and forwarded to E l l e n  PlendJ. €or review. 
AHashi sho 

2 z g  
10/27/2000 Reviewed customer letter. It ,appears the customer sent a thank you letter for the assistance in E2 N S z  

PAGE NO: 3 
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Florida Public Service Commission 
Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

TO THE ATTENTION OF: TARRAH GORDON 

DATE: October 24,2000 

Dear Tarrah Gordon, 
This is to thank you for your in-depth research into the slamming which took place in June of this 
year concerning my long distance ielephone carrier and a group called WEBNET 
COMMUNICATIONS. 

Your prompt attention to the problem and !he settlement you were able to make on my behalf is 
truly appreciated. 

It is comforting to know that the consumer division is truly effective and that personnel such as 
yourself are efficient and attentive and dedicated to consumer problems. 

Most sincerely, - %--=A- -7 
Mary Ann Amato 

REC-* - 3Lct1 7 z T  
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STATE OF FLORIDA 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-6100 

October 9,2000 

Ms. Mary Ann Amato 
501 Woodstork Circle 
Bradenton, FL 34209 

RE: 320172T 

Dear Ms. Amato: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the folIowing conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, con finns the customer's requested change; or 

(c) the customer's requested change is verified through a qualified, independent 
firm which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance 
company and has responded by mailing an informational package, which 
includes a postcard that the customer can use to confirm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $1 1.48 
to the account on June 8, 2000. This credit was sent in the form of a reimbursement check. 
You should have already received this refund check. Webnet also issued a credit of $70.43 
on October 3, 2000. This credit was sent in the form of a r e h d  check. You should receive 
this check in one to two billing cycles. 

~~~~~~~~ .1 - 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Afirrnativr Actio~'~/Equal Opportunity Employer 

PSC Website: www.scri.neUpsc Internet E-mail: contact~pacstntt.fl.us 
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WebNet Communications, Inc. 

October 3, 2000 

VIA FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

ECEIVE -1 
FLORlDA PUBLK: SERVICE 

COMMISSION I ’  COHSUMER AFFAIRS 

Re: - Mary Aim Amato R e p  - 3201 72T 

Dear Ms. Tarrah Gordon: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Mary Ann Amato (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonaJide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $70.43. A copy 
of the refund check is attached for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

L 

- .  . .  *m. . .. . -1-11-1 . I 
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June 14,2000 

VIA FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service CormniSsion 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Mary Ann Amato 
Request No. 3201 72T 

Dear Ms. Gordon: 

WebNet Comunicatiom, Inc. (WC”) presents this response to a comumer complaint 
which was fded with your office by Mary Ann Amato ( “ C o m p ~ ) .  The complaint alleges that 
WNC switched complainant’s telecormnUnications service provider without authorkition. 

WNC procedures for changing a coflsumef’s preferred carrier (‘PC‘) comport with the 
Federal Communications C o d i o n  (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
ln this instance, a bonofide request for WNC service was cod- by a third party veacation 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstaaces surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $1 1.48. A copy of the refund 
check is attached for your review. WNC hopes that the cornplainant is satisfied with the resolution 
of the above referenced complaint. 



DOCKET No 001 109-TI 
EXlllBlT MW-2 

Page 129 of 659 

Ms. Tarrah Gordon 
June 14,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersignen m the enclosed seEaddresed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

' PatrickH.AUen 

Enclosures 
cc: MaryArmAmato 

501 Wood Stork Circle 
Bradenton, FL 34029 
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WebNet Communications, Xnc. 

June 14,2000 

VIA FIRST CLASS MAIL 

Ms. Tarraf.1 Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Mary Ann Amato 
Request No. 3203 72T 

Dear Ms. Gordon: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was iiled with your office by Mary Ann Amato (“complahant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verdication company of a consumer‘s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $1 1.48. A copy ofthe r e h d  
check is attached for your review. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 
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WEBNET COMMUNCIATIONS, INC. 

WASHtNGTON. D.C. 20007 
3248 PROSPECT AVENUE, NW 

6/8/2000 

941-792-915 11 9.07( l)(z), Florida Statutes: Bank account numbers #, /g2i!i5?--..-L 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

and s.24(a), Art. 1 of the State Constitution . . . 
WEBNET COMMUNCI, 

Mary Ann A: 

owing are confidential and exempt from subsection ( 1 )  1 

11. 
6/8/2000 

-L 
Refunds 

Checking - Fidelity 941-792-9159 11. 
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@uillu Berbh CommiMon 
June 8,2000 

Ms. Mary Am h a t o  
501 Woodstork Circle 
Bradenton, FL 34209 

RE: FPSC Inquiry #320172T 

Dear Ms. Amato: 

Thank you for contacting the Florida Public Service Commission about WebNet 
Communications, Inc. I appreciate the opportunity to help you. 

We have asked the company to contact you to resolve the problem and provide us with a 
detailed, written report explaining its resolution of the matter. I will follow up with you regarding 
the results of our investigation. 

If you have any questions, please call me toll-free at 1-800-342-3552, or by toll-free fax at 
1-800-5 1 1-0809, ox my e-mail at tgordon@psc.state.fl.us. 

Tarrah V. Gordon 
Regulatory Specjalist I 
Division of Consumer Affairs 

TVG:ewe 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aftirmstive ActiodEqual Opportunity Employer 

PSC Websitr: hCtp://www.floridspsc.com Internet E-mail: contact@psc.stakfl.us 



WCKEI No 001 109-TI 
'3*1 T u g  0552 EXHIBIT MW-2 

Page 133 of 659 

TO: FLORIDA PUBLIC SERVICES UTlLlTfES COMMISSION 
FROM Mary Ann Amato, 501 Woodstork Circle, Bradenton. Florida 34209 
Tel; 941 792 9159 Fax 941 795 0552 
DATE. June 5,2000 

This is to notify you of a scam operation regarding Long Distance Server Changes 

On April 20th ILD TELESERVICES, Billing on Behalf of WEBNET I 800 433 4518 
Supelvisors Number 1 877 880 0166 changed over my LONG DISTANCE, 
INTERNATIONAL and INTRA-STATE carrier from MCI to their setvices This went into 
effect without my authorization , 

My recollection of their unsolickd telephone call required that I give them m y  name 
and address when I rejected their sales offer of better rates and their appeal to change 
carriers. I suggested they could mail their information to me for my consideration. I 
affirmed I do no sales transactions over the telephone. 

When and I receieved my bill ApriV May Bill from GTE, I immediately telephoned the 
WEBNET -t-800 433 4518 number and after a long wait did speak to a rfpresentative 
I questioned who they were and how and why I was now behg billed by WEBNET 
when my carrier is MCI. 

To this they played a tape of my voice giving them may name and address. I asked if 
they had a Ecording of why I was giving a name and address to them. At that point 
the represenatative became rude and abusive and when I asked to speak to her 
supervisior, she said the supervisor would call me, Thai was three weeks ago. I have 
never heard from them. t have tried the so-called supervisor's number 1 877 880 0166 
innumerable times. It says all lines are busy and asks that you call back later. 

The bill from this company reflected outrageously high charges on all calls and woutd 
have been one-fifth the  charge had it gone through MCI. 

GTE has kindly credited my account with those charges and MCI is covering the  cost of 
the carrier changes that have to be made and at GTE's suggestion carrier change 
restrictions have been placed an my records 

Even if this ILD TELESERVICE, calling themselves WEBNET was in business for only 
a one-month period, it has no doubt made thousands of dollars from unsuspecting 
people whose voices were recorded, without notice that such taping was taking place. 
and this translated by this company to mean they are given authorization for carrier 
change. 

I am writing to alert this Commission of this telephone servor scam and believe thal 
some action must immediately be faken against them. 
Thank you for giving this matter your time and attention. 
S in ce re ly , 

Mary Ann Amato 
-71 - -=-c-. 
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Request No. 320198T Name PIERCE ,MICHELLE MRS Business Name 

Consumer Information 

Name: MICHELLE PIERCE 

Business Name: 

SVC Address: 821 HI STREET 

C0untY:Palm Beach Phone: (561) -963-6372 

City/Zip: Lake Worth 33461- 

Account Number: 

Caller's Name: MICHELLE PIERCE 

Mailing Address: 821 HI STREET 

City/Zip:Lake Worth ,FL 33461- 

Can Be Reached: (356)-733-2121 

~~ ~~~ 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
850-4 13-6 I00 

Utility ln for ma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane320198T 

Response Needed From Company? y 

Date Due:06/21/2000 
Fax: 9W1,800-815-0348 

Cnterim Report Received: / / 

Zeply Received: 06/19/2000 

Zeply Received Timely/Late: T 

Lnformal Conf.: N 

PSC Information 

Sssigned To:VICTOR MCKAY 

Zntered By: RLOGAN 

Date: 06/06/2000 

rime: 13:58 
Via : PHONE 

(Phone/Mail/Fax/E-Mail) 

?relim Type: SLAMMING 

?O : 

;upmntl R p t  Req'd: 09/07/2000 

:ertified L e t t e r  S e n t :  / / 

Tertified L e t t e r  Rec'd: / / 

Closed by: NJS 

Date: 11/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she was switched from BellSouth local long distance and ATkT t o  WebNet without 
authorization or request. Customer states she has returned to her carrier of choice. She states that she 
was contacted on the phone by someone offering $100 if she would give her name and number. They a l so  asked 
her to say yes if she wanted more information. She states t h a t  she never spoke to a human only an automated 
voice. She never agreed to switch service only asking for more information. She states that she previously 
was with BellSouth at $30.00 a month for unlimited toll calls. She states that they claimed to be Sprint on 
the phone but never told her of any change in her phone service. 

Please credit the customer for the improper switch. Please rerate the customer back to her previous charges 
that she was paying with BellSouth. 

2 F E  
Please investigate this mattes, contact the customer and provide the F1. Public Service Commission with a 3 $2 

4 4  detailed written report including LOA/Tape and applicable credits for switching fees, as well as an 
g $ 5  8 :.I - 
'0 - 

0 
2 

Request No. 320198T Name PIERCE ,MICHELLE MRS Business Name 

PAGE NO: 1 



adjustment of rates to that of the customer's preferred carrier by the due date. 

Case taken by Ray Logan 
FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US 

06/19/2000: Received report  via US Mail. CD attached. C. Sirianni 

09/07/2000 Reviewed report and third party verification. It appears that the verifier states thank you for 
choosing WebNet as your long distance provider. The verifier states the customer should spell their name as 
it should appear on the $100.00 check. Customer gives her name as Michelle, but does not provide a last 
name. The verifier states'the customer should say her address. The customer gives the address. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch i n  service, or the phone numbers 
to be changed. The customer does not offer her last name or birthdate. 

The company issued credit of $18.91 to the account on June 14, 2000. This credit was sent in the form of a 
reimbursement check. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

(3) (a1 The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubseribed loca l ,  one presubscribed local t o l l ,  and one presubscribed toll provider for 
each number; 

5 .  Statement that the LEC may charge a fee fo r  each provider change; 

v) m. Q 

; 
'0 - 

0 Request N o .  320198T Name PIERCE ,MICHELLE MRS Business Name 

PAGE NO: 2 



The verification did not include the statement about the LEC charging a fee 
determination that the person on the phone was authorized to make a switch i n  service, or the phone numbers 
to be changed. The customer does not offer her last name or birthdate. 

2 )  
credit for the first 30 days the customer was switched to W e b N e t  and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

for the provider change, the 

Due to the lack of  applicable information on the verification cd, WebNet is now directed to i s s u e  full 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 2 9 ,  
eplendl 

2 0 0 0 .  

10-05-2000 Reply received via US Mail. RLogan 

10/5/2000: REPORT RECEIVED: ACCORDING TO THE COMPANY'S'S REPORT 
' fSSmD TO THE CUSTOMER. 
AUTHORIZATION. 

A CREDIT FOR THE AMOUNT OF $57.19 WAS 
NO THIRD PARTY VERIFICATION TAPE OR LOA WAS PROVIDED TO CONFIRM PROOF OF 

11/8/2000: A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

m z g  - -  
D o  - 

Y) N a m e  PIERCE ,MICHELLE MRS Business N a m e  - I  * Request N o .  320198T i - 
PAGE NO: 3 
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.- DlVlSlON OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR . 
(850) 4 13-61 00 
TOLL FFEE 1-800-342-3552 

Commissioners: 
J. TERRY DEASON. CHARMAN 
E. LEON JACOBS. JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

November 21,2000 

Ms. Michelle Fierce 
821 Hi Street 
Lake Worth, FL 33461 

RE: Case #320198T 

Dear Ms. Pierce: 

This is a follo\v-up to your recent inquiry concerning the unauthorized switch of your long 
First. let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

the long distnrtce cnrnpaiiy has on linrtd a bnliot or letter from the ciistoitter 
repiestiiig sirclr n clinrige; or 

tire custoiner iiritintes n call to an airtorrtnted SOD it limber urid, tltroirglt a seqrrcme 
of proiitpts, coiifiriiis tlte cirstonier 's reqirested change; or 

the cirstomer 's reqircsied cltaiige is vet-i$ed tltroirgh a qunlifed, indepertden;firni 
wliiclt is m a  ffiliared wit11 ariy long distance conrparty; or 

the conipnliy Itas received a cirstorner request to cltarige Itis lorig distance coinparry 
arid Itas resporided witltin three days by niai!iirg of an ilrforniatiori package that 
iiicltrdes a prepaid, retirraabie posicnrd, arid an ndditiorial 14 days have passed 
before tlte contpniiy sirbirrits the long distniice conipaiiy cliange to the local 
telephone corripnrty. 

C,\PITAI.. ClItCLE OFFICE CESTEH 2540 SHIIMAKU OAK BOLILEVARLI TALLAHASSEE, FL 32399-0850 
An Afiirmatirc Adion/Equnl Opportunit! Emlbloyer 

PSC Wcbsitc: http://t* rvrv.floridopsc.rom Internet E-mail: contnct~psc.srarc.n.us 
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Ms. Michelle Pierce 
Page 2 
November 2 1.2000 

Since none of these conditions have been met. i t  appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infraction. The company has issued 
a credit of S57.19 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billin2 cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As infomlation, the PSC has implementcd some of the most strin,uent anti-slamming niles 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the slate. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slaniming in the future. including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sdes Solicirurioir Cuf fs  ’. list. This is an alternative way to 
reduce intrusion into rcsidential telephone priixcy. 

You  may also call your local telephone company and request a “PC (prefenedicarrier) 
Freeze.” This \\,ill prohibit future changes to your account without your n%tten authorization. I f  you 
wish to verify the long distance company that is assigned to your line. you may call your local 
telephone company, or call toll-free 1-700-555-3141 or 1-700-555-1 I 1  1 at any time. (Please note 
that these numbers may not identify conipanies nho resell the phone senvices of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. I f  you have any qiiestioris or need 
further assistance. please contact me toll free at 1-500-342-3551, by fas toll free at 1 -S00-511-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

Noelia J .  Santiago 
Regulatory Specialist II 
Division of Consumer Affairs 

NJS:ewe 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassec,,FL 32399 

Re: Miclielle Pierce Re&+WkW?F 
COMMISMON 

Dear Mr. Victor McKay: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Michelle Pierce (“complainant”). The complaint alleges that 
W . C  switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state d e s  concerning the appropriate meihods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $57.19. A copy 
of the rehnd check is attached for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Mr. Victor McKay 
Patrick H. Allen 
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June 14,2000 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee,FL 32399 

Re: Michelle Pierce 
Request No. 3201983’ 

Dear Mr. McKay: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Michelle Pierce (“complainant”). The complaint alleges that 
WNC witched complainant’s telecommunications service provider without authorkation. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorbtioa. 1) a signed letter of agency (“LOA”); and/or 2) 
a taped ve&cation made by a third party vedication C O ~ ~ ~ I I Y  of a consumer’s request for service. 
In h s  instance, a bonafide request for WNC service was conhned by a third party verification 
company. WNC records indicate tbat complainant’s service was switched m confomrance with 
compstny policy. 

WNC regrets the circumstanas surrounding this complaint and in the interest of consumer 
relations, WNC has issued cumplabant a refund check in the amount of $1 8.91. A copy of the refind 
check is attached for your review. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 
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6/812000 

MEMO 561-963-6372 I 19.07( l)(z), Florida Statutes: Bank account numbers f/#--- -.._ 

I or debit, charge, or credit card numbers given to an 

owing are confidential and exempt from subsection (1) 

i 

agency for the purpose of payment of any fee or debt 

and s.24(a), Art. 1 of the State Constitution . . . 
WEBNET COMMUNCIA 

Michelle Pier1 
125 

6/8/2000 
Refunds 18.91 

Checking - Fidelity 561-963-6372 18.91 
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WebNet Communications, Inc. 

June 14,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Michelle Pierce 
Request No. 320198T 

a 
4 

mu- 

g 
0 

Dear Mr. McKay: 

WebNet Communications, Inc. (“WC”) presents this response to a consumer complaint 
which was filed with your office by Michelle Pierce (“complainant”). The complaint alleges that 
W C  switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refbnd check in the amount of $1 8.9 1. A copy of the refund 
check is attached for your review. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 
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Mr. Victor McKay 
June 14,2000 
Page 2 of 2 

An extra copy of this &g is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen '.I 

Enclosures 
cc: Michelle Pierce 

821 Hi Street 
Lake Worth, FL 33461 



, 

I agency for the purpose of payment of any fee or debt 

- - - _ _ _ _ ~ -  
I& 

MEMO 561-963L637: 1 19.07( l)(z), Florida St.atutes: Bank account numbers I 
or debit, charge, or credit card numbers given t o  an 

WEBNET COMMUNCU 

Michelle Pier 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 6/8/2000 

Refunds 

12s 

18.91 

Checking - Fidelity 561-963-6372 18.91 



Reqdest No. 320219T Name ASH ,THERESA MRS Business Name 

Consumer Information 

Name: THERESA ASH 

Business Name: 

SvC Address: 2322 WESTEND AVENUE 

County: ~ o l k  Phone: (863) -682-7370 

City/Zip: Lakeland / 33803- 
Account Number: 

Caller's Name: THERESA ASH 

Mailing Address: 2322 WESTEND AVENUE 

City/Zip:LAKELAND ,FL 33803- 

Can Be Reached: (863)-682-4788 

The phone numbers in dispute are: 
863 - 6 8 2 - 7 3 7 0  
8 6 3 - 6 8 2 - 4 7 8 8  

Florida Publk Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-473-6100 
~~~ ~~ 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen320219T 

Response Needed From Company? y 

Date Due: 06/21/2000 
Fax:  6W1,202-965-3987 

Interim Report Received: / / 

Reply Received : 06 /19 / 2  000 

Reply Received Timely/Late: T 

Informal Conf.:  N 

PSC Information 

Rssigned To:VICTOR MCKAY 

Entered By: RLOGAN 

Date: 06/06/2000 

Time: 15:18 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAKMING 

PO : 

Jupmntl R p t  Req'd: 09/07/2000 

Zertified Letter Sent: / / 

Zertified Letter Rec'd: / / 

Closed by: mp 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states they were contacted by Webnet to switch their services at 5 cents a minute. They agreed to 
the switch at those rates. However when they received their bill they were charged as much as 21 cents a 
minute f o r  all calls. They are disputing charges totaling $381.85 for their first bill. They contacted the 
Company to cancel the service on 6/5/2000. At that time the company promised to rerate the calls to 7 cents 
a minute. The customer wants to be rated back to the 5 cents a minute rate they w e r e  promised. She will be 
receiving another bill from the company with more improper charges. She will be contacting us to give US the 
amount of t h a t  bill. g m u  

Z E  
'p ijQ 

Request No. 320219T Name ASH ,THERESA MRS Business Name i- 

Please credit the customer back to the 5 cents a minute rate she w a s  promised immediately on both the first 4 
8 - 8  
.o - 0 

PAGE NO: 1 



month and second month’s bill. 

Please investigate this matter, contact the customer and provide the F1. Public Service Commission with a 
detailed written report including LOA/Tape and applicable credits for switching fees, as well as an 
adjustment of rates to t h a t  of the customer’s preferred carrier by the due date. 

Case taken by Ray Logan 

E-mail: PSCREPLP@PSC.STATE.FL.US 
FAX# 850-413-7168 

06/19/2000: Received report via US Mail. CD attached. C. Sirianni 

09/07/2000 Reviewed report and third party verification. 
choosing WebNet as your long distance provider. The verifier states the customer should spell their name as 
it should appear on the $100.00 check. Customer gives her name as Theresa Ash. The verifier states the 
customer should say his address. The customer gives the address. Customer offers her birthdate of March 
2 8 ,  1956. 

It appears that the verifier states thank you for 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $143.32 to the account on June 14, 2000. This credit was sent in the form of a 
reimbursement check. eplendl 

0 9 / 0 7 / 2 0 0 0  FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer’s billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

< -  4, .  2 ;< 
3 .  Statement that the’b&ffq@cesting the change is authorized to request the change; 

, -  

‘ o =  0 

Name ASH ,THERESA MRS Business Name : Request No. 320219T 

PAGE NO: 2 



4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5 .  Statement that the LEC may charge a fee f o r  each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit f o r  the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
epl end1 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet also issued a credit of $248.58 on October 3, 2000. This credit was sent 
in the form of a refund check. You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. However, a copy of this refund check was not included 
i n  the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation f o r  unauthorized switch. Credit issued and account 
canceled. 

id g 
10 - - 

3 

Mame ASH ,THERESA KRS Business Name - s Request No. 320219T 
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Commissioners: DIVISION OF CONSUMER AFFAIRS 
J. TERRY DEASON, C w w  
E. LEON JACOBS, JR. DIRECTOR 

BEVEFUEE DEMELLO 

LILA A. JABER 
BRAUUO L. B m  

(850) 4 13-6 100 
TOLL FREE 1-800-342-3552 

#uMc Berbkt Commie's'ion 
October 9,2000 

Ms. Theresa Ash 
2322 Westend Avenue 
Lakeland, FL 33803 

RE: 3202 19T 

Dear Ms. Ash: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

(n) the long distance company has on hand a ballot or letter from the customer 
requesting such a clinnge; or 

(b) the customer initiates a call to an ailtomated 800 iicrniber and, tltroirgli a sequence 
of prompts, confirm the ctrstomer 's requested cliaizge; or 

(c) flre customer's requested change is veriped tlirotrgli a qualijied, independentfirm 
wlticli is unnffiiiated with any long distance company; or 

(d) the company has received a ciistomer request to change his long distance company 
and has responded by mailing an informational package, which includes a 
postcard that the customer can use to confirm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $143.32 to 
the account on June 14,2000. This credit was sent in the form of a reimbursement check. You 
should have already received this refind check. Webnet also issued a credit of $248.58 on 
October 3,2000. This credit was sent in the form of a refund check. You should receive this 
check in one to two billing cycles. 

CAPITAL CIRCLE OFFICE CENTER 02540 SHUMARD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Afhmativt  Aclionnqual Opportunity Employer 

PSC Websitc: www.scri.neUprc lnternet E-mail: eontact@psc.stsac.fI.us 
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Ms. Theresa Ash 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to heip you avoid slamming in the fiture, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicifafion Culls’’ list. Thls is an altemative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800- 
5 I 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

SincFy 

Ellen Plendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Theresa Ash Re$# - 3202193 

Dear Mr. Victor McKay: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Theresa Ash (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“FCyy) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $248.58. A copy 
of the refund check is attached for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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Mr. Victor McKay 
October 3, 2000 
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Enclosures 
cc: Theresa Ash 

2322 Westend Avenue 
Lakeland, FL 33803 
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WebNet Communications, he .  

June 14,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Co"ission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Theresa Ash 
Request No. 32021 9T 

Dear Mr. McKay: 

WebNet Communications, Inc. ("WNC') presents this response to a consumer complaint 
which was fled with your office by Theresa Ash ("complainant"). The complaht alleges that WNC 
switched complainant's telecom~cations service provider without authorization 

WNC procedures for changing a consumer's preferred Canier ('PC") comport with the 
Federal Cummrmications Commission (=FCC'') and state rules concembg the appropriate methods 
of obtaining a consumer's PC change authorization: 3 )  a sigued letter of agency ("LOA"); and/or 2) 
a taped vedication made by a third party ve&ation company of a consumer's request for service. 
In this instance, a bonafide request for WNC service wits c o b e d  by a third party veiikation 
company. WNC records indicate that complainaot's service was switched in conformance with 

, 

company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued CompIainant a refund check in the amount of $143.32. A copy of the 
refund check is attached for your review. WNC hopes that the complainant is satisfied with the 
resolution of the above referenced complaint. 
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Mr. Victor McKay 
June 24,2000 
Page 2 of2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned m the enclosed self addressed posted envelope. If  you have any questions concerning 
this matter, please contact the undersigned at the above address. 

I "  

'J PatrickH.AUen 

Enclosures 
cc: Theresa Ash 

2322 Westend Avenue 
Lakeland, FL 33803 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

Page 160 of 659 
A L '  

FIDELITY NATIONAL BANK 
ATLANTA. GA 

64-240/611 

6/8/2 000 

PAY TO THE Teresa Ash 1 $ **143.32 

One Hundred Forty-Three and 32/] OO******+*****************t*****~*~*****************~**~**** 
DOL 

Teresa Ash BE 
1112 W Beacon Rd 
Lakeland, EL 33803 

MEMO 863-682-478" 1 19.07( l)(z), Florida Statutes: Bank account numbers //2f.!.------ 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

WEBNET CoMMUNC' owing are confidential and exempt from subsection ( I )  12, - 
Teresa and s.24(a), Art. 1 of the State Constitution . . . Refunds 

Checking - Fidelity 863-682-4788 

6/8/2000 
143.32 

143.32 
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June 14,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Theresa Ash 
Request No. 320219T 

Dear Mr. McKay: 

WebNet Communications, Inc. (‘WNC”) presents this response to a consumer complaint 
which was filed with your office by Theresa Ash (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); and/or 2) 
a taped verzcation made by a third party veacation company of a consumer’s request for service. 
In this instance, a bona-fide request for WNC service was confinned by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $143.32. A copy of the 
rehnd check is attached for your review. WNC hopes that the complainant is satisfied with the 
resolution of the above referenced complaint. 
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Mr. Victor McKay 
June 14,2000 

An extra copy of this filing is encIosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self' addressed posted envelope. I f  you have any questions concerning 
this matter, please contact the undersigned at the above address. 

r -  

Patrick H. Men 

Enclosures 
cc: Theresa Ash 

2322 Westend Avenue 
Lakeland, FL 33803 



* 

Request No. 320358T Name VOEHRINGER ,RICHARD MR. Business Name 

Consumer Information 

Name: RICHARD C VOEHRINGER 

Business Name: 

Svc Address:  866 TOURMALINE BLVD. 

County: Palm Beach Phone: (561) -369-5471 

City/Zip: Boynton Beach / 33437- 
Account Number: 

Caller's Name: RICHARD C VOEHRINGER 

Mailing Address: 866 TOURMALINE B L M .  

City/Zip:BOYNTON BEACH ,FL 33437- 

Can Be Reached: (561) -369-5471 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
850-413-6700 

Utility Information 
Company CodetTJ299 
C0mpany:WgBNET COMM"ICATIONS, INC. 

Attn. Patrick Allen320358T 

Response Needed From Company? y 

Date D u e : 0 6 / 2 2 / 2 0 0 0  

Fax: 6W1.202-965-3987 

fnterim Report Received: / / 

2eply Received: 06/28/2000 

Zeply Received Timely/Late: T 

C n f o r m a l  C o n f  . : N 

PSC Information 

Assigned To:VICTOR MCKAY 

Entered By: AHASHISH 

Date: 06/07/2000 

Time: 14:36 

Via: MAIL 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl Rpt Req'd: / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: 09/07/2000 

Closeout Type: LS-13 
A p p a r e n t  R u l e  Violation: y 

Please review the attached correspondence in which the customer reports the following: 

Customer states that the company has slammed h i m .  Customer states that he contacted the company and was told 
that the company contacted his home on April 11, 2000  and spoke to his son Joshua. Customer states that his 
son states that he hung up on the company. Customer states that his son is a minor. Customer states that the 
account was established in his name. Customer states that the company agreed to give him only partial credit. 
Customer states that he wants a complete credit for all charges and for all switching fees incurred. 
Customer states that both his intralata and interlata were changed. 

Please provide LOA/Tape verification. 
Please investigate this issue, contact the customer and provide me with a 

i , ,\,L 
it'+ . ,  

. .  . , 4 .:, ,; :.j w m u  
,.,, . E $ R  detailed written report that addresses the issues in the correspondence, and ; ', .. :. '' - g g  

'.* ,j v: 8 -!i confirms the customer has been contacted either by letter or phone. 
4 3 F  
E 5 3  

z 

, .  
. ,  

~ .~ ., . .. . 

W Name VOEHRINGER ,RICHARD MR. Business Name - 
0 tequest No. 320358'1: 

?AGE NO: 1 



PLEASE NOTE** The information on this form is only a s m a r y  of the 
customer's concerns. Additional information, important to this matter, may be 
contained in the correspondence. 

**Inquiry taken by'A. Hashisho** 
ahashish@psc.state.fl.us 

CONTACT NUMBERS 

CAF Email:pscreply@psc.state.fl.us 
CAF FAX: 850/413-7168 

06/16/2000 Received returned letter. Reason no such number. Informing supervisor. kbaker 

06/27/00 - Customer states that he received correspondence and a check from the company. Customer would like 
to speak with the analyst before he cashes the check. 
response from the company. I informed the customer that he w i l l  be contacted within 24 hours. janderson 

Customer informed that we have not yet received a 

06/27/2000 Received report and verification tape via US Mail. eplendl 

09/07/2000 Reviewed report and third party verification. It appears that the verifier states thank YOU for 
choosing WebNet as your long distance provider. The verifier states the customer should spell their name. 
Customer gives his name as Joshua Voehringer. The verifier states the customer should say his address. The 
customer gives the address. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers to 
be changed. The verifier did not obtain the date of birth. 

The company issued credit of $61.14 to the account on June 21, 2000. This credit was sent in the form of a 
reimbursement check. eplendl 

09/07/2000 Closed by telephone conversation with Mr. Voehringer. He states that Joshua is his son, age 17 and 
not able to make a switch in service. He stated he received the reimbursement check and it is sufficient 
credit for him. He switched the local toll back to BellSouth and long distance back to Excel. He s t a t e s  he 
is now restricted to his preferred carriers. He thanked me for the assistance. eplendl 

2 ag 

iz $5 
& 5.' 

.._. .. E "5 

m This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued. 
0 5 0  

j ,  

a -  
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'AGE NO: 2 



Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the EBC m a y  charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers to 
be changed. The verifier did not obtain the customer's date of birth. 

z g  
W 

tequest No. 320358T Name VOEHRINGER ,RICHARD M R .  Business Name 0 
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?AGE NO: 3 
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June 21,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

1 .. .>.., 

Re: Richard C. Voehringer 
Request No. 3203S8T 

Dear Mr. McKay: 

WebNet Communications, Inc. (“WC”) presents this response tu a cotlsutner complaint 
which was fiied with your office by Richard C .  Voehnnger (“complainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
FederaI Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1 ) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service.’ In this instance, a bonufrde request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $61.14. A copy of the 
refund check is attached for your review. WNC hopes that the complainant is satisfied with the 
resolution of the above referenced complaint. 

3248 Prospect Avenue, NW + Washington, DC 20007 Customer Service (877) 880-0166 
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Mr. Victor McKay 
June 20,2000 
Page 2 of 2 

;> 
L e 2 4  

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the-- 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning :: 
this matter, please contact the undersigned at the above address. 

v Patrick H. Allen I 

Enclosures 
cc: Richard C. Voehringer 

866 Tourmaline Blvd. 
Boynton Beach, FL 33427 
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1 6/13/2000 

4 

.Yfo THE Joshua Voehringer 1 $ **61.14 
IUER OF 

Joshua Voehringer 
8666 Tourmaline Blvd 
Boyton Beach, fi 33437 

561-369-5471 
EM0 

1 19.07( l)(z), Florida Sta 1 es: Bank a ;ount numb 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

WEBNET COMMUNCI 

Joshua Voeh 6/13/2000 
Refunds 

. A l i i  

1301 

61.14 

Checking - Fidelity 561-369-5471 61.14 



Pa! 
RICHARD VOEHRINGER 
Account Number: 561 369-5471 724 1 
B i l l  P e r i o d  Date:  May 22, 2000 

Jun 13 

@ BELLSOUTH 

$0.00  I $116.56 1 AV 0714 R70 E05 

I Jun 13 I $107.79 I $107.79 I $0.00 I $116.56 I $116.56 

Important Notice(s) 

1,ate Charge Kemindcr: A $ I S U  additional charge will apply tu any unpaid balance as o f  J u n  22. 
If you  incur a Late Payment Charge, a n  additional Interest charge of 1.5% will also be applied to  
any unpaid balance. 

Nunpayment of Regulated Charges niar  result in discontinuance of service. Failure tu  pay unrequlated and 
certain uther charges, all o l  which are  identified by * *  on your bill, will nut result in a n  interruption of lucal 
service. The  amount of Regulated Charges may be ubtained by calling 780-2355. 

(cont inued  on page 2 
. ..... ... . . .. .. . , .._.. _ _ _  ... , . . ..... ._. __,......... ...__....I_ . , , ......... ..._...._ ... 

*****  PLEASE FOLD, TEAR tlERE ANI) REI'URN TIllS PORTION WII'tI YOUR PAYiMENT. ***** 
Please make check payable to BellSouth in US. funds. 

TOTAL 
DUE BEFORE AMOUNT DUE 

Chcck here if 
correspondence 
included. 

P . O .  BOX 33009 
CHARLOTTE NC 
28243-0001 

1Il11,l,11,l1ll1l111,lllllIllllll"lll~llllll,lll,l,~lIl~ll'll 
#OS4572 

RICHARD VOEHRINGER 
8666 TOURMALINE BLVD 
BOYNTON BC FL 33437-2420 

I l i  $ $1 
'- ;i, /I E $8  



@ BELL SOUTH 
Page 

RICHARD VOEHRINGER 
Account Number: 561 369-5471 724 18, 
B i l l  P e r i o d  Date:  May 22, 2000 

Helpful Numbers 
BellSouth Telecommunicat ions,  Inc. (BST) 

NOTE: Numbers f o r  o t h e r  companies a r e  listed o n  their b i l l  pages. 

RighCTouche Service ............................................... 1 800 826-62 
A q u i c k ,  c o n v e n i e n t ,  automated, 24 hour  customer Serv 
(See "Messages" s e c t i o n  f o r  d e t a i  Is.) 
Please p r o t e c t  your  RightTouch@ Persona l  Access Code 

B i l l i n g  Q u e s t i o n s  or to P l a c e  an Order :  
If c a l l i n g  f r o m  w i t h i n  t h e  F l o r i d a  B e l l S o u t h  
s e r v i c e  area  ........................................ 
I f  c a l l i n g  f r o m  o u t s i d e  F l o r i d a  o r  o u t s i d e  t h e  
F l o r i d a  Be 

I f  c a l l i n g  
Repa i r : 

c e  , 

PAC): 1924 

........... 780-23 

ISou th  s e r v i c e  area  .................................. 1 800 753-07 

f r o m  w i t h i n  t h e  F l o r i d a  B e l l S o u t h  s e r v i c e  a r e a  ....... 6 

I n t e r n e t :  www.beI lsouth.com 

D etai led Statement of Charges 

Service Provider Summury 
L i s t e d  below are  Loca l  T o l l  and Long D i s t a n c e  P r o v i d e r s  f o r  y o u r  I i n e ( s ) .  

Line Number Local TulI Company 
561 369-5471 QWEST COMMUNICATIONS 

56 t  733-3465 BELLSOUTH TELE 

Service Provider Contucr Number 
QUEST COMMUNICATIONS 
BELLSOUTH TELE 
EXCEL TELECOM 

1 800 860-2255 
SEE HELPFUL NUMBERS 

1 800 875-9235 

Long Distance Company 
QWEST COMMUNICATIONS 
EXCEL TELECOM 

0 r? 

z V i s i t  us  on t h e  I n t e r n e t :  www.bellsouth.com W 

AV E054572 ( c o n t i n u e d  on b.  



@I BELLSOUTH 
Page 

RICHARD YOEHRINGER 
Account Number: 561 369-5471 724 1ec 
B i t 1  P e r i o d  Date:  Hay 22, 2000 

I__ 

Detailed Statement of Charges 

A i o n M v  Local Serrlicc Chrrrges 
ilionthi) Loco1 Service - ~ l l q  32 thru J im 21 
Basic Smiccs Q41aariry 

1. FCC Local Number Portability Line Charge - t ine  2 ... 
2. Residential Line 1 ... 
3 .  Residential L i n e  1 ..I. 

b e h a l f  o f  P a l m  Bc U n i c  County. I .-. 
5 .  FCC Charge f o r  Notuork  access 1 ... 
7. Telecommui i icat ions Access Sysrem A c t  Surcharge 2 ... 

4. Emergency g ? ?  Charge. T h i s  charge is bilfcd on 
** 

I ... 6. FCC Charge fa r  Network Access f o r  A d d i t i o n a l  L i n e  
** 

# Q u a n t i t y  may  not  a p p l y  to t h i s  s e r v i c e .  
T o t a l  b a s i c  S e r v i c e s  ............................................ 
Optional Strriccs Quun tity 

8. Cal I Waiting 1 . . I  

Anonymous C a l l  R e j e c t i o n  1 ... 
10. I n s i d e  Wire Maintenance S e r v i c e  P l a n  2 .*.  

T o t a l  O p t i o n a l  Services ......................................... 
T o t a l  Monthly Local Service Charges ............................. 

9 .  C a l l e r  I D  Name and Number D e l i v e r y  w i t h  

+* 

.70 
10.30 
10.30 

.GO 
3 -50  
G .07 

* 18 

3 1 .G5 

4.10 

7 -50 
9 .oo 

20.60 
52.25 

-- 

Work Completed On Apr 1, 2000 
73 3- 3465 

11.  Credit f o r  S t a t e  taxes b i l l e d  i n  e r r o r  on FCC L o c a l  
Number P o r t a b i  I i ty L i n e  Charge f o r  I4sy and June 1993. .... 

T o t a l  Other Charges and Credits ................................. 
.OJCRED 
c- 

.03CREI) I 



@ BELL SOUTH Page 
RtCHARD VOEHRINGER 
Account  Number: 561 369-5471 724 la( 
B i l l  P e r i o d  D a t e :  May 22, 2000 

Detailed Statement of Charges 

Taxes 
Taxer on Regulated Services 

Amount 

12. F e d e r a l  Tax ............................................... 1.30 
.......................... 13. F l o r i d a  Cross  R e c e i p t s  S u r c h a r g e  .59 

14. C o u n t y  Tax ................................................ 
T o t a l  Taxes on  R e g u l a t e d  S e r v i c e s  ............................... 

2.28 
4.17 
- 

Total Taxes ..................................................... 4.17 
, , ,- .I , , .  Total Bel ISouth Current Charges .................................. ,:,. 56.39 . 

Messages 

B e i l S o u t h  i s  m a k i n g  y o u r  l i f e  s i m p l e r !  

B e l l S o u t h @  Righ tTouchB s e r v i c e ,  o u r  automated,  24-hour  c u s t o m e r  s e r v i c e  system, i s  
an  e a s y  way t o  do b u s i n e s s  w i t h  us .  Use any t o u c h - t o n e  phone t o  c o n f i r m  r e c e i p t  o 
your l a s t  payment, make b i l l  payments,  o r d e r  s e r v i c e s  l i k e  C a l l  W a i t i n g  and C a l l e r  
I D ,  r e q u e s t  a copy o f  y o u r  b i l l ,  o r d e r  l o c a l  t e l e p h o n e  d i r e c t o r i e s ,  d i s c o n n e c t  y o u  
s e r v i c e ,  o r  check  y o u r  a c c o u n t  b a l a n c e .  

To p e r f o r m  many o f  t he  f u n c t i o n s  l i s t e d  above, you w i l l  need y o u r  f o u r - d i g i t  
Personal  Access Code ( P A C )  l o c a t e d  i n  t h e  H e l p f u l  Numbers s e c t i o n  o f  y o u r  b i l l  or 
t h e  l a s t  f o u r  d i g i t s  of  t h e  s o c i a l  s e c u r i t y  number a s s o c i a t e d  w i t h  y o u r  a c c o u n t .  

. He e v e n  p r o v i d e  h e l p  on how t o  u s e  t e l e p h o n e  f e a t u r e s .  
c a l l  1 800 826-6290. 

To u s e  R i g h t T o u c h B  s e r v i c e  

9 2g 
V i s i t  us o n  t h e  I n t e r n e t :  www.bel lsouth.com 8 I 4  B 

AV E054572 (cont i nued o n  bc 8 
\o - I 

=! 



Page 5 
R I CHARD VOEHR I NGER 
Account Number: 561 369-5471 724 1805 
B i  I I Per iod Date: Hay 22, 2000 

For E x d  Tcfcrommunicadow, Inc. Billing Qurstio~s, Call I SOU 515-9235 

Detailed Statement of Charges 

Msceikmeous Gurges  und Credits Amount 

Service Provider - EXCEL 
561 733-3465; 

DUlC 
** 1.48 1. 05/02 PRESUB CHRC ........................................ 
** 1.20 2.  05/02 UNlV SVC fD ........................................ 
U* 1.94 3 -  05/02 DIMEDEAL LO ........................................ - 

Total Miscellaneous Charges and C r e d i t s  4.62 ......................... 
Itemized Culls 
561 369-5471 
Service Provider - EXCEL 
Dimer aided W s  

Date Place Calied iyutnber Cdcd &tc' Time .Ilk 

4. 04/03 RALEIGH NC 919 779-9690 AD 05:36PM 1 
5. 04/03 RALEIGH NC 919 779-9690 AD 05:39PM 1 
6.  04/04 RALEIGH NC 919 779-9690 AD 02:50PM 18 
7. 04/06 RALElGH NC 919 779-9690 AD 11:37AM 16 
8. 04/06 LITCHFLDPK AZ 623 536-3276 AN ll:41PM 1 
9. 04/08 RALEIGH HC 919 779-9690 AE 07:OlPM 5 
10. 04/10 LITCHFLDPK A 2  623 536-3276 AE 08:18PM 29 
11. 04/10 RAlEtCH NC 919 779-9690 A€ 09:OOPf.I 6 

T o t a l  Direct D i a l e d  C a l l s  ....................................... 
T u t a l  Charges f o r  561 369-5471 .................................. 
The above t o t a l  does nor include the fol lowing taxes: 

Federal Tax ............................. $0.50 
Florida Gross Receipts  Surcharge ........ so. 40 

Amorinl - 

-28 
-28  

4.96 
4-41 
- 1 3  
.78 

4.50 
.93 

16.27 
- 
16.27 

Tota l  Itemized C a l l s  ............................................ 16.27 



Page 

Account Number: 561 369-5471 724 18t 
B I t I  P e r i o d  Date :  May 22, 2000 

RICHARD VOEHRINGER 

For Excel Tcicwrmmunications, Inc. Billing Questions, Call I 800 875-9235 

Detailed Statement of Charges 

Taxes Amounr 
Tares on Regulated Services 

12. Federa l  Tax ............................................... .50 
.......................... .40 1 3 .  F l o r i d a  Grass Rece ip ts  Surcharge - 

T o t a l  Taxes on Regulated Serv ices  ............................... .90 

- 

Taxes on Unregulated Services 
** .14 14. Federa l  Tax ............................................... 
%* . I 1  

Total Taxes on Unregulated Serv ices  ............................. .25 
T o t a l  Taxes 1.15 

.......................... 75. F l o r i d a  Gross Rece ip ts  Surcharge - 
..................................................... 

a R X  c zrl - EE 
P -I +-I 

4 2 3  
id 2 

w -  - ** Unregulated Charge 

F 
AV E054572 ( c o n t  i nued an bi 2 

This portion of your bill 18 provided as a servioe 10 Excel Telecnmmunialioru. Lnc ’ ._ 



Page 
RICHARD VOEHRINGER 
Account Number: 561 369-5471 724 l a (  
Bill Period D a t e :  H a y  22, 2000 

8 For ILD 'lclmcmiws, Znc. Billing Questions, Cd1 I S1H) 433-4515 

Detailed Statement of Charges 

Itemized Cdis 
561 369-5471 
Scr vice Pro v ihr  - WEBNE T 
Dit-cct Diiilcd Cdls 

Dure 
1 .  04/14 
2.  04/16 
3 .  04/18 
4. 04/21 
5 .  04/28 
6 .  04/29 
7. 05/02 
8. 05/03 
9 .  05/04 

10. 05/04 
11. 05/04 
12. 05/04 
1 3 .  05/04 
14. 05/07 
15. 05/08 
16. 05/09 
17. 05/09 
16 .  05/09 
19. 05/10 
20.  05/10 
21. 05/12 
22. 05/13 

i'iucc Cullud 
LITCHFLDPK AZ 

RALEIGH NC 
FTLAUDERDL FL 

RALEIGH NC 
DEERFLDBCH FL 
DEERFLDBCH F L  

RALE IGH NC 
FTLAUDERDL F L  
FTLAUDERDL F L  
FTLAUDERDL F L  

BOSTON MA 
FTLAUDERDL F L  
FTLAUDEROL F L  

FTLAUDERDL F L  

RALE ICH NC 
FTLAUDEROL F L  

RALEIGH NC 
FTLAUDERDL Ft 

RALEIGH NC 
NEHPORT VT 

FTLAUDERDL F L  
DEERFLDBCH F L  

T o t a l  D i r e c t  Dialed C a l l s  ....................................... 
T o t a l  C h a r g e s  for 561 369-5471 .................................. 
The above t o t a l  does n o t  include t h e  f o l l o w i n g  t a x e s :  

F e d e r a l  Tax ............................. $1.06 
.............................. L o c a l  Tax  s i  .7a 

Florida Gross Receipts S u r c h a r g e  ........ $0.05 

IYiinlber Cnllud 
623 536-3276 
919 779-9690 
954 565-4700 
919 779-9690 
954 419-9130 
9511 419-9130 
919 779-9690 
954 565-4700 
954 565-4700 
954 565-4700 
617 375-1611 
954 565-4700 
954 565-4700 
954 565-4700 
919 779-9690 
954 565-4700 
919 779-9690 
954 SG5-Lt700 
919 779-9690 
802 334-5637 
950 565-4700 
954 h19-9130 

Rate" 
AE 
AE 
KE 
AE 
KE 
KD 
AD 
KD 
KD 
KD 
AD 
K 0 
KD 

KD 
AD 
KD 
AD 
KE 
AD 
AE 
KD 
KD 

T i n l C  

08 : 55Pl.l 
1 o : 4wr. i  

06 : 2 7 ~ 1 4  
IO:O~PI.I 

05 : 43PM 
10:39Al,l 
02 : 3 0 P l l  
12: 38P11 
0 1 : 55Pl4 
02 : 09Pt4 
02 :54~14 
03 : 2~1rr.i 
04 : 4 7 P 1.1 
12:59P14 
O f t  : 06PI.I 
01 :42Pfl 
02:02PI4 
08: 11PI.1 
03 :25P14 
08 : 43FI.1 
03 : 55~1.1 
i o  : 3 2 ~ 1 1  

N i n  
23 

1 

3 
11 

1 
9 
1 

11 
52 
5 

2 4 
2 
2 
1 
3 
1 
1 

3 1  
10 

1 
8 

a 
1.61 

.56 

.21  

.21 
2.31 

- 2 1  
1.21 

.21 
2.3 1 

10.92 
.-Io 

5.011 
. '12 
.I12 
. 1% 
.c3 

.21 
11 . 314 

.70 

.21 
1 . G 8  

. 111 

-- 
34. 141k 
311. Ik4 

-., -? 7 
it Taxes a n d  R a t e s  Applied - See Back o f  F i r s ?  Page ' 

, I  I , ,  
. .  AV E054572 



Page 
RICHARD VOEHRINGER 
Account Number: 561 369-5471 724 18 
B i l l  Period Date: May 22, 2000 

For ILD Trlescrvices, Inc. Billing Questions, Call I 800 433-4518 

Detailed Statement of Charges 

Itemized Culls (continued) Amount 

Total Itemized C a l l s  ............................................ 34.44 

Taxes 
Taxes on Regulated Services 

Amount 

23. Federal Tax  ............................................... 1.06 
24. Florida Gross Receipts Surcharge .......................... .85 

................................................ 1.78 25. County Tax 
T o t a l  Taxes on Regulated Services ............................... 3.69 
T o t a l  Taxes ..................................................... 3.69 

- 

, .  
Tota l  ILD Teleservfces, Inc. Current Charges ..................... 38.13 

Thii portion of your bill IS provided a i  a service 10 ILD Telerewicer. lnc. 

AV E054572 



DOCKET No 001109-TI 
EXHIBIT MW-? 

HP OfficeJet 
Personal Printer/Fax/Copier 

page 177 of 659 
Fax Log Report 

.Tun-07-00 16:OO 

Jdeatificatioq Result Paees Tvue. Date Time Duration Diamostic 

617037141330 OK 12 Sent Juri-07 15:56 00:03:35 002582030022 
-5: 

I.J.0 2.6 A? 
.I' 

~ .-Tp 

. .e 



DOCKET No 0 1  I09-Tl 
EXHIBITMW-2 

Commissioners: 
JOE GARCLA, CHAIRMAN 
J. TERRY DEASON 
SUSAN F. CLARK 

LILA A. JABER 
E. LEON JACOBS, JR. 

Page 178 of 659 STATE OF FLORIDA 

DlVISlON OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
D I RECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

.-., 

FACSIMILE TRANSMITTAL COVER SHEET ' 2, -. .. -%I ,..& 

FAX NUMBER: 303-7/q - P)5a 

FROM: Df VISTUN OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413- 71 68 

TELEPHONE NUMBER: (850) 413-61 00 OR 1-800-342-3552 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD O A K  BOULEVARD TALLAIIASSEE, FL 32399-0850 
An Amrmative Action/Equnl Opportunity Employer Internet E-mail CONTACT@PPSC.STATE.FL.US 



WCKET No W I  109-TI 
EXHIBIT MW-2 

Voe h ringer 
8666 Tourmaline Blvd 

Boynton Beach, FL 33437 

June 2,2000 

Public Service Commission 
2540 Shumard Oak Blvd 
Tallahassee, FL 32399 

Gentlemen: 

RE; WEBNET 

I am writing to Iodge a complaint against WEBNET for slamming - they transferred my 
local and long distance telephone service without my authorization. 

This showed up on my latest bill, which is attached. When I spoke to Webnet yesterday, 
they said on April 1 1 they called my house and offered my son, Joshua, $100 if he would 
authorize transferring service. Webnet says he agreed. Joshua says he hung up on them, 

What’s wrong with this picture? A) The service is in my name, not Joshua. B) Joshua is 
a minor child. 

I resent being slammed and told them so. Webnet agreed to credit me $18.99 of the 
$38.00 charges incurred, saying calls direct dialed from my home that would have cost 
me $0.25 per call on BellSouth, nevertheless must be paid at their rate. 

I spoke to BellSouth, had my account transferred back to the original providers and 
“frozen” in their system so this cannot happen again. 

Please zdd me to the no doubt ever increasing list of consumers fed up with Webnet’s 
strong-armed tactics. Please feel free to use this communication in any way necessary to 
bring pressure to bear on Webnet‘s slimy business practices. 

Sincerely, 

enclosures 



DOCKET No 001 109-TI 
EXHIBIT MW-2 

Commissioners: 
JOE GARCIA, CHAIRMAN 
I. TEKY DEXSON 
SUSAN F. CLARK 

Lm A. JABER 
E. LEON JACOBS, JR. 

STATE OF FLORIDA Page I80 of 659 

DWISION OF CONSUMER AFFAIRS 

- BEVERLEE DEMELLLI 
DIRECTOR 

TOLL FREE 1-500-342-3552 
(850) 4 13-6100 

Mr. Richard C. Voehringer 
866 Tourmaline Boulevard 
Boynton Beach, FL 33437 

RE: FPSC Inquiry #320358T 

Dear Mr. Voehringer: 

Thank you for contacting the Florida Public Service Commission about WebNet 
Communications, hc. I appreciate the opportunity to help you. 

We have asked the company to contact you to resolve the problem and provide us with a 
detailed, written report explaining its resolution of the matter. I will follow up with you regarding 
the results of our investigation. 

If you have any questions, please call me toll-free at 1-800-342-3552, or by toll-free fax at 
2-800-5 11-0809, or my e-mail at vmckay@psc.state.fl.us. 

Victor S .  McKay 
Regulatory Specialist I 
Division of Consumer Affairs 

VSM:ewe 

- -. 
- .  

CAPITAL CIRCLE OFFICE CENTER' 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Affirmative ActionlEqual Opportunity Employer 

PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.fl.us 



'Request No. 320534T Name PIERSON ,WILMER MR. Business Name 

Con sum er In form a tion 

Name: W I L W R  PIERSON 

Business Name: 

svc Address:  124 N ANCHORAOE D R I V E  

C0Unty:Palm Beach Phone: (561) -626-6965 

City/Zip: North Palm Beach / 33408- 

Account Number: 

Caller's Name: WILMER PIERSON 

Mailing Address:124 N ANCHORAGE DRIVE 

City/Zip: North Palm Beach ,FL 33408- 

Can Be Reached: (561) -626-6985 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-473-6100 

Utility In forma tion 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, I N C .  

Attn. Patrick Allen320534T 

Response Needed From Company? y 

Date Due: 06/26/2000 
F a x :  6W1.703-714-1330 

Interim Report Received: / / 

3eply Received : 06 /27 / 2  00 0 

3eply Received Timely/Late: T 

Informal Conf.: N 

PSC Information 
.r 

Sssigned To: ELLEN PLENDL 

Cntered By: EPLENDL 

Date: 06/09/2000 

rime: 08:21 

sia: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

?O : 

lupmntl R p t  Req'd: / / 

zertified Letter Sent: / / 

2ertified Letter Rec'd: / / 

Closed by: mp 

Date: 06/28/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states t h a t  he was switched from AT&T to WebNet without authorization or request effective May 2 4 ,  
2000. Customer states that he has not been billed for any charges, but the change appears on his local 
billing statement. Qwest has advised the Commission that WebNet is the carrier t ha t  initiated the change in 
service.Customer states he has returned to h i s  carrier of choice. Please investigate this matter, contact 
the customer and provide the F1. Public Service Commission with a detailed written report including LOA/Tape 
and applicable credits for switching fees, as well as an adjustment of rates to that of the customer's 
preferred carrier by the due date. 

1) Provide LOA/TAPE. If it does not contain the necessary information as specified in the Florida 
Administrative Code rules, WebNet will be directed to pay the full reimbursement for the first 30 days of 
service. And an adjustment o f  rates to the customer's previous carrier f o r  the balance of time on the 09 2 wg 
service. - = E  

0, 2: 
Tp EO 
5" -44 

2 i d  

W - a 
? - 

PAGE NO: 1 



2) Issue credit for the switching fees. 

3) Cancel the service and account. 

4) Provide report by Friday, June 26, 2000. 

Case taken by Nekey Chester 
FAX# 
E-mail: PSCREPLY@PSC.STATE.FL.US 

8 5 0 - 4 13 - 7 1 6 8 

6/26/2000 Customer called to state that he heard the tape with h i s  wife's voice on it agreeing to the 
switch when th company called him. He apologizes for any inconvenience to us. rlogan 

06/27/2000 Received report and verification tape via US Mail. It appears the verification tape contains the 
customer's name, address and birthdate of 04/03/1918. However, the tape does not indicate the company name 
or the issue that the long distance service would be switched. A credit of $10.00 was issued in the form o f  
a check payable to the customer. eplendl 

06/28/2000 Contacted LEC* BellSouth reports the service was switched to ATLT and restricted on 06/09/2000. 
It appears that no long distance charges were billed during the time the customer was switched. eplendl 

06/28/2000 Closed by telephone conversation with the customer. Customer appears satisfied. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch in service. 

0, 25 

Request No. 320534T Name PIERSON ,WILm,R MR. Business Name 5 
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WebNet Communications, Inc. 
a .. 

L .. - 
. *  

June 2 I ,  2000 

VIA FIRST CLASS MA& 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Winter Piersori 
RequesC No. 320534T 

Dear Ms. Plend!; 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Wilmer Pierson (“coinplainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
3) a taped verification made by a third party verification company of a consumer’s request for 
service. In thls instance, a bonufide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

LWC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check for switching fees in the amount of $10.00. 
A copy of the refund check is attached for your review. WNC hopes that the complainant is  
satisfied with the resolution of the above referenced complaint. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 



Ms. Ellen Plendl 
June 20,2000 
Page 2 of 2 

An e,xtra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, piease contact the undersigned at the above address. 

Enclosures 
cc: Wilmer Pierson 

124 N. Anchorage Drive 
North Palm Beach, FL 33408 
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Via Electronic Mail 

June 8,2000 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shtimard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Mr. Wilmer Pierson, (561) 626-6965 
Request #320189T 

Dear Ms. Plendl: 

Please be advised that Qwest Communications Corporation (Qkvest) has completed a review of 
the issues raised i n  the coinplaitit filed by Mr. Wilmer Pierson. After investigation, Qwest has 
determined that Mr. Pierson is a customer of Webnet Com, htc. 

Qwest cannot respond to this complaint as Qwest acts solely as a provider of transport services 
for Webner Com., h c .  The company in question is a reseller o f  Qwest and is currently offering 
reseller services to other regionally based switchless resellers. The reason why Qwest appears on 
Mr. Pierson's phone bill, is because Ft'ebnet Coni., lnc uses Qwest's Carrier Identification Code 
(CIC). 

As a general rule Qwest never interfaces with the end user nor do we have access to the Letter of 
Agency for account numbers provisioned on behalf of the reseller. For legal reasons Webner 
Coitt., h c  has the responsibility as the reseller and not Qwest. Any future correspondence 
regarding this case should be directed to the following: 

ATTN: Rodney Harrison, Controller 
Webnet Com., Inc 
1 1770 Haynes Bridge Road 
Suite 205 
Alpharetta, GA 30004- 1970 
Tel: (770) 751-1820 

Should you have any further questions regarding this matter please fee1 free to contact this office. 

Sincerely, 

Richard Hayes 
Regulatory Specialist 
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Identification Result E!ilgBTyp!z - -  Date Time Duration Diamostic .r.,:q 

617037141330 OK 04 Sent Jun-09 16:16 00:01:15 0 0 2 5 8 2 0 3 4  . 
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Commissioners: 
JOE GARCIA, CHAIRMAN 
J. TERRY DEASON 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LILA A. JABER 

STATE OF FLORIDA 
page 187 of 659 

4 

2z DIVlSION OF CONSUMER AFFAIW 
BEVEFUEE DEMELLO ZEi 

e DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-6100 

Q-3 5% 

FACSIMILE TRANSMITTAL COVER SHEET 

DA TE: - q -0c 

FAX NUMBER: fl3-319- 13 3b 

FROM: DIVISION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 41 3- 71 68 

TELEPHONE NUMBER: (850) 413-61 00 OR 1-800-342-3552 

COMMENTS: 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: c-c 
CAPITAL C~RCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 

An Aflirmative ActionlEqual Opportunity Employer Inter net E-mail CONTACT@PSC.STATE. FL.US 
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Via Electronic Mail 

June 8,2000 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re; Mr. Wilmer Pierson, (561) 626-6965 
Request #320489T 

Dear Ms. Plendl: 

Please be advised that Qwest Communications Corporation (Qwest) has completed a reL4ew of 
the issues raised in the complaint filed by Mr. Wilmer Pierson. After investigation. QLvest has 
determined that Mr. Pierson is a customer of Kebiier Com.. Irtc. 

Qwest cannot respond to this complaint as Qwest acts solely as a provider of transport services 
for Webnet Cam.. Inc. The company in question is a reseller of Qwest and is currently offering 
reseller services to other regionally based switchless resellers. The reason why Qwest appears on 
Mr. Pierson's phone bill, is because Webiter Com., bic uses Qwest's Carrier Identification Code 
(CIC). 

As a general rule Qwest never interfaces with the end user nor do we have access to the Letter of 
Agency for account numbers provisioned on behalf of the reseller. For legal reasons Weher  
Coni., Znc has the responsibility as the reseller and not Qwest. Any future correspondence 
regarding this case should be directed to the following: . 

ATTN: Rodney Harrison, Controller 
Webnet Com., Inc 
1 1770 Haynes Bridge Road 
Suite 205 
Alpharetta, GA 30004- 1970 
Tel: (770) 751-1820 

Should you have any further questions regarding this matter please feel free to contact this office. 

Sincerely, 

Richard Hayes 
Regulatory Specialist 
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JOE GARCLA, CHAIRMAN 
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$3uiJIic 

Page 190 of 659 

STATE OF FLORIDA 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(550) 413-6100 
TOLL FREE 1-800-342-35.52 

FACSIMILE TRANSMITTAL COVER SHEET 

DA TE: - 9 -0G 

OFFICE/B USINESS: , 

FAX NUMBER: 08-714- 1330 

FROM: DIWSION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413- 71 68 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 

COMMENTS: 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 4 
CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 

An A"mt ive  ActiodEqunl Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FLUS 
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Ms. Noelia Santiago 
Mav 16.2000 
Page 2 of 2 
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An extra CODV of this filing is enclosed. Please date stamn the extra CODV and return it to the 
undersigned in the enclosed self addressed nosted envelooe. If vou have anv auestions concerning 
this matter. Dlease contact the undersigned at the above address 

Enclosures 
cc: Glen Gittinas 

3506 52nd Avenue 
Brandenton. FL 34210 



Connty: Hanrtrr PhuIIe: ( 9 4 1 )  -739-2019 

Ci[y/Zip. & a h t o n  1 34210- 

Accounl Number: 
Caller's Nome: YyIRr L GI'ITINGS 

Moiling Address: 3506 5 2 m  A- 

Cily/Xp: = a h t o n  ,FL 34210- 

Cor1 Be 3eoched: 

f-lor ido Public Service 
Commission . Consumer Hequesi 

2540 Shumard Oak Uoulevord 
lallohassee, f'lorido 33399 

850 -41 3-- 6 100 

Ulility lnfor malion 

Company. -T ~ ~ " I C A T I O N S ,  m. 
Ailn. p a + r i ~  ~~ieo3a605ir 

Dote Due: os/ is /eoao 
Response Needed t iom Company? r 

rrtaim Report Received: / /  

Reply Keceked: / /  

Reply Received Timely/Ltilc. 

In;olnrol Corf.: I 

Prelim Tjpe: s u m "  

PO: 

Closed by: 
Ode: / 
C!oseoui Type. 
Apooicnl 4ule Uduiion: 

Cuslcmer s'.oles lhol she was swilrkd from Al&l lo LCL cn Ppril '15, 201K) nilhoul oulh3rizdion 01 r t ? q M .  Cuslomer slates she hos relurncd lo her carrier ol choice. 
Pleose inuesliqote lhis molter, co-itocl the cuslorrer ond providc the FI. Public 5,ervke Commisicn w~lh Q de\clilr.d writlen repctrl includirig LOADope and opplicoble credls lw 
snilhing kes,  0s well os on adjudnienl af rates lo lhaf 0 1  !he customer's prelerred corricr try !he ~ U E  dolc. 

Cose Lokn by k k e y  Ciiesler 

[-moil: tXKFFIY@PSC S I A I E . F l . 1 6  
FAX! 650-413-71M 

c. 
f: 
t 
Q 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHiNGTON, D.C. 20007 

FIDELITY NAT1ONAL BANK 
ATLANTA, OA 

64-240/6t I 

P a p  t93 of 659 
IL I r) 

99/20 00 

Glen R. Gittings 
Bradenton, FL 34210 

MEMO 941-739-2OJo 1 19.07(1)(2), Florida Statutes: Bank account nuiiibers &+---- -___________.. w l_l 

or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 1174 WEBNET COMMUN 

Glen R. Gir owing are confidential and exempt from subsection (1) 5/9/2000 
Refunds and s.24(a), Art. 1 of the State Constitution . . . 10.00 

Checking - Fidelity 941-739-2049 10.00 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE. NW 

WASHINGTON, D.C. 20007 

FIDELITY NATIONAL BANK 
ATLANTA, GA 

64-240161 1 

Page 194 of 659 
I--- 

6/13/ 2000 

561-626-6965 

1 19.07( I)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card tiumbers given to an 

:BNET COMMUNCl agency for the purpose of paymetit of any fee or debt 

tefunds 
Alice Piersol owing are confidential and exempt from subsection (1) 

and s.24(a), Art. 1 of the State Constitution. . . 

hecking - Fidelity 561-626-6965 10.00 



Business Name Request No, 3207751 Name MANTIS ,RHONDAMRS 

Consumer Information 

Name: WONDAMANTIS 

Business Name: 

Svc Address: 13809 c ROYAL PALM COURT 

County: P a l m  Beach Phone: (407)-499-1683 

City/Zip: Delray Beach / 33484- 

Account Number: 

Caller's Name: RHoNDA MANTIS 

Mailing Address:13809 c ROYAL PALM COURT 

City/Zip: DELRAY BEACH , FL 33484- 

Can Be Reached: (407) -499-1683 

E-Tracking Number: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 7 3-6 I00 

Utility Information 
Company Code: TJ299 
Company:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane320775T 

Response Needed From Company? y 

Date Due:O7/03/2000 
Fax: 911,877-550-3004 3 

Cnterim Report Received: / / 

Xeply Received: 06/27/2000 

Xeply Received Timely/Late: T 

Cnformal Conf. : N 

PSC Information 

Assigned To:  VICTOR MCKAY 

Entered By: AHASHISH 

Date: 06/12/2000 

T i m :  14:Ol 

V i a :  MAIL 
Prelim Type: SLAMMING 

PO : 

Disputed Amt: 0.00 

Supmntl R p t  Req'd: / / 

C e r t i f i e d  L e t t e r  Sent: / / 

Certified Letter Rec'd: / / 

Closed by: m p  

Date: 12/11/2000 

Closeout Type: IS-13 
Apparent Rule Violation: y 

P l e a s e  review the  a t tached  correspondence i n  which the  customer r epor t s  t h e  following: 

Customer states t h a t  t h e  company has switched t h e i r  intralata se rv ice  without au thor iza t ion .  Customer states 
t h a t  they received a b i l l  f o r  l o c a l  t o l l  ca l l s  f r o m  Apri l  1 9  to May 7 .  Customer states t h a t  t h e  amount 
charges w a s  . 2 1  cen t s  p e r  minute. Customer states t h a t  t he  charges t o t a l  over $60.83 p l u s  taxes.  Customer 
s t a t e s  t h a t  he w i l l  no t  pay t h e  charged amount. 

Please provide LOA/Tape v e r i f i c a t i o n  by t h e  due da te .  

Please i n v e s t i g a t e  t h i s  issue, contac t  the customer and provide m e  with a d e t a i l e d  wr i t t en  r e p o r t  t h a t  
addresses t h e  i s s u e s  i n  the correspondence, and confirms the  customer has been contacted e i t h e r  by letter 012 m a  

% T X  
phone. E2 

B $F  2 /L g 
Request No. 320775" Name MANTIS ,RHONDAMRS Business Name c 

b7 41 

- - 
0 
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PAGE NO: 1 



PLEASE NOTE** The information on this form is only a summary of the customer's concerns. Additional 
information, important to this matter, may be contained in the correspondence. 

**Inquiry taken by A. Hashisho** 
CAE' FAX: 850/413-7168 
CAF Email:pscreply@psc.state.fl.us 

06/27/2000 Received report  and verification tape via US Mail. eplendl 

07/10/00 Received additional correspondence from the consumer. The customer thanks the PSC for the 
assistance and credit received. However, it appears that they did not receive full credit. Customer states 
an outstanding charge of $153.36 remains. Since the response has been received and the case is not closed, 
I will add the letter to the file. c. broome 

08/17/2000 Received customer correspondence dated August 1, 2000. This correspondence will be placed with 
the original case file. Thank you. 

09/07/2000 Reviewed report and third party verification. It appears that the verifier states thank you f o r  
choosing WebNet a5 your long distance provider. The verifier states the customer should spel l  their name. 
Customer gives her name as Rhoda Mantis. The verifier s t a t e s  the customer should say her address and 
birthdate. The customer gives the address and her date of birth as November 2, 1919. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $156.68 to the account on June 21, 2000.  This credit should have appeared on 
the account already, eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

(3)(a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 
w 

2. Statement clearly identifying the certificated name of the provider and the service to which the customers 
2 W E  

% $5 
$8 
L o  
0 e -  
? Business Name R e q u e s t  No, 3207751 Name MANTIS ,RHONDAMRS - 

PAGE NO: 2 



wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the LEC m a y  charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

2) Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the  first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3) A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

12/08/2000 Reply received via US Mail. Rtogan 

12/11/2000 Reviewed report. Webnet advised the PSC that the company issued a credit of $156.68 to the 
account on June 14, 2000. This credit was sent in the form of a reimbursement check. The customer should 
have already received this reimbursement check. eplendl 

12/11/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. C r e d i t  issued. 

& 2 5  
2 b 8 

? 
2 

W - - m 
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Name THROGMORTON , A N N  M'3. Business Name -.-I- 
Request No. 320809T 

Consumer In for ma tion 

Name: ANN W THROGMORTON 

Business Name: 

Svc Address: 5 2 2 5  sw LUDLUM ST 

County : Martin Phone: (561) -286-3344 

city/zip: Palm City / 34990- 
Account Number: 

Caller's Name: ANN W ETHROGMORTON 

Mailing Address: 5225 SW LUDLUM ST 

City/Zip:Palm City , F L  3 4 9 9 0 -  

Can Be Reached: (561) -286-3344 

F 

--..-=-L * ~~~ __ - 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 7 3-67 00 
~~ 

Utility In for ma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen320809T 

Response Needed From Company? y 

Date Due:07/03/2000 
Fax: 6W1,202-965-3987 

Cnterim Report Received: / / 

teply Received : 06 /Z  6 / 2  000 

?eply Received Timely/Late: T 

Enformal Conf . :  N 

PSC Information 

Assigned To:VICTOR MCKAY 

Entered By: KBALDWIN 

Date: 06/12/2000 

Time: 16:16 

Via : PHONE 
( Phone/- i 1 / Fax/E - Mai 1 ) 

Prelim Type: SLAMMING 

PO : 

Supmntl R p t  Req'd: 09/07/2000 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer called stating her long distance provider had been switched from MCI to WebNet without her 
authorization. She noticed the change once she began to received outrageous bills. She states she never 
authorized this switch. Customer says now she realized that the  switch occurred and she has been paying 
this company as well f o r  unauthorized billing since March o f  2000. 

* Please investigate this matter. 

* Provide the Commission with a detailed written report including a LOA or verification tape and applicable 
credits for  switching fees, as well as an adjustment of rates to that of the customer's preferred carrier by 
the due date. 

* Provide verification obtained f o r  the change in service. 

- gE 
p + +  

g L g 
Request No. 320809T Name THROGMORTON ,A" MS. Business Name 9 2 3  
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* Provide applicable credit and/or balance due inf'rmation on this account. 

* Confirm the customer has been contacted regarding this matter. 

Case taken by Kimberly Baldwin 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

06/26/2000 Received report and verification CD v ia  U . S .  Mail. RRoland 

09/07/2000 Reviewed report and third party verification. It appears that the verifier states the customer 
should spell their name as'they want it to appear on the $100.00 check. Customer spells her name. The 
verifier states the customer should say her address and birthdate. The customer gives the address and her 
date of birth as September 25, 1925. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The tape does not indicate the company name or the issue that the long distance service would be switched. 

The company issued credit of $100.63 to the account on June 21, 2000. This credit should have appeared on 
the account already. The balance due is $133.91, which represents all calls at a rate of $0.07 per minute. 
eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2. .Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

" Z  
Request No. 320809T Name THROGMORTON ,ANN MS. Business Name 0 - 
PAGE NO: 2 



4 .  Statement that the customer's change request will apDly only to the number on the request and there 
must only be one presubscribed local, one presubscribed local t o l l ,  and one presubscribed toll provider for 
each number; 

5. Statement that the LEC may charge a fee for each provider change; 

The verification did not include the  statement about  the  LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The tape does not indicate the company name or the issue that the long distance service would be switched. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount o f  credit and date issued by Friday, September 29, 2000. 
ep 1 end1 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet also issued a credit of $170.75 on October 3 ,  2000. You should receive 
this refund check in one to two billing cycles. The report advised that a copy of the refund check is 
included. However, a copy of this refund check was not included in the report to the P S C .  A letter was sent 
to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

z z  
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STATE OF FLORIDA Page201 of 659 

Commissioners: 
J. TERRY DEMON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850)413-6100 

October 9,2000 

Ms. Ann W. Throgmorton 
5225 SW Ludlum Street 
Palm City, FL 34990 

RE: 320809T 

Dear Ms. Throgmorton: 

This is a follow-up to your inquiry concerning the switch of your Iong distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such a chunge; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, con.rms the customer’s requested change; or 

(c) the customer’s requested change is verified through a qualified, independent -- ..ii 
IT;;e 

the company has received a customer request to change his long dista&% 
company and has responded by mailing an in fonnationni package, whic&? 
includes a postcard that the customer can use to confirm a change request. . .+, 

Documentation provided to the PSC indicates that the company issued credit of $100.63-> 

fim which is unaffiliated with any long distance company; or 
- 3  

iz;rcI 
,4 

(d) 

-7K“L. 

...-pa 
,-. - 

to the account on June 21, 2000. This credit should have already appeared on the account. 
Webnet also issued a credit of $170.75 on October 3, 2000. You should receive this r e h d  
check in one to two biling cycles. 

CAPITAL CIRCLE OFFICE CENTER. 2540 SHUMARD OAK BOULEVARD TALLMASSEE, FL 323994850 
An AlIirmative ActionEquat Opportunity Employer 

PSC Website: wwwacri.net/pc Internet Email: contact@pscstate.fl.us 
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Ms. Ann W. Throgmorton 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a “No Sales Solicitation Calls’’ Iist. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local teIephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the loris distance company that is assigned to your line, you may call 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

Thank you for this opportunity to address your concerns. I f  you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at I -  
800-5 1 1-0809. or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, n 

Ellkd P 1 end1 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Ann W. Throgmortort - Ref# - 320809T 

Dear Mr. Victor McKay: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Ann W. Throgmorton (“complainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a rehnd check in the disputed amount of $170.75, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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Mr. Victor McKay 
October 3, 2000 
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Enclosures 
cc: Ann W. Thoomorton 

5225 S W  Ludlum ST 
Palm City, FL 34990 
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STATE OF n O R I D A  

DWISION OF CONSUMER AFFAIRS 

- BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-6100 

June 15,2000 

Ms. Ann W. Throgmorton 
5225 Southwest Ludlum Street 
Palm City, FL 34990 

RE: FPSC Inquiry #320809T 

Dear Ms. Throgmorton: 

Thank you for contacting the Florida Public Service Commission about WebNet 
Communications, hc .  I appreciate the opportunity to help you. 

We have asked the company to contact you to resolve the problem and provide us with a 
detailed, written report explaining its resolution of the matter. I will follow up with you regarding 
the results of our investigation. 

If you have any questions, please call me toll-tiee at 1-800-342-3552, or by toll-fi-ee fax at 
1-800-5 1 1-0809, or my e-mail at vmckay@psc.state.fl.us. 

Sincerely, 

Victor S. McKay 
Regulatory Specialist I 
Division of Consumer Affairs 

VSM:ewe 

C A P l T A L  CIRCLE OFFICE C E N T E R  2540 SHUMARD OAK BOULEVARD TALLAHASSEE, n 32399-0850 
An Amrmative Act iodqual  Opportunity Employer 

PSC Webrite: hnp://www.noridapsccom Internet E-mail: contact@psc.state.fl.us 
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WebNet Communications, Inc. 

June 21,2000 

VIAFIRST CLASS MAIL 

h4r. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Ann W. T!zrogtnorton 
Request No. 320809T 

Dear Mr. McKay: 

WebNet Communications, h c .  (V“’) presents this response to a consumer complaint 
which was filed with your office by Ann W. Thoamorton (“complainant”). The complaint alieges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonaBde request for WNC service was confinned by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued a credit in the amount of $100.63, which includes service charges of 
$6.90. Please be advised that this credit may not appear for one to three billing cycles. WNC‘s 
records indicate that there is a remaining balance of $133.91 for alI long distance calls at a rate of 
seven (7) cents per minute, WNC hopes that the complainant is satisfied with the resolution of the 

P above referenced complaint. m, mLF,:, ’.- e;y,. ?; . ~ ,  .: f’‘ 
. t ’ _ ’  

1 .  

3248 PrOSDeCt Avenue. Nw + Washineton. DC 20007 + Customer Service fX77) X X n - O l f X  
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Mr. Victor McKay 
June 20,2000 
Page 2 of2 

An extra copy of ttus filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

" Patrick H. Alien 

Enclosures 
cc: Ann W. Throgmorton 

5225 SW Ludlum Street 
PaIm City, FL 34990 



Request No. 321006T Name SYLVESTRO ,JOSEPH Business Name 

Consumer lnforma tion 

Name : JOSEPH SYLVESTRO 

Business Name: 

Svc Address: 163 MAE STREET 

County Volusia Phone: (9041-345-1499 

City/Zip: Oak Hill / 32759- 
Account Number: 

Caller's Name: JOSETTE SYLVESTRO 

Mailing Address:163 MAE STREET 

1386 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-413-6100 

Utility lnformation 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

A t t n .  Patrick Allen321006T 

Response Needed Prom Company? y 

Date Due:07/06/2000 
Fax: 6W1,703-714-1330 

Cnterim Report Received: / / 

Zeply Received: 06/27/2000 

Zeply Received Timely/Late: T 

Cnformal Conf . : N 

PSC Information 

Assigned To: ELLEN PLENDL 

Entered By: RLQGAN 

Date: 06/14/2000 

T i m e :  09:19 

Via: PHONE 

(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAbiMING 

PO : 

Supmntl Rpt Req'd: / / 

Certified Letter sent: 1 / 

Certified Letter Rec'd: / 

Closed by: MEP 

Date: 06/28/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer s t a t e s  that she was switched from AT&T to WebNet without authorization or request. Customer states 
she has returned to her carrier of choice. She was being billed 5 cents per minute by AT&T. Customer is 
disputing bill of $75.00 that she wants credited back to her previous rates. 

Please investigate this matter, contact the customer and provide the F1. Public Service Commission with a 
detailed written report including LOA/Tape and applicable credits for switching fees, as well as an adjustment 
Df rates to that of the customer's preferred carrier by the due date. 

'5 

3ase taken by Ray Logan &+. *,$%. Q+.' ??"- 

FAX# 850-413-7168 %,$$&%" 
Y ' *< g z g  % 

E 3s  

I E  
I-mail: PSCREPLY@PSC.STATE.FL.US 

16/27 /2000 Received report and verification tape via US Mail. It appears the verification tape contains the o, " k  
0 -I* 

, 9? 

~~ 

ewest No. 321006T Name SYLVESTRO ,JOSEPH Business Name 
0 
? 

AGE NO: 1 



customer's name and address. However, the tape does not indicate the company name or the issue that the long 
distance service would be switched. A credit of $75.81 was issued to the account on June 21, 2000. This 
credit includes full credit for the calls billed from 04/14/2000 through 06/14/2000 and the service charges of 
$4.18 and switching fees of $10.00. A letter w a s  sent to the customer. eplendl 

06/28/2000 Contacted LEC. BellSouth reports the service was switched to AT&T on 06/14/2000. It appears the 
monthly service fees were recoursed to the provider. eplendl 

06/28/2000 Closed by telephone conversation with the customer. Customer appears satisfied and will check to 
ensure that the credit appears on the account. Customer will contact BellSouth for  a P I C  restriction. eplendl 

This inquiry is closed as an apparent rule violation f o r  unauthorized switch in service. 

4 $ g  
8 8 

'p 
r! 

equest No. 3230069 Name SYLVESTRO ,JOSEPH Busineas Name Io 

AGE NO: 2 
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WebNet Communications, Inc. 

June 21,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Joseph Sylvestro 
Request No. 321006T 

Dear Ms. Plendl: 

WebNet Communications, Inc. (“WC”) presents this response to a consumer complaint 
which was filed with your office by Joseph Sylvestro (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (”PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2)  a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonufide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued a full credit in the amount of $75.81, which includes service charges of 
$4.18, and switching fees of 10.00. Please be advised that this credit may not appear for one to three 
billing cycles. WNC hopes that the complainant is satisfied with the resolution of the above 
referenced complaint. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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Ms. Ellen Plendl 
June 20,2000 
Page 2 of 2 

An extra copy of this filing .is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

Enclosures 
cc: Joseph Sylvestro 

163 Mae Street 
Oak Hill, FL 32759 



Request No. 3 2 1 0 0 6 T  N a  SYLVESTRO ,JOSEPH Business Name 

I, Consumer lriformatiori 

Nqme: JOSEPH SYLVESTRO 

Business Name: 

Svc Address: 163 MAE SWET 

County: Volusia Phone: (904) -345-1499 

City/Zip: oak I-EU / 32759- 

Account Number: 
Caller's Name: JOSETTE SYLVESTRO 

Moiling Address: 163 MAE STREET 

City/Zip: OAK HILL ,FL 32759- 

Con Be Reuched: (904) -254-4000 1386 

I'lorida Public Service 
Com mi is si o n -- Con s u mi e I t i  eq u e st 

2540 Shumord Ook Boulevard 
lallahassee, Florida 32399 

850-.4 13-61 00 

Utility In forma tion 

Corriporiy: WEBNET COBDLWICATIONS, INC. 

fl!trl. P a t r i c k  Allen321006T 

Resporise Needed rrorn Cornpony? Y 

Dale Due: 0 7 / 0 6 / 2 0 0 0  

lrilerirri Report Ikceived: / /  

Reply Received: / /  

Rcply Received Timely/l ate: 

~h l fO l I ! lU~  c[Jll/.: N 

w - 
PSC Informotion 

Assigned lo: ELLEN PLENDL 

Entered By: RLOGAN 

Dote: 06/14/2000 

lime; 09:19 

via: PHONE 

Prelim Type: SLWNG 

PO: 

Supmntl Rpt Req'd: / I  
Cerlilied L eller Sent: / /  

Cerlilied Letter liec'd: / /  

C I os ed by: 
Date: / 
Closcout Type: 
Awurcr i t  Rulc Violuliori: 

Cuslomer states lhat she wus swilched from AT&T to WebNel wiihoul aulhoriroiiori or request. Kiistnmer slaltis she hos relurned to her carrier of choice She was being 
billed 5 cenis per minute by A.19cl. Custorncr is d ispuhg bill ol $75.113 Ihilt sht iri'unls crcdiltd back tu hc' pcviws roles. 

Pleose investkyle th's mallcr, conlarl ;hc a:s!urner orid provide inc I I h h l i ~  5ervicc (hmmksion 6 ! P  o dc!oilsd written rcport ;rrcluding i.UA/Inpc: ond opplicohlc credils lor 
switching fees, os well as an odjuslrrrcrrt of rotes io tho1 of the cus!orner's preierred corritr by the duc date. 

Case loken by Roy I ogon 
FAXg 850- 4 13- 71 E8 
€-moil: PSCREFtY@PSC.SiA'E.F!..US 
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Request No. 321817T Business Name 

Consumer Information 

Name: ABRAHAM SLOMAK 

Business Name: 

svc Address: 7380 S ORIOLE BLVD 

APT 6 0 6  NORTH 

County: Palm Beach Phone: (5611-395-8044 

City/Zip: Delray Beach 33446- 

Account Number: 

Caller's Name: ABRAHAM SLOMAK 

Mailing Address: 7380 S ORIOLE BLVD 

APT 606 NORTH 

City/Zip:DELRAY BEACH ,FL 33446- 

Can Be Reached: (5611-395-8044 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-413-6100 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen321817T 

Response Needed From Company? y 

Date Due:07/14/2000 
Fax: 6W1.202-965-3987 

Cnterim Report Received: / / 

teply Received: 07/17/2000 

ieply Received Timely/Late: T 

tnformal Conf.: N 

PS C In for ma tion 

Assigned To: RANDY ROLAND 

Entered By: RGILLAND 

Date: 06/22/2000 

Time: 08:06 

Via: PHONE 
(Phone/Mail/Pax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl Rpt Req'd: 09/07/2000 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: m p  

Date: 10/06/2000 

Closeout Type: IS-13 
Apparent Rule Violation: y 

Customer states that his s e r v i c e  was switched from MCI LD to WebNet:  and his Local service from BST to 
WebNet. Customer does not have a bill, so he cannot dispute any monies, but is concerned when his b i l l  
comes in, that he will be told to pay an amount. Please switch customer's LD back to M C I  and please switch 
his local service back to BellSouth. Also provide a full report  to the FPSC by the due date and contact the 
customer ASAP in regards to complaint. Include a taped authorization or LOA with report, please. 

**Inquiry taken by RBGillander** 
pscreply@psc. s t a t e .  f 1. us 
850-413-6131 - OFFICE 

PLEASE SEND YOUR RESPONSE to FPSC VIA ONE OF THE FOLLOWING: 

E-mail: pscreply@psc.state.fl.us 
FAX: 850/413-7168 

.a - - 
0 Request No. 321817T Name SLOMAK ,ABRAHAM MR. Business Name ? 
2 
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Mail: 2 5 4 0  Shumard Oak Blvd 
Tallahassee, FL 32399 

06/28/2000 Received acknowledgement via email. Company requires phone number as they are unable to locate 
the customer in the database. eplendl 

06/30/2000 The complaint initially submitted with wrong customer telephone number: 561-395-8044. Contacted 
BellSouth to obtain correct number for this customer. Correct number: 561-495-8044. RRoland 

06/30/2000 FAX TO COMPANY 
The correct telephone number €or this customer is 561-495-8044. Please investigate customer’s concerns and 
provide FPSC with written ieponse. DUE DATE ADJUSTED TO 7/21/2000. 

07-17-2000 Reply and verification received via U S Mail. VMcKay 

09/07/2000 Reviewed report and third party verification. Tho verifier states, “Thank you f o r  choosing 
WebNet as your long distance provider.” It appears that the verifier states the customer should spel l  their 
name as they want it to appear on the $100.00 check. Customer spells her name as Marilyn Slomak. The 
verifier states the customer should say her address and birthdate. The customer gives the address and her 
birthdate as September 11, 1926. 

The verification did not include the statement about the LEC charging a fee f o r  the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. The customer does not offer a birthdate. 

The company issued credit of $16.63 to the account on July 6, 2000. The credit was sent in the f o r m  of a 
refund check. The service was canceled on June 22, 2000. eplendl 

Q9/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 

1. Customer’s billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer; 
wishes to subscribe, whether or not it uses t h e  facilities of another company; 

g; 
‘II i g  

- * :., 1: 0, .a m + +  
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3 .  Statement that the person requesting the change is authorized to request the change; 

4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5 .  Statement that the LEC may charge a fee f o r  each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched tb WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3) A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet also issued a credit of $24.51 on October 3 ,  2000. This credit was sent 
in the form of a refund check. You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. However, a copy of this refund check was not included 
in the report to the PSC. The service was canceled on June 22, 2000. A letter was sent to the customer. 
epl  end1 

l O / O S / Z O O O  Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
c anc e 1 ed . 

4 . .  
0, 
E b 
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Commissioners: 
J. TERRY DEMON, CHA~RMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. B m  

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DTRECTOR 

TOLL FREE 1-800-342-3552 
(850)413-6100 

October 9,2000 

Mr. Abraham Slomak 
7380 S. Oriole Blvd. 
Apt. 606 North 
Delray Beach, FL 33446 

RE: 321817T 

Dear Mr. Slomak: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications, First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or Ketter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and? through a 
sequence of prompts, confzns the customer’s requested change; or 

(c) the customer’s requested change is verified through a qualified, independent 
finn which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance 
company and has responded by mailing an informational package, which 
includes a postcard that the customer can use to confirm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $16.63 
to the account on July 6, 2000. This credit was sent in the form of a reimbursement check. 
YOU should have already received this refund check. Webnet also issued a credit of $24.51 
on October 3, 2000. This credit was sent in the form of a r e h d  check. You should receive 
this check in one to two billing cycles. The account was canceled on June 22, 2000. 

CAPITAL C I R C L E  OFFICE CENTER.  2540 SHUkWRD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Afiirmative Aciiofiqual Opporllrnity Employer 

PSC Wcbsite: wmvscri.netlprc Internet E-mail: contact@pscstate.fl.us 



Mr. Abraham Slomak 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and reguIations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a “No Sales Solicitation Calls ” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferred/carrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may call 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 1 1 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552. by fax toll free at 1- 
800-5 1 1-0809, or by E-mail at eplendI@psc.state.fl.us. 

Sincerely, 
/-I 

EllehPlendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Abraham Sloinnck - R e p  - 32181 7T 

Dear Mr. Randy Roland: 

WebNet Communications, Inc. (“WNC‘’) presents this response to a consumer complaint 
which was filed with your office by Abraham Slomack (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonnJide request for WNC service was confirmed by a third party verification 
company, W C  records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $24.5 1, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC’s records also indicate that service was terminated on June 22,2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of-this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

RespecthIly submitted, 
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October 3,2000 
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Enclosures 
cc: Abraham Slomak 

7380 S Oriole Blvd #605 N 
Delray Beach, FL 33446 



STATE OF FLORIDA 
DOCKET No 001 109-TI 
EXHIBIT MW-2 

Commissioners: 
J. TERRY DEASON, CHA~RMAN 
E. LEON JACOBS, JR 
LILA A. JABER 

Pale 222 of 659 

DWISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DrRECrOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 
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STAMP & RETURN 
WebNet Communications, Inc. 

July 12,2000 

VIA FIRST CLASS M A E  

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Abraham Slomak - Case Number: 32181 7T 

Dear Mr. Kennedy: 

WebNet Communications, Znc. (LLWNC’’) presents this response to a consumer complaint 
which was filed with your office by Abraham Slomak (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider Without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (,,CC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate that service was terminated on June 32, 2000, and WNC has 
issued complainant a r e h d  check in the amount of $16.63. A copy of the refhd check is attached 
for your review. T€us refund also includes service charges in the amount of $4.52. WNC hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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Mr. Randy Roland 
July 12,2000 
Page 2 of 2 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

C.l -,.-,.- I _ _  .. . __. .__. I_-- -_  ... - - -. .... 
Patrick H. Allen 

Enclosures 
cc: Abraham Slomak 

7380 S .  Oriole Boulevard 
Apt. 606 North 
DelRay Beach, FL 33446 
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FIDELITY NATIONAL BANK 
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7/6/2000 

561-495-806 
IEMO 

WEBNET COMMUNC 

Marilyn SIoi 
Refunds 

l19.O7( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

1380 
7/6/2008 

16.63 

Checking - Fidelity 561-495-8044 16.63 
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WebNet Communications, Inc. 

July 12,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Abraham Slomak - Case Number: 32181 7T 

Dear Mr. Kennedy: 

WebNet Communications, tnc. (“WC’) presents this response to a consumer complaint 
which was filed with your ofice by Abraham Slomak (“compIainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (”PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1 } a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company o f  a consumer’s request for 
service. In this instance, a bonu fide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate that service was terminated on June 22, 2000, and WNC has 
issued complainant a refimd check in the amount of $16.63. A copy of the refund check is attached 
for your review. I h s  refund also includes service charges in the amount of $4.52. WNC hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. 

3248 Prospect Avenue, NW + WashingQn, DC 20007 + Cmtomer Sewice (877) 880-0.166 
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Mr. Randy Roland 
July 12,2000 
Page 2 of 2 

An extra copy of h s  filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enctosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

4 Respectfully submitted p"QF&&&4 #< 

I ..,,._ . . . .  . ,, _ _ .  . . . ~  _ .  - .I. .. 
Patrick H. Allen 

Enclosures 
cc: Abraham Slomak 

7380 S. Oriole Boulevard 
Apt. 606 North 
DelRay Beach, FL 33446 
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1 I9.07(1)(2), Florida Statutes: Bank account numb 
or debit, charge, or credit card numbers given to an 

agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection ( 1 )  
and s.24(a), Art. 1 of the State Constitution . . . 

WEBNET COMMUNC 

7/6/2000 Marilyn Sloi 
Refunds 

Checking - Fidelity 561-495-8044 

1380 

16.63 

16.63 
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Page 230 of 659 From: Ellen Plendl J 

Sent: To: Randy Roland 
Subject: FW: Request Number 321817T 

Thursday, June 29, 2000 7:42 AM 

- - - - -  Original Message----- 
From: Jane Aelein tmailto:jhelein~helein-coml 
Sent: Wednesday, June 28, 2000 2:09  PM 
To: 'pscreply9psc.state.fl.u~' 
Subject: Request Number 321817T 

Dear Mr. Roland: 

Wick reference to Mr. Abraham SLomak's slamming complaint against 
XebNet Ccmrunications, Inc., w e  a r e  uzable EC locate this customer w i t h  the 
phone number (561) 395-8044 - is it possible the  area code m y  have changed 
ar the  nunksr was not correct? Please I~V:SP. so that we may investigate 
this complaint further. Thank you. 

/ 2 

P 

n 

5 // 



Consumer In for ma tion 

Name : RICHARD GOODWIN 

Business Name: 

SvC Address: 2265 SE MASTER AVE 

County:Saint tucie Phone: 561 -335-0012 

C i t y / Z i p :  Part Saint Lucie / 3 4 9 5 2 -  

Account Number: 

Caller's Name: RICHARD GOODWIN 

Mailing Address: 2265 SE MASTER AVE 

City/Zip:PORT SAINT LUCIE ,PL 34952- 

Can Be Reached: (561)-335-0012 

1 hr2da  Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
850-4 13-67 00 

- 

Utility Infurmation 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen322172T 

Response Needed F r o m  Company? y 

Date Due:07/18/2000 
Fax:  6W1.202-965-3987 

Cnterim Report Received: / / 

Zeply Received: 07/11/2000 

ieply Received Timely/Late: T 

Cnformal Conf.: N 

PSC Information 

Assigned To: NOELIA SANTIAGO 

Entered By: KBALDWIN 

Date: 06/26/2000 

Time: 14:55 

v i a  : PHONE 
(Phone/Mail/Pax/E-Mail) 

Prelim Type : SLAMMING 

PO : 

Supmntl Rpt Req'd: 09/07/2000 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: l0/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer called stating he has been billed by WebNet without authorization. Customer says he has been 
billed by WebNet f o r  long distance as well as local long distance. He says he never spoke with anyone from 
WebNet, but he has been billed and continues to receive erroneous bills from WebNet. Customer says he did 
not realize he was slammed until this month, so he has paid WebNet for these unauthorized charges, but says 
he will not pay this month's bill. Customer's local  carrier of choice is BellSouth and his long distance 
carrier of choice is AT&T. 

***NOTE***Customer states he will be faxing in a copy of the unauthorized billing from WebNet. 

,;. . . ' * Please investigate this matter. 1 :. ' 

* Provide the Commission with a detailed written report including an LOA or verification tape and applicable 
credits f o r  switching fees, as well as an adjustment o f  rate to that  of the customer's preferred carr ier  by 

Request No. 322172T Name GOODWIN ,RICHARD MR. Business Name ; g g  
E E$ 

PAGE NO: 1 



* C o n f i r m  the customer has been contacted regarding this matter. 

Case taken by Kimberly Baldwin 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

06/28/00 CUSTOMER SENT BILL COPIES. FORWARDING TO THE COMPANY T O  REVIEW THEN ADDING TO THE PENDING FILE. 
C. ' BROOME 

07-11-2000 Response and verification CD received via U S Mail. VMcKay 

09/07/2000 Reviewed report and third party verification. The verifier states, "Thank you for choosing 
WebNet as your long distance provider.Il It appears that the verifier states the customer should spell their 
name as they want it to appear on the $100.00 check. Customer spells his name as "D---h--d you piss me 
off". The verifier states the customer should say his address and birthdate. The customer gives the number 
100 - 2000. 

The verification did not include the statement abou t  the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. It appears the name, address and birthdate are considered invalid. 

The company issued credit of $24.80 to the account on June 2 8 ,  2000. The credit was sent in the form of a 
refund check. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customerls billing ndme, address, and each telephone number to be changed; 

2 .  Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

PAGE NO: 2 



' 4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. It appears the name, address and birthdate are considered invalid. 

2) Due t o  the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 2 9 ,  2000. 
eplendl 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet also issued a credit of $18.63 on October 3 ,  2000. This credit was sent 
in the form of a refund check. You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. However, a copy of this refund check was not included 
in the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation fox unauthorized switch. Credit issued and account 
canceled. 

E 
Request No. 322172T N a m e  GOODWIN ,RICHARD MR. Business N a m e  ? 

PAGE NO: 3 
=! 
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Commissioners: 
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J. TERRY DEMON, CHAIRMAN 
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DIVISION OF CONSUMER & F A R 5  
BEERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 13-6 100 

October 9,2000 

Mr. Richard Goodwin 
2265 SE Master Avenue 
Port St. Lucie, FL 34952 

RE: 322172T 

Dear Mr. Goodwin: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long,distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a c d  to an automated 800 number and, through a 
seqiience of prompts, confirms the customer’s requested change; or 

(c) the customer’s requested change is verified through a qualified, independent 
fimi which is unaffiliated with any long distance company; or 

(d) the company has received a customer request tu change his long distance 
company and has responded by mailing an informational package, which 
includes a postcard that the customer can use to confirm a change request. .S 

;&;A 

Documentation provided to the PSC indicates that the company issued credit of $24.80 ..$. 
to the account on June 28, 2000. This credit was sent in the form of a reimbursement check. .:7 
You should have already received this refund check. Webnet also issued a credit of $18.63 ‘:; 
on October 3, 2000. This credit was sent in the form of a refund check. You should receive ;i: 

.”.1.. 

l m l -  

this check in one to two billing cycles. t. 
%. 

CAPITAL CIRCLE OFFICE CENTER 2540 SIlUCt\RD O A K  BOULEVARD TALLAHASSEE, FL 323994850 
An Affirmative ActiunEqual Opportunity Employer 

PSC Websitc: www.scri.net/psc Internet E-mail: contact@pscsta te.fl.us 
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Mr. Richard Goodwin 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a “Nu Sales Solicitation Calls” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may call 
your local telephone company, or call toll-free 1-700-55j-4l4 1 or 1-700-555- 1 1 1 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552. by fax toll free at 1- 
800-5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Ellenbend1 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Riclinrd Goodwiri - Ref# - 3221 72T 

Dear Ms. Noeliea Santiago: 

W ebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Richard Goodwin (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bunnfide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $18.63, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, piease contact the undersigned at the above address. 

Respecthlly submitted, 

Patrick H. Allen 



Ms. Noelia Santiago 
October 3,2000 
Page 2 of 2 

Enclosures 
cc: Richard Goodwin 

2265 SE Master Ave 
Port St. Lucie, FL 34952 
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P a g e  12 
RICHARD GOODWIN I I  
Account Ntmber: 561 335-0012 530 0453 
S i 1 1  P e r i o d  U a t a :  Jufl PO. 2c100 

@ For ILD 'releservices, Inz. Billing Questions, Call I ROO 433-4518 

Detailed Statement of Charges 

Service Pmvider - WEBNET 
I)irI?ct Didcd Cds 

Date Piucc Called Number Culled R a t P  T h o  ,Win 
1 .  05/18 WHBEARCAKE M N  651 429-h645 AD 10:164M 1 
2 .  05/23 ANGOLA I N  219 665-3639 AD 01:27PH 14 
3 ,  05/23 WPALMBEACH FL 561 795-lt178 AE D 8 : 3 3 P M  26 
4. 05/25 WPALMBEACH FL 561 965-16511 AD O1:SIPM 1 
5 .  09/25  WPALMBEACH FL 561 351-6054 AD 0 1 : 5 2 P M  2 
6. 05/25 PENSACOLA FL 850 456-5030 AD D2:02PM 1 

7 .  45/25 PENSACOLA f L  850 456-5030 AD Q2:03PM 9 
8. 05/25 ANGOLA I N  219 665-5639 AD 0 4 : 4 5 P M  9 
9, 05/26 BUENA PhRY CA 714 670-8314 AD O?:C5PM Sl 

10. 05/25 WPALMBEACH FL 561 9 5 i - 6 0 5 4  AE 0 6 : 5 5 P M  1 
T o t a l  D i r e c t  OIeled Calls ....................................... 
Total Cnarggs for 561 339-0012 .................................. 
The Ebove total does not include the f o l l o k ' i n g  taxus: 

f e d e r a l  Tax so * 59 ............................. 
Florida G r o s s  Recalpts Surcharge . . . . . . . .  SO. b 7  

T o t a l  I temized Cella ............................................ 19 .olr 

.4tnollrlt Taxss - 
Tares OR RcguLnted Sswice.q 
- 

.59 1 1 ,  Federal Tax  ............................................... 

. 4 7  12,  F l o r i d a  G r o s s  Receipts S u r C l l 8 r g Q  _I 

1 .QC, Total Tax86 on  ~ e g u r a t s d  Servlces ............................... 
1.06 T o t a l  18x05 ..................................................... 

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



STATE OF FLORIDA 

Commissioners: 
J. TERRY DEASON, CC~A~RMAN 
E. LEON JACO8S. JR. 
LILA A. JASER 

page 239 of 659 

DNrSION OF CONSUM& APFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 4 13-6100 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

FROM: DIWSION OF CONSUMER AFFAIRS 

FAX NUMBER: (8.50) 413- 71 68 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, F'L 32399-0850 
An AlIirmative Acrion/Equrl Opportunity Employer Internet E-mail CONTA~@PSC.STATEFLUS 



NODE = BRTCH TRANSMISSION START=SEP-07 12:05 END=SEP-07 12:08 

FlLE NO.=096 

STN NO. COW.  GEBR NO. STFlTION WE/TEL NO. PFlGES WRRTION 

am B-OK P 617037141330 @OW005 BRTCH 

-FL PUEtIC SER. COMMISSION- 

FACS~MZLE TRANSMITTAL COVER SHEET 

FROM: DIVLTION OF CONSUMER A FFMRS 

FAX NUMBER: (8.50) 413-7168 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 5- 



July 7,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Richard Goodwin 
Request No. 3221 72T 

. .  - 
I .  

Dear Ms. Santiago: 

WebNet Communications, Inc. (,‘WNC’’) presents this response to a consumer complaint 
which was filed with your office by Richard Goodwin (“complainant”). The complaint alleges that 
WNC switched comp\ainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC‘) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a h r d  party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC’s contract with third party verification company requires the verifier to submit only 
good verifications, and unless there is a complaint, WNC does not receive a copy of the verification 
which are retained by the verifier. However, when a complaint is filed, the verification is requested 
and sent to WNC, and is played to determine its validity. In this case, the complainant resorted to 
the use of offensive and scatologicai responses that the automatic attendant would not have picked 
up on We are warning you of the nature of this tape so that persons of sensitivity to such language 
are forewarned. Obviously, the verification is invalid, but the complainant would seem to have 
forfeited his rights to make a claim of being slammed as he willingly participated in the verificatis! 
with the intent of prostituting the process. zy 

Still, WNC regrets the circumstances surrounding this compiaint and in the interest%. 
consumer relations, WNC has issued complainant a r e h d  check in the amount of $24.80. A CQ y 
af the refund check is attached for your review. WNC hopes that the Commission is satisfied mdi  i? 
the resolution of the above referenced compiaint. G 

3248 Prospect Avenue, NW + Washington, DC 20007 -+ Customer Service (877) 880-0 166 
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Ms. Noelia Santiago 
July 7,2000 
Page 2 of 2 

An extra copy of h s  filing is enclosed Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

Enclosures 
cc: Richard Goodwin 

2265 SE Master Avenue 
Port St. Lucie, FL 34952 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

6/28/2000 

PAY TOTHE Richard Goodwin 3RDER OF 

Richard Goodwin 
2265 SE Master Av 
Port St. Lucie, FL 34952 

561-335-00' 
1 19.07( l)(z), Florida Statutes: Bank account nunibers MEMO 

or debit, charge, or credit c z d  cutiibers given to an 
agency for the purpose of payineat of any fie or debt 
owinn are confidential and exempt from subsection (I)  WEBNET COMMUNC 

v 

Refunds Richard Go' and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 561-335-0012 

1364 
6/28/2000 

24.80 

24.80 
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WebNet Communications, Inc. 

July 7,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Richard Goodwin 
Request No. 3221 72T 

Dear Ms. Santiago: 

WebNet Communications, Inc. (”WNC”) presents this response to a consumer complaint 
which was filed with your ofice by Richard Goodwin (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC“) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); andior 
2)  a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonufide request for WNC service was confintied by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC’s contract with third party verification company requires the verifier to submit only 
good verifications, and unless there is a complaint, WNC does not receive a copy of the verification 
which are retained by the verifier. However, when a complaint is filed, the verification is requested 
and sent to WNC, and is  played to determine its validity. In this case, the complainant resorted to 
the use of offensive and scatological responses that the automatic attendant would not have picked 
up on. We are warning you of the nature of this tape so that persons of sensitivity to such language 
are forewarned. Obviously, the verification is invalid, but the complainant would seem to have 
forfeited his rights to make a claim of being slammed as he willingly participated in the verification 
with the intent of prostituting the process. 

Still, WNC regrets the circumstances surrounding this complaint and in the interest of 
consumer relations, WNC has issued complainant a refund check in the amount of $24.80. A copy 
of the refund check is attached for your review. WNC hopes that the Comnission is satisfied with 
the resolution of the above referenced complaint. 

c 

3248 Prospect Avenue, NW + Washington, DC 20007 ’+ Customer Service (877) 880-0166 
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Ms. Noelia Santiago 
July 7,2000 
Page 2 of 2 

An extra copy of h s  filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

Enclosures 
cc: Richard Goodwin 

2265 SE Master Avenue 
Port St. Lucie, FL 34952 



WCKETNo 001109-TI 
EXHIBIT MW-2 

WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHtNGTON, D.C. 20007 

FIDELITY NATlONAL BANK 
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66240161 1 
Page 246 of 659 

6/28/2000 

PAYTO THE Rtchard Goodwin I $ **24.80 
ORDER OF 

2265 SE Master Av 
Port St .  Lucie, FL 34952 

1 

! 

561-335-OO! - 
II' 

1 19.O7( l)(z), Florida Statutes: Bank account numbers MEMO 

or ckbit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

1364 
6/28/2000 

WEBNET COMMUNC 

24.80 Richard Go 
Refunds 

Checking - Fidelity 561-335-0012 24.80 
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HP Oft'iceJet 
Personal PrinterlFaxlCogier 

Identification Result Paces T v ~ e  - Date Time Duration Diaenostic 

61 703 7 14 1330 OK OS Sent Jim-29 09: t6 OO:OL:27 002582030022 
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Commissioners: 
JOE GARCW, CHAIRMAN 
J. TERRY DEASON 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LI!A A. JABER 

DIVISION OF CONSUMER AFFAIW 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

DA TE: cc lzvl 0 0  

n 

OFFICE/B USINESS: 

FAX NUMBER: - 1330 

FROM: DIVISION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413-7168 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 

‘.* 
:r 

i, 
‘~ %$ 
r:i f..,,- 5- &\- NUMBER OF PAGES, INCLUDING THIS COVER SHEET: - 

V 

CAPITAL CIRCLE OFFICE CENTER - 2540 SHUMARD OAK BOULEVAKD TALLAHASSEE, FL 32399-0850 
An Alfirmative Actionnqual Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FL.US 



Name SELIGMAN ,FRED Business Name Request No. 322213T 
b 

Consumer lnformation 

Name: FRED K SELIGMAN 

Bueinesa Name: 

Svc Addrese: 400 WEST GONZALEZ STREET 

County: Escambia Phone: (850)-438-3934 

City/Zip: Pensacola 1' 32501- 
Account Number: 

Caller's Name: FRED K SELXGMAN 

Mailing Addreas:400 WEST GONZALEZ STREET 

City/ZiP:PENSACOLA ,FL 32501- 

Can Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4f3-8100 

Utility In forma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen322213T 

Response Needed From Company? y 

D a t e  Due: 07/19/2000 
F a x :  6W1,703-714-1330 

tnterim Report Received: / / 

Eeply Received: 07/11/2000 

Reply Received Timely/Late: T 

rnformal Con€. : N 

PSC lnformation 

Assigned To: NOELIA SANTIAGO 

Entered By: RGILLAND 

Date: 0 6 / 2 7 / 2 0 0 0  

Time: 08:15 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl R p t  Req'd: / / 

Certified Letter Seat: / / 

Certified Letter Rec'd: / / 

Closed by: NJS 

Date: 08/11/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that he was slammed by WebNet on or around May 28 ,  2000. Customer states that he never 
authorized service from Webnet, and is seeking $6.07 for the time he was on Webnet. Customer states that hie 
preferred carrier is AT&T. Customer states that he has already re-established service with his preferred 
carrier of AT&T. Please credit customer anything due, and send a full report to the customer and the FPSC by 
the due date. Also include a taped authorization/LOA to the FPSC. 

Complaint taken by: RBGillander 
Fax: 850/413-7168 
Email: pscreply@psc.state.fl.us 

06 /28 /2000  Received acknowledgement via e m a i l .  
customer in the database. eplendl 

V 

Company requires phone number as they are unable to locate the oi 

Y 
2 tequest NO. 322213T Name SELIGMAN ,FRED Business Name 

?AGE NO: 1 



FAX TO THE COMPANY: 

6/29/2000: 
BEEN DISCONNECTED TEMPORARILY. THE NEW NUMBER IS (850) 932-7024. I CONTACTED THE LOCAL COMPANY AND I SPOKE TO 
M F t .  JOHN VERLINO AND HE CONFIRMED THAT BOTH NUMBERS WERE UNDER THE CUSTOMER'S NAME. NJS 
1:35 PM) THANKS FOR YOUR COOPERaTION.NJS 

I DIALED THE IN QUESTION AND A RECORDING CAME UP STATING THE TELEPHONE NUM3ER (850)438-3934 HAS 

(TIME CALL WAS MADE 

07-11-2000 Response received via U S Mail. VMcKay 

07/12/2000 Customer received a letter from the company and he is not happy with the response. Customer would 
like you to get a copy of the verification tape. He is convinced that one does not exist. Customer is 
requesting a return phone call. Message forwarded to NSantiago. tmorgan 

07/19/00 LETTER RECEIVED FROM THE CONSUMER. HE STATES HE WOULD LIKE TO HEAR THE TAPE THE COMPANY REPORTS IT 
HAS OF HIS VERIFICATION. PLACING THIS INFORMATION WITH THE FILE, INFORMING N. SANTIAGO. C. BROOME 

7/11/2000: REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CREDIT IN THE AMOUNT OF $17.68 WAS ISSUED TO 
THE CUSTOMER. THE CREDIT SHOULD APPPEAR WITHIN ONE TO THREE BILLING CYCLES. THIS CASE IS CLOSED AS AN 
INFRACTION BECAUSE NO THIRD PARTY VERIFICATION TAPE OR LOA WAS PROVIDED. THIS INFORMATION WAS NOT ON FILE AT 
THE TIME OF THE CASE WAS CLOSED. 

8/15/2000: A CLOSURE LETTER WILL 3E FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

\o 2 5 - 
0 
'p 
i lequest No.  322213T Name SELIGMAN ,FRED Business Name 

?AGE NO: 2 
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J u l y  17 2000. 

Ms. Noelia Santiago 
F1.Public Srvc-Cmsn 
2 5 4 0  Shumard Oak Blvd. 
Tallahassee FL 32399 0850.  

re:Case # 32221311 Fred K Seligman. 

This letter is to correct a statement made by WEBNET in the 
second paragraph #2"a taped verification e.t.c.'l 

Nobody in my Household represented by phone # 850 932 7024 
authorized the switching of o u r  Long Distance Service from 
AT&T to WEBNET.1 would like to hear the tape mentioned. 

There is also a mistake in the Florida Public Srvc.Commission 
Request #32213T on the last line 6-29-2000.The recording on 
850  438 3934 is as follows:"438 3934 please listen carefully 
this number has been changed temporarily to o u r  Beach number 
9 3 2  7024.  

It did not say'lbeen uiiu 

. .. 
..._I_. 
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July 7,2000 

\rIA FIRST CLASS MAIL 

Ms. NoeIia Santiago 
Florida Public Senice Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FI, 32399-0850 

-. 

J 
. Re: Fred K Seligman - Case Xirmber: 322213T 

Dear Mr. Kennedy: 

WebNet Communications, Inc. (“WNC”> presents this response to a consumer complaint 
which was filed with your ofice by Fred K. SeIigman (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (C‘FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a.third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

W C  regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WC‘s records indicate that service was terminated on June 14, 2000, and a credit has 
been issued in the mount of $17.68, which includes service charges in the amount of $6.06. Plezse 
be advised that these crcdits nay caice one to h e e  billing cycles to appear. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced compIaint. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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Ms. Noelia Santiago 
July 7,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

Enclosures 
cc: Fred K. SeIigman 

400 West Gonzalez Street 
Pensacola, €l 32501 

B 



R e q u e s t  No. 3222331 Name ZELIGMAN ,FRED Business Name 

Consumer lrif or motion 

Name: FRED K SELIGMAN 

Business Nome: 

Svc Address: 490 WEST GONZALEG STREET 

County: Esaambta Phone: ( 8 5 0 )  -438-3934 

City/Zip: ~ensaaola / 32501- 

k c o u n t  Number: 
Coller's Nome: FRED K SELIGKAN 

Moiling Address: 400 WEST OONZALEZ STREET 

City/Zip: PENSACOLA ,FL 32501- 

Can Be Reoched: 

Florida Public Service 8 

Commission - Consumer Request 
2540 Shumord Oak Bc;ulevord 

Tollahassee, Floridu 32399 
850- 4 1 3-6 1 00 

Utilily Informalion 

Cornpony: WEBNET COMMUNICATIONS, INC . 
Attn, Patriak Allen322213T 

Response Needed f r om Cornpuriy? Y 

Dale Due: o7/19/2000 

n?erim Report Received: / /  

&ply Received: / /  

?eply Received Timely/Lale: 

riforrnol Corif .: N 

lssigned To: NOELIA S ~ I A W  

Intered By: RQZL- 

Dote: 0 6 / 2 7 / 2 0 0 0  

Time; 08:15 

ilia; PHONE 

'relim Type: SLAMMING 

'0: 

jupmntl Rpt Req'd: / /  

Zertilied Lelter Sent: / /  

M i l i e d  Letter Rec'd: / /  

Closed by: 
Date: / 
Closeout Type: 
ADDUrerlt Rule Violdon; 

Customer states tho1 he wos slammed by Webh'et on or ciround May 28, 2000. Cuslomer stales thot he never aulhorized service from Webnet, and is seeking $6.07 for the 
time he was on Webnet. Customer slotes tho1 his preferred corricr is AT&T. Cuslorner stoles lhul he hus ulreudy re-estoblislicd service with his preferred carrier o f  A1&1. 
Please credit customer onylhinq due, ond send a lull report lo Ihe cusfornei, und the FI'SC by the due dote. Nso include o toped otithorization/LOA lo Ihe FPSC. 

Comploirif laken by: RBGillonder 
Fax: 850/413-7168 
Emoil: pscrepiy@psc.state.f I. us 

06/28/2000 Received acknowledgement vio email. Company requires phone number os they ore unoble to locate the cuslorner in the datobuse. eplendl 

FAX TO THE COMPANY 

2 
6/29/2000: I DIALED THE IN QUESTION AND A RECORDING CAME UP STATING THE TELEPHONE NUMBER (850)438-3934 HAS BEEN DISCONNECTED TEMPORARILY. THE NEW NUMBER 

N "I 

0 1 

Requeat No. 3222131 "e SELIGMAN ,FRED Business N a m  v, 

1 



To: Patrick P.lien3ZZZ13T 
FTO

~: NDELIA SANTIAGO 
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Ellen Plendl 

From: 
Sent: 
To: 
Subject: 

Jane Helein ~helein@helein.com] 
Wednesday, June 28,2000 328 PM 
'pscreply@psc.state.fl.us' 
Cosumer Complaints 

Dear Ms. Santiago, 
We are in receipt of two complaints filed with the Florida PSC against 
WebNet Communications, Inc. 
I )  
2) 

Fred K. Seligman (Request #322213T) at phone number (850) 438-3934 
Donna M. Williams (Request #321993T) at phone number (954) 726-9918 

Unfortunately, WebNet is unable to locate these customers. Is it possible 
the numbers are incorrect? Please advise, so that we may investigate and 
resolve quickly. 

Thank you. 
Jane M. Scott 

1 
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July 7,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 ” .  . .  

* Re: Fred K Seligman - Case Number: 322213T 

Dear Mr. Kennedy: 

WebNet Communications, Inc. (‘‘WC”) presents this response to a consumer complaint 
which was filed with your office by Fred K. Seligman (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC’) comport with the 
Federal Communications Commission (L‘FCC‘‘) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request €or 
service. In this instance, a bon~fide request for WNC service was confirmed by a-third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNCs records indicate that service was terminated on June 14,2000, and a credit has 
been issued in the amount of $17.68, which includes service charges in the amount of $6.06. Please 
be advised that these credits may take one to three billing cycles to appear. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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Ms. Noelia Santiago 
July 7,2000 
Page 2 of 2 

4 
An extra copy of h s  filing is enciosed Please date stamp the extra copy and return it to t 

undersigned in the enclosed self addressed posted envelope. If you have any questions concemi 
this matter, please contact the undersigned at the above address. y -  - .  -. . 

ril .. 

Patrick €3. Allen 

Enclosures 
cc: FredK. SeIigman 

400 West Gonzalez Street 
Pensacola, FL 3250 1 



To: Patrick Allen3Z2213Y 
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From: "AIR SANTIAGO 

4 I 



Re9uest No. 322524T Name BECKER ,DANA MRS Business Name 

Consumer Information 

Name: DANA BECKER 

Business Name: 

SVC Address: 3252 BOXHILL DRIVE 

County: Pinellas Phone: (727) -781-4111 

City/Zip: Clearwater / 33761- 
Account Number: 

Caller's Name: DANA BECKER 

Wailing Address: 3252 FOXHILL DRIVE 

City/Zip:Clearwater ,FL 33761- 

Can Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

8 5 0-4 7 3-6 1 00 

Utility ln forma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane322524T 

Response Needed From Company? y 

Date Due:07/21/2000 
Fax: 9W1,800-815-0348 

Cnterim Report Received: / / 

Zeply Received: 09/25/2000 

Zeply Received Timely/Late: L 

tnformal Conf.: N 

PSC Information 

Assigned To: NOELIA SANTIAGO 

Entered By: RLOGAN 

Date: 06/29/2000 

Time:  10:16 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

PO : 

Supmntl R p t  Req'd: 1 / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: RL 

Date: 11/30/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she was switched from MCI to WEBNET without authorization or request. 
she has returned to her carrier of choice. 
call to Orlando. 

Customer states 
Customer is disputing 63 cents that was billed to her f o r  a 

Please investigate this matter, contact the customer and provide the Fl. Public Service Commission with a 
detailed written report including LOA/Tape and applicable credits for switching fees, as well as an 
adjustment of rates to that of the customer's preferred carrier by the due date. 

Case taken by Ray Logan 
FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US 

Cross reference 322523T. 
0 
'? 
2 

Request No. 322524T Name BECKER ,DANA MRS Business Name 

PAGE NO: 1 
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Commissioners: 

E. LEON JACOBS, YR. 
L U  A. JABER 
BRAULIO L. BAEZ 

J .  TERRY DEASON. CHAIR;L.I-ZN 
DIVISION OF CONSUMEK AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR ~. " 

(850) 4 13-6 100 
TOLL FREE 1-800-342-3552 . - -  . .. 

f I .  

' -+ 1: -.. 

December 1,2000 

Mrs. Dana Becker 
3252 Foxhill Drive 
Clearwater, FL 3376 1 

RE: Case #321524T 

Dear Mrs. Becker: 

This is a follow-up to your recent inquiry concernins the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, h c .  (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company niay be chansed only if one of the following conditions has been met: 

(a) the lorig distance coiiipa~t~? Ifas 011 Iiartd n bnllot or letter from the customer 
reqiiestirig such a cliaiige; or 

(b) the citstoirier iriitiates n call to mi airtoriiated 800 irmiber and, tliroiigli a seqirerrce 
of pronipts, coiifirim the crrstonier 's requested change; or 

(c) tlie customer's requested cliarige is verified tlirorigli a qiinlified, iiidepeiiderrtfirm 
rvlriclr is iirinffiEiated with any long distance cortrpany; or 

{d) tire coritpnriy has received n cirstorrier request to cliangc his I n i g  distance conipmy 
rrrid has resporided rvithin three days by mailing of an iitforirintiori package titat 
iricliides n prepaid, retiirriable postcard, atid an additional I 4  days have passed 
before the corripariy submits tlie lorig distairce cotiipaiiy change to tlie IocaI 
telep-ph on e conipaiiy. 

CAPITAL CIRCLE OFFICE CENTER a 2540 SHUMARD O A K  BOC'LEVARD TALLAHASSEE, FL 32399-08 50 
An Affirmative ActiodEqual Opportunity Employer 

PSC Websire: http:/lwwrv.lloriclapsc.com Internet E-mail: contact~psc.state.fl.us 
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Mrs. Dana Becker 
Page 2 
December I ,  2000 

Since none ofthese conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infraction. The company has issued 
a credit of $10.63 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit shouId appear within one or two billing cycles. If you do not see this credit on your teiephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitatioii Calfs ’‘ Iist. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredjcamer) 
Freeze.” This will prohibit future changes to your account without your written authorization. Ifyou 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concems. If you have any questions or need 
hrther assistance, piehe contact me toll free at 1-800-342-3552, by fax to11 free at 1-800-51 1-0809, 
or by e-mail at rlogan@psc.state.fl.us. 

Sincerely, 

Ray A. Logan 
Regulatory Specialist I 
Division of Consumer Affairs 

RAL:ewe 
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Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Friday, September 01,2000 1 :39 PM 
Dick Ourbin 
Carmen Pena; Paul Lowery; Noelia Santiago; Leroy Rasberry 
Webnet Communications, Inc. TJ-299 

Dick: Please contact this company and ask them who the liaison is. We are faxing the 
complaints to Patrick Allen at (202) 965-3987. 

The company in a e-mail notified us on August 28, 2000  that they did not receive inquiry 
number 322524T filed and faxed on June 29, 2 0 0 0 .  Ray Logan has provided me with a copy of 
his fax log showing that the fax did go through, to that number on that date. 

The company's communication is stating t h a t  we should forward the inquiry to a Jane M. 
Scott at jheleinbhelein.com. 

Please let Paul and me know the outcome of your contact with the company. Should we need 
to make any changes we will proceed accordingly. 

Noelia: Please e-mail this complaint to the company (jhelein@helein.com). Address it to 
the attention of Jane M. Scott. Thank you. 

1 
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S t a t u s  Page 265 or 659 Action Date Time To From 

Send 06/28/2000 13:21 Roseanne Lucas322450EVICTOR MCKAY 0 000 6W13 05 -552 - 3 84 9 
Send 

Send 

Send 

Send 

Send 

Send 

Send 

Send 

Send 

Send 

06/28/2000 

06/29/2000 

06/29/2000 
06/29/2000 

06/29/2000 

06/29/2000 

06/30/2000 

06/30/2000 

0 6 / 3 0 / 2 0 0 0  

06/30/2000 

13:48 

07 : 02 

10 : 18 

10:24 

11:35 

13 : 24 

09:51 

10:40 

13 : 42 

15:39 

Jackie Vida322454G NOELIA SANTIAGO 0000 6W19D8-527-1033 

V i n c e  NOELIA SANTIAGO 0000 6Wl.404-810-5901 

Richard D. RANDY ROLAND 0000 613703-363-4404 

0 0 00 6W12 0 2 - 9 65 - 3 9 87 Patrick AILen322524T NOELIA SANTIAGO 

Vince TARRAH GORDON 0000 6W1404-610-5901 

0463  6W1201-947-4465 

00 0 0 6W13 05 - 3 5 0 -90 91 
0000 611813-829-7777 

0000 6W1305-350-9091  

0000 6W1214-863-8721 

Sang Hoon Kim322570TNOELIA SANTXAGO 

Sherry Coxe322645T ELLEN PLENDL 

Phyllis Shaw322652T ELLEN PLENDL 

Sherry Coxe32271l.T NOELIA SANTIAGO 

Joel Ballew310569T TARRAH GORDON 

1 
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From: 
Sent: 
Tc: 
Subject: 

Jane Scott [jhelein@fielein.com] 
Monday, August 28.2000 9:09 AM 
pscreply@psc.state.fi.us 
Request #322524T 

-.- 

Dear Ms. Santiago: 
Our office is in receipt of correspondence on above request number - 
complaint filed by Dana Becker against WebNet Communications, Inc. - the 
correrspondence states that WebNet has not responded in a timely fashion, 
however', our records do not show receipt of any documentation on this 
complaint. Please forward any information you have regarding this complaint 
to our attention. 
Jane M. Scott 
jhelein@helein.com 

Thank you very much. 

I ,-  

&-< 

1 
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WebNet Communications, Inc. 

September 19,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Dana Becker - Request No. 322524T 

Dear Ms.- Santiago: 

WebNet Communications, Inc. (“WC”) presents this response to a consumer complaint 
which was filed with your office by Dana Becker (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. W C  records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refkd check in the disputed amount of $10.63, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC’s records also indicate that service was terminated on May 12, 2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, piease contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H Allen 

3248 Prospect Avenue, NW Washington, DC 20007 6 Customer s-,irp 1 ~ 7 7 )  m n  nice 
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Ms. Noelia Santiago 
September 19,2000 
Page 2 of 2 

_-. 

Enclosures 
cc: Dana3ecker 

3252 Foxhill Drive 
Clearwater, FL 33761 



Consumer Information 
Name: "A BEC- 

Business Norne: 

Svc Address: 3252 FOXHILL DRIVE 

County: Pinellas Phone: (727) -781-4111 

City/Zip: C l e a r w a t e r  1 33761- 
Account Number: 
Caller's Norne: n m  BECKER 

Moiling Address: 3252 FOXHILL DRIVE 

City/Zip: CLEARWATER ,FL 33761- 

Can Be Recched: 

1s Business Name 

PSC Informution 
~~ 

Florida Public Service 
Commission - Consumer Request 

Tallahassee, Florida 32399 
2540 Shumord Oak Boulevard 

850-4 I 3-6 100 

Utility lnforma tion 
Company: WEBNET COMMUNICATIONS, INC. 

Attn, P a t r i a k  Allen322524T 

Response Needed From Company? Y 

O d e  Due: o7/2112000 

nterim Report Received: / /  

3eply Received: / /  

?eply Received Timeiy/Lote: 

nforrnal Conf.: N 

Assigned To: N ~ L I A  SAWTIAW 

Entered By: -EA 

Date: 06/29/2000 

Time: 10:16 

Via: PHONE 

Prelim Type: S-NQ 

PO: 

Supmntl Apt Req'd: / I  
Certified Letter Sent: 1 1  

Certified Letter Redd: / /  

Closed by: 

Date: 
Closeout Type: 
Apporerit Rule Violaiion: 

I 
Customer stoles thot she wos switched From MCI to WEENET without outhiriz ion or request. Custmer stules she has relurned to her currier of choice. Customer is 

Please investigate this rnotter, contact the cu: t lner and provide the FI. I uh i . Service Cornmission witti a detuiled written r e p "  including LOA/Tape and opplicubte creails for 

disputing 63 cents that was billed to her for 3 1:011 to Orlondo. 

switching fees, os well as an adjuslrrient of rdcs to thot of the custumeis [referred carrier by the due date. 

Case taken by Ray Logan 

E-moil: PSCREPLYOPSC.STATE.FL.US 
FAX# 850-413-7168 

08-28-2000 Compony states thot they how not received ony correspmdew from the PSC. Refuxing l o  compony. RLogon 
9% 9 $ E  

Request No. 322524T rhme aEcKER ,DANA= Business Nalae 4 sz 
g 2s  

L.J z x 
g 7s 

1 

cp 
I 
N 
OD , 
0 0 

I-- c 

a 
Ty P, 
P 



Dana Becker 
3252 Fox Hill Dr. 
Clear Water, Ez 33761 

727-781-41 11 MEMO 

II' 

WEBNET COMMUNICAl 

Dana Becker 
Refunds 

1 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owiq are confidential and exempt from subsection (1) 
2r_rls.24(a), Art. 1 of the State Constitution . . . 

1607 
911 212000 

10.63 

Checking - Fidelity 727-781-4111 10.63 
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From: 
Sent: 
To: 
Subject: 

Jane Scott [jhelein@helein.com] 
Monday, August 28,2000 9:09 AM 
pscreply@psc.state.fl.us 
Request #322524T 

Dear Ms. Santiago: 
Our office is in receipt of correspondence on above request number - 
complaint filed by Dana Becker against WebNet Communications, Inc.  - the 
correrspondence states that WebNet has not responded in a timely fashion, 
however', our records do not show receipt of any documentation on this 
complaint. Please forward any information you have regarding this complaint 
to our attention. 
Jane M. Scott 
jhelein@helein.com 

Thank you very much. 

1 



e 

Request Name INGBER ,BLANCH MRS Business Name 

Consumer In for ma tion 

Name: BLANCH INGBER 

Business Name: 

svc Address: 5767 HIOHLAND REACH LANE 

County: Palm Beach Phone: (5611-375-9486 

City/Zip: Boynton Beach / 33437- 
Account Number: 

Caller's Name: BLANCH INGBER 

Mailing Address: 5767 HIGHLAND REACH LANE 

City/Zip:BOYNTON BEACH ,FL 33437- 

Can Be Reached: 

1 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Ta Ila hassee, Florida 3 2399 

850-4 7 3- 6 I 00 

Utility In for ma tion 
Company Code : T J 2  99 
c0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen322806T 

Response Needed From Company? y 

Date Due:07/25/2000 
Fax: 6W1,202-965-3987 

Interim Report Received: / / 

Reply Received: 07/24/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

PSC Information 

Rssigned To: RANDY ROLAND 

Entered By: DFLORES 

Date: 07/03/2000 

Time: 09:35 

V i a  : PHONE 
(Phone/Mail/Fax/E-Mail) 

Frelim Type: OTHER 

PO : 

Supmntl R p t  Req'd:  09/07/2000 

Zertified Letter Sent: / / 

Zertified Letter Rec'd: / / 

Closed by: mp 

Date: l0/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she is getting charges f o r  a total arnount of $78.00 f o r  calls that suppose to be 25 
cents a minute with BellSouth. Customer states that her local provider is BellSouth. 
Please investigate this matter and provide FPSC with a detail report by due date. 

DAN FLORES 
FAX 850 413 7168 
EMAIL PSCREPLY@PSC.STATE.FL.US 

Gf 

y I4 :$ 
0 9 / 0 7 / 2 0 0 0  Reviewed report. There was no t h i r d  party verification submitted. E * 2 :  

2; 

07-24-2000 Reply received via U S Mail. VMcKay -.- ' 

\D - 
.3 
5 Request NO. 322806T Name INGBER ,BLANCH MRS Business Name 

PAGE NO: 1 
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STATE OF FLORIDA 
Page 274 of 659 

Commissioners: 
J. TERRY DEMON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

DIVISION OF CONSUMER AFFAIRS 

DIRECTOR 
BEVERLEE DEMELLO 

(850) 413-6100 
TOLL FEE 1-800-342-3552 

October 9,2000 

Ms. Blanch Ingber 
5767 Highland Reach Lane 
Boynton Beach, FL 23437 

RE: 322806T 

Dear Ms. Ingber: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First. let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules stale that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand u ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, confirms the customer's requested change; or 

(c) the customer's requested change is verified through a qualified, independent 
firm which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance 
company and has responded by mailing an informational package, which 
includes'a postcard that the customer can use to confirm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $67.00 
to the account on July 17, 2000. This credit was sent in the form of a reimbursement check. 
You should have already received this refund check. Webnet also issued a credit of $88.64 
on October 3, 2000. This credit was sent in the form of a refund check. You should receive 
this check in one to two billing cycles. 

c z !$%f # 4 9  t! 
CAPITAL CIRCLE OFFICE CENTER 2540 SHUhlARD OAK BOULEVARD TALL+~~J~@?~& 323994858 

An Amrmative ActionlEqual Opportunity Employer 
PSC Websitr: "u.scri.nct/psc Internet E-mail: contact@pscstate.fl.us 
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Ms. Blanch lngber 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future: including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a “Nu Sales Solicitarion Calls” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredlcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may call 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1 -  
800-5 1 1-0809, or by E-mail at eplendi@psc.state.fl.us. 

Ellenulendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Blanch Ingrant Rcfl - 322806T 

- 
FLORIDA PUSLIC BEAVtCE [ 

f COM MJL1981Qh! 
CONSUMER hFF&RS I I 

Dear Mr. Randy Roland: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Blanch Tngram (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $88.64, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 



Mr. Randy Roland 
October 3, 2000 
Page 2 of 2 

Enclosures 
cc: Blanch Ingram 

5767 Highland Beach Lane 
Boynton Beach, FL 33437 
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Commissioners: DIVISION OF CONSUMER AFFAIRS 

J. TERRY DEASON, CHAIRMAN BEVERLEEDEMEUO .- 
E. LEON JACOBS, JR DIRECTOR 

LILA A. JASEF? (850) 4 13-61 00 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

DATE: 
I 

TO: ) 

FAX NUIMBER: (703) 7 4 . 1 3 3 0  

FROM: DIMSION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 413- 71 68 

TELEPHONE NUMBER: (850) 813-61 00 OR 1-900-342-3552 

COMMENTS: 

- .  

NUMBER OF PAGES, INCLUDING THIS COVER SHEET.. 3 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUkrAm OAK BOULEVARD TALLAHASSEE,@% 

1 .  

An Aflirmativr AdiodEquaI Opponunity Employer Internet E-mail CONTA~@PSC.STATE.~US 
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wAiw& WWWN 

WebNet Communications, h c .  

July 17,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
Communications Division 
2540 Shumard Oak Boulevard 
Tallahaxe, FL 32399 

e-+ 

<:r.;. 
i:u,.?: 

e -.:i 
r: l*= 

u“zrz Re: Blanch Ingber 
Request No. 322806T 6 ( 3  

e;;> 
Dear Mr. Roland: 

c 
!I I 

WebNet Communications, Inc. (L‘W“’’) presents this response to a consumer complaint 
which was Bed with your office by Blanch Ingber (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

‘(:;j . .. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verikation made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request fur WNC service was confumed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a re fhd  check in the amount of $67.00, which includes 
service charges in the amount of $10.25. A copy of the re fhd  check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution ofthe above referenced compfait. 
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Mr. Rmdy Roland 
July 17,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

Enclosures 
cc: Blanch Ingber 

5767 Highland Reach Lane 
Boynton Beach, FL 33437 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

FIDELITY NATIONAL BANK 
ATLANTA. GA ' 

64-240161 1 
Page 282 of 659 

I 

I 7/13/2000 

5 61-375-9486 
MEMO I I!I.07(1)(2), Florida Statutes: Bank account numbers 

or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

1 1 
1398 v , " 3 T  " A J N C I ~  owing are confidential and exempt from subsection (1) 

7/13/2000 Refunds Irving Ingbe' and s.24(a), Art. 1 of the State Constitution . . . 67.00 

Checking - Fidelity 51-375-9486 67.00 
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WebNet Communications, Inc. 

July 17,2000 

VIA FIRST CLASS MAIL 

h4r. Randy Roland 
Florida Public Service Commission 
Comunications Division 
2540 Shumard Oak Boulevard 
Tallahasee, FL 32399 

Re: Blanch Ingber 
Request No. 322806T 

Dear Mr. Roland: 

WebNet Communications, lnc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Blanch Ingber (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (L‘FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andlor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bona$de request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s senice was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a r e h d  check in the amount of $67.00, which includes 
service charges in the amount of $10.25. A copy of the refund check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution of the above referenced complaint. 
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Mr. Randy Roland 
July 17,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Ctm5 

Respect filly submitted, 

f i G & A R  &&A* 

Patrick H. Men 

Enclosures 
cc: Blanch Ingber 

5767 Highland Reach Lane 
Boynton Beach, FL 33437 

Up- *..,” 
._ 

F. 7?Y 
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FIDELITY NATIONAL BANK WEBNET COMMUNCIATIONS, INC. ATLANTA. GA 3248 PROSPECT AVENUE, NW 

64-240161 1 WASHINGTON, D.C. 20007 

5 61-375-9486 
!EM0 

I \  

WEBNET COMMUNCIA' 

Irving Ingber 
Refunds 

w 

1398 
m- 2 7/13/2000 -1 

67.00 5% 

1 l9.O7( I)@), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection ( I )  
and s.24(a), Art. I of the State Constitution . . . 

Checking - Fidelity 51-375-9486 67.00 



R e w e s t  No.  3 2 2 8 7 6 T  Name  LAYCOCK ,THERESA M S .  B u s i n e s s  Name  

Consumer Information 

Name: THERESA LAYCOCK 

B u s i n e s s  Name:  

Svc Address: 1436 16TR AVE 

County: Indian R i v e r  Phone: ( 5 6 1 ) - 5 6 7 - 5 4 3 0  

C i t y / Z i p :  V e r o  B e a c h  / 3 2 9 6 0 -  

A c c o u n t  Number: 

C a l l e r ' s  Name:  THERESA LAYCOCK 

Mailing A d d r e s s : p  0 BOX 5 0 1 1  

C i t y / Z i p : V e r o  B e a c h  , F L  3 2 9 6 1 -  

,Can  B e  R e a c h e d :  

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 13-6 100 
~~~~ ~~ ~~ 

Utility Information 
C o m p a n y  C o d e : T J 2 9 9  

C0mpany:WEBNET COMMUNICATIONS, I N C .  

A t t n .  P a t r i c k  A l l e n 3 2 2 8 7 6 T  

R e s p o n s e  N e e d e d  F r o m  C o m p a n y ?  y 

D a t e  D u e : 0 7 / 2 5 / 2 0 0 0  
Fax: 6 W 1 , 2 0 2 - 9 6 5 - 3 9 8 7  

C n t e r i m  R e p o r t  R e c e i v e d :  / / 

Zeply R e c  eived : 0 8 / 0 1 / 2  0 0 0 

Zeply R e c e i v e d  T i m e l y / L a t e :  T 

Enformal Conf.: N 

PSC Information 

Assigned To: ELLEN PLENDL 

E n t e r e d  By:  JANDERSO 

D a t e :  0 7 / 0 3 / 2 0 0 0  

T i m e :  15:ll 

Via : PHONE 

( P h o n e / M a i l / F a x / E - M a i l )  

P r e l i m  Type: SLAMMING 

PO : 

supmntl Rpt Req'd: / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

C l o s e d  by: MEP 

D a t e :  0 8 / 0 7 / 2 0 0 0  

C l o s e o u t  Type: LS-13 
A p p a r e n t  Rule V i o l a t i o n :  y 

Customer states that she was switched from MCI to WebNet without authorization or request. Customer states 
she has returned to her carrier of choice. Customer states that the total disputed amount at this point is 
$ .  Please investigate this matter and provide me with a detailed written report including a LOA or 
verification tape and applicable credits for switching fees, as well as an adjustment of rates to that of 
the customer's preferred carrier by the due date above. 

Please send all fax and e-mail responses to: 

CAF FAX: 850/413-7168 
CAF E-mail: pscreply@psc.state . f l .us  

9 Eg 
", ;g Case taken by janderson m 
4 x z  
g 5 s  

R e q u e s t  No. 3 2 2 8 7 6 T  N a m e  LAYCOCK ,THERESA MS. B u s i n e s s  Name  i 

% z n  

W - 
z 
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08/01/2000 Received report and verification cd via US Mail. It appears that the verifier asks the customer 
to state their name as they prefer it to appear on the $100.00 check. Customer states her name. Then the 
verifier asks for the address. Customer states her address. The verifier does not state that there will be 
a switch in service, what company the customer is switching to, that there will be a switching fee or asks 
if the customer is the customer of record and authorized to make a switch in service. A birthdate or other 
personal identifier is n o t  asked or offered. 
indicates the company i s s u e d  a credit of $ 5 6 . 9 4  to the account. This credit w a s  sent under separate cover 
in the form of a refund check payable to you on July 18, 2000. YOU should receive this check in one to t w o  
billing cycles. A letter was sent to the customer. eplendl 

Documentation provided to the Public Service Commission 

08/03/2000 Contacted LEC. BellSouth, your local telephone company, reports the local toll and long distance 
services were switched and restricted to MCI WorldCom on June 27, 2000. eplendl 

08/07/2000 Closed by letter. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. The verifier does not state 
that there will be a switch in service, what company the customer is switching to, that there will be a 
switching fee or asks if the customer is the  customer of record and authorized to make a switch in service. 
A birthdate or other personal identifier is not asked or offered. 

z z  
w z  

8 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LDA A. JABER 

DMSlON OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850)413-6100 

Ms. Theresa Laycock 
1436 16th Avenue 
Indian River, FL 32960 

RE: 322876T 

August 7,2000 

Dear Ms. Laycock: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
First, let me give you some background on Florida law and telephone company WebNet. 

changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such u change; or 

(b) the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, confirms the cuktomer’s requested change; or 

(e) the customer’s requested change is verified through a qualified, independent 
firm which is unafflliuted with any long distance company; or 

(d) the company has received a customer request to change his long distance 
company and has responded by mailing an informational package, which 
includes a postcard that the customer can use to confirm a change request. 

Documentation provided to the Public Service Commission indicates the company issued 
a credit of $56.94 to the account. This credit was sent under separate cover in the form of a 
refund check payable to you on July 18, 2000. You should receive this check in one to two 
billing cycles. BellSouth, your local telephone company, reports the local toll and long distance 
services were switched and restricted to MCI WorldCom on June 27, 2000. 

CAPITAL CIRCLE OFFICE CENTER 9 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aflirmative Action/Equal Opportunily Employer 

Psc Wtbsite: wmvscri.nrtlprc Internet E-mail: contact@pscstatcfl.us 



Ms. Theresa Laycock 
Page 2 
August 7,2000 

My proposed resolution, based an the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to help you avoid slamming in the fbture, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Calls” list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcmier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1- 
0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

Ellen Plendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

July 26,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Theresa Laycock - Case Number: 322876T 

Dear Ms. Santiago: 

WebNet Communications, Inc. (“C”) presents this response to a consumer complaint 
which was fled with your office by Theresa Laycock (“comphhmt”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC proccdures for changing a consumer’s preferred carrier (“PC’’) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verscation company of a consumer’s request for service. 
In this instance, a bomfide request fbr WNC service was codrmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances mounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate t h t  service was terminated on June 27,2000, and WNC has issued 
complainant a refuud check in the amount of $56.94. Service charges in the amount of $1 5.64 are 
included in this r e h d  as well. A copy of the r e h d  check is attached for your review. WNC hopes 
that the complainant is satisfied with the resolution of the above referenced complaint. 
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Ms. Ellen Plendl 
July 26, 2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. lf you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. M e n  

Enclosures 
cc: Theresa Laycock 

P.O. Box 501 1 
Vero Beach, FL 32960 
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WEBNET COMMUNCIATIONS, INC. 

3248 PROSPECT AVENUE, NW 
WASHINGTON, D.C. 20007 

I 19.07( l)(z), Florida Statutes: Bank account numbers 
561 467-5430 

MEMO 

11' or debit, charge, or credit card numbers given to an 

FIDELITY NATIONAL BANK 
ATLANTA. GA Pagc 293 of 659 

64-240/611 

711812000 

PAY To THE Theresa Laycock I $ ""56.94 ORDER OF 

Checking - FideIity 561-567-5430 56.94 



m K E ?  No 001 109-fl 
EXHIBIT MW-2 

Page 294 of 659 

WebNet Communications, Inc. 

July 26,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen P l e d  
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Theresa Laycock - Case Number: 3228763 

Dear Ms. Santiago: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was fled with your office by Theresa Laycock (“complainant”). The complaint alleges that 
WNC switched complainant’s telmmmunicatjons service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
ofobtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party veriEcation company of a consumer’s request for service. 
In this instance, a bonajide request for WNC service was codrmed by a third party verifjcation 
company. WNC records indicate that complainant’s senice was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate that service was terminated on June 27,2000, and WNC has issued 
complainant a refund check in the amount of $56.94. Service charges in the amount of $1 5.64 are 
included in this refund as well. A copy of the r e h d  check is attached for your review. WNC hopes 
that d e  complainant is satisfied with the resolution of the above referenced complaint. 
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Ms. Ellen Plendl 
July 26,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respecthlly submitted, 

Patrick H. Allen 

Enclosures 
cc: Theresa Laycock 

P.O. Box 501 I 
Vero Beach, FL 32960 
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WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON. D.C. 20007 

FIDEUTY NAllONAL BANK 
ATLANTA, GA 

64-240161 1 
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,,F 7/18/2000 
.f' 

MEMO 561-567-543' 1 19.07( l)(z), Florida Statutes: Bank accccrit numbers 
or debit, charge, or credit card numbers given to at] 

agency for the purpose of pepment of any fee or deb: 
WEBNET COMMUNCU owing are confidential 2nd exempt from subsecticn { 1) 140 

711a12oao Theresa Layr and s.24(a), Art. 1 of the Sti?e Cor,stiti:t~o~ . . . 

Refunds 56.94 

Cliecking - Fidelity 561-567-5430 56.94 



Request No. 323219T Name SHELTON ,MARK MR. Business Name 

Consumer information 

Name: MARK SHELTON 

Business Name: 

SvC Address: 441 SWALLOW DRIVE UNIT  1 

County: Dade Phone: (305) -887-6818 

City/Zip: Miami / 33166- 
Account Number: 

Caller's Name: MARK sHELTON 

Mailing Address: 441 SWALLOW DRIVE UNIT 1 

City/Zip:mmI ,FL 33166- 

Can Be Reached: (3051-599-4888 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Ta Ila h as se e, Florida 3 23 9 9 
850-413-6 100 

Utilify Inform a tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

A t t n .  Patrick Allen323219T 

Response Needed From Company? y 

Date Due: 07/27/2000 
Fax: 6W1,202-965-3987 

Cnterim Report Received: / / 

teply Received: 07/24/2000 

teply Received Timely/Late: T 

Cnformal Con€. : N 

PSC Information 

Assigned To: TARRAH GORDON 

Entered By: TMORGAN 

Date: 07/06/2000 

Time: 16:07 

V i a :  PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO: 

S u p m t l  R p t  Req'd: 09/07/2000 

Certified L e t t e r  Sent: / / 

Certified Letter  Rec'd: / / 

Closed by: MEP 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

It appears t h a t  t he  customer's local long distance carrier of choice was changed from BellSouth to WebNet 
without authorization. Customer states t h a t  he originally paid .25 €or these calls with BellSouth and would 
never authorize a switch at a higher rate. Customer is asking to be credited t he  $10.87 that WebNet has 
charged him, and t h a t  his service be switched back to BellSouth. 

* Provide verification obtained for the  change in service. 

* Provide applicable credit and/or balance due information on this account. 

n m  
* Confirm the customer has been contacted regarding this matter. 

Case taken by Telsula Morgan 

Request No. 323219T Name SHELTON ,MARK MR. Business Name c! 

PAGE NO: 1 



E-mail: PSCREPLY@PSC.STATE.FL.US 

07-24 -2000  Reply and verification received via U S Mail. VMcKay 

0 9 / 0 7 / 2 0 0 0  Reviewed report and third party verification. It appears that the verifier states thank you for 
choosing WebNek as your long distance provider. 
it should appear on the $100.00 check. Customer gives his name as Mark Shelton. The verifier states the 
CUStOmgr should say his address. The customer gives the address. Customer offers her birthdate of July 2, 
1959 

The verifier states the customer should spell their name as 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $10.87 to the account on July 19, 2000. This credit should have already 
appeared on the account. The account was terminated on June 28, 2000. eplendl 

0 9 / 0 7 / 2 0 0 0  FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2 .  Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5 ,  Statement that the LEC may charge a fee for each provider clprigeg '-- - * ' .  ~ - .  ~- . 

-e The verification did not include the statement about the LEC charging a fee for the provider change, the 
0% g determination that the person on the phone w a s  authorized to make a switch in service, or the phone numbers ,", ;s '0 

m 2 0  
" P  a -  Request No. 323219T Name SHELTON ,MARK MR. Business Name D 
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to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
epl endl 

10-05-2000 Reply received via US Mail. R L o g a n  

10/06/2000 Reviewed report; Webnet also issued a credit of $ 2 . 7 4  on October 3, 2 0 0 0 .  This credit w a s  Sent 
in the form of a refund check. You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. 
in the report to the PSC.The service was canceled on June 2 8 ,  2000. A letter was sent to the Customer* 
ep 1 endl 

However, a copy of this refund check was not included 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. 
canceled. 

Credit issued and account 

e 2 8  
V I -  W - m 

P Request No. 323219T Name SHELTON ,MARK MR. Business Name 5 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

STATE OF FLORIDA 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850)413-6100 
TOLL FREE 1-800-342-3552 

October 9,2000 

Mr. Mark Shelton 
441 SwalIow Drive 
Unit #I  
Miami, FL 33 166 

RE: 323219T 

Dear Mr. Shelton: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer*s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer , 

Tq? '  

%?' 1 requesting such a change; or 
-. , 3: 

(b) the customer initiates a call to an automated 800 number and, throug 4 
tip. 

the customer's requested change is verified through a qualified, indepe&nt 

sequence of prompts, confirms the customer's requested change; or 

firm which is unaffiliated with any long distance company; or 

L?..' 
wan. 

6% , 

(c) 
--1 

(d) the company has received a customer request to change his long distance 
company' and has responded by mailing an in formational package, which 
includes a postcard that the customer can w e  to confirm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $10.87 
to the account on July 19, 2000. This credit should have already appeared on the account. 
Webnet also issued a credit of $2.74 on October 3, 2000. This credit was sent in the form of 
a refund check. You should receive this check in one to two billing cycles. The account was 
canceled on June 28, 2000. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An AtXrmativt ActiofilEqual Opportunity Employer 

PSC Wrbsitc: mnv.scri.nct/psc lniernet E-mail: contact@pscstate.fl.us 



M. Mark Shelton 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a ‘Wu Sales SoIicitariun Calls” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredharrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may calI 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone 
services of other long distance companies.) 

, 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1- 
800-5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

Ellenblend1 
Regulatory Specialist 

End osure 
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WebNet Communications, h c .  
~~ 

October 3,2000 

VIA FIRST CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee,,FL 32399 

Re: Mark Sheltori Rej# - 32321 9T 

ECEtVE R-1 
I 

, FLOFZIDA PUBLIC SERVICE 
i COMMISSW 

COCJSUMER AFFAIRS 

Dear Ms. Tarrah Gordon: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Mark Shelton (“complainant”). The complaint alleges that 
W C  switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier V‘PC”) comport with the 
Federal Communications Commission (“‘FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

-4 WNC regrets the circumstances surrounding this complaint and in the interest of consumer re relations, WNC has issued complainant a refund check in the disputed amount of $2.74. A copy of 
the refund check is attached for your review. WNC’s records also indicate that service was -,. 

terminated on June 28,2000. WNC hopes that the complainant is satisfied with the resolution of the @ 
a 
-: above referenced compIaint. F‘+ 

&&.a 

-6 
An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the&< 

undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respecthlly submitted, 

Patrick H. Allen ... 
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Ms. Tarrah Gordon 
October 3,2000 
Page 2 of 2 

Enclosures 
cc: Mark Shelton 

441 Swallow Drive Unit I 
Miami, FL 33 166 
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BEVERLEEDE~LLO 

(850)413-6100 
DIRECTOR 

TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 
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July 19,2000 

VIA FIRST CLASS MAIL 

Ms. Tmah Gordon . 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, F‘L 32399 

Re: Mark Shelton 
Request No. 323219T 

Dear Ms. Gordon: 

WebNet Communications, Inc. (WNC’’) presents this response to a consumer complaint 
which was fled with your office by Mark Shelton (“complainant”]. The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a cor~sumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party vescation company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party vedication 
company. WNC records indicate that CompIainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of comumer 
relations, WNC has issued a credit in the amount of $10.87. Please be advised that this credit may 
take one to three billing cycles to appear pn complainant’s biU WNC’s records indicate the service 
was terminated on this account on June 28,2000. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

.. 
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Ms. Tarrah Gordon 
July 19,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

Enclosures 
cc: Mark Shelton 

441 Swallow Drive, Unit 1 
Miami, FL 33166 
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July 19,2000 ‘.. 3 

VIA FIR!3T CLASS MAIL 

Ms. Tarrah Gordon 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Mark Shelton 
Request No. 323219T 

Dear Ms. Gordon: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was med with your office by Mark Shelton (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party vefication company of a consumer’s request for service. 
In this instance, if bonafide request for WNC service was conhned by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued a credit in the amount of $1 0.87. Please be advised that this credit may 
take one to three billing cycles to appear on complainant’s bill. WNC’s records indicate the service 
was termhated on this account on June 28,2000. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

3248 Prosuect Avenue. NW + Washington. DC 20007 4 Customer Senrice 18771 880-01 66 
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An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Resr>ectfhllv submitted. 

Patrick 14. Allen 

Enclosures 
cc: Mark Shelton 

441 Swallow Drive, Unit I 
Miami, FL 33166 



Request No. 32-1448T Name FETA ,CARMEN MS Business Name 

Consumer Information 

Name: CARMEN FETA 

Business Name: 

SVC Address: 3156 BRUNSWICK CIRCLE 

County: Pinellas Phone: (7271-784-3574 

City/Zip: Palm Harbor 34684- 

Account Number: 

Caller's Name: DOROTHY FETA 

Mailing Address: 3156 BRUNSWICK CIRCLE 

City/Zip:PALM HARBOR ,FL 34684- 

Can Be Reached: 

Florida Public Service 
Commission = Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 f 3-6 100 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patr ick  Allen323448T 

Response Needed From Company? y 

Date Due: 07/31/2000 
Fax: 6W1,202-965-3987 

Cnterim Report Received: / / 

ieply Received: 07/31/2000 

ieply Received Timely/Late: T 

Cnformal Conf.: N 

PSC Information 

issigned To: NOELIA SANTIAGO 

Entered By: TMORGAN 

Date : 07 / 10/2 00 0 

rime: 13:23 

Tia: PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type: SLAMMING 

?O : 

Supmntl Rpt Req'd: 09/07/2000 

:ertified L e t t e r  Sent: / / 

'ertified Letter Rec'd: / / 

Closed by: mp 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

It appears that the customer's long distance carrier of choice was changed f r o m  ATLT to WEBNET 
without authorization. Customer is disputing charges that amount to $9.31. 

* Provide verification obtained for the change i n  service. 

* Provide applicable credit and/or balance due information on this account. 

* Confirm the customer has been contacted regarding this matter. 

Case taken by Telsula Morgan 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

'0 - - 
0 : Request No. 323448T Name FETA ,CARMEN MS Business Name 

PAGE NO: 1 



07-31-2000 Reply received U S Mail. VMcKay 

09/07/2000 Reviewed report and third party verification. The verifier states, "Thank you for choosing 
WebNet as your long distance provider." It appears that the verifier states the customer should spell their 
name as they want it to appear on the $100.00 check. 
customer asked what the name of the company was but there was no reply from the verifier. The verifier 
s t a t e s  the customer should say her address and birthdate. The customer gives the address and her birthdate 
as August 25, i928. 

Customer spells her name as Dorothy Feta. The 

The verification did not include the statement about the LEC charging a fee f o r  the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $9.31 to the account on July 18, 2000. The credit was sent in the form of a 
refund check. The service was terminated on July 11, 2000. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

(3 ) ta )  The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5 .  Statement that the LEC may charge a fee €or each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the w 2 5  
deterncination that the person on the phone was authorized to make a switch in service, or the phone numberE% $ Z  

$ Lj9 to be changed. W - 

W 6 ;: 

pp~~@~&:/ - 

N 

d 

'p 

Request No. 323448T Name FETA ,CARMEN MS Business Name 

PAGE NO: 2 



2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

I 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 2 9 ,  2000. 
eplendl 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet also issued a credit of $10.53 on October 3 ,  2000. This credit was Sent 
in the form of a refund check. You should receive this check in one to two billing cycles. The report 
advised that a copy of the refund check is included. However, a copy of this refund check was not included 
in the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

0 

2 

Request No. 323448T Name FETA ,CARMEN MS Business Name 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-542-3552 
(850) 4 1 3-6 I 00 

Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

October 9,2000 

Ms. Carmen Feta 
3 156 Brunswick Circle 
Palm Harbor, FL 34684 

RE: 323448T 

Dear Ms. Feta: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the folIowing conditions has been met: 

(a) the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, lhrough a 
sequence of prompts, confinns the customer's requested change; or 

(c) the customer's requested change is verified through a qualified, independent 
firm which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance 
company and has responded by mailing an informational package, which 
includes a postcard that the customer ccul use to confimi a change request. 

Documentation provided to the PSC indicates that the company issued credit of $9.31 to 
the account on July 26, 2000. This credit was sent in the form of a reimbursement check. 
You should have already received this refund check. Webnet also issued a credit of $10.53 
on October 3, 2000. This credit was sent in the form of a refund check. You should receive 
this check in -one to two billing cycles. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850 
An AlErmadvr ActionlEqual Opportunity Employer 

PSC Website: www.scri.ntt/psc Internet E-mail: contact~pscatate.fl.us 
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Ms. Carmen Feta 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Comission’s rules and regulations in its handling of 
this matter. 

I have enclosed information to help you avoid slamming in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place 
your residential telephone number on a. ‘Tvo Sales Solicilafion Calls” list. This is an 
alternative way to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC @referred/camier) 
Freeze.” This will prohibit future changes to your account without your written authorization. 
If you wish to verify the long distance company that is assigned to your line, you may call 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any 
time. (Please note that these numbers may not identify companies who resell the phone . 
services of other long distance companies.) 

, 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1- 
800-5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

Ellen Plendl 
Regulatory Specialist 

Enclosure 

c’ 
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. WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassce,,FL 323 99 

Re; - Carnten Peta Ref# - 323448T 
FLORIDA PU6LIC SERVICE 

COMMISSK3K 

Dear Ms. Santiago: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Carmen Peta (“complainant”}. The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $10.53. A copy 
of the refund check is attached for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed~self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfidly submitted, 

Patrick H. Allen 
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Ms. Noelia Santiago 
October 3,2000 
Page 2 of 2 

Enclosures 
cc: CarmenPeta 

3 1 56 Brunswick Circle 
Palm Harbor, FL 34684 



STATE OF FLOWA DOCKET No. 001109-Tl 
EXHIBIT MW-2 

Commissioners: DIVISION OF CON, Page 318 Of 659 

J. TERRY DWON, CHAIRMAN 
E. LEON JACOBS, JR DIRECTOR 

BEVERLEE DEMW 
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FACSIMILE TRANSMITTAL COVER SHEET 
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I 
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COMMENTS: 
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STguew r-j, RETURN 

WebNet Communicati@ 

July 26,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Santiago 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

i 

Re: Carmen Feta - Case Number: 323448T 

Dear Ms. Santiago: 

WebNet Cornmunicatiom, Inc. (“WNC”) presents this response to a consumer complaint 
which was fled with your office by Carmen Feta ( “ c o m p ~ t ” ) .  The complaint alleges that WNC 
switched complainant’s te lecomdcat ions service provider without authorization 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (L‘FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 3)  a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verifjcation company of a consumer’s request for service. 
In this instance, a bonaJide request for WNC service was conhued by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the ckcumstanws surrounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate that service was terminated on July 1 1,2000, and WNC has issued 
complainant a r e h d  check in tbe amount of $9.3 1. A copy of the refimd check is attached for your 
review. WNC hopes that the complaiwt is satisfied with the resolution of the above referenced 
complaint. 
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Ms. Noelia Santiago 
July 26,2000 
Page 2 of2 

. .  
< 1. 

- {  An ex-b-a copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If  you have any questions concerning 
this matter, please contact the undersigned at the above address. 

x.;>!; .- 

Respectllly submitted, 

Patrick H. Allen 

Enclosures 
cc: CarmenFeta 

3 156 Brunswick Circle 
Palm Harbor, FL 34684 
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WebNet Communications, hi 

July 26,2000 

VIA FIRST CLASS MAIL 

Ms. Noelia Sant-hgo 
Florida Public Service Commission 
2540 S h w d  Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Carmen Feta - Case Number: 323448T 

Dear Ms. Santiago: 

WebNet CommUnjcations, Inc. (“WNC”) presents this response to a consumer complaint 
which was 5led with your office by Carmen Feta (“‘complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s prefemd carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for senrice. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in c o n f o m c e  with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consmer 
relations, WNC’s records indicate that service was terminated on July 1 1,2000, and WNC has issued 
complainant a refund check in the amount of $9.3 1. A copy of the refhd check is attached for your 
review. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
COmpIaint. 
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727-784-357 
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Dorothy Seta 
Refunds 

1 19.07( l)(z), Florida Statutes: Bank account numbers 
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and s.24(a), Art, 1 of the State Constitution . . . 
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Business Name Request No. 325013T ~ a m e  JACOBS ,SALLY MRS 

Consumer Information 

Name: SALLY A JACOBS 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Business Name: Tallahassee, Florida 32399 
Svc Address: 6531 SOUTHEAST FEDERAL HWY 8 50-4 13-6 100 

E 104 I' 
County:Martin Phone: (561) -220-3391 Utility Information 

Company Code: TJ299 I 
city/zip: Stuart 1 34997- Company:WEBNET COMMUNICATIONS, INC. 

~ Account Number : Attn. Patrick Allen325013T 

Caller's Name: SALLY A JACOBS Response Needed From Company? y 

Date Due:08/09/2000 
Mailing Address: 6531 SOUTHEAST FEDERAL HWY Fax: 9W1,877-550-3004 B 

E 104 

City/Zip:STUART ,FL 34997- 

Can Be Reached: 

Interim Report Received: / / 

Reply Received: 07/31/2000 

Reply Received Timely/Late: T 

E-Tracking Number: I Informal Conf. : N 

~ 

PSC Information 

Assigned To: ELLEN PLENDL 

Entered By: EPLENDL 

Date: 07/19/2000 

Time: 11:50 

Via : PHONE 
Prelim Type: SLAMMING 

PO : 

Disputed Amt: 0.00 

SupmntL R p t  Req'd: / / 

certified Letter Sent: 1 / 

Certified L e t t e r  Rec'd: / / 

1 Closed by: mp 

' Date: 08/03/2000 

Closeout w e :  LS-13 
Apparent Rule Violation: y 

Customer c a l l e d  t o  report she w a s  slammed by WebNet. Customer s t a t e s  t h a t  i n  Mid-May she received a ca l l  
t w i c e  i n  succession (one day, then t h e  very next  day) where they (assuming WebNet) c a l l e d  customer to ask 
he r ,  her  b i r thday ,  her  SSN (she gave a l l  this out )  and her  name. Customer d i d  n o t  know why, b u t  she d i d  
give t h e  information out .  Customer states her  provider of choice w a s  AT&T, and she only wanted them. 
Customer i n f a c t l y  states t h a t  she never gave Q w e s t  permission t o  be her  LD provider .  Customer received a 
b i l l  June 2 ,  2000 f r o m  W e b N e t  i n  t h e  amount of $34 .00 .  Customer states t h i s  w a s  only t o  cover 2 days. 
Customer should no t  be responsible .  Please c r e d i t  customer, and provider customer a letter and cal l  i n  
regards to t h i s  slamming. Please i s s u e  a r e p o r t  with an LOA/Taped Authorization t o  the FPSC by t h e  due 
date. g 4,x 

4 $ 5  
- 2G 

L E  

I+ 

Qwest has advised the PSC that WebNet is t h e  carrier t h a t  i n i t i a t e d  the  switch i n  s e rv i ce .  
W - 

Customer never received t h e  check f o r  $100.00.  Issue check f o r  $100.00 P 
2 

Request No. 32501311 Name JACOBS ,SALLY MRS Business Name 

PAGE NO: 1 



Provide v e r i f i c a t i o n  tape.  

Case taken by RBGillander 

E - m a i l :  PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

07/31/2000 Received r e p o r t  v i a  US M a i l .  

08/01/2000 Received v e r i f i c a t i o n  cd v i a  U S  Mail. I t  appears t h a t  t h e  v e r i f i e r  asks t h e  customer t o  state 
t h e i r  name as they p r e f e r  i t  t o  appear on t h e  $100.00 check. Customer states he r  name. 
asks f o r  t h e  address .  Customer states her  address .  The verifier does not  s ta te  t h a t  t h e r e  w i l l  be a 
switching fee o r  a s k s  i f  t h e  customer i s  t h e  customer of record and authorized t o  m a k e  a switch i n  serv ice .  
A b i r t h d a t e  o r  o the r  personal  i d e n t i f i e r  is asked bu t  not  provided by t h e  customer. Documentation provided 
t o  the  public Service Commission i n d i c a t e s  t h e  company i s sued  a c r e d i t  of $114.40 t o  t h e  account. As w e l l  
as a check i n  t h e  amount of $100.00. This c r e d i t  was s e n t  under separa te  cover i n  the form of a refund check 
payable to you on July 2 1 ,  2000. You should rece ive  t h i s  check i n  one t o  two b i l l i n g  cyc les .  A le t ter  was 
s e n t  t o  the  customer. eplendl  

Then t h e  v e r i f i e r  

08/03/2000 Contacted LEC. BellSouth, your l o c a l  telephone company, r epor t s  t he  long d i s t ance  s e r v i c e s  w e r e  
switched and r e s t r i c t e d  t o  AT&T effective June 1 6 ,  2000. The l o c a l  t o l l  s e r v i c e  w a s  switched and r e s t r i c t e d  
t o  BellSouth e f f e c t i v e  June 1 6 ,  2000. eplendl  

08/07/2000 Closed by letter. eplendl  

This inqui ry  i s  closed as an apparent r u l e  v i o l a t i o n  f o r  unauthorized switch.  The v e r i f i e r  does not  state 
t h a t  t he re  w i l l  be a switching fee or asks if t h e  customer is t he  customer of record and authorized t o  m a k e  
a switch i n  se rv i ce .  A b i r t h d a t e  or o ther  personal i d e n t i f i e r  i s  asked b u t  no t  provided by t h e  customer. 

R e q u e s t  No. 325013T Name JACOBS ,SALLY MRS Business Name 

PAGE NO: 2 
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Request No. 32501411 Name GIVEON ,SUSAN MRS Business Name 

Consumer In forma tion 

Name: SUSAN GIVEON 

Business Name: 

Svc Address: 22580 LANDYARD ST 

County: Palm Beach P h o n e :  (561) -483-2254 

City/Zip: Boca Raton / 33428- 
Account Number: 

Caller's Name: SUSAN GIVEON 

Mailing Address:22580 LANDYARD ST 

City/Zip:Boca Raton , F L  33428-  

Can B e  Reached: 

Customer states that she was switched from Biz 

Florida Public Service 
Commission = Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 7 3-6 1 00 

Utility ln forma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen325014T 

Response Needed From Company? y 

Date Due:08/09/2000 
Fax : 

Interim Report Received: / / 

Reply Received: 07/31/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

PSC lnformation 

Assigned To: ELLEN PLENDL 

Entered By: EPLENDL 

Date: 07/39/2000 

Time: 11:52 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

PO : 

Supmntl R p t  R e q l d :  / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: 09/06/2000 

Closeout Type:' LS-13 
Apparent Rule Violation: y 

:el to WebNet without authorization or request for long 
distance service. The customer's local toll service was also switched from BellSouth to WebNet without 
authorization or request. The customer states that calls to her local toll area are billed at a rate of 25 
cents per call while your company bills on a per minute rate. Customer states she has returned to her 
carrier of choice. Customer states that the total disputed amount: at this point is $16.66. Please 
investigate this matter and provide me with a detailed written report including a LOA or verification tape 
and applicable credits f o r  switching fees, as well as an adjustment of rates to that of the customer's 
preferred carrier by the due date above. 

Qwest has advised the PSC that WebNet is the carrier that initiated the switch in service. 

2 Customer never received the check for $100.00. Issue check for $100.00 w : 2: 
& 

PI 

s " B  

i 
w - 

3 



Provide verification tape. c 

Please send all fax and e-mail responses to: 

CAF FAX: 850/413-716a 
CAP E-mail: pscreply@psc.state.fl.us 

Case taken byljandersoa 

07/31/2000 Reaeived report and verification cd via US Mail. The verifier thanks the customer for chqosing 
WebNet as the long distance provider. It appears that the verifier asks the customer to state their name as 
they prefer it to appear on the $100.00 check. Customer states her name. Then the verifier asks far the 
address. Customer states her address. The verifier does not state that there will be a switching fee or 
asks if the customer is the customer of record and authorized to make a switch in service. A birthdate or 
other personal identifier is asked and offered as 03/07/53. Documentation provided to the Public Service 
Commission indicates the company issued a credit of $100.00 and $38.28 to the account. These credits were 
sent under separate cover in the form of refund checks payable to you on July 21, 2000. You should receive 
these checks in one to two billing cycles. A letter was sent to the customer. eplendl 

08/03/2000 Contacted LEC. BellSouth, your local telephone company, reports the long distance service was 
switched and restricted to Biz T e l  effective July 14, 2000. The local toll service was switched and 
restricted to BellSouth effective July 14, 2000. eplendl 

08/07/2000 Closed by letter. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. The verifier does not state 
that there will be a switching fee or asks if the customer is the customer of record and authorized to make 
a switch in service. Credit issued. 

11/27/2000 Customer correspondence received via U . S .  mail, copy to Ellen Plendl, and add to file. 
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(SSO) 4 13-6100 

Ms. Susan Giveon 
22580 Landyard Street 
Boca Raton, FL 33428 

RE: 325014T 

Dear Ms. Giveon: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
First, let me give you some background on Florida law and telephone company WebNet. 

changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, through a 
sequence of prompts, confirms the customer’s requested change; or 

the customer’s requested change is verified through a qualified, independent 
firm which is unaffiliated with any long distance company; or 

the company has received a customer request to change his long distance 
company and has responded by mailing an informational package, which 
includes a postcard that the customer can use to confirm a change request. 

Documentation provided to the Public Service Commission indicates the company issued 
a credit of $100.00 and $38.28 to the account. These credits were sent under separate cover in 
the form of refund checks payable to you on July 21, 2000. You should receive these checks in 
one to two billing cycles. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An AIIirmative ActionlEqual Opportunity Employer 

PSC Website: wwwrcri .oct(~c lnternet Email: contact@pscstate.8.us 
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BellSouth, your. local telephone company, reports the long distance service was switched 
and restricted to Biz Tel effective July 14, 2000. The local toll service was switched and 
restricted to BellSouth effective July 14, 2000. 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to help you avoid s l d g  in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Safes Solicitation Calls” list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

If you wish to verify the long distance company that is assigned to your line, you may call 
your local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-SI I -  
0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

Enclosure 
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Jdy 28,2000 

MA FIRST CLASS MAIL 

Ms. Ellen P l e d  
Florida Public Service Co”ission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Susan GIveon 
Request No. 3250141 

Dear Ms. Plendl: 

WebNet Comnzunications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Susan Giveon (“complainant”). The complaint alleges that WNC 
switched complaii t‘s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verXcation made by a third party verification company of a c o ” x ’ s  request for service. 
In this instance, a bonafzde request for WNC service was conhixed by a third party verification 
company. WNC records indicate that complainaot‘s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC’srecords indicate that the customer’s service was terminated on July 14,2000. WNC 
has issued complainant a refund check in the amount of $38.28, service charges in the amount of 
$4.33, and switching fees in the amount of$10.00 are included in this refund. WNC has also issued 
the promotional check in the amount of $100.00 as well. A copy of the r e h d  check and the 
promotional check are attached,for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

*- 
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Ms. Ellen Plendl 

Page 2 of 2 
July 28,2000 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

Enclosures 
cc: Susan Giveon 

22580 Lanyard Street 
Boca Raton, FL 33428 
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WebNet Communications, Inc. 

July 28,2000 

VIA J?JRST CLASS MAIL 

Ms. Ellen PlendI 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Susan Giveon 
Request No. 3250243 

Dear Ms. Plendl 

WebNet Communications, Inc. (“C”) presents this response to a consumer complaint 
which was filed with your office by Susan Giveon (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (7“) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC senrice was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC’s records indicate that the customer’s service was terminated on Jury 14,2000. WNC 
has issued complainant a refimd check in the amount of $38.28, service charges in the amount of 
$4.33, and switching fees in the amount of $10.00 are included in this refund. WNC has also issued 
the promotional check in the amount of $100.00 as well. A copy of the rehnd check and the 
promotional check are attached for your review. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

7248 Prnnnect Avenue. N W  6 Washinatan DC 20007 6 Customer Service (8771 8Xll-nl66 
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Ms. Ellen Plendl 
July 28,2000 
Page 2 of 2 

An extra copy of this 6ling is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfidly submitted, 

f 5 - i  

Patrick H. Allen 

Enclosures 
cc: Susan Giveon 

22580 Lanyard Street 
Boca Raton, FL 33428 
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preferred carrier by the due date above. 

mest bae advised the PSC that WebNot ie the carr ier  t h a t  in i t ia ted  tbe switch i n  eervice. 

Cuetomet states a b  hds retuned ta her 

C g  g! 
55 , 

01 

Co6t&m@r never rece ived  the check Ear $ l O O . t l O .  Taeue check far 8100.00 I 
N z  0 

0 -  
0 - z 

Request no. 32SOllT N a m g  GKVBOIR .SOSAH WRS b A 8 i M B a  #- 

PAGE NO: 1 



m ' provide vertficatiun tape .  0' 
Plerree eend all fax and e - m i l  reaponsee to: 

CAP PAX: 850 /413-7168  
CAP E-mail: pecreplyopec.erate.f~,~8 

Case taken by jaadecaon 

0 
0 

N 
6 

i 
F: 
LD 
I 
N 
19 
ID 
c3 
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7/21/2000 

561-483-229 
1 19.07(1)(z), Florida Statutes: Bank account numbers 
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Susan Giveo; 
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Via Electronic Mail 

July IS,  2000 

Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-OS50 

Re: Ms. Susan Giveon, (561) 483-2254 
Request #323990T 

Dear Ms. Plendl: 

Please be advised that Qwest Communications Corporation (Qwest) has completed a review of 
the issues raised in the complaint filed by Ms. Susan Giveon. After investigation, Qwest has 
determined that Ms. Giveon is a customer of Webnet Com., Inc. 

Qwest cannot respond to this complaint as Qwest acts solely as a provider of transport services 
for Webnet Com., Inc. The company in question is a reseller of Qwest and is currently offering 
reseller services to other regionally based switchless resellers. The reason why Qwest appears on 
Ms. Giveon’s phone bill, is because Webnef Com., Inc uses Qwest’s Carrier Identification Code 
(CIC). 

As a general rule Qwest never interfaces with the end user nor do we have access to the Letter of 
Agency for account numbers provisioned on behalf of the reseller. For legal reasons Webnet 
Com., Inc has the responsibility as the reseller and not Qwest. Any future correspondence 
regarding this case should be directed to the following: 

ATTN: Rodney Harrison, Controller 
Webnet Com., Inc 
1 1770 Haynes Bridge Road 
Suite 205 
Alpharetta, GA 30004-1970 
Tel: (770) 751-IS20 

Should you have any further questions regarding this matter please feel free to contact this office. 

Sincerely, 

Richard Hayes 
Regulatory Specialist 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
SUSAN F. CLARK 
E. LEON JACOBS, JR. 
LILA A. JABER 
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BEVERLEE DEMELLO 
D~RECTOR 

TOLL FREE I-800-342-3552 
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Mrs. SD Giveon 
22580 Lanyard Street 
Boca Raton, FL 33423 

-i 

561 483-2254 

PubIic Service Commission 
Division of Consumer Affairs 
Capital Circle Ofice Center 
2540 Shumard Oak Bivd 
Tallahassee, Fl 32399-0850 November 20,2000 

Dear PSC: 

In August 2000, you agreed that my long distance service was illegally taken over by 
another company. That company apologized. (Letter enclosed). 

The problem since that time is the continued charges placed on my telephone bill. Each 
month t have calied Bell South to send those charges back and send in the amount I 
actually owe them for the month. 

Page 343 of 659 

-- 

E then get notices of charges put back an my bill with no description af their source. In 
talking with the Bell South agents, they say those should be reversed as well. 

Please put an end to these false charges. 1 have ahways paid my telephone on time and 
exactly the amount asked for. I have spent hours on the telephone with the Bell South 
agents. I have included paperwork far you to see. 

Thank you. 

Sincere f y, 

SD Giveon 

cc: BellSouth 
State Representative Mr Curt Levine 

i 
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Mis. Susan D. Giveon 
22580 Lanyard Street 
B o a  Raton, FL 33423 
561 483-2254 

November 20,2000 

Bel1 South 
Customer Service 
P.O. Box 33009 
Chariotte, NC 28243-0001 

Dear Customer Service: 

You have placed charges on my bitl that do not belong there. 1 want them removed. 

History: in May of 2000, a long distance company illegally took over my long distance 
calls. Prior to that, 1 had BellSouth as my local long distance provider which kept my 
bills tow as each local long distance call wits $ .25. When I received my biII in July, I 
called to comptain, caHed to have them blocked and removed and called the Public 
Service Commission who investigated the situation and agreed it was an illegal switch 
and the company sent me a letter of apoIogy. 
The long distance provider was blocked fkom hrther use. 
I have called BellSouth in August, September, October because my phone bills have not 
cleared the expenses tacked on by the illegal transfer. f have spoken to BellSouth agents 
who have agreed the charges are not mine to pay. They have assured me that these 
charges will go back to the illegal long distance company €or payment. These charges 
come back to me again and are tacked onto my bitl labled “Past Due Amount”. Each 
month that I have called, 1 have asked the agent to teil me exactly what I owe BellSouth. 
That is the amount 1 pay. I am never late on my payment. E have never been charged a 
late fee. 1 am an excellent customer. But I am not going to pay fees I did not accrue. 
Therefore, 1 am not calling this month. 1 am writing to you to finafly remove these 
charges h m  MY b i h .  And I am sending copies to the Public Service Commission and 
my State Representative, Mr. Curt Levine. 

Sincerel y, 

Susan D. Giveon 

LCJ P s c  J 
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Susan D. Giveon 
22580 Lanyard Street 
Boa Raton, FL 33428 
561 483-2254 

November 20,2000 

Mi-. Curt Levine 
State Representative 
House District 89 
8 177 Glades Road #2 1 5 
B o a  Raton, H 33434 

Dear Mr. Levine: 

I have been getting charges on my telephone bills over the months of Jufy through 
November that are erroneously charged to me. 

The Public Service Commission has agreed that the long distance provider illegally took 
over my phone line and that has been reversed. However, charges keep coming in from 
that time that are supposed to go back to that provider to pay. I have spent hours on the 
telephone each month that I receive a teiephone bill with these charges. For the record, I 
have always paid my telephone bill exactly and on time. At this point, 1 kef harassed by 
these continued illegal charges. 

I am writing to you for help to get them removed permanently and that no new ones be 
created and charged to me. 

Sincere1 y, 

S.D. Giveon 

cc: BeIISouth 
Public Service Commission 

Enclosed: Letters from PSC, and BeltSouth and WebNet 
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August 14,2000 

Ms, Susan Giveon 
22580 Landyard Strca 
h a  Raton, FL 33428 

RE: 325014T 

Dear Ms. Givm: 

This is a foltow-up to your inquiry concerning the switch of your iong distance service to 
First let me give you some background on Florida law and telephone company WebNet. 

changes. 

Florida Public Service Commission (PSC) rules state hat a customer's long distance 
telephone company may €e changed only if one of the following conditions has k e n  met: 

f h u m m b h n  provided to the Public Service Commission indictttcs the company issued 
a credit of 5100.00 and $38.28 to the account. These credits were sent under separate cover in 
tbe f m  of rehd checks pyablc to you on July 21, 2000. You should receive these checks in 
one to two billing cycles 
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Ms. Susan Giveon 
Page 2 
August 14,2000 

BetiSouth, your local telephone company, reports the long distance service was switched 
and restricted to Biz Tel effective July 14, 2OOO. The local tot1 service was switched and 
restricted to BellSouth effective M y  14, 2000. 

My proposed resohion, based on the information provided by you and the utility, is that 
the company a p p m t l y  violated this CoIIuRission's rules erad rcgul&w in its handling of this 
matter. 

I have CIIcJOsed infrrnnation to help you avoid slamming in the fume, including a form thst 
you may send to the Florida Department of Agriculture and Consuaer Services to place your 
residential telephone n m k  on a "No W s  Solicitation Calfs" list. This is an dtcmative way 
to reduce intrusion into residential telephone privacy. 

If you wish to verify the long distance m p a n y  that is assigned to your tine, you may dl 
your local telephone company, or call toll-frce 1-?00-555-4 14 1 or 1-700-555- 1 1 I 1 at any time. 
(Please note that these numbers may not identify companies who -11 the phone services o€ 
othcr long distance companies.) 

Thank you for this opportunity to &res your a". If p u  haw any questions or need 
further assistance. please contact MC toll k at 1-800-342-3552, by fax toll free at 1-800-51 I -  
0809, or by E-& at epIendl@psc.state.fl.us. 

- 

Men PIemil 
Regulatory Specialist 

Enclosure 



WCKETNo. MI 109-TI 
EXHIBIT MW-2 

Page 348 of 659 

WebNet Communications, Bc. 

July 28,2000 

V I A m  T CLASS MAK 

Ms. Ellen Pled1 
Florida Public Service Contrnission 
2540 S h W  Oak Boulevard 
Tallahassee,FL 32399 

Re: SasmGiVeen 
Rquest Na 325024T 

Dear Ms. P l e a  

WebNet Commmmications, Inc. (“WNC“) presents this response to a co~lsumef “plaint 
(“complainsnt”). The compiaint alleges that WNC 

service provider without authorization. 

WNC p d u r e s  b r  changing a consumer’s preferred carrier (-PC’’) comport with the 
Federal CormnuniCations Commission (“FCC‘) and state rules concemhg the appropriate methods 
of obtaining aconswIder’s PC change authorization: I )  a signed letter of agency (“LOA”); d o t  2) 
a taped verification made by a tbird party verification company of a comumer’s request for d e .  
In this instance, a bunaftde request for WNC service was codmed by a third party verification 
company. WNC records indicate that m m p b t ’ s  service was switched m c o n f o m e  with 
company policy. 

WNC regrets the circumstances surrounding this compiahnt and m the interest of 
relations, w “ s  records indicate that the customer‘s seMce was termi0ate.d on July 14,2000. WNC 
has issued compkinant a r e h d  check m the amount of $38.28, service charges in the amount of 
$4.33, and switching &s m the m u n t  of%10.00 are inctuded inthis refund. WNC has also issued 
the promotiod check m the amam$ of SI00.M) as well. A copy of the refund check and the 
promotional check are attached for your revkw. WNC hopes that the complainant is sat- with 
the resolution of the above referenced complaint. 



MJCKET No 001 109.TI 
EXHIBIT MW-2 

Page 349 of 659 

Ms. Elien Pkdl 
July 28,2000 
Page 2 of 2 

An extra copy ofthis filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Pede 
Patrick H. Allen 

Emctosurts 
cc: SusanGiveon 

22580 Lanyard Street 
B o a  Raton, FL 33428 
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Page 1 

Page 350 of 659 SUSAN GIVEON 
Account Number: 561 483-2254 035 0452 
B i l l  Period D a t e :  Aug k ,  2000 

TOTAL 
AMOUNT 

AMOUHT OF CUR R EHT 
CHAROES . OWE 

I Wt 26 1 $15.45 I S15.b5 1 $0.00 I $67.78 1 $ 6 7 . 7 8  I 
:(. *s‘ 

z 

Important N otice(s) -L rcp 

(continued on page 2) 



@ BELLSOUTH 
DOCKET No 001 109-TI 
EXHIBIT MW-2 

SUSAN G t  VEON 
Account Number: 46 1 483-2254 035 . Page 351  of 659 

B i l l  Period Date: Sep 4, 2WJO 

CR = C r e d i t  Amount (continued on page 2) 
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@ 5 E f  f SOUTH 
page 1 

SUSAN CIVEON 
Account Number: 561 063-2254 035 0452 
6111 Period Date: Oct 4, 2000 

Important Notice($) 

Late Charge Remiad-: A S I 3 0  additiorul chuge apply to m y  unpaid baJ01~1c .I aFNw 4. 
If you incur a Lmte Payment Charge, M additiond lntrrcst charge of 15Y. will plco be oppritd to 
MY unpsid bdmce. 

Nanpmymcd of Rcgdntrd Ch.rga may result in d*ucontinuurcc of .mice. Failure to pay unrqulated and 
certain other charges, dl or which are idcntirrcd by ** OIL your bin, will not reruPl in an inttrrnplwn of tocd 
wv ice .  The mount of Regulated Charger may be obtriaed by cmllirg 78Q-2355. 

&e Mesagu Section for information on C h u g c s  Under Imcrtigmhn. 
Ai- 

i 
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@ BELLSOUTH SUSAN GIVEON 
-_ 

Account number: 561 403-2954 035 QQ! 
Bill Perlod Oats:  Nov 4, 2000 

I. s57 177 $0.00 $109.36 

Important No?iee(s) 

Late Chugc Reminder: A SI Jo additional charge m U  apply to my unpaid ~ ~ M C C  u of Dcc 4. 
If you incur Late Payment Chatge, an additional Interest charge of l.S% will rho be npplicd to 
any unpaid bplmcc, 

Nonpayment of Rqulntcti cb~rgm may terult in d i s c o n ( i n m  of acrvicc, Failure to pay un atcd md 
ccrtain other charges, dl of which are identified by *I 01: your bill, will not result in aq itaterr$@ of lpcd 
Service, The nmaunt or Regulrled Charges may be obtain4 by calling 780-2355. - &  

L'CF 

t=u- 
&. See Messages SCC~IM for information on CLnrgu Under Investigation. 

49 



R e ~ e s t  No. 325195T Name PHILLIPS ,BILL MR. Bus ines s 

Con sum er In forma tion 

Name: BILL PHILLIPS 

Business Name : 

Svc Address: 1605 WYOMING AVE 

I 

County: Bay Phone: (850)-265-8690 

City/Zip: Lynn Haven / 3 2 4 4 4 -  

Account Number : 

Callrr'S Name: PATRICIA PHILLIPS 

Mailing A d d r e s s : 1 6 0 5  WYOMING AVE 

CitY/Zip: LYNN HAVEN ,FL 32444-  

Can Be Reached: 

Name 

Florida Public Service 
Commission - Consumer Requesf 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 f 3- 61 00 

Utility Information 
Company Code : TJ2 99 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen325195T 

Response Needed From Company? y 

Date Due:08/09/20DO 
Fax: 6W1,202-965-3987 

Cnterim Report Received: / / 

Zeply Received: 08/04/2000 

Zeply Received Timely/Late: T 

rnformal Conf.: N 

PSC Information 

Assigned To: ELLEN PLENDL 

Entered By: TMORGAN 

Date: 07/19/2000 

Time: 16:42 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

supmntl Rpt Req'd: 09/07/2000 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: m p  

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

It appears that the customer's long distance carrier of choice was changed from ATLT to WebNet 
without authorization. Customer states that the change occurred sometime in May. Customer is disputing 
charges that total $10.71. 

* Provide verification obtained for the change in service. 

* Provide applicable credit and/or balance due information on this account. 

* Confirm the customer has been contacted regarding this matter. 

Case taken by Telsula Morgan 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

Request N o .  325195T 
~~~~~ ~ 

Name PHILLIPS ,BILL MR. Elusiness Name 

PAGE NO: 1 



08/04/2000 Received report via US Mail. Documentation provided to the PSC indicates that the company 
issued a credit of $16.16, including service charges of $5.27. It appears the service was terminated on 
June 2 ,  2000. A check was sent to the customer on July 25, 2000. eplendl 

08/08/2000 Contacted LEC. 
effective June 1, 2000. The local toll service was switched to BellSouth effective July 20, 2000. eplendl 

BellSouth advised the PSC that the long distance service w a s  switched to AT&T 

08/08/2000 FAX TO CO. 

1) Your report dated July 31, 2000 did not contain a verification cd for 850-265-8690. 

2 )  As your report did not contain a verification cd or tape, WebNet is now directed to issue a full credit 
for the first 30 days and a rerate of credit for the balance of time the customer was switched to the 
service. 

3 )  If the verification included an inducement offer to issue a $100.00 check to the customer, please issue 
the check as promised. 

4 )  The copy of the check and verification cd must be submitted by Friday, August 2 5 ,  2000. eplendl 

09/07/2000 Located verification cd attached to another inquiry. eplendl 

09/07/2000 Reviewed third party verification. The company thanks the customer for switching to WebNet. It 
appears that the verifier states the customer should spell their name as they want it to appear on the 
$100.00 check. Customer spells her name as Patricia Philips. The verifier states the customer should say 
her address and birthdate. The customer gives the address, but no birthdate. 

The verification did not include the statement about  the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch i n  service, or the phone numbers 
to be changed. The birthdate is not offered. 

The company issued credit of $16.16 to the account on July 25, 2000. This credit was sent in the form of a 
refund check. The service was canceled on June 2, 2000. eplendl 

Request N o .  325195T Name P H I L L I P S  , B I L L  MR. Business Name 

PAGE NO: 2 



(3)'(a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the  change is authorized to request the change; 

4 .  Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5 .  Statement that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. The birthdate is not offered. 

2) Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet advised that a credit of $ 6 . 9 4  was issued in the form of a refund check 
on October 3, 2000. The customer should receive this refund check under separate cover in one to two 
billing cycles. The report advised that a copy of the refund check is included. However, a copy of this 
refund check was not included in the report to the PSC. The account was closed on June 2, 2000. A letter was 
sent to the customer. eplendl 

2 
% 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account s 
w 
UI -4 

canceled. 

Request N o .  325195T Name PHILLIPS ,BILL MR. Business Name 

PAGE NO: 3 



STATE OF FLORIDA 

Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. B m  

DOCKET No 001 109-TI 
EXHIBIT MW-2 

Page 358 of 659 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 13-6 100 

Mr. & Mrs. BiII Phillips 
1605 Wyoming Avenue 
Lynn Haven, FL 32444 

RE: 325 195T 

Dear Mr. & Mrs. Phillips: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) the long distance compnny Jtas on hand a ballot or letter front tlte customer 
requesting such a cltattge; or 4 - 7  

K- 
-4 Ls; (6) the customer initiates a call to nn automated 8001iumber and, tliroriglt 0 seqiieizce 

of prompts, confirm the customer's requested change; or 
**I 

f+ 
(c) tlte customer's requested change is verified tlirorigli a qualified, independentfirm 

whiclt is unaffiliated with any long distcince company; or c3 
(d) the company has received u cristomer request ro cltafrge his long distance cumparry 

and has responded by maiiitzg an informationnl pnckage, wliiclt includes a 
postcard that the customer can use to confirm n change request. 

Documentation provided to the PSC indicates that the company issued a credit of $16.16, 
including service charges of $5.27. A check was sent to you on July 25,2000. You should have 
already received this refund check. Webnet also issued a credit of $6.94 on October 3,2000. 
This credit was sent in the form of a rehnd check. You should receive this check in one to two 
billing cycles. It appears the service was terminated on June 2,2000. 

- 
CAPITAL CIRCLE OFF~CE CENTER ~ 2 5 4 0  SHUMARD OAK BOULEVARD 'TALLAHASSEE, FL 32399-0850 

An Alfirmative ActionlEqual Opportunity Employer 
PSC Website: www.seri.ret/pse Internet E-mail: contact@psc.state.fl.us 



DOCKET NO. mi IWTI 
EXHlBlT MW-2 

Page 359 of 659 

Mr. & Mrs. Bill Phillips 
Page 2 
October 9,2000 

BellSouth advised the PSC that the long distance service was switched to AT&T effective 
June I,  2000. The local toll service was switched to BellSouth effective July 20,2000. 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Calls ” list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your Iine, you may call your 
local telephone company, or call toll-free 1-700-555-4 14 1 or 1-700-555-1 1 1 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fa)( toll free at 1-800- 
5 1 1-0809, or by E-mail at eplendl@psc.state.fl .us. 

Sincerely, 

V 
Ellen Plendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Ms. Ellen PIendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - Bill Phillips R e p  - 3251 9ST 

i D j 
Dear Ms. EIlen Plendl: 

WebNet Communications, Inc. (,‘WNC”) presents this response to a consumer complaint 
which was filed with your office by Bill Phillips (“complainant”), The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that Complainant’s service was switched in  conformance with ~ . -  
company policy. q 

zc t 
L.. , 
h+,j Fa WNC regrets the circumstances surrounding this complaint and in the interest of consumer 

relations, WNC has issued complainant a r e h d  check in the disputed amount of $6.94. A copy of 
the refund check is attached for your review. WNC’s records also indicate that service was ppw 
terminated on June 2,2000. WNC hopes that the complainant is satisfied with the resolution of the 
above referenced complaint. 

-%.rSi 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, pIease contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen ’. 
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Ellen Plendl 
October 3,2000 
Page 2 of 2 

Enclosures 
cc: BilI Phillips 

1605 Wyoming Ave 
Lynn Haven, FL 32444 
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DNrsroN OF page 362 of 659 
BEVERLEE D L ~ ~ ~ ~ ~  - 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

RE: Inquiry # 

DA TE: 

FROM: DIMSION OF CONSUMER AFFAIRS 

FAXNUMBER: (8.50) 4I3-7168 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 

COIMMENTS: 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850 
An A I I i m r i v e  AaionlEqunl Opportunity Employer Internet E-mail C O N T A ~ @ P S ~ . S T ~ T E . F L U S  
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RE: Inquiry# 3 3 5 \ 9 7  

C 0 M M . S :  
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DOCKET NO 001 109-TI 
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July 3 1,2000 

VIA FIRST CLASS MAIL, 
Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Bill PhiLlips - Request Nu. 3251 95T 

Dear Ms. Plendl: 

WebNet Communications, hc.  (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Bill Phillips (“complainant”). The complaint alleges that WNC 
switched compIaimt‘s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (,TCC“) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonajkie request €or WNC service;.was conftrmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances smounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $16.16, service charges in 
the amount of $5.17 are included in this refimd A copy of the refimd check is attached for your 
review. W“s records indicate that this Service was terminated on June 2,2000. W C  hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. 
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Ms. Ellen Plendl 
July 3 1,2000 
Page 2 of 2 

P a p  365 OF 659 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

RespectfLlly submitted, 

Patrick H. Allen 

Enclosures 
cc: Bill Phillips 

1605 Wyoming Avenue 
Lynn Haven, FL 32444 



WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

WASHINGTON, D.C. 20007 

FIDELITY NATIONAL BANK 
ATLANTA, GA 

64-240161 1 

EXHIBIT MW-2 

Page 366 of 659 

4 

Qk!" 
PAY THE Bill Phillips I $ **16.16 ORDER OF 

Bill Phillips 
1605 Wyoming Av 
Lynn Haven, FL 32444 

850-265-8690 MEMO 
1 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. I of the State Constitution . . . 

WEBNET COMMUNCI. 

Bill Phillips 
Refunds 

1432 
7/25/2000 

16.16 

Checking - Fidelity 850-265-8690 16.16 
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July 31,2000 

VIA FIRST CLASS MAIL 
Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Bill Phillips - Request No. 3251 95T 

Dear Ms. Plena: 

WebNet Communications, Enc. (“WNC”) presents this response to a consumer comptaint 
which was filed with your office by Bill Phillips (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (LLFCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andlor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a r e h d  check in the amount of $1 6.16, service charges in 
the amount of $5.17 are included in this refund. A copy of the refund check is attached for your 
review. WNC‘s records indicate that this Sewice was terminated on June 2,2000. WNC hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. 

3248 Prospect Avenue, NW + Washingto& DC 20007 + Customer Service (877) 880-0166 
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,s&a - 
An extra copy of this filing is enclosed- Please date stamp the extra copy and return it to the 

undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

Enclosures 
cc: Bill Phillips 

1605 Wyoming Avenue 
Lynn Haven, FL 32444 
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STATE OF FLORIDA 

I 

DIvlsION OF CONSUMER AFFAIRS 

DIRECTOR 

TOLL FREE 1-800-342-3552 

BEVERLEE DEMELLO 

(850) 4 13-6 100 

FACSIMILE T W S M I T T A L  COVER SHEET 

RE: Inquiry # 3 2 51 4 57 
DA TE: B ,3000 

FROM: DIc.1;sION OF CONSUMER AFFAIRS 

FAXNUMBER: (850) 413-7168 

TELEPHONE NUMBER: (8.50) 413-6100 OR 1-800-342-3552 

COMMENTS: 

NUMBER OFPAGES, INCLUDING THIS COVER SHEET: 3 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
Ao Allirmrlivc ActiodEqud Opportuoity Employer Internet E-mail CONTACT@PSCSTATE.FLUS 
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=AX NAME: 
=AX NUMBER: 

LAST TRANSACT ION REPORT FOR HP FAX-780 SER I ES Page ' 'O Of 6s9 - - -  

DATE: Q8-AUG-00 
T IME:  12:19 

D A I E L L M E  RFMnTF FAX NAMF AND NUMRFR CdR,TION PGRESULT DIAGNOSrIC 
38-AUG 12:16 S 612029653987 0:81:58 3 OK 6A384B 1 0009E 

S=FAX SENT 
I = P O L L  I N ( F A X  RECEIVED) 
O=POLLED OUT(FAX SENT) 

TO P R I N T  THIS REPORT AUTOMATICALLY, SELECT AUTOMATIC REPORTS I N  THE SETTINGS MENU. 
TO P R I N T  MANUALLY. PRESS THE REPORT/SPACE BUTTON. THEN PRESS ENTER. 

I. 
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Business Name Request No. 325857T Name LOTT ,DARLENE MS. 

Con sum er Inform a tion 

Name: DARLENE LOTT 

Business Name: 

svc Address: 004 E KILaORE RD 

County: Hillsborough Phone: (8131-759-3956 

City/Zip: Plant City / 33567- 
Account Number: 

Caller's Name: DARLENE LOTT 

Mailing Address: 804 E KILWRE RD 

City/Zip:PLANT CITY ,FL 33567- 

Can Be Reached: (813) -663-6100 

~~ ~~ 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

85d-473-6100 

Utility Information 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen325857T 

Response Needed From Company? y 

Date Due:08/14/2000 
Fax: 6W1,202-965-3987 

tnterim Report Received: / / 

Zeply Received: 08/04/2000 

teply Received Timely/Late: L 

Informal Conf.: N 

PSC Information 

Assigned To: NANCY 

Entered By: JANDERSO 

Date: 07/24/2000 

Time: 0 9 : 3 6  

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

supmntl Rpt Req'd: 09/07/2000 

Certified Letter Sent: / / 

Zertified Letter Rec'd: 1 / 

Closed by: mp 

Date: 10/11/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she w a s  switched from AT&T to Webnet without authorization or request. Customer states 
that she did receive a computer-generated solicitation from the company. Customer states that the message 
asked, "If you'could receive a check for $100 would you switch your long distance carrier." The customer 
states that she responded with yes in order to find out more information. Customer states that she w a s  
asked several other questions, which she did answer, but never with the intention of switching carriers. 
Customer states that she answered the questions only to possibly speak with a live individual in order to 
receive more information. Customer states she did not any information about rates nor did the company 
identify itself. Customer states that she contacted the company to find out about the $100 check when she 
found out that she had been switched. Customer states that she was informed by the company that she would 2 g: 
Customer states she has returned to her carrier of choice. Customer states that the total disputed amount E, 2 5  

* - - m 

not receive a check but instead a credit to her account but only  after 3 months of continuous service. 

at t h i s  point is around $120.00. Please investigate this matter and provide me with a detailed written 
report including a LOA or verification tape and applicable credits f o r  switching fees, as well as an 2 

j >'.z; ' L  ' . :+t ; 4 Request No. 325857T Name LOTT ,DARLENE MS. Business Name . I  

PAGE NO: 1 

- ; ;s 
id 8 

Y 

:: -, I... . ., 

. .  



. 
adjustment of rates to that of the customer's preferred carrier by the due date above. 

Please send all fax and e-mail responses to: 

CAF FAX: 850/413-7168 
CAF E-mail: pscreply@psc.state,fl.us 

Case taken by landerson 

08/4/00 Customer called to check on case status. Customer states that she has received a check from the 
company for only $31.00, and will hold off until she hears from the commission on the results of the case. 
NChester. 

08/04/2000 Received company response via U . S .  Mail. RRoland 

08/31/00 Customer called stating that she got my message, the $120.00 are f o r  long distance calls. 

09/07/2000 Reviewed report and third party verification. The verifier states, "Thank you for choosing 
WebNet as your long distance provider." It appears that the verifier s t a t e s  the customer should spel l  their 
name as they want it to appear on the $100.00 check. Customer spells her name as Darlene Lott. The 
verifier states the customer should say her address and birthdate. The customer gives the address and her 
date of birth as December 4, 1958. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. Tbe-ctts433rner does not offer a birthdate. 

The company issued credit of $31,35 to the account on July 26, 2000. The credit was sent in the form of a 
refund check. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

(3)(a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

0 Z $  1. Customer's billing name, address, and each telephone number to be changed; 3) 

E ;s* 

r . ,  , 
L 
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2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

4 .  Statement that the customer’s change request will apply only to the number on the request and t h e r e  
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for  the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer’s preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

09/25/2000 Reply received via U.S. Mail. RRoland 

10/11/2000 Reviewed report. 
$31.35 to the account on July 31, 2000. This credit was sent in the form of a reimbursement check. You 
should have already received this refund check. Webnet also issued a credit of $63.14 on September 19, 
2000. This credit was sent in the form o f  a rerund check. You should receive this check in one to two 
billing cycles. eplendl 

Documentation provided to the PSC indicates that the corugany issued credit of 

10/11/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued. 

Request No. 325857T Name LOTT ,DARLENE MS. Business Name 

PAGE NO: 3 



Commissioners: 
J. TERXY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

4 

STATE OF FLORIDA 

WCKET No DO1 IWTI 
EXHlBlT MW-? 

Page 374 of 659 

* DIVISION OF CONSUMER AFFA~RS 
BEVEIUEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

$3ubIU &rbk QCommWion 
October 12,2000 

Ms. Darlene Lott 
804 E. Kilgore Road 
Plant City, FL 33567 

RE: 325857T 

Dear Ms. Lott: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and teiephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on hand a bnllot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, through a seqrrence 
of prompts, confirm the customer% requested change; or 

(e) the customer's requested change is verified throiigh u qualijied, independentfirm 
which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance company 
and has responded by mailing an informational package, which includes a 
postcard that the customer can use to con/irm u change request. 

Documentation provided to the PSC indicates that the company issued credit of $3 1.35 to 
the account on July 3 1,2000. This credit was sent in the form of a reimbursement check. You 
should have already received this refund check. Webnet also issued a credit of $63.14 on 
September 19,2000. This credit was sent in the form of a r e h d  check. You should receive this 
check in one to two billing cycles. 

CAPITAL CIRCLE OFFICE CENTER a2540 SHUMARD OAK BOULEVARD *TALLAHASSEE, FL 32399-0850 
An Amrmative ActiofiquaI Opportunity Employer 

PSC Wcbsitc: mvw.scri.nct/psc Internet E-mail: contaer@pscatattn.us 
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Ms. Darlene Lott 
Page 2 
October 12,2000 

My proposed resolution, based on the information provided-by you and the utility, is that 
the company apparently violated this Commission’s rules andqegulations in ‘its handling of this 
matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Sokitation Calls ” list. This is an altemative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need M e r  assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800- 
5 1 1-0809, or by E-mail at eplendL@psc.state.fl.us. 

S i n c e y ,  

Ell# Plendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

September 19,2000 

VIAFIRS T CLASS MAIL 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 
Attn: Nancy 

Re: Darlene Lo# - Request No. 325857T 

Dear Nancy: 

WebNet Communications, Inc. f‘WNC‘’) presents this second response to a consumer 
complaint which was filed with your ofice by Darlene Lott (“complainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonaJide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

Upon M e r  investigation, WNC‘s records indicate that complainant was charged a total of 
$63.14 within the first thirty (30) days of service. This amount was calculated after the rerate 
adjustment had been made. WNC bas issued complainant a refund check in the amount of $63.14. 
A copy of the refund check is attached for your review. WNC hopes that the complainant is 
satisfied with the resolution of the above referenced complaint. 

An. extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) Rltn-nlc;r; 
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Enclosures 
cc: Darlene Lott 

804 E. Kilgore Road 
Plant City, FL 33567 
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1 $ **63.14 
THE Darlene Lott . .  ORDER OF 

MEMO 813-754-3! 

WEBNET COMMUh 

Darlene La 
Refunds 

1 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

1604 
9/12/2000 

63.14 

Checking - Fidelity 813-754-3956 63.14 
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STAMP & RETURN 

July 3 1,2000 

VIAFIRS TCLAS S MAIL 
Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Darlene Lott 
Request No. 325857T 

Dear Ms.- Plendl: 

WebNet Communications, Inc. (,,WNC”) presents this response to a consumer complaint 
which was filed with your office by Darlene Lo# (‘komplainant’’). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (,‘I?,’’) comport with the 
Federal Communications Commission (STCC’’) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service wits confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

W C  regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a r e h d  check in the amount of $3 1.35, service charges in 
the amount of $10.00 are included in this refund. A copy of the refund check is attached for your 
review. WNC‘s records indicate that this service is still active, with a block issued. WNC hopes 
that the compIainant is satisfied with the resolution of the above referenced complaint. 



804 E Kilgore Rd 
Plant City, F'L 33567 

Y 
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Checking - Fidelity 813-754-3956 31.35 



R e q u e s t  No. 3 2 6 2 4 1 T  Name WOLMAN ,LAWRENCE MR. B u s i n e s s  Name 

Consumer Information 

Name: LAWRENCE WOLMAN 

B u s i n e s s  Name : 

svc A d d r e s s :  101 HEADOWLANE DRIVE 

C 0 u n t y : P a l m  B e a c h  Phone: ( 5 6 1 )  - 7 9 0 - 4 5 8 1  

C i t y / Z i p : W e s t  P a l m  B e a c h  33411- 

A c c o u n t  N u m b e r :  

Caller's Name: LAWRENCE w o w  

Mailing AddfeS8: 1 0 1  MEADOWLME DRIVE 

C l t y / Z i p : W e s t  P a l m  B e a c h  , F L  33411- 

C a n  B e  R e a c h e d :  

F:oriida Public Service 
Commission - Consumer Requesf 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 f 3- 6 I00 

Utility In for ma tion 
C o m p a n y  C o d e : T J 2 9 9  
C o m p a n y  : WEBNET COMMITNICATIONS, I N C  . 
A t t n .  P a t r i c k  A l l e n 3 2 6 2 4 1 T  

R e s p o n s e  N e e d e d  From C o m p a n y ?  y 

Date D u e : 0 8 / 1 5 / 2 0 0 0  
Fax: 6 W 1 , 2 0 2  - 9 65-3987  

I n t e r i m  R e p o r t  R e c e i v e d :  / / 

Reply R e c e i v e d :  0 8 / 1 4 / 2 0 0 0  

aeply R e c e i v e d  T i m e l y / L a t e :  T 

I n f o r m a l  C o n f . :  N 

PSC lnformation 

Assigned To: ELLEN PLENDL 

E n t e r e d  By: EPLENDL 

D a t e :  07/25/2000 

T i m e :  10:03 

Via : PHONE 

( P h o n e / M a i l / F a x / E - M a l l )  

P r e l i m  Type: SLAMMING 

PO : 

S u p m n t l  Rpt Reg'd: / / 

certified Letter Sent: / / 

Certified Latter Rac'd: / 1 

C l o s e d  by: mp 

D a t e :  08/18/2000 

C l o s e o u t  Type: L S - 1 3  
A p p a r e n t  R u l e  V i o l a t i o n :  y 

Customer states that he was switched from Adelphia to WebNet without authorization or request. Qwest has 
advised the Commission that WebNet is the carrier that: initiated the change in service. Customer states he 
has returned to his carrier of choice. Please investigate this matter, contact the customer and provide the 
F1. Public Service Commission with a detailed written report including LOA/Tape and applicable credits for 
switching fees, as well as an adjustment of rates to that of the customer's preferred carrier by the due 
date. 

1) Provide LOA/TAPE. If it does not contain the necessary information as specified in the Florida 
Administrative Code rules, WebNet will be directed to pay the full reimbursement fo r  the first 30 days of 

2 Kg service. And an adjustment o f  rates to the customer's previous carrier for the balance of time on the 
0 i n  - 3; service. E 

2) Issue credit for the switching fees. 
I 

R e q u e s t  No. 3 2 6 2 4 1 T  Name WOLMAN ,LAWRENCE MR. Business Name 

PAGE NO: 1 



3) 	 Cancel the service and account. 

4) 	 Provide a verification tape and written report including applicable credits by the date above. 

07/27/2000 Customer called to check on case. Customer was informed that a new case had been opened and 
that we will contact him as soon as information is available to us. NChester 

2000 Rec e ived report and cd verification via US 

Customer states his name and address. p68 Arifr9Kjfiljn d personal identification are 

not on the recording. The customer may be a switching fee. The customer asked 

if he is authorized to make a switch in or is the accountholder. 


08/16/2000 Customer called to state he had received a letter from the company. He just wanted to inform us 
of this. RBGillander 

08/18/2000 Closed by telephone conversation with the customer. Customer is satisfied with the credit 
reimbursement. Customer states he is very pleased with the timely response by the PSC to assist him in this 
matter. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch . Credit issued. The 
customer1s phone number and personal identification are not on the recording. The customer is not advised 
that there may be a switching fee. The customer asked if he is authorized to make a switch in service on 
the account or is the accountholder. 
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WebNet Communications, Inc. 

August 10,2000 

VIAFIRSTCLASSMAIL 

Ms. Ellen P l e d  
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
T d l h ~ ~ e ,  FlL 32399-0850 

Re: Lawrence Wolman - Case Number: 326241 T 

Dear Ms, P l e d .  

WebNet Communications, Inc. (((WNC”) presents this response to a consumer complaiat 
which was fled with your office by Lawrence Wok” ( “ c o w b t ” ) .  The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization 

WNC procedures for changing a consumer’s preferred carrier (“PC’) comport with the 
Federal Communications Commission (‘TCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped ver5cation made by a third party verification company of a consumer’s request for service. 
In this instance, a bonaflde request for WNC service was confirmed by a third party verification 
company, WNC records indicate that compIainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this c o m p b t  and in the interest of consumer 
relations, WNC’s records indicate that service was terminated on June 24,2000, and WNC has issued 
complainant a refund check in the amount of $57.13. Service charges in the amount of $4.92, and 
s w i t c h  fees in the amount of $10.00 are included in this refund as weU. A copy of the refund check 
is attached for your review. WNC hopes that the complainant is satisfied with the resolution of the 
above referenced complaint. 
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August 10,2000 
Page 2 of 2 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed selfaddressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectmy submitted, 

Patrick H. Men 

Enclo sues 
cc: Lawrence Wolman 

101 MeadowLane Drive 
West PaIm Beach, FL 3341 1 
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1, , 8M12000 
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PAYTO ME Lawrence WoIman ORDER OF 

Lawrence Wolman 
101 Meadowlands Dr 
Royal Palm Beach, FL 33411 

Y -- MEMO 561-7904sr 1 19.07( l)(z), Florida Statutes: Bank account numbers 

or debit, charge, or credit card numbers given to an II' 

agency for the purpose of payment of any fee or debt 
WEBNET COMMUNC owing are confidential and exempt from subsection (1) 1446 

Lawrence and s.24(a), Art. 1 of the State Constitution . 
Refunds 

Checking - Fidelity 561-790-4581 

8/3/2000 
57.13 

57.13 
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Via Electronic Mail 

July 5,2000 

Mr. Victor McKay 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Mr. Tom Hegarty, (561) 776-5865 
Request #321661T 

Dear Mr. McKay: 

Please be advised that Qwest Communications Corporation (Qwest) has completed a review of 
the issues raised in the complaint filed by Mr. Tom Hegarty. After investigation, Qwest has 
determined that Mr. Hegarty is a customer of Webnet Com., Inc. 

Qwest cannot respond to this complaint as Qwest acts solely as a provider of transport services 
for Webner Corn.. Inc. The company in question is a reseller of Qwest and is currently offering 
reseller services to other regionally based switchless resellers. The reason why Qwest appears on 
h4r. Hegarty’s phone bill, is because Webnef Com.. Inc uses Qwest’s Carrier Identification Code 
(CIC). 

As a general rule Qwest never interfaces with the end user nor do we have access to the Letter of 
Agency for account numbers provisioned on behalf of the reseller. For legal reasons Webner 
Corn., Inc has the responsibility as the reseIler and not Qwest. Any future correspondence 
regarding this case should be directed to the following: 

A m :  Rodney Harrison, ControIler 
Webnet Com., Inc 
1 1770 Haynes Bridge Road 
Suite 205 
Alpharetta, GA 30004-1970 
Tel: (770) 751-1820 

Should you have any further questions regarding this matter please feel free to contact this office. 

Sincerely, 

Richard Hayes 
Regulatory Specialist 
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Request No. 327521T Name BUMBACA, SR ,ANTHONY MR. Business Name 

Consumer Information 

Name: ANTHONY R BUMBACA, SR 

BUBinei38 Name: 

Svc Address: 9 0 5  NE 28TH STREET, APT. 202  

County : Broward Phone: (954)-566-7025 

City/Zip: Oakland Park / 33334-3 

Account Number: 

Caller's Name: JAMES B HUSSHER, 111 

Mailfng Addre88:905 NE 28TH STREET, APT. 202 

City/Zip:OAKLAND PARK ,FL 33334-3734 

Can Be Reached: (954) -533-8620 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 f 3- 6 I 0 0 

Utility In for ma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMXJNICATIONS, INC. 

Attn. Patrick Allen327521T 

Response Needed From Company? N 

Date Due:08/21/2000 
F a x :  6Wl, 202-965-3987 

fnterim Report Received: / / 

Reply Received: 08/18/2000 

Peply Received Timely/Late: T 

fnformal Conf.: N 

PSC Information 

issigned To: ELLEN PLENDL 

htered By: AHASHISH 

Date: 07/31/2000 

r i m e :  10:21 

Iia : FAX 
(Phone/Mail/Fax/E-Mail) 

?relim Type: SLAMMING 

?O : 

3upmntl Rpt Req'd: / / 

:ertified Letter S e n t :  / / 

2ertified Letter Rec'd: / / 

Closed by: mp 

Date: 08/25/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Please review the attached correspondence in which the customer reports the following: 
Customer states that h i s  intralata and long distance service was switched to the company without 
authorization. Customer states that he subscribes to the Area Plus plan with BellSouth which is a flat rate 
charge for intralata calls. Customer states that  he contacted the company and was told that they had answered 
an automated telemarketing call for switching service and for a check of $100.00. Customer states that he 
received no check. 

Please provide LOA/Tape verification. 
Please investigate this issue, contact the customer and provide me with a 
detailed written report that addresses the issues in the correspondence, and 
confirms the customer has been contacted either by letter or phone. 

PLEASE NOTE** The information on this form is only a summary o f  the 
2 

.equest No. 327521T Name BUMBACA, SR ,ANTHONY MR. Business Name 
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customer’s concerns. Additional information, important to this matter, may be 
contained in the correspondence. 

**Inquiry taken by A. Hashisho** 
ahashish@sc.state.fl.us 

CONTACT NUMBERS 

cqp gmail:pscreply@psc.state.fl.us 
CAF FAX: 850/413-7168 

08-18-2000 Reply received via US Mail. RLogan 

08/21/2000 PSC acknowledgement letter was returned to sender attempted- not known. Letter added to file. AH 

08/25/2000 Reviewed report and verification cd. The message says thank you for choosing WebNet as you’d like 
it to appear on the $100.00 check. It appears that Mr. James Hussher offered his name and address to the 
representative on the phone. 2/15/1960 was offered as a date of b i r t h .  The representative did not advise the 
custorkr that there might be a switching fee, inquire whether the customer was the customer of record or 
confirm the phone number to be switched. The company issued a credit of $175.86 to the customer on August 9, 
2000. The credit was sent in the form of a refund check payable to the customer of record. eplendl 

08/25/2000 Closed by email letter to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. The representative did not 
advise the customer that there might be a switching fee, inquire whether the customer was the customer of 
record or confirm the phone number to be switched. Credit issued. 

it . 1 ’3  . ‘4 ; 
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Ellen Plendl 

To: jameshussher@hotmail.com - 
Subject: consumer inquiry 

h4r. James Hussher :.:w.3? 

d Page 392 of 659 

9 ;tw 

.;J YR 
A ,=‘‘c* 

.i, 4 
:CSi??, 

-:Ji:Zq 

‘ C  

. .I . . .  \pq. Dear Mr. Hussher: 1 - 1  

This is a follow-up to your inquiry concerning the switch of your long distance service to WebNet. First, let me 
give you some background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance telephone company may be 
changed only if one of the following conditions has been met: 

(a) 
change; or 

the long distance company has on hand a ballot or letter from the customer requesting such a 

(b) the customer initiates a call to an automated 800 number and, through a sequence of prompts, 

the customerls requested change is verified through a qualified, independent firm which is 

the company has received a customer request to change his long distance company and has 

confirms the customer’s requested change; or 

(c) 
unaffiliated with any long distance company; or 

(d) 
responded by mailing an informational package, which includes a postcard that the customer can use to confirm 
a change request. 

Documentation provided to the Public Service Commission indicates the company issued a credit of $175.86 to 
the account. This credit was sent under separate cover in the form of a refind check payable to Mr. Bumbaca 
on August 9,2000. He should receive this check in one to two billing cycles. 

My proposed resolution, based on the information provided by you and the utility, is that the company 
apparently violated this Commission’s rules and regulations in its handling of this matter. 

You may also caIl your local telephone company and request a “PC (preferrcdcarrier) Freeze.” This will 
prohibit future changes to your account without your written authorization. If you wish to verify the long 
distance company that is assigned to your line, you may call your local telephone company, or call toll-free 1- 
700-555-4141 or 1-700-555-1 11 1 at any time. (Please note that these numbers may not identify companies who 
resell the phone services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need finther assistance, 
please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-5 11-0809, or by E-mail at 
eplendl@psc.state. fl.us. 

Ellen Plendl 
Regulatory S pecialis t 
Division of Consumer Affairs 
Public Service Commission 
800-342-3552(toll-fe) 
850-413-6123(direct) 

800-5 1 1-0809(toll-free fax) 
eplendl@psc.state. fl.us 

850-4 13-6124(f=) 

1 
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To: jameshussher@hotmail.com 
Subject: consumer inquiry 

h4r. James Hussher 

Dear Mr. Hussher: 

This is a follow-up to your inquiry concerning the switch of your long distance service to WebNet. First, le 
give you some background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone company may be 
changed only if one of the following conditions has been met: 

(a) 
change; or 

the long distance company has on hand a ballot or letter from the customer requesting such a 

(b) the customer initiates a call to an automated 800 number and, through a sequence of prompts, 
confirms the customer's requested change; or 

(c) 
unaffiliated with any long distance company; or 

(d) 
responded by maiiing an informational package, which includes a postcard that the customer can use to confirm 
a change request. 

Documentation provided to the Public Service Commission indicates the company issued a credit of $175.86 to 
the account. This credit was sent under separate cover in the form of a refund check payable to Mr. Bumbaca 
on August 9,2000. He should receive this check in one to two billing cycles. 

My proposed resolution, based on the information provided by you and the utility, is that the company 
apparently violated this Commission's rules and regulations in its handling of this matter. 

the customer's requested change is verified through a qualified, independent firm which is 

the company has received a customer request to change his long distance company and has 

You may also call your local telephone company and request a "PC (preferredcarrier) Freeze." This will 
prohibit future changes to your account without your written authorization. If you wish to verify the long 
distance company that is assigned to your line, you may call your local telephone company, or call toll-free 1- 
700-555-4141 or 1-700-555-1 11 1 at any time. (Please note that these numbers may not identify companies who 
resell the phone services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need further assistance, 
please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809, or by E-mail at 
eplendl@psc. state. fl. us. 

Ellen Plendl 
Regulatory Specialist 
Division of Consumer Affairs 
Public Service Commission 
800-342-3552(toll-free) 
850-413-6123(direct) 

eplendl@psc.state. A .us 

850-4 13-6124(fa~) 
800-5 1 1-0809(t0ll-fk fax) 

1 
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August 15,2000 

MA FIRST CLASS MAIL 
Ms. Ellen Plendl 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: 

Dear Ms. Plendl: 

Anthony R Bumbaca - Request No. 327521 T 

WebNet Communications, Inc. ( V N C ” )  presents this response to a consumer complaint 
which was fled with your office by Anthony R. Bumbaca (“complainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a tlurd party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service. was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $175.86, service charges 
in the amount of $17.51 are included in this refund A copy of the refund check is attached for your 
review. WNC’s records indicate that a previous credit was applied to this account in the amount of 
$1 15.50 on approximately June 16,2000. WNCs records also indicate that complainant’s service 
was terminated on May 9,2000. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 

An extra copy of h s  filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 
I P&k*R &/A 

Patrick H, Allen 

3248 Prospect Avenue, NW + Washington, DC 20007 e Customer Service (877) 880-0166 



Enclosures 
cc: Anthony R. Bumbaca 
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FIDELITY NATIONAL BANK 
ATLANTA. GA 

WEBNET COMMUNCIATIONS, INC. 
3248 PROSPECT AVENUE, NW 

64-2401811 Page 396 of 639 
' WASHINGTON, O.C. 20007 

GrE 
Y 

8/9/2000 3 
m 

'AY TO "tHE Anthony R Bunbaca 
IRDER OF 

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

Anthony R Bunbaca 
905 NE 28 ST #202 
Ft. Lauderdale, FL 33334 

1 19.07(1)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 

954-566-70 
AEMO 

III agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 

WEBNET CoMMUN( and s.24(a), Art. 1 of the State Constitution . . . 1465 
.4ntliony R. 8/9/2 0 00 

Refunds 175.86 

Checking - Fidelity 954-566-7025 175.86 
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JAMES E- HUSSHER 111 

WILTON MANORS, FL 333343734 
905 NE 28 S r R E f l ,  APT. 202 

TELEPHONE 954.533.8620 
EMAIL - l *mEsHU%?F:R(bM~&I I  CoM 

FRIDAY, Juir 28.2000 

Thank ryi fnr p u r  &enlion to this aiditha\ matter. 

James E. HU&W It1 
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10: 19504136121 

Dlnrr Dinid Callr 
L)Ph Plum CalJqd +\*maker CaUd R o w  rimt DIlirr 

'1. 04/38 MIAHI FL SO5 203-1436 KE: 05:32pH t4P i 1 . 2 9  
- BtAtll Fk 305 5034616 LN *12:104M 39 '* ' 6.19 

Total Olrrcz OlmIea C a l l s  39 ca 
T O t 8 \  ttmima r a i l s  39.48 

- P. 05102 ....................................... ............................................ 

3 .  F i a u r B l  h x  ............................................... 1-21 

4, F l 8 r t Q 1  C r o u  Recalpts Surchsrge -96 
2.01 

.......................... 
.................................................. - 5-  CfCy $8X 

T a t i l  T u s s  on Raguietwl lof*lcar ............................... 5.02 
Total fW1 ...................................................... 5 .Qt 

fotrl .ILD t.lrrmrvrcar, . Inct.. Currom CnvoeC 44. so 
* ,- -.mF - . . , . .- . T,. -.- " - ._ .................... 
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flL-28-"04:46P mm: To: I e m t :  
Page 401 of 659 

@ SELLSOUTH 

* 29 
3.75 

31.33 
2.12 

YO .a0 

Uark Conpletod On Apr E4, 2000 ................... 18.  Cnarge ror procoscing ohrngo i n  a v v i c e  10.00 

Work Conpletad On Aipr t b .  2000 
1 3 .  C n r r p a  rer Cnenqlng Your tong  O l m t t n c a  C a m p a y  to  

CRONt lCR .................................................. 
Vwk comaretad On Apr 3 0 ,  2000 

18. ehrrgm f o r  Ckrnglflg Your Loeet T a l !  Company to WEST 
cmwlrrc4rims ............................................ 

1.49 

1.49 

Work ConplaLeP On HDY 8, 2000 
15. AdJuatmant ea cover mlnlmum enrrpr far l o c a l  servloe 

{oe/16/00 - OS/tO/OO) IS90.?9/moj ......................... .* 9 . 7 9  - Imrrgul i rcd Cnrrgr 
V l m l t  um pn t h o  intwrnat: ,  V W . D O I I S O U t h . ~ C O m ,  

AV ~ 0 2 6 9 ~  {oontfnumd), 
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ARfHUNY R BURDACA 6Ct 
''aS Page 403 of 659 

--& 
Account l u m o s r :  OSY 366-7D25 5 3 1  1801 
B i l l  Perlo0 Omre: Nay 11. 3000 

Detailed Statemrnt of Charges 

8 .  

9 .  
10. 

11. 

Credft Tor run6crfblng ce both tna Equlpnenc Hrlntenmnca 
P r i n  end the imide u l r a  Hsinrmnancr S r r v l c e  P l a n  
tSJ.05tna) ................................................ -0 

Cnirga tor amrvice connccwd - r l r s c  bins ................. 
k s d t t  trtlndsd Unorr your tnrtiblmanr Prymtnt p l a n  
WVAYSY4 ................................................... 
Flnr t  prymen?. ef cnrrellrnnt omlmnce rnr charges or 
slrO.oC on 4pr 35. 20OC Tar PlBrr H U R Y B 3 ~ .  ................ 

 ark ~orno iz ted  hvr 2b. 2000 
i?,  Ciurpe OPaCPrl i r lp chrnwa In l 0 r r l C B  ................... 

Work Cumplated On Apr 7 6 ,  to00 
11. Cnrrgm rgr cnmngrnq raur ~ a n q  Oi-tmnc~ C a m p r y  ta 

FRONTIER ............................................ . .  

Work Completed On Aor 10. Zoo0 
l b ,  cnrrgs Tor Chmngtng v u w  LOCMI roll c~mpany t o  WEST 

COflHUNICATIOWS ........................................... 

10.00 

1 .uo 

1.49 

9 .79  

I 

d 
.. TOTRL P. 18 
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JAMES E. HUSSHER 111 

WILTON MANORS. FL 33334-3734 
905 NE 28 STREET, APT. 202 

TELEPHONE 954.533.8620 
EMAIL JAMESHUSSHER@HOTMAILCOM 

FRIDAY, JULY 20, 2000 

BY FAX 

To: Ellen PIendl 
Florida Public Service Commission 

Dear Ms. Plendl: 

I am having difficultywith yet another long distance company that slammed me. Webne  I am attaching 
a COW or the BellSouth bill. The charges total $69.14 with tax, and pertain to a single call to Miami m-cm 
415/2000. As I have stated before, we at the same time were being b i h d  by EkIISouth for carrying w c  
IntraLata calls, such as to Miami, with BellSouth's Area Plus plan, which offers uni im7d Intratata calling for a 
fldt rate of $12.00 per month. I have already provided you with a copy of W F  very first be! from BellSouth which 
ternires AreaPLus as a selected service. In addition. it should be a matter of record: on file with PSC. that 
Bellsouth does in fact provide that service for a fee of $12.00 per month. and it is specifically for IntraLATA calls. 

When I cstied Webnet they sald we had answered in the a%rmat'nre to a telemarketing call, an automatic 
call not involving a llve rep from Webnet, in which we were promised a check for $100.00 for switching. The 
Check never came. but the bill did. 

Thank you for your attention to this additional matter. 

James E. Hussher Ill 



ANTHONY R BUMBACA SR 
Account Number: 954 566-7025 530 1605 
B i l l  Perlcd D a t e :  May 11, ZOO0 

@ Far ILD Telesenices, Inc. S ihg  Questions, Call I 800 43S4518 

Detailed Statement of Charges 
Rdd 

Itemized Calls 
Sewice Provider - WEBNET 
Direct Diated C& 

a - 3 3 3- BO - 6 66 
k 

Amount 

uacc Place C d e d  N d e r  C d e d  Rare* Tims Mia 
61.32 
61.32 
61.32 

- 1. 04/15 MIAMI FL 303 503-4636 K N  12:29Afl 292 ....................................... ............................................ 
Tota l  D i rect  Dialed Calls 
Tota l  lfemfzed Calls 

Taxes 
Taxes on Regdated Sewices 
- - Amount 

............................................... 
.......................... 1.89 

1.53 
4.40 

7.82 

2. Federal T a x  
3 .  F l o r l d a  Gross Receipts Surcharge 
4. C t t y  Tax .................................................. 

............................... ..................................................... 
- 
7 . 8 2  Total  Taxes on Regulated Services 

Total  Taxes 

* Taxes and R a t e s  Appl ied  - Sae Back o f  F i r s t  Page 
TWa pw!lan ofyaurhiU irpmvldcd ass S&(D I w )  Tdarrvlrr~ lac 

AV E026951 
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4 11 Page 
ANTHONY R BUMBACA SR 

B I I I  Period D a t e :  )ley 11, 2000 
Skwwkri In'. Account Number: 954 566-7025 531 1001 

@ For ILD Teluenices, Inc. Billing Questions, Call 1 BOO 433-4518 

Detailed Statement of Charges 

A rnnrrrrr 

Direct Dialed Calls 
Datu Place Called ikimber Called Rat#* Tinre l l h  

1. 04/30 MIAMI FL 304 503-4636 KE O5:32PH 149 
2. 05/02 MIAMI FL? 305 303-4636 KN *12:1O&M 39  

T o t a l  a l recc O l a l e d  calls ....................................... 

rN.ves 

TDtUl I t m l Z a d  C a l l s  ............................................ 
- 
Tmes  on Regrrlaied Senices 

3 .  Federa l  Tax ............................................... 
4. F l o r i d a  Cross Receipts Scrrcharge .......................... 
5. C l t Y  Tax .................................................. 

T o t a l  Taxes on Regulated Serv lcas  ............................... 

~oral, IL~.Teleservlces:Inc..Currenr Charges .................... 
Total Taxes ...................................................... 
* , ; - a y * . . u . -  ... .r. ,.-,.;.+- ~ . . . . .  . . . . . . . . .  

31.29 
* 8.19 

39.48 
39.48 

- 

,411IoIItI t 

1.21 
.P8 

2 .83  
4.02 
5 -02 

44.50 

- 

* Tsxas and R a t e s  Applled - See Back o f  Flrat  Page 
Thin ponlon of )'our bill I1 prwlded as I sant(rr to ILD Tclaitn.Ictn. Infi 

AV E026952 



DOCKET No MI 109-TI JUL-28-2800 04: 46p FROM: TO: iaso4136124 EXH,B,r Mw ~ 

Page 407 of 659 
pa*= .= 

AWTHOPIY R BUFIBACA SR 
Account Number: 954 566-7025 531 1801 
B l l l  Period Date: May 11, 2000 4 

@ BEMSOU'IW 

Helpfut Numbers 
BellSouth Tel6corrmuntcstions. Inc. c 8 S l )  

NOTE: Numbers f o r  other companies are l l s ted  on t h e i r  b i l l  pages. 

RlghtTouem Service ............................................... 1 800 826-6290 
A qulck, conven ient ,  automated, 24 hour customer aervlce. 
[See "Messages" section Pop defa l  I S . )  

Please pratect your RightTnuch@ Percmnal Access Code (PAC): 7492 
Billlng que6tlona or ta Place  en O r b P :  

Lf t38lling from within the Flartda BellSouth 
servlee u r m  .................................................... 780 -23 55 
tT c a l l i n g  from outside Florida or outside the 
Florlda BellSouth service area .................................. 1 800 753-0710 

Rcpa i r : 
If c a l l i n g  Pram within t h e  F l o r l d a  BetlSouth service area  ....... 61 I 

Internet; vww.bellsouth.com 

Detailed Statement of Charges ' 

Service f iovhfer  Sum"y 
L i s t e d  belau a r e  L~esi Tmlt and Long nlstancs Provider6 for  your Ilne(6). 

Line Num&er L d  TOaCorngnny Lang Dimncc Company 
954 566-7025 QUEST COPWU#ICATIONS FRONT I ER 

Service Ravider Conracr Number 
WEST COwHU1II I CAT I OHS 
FRONT I ER 

1 800 860-2255 
1 800 466-4600 

Amount 

Uork Comp+ated On Apr 15, 2600 
Yaur IRterLATA Long Dle tance  Company 18 S P R I N T  
Charge rar new service (OU/16/00 - 0 5 / 1 0 / 0 0 )  

1. BellSouth@ Vofce Mall Residsnrlnl Mailbox ($2.95/mo) ...... ** 2.46 
2. Equipment Malntenance Ptan ($II.SD/mo) ..................... *I 3 -75 

** Unregulated Charge 
W i t i i t  us on the internet:  m.belloouth.com :: AV E026952 (continued on back), 
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Page 3 

ANTHONY R BUMBACA SR 
Account Number: 941 566-7025 531 1801 
B I I I  Per lod  D a t e :  May 1 1 ,  2000 

Detailed Statement of Charges 

Other Cfinrges and Credits (continued) 
work C O m p l E t B d  On  Apr 15, 2000 (continued) 
Charge f o r  new s e r v l c e  (04/16/00 - 09/10/001 

3 .  FCC Locul Number P o r t a b l l i t y  Llne Charge - L i n e  
(SO.S5/flo) ................................................ 

4. I n s i d e  Wire MaintenanCE Serv lca  P l a n  {S4.50/mo) ........... 
5. Area Plus@ w i t h  Complete Cholceb P l e n  (Skb.OO/mo) ......... 

7 .  BellSouth@ Voice M a i l  Resldentter Matlbox ( S 2 . 9 5 / m o )  ...... +t* 

YY 

6. FCC C h a r g a  f o r  Network Acce65 (S3.SO/mol .................. 
c r e d i t  f o r  G e t  Acquainted O f f e r  (Ok/16/00 - 05/10/00) 

Your loeat t o r i  long d is tance company I s  S P R I N T  
C r e d l t  for 'BddlnQ (04/16/00 - 05/lo/Oo) 

8 .  C r e d l t  for subscr(blng t o  bath t h e  Equipment Malntenanae 
P l a n  and t h e  lnslde Wlre Maintenance S e r v i c e  P l a n  
( S 3 . 0 5 1 m O )  ................................................ *Y 2.5bCRED 

9. C h a r g e  fur s e r v l c e  COflfleCtEd - t l r s t  l i n e  ................. 40.00 
10. C r e d i t  E x t m d e d  Under Your I n s t a l l m e n t  Payment Pian 

11. Final payment o f  i n s t a l l m e n t  b a t a n e d  f a r  charges o f  
N4RVBNA 40. OOCREO ................................................... 

. $40.00 on Apr 15, 2000 f o r  P l a n  N4RVBNA. .....*..._....*, 110.00 

.29 
3.75 

3 8 . 3 3  
2 . 9 2  

WorK Completed on Apr 24, 2000 ................... 12, Ckarge Por p rocess ing  change I n  s e r v i c e  10.00 

Work C o m p l e t e d  On Apr 26, 2000 
1 3 .  Charge f o r  Changlng Your Long D I s t ~ n c e  Campany t o  

FRONTIER .................................................. 
Work Completed On Apr 30, 2000 

14. Charge f o r  Chsnglng Your L o c a l  T o l l  Company t o  QWEST 
COMMUNICATIONS ............................................ 

1.49 

1.49 

Page 408 of 659 

Work Completed On May 8 ,  2000 
15. AdJuotment t o  cover  minlnum cherga f o r  l o c a l  servlce ......................... 9 . 7 9  (04/16/00 - 05/10/00) ( S 5 8 . 7 5 / m O )  nn 

** Unregulated Charge 
V l s i t  us on t h e  In te rne t : .  ~ ~ ~ . b e I I s o u t h . ~ c o m ~  

AV E026992 (continued), 
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ANTHONY R BUMBACA SR 

Page 409 of 659 
- = -  - 

Account Number: 94r( 566-7025 531 1801 
Bill Perlod Date: May 11, ZOO0 

Helpful Numbers 
BellSouth Telewranarniecltlono, Inc. [ W T )  

MOTE: Numbers f o r  ather c0mpanle6 8ff2 llsted on t h e i r  b i l l  pages. 

ghtToucm Service ............................................... 
A qulck, convenient, automated, 24 hour Customer service. 
(See "#eoaages" section Por d e t a l  l a . )  
Please protect  your RightTouch@ Personal Access Code [PAC): 7Cg2 
lling Puestiana or to Placa an Order: 
If  o a l l i n g  from ulthin the F l o r l d a  BellSouth 
strvlce arm ..................................................... 
if c a i l f n g  Cron outslde F l o r i d a  O F  outside the 
F l o r l d r  BellSouth service area  .................................. 

Repair: 
i f  tilling f rom w i t h i n  the F l o r i d a  BellSouth service area ....... 

1 800 826-6290 

780-2155 

1 800 753-0710 

611 

Internet :  w.bellsouth.com 

Detailed Statemad of Charges 

Service fvmrida Summavy 
Listed below are Local Toll  and Long Dlstanca Provider6 Par your llne(r). 

Llnr Number ~d rd  compdn~ 
954 566-7025 QUEST WMMURICATIONS 

Service Provider Contact Number 
WEST COWUN I CAT I ORS 
FRONT I ER 

L oag Dia tmce Company 
FROW I ER 

1 BOO 860-2255 
1 800 466-4600 

Work Completed On Apr 15, 2000 
Your InferLATA Long Dis tance  Company I s  SPRINT 
Charge for new service (04/16/00 - 05/10/00) ...... 1. BellSouth@ Voice # a l l  Resldenflal Mailbox (S2.95/maj ,* 2.Q6 

Unr egu I 8 fed  Charge 
2 .  Equipment Halntenance P t a n  ($4.50/moI ..................... ** 3 . 7 5  

V i s i t  us on the Internet: w . b e I 1 s o u t h . c o m  
r: AV E026952 (continued on back), 
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@ BEL LSOUTH 
Page 3 

ANTHONY R BUMBACA SR 
Aocount Number: 954 566-7025 5 3 1  1801 
BIII Perlod D E t B :  May 11, 2000 

Detailed Statement of Charges 

Otlrer. Chnrges a i d  Credits (corrtitrrrad) ; imo IItl t 
Work Completed On Apr 15, 2000 (cont inued) 
Charge f o r  new s e r v l c e  (04/16/00 - 0 5 / 1 0 / 0 0 )  

3. FCC LOCBI Number b o r t a b l l l t y  Llne Charge - Line 
(SO.3Wmo) ................................................ . 2 9  ........... 4. Inside Wire Maintenance Service P i s n  ($4.50/mo) ** 3.75 

5 .  Area Pliisb with Complete Choice@ P i s n  (S46 .00 /mo)  3 8 . 3 3  ......... .................. 6.  FCC Charge f o r  Network ACCESS ( $ 3 . 5 0 / m o )  2 . 9 2  
C r e d i t  fo r  Get Acquainted O f f e r  (04/16/00 - OS/lO/OO) 
Your loca l  t o i l  tDng distance company Is S P R I N T  
C r e d i t  f o r  audlng (04/16/00 - os/io/ooj 

7 .  BellSouth@ Voice M a i l  Resldentiai M E i l b O X  ( $ 2 . 9 5 / m o )  ...... *I+ 2.46CREDIT 

8 .  Credlt for  subscribing t o  both  the Equipment Malntenance 
P l a n  and the  Inside Wire Maintananca S e r v i c e  P l a n  
(S3,05/mo) ................................................ ** 

9 .  Charge fur s e r v l c e  connected - first line ................. 
10. C r e d i t  Extended Under Your i n s t a l l m e n t  Payment Plan 

11. Final payment o f  l n s t e l l m a n t  belanee f a r  charges o f  
" IRVBYA ................................................... 
$40.00 on Apr 15, 2000 f o r  P l a n  N4RVBNA. ....._..._....*. 

Work 
12 

Work 
13 

Work 

Completed On Apr 24, 2000 
Charge for  processing change I n  service ................... 

Completed On Apr 26, 2000 
Charge Por Changlng Your Long Dlatmnce Company t o  
FRONTIER ................................................. 

Completed On Apr 3 0 ,  2000 
14, Charge f o r  Changlng Your L o c a l  T o i l  Company t o  QWEST 

COMMUNfCATlONS ............................................ 

2.5QCREDIT 
40.00 

40 .00CREOiT  

40.00 

10.00 

1 . 4 9  

1.49 

Work Completed On Mey 8 ,  2000 
15. AdJustment to  cover mlnlmum charga f o r  l o c a l  servlce ......................... (04/16/00 - 05/10 /001 (S5B.75/moJ *+ 9.79 

** Unregulated Charge 
V l s l t  us on the  I n t e r n e t : .  w w ~ . b e l l s O u t h . ~ c o m ~  

AV E026932 [continued),  
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DMSION OF CONSUMER AFFAIRS 
BEERLEE DEMELLO 
DIRECTOR 
(S50) 4 13-6100 
TOLL FREE 1-800-342-3552 

August 3,2000 

JAMES E HUSSHER M 
ANTHONY R B W A C A ,  S& 
905 NE 28TH STREET, APT. 202 
OAKLAND PARK,FL 33334-3734 
Case #32752 1T' 

Thank you for rontauing the Florida Public Service Comissicn.  We will be investigating 
your inyuicq wiicerxhg ii2Biu"cT C . ~ ; . . . ~ v ~ u ~ u T i ~ ~ ~ i ~ ~ ~ ~ ,  i?<C Ci iEi ;  TLEiu IL  hi:! 'E 

hmdlL, -0  vow c.ze. 

I appreciate your giving us this opport~~i ty  to assist you. If you have any questioris, please 
feel free to contact ELLEN PLENDL toll fie= at 1-800-342-3552 or by fax tall free at 1-800-51 t -  
0809. For more information o~ the Florida Public Service Commission, sec our Yome Page at 
http://www. floridapsc. com. 

Wr 1 4 1  contact you again as soon as our investigation is conpleted. 

. Sincerely, 

Beverlee S .  DeMello Director 
Diuisior! of Consix.:: Affairs 



Consumer Information 

Name: DALE H THOMPSON 

Business Name: 

SVC Address: 27 FORTUNE EAST LANE 

County: Flagler Phone: ( 9 0 4 1 - 4 4 6 - 4 7 1 8  

City/Zip: Palm Coast / 32137- 
Account Number: 

Calla'S Name:DALE H THOMPSON 

Mailing Addreos:27 FORTUNE EAST LANE 

City/Zip:mm COAST ,FL 32137- 

Can Be Reached: 

I 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 13-61 00 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen329508T 

Response Needed From Company? y 

Date Due: 08/29/2000 
Fax: 6W1.202-965-3987 

Enterim Report Received: / / 

Zeply Received: 0 8 /  le/ 2 000 

ieply Received Timely/Late: T 

fnformal Conf.: N 

PSC Information 

Assigned To: RANDY ROLAND 

Entered By: RROLAND 

Date: 08/08/2000 

Time: 16:20 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl Rpt Req' d: 09/07/2000 

zertified Letter sent: / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer long distance service switched on April 14, 2000 to Web Net without his permission. Customer's 
preferred carrier is AT6rT. Customer is disputing the bill of $13.10. Please provide the FPSC with a LOA or 
taped authorization by the due date in regards to this complaint. 

Cross reference 3174131. 

**Inquiry taken by R. Roland** 
PLEASE SEND YOUR RESPONSE to FPSC VIA ONE OF THE FOLLOWING: 

E-mail: pscreplyC9psc.state.fl.u~ 
Mail: 2540 Shumard Oak 3lvd 

FAX: 850/413-7168 

Tallahassee, FL 32399 

~~~ 

Request No. 3295082 Name THOMPSON ,DALE MR. Business Name L S  
W E  

PAGE NO: 1 P 
=! 



08-18-2000 Reply received via US Mail. RLogan 

09/07/2000 Reviewed report and third party verification. The company thanks the customer for switching to 
WebNet. It appears that the verifier states the customer should spell their name as they want it to appear 
on the $100.00 check. Customer spells his name as Dale Thompson. The verifier states the customer should 
say his address and birthdate. The customer gives the address as only the city, P a l m  Coast, and his date of 
birth as November 1937. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $13.10 to the account on August 10, 2000. This credit was sent in the form of 
a refund check. The service was canceled on May 12, 2000. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

(3) (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the  change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the LEC may charge a fee for each provider change; - - - - 

2 
% 
$ 5 9  The verification did not include the statement about the LEC charging a fee f o r  the provider change, the 

determination that the person on the phone w a s  authorized to make a switch in service, or the phone numbers"- ' 5  

F 
E 2s 

F ~ R b t ~ a & ~ / ;  r; 2 

to be changed. a - 

Request No. 329508T Name THOMPSON ,DALE MR. Business Name 
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2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet aslo issued a credit of $7.84 on October 3 ,  2000. The service was 
canceled on May 12, 2000. The report advised that a copy of the refund check is included. However, a copy 
of this refund check was not included in the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

Request No. 329508T Name THOMPSON ,DALE M F i .  Business Name 

PAGE NO: 3 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 41 3-6 100 
TOLL FREE 1-800-342-3552 

October 9,2000 

Mr. Dale Thompson 
27 Fortune East Lane 
Palm Coast, FL 32137 

RE: 329508T 

Dear Mr. Thompson: 

This is a foilow-up to y o u  inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) tlte long distance company tias on hand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a cuilto an automated 800 number and, through a sequence 
of prompts, conjirm the customer’s requested change; or 

(c) the customer’s requested change is verified tlrrough a qualified, independentfirm 
which is unaffirted with any long distance company; or 

(4 tire company itas received a customer request to change his long dirtance company 
and has responded by mailing an informational package, which indudes a 
postcard that the customer can use to conflrrn a change request, 

Documentation provided to the PSC indicates that the company issued credit of $13.10 to 
the account on August 10,2000. This credit was sent in the form of a re fhd  check. You should 
have already received this refund check. Webnet also issued a credit of $7.84 on October 3, 
2000. You should receive this refund check in one to two billing cycles. The service was 
canceled on May 12,2000. 

CAPITAL CWCLE OFFICE CENTER -2540 SHUMARD OAK BOULEVARD  TALLA AH AS SEE, FL 32399-0850 
An Aftirmstive ActionfEqual Opportunity Employer 

PSC Websitc: m a r i . a c t / p i c  Internet E-mail: contaet@pseAtate.fl.us 
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Mr. Dale Thompson 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handIing of this 
matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a ‘‘No Sales Sokitation Culls ” list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (prefemed/carrier) 
Freeze.’’ This will prohibit hture changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me to11 free at 1-800-342-3552, by fax toll free at 1-800- 
5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

EL 
Ellen Plendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee,. FL 32399 

Re: - Dale H. Thompson R e p  - 329508T 

Dear Ms. Randy Roland: 

FLORIDA PUBLIC BLRVICE 
COMMISSION 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Dale €1. Thompson (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC’’) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that comprainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refind check in the disputed amount of $7.84. A copy of 
the refund check is attached for your review. WNC’s records also indicate that service was 
terminated on May 12,2000. WNC hopes that the complainant is satisfied with the resolution of the 
above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen .. 
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Randy Roland 
October 3,2000 
Page 2 of 2 

Enclosures 
cc: Dale H. Thompson 

18 Federal Ln 
Palm Coast, FL 32137 
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August 15,2000 

VIAFIRS T CLASS MAIL 
Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Dale Thompson 
Request No. 329508T 

WebNet Communicatiohs, Inc. 

I" . :* 

Dear Mr. Roland: 

WebNet Communications, Inc. ("WNC") presents this response to a consumer complaint 
which was filed with your office by Dale Thompson ("complainant"). The complaint alleges that 
WNC switched complainant's telecommunications service provider without authorization. 

WNC procedures for changing a consumer's preferred carrier ("PC") comport with the 
Federal Communications Commission (,'FCC") and state rules concerning the appropriate methods 
of obtaining a consumer's PC change authorization: 1) a signed letter of agency ("LOA"); andor 
2) a taped verification made by a third party verification company of a consumer's request for 
service. In this instance, a bonafide request for WNC service was confirmed by a h r d  party 
verification company. WNC records indicate that complainant's service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $13.10, with a rerate of 
calls to $0.07 cents. . A copy of the refund check is attached for your review. WNC's records 
indicate that complainant's service was terminated on May 12, 2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

3248 Prospect Avenue, NW t Washington, DC 20007 t Customer Senrice 18771 880-nihh 



904-4464' 
MEMO 

WEBNET COMMUN 

Dale H Tlic 
Re fu lids 

Y -".--__.-_ 
119.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an . -- 

agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

1483 
8/10/2000 

13.10 

Checlcitig - Fitlclity 904-446-4718 13.10 

--..- ., 



R e q L e F t  lv-'. 330280T Name BUCKLEY ,DONALD MR. Business Name 

Consumer In forma tion 

Name: DONALD A BUCKLEY 

Business Name : 

SVC Address: 1425 RITTER ROAD 

County: Polk Phone: (8631-859-3045 

City/Zip: Lakeland / 33810- 
Account Number: 

Caller's Name: DONALD A BUCKLEY 

Mailing Address:1425 RITTER ROAD 

City/Zip: LAKELAND , FL ,33810- 

Can Be Reached: (863)-859-3045 

- 
Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Ta Ila h asse e, Florida 3 23 9 9 
850-4 7 3- 67 00 

Utility In form a tion 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen330280T 

Response Needed From Company? y 

Date Due:09/05/2000 
Fax: 6W1,202-965-3987 

Cnterim Report Received: / / 

teply Received: 08/28/2000 

teply Received Timely/Late: T 

Informal Conf. :  N 

PSC Information 

Assigned To : RANDY ROLAND 

Entered By: AHASHISH 

Date: 08/14/2000 

Time: 10:36 

Via: MAIL 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

. .. .. - _- . - 

Supmntl R p t  Req'd: 09/07/2000 

Certified Letter Sent:  / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Please r e v i e w  the attached correspondence in which t he  customer reports the following: 
Customer states that his service was slammed on April 27, 2000. Customer states that he did not authorize 
any change. Customer states t h a t  he has tried to contact the company about the switch but has been unable to 
get through. Customer is disputing all charges. 

Please provide LOA/Tape verification. 
Please investigate this issue, contact the customer and provide me with a 
detailed written report that addresses the issues in the correspondence, and 
confirms the customer has been contacted either by letter or phone. 

-a m u  - X 6  I TO p 54 
fi&qf""~ . 3 $ 5  

PLEASE NOTE** The information on this form is only a summary of the 
customer's concerns. Additional information, inqortant to this matter, may be 

L g  contained in the correspondence. W I 

: 0 

Request No. 330280T Name BUCKLEY ,DONALD MR. Business Name 
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**Inquiry taken by A. Hashisho** 
ahashish@psc.state.fl.us 

CONTACT NUMBERS 
CAF FAX: 850/413-7168 
CAF Email:pscreply@psc.state.fl.us 

08-28-2000 Reply received via US Mail. RLogan 

0 9 / 0 7 / 2 0 0 0  Reviewed report and third party verification. The company thanks the customer f o r  switching to 
WebNet. It appears that tlie verifier states the customer should spell their name as they want it to appear 
on the $100.00 check. Customer spells his name as Donald Buckley. The verifier states the customer should 
say his address and birthdate. The customer gives the address and his date of birth as June 25, 1920. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $9.66 to the account on August 21, 2000. This credit was sent in the form of a 
refund check. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

( 3 ) ( a )  The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2 .  Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3 .  Statement that the person requesting the change is authorized to request the change; 

2 

must only be one presubscribed local, one presubscribed local t o l l ,  and one presubscribed toll provider f o r $  
g each number; 

4 .  Statement that the customer's change request will apply only to the number on the request and there % 30 

& 
nH&?sp,.t ,G 2 

\o - 
'p 
0 
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5. Statemmt that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3) A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
epl end1 

10-05-2000 Reply received via US Mail. RLogan 

10/06/2000 Reviewed report .  Webnet already issued a credit of $9.66 on August 17, 2000. The report advised 
that a copy of the refund check is included. However, a copy of this refund check was not included in the 
report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

i 
_ _ _ _ _ _ _ ~ ~  _ _ _ _ _ ~  ~ ~ ~~ ______ ~~~ ~~ 
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DIV~SION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(g50)413-6100 
TOLL F E E  1-800-342-3552 

October 9,2000 

Mr. Donald A. Buckley 
1425 Ritter Road 
Lakeland, FL 3 3 8 10 

RE: 330280T 

Dear Mr. Buckley: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) the long distance compariy Irrrs on Itanil a ballot or letter f rom tlie cristomer 
reqriesting such a change; or 

(b) the cristomer initiates a call to an autontsted 800 number and, tltrotigh n sequence 
of prompts, confirms the customer's requested charge; or 

(c) the cristomer's requested change is verified tliroirgli a qualified, iiulepetrdentfwm 
which is unaffiliated witlr any long distance company; or 

(d) tlie company Itas received a crrstomer request to change his long distance company 
atid has responded by mailing an in formational package, wlrich includes u 
postcard that the crrsiomer can use to confirm a cltairge request. 

Documentation provided to the PSC indicates that the company issued credit of $9.66 to 

<& the account on August 17,2000. This credit was sent in the form of a refund check. You should 
have already received this r e h d  check. 

\- 

z 
CAPITAL CIRCLE OFFICE CENTER 02540 SHUhIARD OAK BOULEVARD *TALLAHASSEE, FL 32399-0850 

An Afirmative ActionEquaI Opportunity Employer 
PSC Wcbsite: www.scri.nct/psc Internet E-mail: contact~psc.state.fl.us 
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Mr. Donald A. Buckley 
Page 2 
October 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sules Solicitation Culls ” list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferrecUcarrier) 
Freeze.” This will prohibit fiture changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me tolt fiee at 1-800-342-3552, by fax toll fiee at 1-800- 
5 1 1-0809, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 

Ellen w Plendl 

Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - Donald A. Buckley Ref# - 330280T 

Dear Ms. Randy Roland: 

WebNet Communications, Inc. (,‘W“’’) presents this response to a consumer complaint 
which was filed with your office by Donald A. Buckley (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party Verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a rehnd check in the disputed amount of $9.66 on August 
17,2000. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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Enclosures 
cc: Donald A. Buckley 

1425 Ritter Rd. 
Lakeland, FL 33810 
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STATEMENT ENDING May 7.2000 PAGE3 OF 8 

I 'Teleservices. 
wder 

od 7 Min. 

p of this page. 

I 

CL 

e----- 

$ 1.77 , i 

CTE SmarrCafI 
Products and Description QtY Unit Rate 

CTE REGULATED SERVICE (May 7 to Jun 7) 

1 .09 :09 
1 11.36 11.36 
1 3.50 3.50 

Total S 14.95 

Services for 
Order Number Effective Date Product Description 863-859-304 

4 bterlata change charge COO00777 Apr 27 
Total Service Order Charges and Credits 

ai Adding and Changing Senice 

REGULATED SERVICTI'AXES AND SURCHARGES 
s Federal excise tax at 3.00% .59 
6 P O U C C O U X I ~ ~ T ~  .23 
7 State d e s  tax - nontelecom at 6.00% .25 
8 Florida intrastate gross receipts tax 
9 County 9 I 1  Fundug Fee 
IO Svc Pravider Number Portability Fee 

.39 
3 0  
3 6  

'IOtd 5; 2.32 

GTE regulated service charger $21.41 

Non ayment of regulated serviccs may result in disconnection of your local 

the mquiry number provided on Page 1. 
telep R one service. A n y  questions concerning these charges, please call 

. '  ---Total 477% C h f . U p  

Your Intralata long distance provider is Qwest Communications. 

Qwest Camunications as your interexchange c d  

Nodue: Your intraLA1'A long distance telephone service provider has 
been changed from GTE Telephone Operations to Qwest Communications on 
Apr -. 27,2000. - e=-==--- 

p @ 
Cost of change: $4.14 - e 2; 

T $ 5  
/-E e ''8 

Notice Your interLA?'A long distance telephone service provider has \ 
been changed from Sprint to Qwest Communications on Apr 27,2000. 

- 
0 

3 
T= 3 IS 3113 BbMts93W 860109 06 03 FLZIO'HBERR "rm WXWORW3 
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WebNet Communications, Inc. 

August 25,2000 
4 

VIA FIRST CLASS M A U  

Mr. Randy R o h d  
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

.r* 
. _- 

- ...I 
* .  .- 

e 
Re: Donald A. Buckley - Case Number: 330280T 

Dear M i  Roland: 

WebNet Communications, IC. ("WNC') presents this response to a consumer complaint 
which was Ued with your office by Donald A. Buckley ("complainant"). The complaint alleges that 
WNC switched complainant's telecommunications service provider without authorization. 

WNC procedures for changing a consumer's preferred carrier ("PC") comport with the 
Federal Com"ations Commission ("FCC") and state rules concerning the appropriate methods 
of obtaining a consumer's PC change authorization: 1) a signed letter of agency ("LOA"); andor 2) 
a taped verification made by a third party verification company of a consumer's request for service. 
Ln this instance, a bonafide request for WNC service was c o h d  by a third party verification 
company. WNC records indicate tbat complainantls service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC's records indicate that service was terminated on May 22,2000, and WNC has issued 
complainant a refund check in the amount of$9.66. A copy ofthe r e h d  check is attached for your 
review. Please be advised that these credits may take one to three billing cycles to appear. WNC 
hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned m the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfidly submitted, 

Patrick H. Allen 

. 
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IADER OF THE Donald A. Buckley 1 **9.66 

Donald A. Buckley 
1425 Ritter Rd Lot #8 
Lakeland, n 33810 

863-859-304! EM0 

WEBNET COMMUNlCl 

Donald A. Bt 
Refunds 

119.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 863-859-3045 

1 5 0 7  
812 11 2000 

9.66 

9.66 
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Florida Department of Agriculture & 
BOB CRAWFORD, Commissioner 
The Capitol Tallahassee, Florida 

Con isumer Sen 

August 4,2000 

Division of Consumer Services 
Second Floor, Mayo Building 
Tallahassee, Florida 32399-0800 
1 -800-HELP-FL4 

PUBLIC SERVICE COMMISSION 
2540 SHUMARD OAK BOULEVARD 
ATTN: BEVERLEE DEMELLO 
TALLAHASSEE, FL 32399-0850 

In Reply Refer To: 

00-06-1 8949 / WJ 

Consumer: MR. DONALD A. BUCKLEY 

Business: ILD TELESERVICES 

The Division of Consumer Services has received a complaint on a subject which 
appears to fall within your jurisdiction. A copy is enclosed to assist you in working with the 
parties involved. The complainant is being advised that future correspondence should be 
addressed to you. 

As you may be aware, Section 570.544(6), Florida Statutes, requires you to acknowledge 
receipt of this complaint and report to this office on the disposition of the matter within 
30 days. If this complaint is not resolved within 30 days, the statute requires you to keep me 
informed of the progress of this matter at least every 30 days until final disposition. 

I would appreciate your cooperation in this matter. If you have any questions regarding 
this file, please contact me. 

Sincerely, 

BOB CRAWFORD 
COMMISSIONER OF AGRICULTURE 

~ : . a  

&.y Walter Johnson, J R. 
Regulatory Specialist Itlpiyt; 
850-41 0-3695/1-800-4353352 (Florida Only) 
E-Mail: johnsow@doacs.state.fl.us 

-a3 :p$!. '% .< I '  

Enclosure 
cc: MR. DONALD A. BUCKLEY 

1425 RIITER ROAD 
. LAKELAND, FL 33810 
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. ”  . . h l Jd  
r -  .... , .  

BOB CRAWFORD, Commissioner 
‘ ,  , I 1 .  ,. . - .  . .  DIVISION OF CONSUMER SERVICES -- ‘L. .. . 

. . ,.. ~ CONSUMER COMPLAINT FORM . 4 ’ - .  . .  15 ~ , ~ ~ l ~ :  i 4  
570.544(3), F. S. 

PLEASE TYPE OR PRINT THIS FORM COMPLETELY. ILLEGIBLE FORMS WILL BE DELAYED. 

Person Making Complaint: Complaint is Against: 
( .- MissIMs. 

*X[ f i i l  fYs 
Use fuL legal name 

Mrs.1Mr. I L h  I l . 4  
Last Name, &kt Name. Middle Initial 

City & Cuunty i , City & County 

2- 
(Area code) Telephone 

9 C - r  f S / &  / 6  
Sacral Security Number 

Owner or Contact person 
A$.?.- K23- -?d qr 

(Area code) Home phone 

(Area code) Work phone 

Because certain age groups enjoy specific protections under the law, please circle your age group: 

under 25 25-35 36-45 46-55 
\ 

The Product or Service involved: ‘G& O W ,  LG Y 1/ /e 

Date this sale was made: / / This sale was made by? - Yelephone - Mail - Other 

If you never received your purchase, please complete this statement: “On / / (date) I learned 

that I would not receive the product or service I purchased.” 

Amount Paid for the product or service: Payment made by? -Credit Card - Check _. Cash 

Did you sign a contract or any other similar papers? /[) Date? Where? 

Attach copies of any letters written to or received from the business. Also attach copies of 
estimates, invoices, advertisements, warranties, canceled checks (boih sides), and other 
supporting documents. Proof of payment is required. DO NOT SEND ORIGINALS. I 

I 
DACS-10000 
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~ x ~ l ~ l ~ ~ w - 2  Explairi your complaint fully, describing events in the order they occuri II 

sheets if necessary.) PLEASE TYPE OR PRINT CLEARLY. Page 140 of 659 

6( / 1 / 2  ( 4 ;  dtP"S~-wt C Q  . 

d #  /?&!4St? Lf?d P rltw J c ~  

h&lH L 2 . M  /--/E-LwhL 6 1  

.Ft &,p 

>/ *%\ f l fnAr4  - W-J'L.24 & A  

What would satisfy your complaint? {ig H n ; K , L  
0 

---- 
Have you hired a lawyer in this matter? dJ If so, you should rely on the advice of your lawyer. 

Have you filed a lawsuit in this matter? NO If so, give name and location of the court: 

FALSE OFFICIAL STATEMENTS - Whoever knowingly makes a false statement in writing with the inten 
mislead a public servant in the performance of his official duty shall be guilty of a misdemeanor of the secc 
degree, punishable as provided in s. 775.082, s. 775.083, or s. 837.06, Florida Statutes. 

I understand that the Department does not give legal advice, and cannot take legal action for me. I am filing ' 
complaint to notify the Department of the activities of this businesdindividual and to seek any assistai 
available. 

My signature authorizes the Department of Agriculture and Consumer Services to take any action deem 
necessary for purposes of mediation, investigation or enforcement. Also, I acknowledge that I am aware tl 
all information I provide with my complaint is a matter of public record and is not considered confident 

i c  
L G: ~ c .*G/* 

Sign'zure of person making this corr67faint 
v 

9 I am filing this complaint for information purposes only. 

RETURN COMPLETED COMPLAINT FORM TO: 
FLORIDA DEPARTMENT OF AGRICULTURE AND CONSUMER SERVICES 

DIVISION OF CONSUMER SERVICES, MAY0 BUILDING 
407 SOUTH CALHOUN STREET-SECOND FLOOR 

TALLAHASSEE, FLORIDA 32399-0800 

PHONES: 800-HELPFLA (Florida Only) or (850) 48@4 
FAX: (850) 487-41 77 WEB: www.800helpfla.com 

REV 4/99 
. DACS-10000 
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*\. TIME: 09: 10 

M0lE FAX NAMF AND NIIMRFR DURATION €?!3EES-!LI DIAGNOSTIC R A I E m  
k A U G  09:07 S 6128296539E.T 0:03:41 8 OK 6638401 W0E19E 
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S=FAX SENT 
I=POLL INCFAX RECEIVED) 
O=POLLED OUTCFAX SENT) 

. _  

1 PRINT THIS REPORT AUTOMATICALLY. SELECT AUTOMATIC REPORTS I N  THE SETTINGS MENU. 
I PRINT MANUALLY, PRESS THE REPORT/SPACE BUTTON. THEN PRESS ENTER. 



Reques: No. 3302833 Name FORSLUND , J O H N  MR. Business Name 

Consumer In form a fion 

Name: JOHN I4 FORSLUND 

Business Name: 

Svc Address: P.o. Box 127 

County: Pinellas Phone: (727) -725-2080 

City/Zip: Safety Harbor / 34695- 
Account Number: 

Caller's Name:JOHN M FORSLUND 

Mailing Adt3ress:P.o. BOX 127 

citY/ziP: Safety Harbor ,FL 34695- 

Can Be Reached: (727)-725-2080 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 13-61 00 

Ufility lnformafion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane330283T 

Response Needed From Company? y 

Date Due:09/05/2000 
Fax: 6W1.703-714-1330 

Cnterim Report Received: / / 

Zeply Received: 08/28/2000 

Zeply Received TimelyjLate: T 

tnformal Conf.: N 

PSC information 

Assigned To: NANCY 

Entered By: AHASHISH 

Date: 08/14/2000 

Time: 10:45 

Via: MAIL 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl R p t  Req'd: 09/07/2000 

C e r t i f i e d  L e t t e r  Sent: / / 

Certified L e t t e r  Rec'd: / / 

Closed by: NC 

Date: 10/30/2000 

-Closeout Type: LS-13 
Apparent Rule Violation: y 

Please review the attached correspondence in which the customer reports the following: 
Customer states that his service was slammed by the company on June 30, 2000. Customer states that he has 
returned to his preferred provider. Customer states that he contacted the company about the charges and 
asked for the verification but the representative was unable to give him that information. Customer states 
that he wants all charges removed from his bill. 

Please provide LOA/Tape verification. 
Please investigate this issue, contact the customer and provide me with a 
detailed written report that addresses the issues in the correspondence, and 
confirms the customer has been contacted either by letter or phone. 

PLEASE NOTE** The information on this form is only a summary of the 
customer's concerns. Additional information, important to this matter, may be 

W - 
D 

Business Name ,!, ; ,' / -  
' Request No. 330283T Name FORSLUND ,JOHN MR. 

PAGE NO: 1 
1 

r j  I: 
, I  

1 



contained iii the correspondence. 

**Inquiry taken by A. Hashisho** 
ahashish@psc.state.fl.us 

CONTACT NUMBERS 

CAF Emailtpscreply@psc.state.fl.us 
CAF FAX: 850/413-7168 

08-28-2000 Reply received via US Mail. RLogan 

08/31/2000 Customer correspondence received via email and added to file. A Hashish0 

09/07/2000 Reviewed report and third party verification. The verifier states, "Thank you for choosing 
WebNet as your long distance provider." It appears that the verifier states the customer should spell their 
name as they want it to appear on the $100.00 check. Customer spells her name as Mary Krager at the 
Pinellas County Jail. The verifier states the customer should say her address and birthdate. The customer 
gives the address as 49th Street in Clearwater and her date of birth as June 22, 1954. 

The verification did not include the statement about the LEC charging a fee f o r  the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. It appears that this is a residential account, but the customer on the verification tape is 
a business as the Pinellas County Jail. 

The company issued credit of $58.73 to the account on August 21, 2000. 
refund cheek. the service was canceled on July 28, 2000. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

The credit was sent in the form of  a 

(3)(a) The LOA submitted to the company requesting a prov-der change L a 1 1  include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customes [l 2 

E 
0, $ 5  wishes to subscribe, whether or not it uses the facilities of another company; 

''< :- , , (4 S 
1 3 - 

, I  1 '\ I - 
I ' :  1 2 

R e q u e s t  No. 3 3 0 2 8 3 2  Name FORSLUND ,JOHN MR. Business N a m e  Y- 
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3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer’s change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the LEC may charge a fee for each provider change; 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. It appears that this is a residential account, but the customer on the verification tape is 
a business as the Pinellas County Jail. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer’s preferred carrier. The report indicates full credit was given, but 
in reviewing the bills, it appears that mare than $58.73 was billed. 

3) A supplemental report is due with the amount of credit and date issued by Friday, September 29, 2000. 
eplendl 

10/06/2000 Reply received via U.S. Mail. RRoland 

lO/l0/2000 Customer called to check the status of his complaint. Transferred to NSIMMONDS voice mail. 
tmorgan 

10/11/00 Returned the customer’s call at 1:48 pm, customer wanted to hear the tape, I informed customer 
that there was an error, company had provided a tape with another customer’s information, 1 allowed the 
customer to listen to the cd that was submitted but a limited part (intro). Customer was calling because 
the company has continued to bill for 2 more months. She will send me a copy of the bills and I will 
forward to the company. NCS 

.A * i 
1 t’ 1 I Request No. 330283T Name FORSLUND ,JOHN MR. Business Name . I  

PAGE NO: 3 
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Commissioners: DIVISION OF CONSUMER AFFAIRS 
J. TERRY DVSON, CHAIRMAN 
E: LEON JACOSS, JR DIRECTOR 

BEVERLEE DEMELL~ 

1 

LILA A. JABER (850) 413-6100 
BwuLto L. BAEZ TOLL FREE 1-800-342-3552 

WJ 

November 8,2000 

Mr. John M. Forslund 
P. 0. Box I27 
Safety Harbor, FL 34695 

RE: Case #330283T 

Dear Mr. Forsfund: 

This is a foliow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed onIy if one of the following conditions has been met: 

the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, through a sequence 
of prompts, confirms the customer's requested change; or 

the customer's requested change is verified through a qualified, independent firm 
which is unaffiliated with any long distance company; or 

the company has received a customer request to change his long distance company 
and has responded within three days by mailing of an information package that 
includes u prepaid, returnable postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the local 
telephone company. 

. .  

'\... 
..- I' 

--... , 
..-.. 

. .- -_ 
-. f .., 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, 32399-0850 
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Mr. John M. Forslund 
Page 2 
November 8,2000 

c 

Since none of these conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infraction. The company has issued 
a credit of $58.73 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. Lf you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Culls ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This wiIl prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-2 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies,) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
M e r  assistance, please contact me toll fiee at 1-800-342-3552, by fax toll fiee at 1-800-5 11-0809, 
or by e-mail at ncortijo@psc.state.ff .us. 

Regulatory S p e d  
Division of Consumer Affairs 

NCS:ewe 
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WebNet Communications, Inc. 

October 4. 2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - John M. Forsliind R e p  - 330283T 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by John M. Forslund (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for W C  service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a rehnd check in the disputed amount of $10.63 on August 
17,2000. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

RespectfblIy submitted, 

Patrick H. Allen 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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WebNet Communications, Inc. 

October 4,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - John M. Forslund R e p  - 330283T 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by John M. Forslund (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a s iged  letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $10.63 on August 
17,2000. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

3248 Prospect Avenue, NW + Washington, DC 20007 Customer Service (877) 880-0 166 



DOCKET No 001 109-TI 
EXHlBlr MW-2 

Page 451 of 659 

October 4,2000 
Page 2 of 2 

Enclosures 
cc: John M Porslund 

P.O. Box 127 
Safety Harbor, FL 34695 



WCKET No 001 109-Ti 
EXHIBIT MW-2 

Page 152 of 659 

TEL E P HQ N E N U M B ER 

STAT E hl ENT Elrj D 1 N G 

727 725-2080 7601 19 

AUP 16, 2000 
verl~on ACCOUNT NUMBER l552 130687 12959 104 

PAGE5 OF 6 

I1.D hillin! 
questions cat1 
800 43345 18 Billing for ILD Telesemicts 

The following charges appear on your Verizon bill as a service to ILD Teleservices. 
Direct your b&g questions to the phone number in the yellow border 
of this page. 
-- 
ILD TELESERVICES mr.w ADJIJSTMEXTS 
1 Jul 31 Exchange carrier adjustment CR 3.91 
Adjustment(s) applied to previous charges. Fl'Okdl CR S 3.91 

- 
ILD TELESERVICES RECUI~ATEDSEKVICE 

R Ouestions call 1 800 433-4518 

Calls billed to 
727 725-2080 

Direct Dialed Calls 
Date Time Piace called Number called Period Min. 

2 Jul 24 8 5 2  pm Tucker GA 770938-0780 Eve 25 1.75 
3 Jul 24 9:17 pm Rochester NY 716 289-5474 Eve 57 3.99 
4 Jul 26 1:30pm Auburn AL. 334 826-7855 Day 65 9.10 
5 Jul 26 8 5 9  psi Lawrefirebg T% 931 761-5863 Eve 61 4.27 

Total S 19.11 

For questions concerning your bill, call the number listed at the top of this page. 
The calls on this page were forwarded by ILD Teleservices, the clearin&ouse 
agent for WebNet. 

TAXES AND FEES O N - ~ L ~ D  SERVICES 
6 Federal excise tax at 3.00% -59 
7 Gross receipts tax .49 

Total s 1.08 

8 20.19 ILD 'I'eleservices regulatd service charges 
-- - 

Total for ILD T G S C  .. .$-XI. 19 

T= 5 IS 5214 7277252080 760119 W 00 FUIO'HDKDAI 00016802 JF0000127103 
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RUG-15-2000 09:21 BENCHMFIRKSi INC. 

.. 
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3.- -.--__ 
D4h Wmr: ria= did N m k  tdld Period Glin. 

I Ju l3  9DI p m  Auburn AL 334 826-7855 EVC 2 9 . 1  .I4 

727 715-2080 

z Jul3 941 pm Aubunr AI. 314 126-7835 E- 51 3.51 
.. TOhl S 3.71 

For questions wnceming your bill. d the number lined at the top of this w. 
The d s  on t b  page w.en: brw;uded by ItD TdcxniEs, thc cktringhow 
agcrrr for We". 

.-. 5 3 -  33 

d '  2 4 & 3 3 3  6)- 

I 

T= 7 I 

TOTRL P. 15 
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?'€LF.f'tlOh~! N lJhIUhR 727 725-2080 7601 19 
ACCOUNT N U M B E R  1552 140687 12959 104 

I *  
Jul 16. 2UOO - Y1't\TI:MENT ENDING 

-I____.-_ --_- P.4cjti5 OF 8 

---....- .- -. - --..- ~ .-.-_____. ,_.__-I . 
R f k ~ L . 4 ' I E l ~  SEKVICI.: TAXES AKU SUHCl-IAll(;;ES 1 '  

1 Federal excise tax at J.I)D% 1.40 i 

2 State sales tax - nontolecom at 6.00% .50 
3 l h i d a  intrastate gross receipts tax .96 , 

I .oo-- 

Total s 5.08 .' 

4 County 91 i Fundmg Fee 
s Svc Provider Piumber Portability Fee .72 
6 FED USF S O  ; 

727 725-2080 

7 2 7 725-2050 

GTE regulated service rhurger $ 49.62 !.:;j I 

Nonpayment of regulated seryices may result in disconnection of your local 
telcphone service. t h y  qucstions conczrning thesc charges, plcase call 
the inquiry number provided on Page 1. 

Your Intralata tong distance provider is Qwest Communications. 

You have selected Qwest Communications as your interexchange carrier. 

Notice: Your intralA1'A long distancc telephone servioc provider has 
hen cli:ingcd fruni AT&'I* Communications to Qw.st Communications on Jun 
30. 21HIo. 

cost or c ~ l .  gc: ~4.11 r 

IS 5111 12173521180 760119 Lw U2 I;l3l2'HBKDAI U U O U W  s F m ? n ~ x o 3  

. 
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questions call 
300 43345 I8  Billing for I LI) Teleservices ._ 

1 
.. 

‘:A&-’ 

f-%w:; 

The following charges appear on  your G ? ‘ W a s  a service to I1,D Teleservices. . -.-- 4. . 
Direct your  billing questions to the phone number in the yellow border 
of this page. 

-_ 

- . . - --- . 
727 725-2080 Date ‘lime I’Iacc called humber called Period Min. 

I JuI 3 9:Ol pm Auhurn AL 334 826-7855 Eve 2 .I4 
A t  334 826-7855 Eve 51 3.37 

Total S 3.71 
2 Jul 3 Y:41 prri Auburn 

For questions concerning your bill, call the number listed at the tap  of this page. 
The calls o n  this pdge were fonvarded by LLD Teleservices, the clearinghouse 
agent for WebNet. 

TAXES AND 1 T X 3  ON REI;ULATEI) SEKVICES 
3 Federal exvirL: tas at 3.00u/u . I  I > 
4 Gross receipts tax .09 

-rotai s .20 

IL D Teleservices regulated service charxes S 3.91 

1 Total for ILD Teleservices S 3.91 

____ 
~ ___ 

-- 
5 -  

~~ __I __.-_ -__ 

3 
! 

T= 7 

. 
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(850) 4 13-6100 
TOIL FREE 1-800-342-3552 c-, 

FACSIMILE TRANSMITTAL COVER SHEET 

RE: Inquiry 

FROM: DIWSION OF CUNSUMER AFFAIRS 

FAX NUMBER: (850) 413-71 68 

TELEPHONE NUMBER: (850) 413-6100 OR I-800-342-3552 

COMMENTS: 

NUMEER OF PAGES, INCLUDING THIS COVER SHEET: c7 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, 32399-0850 
An Affirmative Action/Equal Opportunity Employer Internet E-mail CONTA(X@PSC.STATEFLUS 
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MEMO 727-725-208 1 19.07( l)(z), Florida Statutes: Bank account numbers w 

or debit, charge, or credit card numbers given to an I' 

agency for the purpose of payment of any fee or debt 
WEBNET COMMUNIC owing are confidential and exempt from subsection (1) 

John M Fors 
1506 

and s.24(a), Art. 1 of the State Constitution . . . 8/21/2000 
Refunds 58.73 

Checking - Fidelity 727-725-2080 58.73 



BENCHMRRKS - I NC . 

soite of Florida 
Public %mice Commission 
Division of coasmer Af€airs 
2540 Shuarart OakBLvd. 
Taliabassrr, R 32399-0850 

Gentlemen: 

f have never h c d  uf this outfit or had aay contact with &an!! 1 tbcn CaIled AT&T 
and made them a w m  of what had rccetly ha ntd. They suggeowi I then call GTE 
bgck which 1 did immediately, The folks at &were vt~y beIpFul aBd b l d  me tbcy'd 
send the c b p s  back m WcbNct aad refuse any additional chirge~ G'IE p m i s c d  $so 
to delete these and any other "slamming" charges from my biu, They then suggested I 
request a "Long Distance Freeze" form (which I did) be sent to me tn D U ~  B "freeze" on 
any changes wr&out my permission, M e n  I rcccivc this form I will sign it &d ntu&-it 
GTE i"ediak1y. 

h h n  M. F d u n d  
727-725-2080 



DOCKET No 001 109-TI 
EXHIBIT MW-I 

Page 461 of 659 

-? m 
WebNet Communications, d--- 

L I I  

L- _. r 

August 25,2000 

VIA FIRST CLASS MAIL 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: John M. Forslund - Case Number: 330283T 

Dear Mr. Roland: 

WebNet Communications, Inc. (,,WNC”) presents this response to a consumer complaint 
which was fled with your office by John Forslund (‘%omplait’’). The complaint alleges that WNC 
switched compIainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (,,PC”) comport with the 
Federal Communications Commission (CLFCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonufide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 

.. company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate that service was terminated on July 28,2000, and WNC has issued 
complainant a refund check in the amount of $58.73, for a full refund. A copy of the refund check 
is attached for your review. WNC hopes that the complainant is satisfied with the resolution of the 
above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfidly submitted, 

Patrick €I. Allen 

.-- 
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k. . - 
To THE John M Forslund I : .',I it  ~ $. "38.73 :? ." 

, _.. : , 
ORDER OF 

John M ForsIund 

Ip 
MEMO 727-725-2031 119.07(1)(z), Florida Statutes: Bank account numbers 

or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 

John M Fors and s.24(a), Art. 1 of the State Constitution . . . 
1506 WEBNET COMMUNIC 

8/21/2000 
Refunds 58.73 

Checking - Fidelity 727-725-2080 58.73 
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State of Florida 
Public Service Commission 
Division of Consumer Affairs 
2540 Shumart Oak Blvd. 
Tallahassee, FL 32399-0850 

Gentlemen: 

P. 0. Box 127 
Safety Harbor, FL 34695 

3 August 2000 

The purpose of this letter is to inform you that I have been recently “slammed” by an 
unknown long distance carrier!! Here’s some background information: 

My present local provider: 
My present long distance provider: 

GTE (now known as Verizon) 
AT&T (I’ve had them 15 yrs or so!) 

The folks at GTE (Verizon) sugoested I write my State Public Service Commission 
and inform them of this occurrence ofD”s1a”ing.” I was assured that someone in your 
organization would take appropriate action. Hence, this letter. 

I received my latest monthly bill (copy enclosed) from my local provider 
(GTENerizon). I noticed long distance call charges had been added to my bill from a 
provider that I’d never heard of or been contacted by. Upon checking with GTE billing 
department, I was informed that these charges had been given them by Qwest 
Communications for WebNet. I called WebNet and they informed me that on 30 June 
2000, someone at my phone number had given permission for this change of carriers to 
occur. Upon requesting the recording that authorized this, there was a blank at the other 
end of the phone. After much frustration trying to inquire about this change, I gave up! 

I have never heard of this outfit or had any contact with them!! I then called AT&T 
and made them aware of what had recently happened. They suggested I then call GTE 
back which I did immediately. The folks at GTE were very helpful and told me they’d 
send the charges back to WebNet and refuse any additional charges. GTE promised also 
to delete these and any other “slamming” charges from my bill. They then suggested I 
request a “Long Distance Freeze” form (which I did) be sent to me to put a “freeze” on 
any changes without my permission. When I receive this form I will sign it and return it 
to GTE immediately. 

I would appreciate hearing from you in the near future as to this situation and what 
can be done to remedy it. Thank you in advance for your prompt attention to this 
complaint. 

- Sincerely, 

/John M. Forslund 
727-725-2080 

Imhf 
Enclosures 



DOCKET No [ro1109-TI 
EXHIBIT MW-? 

Page 465 of 659 

State of Florida 
Public Service Commission 
Division of Consumer Affairs 
2540 Shumart Oak Blvd. 
Tallahassee, FL, 32399-0850 

Attn: Nancy Cortija-Simmonds 

Case #330283T 

P. 0. Box 127 
Sa€ety Harbor, FL 34695 

29 August 2000 

It’s comforting to know that there’s a State organization out there with Consumers’ 
interests at heart!! 

I was recently copied on a letter sent to you by WebNet Communications, Inc. concerning 
my above case number. WebNet also sent me a check for $58.73 as a refund for wronged 
charges. Since receiving this check, I have also incurred additional charges on my 
GTENerizon bill in the amount of $20.19 (copy of bill enclosed). These are charges that I 
am not responsible for as a result of this situation! I would appreciate your advising 
WebNet of these charges. I considered writing them directly, but felt I should go through 
your organization since you originally handled the complaint. 

I do appreciate your efforts in obtaining this refund for me. I’m pleased that my letter was 
so effective! However, as I read through the copy of the letter, I am wondering if you 
were advised of what the third party verification was. Was it a recording of a voice 
authorizing this change? If so, did you receive a copy of the recording? The reason for 
my concem is that neither my wife or I ever authorized such a switch. We’re both 
wondering now what/who authorized the switch! 

Any information you can give me regarding my above questions would be thoroughly 
appreciated. Again, thank you and your organization for efforts to get to the bottom of 
this “slamming” incident. 

SincerelF 

727-725-2080 
/mhf 
Enclosure 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIREC~OR 
(850) 4 13-6 100 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

FROM: DIF/ISQN OF CONSUMER AFFAIRS 

FAXNUMBER: (850) 413-7268 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552 
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DATE : 1 5-AUG-00 
TIME: 89: 19 

5 %  - 'AX PAME: \ 

AX  NUMBER: I I !  

L 

L ! & E T I M E  RFMOTF FAX NAMF AND W R F R  l2uaI" ffiRESULr - 
OK 66384Q 1 O009E 4 5-AUG 09: 16 S 61 2029653987 0:€32:47 6 

n ~ ~ r ~ * t * * ~ n * * n ~ ~ n * ~ ~ ~ ~ ~ n * ~ a n ~ * * * * n n n ~ a * ~ ~ ~ n ~ * n * n a * a * * n ~ * ~ n n ~ m x n n x ~ n n a n n w n n * n ~ * n ~ ~ ~ ~ ~ * ~  

-, 
e&&: 

S=FAX SENT =S-"- 

I=POLL I N ( F A X  RECEIVED) ET;. 
.u .L-2 

. .  -::- ; O=PQLLED OUT(FAX SENT) 

0 P R I N T  THIS REPORT AUTOMATICALLY. SELECT AUTUMATIC REPORTS IN THE SETTINGS MENU. 
0 P R I N T  MANUALLY. PRESS THE REPORT/SPACE BUTTON, THEN PRESS ENTER. 

0 



Request No. 331435T N- GLICK ,IRWIN MR. Business Name 

Consumer Information 

Name:  IRWIN GLICK 

Business Name:  

Svc Address: 5071 NESTING FIAY 

APT C 

C0UntY:Palm Beach Phone: (561)-496-4673 

City/Zip: Delray Beach / 33404- 
Account Number: 

Caller's Name: IRWIN GLICK 

Mailing Address: 5071 NESTING WAY 

APT C 

City/Zip:DELRAY BEACH ,FL 33484- 

Can Be Reached: (561) -496-4673 

E-Tracking Number: 

Florida Public Service 
Commission = Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 13- 6 I00 

Utility In fur ma tion 
Company Code: TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane331435T 

Response Needed From Company? y 

Date Due:09/12/2000 
Fax: 9W1,877-550-3004 R 

[nterim Report Received: / / 

reply Received: 09/05/2000 

leply Received Timely/Late: T 

hformal Conf. : N 

PSC Information 

Assigned To:NANCY 

Entered By: RGILLAND 

Date: 08/21/2000 

T i m e :  0 8 : 0 7  

V i a  : PHONE 

Prelim Type:SLAMMING 

PO : 

Disputed Amt: 0.00 

S u p m n t l  R p t  Req'd: / / 

Certified L e t t e r  S e n t :  / / 

Cert i f ied  L e t t e r  Rec'd: / / 

Closed by: NC 

Date: 10/30/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that he was switched to WebNet without his authorization. Customer states that before he 
was switched he had no LD service provider. Customer is being billed for $26.81. DO NOT TRY TO COLLECT THIS 
AMOUNT WHILE THIS IS UNDER INVESTIGATION. Customer should not be responsible for this until this 
investigation is complete. Please provide the FPSC with the documents necessary to investigate claim. 
Customer states he was treated very rudely. Address this with the customer. Also ,  send a copy of the 
LOA/Taped Authorization to the customer as well as the FPSC by the due date. 

Case Taken By: RBGillander 

Email: pscreply@psc.state.fl.us 

09/05/00 Company sent response to another division within the Commission. J Gilchrist. old CMU. I don't 5 '$ 
z 
3 know if it was faxed or mailed w i l l  notify P.Johnson. NCS 

Fax: 850/413-7168 g 
g z g  
E: $ Z  
m 

Request No. 331435T Name GLICK ,IRWIN MR. Business Name 

PAGE NO: 1 



09-05-2000 Reply received via US Mail. FCLogan 

09/07/00 Customer called to thank Robert and I for assisting him with the case. 
that I had not done much on the case and that it was be forwarding to an analyst in our division for further 
review since it was coming from WEBNET Communication. He asked if he would compensation for the aggravation 
and grief caused by the problem I informed him that we do not have jurisdiction in those matter and that we 
would only be able to assist him in getting a credit for improper charges build to him. NCS 

I informed the customer 

09-20-2000 Customer states that he received a call from BellSouth informing him that for a $57.32 
phone bill he has was reduced to $17.34. Customer is paying this amount today. D. Flores 

09/25/2000 CASE REFAXED TO CO: Customer states that WEBNET is now billing him $26.77. The customer states 
that he felt that this matter had been resolved. The customer is asking to be credited these charges as 
promised - tmorgan 

10/11/00 P e r  report and verification received, the company response was not "bona fide" because the 
verification did not fulfill requirements established under the FAC. On verification the customer verifies 
name and address, and the automated system thanks the customer for choosing W e b  net as their long distance 
provider and then ask what name does the customer want listed on a $100.00 check and to provide address. 
Florida Administrative Code rules indicate the following: 

(3)(a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 
1. Customer's billing name, address, and each telephone number to be changed; 
2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 
3. Statement that the person requesting the change is authorized to request the change; 
4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 
5. Statement that the LEC may charge a fee for each provider change; and 

Verification data including at least one of the following: 
a. The customer's date of birth 
b. The last 4 digits of the customer's social security number 
c. The customer's mother's maiden name. 

w 
0 .,g The verification did not include #3,4,5 nor did it have one of the verification data required to confirm - 4 

E L E  
\o - 

0, 
2 
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Request No. 331598T Name PICKELING ,STANLEY MR. Business Name 

Consumer Inform a tion 

Nama: STANLEY PICKELING 

Business Name: 

Svc Address: 15777 BOLESPA ROAD NO 114 

County : Pinellas Phone: , (727) -531-5266 

City/Zip: Clearwater / 33760- 

Account N u m b e r :  

Caller's Name: STANLEY PICKELING 

Mailing Addr@sS:l5777 BOLESPA ROAD NO 114 

City/Zip:CLEARWATER ,FL 33760- 

Can Be Reached: 

I 

Florida Public Service 
Commission = Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, FIorida 32399 

850-4 13- 6 7 00 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen331598T 

Response Needed From Company? y 

Date Due:09/12/2000 
Fax: 6W1,202-965-3987 

Interim Report Received: / / 

Zeply Received: 09/05/2000 

3eply Received Timely/Late: T 

Informal Conf.: N 

PSC Information 

issigned To: RANDY ROLAND 

Entered By: RROLAND 

Date : 08 /2  1/20 00 

Time: 14:43 

iTi a : PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type : SLAMMING 

?O : 

Jupmntl R p t  Req'd: 09/07/2000 

b r t i f i e d  Letter Sent: / / 

2er t i f i ed  Letter Rec'd: / / 

Closed by: mp 

Date: 10/06/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer s t a t e s  that he was switched from ATLT to WebNet without authorization or request. Customer s t a t e s  
he has returned to his carrier of choice. Please investigate this matter, contact the customer and provide 
the F1. Public Service Commission with a detailed written report including LOA/Tape and applicable credits 
for switching fees, as well as an adjustment of rates to that of the  customer's preferred carrier by the due 
date. 

**Inquiry taken by R. Roland** 
rroland@psc.state.fl.us 
850-410-8037 - OFFICE 

PLEASE SEND YOUR RESPONSE to FPSC VIA ONE OF THE FOLLOWING: 
FAX: 850/413-7168 
E-mail: pscreply@psc.state.fl.us 

Request No. 331598T Name PICKELING ,STANLEY MR. Business Name 

PAGE NO: 1 



Mail: 2540 Shumard Oak Blvd 
Tallahassee, FL 32399-850 

Cross reference: 319415T. 

0 9 - 0 5 - 2 0 0 0  Reply received via US Mail. RLogan 

0 9 / 0 7 / 2 0 0 0  Reviewed report and third party verification. It appears that the verifier states the customer 
should spell their name as they want it to appear on the $100.00 check. Customer spells her name as Doris 
Packard. The verifier states the customer should say her address and birthdate. The customer gives the 
address and her date of birth as July 11, 1931, 1925. 

The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

The company issued credit of $ 4 6 . 5 0  to the account on August 2 9 ,  2 0 0 0 .  This credit was sent in the form of 
a refund check. The service was canceled on May 23, 2000. eplendl 

09/07/2000 FAX TO CO. 

Florida Administrative Code rules indicate the following: 

(3) (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2 .  Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement 

4. Statement 
must only be 
each number; 

5 .  Statement 

that the person requesting the change is authorized to request the change; 

that the customer's change request will apply only to the number on the request and there 
one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 

that the LEC may charge a fee €or each provider change; 

Request No. 331598T Name PICKELING ,STANLEY MR. Business Name 

PAGE NO: 2 



The verification did not include the statement about the LEC charging a fee for the provider change, the 
determination that the person on the phone was authorized to make a switch in service, or the phone numbers 
to be changed. 

2 )  Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit f o r  the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3 )  A supplemental report is due with the amount of credit and date issued by Friday, September 2 9 ,  2000. 
eplendl 

10-05-2000 Reply received'via US Mail. RLogan 

10/06/2000 Reviewed report. Webnet already issued a credit of $48.50 on October 3 ,  2000. The service was 
canceled on May 23, 2000. The report advised t h a t  a copy of the refund check is included. However, a copy 
of this refund check was not included in the report to the PSC. A letter was sent to the customer. eplendl 

10/06/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

Request No. 331598T Name PICKELING ,STANLEY MR. Business Name 
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Commissioners: DMSION OF CONSUMER AFFAIRS 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. DIRECTOR 

BEVERLEE DEMELLO 

LILA A. JmER (850) 4 13-6 100 
B u m o  L. BAEZ TOLL FREE 1-800-342-3552 

October 9,2000 

Mr. Stanley Pickeling 
15777 Bolespa Road 
Unit #114 
Clearwater. FL 33760 

RE: 33 1598T 

Dear Mr. Pickeling: 

This is a folIow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) the long distance company Itas on hand a ballot or letter from the customer 
requesting siicli a cliange; or 

(6) the customer initiates a call to an automated800number and, through a sequence 
of prompts, confirms tlir cristomer's requested change; or 

(c) the customer's requested change is verijled trtrougli a qualified, independentfirm 
rvliicli is iinafflliated with any long distance company; or 

(d) the company has received a customer request fo change his long distance company 
and has responded by mailing an in formational package, which includes a 
postcard that the customer can use to conjirm a change request. 

Documentation provided to the PSC indicates that the company issued credit of $48.50 to 
the account on August 29,2000. This credit was sent in the form of a r e h d  check. You should 
have already received this refund check. The service was canceled on May 23,2000. 

CAPITAL CIRCLE OFFICE CENTER ~ 2 5 4 0  SHUMARD OAK BOULEVARD *TALLAHASSEE, FL 32399-0850 
An Allirmative Actioflqual opportunity Employer 

PSC Website: mw.scri.nct/psc Internet E-mail: contacr@psc.state.tt.us 
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h4r. Stanley Pickeling 
Page 2 
October 9,2000 

;* ,3 
‘4 

..*I.. %-, matter. 
&g 3 
z 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 

:=>, 
I have enclosed information to help you avoid slamming in the future, including a form that 

you may send to the Florida Department of Agriculture and Consumer Services to place your 
residentid telephone number on a “No Sates Solicitation Calls ” list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

e 
‘5 --. 
‘I- - 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit hture changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-fiee 1-700-555-4141 or 1-700-555-1 1 I 1  at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need M e r  assistance, please contact me tolt free at 1-800-342-3552, by fax toll free at 1-800- 
5 I 1-0809, or by E-mail at epIendl@psc.state.fLus. 

Sincerely, 

Elle/dlendl 
Regulatory SpeciaIist 

Enclosure 
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WebNet Communications, Inc. 
, I .. 

- .  ““ 7.m October 3,2000 
,cg .e 
-wm VIA FIRST CLASS MAIL z 
sb Mr. Randy Roland - 

. Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - Stanley Pickelirrg Rej%&L2W.T 

Dear Ms. Randy Roland: 33\ 5-55 

WebNet Communications, Inc. (“WC”) presents this response to a consumer complaint 
which was filed with your office by Stanley Pickeling (“complainmt”)). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a rehnd check in the disputed amount of $48.50. W c ‘ s  
records also indicate that service was terminated on May 23,2000. WNC hopes that the complainant 
is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick €3. Allen 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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Randy Roland 
October 3,2000 
Page 2 of 2 

..& ' I Enclosures 

e%;;, 

7>,9 9 Clearwater, FL 33760 
Z P  

,*.+,,,:: 2 pva  cc: Stanley Pickeling 
15777 Bolespa Rd. No. 114 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, J R .  
LILA A. JABER 

STATE OF FLORIDA DOCKETNo W1109-Tl 
EXHlBIT MW-2 

DrvrsroN OF co Page 478 of 659 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 13-6 100 

FACSIMILE TRANSMITTAL COVER SHEET 

FROM: DIPTSION OF CONSUMER AFFAIRS 

FAXNUMBER: (850) 413-7168 

TELEPHONE NUMBER: (8.50) 423-6100 OR 1-500-342-3552 

COMMENTS: 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: L 
CAPITAL CIRCLE OFFICE CENTER 2540 SHURIARD O A K  BOULEVARD TALLAHASSEE, fi 32399-0850 

An Aflirmatire Action/Equal Opportunity Employer Internet E-mail CONTACT~PSC.ST~TE.FL.US 
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- a August 3 1,2000 
1- 

:z FIRST CLASS MAIL 
‘JS Mr. Randy Roland 
2- Florida Public Service Commission 

2540 Shumard Oak BouIevard 
Tallahassee, FL 32399-0850 

Re: Stanley Pickeling - Cme Number: 331598T 

Dear Mr. Roland 

WebNet Communications, Inc. (““c“) presents this response to a consumer complaint 
which was filed with your office by Stanley Pickeling (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider Without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC‘) comport with the 
Federal Communications Commission (“TCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andlor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC‘s records indicate that service was terminated on May 23, 2000, and WNC has 
issued complainant a r e h d  check in the amount of $48.50, switching fees in the amount of $10.00 
are included in this refund. A copy of the refhd check is attached for your review. WNC hopes 
that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 

3245 Prospect Avenue, Nw 4 Washingtan, DC 20007 e Customer Service (877) 880-0166 
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Enclosures 

cc: StanIey Pickeling 
15777 Bolispa Road 
No. 114 
Clearwater, FL 33760 
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, 727-531-5266 

I 
~~~~ 

EBNET COMMUNICA 

Stanley Pickel 
'.*. Xefunds 

'.* 
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r .  
I 

$I !< 
2,- 

f-"l 

1 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (I)  
and s.24(a), Art. 1 of the State Constitution . . . 

1571 
8/29/2000 

48.50 

hecking - Fidelity 727-531-5266 48.50 
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WebNet Communications, Tnc. 

August 31,2000 

VIA FIRST CLASS M A E  
Mr. Randy Roland 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Stanley Pickling - Case Number: 3315983 3 ,a 
Dear Mr. Roland: 

WebNet Communications, Inc. ("WNC") presents this response to a consumer complaint 
which was filed with your office by Stanley PickeIing ("complainant"). The complaint alleges that 
WNC switched compkainant's telecommunications service provider without authorization. 

WNC procedures for changing a consumer's preferred carrier (,'PC") comport with the 
Federal Communications Commission ('TCC'') and state rules conceming the appropriate methods 
of obtaining a consumer's PC change authorization: 1)  a signed letter of agency ("LOA"); and/or 
2) a taped verification made by a third party verification company of a consumer's request for 
service. In this instance, a bonafide request €or WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant's service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC's records indicate that service was terminated on May 23, 2000, and WNC has 
issued complainant a refund check in the amount of $48.50, switching fees in the amount of $10.00 
are included in this refund. A copy of the refund check is attached for your review. WNC hopes 
that the comphinant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed, Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfdly submitted, 

Patrick €3. Allen 

3248 Prospect Avenue, NW + Washington, DC 20007 6 Customer Service (877) 880-0166 
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Mr. Randy Roland 
August 3 1,2000 
Page 2 of 2 

Enclosures 

CC: Stanley Pickeling 
15777 Bolispa Road 
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Request No. 332379T Name KELLEY ,OLIVE MS. Business Name 

Consumer Inform a tion 

Name: OLIVE KELLEY 

Business Name: 

Svc Address: 19605 NW 5TH COURT 

County: Dade Phone: (305) -652-6525 

City/Zip: M i a m i  / 33169- 
Account Number: 

Caller's Name: OLIVE KELLEY 

Mailing Address:19605 NW 5TH COURT 

City/Zip:Miami ,FL 33169- 

Can Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 1 3- 6 1 00 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane332379T 

Response Needed From Company? y 

Date Due:09/15/2000 
Fax: 9W1.800-815-0348 

Interim Report Received: / / 

Xeply Received: 12/01/2000 

Zeply Received Timely/Late: L 

tnformal Conf.: N 

PSC lnformation 

issigned To: ELLEN PLENDL 

Entered By: TMORGAN 

Date: 08 /24 /2000  

rime: 16:29 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type : SLAMMING 

?O : 

3upmntl Rpt Req'd: / / 

lertified Letter sent: / / 

Zertified Letter Rec'd: / / 

I 

It appears that the customer's long distance carrier o f  choice w a s  changed from no carrier at a l l  to WebNet 
without authorization. Customer is currently disputing charges t h a t  amount to $ 5 . 3 1 .  Customer is asking that 
the amount be credited, and that WebNet remove themselves as her carrier. 

* Provide verification obtained for the change in service. 

* Provide applicable credit and/or balance due information on this account. 

* Confirm the customer has been contacted regarding this matter. 

Case taken by Telsula Morgan 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

0 P 
2 

Request No. 332379T Name KELLEY ,OLIVE MS. Business Name 

PAGE NO: 1 



10/30/2000 FAX TO CO. Your report is past due. Please submit a final report by Monday, November 6, 2000. 
eplendl 

12/01/2000 Reply received v i a  US Mail. RLogan 

12/05/2000 Reviewed report. WebNet advised the company switched the service in accordance with company 
policy. No LOA or TPV was provided to the PSC. Documentation provided to the Public Service Commission 
indicates the company canceled the account on November 10, 2000. In addition, W e b N e t  issued a credit of 
$7.74 to the account. This credit was sent under separate cover in the form of a refund check payable to 
you on November 14, 2000. You should receive this check in one to two billing cycles. eplendl 

12/05/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. Credit issued and account 
canceled. 

0 

s 
Request No. 332379T Name KELLEY ,OLIVE MS. Business Name 

PAGE NO: 2 



STATE OF FLORIDA 
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Commissioners: 
J. TERRY DEASON. CHAIRMAN 
E. LEON JACOBS, JR. 

B R A ~ O  L. B w  
LILA A. JABER 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 13-6 100 

#ublic aerbice 4Zommis'e'ion 
December 8,2000 

Ms. Olive Kelley 
19605 NW 5' Court 
Miami, FL 33 169 

RE: 332379T 

Dear Ms. Kelley: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
First, let me give you some background on Florida Iaw and Webnet Communications, Inc. 

telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

the customer initiates 11 cnll to an automated 800 number and, through a sequence 
of prompts, confirms the customer's requested change; or 

the customer's requested change is verified through a quaiijied, independentfirm 
which is unaffiliated with any long distance company; or 

the company has received a customer request to change his long distance company 
and has responded by mailing an informational package, which includes a 
postcard that the customer can use to confirm (I change request. 

Documentation provided to the Public Service Commission indicates the company canceled 
the account on November 10, 2000. In addition, WebNet issued a credit of $7.74 to the account. 
This credit was sent under separate cover in the form of a rehnd check payable to you on November 
14, 2000. You should receive this check in one to two billing cycles. 

-.. 

-- 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUhIARD OAK BOULEVARD TALLAHASSEE, FL 32393-0850 
An Aflirmativs ActionlEqual OpporcUnity Employer 

PSC Website: mnv.scti.netlprc Internet E-mail: contac@psc.state.kw 
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Ms. Olive Kelley 

December 8,2000 
- Page 2 

My proposed resolution, based on the information provided by you and the utility, is that the 
company apparently violated this Commission’s rules and regulations in its handling of this matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Cuils ’I list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your locd telephone company and request a “PC (preferred/carrier) Freeze.” 
This will prohibit future changes to your account without your written authorization. If you wish 
to verify the long distance company that is assigned to your line, you may call your local telephone 
company, or call toll-free 1-700-555-4141 or 1-700-555-1 1 I 1  at any time. (Please note that these 
numbers may not identifjl companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-5 1 1-0809, 
or by E-mad at eplendl@psc.state.fl.us. 

Regulatory Specialist 

Enclosure 
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November 19,2000 

VIA FIRST CLASS MALL 

Florida Public Service Commission 
2540 Shummard Oak Boulevard 
General Gunter Building 
Tallahassee, FL 32399-0850 

-3;; ;1’3 q 
Re: Linda Davis 

3 05-6 5 2-65 2 5 

Dear Sir or Madam: 

WebNet Communications, inc. (“WNC”) presents this response to a consumer compiaint 
which was filed with your office by Linda Davis (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (‘‘FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonofide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $7.74, switching 
fees in the amount of $5.00 are included. A copy of the refund check is attached for your review. 
WNC‘s records also indicate that service was terminated on November 10, 2000. WNC hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. . 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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cc: Linda Davis 

19605 NW 5 CT 
Miami, FL 33 169 
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I \ .  €6tUntywur€s 

Liuda Davis 
19605 NW 5 CT 
Miami, FL 33169 

' ". . ,. -BEi%w& 

MEMO 305-652-65 119.07(1)(2), Florida Statutes: Ba& account numbers . . .. -I. -- ..-- -.--.-E 

. ,  
, 

II' or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

WEBNET COMMUNtl owing are confidential and exempt from subsection (1) 
Linda Davi and s.24(a), Art. 1 of the State Constitution . . . 

3086 

7.74 
11/14/2000 

Refunds 

Checking - Fidelity 305-652-6525 
. .  ; .. 

. ._.: 
. - ,  , .  

, . .  

7.74 

. -  
. -. 

. .  
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001 OK (22) WEBNET 003,003 00: 00: 46 

STATE OF FLORlDA 

FACSLiUILE T M S M I T T A L  G O m R  SHEET 

RE: Inquiry # 3 3 2-379 

TU: June HeteinSco# 

UFFICEX?USRWS: WebNet Communications. Inc 

FAXNVMSER: (800) 81 54348 

FROM: DIVISION OF CONSUMER AFFMRS 

FAXNUMBER: (850) 413-7168 

TIXEPHONE NUMBER: (850) 413-6106 OR 1-800-362-3552 



Request No. 332852T Business Name 

Utility lnformafion 
Company CodezTJ299 
Company:wEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane332852T 

Ftesponse Needed From Company? y 

Date Due: 09/19/2000 
Fax: 6W1,703-714-1330 

L 

Interim Report Received: / / 

Reply Received: / / 

Reply Received Timely/Late: T 

Informal Conf.: N 

Consumer Information 

Name: RICHARDtlAfM 

BUSineS8 Name: 

Svc Address: 1350 SOUTAEAST 3 AVENUE 1101 

Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-473-6100 

County: Broward Phone: ' (954) -923-7596 

city/Zip: Dania 1 33004- 

Mailing Addttss:1350 SOUTHEAST 3 AVENUE #lo1 

City/Zip:Dania ,FL 33004- 

Can Be Reached: (305) -510-1772 

I PSC Information I 

Assigned To: SHIRLEY STOKES 

Entered By: SSToaES 

Date: 08/28/2000 

Time: 15:38 

Via: PHONE 
(Phone/MaiI/Fax/E-Mail) 

Prelim Type:  SLAMMING 

PO : 

S u p m n t l ~ p t  Req'd: / / 

certified Letter Sent: / / 

C e r t i f i e d  Letter R e c ' d :  / / 

Closed by: ss 
Date: 10/18/2000 

Closeout w: LS-13 
Apparent Rule Violation: y 

_ _  
N o t e :  This case w a s  filed with Q w e s t  Communications on August 2 4 ,  2000,  and t h e  company's r e p o r t  stated 
t h a t  Mr. Hahn is a customer o f  Webnet Communications, Inc. (As information, Mr. Hahn called t h e  PSC on 
August 22, 2000.  Due t o  computer problems on t h i s  date and I was absent  on August 23, 2000, t h e  case w a s  
not  filed w i t h  Q w e s t  until August 2 4 ,  2000)  Please see the fol lowing information regarding Mr. Hahn's 
concerns. 

._, 
Mr. H a  says t h a t  h i s  long  d i s t a n c e  service was switched from AOL without h i s  au tho r i za t ion .  He says t h a t  
the ~ " ~ a n y  says  that it has a recorder of him author iz ing  the switch,  b u t  he did not  au tho r i ze  t h e  switch.  

2 z g  He also indicated that the  bill s h o w s  Web.net and ILD Teleservices. Addit ional ly ,  Mr. Hahn says  t h a t  h i s  w g o  

account w a s  billed for a number of calls t o  a Sarasota  and N o r t h  Carolina telephone numbers that w e r e  no t  :s 
answered. When he  asked to speak w i t h  a supervisor, he says that he didn ' t  receive assistance. Mr. Hahn ' & g  g o  

made several racial slurs about the eompanyls employees by calling them "fat  lips,' '  Ilincompetent,'' and the] I 0 

'1.11 2 

z z  

, I c- i  $:I fl 
\ - 1 I , '  :. ;.- 

Raqueat No. 332852'11 Name HAHN ,RICHARDMR. Business Name 

PAGE NO: 1 
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J. TERRY DEASON, CHAIRMAN 

LILA A. JABER 
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STATE OF FLORIDA Page 496 of 659 

DWlSlON OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-6100 

October 18,2000 

Mr. Richard Hahn 
1350 Southeast 3 Avenue, #I  01 
Dania, FL 33004 

RE: FPSC Request No. 332177T & 3328523 

Dear Mr. Hahn: 

Thank you for contacting the Florida Public Service Commission (PSC) about Qwest 
Communications (Qwest) and Webnet Communications, Inc., (Webnet). 

To assist you, we contacted both companies and asked for detailed written reports. Qwest 
reported that you were a customer of Webnet. Webnet stated that it sent you a $66.07 r e h d  check, 
which included $35.20 for service charges. Although Webnet provided us with a recorded 
verification for the switch, it does not meet the requirements in the PSC's rules and regulations. The 
company was notified about this problem. I also understand your concerns that you did not authorize 
the switch. 

If you have any questions or need further assistance, please give us a call at our toll-free 
telephone number 1-800-342-3552 or by toll-free fax at 1-800-5 1 1-0809. 

Sincerely, 

Regulatory SupervisadConsultant 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, l% 32399-0850 
A n  Affirmative Action/Equsl Opportunity Employer 

PSC Websiie: hitp:Ilwww.notidapsc.com Internet E-mail: contac(@p~.state.n.us 
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I I $ **66.07 
I, 

&E: Richard Hahn 

JEMO 954-923-7596 
1 19.07(1 2 Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

and s.24(a), Art. 1 of the State Constitution . . . 

WEBNET 
%chard H~ owing are confidential and exempt from subsection (1)  

Refunds 

Checking - Fidelity 954-923-7596 

1605 
9/12/2000 

66.07 

66.07 
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Via Electronic Mail 

August 24,2000 

Ms. Shiriey Stokes 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Mr. Ricbard Hahn, (954) 923-7596 
Request #332 177T 

Dear Ms. Stokes: 

Please be advised that Qwest Communications Corporation (Qwest) has completed a review of 
the issues raised in the complaint filed by Richard Hahn. After investigation, Qwest has 
determined that Mr. Hahn is a customer of Webnet Com., Inc. 

Qwest cannot respond to this complaint as Qwest acts solely as a provider of transport services 
for Webner Corn., Inc. The company in question is a reseller of Qwest and is currently offering 
reseller services to other regionally based switchless resellers. The reason why Qwest appears on 
Mr. Hahn’s phone bill, is because Webnet Com., /nc uses Qwest’s Carrier Identification Code 
(CIC). 

As a general rule Qwest never interfaces with the end user nor do we have access to the Letter of 
Agency for account numbers provisioned on behalf of the reseller. For legal reasons Webnet 
Com., Inc has the responsibility as the reseller and not Qwest. Any future correspondence 
regarding this case should be directed to the following: 

Al”: Patrick Allen, V.P. 
Webnet Com., Inc 
3248 Prospect Street N.W. 
Washington D.C. 20007-3214 
(877) 550-3006 

Should you have any further questions regarding this matter please feel free to contact this ofice. 

Sincerely, 

Richard Hayes 
Regulatory Specialist 

. .  
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i 
DUE BEFORE A ~ O U M T  ;AMOUNT DUE .:: ,;$$;;:*PAID . ..? .rw I, 

CHARGES 
Aug 14, 2000 

Sep 5 $0.00 $184.79 AV 1006 R13 E000990 i 

Page 500 of 659 @ 8 E f  LSOUTH RICHARD HAHN I 

I Account Number: 954 923-7396 502 1806 
B i t 1  Period Date: Aug 14, 2000 

1 I m po rt a n t N o t ice (s) 
Late Charge Reminder: A $1.50 additional charge will apply to any unpaid halance as of Sep 14. 
If  !nu incur a Late Payment Cbargc, an additional Interest charge of 15Yo will also he applicd to 
any unpaid halance. 

Check hcre if 
corrcspndence 
incladcd. 

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

5 

#000990 

RICHARD HAHN 
A P T  101 
1350 SE .3RD AV 
DANIA FL 33004-5527 
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RlCHARD HAHN 
Account Number: 954 923-7596 502 1CCE 
Bill Period Date: Aug 14, 2000 

@ For ILD Teleservices, Inc. Billing Questions, Call 1 800 4314518 

Detailed Statement of Charges 

Miscellaneous Charges and Credits Amount 
Sewice Provider - W- 

Date * 

1. 07/13 Presubscrlbed Interexchange Carr ler  Charge .....,... 3.88 
6.67 2. 07/27 Federal Universal Servlce Fund Fee ..............,.. - 

Tota l  Miscellaneous Charges and Credits ......................... 10.55 

Itemized Calls 
xervice Provider - WEBNET 
Direct Dialed CnUr 

Date Place Cullcd 
3 .  07/06 ASHEVILLE NC 
4.  07/07 ARDEN NC 
5.  07/07 ASHEVILLE NC 
6. 07/09 SARASOTA FL 
7 .  07/09 SARASOTA FL 
8. 07/09 SARASOTA FL 
9. ..07/09 SARASOTA FL.. 

10. 07/09 SARASOTA FL 
11. 07/09 SARASOTA FL 
12. 07/09 SARASOTA FL 
13. 07/10 SARASOTA FL 
14. 07/10 SARASOTA FL 
15. 07/10 SARASOTA FL 
16. 07/10 ASHEVILLE NC 
17. 07/10 ASHWILLE NC 
18. 07/10 SARASOTA FL 
19. 07/10 SARASOTA FL 
20. 07/10 SARASOTA FL 
21. 07/10 SARASOTA FL 
22. 07/10 SARASOTA FL 
23. 07/10 SARASOTA FL 

Number Cidled 
828 298-4537 
828 215-2098 
828 298-4537 
941 365-5261 
941 365-5261 
941 365-5261 

.. . . 941 365-5261. 
941 365-5261 
941 365-5261 
941 365-5261 
941 365-5261 
941 365-5261 
941 365-5261 
828 298-4537 
828 298-4537 
941 365-5261 
941 365-5261 
941 369-5261 
941 365-5261 
941 365-5261 
941 365-5261 

Rare* 
AE 
AN 
AN 
KD 
ME 
KE 
KE ... ... 
KE 
KE 
KE 
KD 
KO 
KD 
AD 
AD 
KD 
KD 
KO 
KD 
KD 
KD 

Time 
07 : 35PM 
11 :25PM 
11 :26PM 
03 :51PM 
05 : 50PM 
07 : 05PM 

..07:46PM .. 

08: l8PM 
08 : 58PM 
09 : 06PM 
10:OOAM 
10:OlAM 
10: 16AM 
10:49AM 
ll:38AM 
11 : 44AM 
12:23PM 
12:54PM 
12 : 58PM 
01 :04PM 
01 :05PM 

Min 
2 
1 
1 
1 
1 
1 

1 
1 
2 
1 
2 
1 
49 
6 
t 
1 
1 
2 
1 
2 

... .I.. 

Amount 

,2 -14 2 *7 
* Taxes and Rates Applied - See Back of F i r s t  Page 

.14 

.07 

.07 

.14 

.14 

.14 
_.. ...I 4 . . . .  

.14 

.14 

.28 

.14 

.28 

.14 
3.43 

.42 

.14 

.14 
-14 
-28 
.14 
.28 

AV E000990 
- .  

(continued on back), 
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Account Number: 954 923-7396 502 iuue 
B i l l  P e r i o d  Date:  Aug 14, 2000 

For ILD Teleservices, Inc. Billing Questions, Calf 1 800 4334518 

D et ai I ed Statement of C ha rg es 

Taxes 
Taxes on Regulated Services 
- 

105. Federa l  Tax ............................................... 
106. F l o r i d a  Gross Rece ip ts  Surcharge .......................... 
107. C i t y  Tax .................................................. 

T o t a l  Taxes on Regulated S e r v i c e s  ............................... 
Total Taxes ..................................................... 

Amount 

3.81 
3 .OB 
3.76 

10.65 
?O .65 

- 
I 

t h i r  poaion o f  your bill i s  pmvided a i  i rem'cr lo ILD Tclcrctviacr. Inr 

AV E000990 
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Commissioners: 
J. TERRY DEAsON, CHAIRMAN 
E.-LEoN JACOBS, JR. 
LILA A. JABER 

DWISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-6100 

FACSIMILE TRANSMITTAL COVER SHEET 

DA TE: aq, &", 

FROM: DJWSION OF CONSUMER AFFAIRS 

FAX NUMBER: (850) 41 3- 71 68 

TELEPHONE NUMBER: (850) 413-61 00 OR 1-800-342-3552 

COMMENTS: 

NUMBER OF PAGES, INCL UDl" THIS COVER SHEET: i/ 

CAPITAL CIRCLE O F F ~ C E  CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Affirmative ActionlEqual Opportunity Employer 

.. 
Internet E-mail CONTA~~PSC.STATE.FL.US 



Request No. 334401T Name BERMAN ,CELINE MR. Business Name 

Consumer Information 

Name: CELINE BERMAN 

Business Name: 

Sve Address: 4480 LAKE ROAD 

County: Dade Phone: (305) -576-3241 

City/Zip: Miami 1 33137- 
Account Number: 

Caller's Name: CELINE BERMAN 

Mailing Address: 4480 LAKE ROAD 

City/Zip:Miami ,FL 33137- 

Can Be Reached: (305) -576-1187 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 7 3-67 00 

Utility In form a tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane334401T 

Response Needed From Company? y 

Date Due:09/28/2000 
Fax: 6W1,703-714-1330 

Interim Report Received: / / 

Reply Received: 10/05/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

PSC lnformation 

Assigned To: NANCY 

Entered By: TMORGAN 

Date: 09/07/2000 

Time: 10:16 

Via : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

Supmntl R p t  Req'd: / / 

Certified L e t t e r  Sent: / / 

Certified Letter Rec'd: / / 

Closed by: NC 

Date: 10/30/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

It appears that the customer's long distance carrier of choice was changed from no carrier at all to WebNet 
without authorization. T h e  customer is disputing charges t h a t  amount to $4.11. The customer is asking that 
this amount be credited to her account, and that WebNet remove themselves as her carrier. 

* Provide verification obtained for the change in service. 

* Provide applicable credit and/or balance due information on this account. 

* Confirm the customer has been contacted regarding this matter. 
V 4 

0, e z  
4 "  8 big 

FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US .9 - - 

P 
2 

Case taken by Telsula Morgan p 2 5  

n 

Request No. 334401T Name BERMAN .CELINE MR. Business Name 

PAGE NO: 1 



10-05-2000 Reply received via US Mail. RLogan 

10/11/00 Per report and verification received, several parts of verification were not included on recording 
please review the following. 
Florida Administrative Code rules indicate the following: 
(3) (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 
1. Customer's billing name, address, and each telephone number to be changed; 
2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 
3. Statement that the person requesting the change is authorized to request the change; 
4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider f o r  
each number; 
5. Statement that the LEC may charge a fee for each provider change; and 
Verification data including at least one of the following: 
a. The customer's date of birth 
b. The last 4 digits of the customer's social security number 
c. The customer's mother's maiden name. 
The verification did not include #1 (billing name and number) and one of the verification data requested. 
2) Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit f o r  the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 
3) A supplemental report is due with the amount of credit and date issued by 10/20/00 NCS. 
Closing case as a violation. 

Request No. 334401T Name BERMAN ,CELINE MR. Business Name 

PAGE NO, 2 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOES, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
D~RECTOR 

TOLL FREE 1-800-342-3552':+ 
(850) 4 13-6 100 - 

jt, 

November 1,2000 

Mr. Gerald Berald 
Ms. C e h e  Berman 
4480 Lake Road 
Miami, FL 331 37 

RE: Case #334401T 

Dear Mr. BeraId and Ms. Berman: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) tlte long distance company lias on ltarrd a ballot or letter from the custoriier 
reqiiesting such a cltarige; or 

(b) the customer initiates a call to an automated 800 number and, tliroiigh a seqrience 
of prompts, confirins the cusfomer's requested clrange; or 

(c) the customer's requested chamge is veri@ed tltrougli a qualified, independent firnr 
which is unafiliated with any long distance company; or 

(d) the company itas received a customer request to ciiarrge his long distance company 
and has responded within three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submirs the long distarrce compariy change to the local 
relepit on e company. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aftirmative ActionlEqual Opportunity Employer 

PSC Website: hnp://www.floridapsc.com Internet E-mail: contact@psc.state.fl.us 
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Mr. Gerald Berald 
Ms. Celine Berman 
Page 2 
November 1,2000 

Since none of these conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule Sac t ion .  The company has issued 
a credit of $6.56 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Calfs ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 I 1  1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
fiuzher assistance, please contact me toll fiee at 1-800-342-3552, by fax toll ttee at 1-800-51 1-0809, 
or by e-mail at ncortijo@psc.state. fl.us. 

.. Sincerely, 

Nancy Cortijo-Simmonds 
Regulatory Specialist I 
Division of Consumer Affairs 
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. WebNet Communications, IF$. - 

October 3,2000 

VIA FIRST CLASS MAIL 

Ms. Nancy Cortijo-Simmonds 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - Gerald Berald ReJ# - 334401 T 

Dear Ms. Nancy Cortijo-Simmonds: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Gerald Berald (“complainant”). The complaint alleges that 
W C  switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC’) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonajide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

W C  regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a r e h d  check in the disputed amount of $6.56. A copy of 
the refund check is attached for your review. WNC’s records also indicate that service was 
terminated on August 5,2000. WNC hopes that the complainant is satisfied with the resolution of 
the above referenced complaint. 

An extra copy of-this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen -. 



DOCKET No 001 109-TI 
EXHIBIT MW-2 

Page 509 of 659 

Nancy Cortijo-Simmonds 
October 3,2000 
Page 2 of 2 

Enclosures 
cc: Gerald Berald 

4480 Lake Rd 
Miami, FL 33 137 



Name KING ,MARILYN MRS Business Name Rapesc No. 335196T 

PSC Information 

Name: MARILYN V KING 

Business Name: 

Svc Address: 302 N. CHERRY STREET 

County : Flagler Phone: (904) -437-3448 

City/Zip: Bunnell / 32110- 
Account Number: 

Caller's Nzuu~:MARXLYN V KTNG 

Mailing Address:P.O. BOX 2409 

City/Zip:Bunnell , F L  32110-2409 

Can Be Reached: (904) -437-3448 

As signed To : NANCY 

Entered By: AHASHISH 

Date: 09/12/2000 

Time: 08:25 

Via: MAIL 

Commission - Consumer Request 
2540 Shumard Oak Boulevard 

Tallahassee, Florida 32399 
850-4 7 3-6 7 00 

(Phone/Mail/Fax/E-Mail) 
Company Code : TJ299 
C0RIpany:WEBNET COMMUNICATIONS, INC. Prelim Type:IMPROPER 

/I Attn. Nelein-Scott Jane335196T 11 PO: 
Response Needed From Company? y 

Date Due:10/03/2000 
Fax: 611,703-714-1330 

Supmntl R p t  Req'd: 

Certified Letter Sant: / / 

Interim Report Received: / / 

Reply Received: 10/05/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

Certified Letter Recld: / / 

Date: 10/30/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Please review the attached correspondence in which the customer reports the following: 
Customer states that the company contacted her by recorded message. Customer states that she was offered 
service €or . 0 5  cents per minute and $100.00 check. Customer s t a t e s  that when she received her bill the 
calls were charged a .14 cents per minute and was told that the check would only be sent after 6 months of 
service. Customer states that the recording did not state any of this and there was no way she could speak 
to a person. Customer states that she has canceled the account and returned to her preferred provider. 
Please investigate this issue, contact the customer and provide the Commission with a 
detailed written report that addresses the issues in the correspondence, and 
confirms the customer has been contacted either by letter or phone. 
PLEASE NOTE** The information on this form is only a summary of the 
customer's concerns. Additional information, i q o r t a n t  to this matter, may be - Ej! e g  

contained in the correspondence. z 
0, g **Inquiry taken by A. Hashisho** 8 -  
v =  

'p 
r! Request No. 335196T Name KING ,MARILYN MRS Business Name 

PAGE NO: 1 



CONTACT NUMBERS 

CAF Email:pscreply@psc.state.fl.us 
09/25/2000 Customer correspondence received via U.S. Mail, faxed to company and added to file. A Hashisho 
09/25/2000 FAX TO COMPANY: Please review the additional customer correspondence. A Hashisho 
10-05-2000 Reply received via US Mail. R L o g a n  

CAF FAX: 850/413-7168 

10/11/00 Per report and verification received. 
customer that is filing the complaint. 
the cd is John Jones and the name on the case is Mr. & Mrs. Larry King. 
Florida Administrative Code rules indicate the following: 

The cd had another customer information rather than the 
The number on the cd matched the number on this case but the name on 

( 3 )  (a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated): 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 

5. Statement that the LEC may charge a fee for each provider change; and 

Verification data including at least one of the following: 
a. The customer's date of birth  
b. The last 4 digits of the customer's social security number 
c. The customer's mother's maiden name. 

The verification did not include none of the above pertaining to the customer filing the complaint and also 
did not contain phone number on the verification. The number listed above €or Mr. Xing was written on the 
cd. 

2) Due to the lack of applicable information on the verification cd, Webnet is now directed to issue full = 
% 5 :  

q $8 2; 



credit for the first 30 days the customer was switched to and an adjustment of the balance of the account 
to the rates of the customer’s preferred carrier. 

3) A supplemental report is due with the amount of credit and date issued by 10/20/00 NCS. 

10-12-2000 Reply received via US Mail. R L o g a n  

10/27/00 The report received on 10/12/00 is identical to the inital report received by the PSC on 10/05/00. 
The difference that the company owes the company is $6.45 and if the customer has been billed f o r  any other 
charges a rerate would be required. There is a $10.00 credit in addition for switching services back to the 
carrier of choice. Please investigate this matter, contact the customer and provide me with a detailed 
written report by 11/02/00; NCS 

Request No. 335196T Name KING ,MARILYN KRS Business Name I 1 
I 

PAGE NO: 3 
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BubIU atrbkt? CommiMion 

November 8,2000 

Mr. and Mrs. Larry King 
P. 0. Box 2409 
Bunnell, FL 32 1 10-2409 

RE: Case #335196T 

Dear Mr. and Mrs. King: 

Thls is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
- telephone company may be changed only if one of the following conditions has been met: 

the long distance company hns on hand a ballot or letter from the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, through a sequence 
of prompts, confirms the customer’s requested change; or 

the customer’s requested change is verified through a qualified, independent firm 
which is unaffiiiated with any long distance company; or 

the company has received a customer request to change his long distance company 
and has responded within three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the Iocul 
telephone company. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Allirmative ActionlEqual Opportunity Employer 

PSC Website: http:l/www.floridapsc.com Internet E-mail: contnct@psc.state.n.us 
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Mr. and Mrs. Larry King 
Page 2 
November 8,2000 

- 

Since none of these conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infraction. The company has issued 
a credit of $30.56 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The FederaI Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Calfs ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferreacarrier) 
Freeze.” This will prohibit hture changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identifjr companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concems. If you have any questions or need 
fiuther assistance, please contact me toll fiee at 1-800-342-3552, by fax toll free at 1-800-5 1 I-OSO9, 
or by e-mail at ncortijo@psc.state.fl.us. 

Sincerely, 

L d A  
Division of Consumer Affairs 

NCS : ew e 
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WebNet Communications. Inc: 

October 1 1,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, R, 32399 

Re: Larry King - Request No.- 

Dear Sir or Madam: 335ITb 

- 1  

. WebNet Communications, Inc. (“WC”) presents this response to a consumer complaint 
which was filed with your ofice by Larry King  complainant''). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (L‘FCC)’) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party .verification company of a consumer’s request for 
service. In this instance, a boncrfide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances’surrounding,this complaint. WNC records indicate that, In 
response to a previous complaint, a refund check of $20.56 was Issued on approximately September 
19,2000 WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Fatrick HI. Allen 
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Enclosures 
cc: JohnJones 

23 1st. Ave. 
Daytona Beach, FL. 32 1 16 
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October 6,2000 =ca 

Jane M. Scott 
Helein & Associates, P.C. 
8 180 Greensboro Drive Suite 700 
Mclean, VA 22102 

RE: Lam i i n g  
(904) 437-3448 

Ms. Scott: 

WebNet Communications has received the above referenced consumer complaint and 
would like you to respond to them. 

The consumer: Larry King complains of being billed at a higher per minute rate than he 
undersiood he would receive. 

Services where authorized by: 'John Jones' 
23 1'' Ave. 
Daytona Beach, FL 32 1 16 
(904) 437-3448 

0 Date of verification: August 29,2000 
0 .Time of verification: 4:07 PM 

Date of service connection: July 18,2000 
0 Date of service termination: August 3 1, 2000 

WebNet's records indicate that, in response to a previous complaint, a refund check of 
$20.56 was issued on approximateIy September 19,2000. 

Sincerely; 

WebNet Communications 

Victor Sanchez 
enc.: Copy of taped LOA- 

4 

3248 PFospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 
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WebNet Communications, Inc. 
. .. - 

October 3,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: - Larry King J /  

Dear Sir or Madam: 

WebNet Communications, Inc. ( “ W C ” )  presents this response to a consumer complaint 
which was filed with your office by Larry King (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC’’) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $20.56, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC’s records also indicate that service was terminated on July 29, 2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. I f  you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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~Mar i l~n  V. King 

September 21,2000 

BellSouth 
P. 0. Box 33009 
Charlotte, NC 28243-0001 

DOCKET No 001 109-Tl 
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Page S20 of  659 

Re: Telephone Bill Dated August 22,2000 - Larry King - 904437-3348 

Gentlemen: 

As requested by your telephone call, here is my check in the amount of $27.01 to make the 
difference in my previous payment. 

I am asking WEBNET to credit our account with this amount. We shall see. 

Yours sincerely, 

M 

BC: Public Service Commission 

P. O. Box 2409 (302 N Cherry Streeo, Bunnell, FL 32110-2409 PH (904) 43 7-3448 



Larrv and Marilvn V .  King 

September 21,2000 
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WEBNET 
11770 Haynes Bridge Road, Ste. 205 
Alpharetta, GA 30004 

Re: Telephone Bill Dated August 22,2000 - Larry King - 904437-3448 
My letter to you dated September 7,2000 

Gentlemen: 

In furtherance of this matter, please notify BellSouth that you will credit the amount of 
$27.01 to this account. Thank you. 

Yours sincerely, 

Copy to Public Service Commission 

P. 0. Box 2409 (302 N. Cherry Street), Bunnell, FL 32110-2409 PH (904) 437-3448 
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September 7,2000 

WEBNET 

Genymen: Re: Telephone Bill dated August 22,2000 
Larry King - 9041437-344s 

In July, I received an automated voice message which promised to send me a $100 check 
and long distance calls for five cents a minute. It did sound like a good deal, and I gave my 
name and date of birth, but there was no company name mentioned and the phone call was 
terminated before I could ask any questions. 

I discussed this with my husband, and we decided to wait for the $100 check and the next 
phone bill. 

We received the August 22nd BellSouth bill, which included the statement from WEBNET, 
which we discovered was the phone company which had solicited our business. The 
charges for long distance were not five cents a minute - indeed, they were fourteen cents a 
minute!!! Also, phone calls to Daytona Beach area, which had been 25 cents each as a local 
toll call through BellSouth, were now charged at the 14 cents a minute!! 

When I called your company with questions (after much difficulty getting the phone 
number!), I was told that the $100 check would be sent AFTER six months of service from 
WEBNET. 

We have cancelled your service and returned to AT&T for long distance, and to BellSouth 
for local and local toll service. 

We do not intend to pay this bill, as we feel the service was not as was presented to us. 

Very truly yours, 

Copies t o G i c  Service c o  
and BellSouth 

..- - ._ .- 
+ 

- .  

P. 0. Box 2409 (302 N. Cherry Street’, Buranell, FL 321 10-2409 PH (904j’ ”.. 43 7-3448 
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I Page 1 1  -- -.. 
LARRY K I NG r 

Account Number: 904 437-3448 121 0565 ; 
B i l l  P e r i o d  D a t e :  Aug 22, 2000 

I For ILD Tclcservices, hrc. Billing Questions, Call I 800 433-4518 

Detailed Statement of Charges I 
Itelnizcd Callas (continued) 
Sewice Provider - IVEBiv'ET (coilrimmi) I 

I Direct Didcd Cdls (continued) 
Dute Pluce Culled Number Called Rate* Time Min 

24. 07/28 STAUGUSTIN FL 904 829-2277 KD I ~ : I ~ P M  1 

26 ,  07/26 STAUGUSTIN FL 904 829-2277 KD I ~ : I ~ P M  5 
27. 0 7 / 2 8  JACKSONVL FL 904 641-3519 KD I Z : ~ I P M  2 

25. 07/28 STAUGUSTIN FL 904 829-2277 KD 12:17PM 2 

28.  08/02 DAYTONABCH FL 904 252-4679 KD 12:37PM 13 
29. 06/08 DAYTONABCH FL 904 253-8000 KD 10:06AM 5 

T o t a l  D i r e c t  D i a l e d  C a l l s  ....................................... 
T o t a l  I t e m i z e d  C a l l s  ............................................ 
Taxes 
7axe.r on Regulated Services 
- 

30. federa l  Tax ............................................... 
3 1 .  F l o r i d a  Gross R e c e i p t s  Surcharge .......................... 

T o t a l  Taxes  ..................................................... 
T o t a l  Taxes on Regulated Services ............................... 

.14 
-28 
.70 
.20 

1 .82  
. 70 

21.14 
21.14 

- 

A /??OUfl t 

.79 
-63 

1 .uz 
1.42 

I 

* Taxes and R a t e s  A p p l i e d  - See Back O f  F i r s t  Page 
Tha ponton o( your bill i a  pmvidrd .a i acrvtce lo ILD Telescrvias. Lnr 

AV €013245 
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Consumer In for ma tion 

Name: HOWARD PFEFFER 

Business Name: 

SVC Address: 1310 SW 115TH WAY 

County : Broward Rhone: (954) -370-8770 

City/Zip: Davie 33325- 

Account Number: 

Caller's Name: HOWARD PFEFFER 

Mailing Address:1310 sw 115TH WAY 

City/Zip: Davie ,FL 33325- 

Can Be Reached: (954)-456-2116 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 +I 3- 6 7 00 

Utility Information 
Company Code:TJZ99 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane335710T 

Response Needed From Company? y 

Date Due:10/05/2000 
Fax: 6Wl,703-714-1330 

tnterim Report Received: / / 

Leply Received: 10/05/2000 

leply Received Timely/Late: T 

:nformal Conf.: N 

PSC Information 

Assigned To: NANCY 

Entered By: NCHESTER 

Date: 09/14/2000 

Time: 09:24 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim 5pe:SLAbiWING 

PO : 

Supmntl Rpt Req'd: / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: NC 

Date: 10/30/2000 
Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that he has been billed for long distance calls through your company. Customer states that 
he has been billed $60.26. Customer states that he never authorized any of his calls to be routed through 
your company. Please investigate this matter, contact the customer and provide the F1. Public Service 
Commission with a detailed written report by the due date. 

Case taken by Nekey Chester 
FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US 

10-05-2000 TPV CD received via US Mail. RLogan 

10/11/00 Per report and verification cd received, the company has apparently violated FAC requirements. 
Please review the following. g @ 

: 55 
Business Name 2 %  

PAGE NO: 1 2 

m 
g S %  

s 
Request No. 335710'3: Name PFEFFER ,HOWARD MR. 

10 



Florida Administrative Code rules indicate the following: 

(3)(a) The LOA submitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 

1. Customer's billing name, address, and each telephone number to be changed; 

2. Statement clearly identifying the certificated name of the provider and the service to which the customer 
wishes to subscribe, whether or not it uses the facilities of another company; 

3. Statement that the person requesting the change is authorized to request the change; 

4. Statement that the customer's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider f o r  
each number; 

5. Statement that the LEC may charge a fee for each provider change; and 

Verification data including at least one of the following: 
a. The customer's date of birth 
b. The last 4 digits of the customer's social security number 
c. The *customer I s mother I s maiden name. 

The verification did not include one of the verification data required to confirm the customer of record. 

2) Due to the lack of applicable information on the verification cd, WebNet is now directed to issue full 
credit for the first 30 days the customer was switched to WebNet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

3) A supplemental report is due with the amount o f  credit and date issued by Friday, October 20, 2000. NCS 

10/30/2000 Case prelim type changed to 11s1n"ing18. P. Lowery 

z g  
Q Name PFEFFER ,HOWARD MR. Business Name - 

3 R e q u e s t  NO. 335710T 

PAGE NO: 2 
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(850) 413-6100 

November 1,2000 

Mr. Howard Pfeffer 
13 10 Southwest 1 15 Way 
Davie, FL 33325 

RE: Case #3357IOT 

Dear Mr. Pfeffer: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if  one of the following conditions has bzen met: 

the long distance company has oft harid a ballot or letter from the custonrer 
requesting such a change; or 

the customer initiates a cull to an automated 800 number and, tltrouglt a sequence 
of prompts, confirms tire cristonier's requested change; or 

tile customer's requested change is verified through a qurrli_fied, independent firm 
which is unaffiliuted with arty long distance company; or 

the company has received a customer request to change Itis lorig distartce conipany 
and has responded witkin three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the local 
telephone company. 

CAPITAL CIRCLE O F F I C E  CENTER 2540 SHL!XlARD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Allirmative Action/Equal Opportunity Employer 

PSC Website: http:llwww.fforidapsc.com Internet E-mail: contact@psc.state.fl.us 
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Mr. Howard Pfeffer 
Page 2 
November 1,2000 

-. 
Since none of these conditions have been met, it appears that WebNet has violated PSC rules. b4 

As a result, we have charged this company with an apparent rule ineaction. The company has issued c, 
a credit of $44.20 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

L 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result Of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Sulicitation Calls ” list+ This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit hture changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 I at any time. (Please note 
that these numbers may not identi@ companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
hrther assistance, please contact me toll fiee at 1-800-342-3552, by fax toll fiee at 1-800-5 11-0809, 
or by e-mail at ncortijo@psc.state.fl.us. 

Sincerely, 

Nancy Cortijo-Simmonds 
Regulatory Specialist I 
Division of Consumer Affairs 

NC S :ewe 
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WebNet Communications, Tnc. 

October 3,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Howard Pepper 

FLORIDA PUBLIC SERVE€ 
COMMISSION 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Howard Pepper ((‘complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier C‘PC”) comport with the 
Federal Communications Commission ((‘FCC‘’) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a re fkd  check in the disputed amount of $34.20, switching 
fees in the amount of $10.00 are included. A copy of the rehnd check is attached for your review. 
WNC’s records also indicate that service was terminated on August 20,2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is encIosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respecthlly submitted, 

Patrick H. AIlen 
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Enclosures 
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Name CARR ,WALTER & MhRILY MR. Business Name 

I ,  . I f  

-Revest NO. 337161T 

Consumer Information 

Name: WALTER & MARILY CARR 

Business Name: 

SVC Addreas: 1054 TERRACE VIEW LANE 

COUnty : Hernando Phone: (352) -688-4706 

City/Zip: Spring Hill J 34606- 
Account Number: 

Caller's Name: WALTER & MARILY CARR 

Mailing Address: 2054 TERRACE VIEW LANE 

City/Zip:SPRING HILL ,FL 34606- 

Can Be Reached: (3521-688-4706 

--- 
Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
850-473-6700 

Utility Information 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane337161T 

Response Needed From Company? y 

Date Due: 10/12/2000 
Fax: 9W1,800-815-0348 

Interim Report Received: / / 

Reply Received: 10/12/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

-PSC Information 
I 

issigned To: NOELIA SANTIAGO 

Entered By: AHASHISH 

3ate: 09/21/2000 

rime: 14:48 

Yia : MAIL 
(Phone/Mail/Fax/E-Mail) 

?relim Type: SLAMMING 

?O : 

Jupmntl R p t  Req'd: / / 

2ortified L e t t e r  Ssnt: / / 

Zertified L e t t e r  Rec'd: / / 

Closed by: NJS 

Date: 10/23/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Please review the attached correspondence in which the customer reports the following: 
Customers state that their service was slammed by the company. Customer states tha t  they do not want any 
bills from this company. Customer states that they w a n t  the account canceled and any charges credited. 

Please investigate this issue, contact the customer and provide the Commission with a 
detailed written report that addresses the issues in the correspondence, and 
confirms the customer has been contacted either by letter or phone. 

PLEASE NOTE** The information on this form is only a summary of the  
customer's concerns. Additional information, important to this matter, may be 2 "8 w 
contained in the correspondence. g !$ 

: 2 g  
g 
W - z **Inquiry taken by A. Hashisho** 

Request No. 337161T Name CARR ,WALTER 6c MARILY MR. Business Name 
i 

PAGE NO: 1 



CAF FAX: 850/413-7168 
CAF Email:pscreply@psc.atate.fl.us I 

10-12-2000 Reply received via US Mail. Verification included. RLogan 

10/12/2000: REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CREDIT IN THE AMOUNT OF $24.17 WAS TSSUED 
TO THE CUSTOMER. ALSO A $10.00 CREDIT WAS ISSUED FOR SWITCHING FEES. A THIRD PARTY VERIFICATION TAPE WAS 
PROVIDED AND THE CUSTOMER AWTHORIZED THE COMPANY TO PROVIDE HER WITH LD SERVICE . CUSTOMER D I D  NOT PROVIDE 
HER DATE OF BIRTH AS WAS REQTIESTED AS A PART OF THE PROCESS OF AUTBORIZATION. 

10/24/2000:  A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

11/01/2000 Customer correspondence received via U.S. Mail and forwarded to Noelia Santiago for review. 
mashi s ho 

11/27/00 - Customer called with concerns pertaining to this complaint. Customer informed that the analyst 
is out of the office and her return date is uncertain. Customer transferred to Carmen Pena's v o i c e  mail. 
j anderson 

12/26/2000 Customer correspondence received via email, forward and copy to Noelia Santiago, and added to 
original file. Customer reports the following: 
"Attention: Noelia J. Santiago 
Division of Consumer Affairs 

had additional charges of $4.09 from Webnet f o r  services dated 11/09/00. 
Thia charge is in addition to those reported in my October 24,2000 
letter. 

illegally slammed. I would like to get all charges eliminated from 
Webnet. 

Received your letter of 11/01/00. In my 11/16/00 bill from Bell South I 

I do not know why I continue to be billed by Webnet. As you know I was 

Thank you for your assistance. 

Walter and Marilyn Carr 

0, z z  

Business Name - =  
so z Request No. 337161'3 Name CARR ,WALTER & MARILY MR. 

.- ~~ 

PAGE NO: 2 
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Angie Hashish0 

From: WALTER CARR [streetcar9@Juno.com] 
Sent: - Sunday, December 24,2000 1:15 PM 
To: . contact@psc.state.fl.us 
Subject: Case #337161T 

Attention: Noelia J. Santiago 
Division of Consumer Affairs 

had additional charges of $4.09 from Webnet for services dated 11/09/00. 
This charge is in addition to those reported in my October 24,2000 
letter. 

illegally slammed. I would like to get all charges eliminated from 
Webnet. 

Received your letter of 11/01/00. In my 11/16/00 bill from Bell South 1 

I do not know why 1 continue to be billed by Webnet. As you know I was 

Thank you fo r  your assistance. 

Walter and Marilyn C a r r  

2054 Terrace View Lane 
Spring Hill, Florida 34606 

GET INTERNET ACCESS FROM JUNO! 
Juno offers FREE or PREMIUM Internet access for less! 
J o i n   uno today! For your FREE software, visit: 
http://dl.www.juno.com/get/tagj. 

-- . 

._. 

1 
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Mr, Patrick W. Allen 
WebNet Corrun.,Inc. 
3248 Prospect Ave., N.W 
Washington, D.C. 20007 

2054 Terrace View Lane 
Spring Hill, Ft. 34606 
October 24 2000 

Re: Walter & Marilyn C 
Request No. 337361T 

Dear Mr. Allen 

In your letter of 10/11/00 you stated that our service from WebNet was terminated on 8/24/00. Enclosed is 
our latest bill from Bet1 South dated 10/16/00 with WebNet charges of $42.29 listing calls dated 9/7/00 
to 91 17/00. 

Since these charges are beyond the cancellation date of 8/24/00, there should be no reason for these 
charges. In September WebNet charged us $7.71 and in October your charges were $42.29 for a total of 
$50.00. 

In your letter of 1011 1/00 you sent us a check in the amount of $24. I7 which leaves a balance due us of 
$25.29. 

Please forward a check promptly. We would appreciate your terminating this harassment which as Senior 
citizens we find very disagreeable. 

CC: Florida Public Service Comm. 
w/ copies of bills 9/16/00 & 10/16/00 

m 

’-I 
Iv m 
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Account Number: J; )L  oao-+iue 116 ige  
B i l l  P e r i o d  Date: O c t  16, 2000 

a For LLD Telescrvices, Inc. Billing Questions, Call 1 800 433-4518 

Detailed Statement of Charges 

Amount Miscellaneous Charges and Credits 
Sewice Provider - WEBNE T 

Date 
................. 5.07 - 1. 10/05 F e d e r a l  U n i v e r s a l  S e r v i c e  Fund Fee ......................... T o t a l  M i s c e l l a n e o u s  Charges and C r e d i t s  5 -07 

Itemized Calls 
Service Provider - WEBNE T 
Direct Dialed CaUs 

Date Place Called Number Called Rate” Time Min 
2. 09/07 PLANT C I T Y  FI- 813 719-8343 AE 08:lOPM 1 
3 .  09/07 PLANT CITY FL 813 719-8343 A€ 08:14PM 18 
4. 09/10 PLANT CITY FL 813 719-8343 AD 01:20PM 129 
5. 09/17 PLANf C I T Y  FL 813 719-8343 AD 01:31PM 102 

T o t a l  D i r e c t  D i a l e d  Calls ....................................... 
Total Itemized C a I I s  ............................................ 

Atnorin t 

.14 
2.52 
18.06 
14.28 
35.00 
35.00 

- 

- Tuxes Amount 
Taxes on Regulated Services 

............................................... 6 .  F e d e r a l  Tax 1.23 
.99 7 .  F l o r i d a  Gross R e c e i p t s  Surcharge 

T o t a l  Taxes on R e g u l a t e d  S e r v i c e s  2.22 
2.22 

.......................... - ............................... 
Total Taxes ....................................................... 

* Taxes and Rates  A p p l i e d  - See Back o f  F i r s t  Page 
This parlion of your bill is pmwded as a iemce to ILD Tclcscrvieer. Inc. 

HB E077506 
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Account Number: 191 
B i l l  Per iod  Date:  .--.r .-, ---- PaEe 540 of 659 

@ For I1,D 'I'ckscmit!!, Inc. Billing Quc.ticms, Call 1 800 433-4518 

Detailed Statement of Charges 

Mi,w:clluticnii.s Cliurgcs und Credits 
S t . v v i ~  I ' V O V ~ ~ ~ V  - WEBNE T 

I h t C  

1 .  08/31 Federa l  Un iversa l  S e r v i c e  Fund Fee ................. 
Tota l  Miscellaneous Charges and C r e d i t s  ......................... 

- 0 3  
. 0 3  
- 

. _  
Itemized C(iIls 
Scvvics I'rnvidcr - WEBNE T 
D i i - C C t  D i l l i C ( 1  Cflil.S 

liete PIacc Called Number Cttllcd Ibtcr * Time M i n  
2. aa1.a UUOSON FL 727 862-7239 AE 07:41PM 2 .28 

6 .02  
Total D i r e c t  D i a l e d  C a l l s  ....................................... 7.28 
T a t a l  I temized C a l l s  7.28 

3 .  08/2h PLANT CITY FL 813 719-8343 A €  07:51PM 7 .98 
4.  09/03 PLANT CITY FL 813 719-8343 AD 01:OlPM 43 - 

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

5 .  Federal Tax ................................................ 
6 .  F l o r i d a  Gross  Receipts Surcharge .......................... 

Total  raxes on Regulated Serv ices  ............................... 

Amomt 

.22 

.40 

. i a  - 
Total  Taxes ......._._........................................... -40 

) x x , x  ............. X . * _  .... , . A . , , ~ . * , + . ~ , , , ~ . ~ .  .... ywy;*,:7 y .... :<: I';< ,.7- .. . . . . . . . . . .  
_ I  . i .  ... T u t a l  ILD Teleservices,.,.Snc;. C u r r e n t  ,Charges ,tc...,*.... ;...,. ..,~~; t. :.':,i, ..!_ . 7.71 

* Caxes and Rates' Applied - See Back o f  F i r s t  Page 
.,'hi\ Iiw-tion 01 ywi r  bill I,. pmvidad as a rewire I iI.U Tslar~w~rrr. Inr 

. HB E079756 
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DlVlSlON OF CONSUMER AFFAIRS 
BEVEIUEE DEMELLO 
DIRECTOR 
(850) 4 13-6 100 
TOLL FREE 1-800-342-3552 

November 1,2000 

Mr. and Mrs. Walter Can 
2054 Terrace View Lane 
Spring Hill, FL 34606 

FtE: Case #337161T 

Dear Mr. and Mrs. Can: 

This is a follow-up to 
distance service to WebNet 

, . . - .  
r ._*- "  
,.d 

1- . 

'our recent inquiry concerning the unauthorized switch of your long 
Communications, Inc. (WebNet). First, let me give you some 

background on Florida law and telephone company changes. 

FIorida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company Itas on liarid a ballot or letter from the customer 
requesting siicli a change; or 

(6) the customer initiates a call to an automated 800 number and, tlrroiiglt a sequence 
of prompts, confirms the customer's requested change; or 

(c) the customer's requested change is verified through a qualified, indeperrdenijZrm 
wliiclt is unaflliated with any long distance company; or 

(d) the company has received a custonzer request to change his loiig distarice company 
and has responded within three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company subinits the loirg distance company change to tire local 
telephone company. 

CAPITAL CIRCLE OFFICE CENTEK 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Allirmative Action/Equal Opportunity Employcr 

PSC Website: http://www.floridapac.com Internet E-mail: contact@psc.state.n.us 
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Mr. and Mrs. Walter Can- 
Page 2 
November 1,2000 

Since none of these conditions have been met, it appears that WebNet has violated PSC d e s .  
As a result, we have charged this company with an apparent rule infraction. The company has issued 
a credit of $24.17 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company, This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have encIosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Soles Solicitation Calls ’’ Iist. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredkarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 1 I I at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
hrther assistance, please contact me toll free at 1-800-342-3552, by fax to11 free at 1-800-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

Sincerely, 

I 

Noelia J. Santiago 
Regulatory Specialist 11 
Division of Consumer Affairs 

NJS:ewe 
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!mid! ei:z: 
WebNet Communications,?% 

October 11,2000 

VLA FlRST CLASS MAIL 

Florida Public Service Commission- 
Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Walter & MadLyn Carr 
Request No. 33 71 61 T 

B FLORIDA PUBUC SERVICE 
COMMISSION 

COWUAIER AFFAlU3 A 
Dear Sir or Madam: 

WebNet Communications, Inc. (TVNC”) presents this response to a consumer complaint 
which was filed with your office byWaIter & Marilyn Carr ckomplainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization, 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. , 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $24.17, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC‘s records also indicate that service was terminated on August 24,2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An exlm copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfidly submitted, 

P-aH &Au 
Patrick H. Allen .. 
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2054 Terrace View Lane 
Spring Hill, FI. 
34606 

Sept. 19,2000 

The Florida Public Service Commission 
Division of Consumer Affairs 
2540 Shumard Oak Blvd. 
Tallahassee, F1.32399-8153 

Dear Sirs: 

We would like fo make a formal complaint against the following companies for switching our long 
distance telephone service without our approval: 

Quest Communications 
4650 Lakehurst Court 
Dublin, Ohio 48016 

(800-860-2255) 

and 

Web Net Con" 
(877-880-0146) 

We do not want to receive any bills from these Companies 

Very truty yours, 

3 52-68 8-4706 
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DIVEION OF CONShvlcn ArrALm 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

FACSIMILE TRANSMITTAL COVER SHEET 

TO: 

0 FFICE/B USINESS: WebneJr 1 

FROM: mwsmv OF CONSUMER AFFAIRS 

FAX IVUMBER: (850) 413- 71 68 

TELEPHONE IV~~WBER: (850) 413-6100 OR 1-500-342-3552 

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: L 
CAPITAL CIRCLE OFFICE CENTER 2540 SHLWARD OAK BOULEVARD TALLAHASSEE. FL 32399-0850 

’ An Aftirmative ActiontEqual Opportunity Employer Internet E-mail CONT~~~PSC.STATE.FL.US 



Business Name Request No. 337373T Name DIVELY ,COLLEEN MS. 

Consumer In for ma fion 

Name: COLLEEN DIVELY 

Business Name: 

SvC Address: 9207 BOLTON AVE. LOT 54 

County: Pasco Phone: (7271-869-8238 

City/Zip: Hudson 34667-3 

Account Number: 

Caller's Name: COLLEEN DIVELY 

Mailing Address: 9207 BOLTON AVE. LOT 54 

City/Zip: Hudson , FL 34667-3779 

Can Be Reached: 

- 
Florida Public Service 

Commission - Consumer Request 
2540 Shumard Oak Boulevard 

Ta /la h a ssee, Florida 3 23 9 9 
850-413-6100 

Utility Information 
Company Code:TJ299 
c0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane337373T 

Response Needed From Company? y 

D a t e  Due:10/16/2000 
Fax: 6W1,703-714-1330 

Cnterim Report Received: / / 

Zeply Received : 1 O/  12 /2 0 0 0 

Zeply Received Timely/Late: T 

Cnformal Conf.: N 

PSC Information 

issigned To: ELLEN PLENDL 

entered By: VKCKAY 

Date: 09/25/2000 

rime: 11:38 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type : SLAMMING 

?O : 

Supmtl R p t  Rsq'd: / / 

Zertified Letter Sent: / / 

h r t i f i e d  L e t t e r  Rec'd: / / 
~~~~~ 

Closed by: mp 

Date: 10/16/2000 

Closeout Type: 218-13 
Apparent Rule Violation: y 

The customer is being charged a PICC fee from the company. She states she never authorized the company to 
be her LD charge. She states she has been in contact the company on this issue. 

Please investigate this matter, contact the customer and provide me with a detailed written report including 
LOA/Tape and applicable credits for switching fees, as well as an adjustment of rates to that of the 
customer's preferred carrier by the date below. 

You are required to provide a third party verification. 
m 3 E 8  

Please investigate this issue, contact the customer and provide me with a detailed written report. : fjg 2 

Inquiry taken by V. McKay. 
vmckay@psc.state.fl.us 

.equest No. 3373732 Name DIVELY ,COLLEEN MS. Business Name 

'AGE NO: 1 



10-12-2000 Reply received via US Mail. Verification included. RLogan 

10/16/2000 Reviewed report and verification tape. Verifier states, "Please confirm your authorization for 
WebNet as your long distance and local telephone provider.lI Customer gives her name. Verifier states, "If 
you are authorized to make telephone decisions on this telephone number please provide your address.I1 
Customer gives her address. Verifier advised t h a t  there may be a one time switching fee  and the customer 
should contact customer service if billed. The verifier does not question if the customer is over 18, nor 
obtain some personal. identifying information such as a birthdate. 

The company issued a credit of $6.88 to the customerls account. This credit was sent in the form of a 
reimbursement check. It appears that switching fees of $10.00 were included. However, the amount of $10.00 
was not included in the reimbursement check. eplendl 

10/16/2000 Contacted customer. I played the verification cd for the customer. Customer states she received 
the reimbursement check already. Customer advised she prefers no long distance carrier. eplendl 

10/16/2000 Contacted Verizon Florida. 
customer prefers no long distance carrier. eplendl 

I requested a representative contact the customer to verify that the 

10/16/2000 Closed by telephone conversation with the customer. Customer appears satisfied. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch as the phone numbers to be 
switch are not included. 
that $10.00 was not included in the reimbursement check. No indication that the account or service was 
terminated. Credit issued. 

The company advised the customer was reimbursed for $10.00 in switching fees, but 

equest No. 337373T Name DIVELY ,COLLEEN MS. Business Name 

'AGE NO: 2 
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WebNet Communications, Inc. 

October 1 I ,  2000 

VIA FIRST CLASS MAIL 

Ellen Plendl 
Florida Public Service Commission 
Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, 32399 

Re: Colleen D h d y  - Request N o & S # W  

Dear Ms. Plendl: 
333 33 3 

WebNet Communications, Inc. (“WC”) presents this response to a consumer complaint 
which was filed With your office by Colleen Dively (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization, . 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (TXX‘“F and state rules concerning the appropriate methods 
of obtaining a consumer‘s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonajde request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. . 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $6.88, switching 
fees in the amount of $10.00 are included A copy of the refund check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed €‘lease date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

3248 Prospect Avenue. NW + Washiaetdn. DC 20007 4 C ~ ~ ~ t n m p r  Q!pnira f m n  PQn-ni CL 
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Enclosures 
cc: Colleen Dively 

9207 Bolten Av. #54 
Hudson, FL 34667 



3 
.I .. 

- 
3 

1 

or debit, charge, or credit card numbers given to an 

w &'  __~___________I_._-- - -  . 727-869-8238 MEMO 

1 19.07( l)(z), Florida Statutes: Bank account numbers II 

WEBMET COMMUNI( agency for the purpose of payment of any fee or debt 2130 

6.88 
Colleen Div owing are contidential and exempt from subsection (1) 101912000 

Refunds and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 727-869-8238 6.88 
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September 26, 2000 

Florida Public Service Commission 
fittention: Randy Roland 
Consumer Request 
2540 Shumord Oak Roulevard 
Tallohorroe, Florid0 32399-0850 
Senk V i a  Email - pscreply@psc.state.fl.us 

ne: 3373731 / Colleen bively 

Dear Mr. Roland: 

In response to the above referenced complaint, Ilb Telecommunications, Inc. offers the following 
information. 

ILD provides operator assisted services nationwide. In addition, ILD S I W ~ S  as a billing agent for 
numerous long distance carrims who ret their own rater and send their rated telephone 
messogts to ILD. €ach of them long distance carriers i s  responritk For maintaining compliance 
with all applicoble Federal, state, and local regulatory rcquircmenh. Upon receipt by ILD, the 
ratad calls submitted by these !on9 distance carrion are then distributed to the appropriate 
local telephone companies For billing. 

Our records indicate we ore billing the consumer on behalf OF Web Net. Uleb Net provider long 
distance service offered to consumers via tdemarketing or sign up through the Internet site. c1 
pager is  normolly included with the service and the customer is  bilIed PlCC and USF charges. 

In order to obtoin information regarding the allegations mode in this complaint, I lD will forword 
o copy OF the complaint to Web Net for their review and response. You may also contact their 
Customer h r v i c t  at 877-880-01 44. 

If 1 can bc of further ossistonce, plsase feel free to contact mo at 954-71 7-6803. 

Sincerely, 
$tohimine &cCPin - d o h h i s  
Lorraine McClin- Morris 
Monager - Regulatory fiffairs 

cc: Colleen bively - 

9207 Dolton Rvenue 
l o t  54 
Hudson, Florida 34667-3779 

W e t  Net 
Retention: Victor Sanchez 
11 770 Haynes Bridge Road 
Suite 205-542 
tllpharetta, Georgia 30004 

5 2 1 3  N W  3 3 r d  A v e ,  F t .  L a u d e r d a l e ,  F L  3 3 3 0 9  1 - 8 0 0 - 4 5 8 - 4 9 5 0  1 - 9 5 4 - 7 7 7 - 2 7 9 5  F a x  
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Requesh No. 337761T Name BOWLING ,MARTA MRS Business Name 

Consumer Information 

Name: MARTA R BOWLING 

Business Name: 

Svc Address: 5526 KILCULLEN LANE 

County: Duval Phone: (9041-778-9425 

City/Zip: Jacksonville / 32244- 
Account Number: 

Caller's Nae:MaRTA R BOWLING 

Mailing Address: 5526 KILCULLEN LANE 

City/Zip:Jacksonville ,FL 32244- 

Can Be Reached: (904)-778-9425 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-413-6700 

Utility In forma tion 
Company Code:TJ299 
Company : WEBNET COMMUNICATIONS, INC . 
Attn. Helein-Scott Jane337761T 

Response Needed From Company? y 

Date Due:lO/l7/2000 
Fax: 6W1.703-714-1330 

Interim Report Received: / / 

Reply Received: 10/12/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

PSC Information 

issigned To: NOELIA SANTIAGO 

Lntered By: RGILLAND 

Date: 09/26/2000 

rime: 15:49 

iria : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

?O : 

Jupmntl R p t  Req'd: / / 

h r t i f i e d  Letter Sent:  / / 

h r t i f i e d  L e t t e r  Rec'd: / / 

Closed by: NJS 

Date: 10/23/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she was switched from Bell South to WebNet without authorization or request. Customer 
states she has returned to her carrier of choice. Please investigate t h i s  matter, contact the customer and 
provide the F1. Public Service Commission with a detailed written report  including LOA/Tape and applicable 
credits for switching fees, as well as an adjustment of rates to that of the customer's preferred carrier by 
the due date. 

Case taken by RBGillander 

E-mail: PSCREPLY@PSC.STATE.FL.US 
FAX# 8 5 0 - 4 1 3 - 6 3 6 2  

10-12-2000 Reply received via US Mail. RLogan 

10/12/2000: REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CREDIT I N  THE AMOUNT $ 3 0 . 1 8  WAS ISSUED 7: '$ 
0 

Request No. 337761T Name BOWLING ,MARTA MRS Business Name 

PAGE NO: 1 



THE CUSTOMER'S ACCOUNT. 
NO THIRD PARTY VERIFICATION TAPE WAS PROVIDED. 

10/24/2000: A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

R e q u e s t  No. 337761T Name BOWLING ,MARTA MRS Business Name 

PAGE NO: 2 



STATE OF FLORIDA 

Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, J R .  
LILA A. JABER 
BRAULIO L. BAEZ 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

November 1,2000 

Mrs. Marta R. Bowling 
5526 KilculIen Lane 
Jacksonville. FL 32244 

RJZ: Case #337761T 

Dear Mrs. Bowling: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

(rr) the long distance company Iins on hnrid a bailot or letter from tire cirstmter 
requestiiig such a change; or 

(b) the customer initiates a call io an airtoniated 800 ituniber and, througli a seqirerrce 
of prompts, coiifirms rhe cirstomer 's requested change; or 

(e) the customer's reqiresied change is veriped through a qiialijied, indepeitdeitt firm 
wliiclt is iiiiaffiiiated with arty lorig distance cottiparry; or 

(d) the coinparty has received a cirsiomer request to elrange his long distance cartipairy 
artd has responded witliiii three days by m a i h g  of an i~tforniatiott package that 
iirciiides a prepaid, returirabie postcard, and an additioiial 14 days have passed 
before the company subinits rhe long distarice coinpaiiy change ro tlte locai 
telepli on e company. 

~ 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aflirmativc Action/Equal Opportunity Employer 

PSC Website: http://www.floridapsc.com Internet E-mail: contacl(ij,pse.stPIe.n.US 
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Mrs. Marta R. Bowling 
Page 2 
November I ,  2000 

Since none of these conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule inkaction. The company has issued 
a credit of $30.18 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

C;.. 
t.’: 
E, c.’ ‘ 
cy*-? 
k:.. - 

c- 

L- ,LI: 

k;..L!--? e:’..) 
As information, the PSC has implemented some of the most stringent anti-slamming rules 

in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Safes Solicitation Culls ” Iist. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredkamer) 
Freeze.” This will prohibit fiture changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies .) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl .us. 

Sincerely, 

Noelia J. Santiago 
Regulatory Specialist Il 
Division of Consumer Affairs 

NJS:ewe 
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October 1 1,2000 

VIA FIRST CLASS MAIL 

Noelia Santiago , -  

F€orida Public Service Commission 
Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Marta Bowling - Request No. 33 7761 T 

Dear Ms. Santiago: 

WebNet Communications, Inc. (,,WNC”) presents this response to a consumer complaint 
which was filed with your office by Marta Bowling (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. . 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (,TCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1 )  a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. , 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $30.18, switching 
fees in the amount of $10.00 are included. A copy of the r e h d  check is attached for your review. 
WNC hopes that the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

R e s ~ t f u l l  y submitted, 
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Enclosures 
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Jacksonville, FL 32244 

904-778-9425 
1 19.07(l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 
owing are confidential and exempt froin subsection (1) 
and s,24(a), Art. 1 of the State Constitution . . . 

MEMO 

2129 WEBNET COMMUNICAT 

10/4/2000 
30.18 

Marta Bowling 
Refunds 

Checking - Fidelity 904-778-9425 

, ...... 
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- Request No. 3 3 9 0 7 7 T  Name HELLER ,GERALD MR. Business Name 

Consumer Information 

Name: GERALD HELLER 

B u s i n e s s  Name: 

Svc A d d r e s s :  8701 JASMINE WAY 

C o u n t y :  P a l m  B e a c h  P h o n e :  ( 5 6 1 )  -477-2560  

C i t y / Z i p :  B o c a  Raton i 3 3 4 9 6 -  

Account N u m b e r :  

C a l l e r ' s  Name: GERALD HELLER 

miling A d d r e s s :  8 7 0 1  JASMINE WAY 

C i t y / Z i p : B o c a  Raton ,FL 3 3 4 9 6 -  

C a n  Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-413-6100 

Utility lnformation 
Company C o d e : T J 2 9 9  
C0mpany:WEBNET COMMUNICATIONS, INC. 

A t t n .  B e l e i n - S c o t t  J a n e 3 3 9 0 7 7 T  

Response Needed From Company? y 

D a t e  D u e : 1 0 / 2 4 / 2 0 0 0  
F a x :  9W1,800-815-0348 

tnter im R e p o r t  Received: / / 

Zeply Received: 1 0 / 2 3 / 2 0 0 0  

Zeply R e c e i v e d  T i m e l y / L a t e :  

Cnformal C o n f .  : N 

PSC lnformation 

4ssigned To: NANCY 

Entered By:  RLOGAN 

Date: 1 0 / 0 3 / 2 0 0 0  

Time:  1 4 : 2 4  

Via: PHONE 

( P h o n e / M a i l / F a x / E - M a i l )  

P r e l i m  Type: SLAMMING 

PO : 

3upmntl R p t  Req'd: / / 

l e r t i f i e d  Letter Sent: / 1 

7ertified Letter Rec'd: / 1 

C l o s e d  by: NC 

D a t e :  1 1 / 0 7 / 2 0 0 0  

C l o s e o u t  Type: LS-13  
Apparent Rule V i o l a t i o n :  y 

Customer states that he is being billed by WebNet for improper charges. Customer wants to be credited for 
charges added to his phone bill. 

Customer states that he has made previous contact with the company to discuss this issue. Please 
investigate this matter, contact the customer and provide the F1. Public Service Commission with a detailed 
written report by the due date. 

Case taken by Ray L o g a n  
FAX# 850-413-7168 
E-mail: PSCREPLY@PSC.STATE.FL.US 

10-23-2000 Reply received via US MAIL. TPV CD received. RLogan 

Request NO. 3 3 9 0 7 7 T  Name HELLER ,GERALD MR. B u s i n e s s  Name 

PAGE NO: 1 



10/30/00 
by requesting verification data ss#, birthdate, or mother's maiden name. 
slamming rule. 

Per report received, and verification completed by the company, the company did not confirm data 
Closing case as a violation of 

Florida Administrative Code rules indicate the following: 

( 3 )  (a) The LOA "nitted to the company requesting a provider change shall include the following 
information (each shall be separately stated) : 
1. Customer's billing name, address, and each telephone number to be changed; 
2. Statement clearly identifying the certificated name of the provider and the service to which the Customer 
wishes to subscribe, whether or not it uses the facilities of another company; 
3. Statement that the person requesting the change is authorized to request the change; 
4. Statement that the custoxher's change request will apply only to the number on the request and there 
must only be one presubscribed local, one presubscribed local toll, and one presubscribed toll provider for 
each number; 
5. Statement that the LEC may charge a fee for each provider change; and 
Verification data including at least one of the following: 
a. The customer's date of birth 
b. The last 4 digits of the customer's social security number 
c. The customer's mother's maiden name. 

2 )  Due to the lack of applicable information on the verification cd, Webnet is now directed to issue full 
credit for the first 30 days the customer was switched to Webnet and an adjustment of the balance of the 
account to the rates of the customer's preferred carrier. 

10/30/00 Case filed as a billing dispute rather than s l d n g  case will inquire if this could be changed if 
not, they have violated a rule. NCS 

10/30/2000 Case changed to prelim type '*slarmningV1. P. Lowery 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLCI 
DIRECTOR 

TOLL FREE 1-800-342-3552 
{ 850) 4 13-61 00 

November 8,2000 

Mr. Gerald Heller 
8701 Jasmine Way 
Boca Raton, FL 33496 

RE: Case #339077T 

Dear Mr. Heller: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. I 

, Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has becn met: 

the long distance company has on hand a ballot or ietter from the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, through a sequence 
of prompts, confirms Be customer's requested change; or 

the customer's requested change is verified through a qualified, independent firm 
which is unaffiliated with any long distance company; or 

the company has received a customer request lo change Jiis long distance company 
and has responded withi11 ihree days by mailing of an information packuge that 
includes a prepaid, returnuble postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the local 
telephone company. 

~. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
-An Afirmarive Actionmqual Opportunity Empioyer 

PSC Website: http:l/www.flotidapsc.mm Internet E-md: contac@psc.siatufi.us 



Mr. Gerald Heller 
Page 2 
November 8,2000 

Since none of these conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infi-action. The company has issued 
a credit of $25.99 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. If you do not see th is credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No SaZes Solicitation Calls ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll fiee at 1-800-342-3552, by fax toll fiee at 1-800-51,1-0809, 
or by e-maiI at ncortijo@psc.state.fl.us. 

Division of Consumer Affairs 

NCS:ewe 
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October 20,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard ~~~~~~~~~ L I  i’k 
Tallahassee, FL 32399 . 7  

- _ .  

Re: Gerald Heller COMMISLIQH 
CONSUMER WFhJRS 

I 
FLORIDA PUBLIC SERVICE 

COMMISLIQH 
CONSUMER WFhJRS ac 

. . I  . 
. - ,. 

Dear Sir ‘or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Gerald Heller (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (‘‘FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 2) 
a taped verification made by a third party verification company of a consumer’s request for service. 
In this instance, a bonafide request for WNC service was confirmed by a third party verification 
company. WNC records indicate that complainant’s service was switched in conformance with 
company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $15.13, service 
charges in the amount of $10.86 are included. A copy of the refund check is attached for your 
review. WNC hopes that the complainant is satisfied with the resolution of the above referenced 
complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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8701 Jasmine Way 
Boca Raton, FL 33496 
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Request No. 339345T Name ENGELMANN ,SUZANNE MS. Business Name 

Consumer Information 

Name: SUZANNE ENGELMANN 

Business Name: 

Svc Address: 1609 IANCE FtD. 

C0unty:Palm Beach Phone: , (561) -747-7676 

City/Zip: Tequesta / 33469- 
Account  Number: 

Caller's Name: SUZANNE ENGELMANN 

Mailing Address:1609 LANCE RD. 

City/Zip:TEQUESTA ,FL 33469- 

Can Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Talia hass ee, Florida 32399 

850-413-6100 

Utility Information 
Company Code: TJ299 
Company:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane339345T 

Response Needed From Company? y 

Date Due:10/25/2000 
Fax: 9W1,800-815-0348, 

tnterim Report Received: / / 

Xeply Received : 12 / 0 1 / 2 0 0 0 

Xeply Received Timely/Late: T 

Cnformal Conf. : N 

PSC Information 

Assigned To: NANCY 

Entered By: VMCKAY 

Date: 10/04/2000 

Time: 1 6 ~ 4 4  

V i a  : PHONE 
( Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

PO : 

Supmntl R p t  Req'd: 01/11/2001 

Certified L e t t e r  Sent: / / 

C e r t i f i e d  Letter Rec'd: / / 

Closed by: NJS 

Date: 02/01/2001 

Closeout Type: LS-13 
Apparent Rule Violation: y 

The customer is r e p o r t i n g  h e r  l o c a l  LD w a s  slammed without  her a u t h o r i z a t i o n .  She is  r e p o r t i n g  t h e  t o t a l  
amount i n  d i s p u t e  i s  $50.39. The charges appear on h e r  September 2 2 ,  2000 b i l l .  

She states s h e  h a s  been i n  c o n t a c t  with t h e  company on t h i s  i s s u e  inc lud ing  an LOA. 

Please  i n v e s t i g a t e  t h i s  i s s u e ,  c o n t a c t  t h e  customer and provide  t h e  PSC with a d e t a i l e d  w r i t t e n  r e p o r t .  

Send response to: 

CAF' E - m a i l :  pscreply@psc.state.fl.us 
Case taken by Victor M c K a y  

CAF FAX: 850/413-7168 

g L z  
12/01/2000 R e p l y  received v ia  US M a i l .  RLogan s 
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12-08-2000 The customer called f o r  Nancy. I forward t h e  ca l l  to her  voicemail. VMcKay 

12/8/2000: REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CHECK FOR THE AMOUNT OF $17.50 WAS ISSUED 
TO THE CUSTOMER. NO T H I R D  PARTY VERIFICATION TAPE WAS PROVIDED TO CONFIRM I F  THE CUSTOMER AUTHORIZED THE 
SERVICE. 

2/1/2000: A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY I S  CLOSED. 

12/08/00 Customer c a l l e d  s t a t i n g  t h a t  she received a check for $17.50 f o r  r e so lu t ion ,  she states t h a t  they 
owe her  $20.50. The custonier i s  s t i l l  g e t t i n g  b i l l e d  f o r  monthly se rv ice  charges she wants t h i s  t o  s top  
immediately. She states t h a t  when she w a s  slammed she w a s  i n  t h e  hosp i t a l .  The case is  not  i n  my f i l e  draw 
it could be a l ready  forwarded t o  Carmen Pena because she took a11 of t h e  Webnet cases .  Customer a l s o  states 
that she has spent  many hours and A LOT of money t r y i n g  to contac t  t h e  company to resolve t h e  m a t t e r .  
spoke to MS. Ladd a superv isor  on 10/3/200 regarding her concern. She states t h a t  she feels that she should 
be compensated $50-$60 dollars f o r  a l l  t h a t  she has gone through. NCS 

She 

01/11/2001 FAX TO CO. I t  appears t h a t  t he re  i s  not  s u f f i c i e n t  information to  g ive  c losure  t o  t h i s  i nqu i ry .  

1) Please provide a copy of t h e  v e r i f i c a t i o n  tape  showing t h a t  t h e  customer authorized a change i n  t h e  
se rv ice .  

2 )  If one is not  provided, p l ease  i s s u e  appl icable  c r e d i t  f o r  the switch and also f o r  t h e  b i l l s  t h a t  have 
been received after the customer terminated the  service. 

3) P l e a s e  contac t  the customer t o  work out  s a t i s f a c t o r y  r e so lu t ion  t o  t h i s  inquiry 

4 )  Please provide a supplemental r e p o r t  inc luding  appl icable  c r e d i t s  by Friday, January 26 ,  2001. tmorgan 

01/18/2001 Customer c a l l e d  t o  check the  s t a t u s  of her  complaint. 
another b i l l  from t h e  company. Informed customer t h a t  w e  requested a supplemental r e p o r t  from t h e  company. 
tmorgan 

She a l s o  s t a t e d  t h a t  she has received 

1/29/2001 Customer called s t a t i n g  t h a t  she received a c r e d i t  f r o m  BellSouth f o r  $12.86 b u t  states on t h e  
2 z g  bill t h a t  f u r t h e r  c o l l e c t i o n  ac t ion  may ba persude by I L D  for t h e  disputed charges.  pduck 

01/30/2001 I attempted to con tac t  t h e  customer. SInce she w a s  not  ava i l ab le ,  I l e f t  a m e s s a g e  on he r  g z z  
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answering device. tmorgan 

01/30/2001 Customer returned my phone call. 
report from the company yet. As soon as I get one, she will be contacted. tmorgan 

I informed the customer that I have not received a supplemental 

01/30/2001 FAX TO CO:  YOUR SUPPLEMENTAL REPORT I S  NOW PAST DUE. PLEASE PROVIDE THE FPSC W I T H  THIS REPORT 
ASAP! tmorgan 

Business Name T . ,  I \  1 F-, 1 p. a ,\ q Rewest No. 339345T Name ENGELMANN ,SUZANNE MS. 
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Commissioners: DIVISION OF CONSUMER AFFAIRS 
E. LEON JACOBS, JR., CHAIRMAN BEVERLEE DEMELU) - 
J. TERRY DEASON DIRECTOR 
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February 6,2001 

Ms. Suzanne Engelmann 
1609 Lance Road 
Tequesta, FL 33469 

RE: FPSC Inquiry #339345T 

Dear Ms. Engelmann: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that n customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

the long distance company has on hand a ballot or letter from the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, through a sequence 
of prompts, confirms the customer's requested change; or 

the customer's requested change is verified through a qualified, independent firm 
which is unaffiliated with any long distance company; or 

-.  

the company has received a customer request to change his long distance company 
and has responded wifhirz three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submifs the long distance company change to the local 
telephone company. 

CAP~TAL CIRCLE OFFICE CENTER 2540 SI~UMARD OAK BOULEVARJJ TALLAHASSEE, FL 32399-0850 
An Aflirmative AclionlEqual Opportunity Employer 

PSC Website: hup:l/www.noridspsc.com Internet E-mail: contact@psrstate.fl.us 
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Since none of these conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule infraction. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Solicitation Culls’’ list. This is an altemative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-11 11 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

Sincerely, 

Noelia J. Santiago 
Regulatory Specialist II 
Division of Consumer Affairs 

NJS:ewe 
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November 19,2000 

VIA FIRST CLASS MAIL 

Florida Public service Commission 
2540 Shummard Oak Boulevard 
General Gunter Building 
Tallahassee, FL 32399-0850 

Re: Suzanne Engelmann 
561 -747-7676 337 34 5-’ 

Dear Sir or Madam: 

WebNet Communications, lnc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Suzanne Engleman (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (‘‘PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer . 
relations, WNC has issued complainant a refund check in the disputed amount of $ 1  7.50, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC‘s records also indicate that service was terminated on September 30,2000. WNC hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. 

.. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Respectfblly submitted, 



IX)c=T No. ODI\OP-Tl 
EXHIBIT MW-2 

P a p  576 of 659 

Page 2 of 2 

Enclosures 
cc: Suzanne Engelmann 

1609 Lance Rd. 
Jupiter, FL 33469 



OS'L 1 

OS'L I 

EOTE 

;. . ... ... ..... .... .. .. . , '.;~c. 
.. :... ... ._ 
.. 

.:. .: 
.... 
..... 

.. 
.. -. -. 

.. .. 



c 

Request: No. 340728T Name BETHEA ,CORINNE MS Business Name 
7 

-i- 

Consumer Information 

Name: CORINNE BETHEA 

Business Name: 

Svc Address: 

County : 

City/zip: 

Account Number : 

Caller's Name: TYRONE 

Phone: (561) -996-2679 

i 

MCCLOUD 

Wil ing  Address: P. 0. BOX 60B 

City/Zip:South Bay ,FL 33493 

Can Be Reached: (5611-992-4473 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
85O-47 3-61 00 

Utility In for ma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane340728T 

Response Needed From Company? y 

Date Due:11/02/2000 
Fax: 9W1,800-815-0348 

Cnterim Report Received: / / 

Zeply Received: 11/01/2000 

leply Received Timely/Late: T 

Informal Conf.: N 

PSC lnformation 

Assigned To: NOELIA SANTIAGO 

Entered By: DDURBIN 

Date: 10/12/2000 

Time: 13:Ol 

V i a :  PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

PO : 

Supmntl Rpt Req'd: / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: NJS 

Date: 11/13/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer says his mother's PIC and intralata PIC was switched to WebNet without authorization. This has 
caused her to be billed toll rates for EAS calls. Please provide proof of authorization including voice 
authorization. D. Durb in  

11-01-2000 Reply received via US MAIL. RLogan 

11/13/00 Mr. McCloud called and said that BellSouth is threatening to cut his mother's service. I advised 
him to call BellSouth and let them know she has an active complaint with the PSC. Mr. Mccloud called back 

2 Fg and said that BellSouth t o l d  him that WebNet has already issued some credit. I advised Mr. McCloud that I % rn 
would ask Noelia Santiago to review the response and call him back. Noelia was on the phone so Tarrah m .I $ 5  

4 qs 
b g  Gordon said she would give her the file and ask her to call. D. Durbin 

8 
11/13/2000: AFTER RECEIVING THE INFORMATION CONCERNING THIS CUSTOMER FROM TARRAH GORDON THE CUSTOMER'S SON =! 

Lh 

\o - 

,.:+ .- - - 
Request No. 340728T Name BETHEA ,CORINNE MS Business Name g&-:; $ 4 ,  
PAGE NO: 1 



11/15/2000: A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

1 
1' Request No. 340728T Name BETHEA ,CORINNE MS Business Name ,* ?: 

PAGE NO: 2 
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November 2 1,2000 

Mr. Tyrone McCIoud 
Ms. Corinne Bethea 
P. 0. Box 608 
South Bay, FL 33493 

RE: Case #340728T 

Dear Mr. McCloud and Ms. Bethea: 

This is a follow-up to your recent inquiry conceming the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions has been met: 

tlre long distalice coiirpariy has on hand a ballot or letter fronr the ciistoitier 
reqiiestiiig srrcli a clrairgc; or 

tlre crrstoiner iriitiuies a cnli to nit nirtoniated SO0 iiirinber and, tlrroirgli a sepreitce 
of pronipts, coirfiritis tlie crrsiomer 's requested clrange; or 

the cirstoriter 's requested cltarge is verified tlrroiiglr a qualified, independent firm 
wiriclt is winffiriated with m y  long distance coinparty; or 

the cornparry has received n crrstoiner request io clioiige his Iorig distalice cortipariy 
and Itas resporided witliiir three days by ntaiiirig of an in formation package that 
inclrrdes a prepaid, refirritable postcard, arid an addiiional14 days have passed 
before tlie coinparty sirbinits the lorig distance coinpaiiy change to tlie local 
teieph oii e conrpariy. 

~~ ~ 

CAPITAL~ctRC1.E OFFICE CENTER 2540 SHI'FIAKD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Aflirniatirr Action/Equal Opparrunily Employer 

PSC IVeb5iic: http://rvrvrv.noridopsr.rom Internet E-mail: rontaci~psc.state.n.us 
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Mr. Tyrone McCloud 
Ms. Corinne Bethea 
Page 2 
November 2 1,2000 

m -  

\ 
F. .- 

Since none ofthese conditions have been met, it appears that WebNet has violated PSC rules. ,L , 

As a result, we have charged this company with an apparent ruIe infraction. The company has issued .,-. 

a credit of 2309.77 to your account to cover the cost of switching back to your preferred company 
and to terate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two biIling cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed infomiation to help you avoid slamming in the future, including a form that 
you niay send to the Florida Department of Agriculture and Consumer Sentices to place your 
residential telephone number on a “No Sdes Soiicifatiori Crrlls ” list. This is an altemative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferred/carrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance conipany that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concems. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552. by fas toll free at 1-500-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

Sincerely, 

Noelia J. Santiago 
Regulatory Specialist II 
Division of Consumer Affairs 
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WebNet Communications, InC,;’.: 

October 30,2000 

VIA FIRST CLASS MAIL 

Noelia Santiago 
Florida Public Service 
Commission- Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

Re: Corine Bethea 
340728T 

Dear Ms. Santiago: 

. WebNet Communications, Inc. (IWNC‘‘) presents this response to a consumer complaint 
which was filed with your office by Corine Bethea (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service ’provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“FC”) comport with the 
Federal Communications Commission (“FCC‘) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andlor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a honajjde request for WNC servjce was confirmed by a third party 
verification company. WNC records, indicate that complainant‘s service was switched in 
conformance with company policy. 

W C  regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $509.77. WNC‘s records 
also indicate that service was terminated on September 12,2000. WNC hopes that the complainant 
is satisfied with the resolution of the above referenced complaint. 

.. 

An extra copy of h s  filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

espectfully submitted, 
@i!&&R && 

Patrick €3. Allen ‘. 
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Corine Bethea . ,  

' 270 SW 9 AV . 3 .  : I .  

South Bay, FL 33493 

MEMO 561-996-2679 

1 19.07( l)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 

WEBNET COMMUl 
- 

agency for the purpose of payment of any fee or debt 
owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . 

Corine Be 
Refunds 

2510 
10/26/2000 

509.77 

509.77 

. .  

Checking - Fidelity 561-996-2679 



Business Name Request No. 340814T 

Consumer Information 

Name: WILLIAM D DUBBERLY 

Business Name: 

svc Address: 1008 BLACKROCK RD 

County I Nassau Phone: (9041-261-4494 

City/Zip: Yulee / 32097- 
Account Number: 

Caller's Name: WILLIAM D DmBERLY 

Mailing Address:1008 BLACKROCK RD 

City/Zip: Yulee ,FL 32097- 

Can Be Reached: 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Tallahassee, Florida 32399 
850-413-6100 

Ufilify Information 
Company Code:TJ299 
Company : WEBNET COMMUNICATIONS, 

A t t n .  Helein-Scott Jane340814T 

Response Needed From Company? y 

Date Due:11/03/2000 
Fax: 9W1,800-815-0348 

INC . 

tnterim Report Received: / / 

Reply Received: 11/01/2000 

2eply Received Timely/Late: T 

Informal Conf.: N 

PSC Information 

issigned To: ELLEN PLENDL 

Entered By: EPLENDL 

Date: 10/13/2000 

T i m e :  08:21 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim m p e  : SLAMMING 

PO : 

;upmntl R p t  Req'd: / / 

'ertified Letter Sent: / / 

3ettified L e t t e r  Rec'd: / / 

Closed by: m p  

Date: 11/03/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that he was switched to WebNet without authorization or request. 

I L D  advised that WebNet  is the carrier that initiated the switch in service. 

Customer states he has returned to his carrier of choice. Please investigate this matter, contact the 
customer and provide me with a detailed written report including LOA/Tape and applicable credits for 
switching fees, as well as an adjustment of rates to that of the customer's preferred carrier by the date 
below. 

The total amount in dispute is $9.31. g $ 8  
g In ;tj 

Provfde LOA or third party verification tape. 
0 

,5,'3 L. : 
Request No. 340814T Name DUBBERLY ,WILLIAM MR. Business Name [f,Jf;, ( ' / 
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Please investigate this issue, contact the customer and provide me with a detailed written report. 

Original Inquiry 336250T taken by V. McKay. 

11-01-2000 Reply received via US MAIL. RLogan 

11/03/2000 Received report. Webnet advised that the company issued a credit of $12.88 to the customer in 
the form of a refund check on October 26, 2000. The service was terminated on October 10, 2000. A COPY Of 
the check was included. A verification tape was not included with the company's response. eplendl 

11/03/2000 Contacted LEC. BellSouth advised that the long distance service was switched and restriction to 
Coastal Telephone effective September 19, 2000. eplendl 

11/03/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed as an apparent rule violation for unauthorized switch. No LOA or third party 
verification was included. Credit issued and account canceled. 

3 

Request No. 340814T Name DUBBERLY ,WILLIAM MR. Business Name 
1 PAGE NO: 2 i i  
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November 9,2000 

Mr. William D. Dubberly 
1008 Blackrock Road 
Nassau, FL 32097 

RE: 340814T 

Dear Mr. Dubberly: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications, Inc. First, let me give you some background on Florida law and 
telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance telephone 
company may be changed only if one of the following conditions has been met: 

* 
(a) the long distance company has on hand a ballot or letter from tlre customer 

requesting such a change; or 

(b) the customer initiates a call to an automated 800 number and, tlirorigh a sequence 
of prompts, confirms the customer's requested clilmge; or 

(c) tlre customer's requested chnnge is verijled tlirough a qiialijied, independentfirm 
which is unaffiliated with any Iong distance company; or 

(d) the company has received a customer request to change Iris long distance company 
and kas responded by mailing an informational package, whicli includes a 
postcard that the customer can use to confirm a change request. 

- .  

Documentation provided to the Public Service Commission indicates the company issued a 
credit of $12.88 to the account. This credit was sent under separate cover in the form of a refund 
check payable to you on October 26, 2000. You should receive this check in one to two billing 
cycles. BellSouth, your local telephone company, reports the Iong distance service was switched 
and restricted to Coastal Telephone effective September 19,2000. 

CAPITAL CIRCLE OFFICE CENTER m2540 SHUMAIU) OAK BOULEVARD *TALLAHASSEE, FL 32399-0850 
An AIfirmalive Artion/Equal Opportunity Employcr 

PSC Website: wwwscri.nrt/psc Internet E-mail: contact~pstsratc.n.us 
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Mr. William D. Dubberly 
Page 2 
November 9,2000 

My proposed resolution, based on the information provided by you and the utility, is that the 
company apparently violated this Commission’s rules and regulations in its handling of this matter. 

I have enclosed information to help you avoid slamming in the hture, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “Nu Sales Solicitation Calk ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

”*<- 

You may also call your local telephone company and request a “PC (preferredcarrier) Freeze.” 
This will prohibit future changes to your account without your written authorization. If you wish 
to verify the long distance company that is assigned to your line, you may call your local telephone 
company, or call toll-free 1-700-555-4141 or 1-700-555-1 I 1  1 at any time. (Please note that these 
numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concems. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-5 1 1-0809, 
or by E-mail at eplendl@psc.state.fl.us. 

Sincqrely , 

Ellen Plendl 
Regulatory Specialist 

Enclosure 
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WebNet Communications, Inc. 

October 30,2000 

VIA FIRST CLASS MAIL 

Ellen Plend 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Mlliam D. Dubberly 
340834T 

Dear Ms. Plend: 

WebNet Communications, Jnc. (‘WNC”) presents this response to a consumer complaint 
which Was filed with your ofifice by William D. Dubberly (“complainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization: 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonajide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that compjainant’s service was switched in 
confomance with company policy. . 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a r e h d  check in the disputed amount of $12.88, switching 
fees in the amount of $10.00 are included. A copy of the r e h d  check is attached for your review. 
WNCs records also indicate that service was terminated on October 10,2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of th~s  filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen ’- 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (8771 8806166 
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,?:',,~ , ,.D, . . . , .  ,_I. I ' . WiltiamDDubberIy 
L ;  . . 

I I Fernandina Beach, FL 32034 .. 
' C .  ' ,  -' . 
,. ., 
. .  

904-261-4494 MEMO . 

119.07(1)(2), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 

W"Ef COMw agency for the purpose of payment of any fee or debt 
William 1 owing are confidential and exempt fiom subsection (1) 

Refunds and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 904-261-4494 

E 

2509 
10126/2000 

12.88 

12.88 

. .  ... _,  .. .~ . .. ;:.:. .. . . . .  



Request No. 3409711 Name SPECLAND ,LEWIS MR. Business Name 

Consumer ln formation 

Name: LEWIS SPECLAND 

Business Name: 

S v C  Address: 5666 EMERALD CITY TERRACE 

County: Palm Beach Phone: (5611-738-8029 

City/Zip: Boynton Beach / 33437- 

Account Number: 

Caller's Name: LEWIS SPECLAND 

Mailing Address: 5666 EMERALD CITY TERRACE 

City/Zip:Boynton Beach ,FL 33437- 

Can Be Reached: 

Florida Public Service 
Commission = Consumer Request 

2540 Shumard Oak Boulevard 
Talla hassee, Florida 32399 

850-473-6700 

Utility Inform a tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane340971T 

Response Needed From Company? y 

Date Due:l1/03/2000 
Fax: 9W1,800-815-0348 

Znterim Report Received: / / 

Eepl y Rec e ived : 11 / 0 1 / 2 0 0 0 

Eeply Received Timely/Late: T 

hformal Conf.: N 

PSC information 

Assigned To: NOELIA SANTIAGO 

Entered By: TMORGAN 

Date: 10/13/2000 

Time: 15:lO 
Via : PHONE 

(Phone/Mail/Fax/E-Mail 

Prelim Type:SLAMMING 

PO : 

Supmntl Rpt Raq'd: / / 

Certified Letter Sent: / / 

Certified L e t t e r  Rec'd: / / 

Closed by: NJS 

Date: 11/15/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

It appears that the customer's local long distance carrier of choice was changed from BellSouth to WEBNET 
without authorization. The customer s t a t e s  that about two months ago, he w a s  offered $100 if he would accept 
WEBNET as his long distance carrier. He agreed to ONLY change his long distance. T h e  customer s t a t e s  that he 
never agreed to change his local long distance service. He was on an extended area service plan with 
BellSouth. The customer is currently disputing charges amounting t o  $14.52. He is asking that this amount is 
credited, and that the company change him back to his carrier of choice: BellSouth. 

Provide verification obtained for the change in service. 

* Provide applicable credit and/or balance due information on this account. 2 sz w 
VI $ E  E +I * Confirm the customer has been contacted regarding this matter. 4 2g b g  
" 5  

ZE 3 . .  
, . . !  I Request No. 340971T Name SPECLAND ,LEWIS MR. Business Name 

PAGE NO: 1 
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Commissioners: 
J. TERRY DEASON. CI-IAIRFVI.AN 

LILA A. JARER 
BRACILIO L. BAEZ 

E. LEON JACOBS, JK. 
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DIVISION 01: CONSUMI~K HI-P.WK> 

BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 13-61 00 

November 2 1,2000 

Mr. Lewis SpecIand 
5666 Emerald City Terrace 
Boyntoii Beach, FL 33437 

RE: Case #340971T 

Dear Mr. Specland: 

This is a follow-up to your recent inquiry concerning the tinauthorized switch of your long 
First. let me give you some distance service to WebNet Conimunications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer's long distance 
telephone company may be changed only if one of the following conditions lias been met: 

(a) the lorig distnirce coiirpnrr~~ lrns mi liarid n birlht or letter from tire crrstoutw 
reqtrestiitg srrclt n chrrirge; or 

(b) tire crrstorrrer iiritiotes n call to nit nrrtorrrnted SO0 i r r r n r  her n d ,  tlrrortgli R seqireitce 
of proirrpts, coiifjriirs the ciistorrier's requested clrange; or 

(c) ilre crrstoirrer's requested clrnnge is verrjied tlrrorrglt n qiinli'ed, indeperrdmt firm 
wiiich is rrnnf$linted ivitlr niiy Iorrg distnrtce corriparry; or 

(d) the coriipmy hns receisd n ctistoiirer request to clrnitge his long distnnce corrrpnrry 
niid Itns responded ivithiir three days by rriailirrg of nit iir forinntion pncknge t h t  
in clrrdes n prepaid, rctrrrrinble postcard, u r d  nn niiditioiial 14 (lays Iinve passed 
before the coinpaiiy sribrrrits the lorig distance conrpany change to the Iocd 
teiepir on e coipnrty. 
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Mr. Lewis Specland 
Page 2 
November 2 1,2000 

Since none ofthese conditions have been met, it appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent rule inffaction. The company has issued 
a credit of 525.91 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or nvo billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to heIp you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place yonr 
residentia1 telephone number on a “No Sdes Soiicitatiori Ccllls ” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (prefemd/cxrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 1 I 1 at any time. (PIease note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this oppoi-tunity to address your concerns. If you have any questions or need 
further assistance. please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-5 11-0809, 
or by e-maif at nsantiag@psc.state.fl.us. 

,I .- . 

‘->:Y .a 

,. . ~ ., ,- 
L .  . ,a 
,.- ’ .. . . 

Noelia J. Santiago 
Regiilatory Specialist I1 
Division of Consumer Affairs 

NJ S :ew e 
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FVebNet Communications, Inc. 

October 30,2000 

FIRST CLA ss MA& 

Noelia Santiago .. 
Rorida Public Service 
Commission- Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

Re: Lewis Specland 
340971T 

Dear Ms. Santiago: 

*. WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Lewis Specland (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“‘FCC”’) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. h this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records. indicate that complainant’s service was switched in 
conformance with company policy. 

WNC records indicate that a credit of $6.44 was previously applied to the customer‘s account 
on approximately October 9, 2000 and in the interest of consumer relations, WNC has issued 
complainant an additional r e h d  check in the amount of $25.91. w “ s  records also indicate that 
service was terminated on September 19; 2000. WNC hopes that the complainant is satisfied with 
the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned h the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

.. 

3248 Prospect Avenue, NW + Washington, DC 20007 + Customer Service (877) 880-0166 



Ms. Santiago 
October 30,2000 
Page 2 of 2 

Enclosures 
cc: Lewis Specland 

5666 Emerald K. Terrace 
Bouynton Beach, FL 33437 



561-738-8029 

1 19.07(1)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 

I MEMO 

2508 
WEBNET WMY agency for the purpose of payment of any fee or debt ~. 

Lewis owing are confidential and exempt from subsection (1) 10/26/2000 
Refunds 25.91 

and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 561-738-8029 

/ .  

25.91 

I. , 
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Phyllis & Lewis Specland 
5666 Emerald Cay Terrace 
Boyton Beach F1,33437 

56 1-738-8029 

oct/ l  0 /2000 
Public Service Commission 
2540 Shumard Oak B'lvd 
Tellahasse,F1.32399 

Dear Sir 

I am writting this letter as per your instructions,About 2 months ago I was called by this 
company and offered $1 00 dollars if i would accept them as. my long distance carrier,Nothing 
was ever mentioned about local service,tt was only long distance.Lo & behold we were told from 
Bell South that they also took over our local toll calling area that we had with Bell South. I 
called them & they told me that they were allowed to  do this with out going into it any further,l 
told them what they could with their check[ which we never recieved ] and their service. 

They said I had a bill of $1 4.00 I told them I wouldnt pay it & I would report them t o  the Public 
Service Comm-The women said the best she would be willing to do is cut the bill in half [which of 
course they didn't even do that] 

At  that point I found that we could not even make a call out irs they put a block on our 
phone,Now for people in their 70's trying to  call their doctar this is a disgrace-We were without 
service until Bell South put us back on.1 amm enclosing a copy of the bill 

Thank You 
Lewis Saecland 

- 1 -  
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LEW 1s SPECLAND Page6ooor 659 
Account Number: 561 738-8029 231 08 
B i l l  P e r i o d  Date: Sep 26, 2000 

a For ILD Tclcscnkes, Inc. Billing Questiolas, Call 1 800 433-4518 
," _-  

Detailed Statement of Charges &%. - 
Itemized Culls rlmolIlrt- fiq :.I 

561 738-8029 bL . L.2 ?. J. 
Service Provider - WEBNE T 
Dircct Didcd Calls =., 

Date Pluce Culled i\'iirnber Cullcd Rate" Timc Min - 6  

%. ? 

.14 

.14 
2.80 
2.80 
1.40 
.70 
.28 

1.40 
3 -22 

T o t a l  Charges f o r  561 738-8029 .................................. 12.88 
The above t o t a l  does n o t  i n c l u d e  t h e  f o l l o w i n g  taxes :  

1. 09/17 CORAL SPG F L  954 753-2005 K D  12:28PM 1 
2. 09/17 CORAL SPG FL 954 753-2005 KO 04:20PM 1 
3 .  09/17 CORAL SPG FL 954 753-2005 KD 04:20PM 20 
4. 09/17 CORAL SPC FL 954 255-6610 KE 06:08PM 20 
5. 09/18 CORAL SPG F L  954 753-7503 KO 04:35PM 10 
6. 09/18 CORAL SPG FL 954 255-6610 K E  04:13PM 5 
7. 09/20 CORAL SPG FL  954 753-7503 KO 03:44PM 2 
8. 09/20 DEERFLDBCH FL 954 234-4786 KD 04:54PM 10 
9. 09/20 CORAL SPG FL 954 753-2005 KE 10:38PM 23 

T o t a l  D i r e c t  D i a l e d  C a l l s  ....................................... 12.88 

Federa l  Tax ............................. SO. 40 
L o c a l  Tax .............................. $0.92 
F l o r i d a  Gross R e c e i p t s  Surcharge ........ $0.32 

T o t a l  I t e m i z e d  C a l l s  ............................................ 12.88 

Taxes 
T a w s  on Rcguititcd Serviccs 

.4 mour1t 

............................................... .40 
.32 
.92 

1.64 
1.64 

10. Federa l  Tax 
11. F l o r i d a  Cross R e c e i p t s  Surcharge 
12. County Tax 

.......................... 
................................................ - ............................... T o t a l  Taxes on R e g u l a t e d  Serv i ces  

T o t a l  Taxes ..................................................... 
. . . .  . " I ,  

~- I .. . ,  . I  . ~ , ~ . ~  , 

T o t a l  ILD T e l e s e r v i c e s ,  Inc. Current Charges -----............... 14.52 
I .  

_ .  * Taxes and Rates  A p p l i e d  - See Back o f  First Page 
. .  This ponlon of your bit1 i s  pmvlded as a service 10 ILD Telrsrrvicet. I n r  

A V  E040491 

... 

. -  
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Business Name Name MARTIN ,JERRY MR. Request No. 341507T 

Consumer Information 

Name: JERRY MARTIN 

Business Name: 

Svc Address: 13 WXNFIELD DR 

County: Flagler Phone: (9041-445-1231 

City/zip: Palm Coast / 32164- 
Account Number: 

Caller's Name: EVE MARTIN 

Mailing Address:13 WYNNFIELD DR 

City/Zip:PALM COAST ,FL 32164- 

Can Be Reached: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-413-67 00 

U f ilit y In form a fion 
Company Code:TJ299 
c0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane341507T 

Response Needed From Company? y 

Date Due:11/07/2000 
Fax: 911,800-815-0348 

Interim Report Received: / / 

R@ply Received: 11/01/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

PSC information 

Assigned To: RANDY ROLAND 

Entered By: JANDERSO 

Date: 10/17/2000 

Time: 15:28 

Via: PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMMING 

PO : 

supmntl R p t  Req'd: / / 

Zrrtified Letter Sent: / / 

C e r t i f i e d  L e t t e r  Rec'd: / / 

Closed by: RR 

Date: 12/08/2000 . 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer s t a t e s  that she w a s  switched from ATLT to WebNet without authorization or request. CUStOIner states 
she has returned to her carrier of choice. Customer states t ha t  the total disputed amount at t h i s  point is 
$ 1 2 7 . 1 0 .  Please investigate this matter and provide me with a detailed written report including a LOA or 
verification tape and applicable credits for  switching fees, as well as an adjustment of rates to that Of 
the customer's preferred carrier by the due date above. 

Please send all fax and e-mail responses to: 

CAF FAX: 850/413-7268 
CAF E-mail: pscregly@psc.state.fl.us 

Case taken by janderson 

Request No. 341507T Name MARTIN ,JERRY MR. Business Name 

PAGE NO: 1 



11-01-2000 Reply received via US MAIL. RLogan  

12/08/2000: The company's response indicates that customer authorized the switch and the request was 
confirmed by a third party verification company. Company d i d  not provide PSC with a copy of the 
verification tape. Company issued $174.30 refund check. Closed as a possible slamming infraction. Sending 
shrming letter to customer. RRoland 

0 
'p 
2 

Xequest NO. 341507T Name MARTIN ,JERRY MR. Business Name 

PAGE NO: 2 i 
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Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 

BRAUWO L. BAEZ 
LILA A. JABER 

DNISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELU) 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 41 3-61 00 

December 8,2000 

Ms. Eve Martin 
13 Winfield Drive 
Palm Coast, Florida 32164 

Re: 341507T 

Dear Ms. Martin: 

This is a follow-up to your recent inquiry concerning the switch of your long distance service 
to Webnet Communications, Incorporated. First, let me give you some background on Florida law 
and telephone company changes. 

Florida Public Service Cornmission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) tlie long distance compaiiy Jias on Iiarid a ballot or letter from tlie cusionier, or other 
authorized person, requesting smh a cliaiige; or 

{b) fJie company has received a call from tlie customer arid has obtained specIjk 
in formation ensuring that :lie caller is authorized to clrarige coniparries, understaids the 
nature of the change being requested, arid is aware of airy fees that may be charged; or 

(c) the customer’s requested change is verified tlwoirgli a qualified, independent firin 
whiclt is unaffiliated with any long distance company mid the verifiing firm has provided 
a copy of the audio taped verification; or 

(d) ike company has received a customer request to change his lorig distance company and 
has respoiided by niailiiig an in formation package that iiicludes a prepaid, returnable 
postcurd. The company may process the change order only if the cirstoiner signs the 
postcard, confirming the change, and returns it to the company. 

.. 

Since none of these conditions have been met, it appears that the company is in apparent 
violation of PSC rules. The company has issued a refund of $1 74.30. 

CAP~TAL CIRCLE OFFICE CENTER 2540 SHUMARD O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Amrmative ArtionlEqual Opportunity Employer 

PSC Website: www,flotidapsc.com Internet E-mail CONTACT@PSC.STATE.FLUS 
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Ms. Eve Martin 
Page 2 
December 8,2000 

Thank you for bringing this matter to our attention. You may be interested to h o w  that you 
are not alone. The PSC receives more inquiries about unauthorized telephone company switches, 
or “slamming,” than any other issue. As a result of testimony by citizens at hearings conducted 
around the state, the PSC has implemented some of the most stringent anti-slamming rules in the 
nation. The Federal Communications Commission has also passed new rules similar to the PSC’s 
rules. 

I have enclosed information to help you avoid being slammed in the future, including a form 
that you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No SaIes Solicitation Calls” list. This is an altemative way to 
reduce intrusion into residential telephone privacy. You may also call your local telephone company 
and request a “PC (preferred carrier) Freeze.” This will prohibit future changes to your account 
without your written authorization. 

If you wish to verify the long distance company that is assigned to your line, you may call 
your local telephone company, or caIl toll-fiee 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
However, these numbers may not identify companies who resell the phone services of other long 
distance companies. 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809. 

Sincerely, 

Randy FZ&md 
Regulatory Specialist II 

Enclosures (2) 
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FVebNet Communications, Inc. 

October 30,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540.Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Eve Martin 
904-445-1231 

Dear Sir or Madam: 

. WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your o f h e  by Eve Martin (“complainant”). The complaint alleges that WNC 
switched complainant’s telecommuTllcations service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonafide request for WNC service was confirmed by a third party / 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

W C  regrets the circumstances kwrounding this complaint and in the interest ofconsumer 
relations, WNC has issued complainant a r e b d  check in the disputed amount of $1 74.30, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC’s records also indicate that service was terminated on September 30,2000. WNC hopes that 
the complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions conceming 
this matter, please contact the undersigned at the above address. 

Patrick H. Allen 

. 2769 T)mmrrt Aven1i.e N W  + Washheton. DC 20007 + Customer Service (877) 880-0166 
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Enclosures 
cc: EveMartin 

13 Winfield Dr. 
Palm Coast, FL 32164 
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119.07(1)(z), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers ghen to an 
agency for the purpose of payment of any fee or debt 

Eve Martin owing are confidential and exempt from subsection (1) 
and s.24(a), Art. 1 of the State Constitution . . . Refunds 
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- .  

904-445-1 231 
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f0/26/2000 
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Request NO. 341613T Name HIGGINBOTHAM ,W. W. MR. Business Name 
r 

Consumer Information 

Name: W. W. HIGGINBOTHAM 

Business Name: 

Svc Address: 16651 HAP WAY 

county:  Duval Phone: (904) -266-4691 

City/Zip: Jacksonville / 32234- 
Account Number: 

Caller's Name: W. W. HTGGLNBOTHAM 

Mailing Address: 16651 HAP WAY 

City/Zip:JACKSONVILLE ,FL 32234- 

Can Be Beached: (904)-266-4691 

I 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Ta //a h as s e e, Flo rida 3 23 99 

850-473-6100 

Utility lnformation 
Company Code : TJ2 9 9 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane341613T 

Response Needed From Company? y 

Date Due:11/08/2000 
Fax: 9W1.800-615-0348 

tnterim Report Received: / / 

7eply Received : 11/01/2 00 0 

ieply Received Timely/Late: T 

Cnformal Conf.: N 

PSC Information 

gssigned To: RANDY ROLAND 

Lntered By: AHASHISH 

Date : 10 /I8 / Z  0 0 0 

rime: 11:25 

via : MAIL 
(Phone/Mail/Fax/E-Mail) 

?relim Type: OTHER 

?O : 

;upmntl R p t  Req'd: / / 

: er t iF ied  Letter Sent: / / 

7 e r t i f i e d  L e t t e r  Rec'd: / / 

Closed by: mp 

Date: 12/01/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Please review the attached correspondence in which the customer reports the following: 

Customer states that the company has billed him for monthly service fees and charges. Customer states that 
he does not use the company's services. Customer states that he has tried to contact the company on their 
800 number but have not been able to get through. Customer states that he wants the charged removed from his 
bill, the account canceled and the billing to cease. 

Please investigate this issue, contact the customer and provide the Commission with a detailed written 
report that addresses the issues in the correspondence, and confirms the customer has been contacted either 
by letter or phone. 

E X  C x n  
2 

b 

PLEASE NOTE** The information on this form is only a summary of the customer's concerns. Additional W 

information, important to this matter, may be contained in the correspondence. % 5F 
a I 

? Business Name 2 Request No. 341613T Name HIGGINBOTHAM ,W. W. MR. 

PAGE NO: 1 



**Inquiry taken by A .  Hashisho** 

CONTACT NUMBERS 
CAF FAX: 850/413-7168 
CAF Email:pscreply@psc.state.fl..us 

11-01-2000 Reply received via US MAIL. R L o g a n  

12/01/2000 Reviewed report. Webnet advised that the company switched the service in accordance with company 
Policy. However, no third party verification was included. The company canceled the service on August 20, 
2000. A credit of $6.88 wds sent to the customer in the form of a refund check on October 26, 2000. The 
customer should have already received the refund check. A letter was sent to the customer. eplendl 

12/01/2000 Contacted LEC. BellSouth advised that no further charges have appeared after September 4, 2000. 
eplendl 

13/01/2000 Closed. A closure letter will be sent to the customer. eplendl 

This inquiry is closed without infraction. Credit issued and account canceled. 

Request No. 341613T Name HIGGINBOTHAM ,W. W. MR. Business Name 

PAGE NO: 2 



Commissioners: 
J. TERRY DEASON, CHAIRMAN 
E. LEON JACOBS, JR. 
LILA A. JABER 
BRAULIO L. BAEZ 
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STATE OF FLORIDA 

DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 4 1 3-6 1 00 

#3ubIit Bettbice ~ommie’e’ion 
December 8,2000 

Mr. W.W. Higginbotham 
16651 Hap Way 
Baldwin, FL 32234 

Dear Mr. Higginbotham: 

This is a follow-up to your inquiry concerning the switch of your long distance service to 
Webnet Communications. First, let me give you some background on Florida law and telephone 
company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance telephone 
company may be changed only if one of the following conditions has been met: 

(a) the long distance compntty has on lrarod a ballot or letter from the custoiner 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 nirmber nttd, tliroirgh n seqrrence 
of prompts, confirm the customer’s reqrrested clrnnge; or 

(c) the customer ‘s requested change is verlj7ed tltrougli a qiralified, itidependentflrm 
which is unafflliated with airy long distunce company; or 

(4 tire company has received 4 customer reqirest to change Itis long distnnce company 
arid has responded by mailittg an in formational puckage, which includm Q 

postcard that the crrstomer can use to confirm u clinnge reqirest. 

Documentation provided to the PSC indicates that the company issued credit of $6.88 to 
the account. This credit was sent in the form of a refund check under separate cover on October 
26,2000. You should have already received this refund check. 

CAPITAL CIRCLE OFFICE CENTER +2540 SHUhlARD OAK BOULEVARD mTALLA€lASSEE, FL 32399-0850 
An Afknnt ivc  ActionlEqual Opportunity Employer 

PSC Websitc: www.srrl.net/par Internet E-mail: contact@!psr.stare.n.us 
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Mr. W.W. Higginbotham 
Page 2 
December 8,2000 

- 

My proposed resolution, based on the information provided by you and the utility, is that 
the company apparently violated this Commission’s rules and regulations in its handling of this 
matter. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Sales Soliciration Calls’’ list. This is an alternative way 
to reduce intrusion into residential telephone privacy. 

You may also call your local teiephone company and request ti “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If 
you wish to verify the long distance company that is assigned to your line, you may call your 
local telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. 
(Please note that these numbers may not identify companies who resell the phone services of 
other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or 
need further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800- 
51 1 -0SO9, or by E-mail at eplendl@psc.state.fl.us. 

Sincerely, 
m 

Elyen Plendl 
Regulatory Specialist 

Enclosure 



WCKET No 001 109-TI 
EXHlRlT MW-2 

CVebNet Communications, Inc. 

October 30,2000 

VIA FIRST CLASS MA IL 

Noelia Santiago . .  
Florida Public Service 
Commission- Consumer Request 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

Re: K W .  Higginbotliam 
341613T 

Dear Ms. Santiago: 

WebNet Communications, hc.  (“WNC”) presents this response to a consumer complaint 
which w a s  filed with your office by W.W. Higginbotham (“complainant”). The complaint alleges 
that WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“‘FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonufide request for WNC service was confirmed by a third party 
verification company. WNC records. indicate that complainant’s service was switched in 
conformance with company policy. 

W C  regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the amount of $6.88. WNC‘s records also 
indicate that service was terminated on August 20, 2000. WNC hopes that the complainant is 
satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is endosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen .. 
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Ms. Santiago 
October 30,2000 
Page 2 of 2 

Enclosures 
cc: W.W. Higginbotham 

HWY 301 
Jacksonville, FL 32234 
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t Detailed Statement of Charges f 
.&Y 
-,:.. - . ~ . -  

b -  Amount 
. .  -1.. - 

I;r?-:' Sewice Provider - WEBNE T 1; * ~. .... 
Miscellaneous Charges and Credits 

Dare 
1. 08/18 Presubscribed lnterexchange Carrier Charge ......... 3 3 . " "  

. T o t a l  Miscellaneous Charges and Credits ......................... 3.88 
.. 

' J  Taxes Amount , 
Tuxes on Regulated Services 

3. Florida Gross Receipts Surcharge .......................... _L .09 '. 

.12 

.21 

.21 

2. Federal Tax ............................................... 
T o t a l  Taxes on R e g u l a t e d  Services ............................... 
Total Taxes ..................................................... .- 
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I Account Number: 904 266-4691 323 0566 

% 

Messages (continued) 

B i l l  Pe r iod  Date: Sep 4, 2000 

The FCC has ephroved a new p l a n  e f f e c t i v e  Ju ly .1 ,  2000 t h a t  w i l l  remove some charges 
and add o the rs  to your phone b i l l .  The ;Ian Inc ludes r e d u c t i o n s  in  charges your  
local phone company-biI.Is-to-long-distance companies t h a t  may r e s u l t  i n  lower per 
minute long-dista.n,ce r a t e s .  The f o l l o w i n g  charges a re  t e d  by t h i s  c h a n g e b  

j . , 

ibed Interexchange C a r r i e r  ChargeiJPiCC) -- T W P I C C  charge i s  b-, 
and w I 1 1 no I onger appear on r e s  l.denti a I, s i n g  l e  I i ne bus I ness, and, Bas i c 

subsequent ly charged t o  custoFers on t h e i r  long-d is tance b i  I I s .  
tamer b i l l s ,  Th i s  f e e  was a s s e F s e d  t o  long-d is tance companies by 

The 
charge was designed t o  compensate B e l l S o u t h  f o r  a p o r t i o n  o f  t h e  cost O f  l o c a l  phon€ 
I i n e s ' u s e d  f o r  complet ion o f  long-d is tance d a i i s .  / 
Subscr iber  L i n e  Charge (SLC) -- The Subscr iber  L i n e  Charge he lps  pay f o r  t h e  l i n e  
t h a t  runs from the .subsc r1ber ' s  l o c a t i o n  t o  the  B e l l s o u t h  s w i t c h i n g  o f f i c e .  
E f f e c t i v e  July 1, t h e  SLC f o r  r e s i d e n t i a l ,  s i n g l e  l i n e  buslness, and Bas ic  Rate ISDP 
customers w i l l  increase approx imate ly  $.a5 p.er month. T h i s  change, a long w i t h  t h e  
e l i m i n a t i o n  o f  t h e  PICC, r e s u l t s  i n  savings t o  consumers o f  approxImate ly '$ .65 per 
month. Th is  charge will be r e f l e c t e d  on J u l y  o r  August 2000 b i l l s  with b i l l i n g ,  
e f f e c t l v e  back to July 1, 2000. Customers who h y e  signed up f o r  L ' i fe l lne,  a low 
income assis tance program a v a i l a b l e  t o  q u a l i f i e d  r e s i d e n t i ~ C : s u b s c r i b e r s ,  (.?, P ' I  w i l l  
r e c e i v e  an increase i n  t h e  L i f e l i n e  c r e d i t  t o  o f f s e t  the: 5 r.ease.1n t h e  SLC. 

Federal  Un ive rsa l  Se rv i ce  Charge - Th is  charge he lps  t o  keep te lephone ra tes .  
a f f o r d a b l e  and i s  b e i n g  added t o  your  Be l lSou th  b i l l  t o  r e p l a c e  t h e  amounts f o r m e r l :  

' 

~ 9 %  'iik ,;.; I 1 - .. . I .. ", . . 

. .. 
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MOM = MEMORY TRRNSMISSION 

FILE NO.417 

STRRT-OCT-18 14:18 END=OCT-18 14:21 +rr 
c4 

STN NO. COMM. FlBBR NO. 5TfTfIW NAME/TEL NU. PAGES WRATION 

001 O K P  617037141330 007/DEl7 00: 01 58 

STATE OF FLORIDA 

Commissionax DIVISION OF COKSUMER h F A [ R s  

BEWE DEMELLO J. TERRY D W O N ,  CWN 

LILA A. JABBER 
nuuLIoL. B m  

E, LEON JACOBS, JR DIRECTOR 
(850)413-6100 
TOLLFREE 1-800-342-3552 

FACSIMILE TRANSMXTTAL COVER SHEET 

RE: Inquiry # .Ni b~.1 

DATE: 

TO: Jane HekinScott 

OFFiC- WSINES.9: WebNei Commrticatiom, Inc- 

FAXNUMBER: (703) 714-1330 

FROM: DIKlSION OF CUNSUMER AFFAIRT 

FAXNUMBER: (850) 413-7168 

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3252 

NUMBER OFPAGES, I1v%LcIDlNG THIS COW3 SHEET: ';I 



Request No. 344122T Business Name 

Consumer Information 

Name: ELMA WHIPPLE 

Business Name: 

Svc Address: 912 MAGNOLIA DR 

County : Gadsden Phone: (850) -539-6167 

City/Zip: Havana 32333- 

Account Number: 

Caller's Name:  ELMA WHIPPLE 

Mailing Address: 912 MAGNOLIA DR 

City/Zip:HAVANA ,FL 32333- 

Can Be Reached: 

E-Tracking Number: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-41 3-6 IO0 

Utility In forma ti0 n 
Company Code: TJ299 
Company:WEBNET COMM"ICATIONS, INC. 

Attn. Helein-Scott Jane344122T 

Response Needed From Company? y 

Date Duc:11/28/2000 
Fax: 911.877-550-3004 R 

Interim Report Received: / / 

Reply Received: 12/01/2000 

Reply Received Timely/Late: T 

Informal Conf.:  N 

PSC information 

Assigned To: NOELIA SANTIAGO 

Entered By: VMCKAY 

Date: 11/02/2000 

Time: 11:35 

V i a  : PHONE 
Prelim Type: SLAMMING 

PO : 

Disputed Amt: 0.00 

Supmntl R p t  Req'd: / / 

C e r t i f i e d  Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: NJS 

Date: 12/14/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

The customer is repor t ing  h e r  LD service w a s  switched without her author iza t ion .  
choice i s  AT&T. She states a v e r i f i c a t i o n  tape  w a s  played. 

She states her  carrier of 
The t o t a l  amount i n  d i spu te  is  $12.00. 

She states she has  been i n  contac t  with t h e  company on t h i s  i s sue .  

P l e a s e  i n v e s t i g a t e  t h i s  i s s u e ,  contac t  t h e  customer and provide the  PSC with a d e t a i l e d  wr i t t en  r epor t .  

Send response t o :  
CAE' FAX: 850/413-7168 
CAF E - m a i l :  pscreply@psc.state.fl.us 
C a s e  taken by Victor McKay 

R tzg 
s 12/01/2000 Reply received via  US M a i l .  RLogan W 

i 
Request No. 344122T Name WHIPPLE ,ELMA Business Name 

PAGE NO: 1 
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Name GLASS ,SELMA MS. Business Name Request No. 344640T 

Consumer Information 

Name: SELMA GLASS 

Business Name: 

SVC Address:aso3 VICTORIA WAY B - 3  

County : Broward Phone: (954)-970-3541 

CitylZip: Coconut Creek / 33066- 

Account Number: 

Caller's Name: SELMA GLASS 

Mailing Address: 2803 VICTORIA WAY B-3 

City/Zip:COCONUT CREEK ,FL 33066- 

Can Be Reached: (954)-970-3541 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Ta lia hass e e, Florida 3 2399 

850-4 13-6100 

Utility In forma tion 
Company Code:TJ299 
Company:WEBNET COMMUNICATIONS, INC. 

A t t n .  Helein-Scott Jane344640T 

Response Needed From Company? y 

D a t e  Due:11/30/2000 
Fax: 9W1,800-815-0348 

Interim Report Received: / / 

Reply Received: 12/08/2000 

Reply Received Timely/Late: T 

Informal Conf.: N 

~~ - - 
PSC lnformation 

Assigned To: TARRAH GORDON 

Entered By: PDUCK 

Date: 11/06/2000 

Time: 16:13 

V i a  : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type:SLAMEIING 

PO : 

Certified L e t t e r  Sent: / / 

Certified L e t t e r  Rec'd: / / 

Closed by: MEP 

Date: 01/08/2001 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states that she was switched from M C I  to WebNet without authorization or request. Customer states 
she has returned to her carrier of choice. Customer states that she has been billed $17.71 to date and would 
like to be reimbursed. Customer states that she continues to be billed monthly. Please investigate this 
matter, contact the customer and provide the F1. Public Service Commission with a detailed written report 
including LOA/Tape and applicable credits for switching fees, as well as an adjustment of rates to that of 
the customer's preferred carrier by the due date. 

**Inquiry taken by Pamela Duck** 

CONTACT NUMBERS 

CAF Emai1:pscreplyBpsc.state.fl.u~ 
CAF FAX: 850/413-7168 

Request No. 344640T Name GLASS ,SELMA MS. Business Name 

PAGE NO: 1 



12/08/2000 Reply received via US Mail. RLogan 

01/08/2001 Reviewed report. 
guidelines. However, no third party verification tape was submitted to the P S C .  
refund check in the amount of $3.60 to the customer on November 16, 2000. A letter was sent to the Customer. 
ep 1 end1 

Webnet advised that the company switched the service in accordance to company 
The company issued a 

O l / O S / Z O O l  Closed by telephone conversation with the customer. Customer advised the matter was resolved. 
He received the refund check. 

This inquiry is closed as an apparent rule violation for unauthorized switch. 
tape was submitted. Credit issued and account canceled. 

No third party verification 

IGINAL 
Request No. 344640T Name GLASS ,SELMA MS. Business Name 

PAGE NO: 2 



W C K E T  No. W I  109-Tl 
EXHlBlT MW-2 

_ -  
December 7,2000 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399 

Re: Selma Glass 3ij q ( 1 . 1  I! 
954-970-354 1 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your oflice by Selma Glass (“Complainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

W C  procedures for changing a consumer‘s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a signed letter of agency (“LOA”); andor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonujide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $3.60. A copy of . 
the refund check is attache.d for your review. WNC‘s records also indicate that service was 
terminated on November 10,2000. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 

An extra copy of this filing is enclosed Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Patrick H. Allen 
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Request No. 344665T Name TORO , J O H N  MR. Business Name 

Consumer Information 

Name: JOHN TORO 

Business Name: 

SvC Address: 4 5 1  SE NOME DROVE 

County: Saint Lucie Phone: (561)-336-9102 

City/Zip: Port Saint Lucie 

Account Numbes : 

Caller's Name: JOHN TORO 

Mailing Address:PO BOX 9145 

/ 34984- 

City/Zip: Port Saint Lucie , FL 34985 

Can Be Reached: (561)-336-9102 

I 

Florida Public Service 

2540 Shumard Oak Boulevard 
Commission - Consumer Request 

Ta Ila h as s e e, Florida 3 23 99 
850-413-6000 

Utility Information 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Yane344665T 

Response Needed From Company? y 

Date Due:12/01/2000 
Fax: 9W1,800-815-0348 

Interim Report Received: / / 

Reply Received: 12/01/2000 

Reply Received Timely/Late: T 

Informal Con€. : N 

PSC Information 

Assigned To: TARRAH GORDON 

Entered By: AHASHISH 

Date: 11/07/2000 

Time: 0 8 : 1 6  

Via: INTERNET 
( P hone/Mai 1/ Fax/E -Mail 

Prelim Type:SLAMMING 

PO : 

Supmntl R p t  Req'd: / / 

Certified Lettsr Sent :  / / 

Certified Letter Rec'd: / / 

Closed by: mp 

Date: 12/08/2000 

Closeout Type: LS-13 
Apparent Rule Violation: 

Please review the "incorporated" Internet correspondence, located between the 
quotation marks on this form, in which the customer reports the following: 

AND WE ASKED THEM FOR EVIDENCE THAT I AUTHORIZED THAT CHANGE AND I HAVE NOT RECEIVED THIS PROOF AND I WILL 
NOT PAY THEIR CHARGES UNTIL I AM SATISFIED THAT I AUTHORIZED THIS CHANGE, J O H N  TORO I' 

"QWEST COMMUNICATIONS- WE3NET CHANGED MY LONG DISTANCE AND LOCAL SERVICE FROM AT&T WITHOUT MY AUTHORIZATION 

Please provide LOA/Tape verification. 
Please investigate this issue, contact the customer and provide the Codssion with a 
detailed written report that addresses the issues in the correspondence, and 
confirms the customer has been contacted either by letter or phone. 

**Inquiry taken by A .  Hashishot* a 

Business Name ;: $[!,.?i:42 .yi. ! i  ; 3, lequest No. 344665T Name TORO ,JOHN MR. 
"-:3, il .'i *I ' , .: , '7 ! ;; - ~ . .  - .  

PAGE NO: 1 
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_.< . e Page 630of 659 Ellen Plendl 

To: JTOROI @email.msn.com 
Subject: Consumer Inquiry 

/- 

Mr. John Tor0 

Dear Mr. Toro: 

This is a follow-up to your inquiry concerning the switch of your long distance service to WebNet. First, let me 
give you some background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance telephone company may 
be changed only if one of the following conditions has been met: 

(a) 
change; or 

(b) 

the long distance company has on hand a ballot or letter from the customer requesting such a 

!he customer initiates a call to an automated 800 number and, through a sequence of prompts, 
confirms the customer’s requested change; or 

(c) the customer’s requested change is verified through a qualified, independent firm which is 
unaffiliated with any long distance company; or 

(d) 
responded by mailing an informational package, which includes a postcard that the customer can use to confirm 
a change request. 

Documentation provided to the Public Service Commission indicates the company canceled the account on 
October 3 1,2000. In addition, WebNet issued a credit of $1 65.39 to the account. This credit was sent under 
separate cover in the form of a refund check payable to you on November 21 , 2000. You should receive this 
check in one to two bilIing cycles. 

the company has received a customer request to change his long distance company and has 

My proposed resolution, based on the information provided by you and the utility, is that the company 
apparently violated this Commission’s rules and regulations in its handling of this matter. 

You may call your local telephone company and request a “PC (prefcrredkarricr) Freeze.’’ This will prohibit 
future changes to your account without your written authorization. If you wish to verify the long distance 
company that is assigned to your line, you may call your local telephone company, or call toll-free 1-700-555- 
4141 or 1-700-555-11 11 at any time. (Please note that these numbers may not identify companies who resell 
the phone services of other long distance companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need further assistance, 
please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-5 1 1-0809, or by E-mail at 
eplendl@psc.state.fl .us. 

Sincerely, 

Ellen Plendl 
Regulatory Specialist 
Division of Consumer Affairs 
Public Service Commission 
850-4 13-6 123 
850-413-6124(fa~) 
eplendl@psc.state.fl.us 

1 



Commissioners: 
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LILA A. JABER 
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DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 4 13-6100 
TOLL FREE 1-800-342-3552 

December 15,2000 

Mr. R.L. Daglian 
Ft. Lauderdale Lincoln Mercury 
12 East Sunrise Blvd. 
Ft. Lauderdale, FL 33304 

RE: 344703T 

Dear Mr. Daglian: 

This is in response to your communications with the Florida Public Service Commission 
concerning MCI WorldCom. 

In an effort to resolve your complaint, we contacted the company and requested a detailed 
written report regarding your concerns. Documentation provided to the Florida Public Service 
Commission indicates that the company canceled the account. In addition, MCI issued a credit of 
$3,568.92 to the account on December 4,2000. This credit should appear on the account in one to 
two billing cycles. 

My proposed resolution, based on the information provided by you and the utility, is that 
the company has violated neither its tariffs nor this Commission’s rules and regulations in its 
handling of this matter. 

Thank you for the opportunity to address your concerns. If you have any questions, please 
let me know. You may reach me at 1-800-342-3552 or at eplendl@psc.state.fl.us. 

Sincerely, 

Ellen Plendl 
Regulatory Specialist 

CAPITAL CIRCLE OFFICE CENTER 02540 SHUMARL) O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An Allirmative ActionlEqual Opportunity Employer 

PSC Website: www.scri.net/psr lnrernet E-mail: contact@psc.state.fl.us 
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Ellen Plendl 
From: JTOROl IJTOROI @email.msn.com] 
Sent: Tuesday, December 12.2000 9131 PM 
To: eptendl@psc.state.fl.us 

MRS. ELLEN PLENDL: THANK YOU VERY MUCH FOR RESOLVING THE PROBLEM WE HAD WITH THE 
LONG DISTANCE COMPANY THAT SWITCH MY SERVICE WITHOUT MY PERMISSION. JOHN TOR0 
JTORQI memait. msn.com 

__I_ _____ 

12/15/00 
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Ellen Plendl 
From: JTOROI [JTOROI @email.msn.com] 
Sent: Tuesday, December 12,2000 9:31 PM 
To: eplendl@psc.state.fl.us 

MRS. ELLEN PLENDL: THANK YOU VERY MUCH FOR RESOLVtNG THE PROBLEM WE HAD WITH THE 
LONG DISTANCE COMPANY THAT SWITCH MY SERVICE WITHOUT MY PERMISSION JOHN TOR0 
JTOROI@email.msn.com 

12/15/00 
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From: 
Sent: 
Subject: 

I nteractive.Slamming. Form@webserv2.electro-net.com 
Monday, November 06,2000 515 PM 
Slamming Complaint 

Y 
6 

recipient: contact@psc.state.fl.us 

return-name: Consumer !- 

subject: Telecommunications Slamming Complaint Form 
recipient: contact@PSC.STATE.FL.US 
return-email: contact@PSC.STATE.FL.US 
return-name: Consumer 
subj ect=VUUE= 
Account Holder: JOHN TORO 
Account Number: 561-336-9102 206 0450 
Service Address: 451 SE NOME DR. 
City, State and Zip Code: PORT ST. LUCIE 34984 
County: St. Lucie 
Mailing Address: PO BOX 9145 
Mailing City, State and Zip Code: PORT ST LUCIE 34985 
E-mail Address: YTOROl@EMAIL.MSN.COM 
Telephone Number at the Service Address: 561-336-9102 
Daytime Contact Telephone Number= 
Local Telephone Company: BELLSOUTH 
Interstate/Long Distance Telephone Company: NONE 
Intrastate/Local Toll Telephone Company: BELLSOUTH 
Local: Yes 
Interstate/Long Distance: Yes 
Intrastate/Local ~011: Yes 
Company that Switched the Service Without Authorization: QWEST COMMUNICATION- WEBNET 
Contacted Preferred Carrier: YES 
Contacted company in dispute: YES 
name of contact= 

comments: QWEST COMMUNICATIONS- WEBNET CHANGED MY LONG DISTANCE AND LOCAL SERVICE FROM 
AT&T WITHOUT MY AUTHORIZATION AND WE ASKED THEM FOR EVIDENCE THAT I AUTHORIZED THAT 
CHANGE AND I HAVE NOT RECEIVED THIS PROOF AND I WILL NOT PAY THEIR CHARGES UNTIL I AM 
SATISFIED THAT I AUTHORIZED THIS CHANGE, JOHN TORO 

return-email: contact@psc.state.fl.us L 

. --- 

. 2eceived bill f rom new carrier: YES 

1 
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WebNet Communications, Inc. 

November 19,2000 

VL4 FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shummard Oak Boulevard 
General Gunter Building 
Tallahassee, FL 32399-0850 

Re: JohnToro 
561-336-9102 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your ofice by John Toro (c‘co~nplainant”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission (“FCC”) and state rules conceming the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a borzujide request for WNC service was c6nfirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a r e h d  check in the disputed amount of $165.39, switching 
fees in the amount of $10.00 are included. A copy of the refund check is attached for your review. 
WNC‘s records also indicate that service was terminated on October 3 1,2000. WNC hopes that the 
complainant is satisfied with the resolution of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

p2-d. @: d&.;:- , _  

Patrick H. Allen 
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John Toro 
451 SE Nome Dr 
Fort St Lucie, FL 34984 

561-336-9102 MEMO 

, 119.07(1)(~), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 

WERNEtcaMMUNICA agency for the purpose of payment of any fee or debt 3119 
John Tor0 owing are confidential and exempt from subsection (1) 11/16/2000 

165.39 Refunds and s.24(a), Art. 1 of the State Constitution . . . 

Checking - Fidelity 561-336-9102 

. .. . .. 

, 

165.39 

. -  . .. .. . 



Request No. 347256T Business Name 
I 

Consumer information 

Name: LORRY WERNER 

Business Name : 

Svc Address: 846 HAMMILTON AVE 

County : Brevard Phone:, (321) -639-2928 

Ci ty/Zip : Rockledge 

Account Number: 

Caller's Name: MOLLIE WERNER 

Mailing Address: 846 HAMMILTON A??E 

/ 32955- 

Ciky/Zip:ROCKLEDGE ,FL 32955- 

Can Be Reached: (321) -639-2928 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Talla hass e e, Florida 32399 

850-413-6100 

Utility In forma tion 
Company Code:TJ299 
C0mpany:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane347256T 

Response Needed From Company? y 

Date Due: 12/18/2000 
Fax: 9W1,800-615-0348 

Cnterim Report Received: / / 

Zeply Received: 01/11/2001 

leply Received Timely/Late: T 

Cnformal Canf.: N 

PSC Information 

Yssigned To: NANCY 

Entered By: PDUCK 

Date: 11/27/2000 

Pime: 16:45 

ria : PHONE 
(Phone/Mail/Fax/E-Mail) 

?relim Type: SLAMMING 

?O : 

3upmntl R p t  Req'd: / / 

:ertified Letter sent: 1 / 

Closed by: NJS 

Date: 01/16/2001 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states t h a t  she w a s  switched f r o m  V e r t e c  to W e b N e t  wi thout  a u t h o r i z a t i o n  o r  request. Customer 
states she has  r e t u r n e d  to h e r  carrier of choice.  Please i n v e s t i g a t e  t h i s  m a t t e r ,  c o n t a c t  t h e  customer and 
provide the F1. Public Service Commission with a d e t a i l e d  written r e p o r t  i nc lud ing  LOA/Tape and a p p l i c a b l e  
credits f o r  swi tch ing  fees, as w e l l  as a n  adjustment  of rates to t h a t  of t h e  cus tomer ' s  p r e f e r r e d  carrier by 
the due date. 

**Inquiry taken by Pamela Duck** 

CONTACT NUMBERS 
CAF FAX: 850/413-7168 
CAE' Email:pscreply@psc.state.fl.us 

01/11/2001 Reply received via US MAIL. RLogan 

Request No. 347256T Name WERNER ,LORRY MR. Business Name 
' t  1 ' d A, PAGE NO: 1 



D
O

C
K

ET No 
001 10B-T1 

E
X

H
IB

IJ M
W

-2 

Page 639 of 659 

w
v

) 
X

H
 

E
X

 
k
 

P
I 

E
 

iz 
4

%
 

u
w

 

m
tc

 
-

H
 

d
H

H
 

w
 

X
 

I3 

0
 

I3 

2 B 0 E
 

W a F VI 0
 

d 4
 

.. 0 0 0
 

(v
 

.. 



DOCKET No. 001 109-TI 
EXHIBIT W - 2  

STATE OF FLORIDA 

Commissioners: 
E. LEON JACOBS, JR.,  CHAIRMAN 
J .  TERRY DEASON 
LILA A. JABER 

MICHAEL A. PALECKI 
BRAWL10 L. BAEZ 

Page 640 of  659 

DIVISION OF CONSUMER AFFAIRS 

DIRECTOR 
BEVERLEE DEMELLO T 

(850)413-6100 
TOLL FREE 1-800-342-3552 

January 18,2001 

Mr. and Mrs. Lorry Werner 
846 Hamilton Avenue 
Rockledge, FL 32955 

RE: Case #347256T 

Dear Mr. and Mrs. Werner: 

This is a response to your communications with the Florida Public Service Commission 
concerning WebNet Communications, Inc. 

A review of the information developed in our investigation indicates that a company 
representative has been in touch with you and that the matter appears to be resolved. 

If this is not the case, or if you have additional questions with which I can be of assistance, 
please contact me toll free at 1-800-342-3552, by toll free fax at 1-800-51 1-0809, or by e-mail at 
nsantiag@ psc.state.fl.us. 

Sincerely, - 
U Noelia J. Santiago 

Regulatory Specialist JI 
Division of Consumer Affairs 

NJS:ewe 

' .. . .  
. .  

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An AWrmative AcliodEqual Opportunity Employer 

PSC Websile: ht(p~/www.floridapsc.com lnlernet E-mait: contacl@psc.state.fl.us 
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WebNet Conmmicntions, Inc. 
.- 

January 1 , 2001 
.. 

VIA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Gerald Gunter Building 
Tallahaassee, FL 32399-0850 

Re: Lorry Werner 
321-639-2928 ’3vT2s() 

Dear Sir or Madam: 

WebNet Communications, Inc. ( “ W C ” )  presents this response to a consumer complaint 
which was filed with your office by Lory Werner (“complainant”). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred carrier (“PC”) comport with the 
Federal Communications Commission ((‘FCC’’) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1)  a signed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. fn this instance, a bonafide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $9.20. A copy of 
the refund check is attached for your review. WNC‘s records also indicate that service was 
terminated on September 28,2000. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 

An extra copy of t h ~ s  filing is enclosed, Please date stamp the extra copy and retum it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 
.. 

Respectfully submitted, 
. : ^’> -W&+&&.”+.< v.#--- ’ ’ :+;:- I L.;-. . I , 

R 

Patrick H. Allen 



Page 2 of 2 

Enclosures 
cc: Lony Wemer 

846 Hamilton Ave. 
Rockbridge, FL 32399 

DOCKET NO. 001 109-TI 
EXHIBIT MW-2 

Page 642 of 659 

b 



I $' **9.20 
. , . . .  

PAY TO THE Lorry Werner :I ORDER OF 
Nineand . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

DOLLARS 

Lorry Werner 

32 1-639-2928 
.--a ,. /d# 2--._7-.- ---I--- w 

119.07( l)(z), Florida Statutes: Bank account numbers 1'' 

or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

and s.24(a), Art. I of the State Constitution . . . 

1 MEMO 

4037 

9.20 

WEBNET 

Lorry Weri owing are confidential and exempt from subsection (1) 12/18/2000 
Refunds 

Checking - Fidelity 321-639-2928 

..- 
.:. , - ,  

9.20 

.i . . ~  
, ..... .._.. . . ~ .  . - .: 

i 



Request No. 347446T Name POSEY ,MICHEAL MR. Business Name 

Consumer Information 

Name: MICWEAL POSEY 

Business Name : 

Svc  Address: 1732 NE AVE J 

C0Unty:Palm Beach Phone: , (561) -996-2380 

City/Zip: Belle Glade / 33430- 
Aceoun t Number : 

Caller's Name: TRACY POSEY 

Mailing Address:1732 AVE J 

City/Zip:BELLE GLADE ,FL 33430- 

Can Be Reached: (561) -992-8068 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 13-67 00 

Utility Information 
Company Code: TJ299 
C0mpanY:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane347446T 

Response Needed From Company? y 

Date Duo:12/19/2000 
Fax: 9W1,BOO-815-0348  

tnterim Report Received: / / 

Reply Received : 0 1 / 1 1 / 2 0 0 1 

Reply Received Timely/Late: T 

Cnformal Conf. : N 

PSC Information 

Sssigned To: NANCY 

Entered By: JANDERSO 

D a t e :  11/28/2000 

Time: 15:25 

;ria : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

eo : 

supmntl R p t  Req'd: / .  / 

Iertified L e t t e r  Sent: / / 

:erti€ied Letter Rec'd: / / 

Closed by: NJS 

Date: 01/18/2001 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states t h a t  s h e  was switched from BellSouth f o r  local t o l l  and AT&T f o r  long d i s t a n c e  s e r v i c e  t o  
WebNet without  a u t h o r i z a t i o n  o r  request. Customer states s h e  has r e tu rned  t o  h e r  carriers of choice.  
Customer s ta tes  t h a t  her husband d i d  r e c e i v e  a s o l i c i t a t i o n  call from t h e  company and w a s  asked t o  v e r i f y  
some personal  in format ion  i n  o rde r  t o  r e c e i v e  a d d i t i o n a l  information about  W e b N e t .  Customer states t h a t  he 
d i d  n o t  a u t h o r i z e  a s w i t c h  t o  t h i s  company and w a s  only t r y i n g  t o  f i n d  o u t  more about  i t s  s e r v i c e s .  
Customer states t h a t  t h e  total d i spu ted  amount a t  t h i s  p o i n t  is $99 .81 .  P lease  i n v e s t i g a t e  t h i s  m a t t e r  and 
provide  m e  with a d e t a i l e d  w r i t t e n  r e p o r t  i n c l u d i n g  a LOA o r  v e r i f i c a t i o n  taps and a p p l i c a b l e  c r e d i t s  f o r  
swi tch ing  fees, as w e l l  as a n  adjustment  of rates to t h a t  o f  the customer 's  p r e f e r r e d  carrier by the due 
date above. 

Please send a l l  fax and e-mail responses to: 

CAE' FAX: 850/413-7168 

Request No. 347446T Name POSEY ,MICHEAL MR. Business Name 

PAGE NO: 1 



CAF E-mail: pscreply@psc.state.fl.us 

Case taken by janderson 

01/11/2001 R e p l y  received via  US MAIL. RLogan 

01/11/01: REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CREDIT IN THE AMOUNT OF $132.73 WAS ISSUED 
TO THE CUSTOMER. 
PROVIDED TO CONFIRM HOW THE SWITCH WAS MADE. 

SERVICE WAS TERMINATED ON SEPTEMBER 28,2000. NO THIRD D PARTY VERIFICATION TAPE WAS 

1/19/2001: A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

'_ y p - .  *. . Business Name .. . Rewest No. 3 4 7 4 4 6 2  Name POSEY ,MICHEAL MR. 

PAGE NO: 2 
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January 22,2001 

Mr. and Mrs. Mjchael Posey 
Apartment ‘J’ 
1732 Northeast Avenue 
Belle Glade, FL 33430 

RE: Case #347446T 

Dear Mr. and Mrs. Posey: 

This is a follow-up to your recent inquiry conceming the unauthorized switch of your long 
distance service to WebNet Communications, Inc. (WebNet). First, let me give you some 
background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer‘s long distance 
telephone company may be changed only if one of the following conditions has been met: 

(a) the long distance company has on Itand a ballot or letter from the customer 
requesting such a change; or 

(b) the customer initiates a call to an automated 800 niinzber and, through u sequence 
of prompts, confirms the customer’s requested change; or 

(c) the customer’s requested change is  verified throirgh a qualified, independent firm 
which is unaffiliated with any long distance company; or 

(d) the company has received a customer request to change his long distance company 
and has responded within three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the local 
telephone company. 

CAPITAL CIRCLE OFFICE CENTER 2540 SNUMAJID O A K  BOULEVARn TALLAHASSEE, FL 32399-0850 
An Amrmtive Actioflqual Opportunity Employer 

PSC Website: Lttp://wwa.noridapsc.com Internet E-mail: coniaci9psc.staie.n.us 
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Since none of these conditions have been met, it appears that WebNet has violated PSC rules.-gc: 
As a result, we have charged this company with an apparent rule infraction. The company has issued d 
a credit of $132.73 to your account to cover the cost of switching back to your preferred company %A 
and to rerate the calls you were billed to the rate you would have paid your preferred company. This 

e? 

credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No SaIes Solicitation Calls” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your line, you may call your locaI 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

U 
Noelia J. Santiago 
Regulatory Specialist II 
Division of Consumer Affairs 

NJS:ewe 
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WebNef ComEunications, bc. 

January 1,2001 

\TLA FIRST CLASS MAIL 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Gerald Gunter Building 
Tallahaassee, FL 32399-OS50 

Re; Michael Posey 
561-996-2380 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your office by Michael Posey (“complainant“). The complaint alleges that 
WNC switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (“PC”) comport with the 
Federal Communications Commission rFCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: I )  a signed letter of agency (“LOA”); andlor 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonufide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant‘s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $1 32.73. A copy 
of the refund check is attached for your review. WNC‘s records also indicate that service was 
terminated on September 28,2000. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 

An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersigned in the enclosed self addressed posted envelope. If you have any questions concerning 
th s  matter, please contact the undersigned at the above address. 
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Enclosures 
cc: Michael Posey 

1732 NE Ave. J 
Belle Glade, FL 33430 



561-996-2380 
MEMO - 

II 119.07(1)(2), Florida Statutes: Bank account numbers 
or debit, charge, or credit card numbers given to an 
agency for the purpose of payment of any fee or debt 

and s.24(a), Art. 1 of the State Constitution . . . 

MBNET COMMUNICP 
Michael Pose owing are confidential and exempt from subsection (1) 

Refunds 

Checking - Fidelity 561-996-2380 

.,.~ -,- 
, I .. 

12/18/2000 
4038 

132.73 

132.73 



PFISTER ,JACK MR. Business Name Request No. 348074T 

Consumer Information 

Name : JACK PFI STER 

Business Name : 

Svc Address: 680 NE 64TH STREET 

PH 2 

County: Dade Phone: , (305) -758-6152 

city/zip: Miami / 33138- 
Account Number: 

Caller's Name: JACK PFISTER 

Mailing Address: 680 NE 6 4 T ~  STREET 

PH 2 

City/Zip: MIAMI ,FL 33138- 

Can Be Reached: (305)-754-4411 

~~~ 

Florida public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Ta /la h ass e e, Florida 3 23 99 

850-473-6100 

Utility Information 
Company Code:TJ299 
Company:WEBNET COMMUNICATIONS, INC. 

Attn. Helein-Scott Jane348074T 

Response Needed From Company? y 

D a t e  Due: ZZ/Z2/2000 
Fax: 911.800-815-0348 

Interim R e p o r t  Received: / / 

Xeply Received: 01/11/2001 

Xeply Received Timely/Late: T 

fnformal Conf. : N 

PSC Information 

Assigned To: NANCY 

Entered By: NCHESTER 

D a t e :  12/01/2000 

Time: 15:13 

V i a  : PHONE 
(Phone/Mail/Fax/E-Mail) 

Prelim Type: SLAMMING 

PO : 

Supnmtl R p t  Req'd: / / 

Certified Letter Sent: / / 

Certified Letter Rec'd: / / 

Closed by: NJS 

Date: 01/18/2001 

Closeout Type: LS-13 
Apparent Rule Violation: y 

Customer states t h a t  he w a s  swi tches  form Bel lsouth  and AThT t o  Webnet ( a rebiller of Q w e s t )  wi thout  
a u t h o r i z a t i o n  o r  request on August 8 ,  2000. Customer states t h a t  he has  r e tu rned  to h i s  carriers of choice .  
Customer states t h a t  he h a s  tried t o  con tac t  t h e  company t o  no a v a i l .  Please i n v e s t i g a t e  t h i s  m a t t e r ,  
c o n t a c t  t h e  customer and p rov ide  t h e  FL. Public Serv ice  Commission with a d e t a i l e d  w r i t t e n  r e p o r t  i nc lud ing  
LOA/Tape and a p p l i c a b l e  credits f o r  swi tch ing  fees, as well as an adjustment  of rates t o  t h a t  of the 
cus tomer ' s  preferred c a r r i e r  by t h e  due d a t e .  

Case t aken  by Nekey Chester 

E - m a i l :  PSCREPLY@PSC.STATE.FL.US 
FAX# 850-413-7168 

'p 01/11/2001 Reply received via US MAIL. RLagan 2 

.? 'E b4 "'l  ; I ,  i '1: Request No. 348074T Name PFISTER ,JACK MR. Business Name \ 

PAGE NO: 1 



1/11/2000: REPORT RECEIVED: ACCORDING TO THE COMPANY’S REPORT A CREDIT FOR THE AMOUNT $7.62 WAS ISSUED TO 
THE CUSTOMER. NO THIRD PARTY VERIFICATION TAPE WAS PROVIDED. 

1/19/2001: A CLOSURE LETTER WILL BE FORWAXD TO THE CUSTOMER BY MAIL. 

THIS INQUIRY IS CLOSED. 

,$:g -e$ :. I .% r i  !‘, [I Name PFISTER ,JACK MR. Business Name 
[-$ I , ,  . I’ ::1 5 Request No. 34807411 

.i‘,‘!..* .- 
PAGE NO: 2 
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LILA A. JABER 
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January 22,2001 

Mr. Jack Pfister 
PH #2 
680 Northeast 64 Street 
Miami, FL 33138 

RE: Case #3480743 

Dear Mr. Pfister: 

This is a follow-up to your recent inquiry concerning the unauthorized switch of your long 
First, let me give you some distance service to WebNet Communications, Inc. (WebNet). 

background on Florida law and telephone company changes. 

Florida Public Service Commission (PSC) rules state that a customer’s long distance 
telephone company may be changed only if one of the following condirions has been met: 

the long distance company has on hand u ballot or letter front the customer 
requesting such a change; or 

the customer initiates a call to an automated 800 number and, tltroiigh a sequence 
of prompts, confirms the customer’s requested change; or 

the customer’s requested change is vedfied tlirouglz a qualified, independent firnt 
which i s  unaffiliated with any long distance company; or 

the compnny Itas received a customer request to change his long distance company 
and has responded within three days by mailing of an information package that 
includes a prepaid, returnable postcard, and an additional 14 days have passed 
before the company submits the long distance company change to the local 
telephone company. 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAIUSSEE, FL 32399-0850 
An ATtfrmative Actiodqual  Opportunity Employer 

PSC Website: http:/lwww.floridapsc.com lnternrt E-mail: coniact @pscstate.fl.us 
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Since none of these conditions have been met, i t  appears that WebNet has violated PSC rules. 
As a result, we have charged this company with an apparent ruIe infraction. The company has issued 
a credit of $7.62 to your account to cover the cost of switching back to your preferred company and 
to rerate the calls you were billed to the rate you would have paid your preferred company. This 
credit should appear within one or two billing cycles. If you do not see this credit on your telephone 
bill within the next two billing cycles, please contact me. 

As information, the PSC has implemented some of the most stringent anti-slamming rules 
in the nation as a result of testimony provided by citizens at hearings the PSC held around the state. 
The Federal Communications Commission has also passed new rules similar to the PSC’s rules. 

I have enclosed information to help you avoid slamming in the future, including a form that 
you may send to the Florida Department of Agriculture and Consumer Services to place your 
residential telephone number on a “No Snlw Solicitation Calls” list. This is an alternative way to 
reduce intrusion into residential telephone privacy. 

You may also call your local telephone company and request a “PC (preferredcarrier) 
Freeze.” This will prohibit future changes to your account without your written authorization. If you 
wish to verify the long distance company that is assigned to your h e ,  you may call your ‘local 
telephone company, or call toll-free 1-700-555-4141 or 1-700-555-1 11 1 at any time. (Please note 
that these numbers may not identify companies who resell the phone services of other long distance 
companies.) 

Thank you for this opportunity to address your concerns. If you have any questions or need 
further assistance, please contact me to11 free at 1-800-342-3552, by fax toll free at 1-800-51 1-0809, 
or by e-mail at nsantiag@psc.state.fl.us. 

.. 

Noelia J. Santiago 
Regulatory Specialist II 
Division of Consumer Affairs 

NJS:ewe 
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WebNet Comnnnications, Inc. 

January 4,2001 

VIA FIRST CLASS MAIL 

Florida Public service Commission 
2540 Shumard Oak Boulevard 
Gerald Gunter Building 
Tallahassee, FL 32399-0850 

393,q ij Re: Jack Pfister 
305758-6 152 

Dear Sir or Madam: 

WebNet Communications, Inc. (“WNC”) presents this response to a consumer complaint 
which was filed with your ofice by Jack Pfisler (“complainant’”). The complaint alleges that WNC 
switched complainant’s telecommunications service provider without authorization. 

WNC procedures for changing a consumer’s preferred camer (‘‘PC’.) comport with the 
Federal Communications Commission (“FCC”) and state rules concerning the appropriate methods 
of obtaining a consumer’s PC change authorization: 1) a siFed letter of agency (“LOA”); and/or 
2) a taped verification made by a third party verification company of a consumer’s request for 
service. In this instance, a bonuJide request for WNC service was confirmed by a third party 
verification company. WNC records indicate that complainant’s service was switched in 
conformance with company policy. 

WNC regrets the circumstances surrounding this complaint and in the interest of consumer 
relations, WNC has issued complainant a refund check in the disputed amount of $7.62. A copy of 
the refund check is attached for your review. WNC‘s records also indicate that service was 
terminated on November 10,2000. WNC hopes that the complainant is satisfied with the resolution 
of the above referenced complaint. 
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An extra copy of this filing is enclosed. Please date stamp the extra copy and return it to the 
undersiped in the enclosed self addressed posted envelope. If you have any questions concerning 
this matter, please contact the undersigned at the above address. 

Respectfully submitted, 

Page 2 of 2 

Enclosures 
cc: Jack Pfister 

114 nw 106 Th St. 
Miami, FL 33 150 

. 
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305-758-61 52 
MEMO _____ 

1 19.07( I)(z), Florida Statutes: Bank account numbers '1 
I or debit, charge, or credit card numbers given to an 

4 0 4 3  WEBNET COMMUNII agency for the purpose of payment of any fee or debt 
Jack Pfistel owing are confidential and exempt from subsection (1)  

Refunds 
and s.24(a), Art. I of the State Constitution . . . 

12/18/2000 
. .  . .  7.62 

Checking - Fidelity 305-758-6152 

. .  

7.62 



Req'uest No. 3219932 Name WILLIAMS ,DONNA MS. Business Name 

i Consumer Information 

Name: DONNA M WILLIAMS 

Business Name : 

Svc Address: 8971NW 67TH COURT 

C0Unty:Broward Phone: (954) -726-9918 

City/Zip: Fort Lauderdale 1 33313- 
Account Number: 

Caller's Name: DONNA M WILLIAMS 

Mailing Address: 8971 NW 67TH COURT 

City/Zip:FORT LAUDERDALE ,FL 33313- 

Can Be Reached: (800)-937-7071 5515 

E-Tracking Number: 

Florida Public Service 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

850-4 7316 I00 

Utility In forma tion 
Company Code : TJ29 9 
Company:WEBNET COMMUNICATIONS, INC. 

Attn. Patrick Allen321993T 

Response Needed From Company? y 

Date Due:07/17/2000 
Fax: 9W1.877-550-3004 B 

tnterim Report Received: / / 

teply Received: 07/11/2000 

teply Received TirnelylLate: T 

Cnformal Conf. : N 

PSC Information 

Assigned To: RAY KENNEDY 

Entered By: RKENNXDY 

Date: 06/23/2000 

Time: 13:22 

Via : PHONE 
Prelim Type: SLAMMING 

PO : 

Disputed Amt:  0.00 

Supmntl R p t  Reg'd: / / 

Certified Lettex Sent: / / 

Certified Letter Rec'd: / / 

Closed by: =K 

Date: 08/10/2000 

Closeout Type: LS-13 
Apparent Rule Violation: y 

5/22/00: Initial correspondence received from consumer complaining that her daughter, age 15, had lied 
about her age and change local toll and toll carrier on the residential phone service. The customer stated 
that the company has a tape verification of the authorization of the carrier switch. The consumer believes 
that the company was only able to convince her daughter to lie because of the possibility that she might win 
$100. I tried to make contact with the customer off and on for several weeks. The customer had moved and 
the phone was disconnected. 

6/20/00: The customer faxed more bills with high costs for local toll. 
2 x g  
D i." 

6/23/00: I prepared a letter to the company asking it to prove that all requirements of Rule 25-4.118 had 25 
;.g 

been m e t .  I advised the company if the requirements had not been met, then the customer would be due a 
refund. v) - - 

E: 3 3  

; 0 

Request No. 321993T Name WILLIAMS ,DONNA MS. Business Name 

PAGE NO: 1 
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EXHIBIT NO. MW-3 

DOCKET NO. 001 109-TI 

WITNESS: Melinda Watts 

PARTY: Florida Public Service Commission 

DESCRIPTION: Apparent Violations of Specific 
Elements of Rule 25-4.1 18, F.A.C., by Complaint 
No. 

PROFFERING PARTY: STAFF 

I. D.#M W-3 



Docket No. 001 109-TI, WebNet Communications, Inc. 
Apparent Violations of Specific Elements of Rule 25-4.11 8, F.A.C., by Complaint No. 

Docket No. 001 109-TI 
Exhibit MW-3 

Page 1 of 2 

5 
t 

_ ._ 
I II 1 1 1 1  

1 (2)(b)2. - Vehcation data 
. ! . . . I  

~ 3163851 I 
I I - Billing name ! 

1 

I I  - Address 

(3)(a)2. - Statement clearly identifying: 
111 - Each phone number to be changed 

~ *' /x 
I 3191621 X I I X I I X I I I 1 ]I-Certificatedname I 
I 3201721 X I X I X I  X 

X 
1 X ] I I  - Service the customer wishes to subscribe to 
1 1 (3)(a)3. - Statement that the person requesting the change is authorized -- ~~~ y 

X 
X 

l x  X 
x 
X 
X 

~ 

__ 

- 

x I x , x I  
I I I!Xl..X I I I  1 (3)(a)4. - Statement that: _ _  - -  I , I 

I l l 1  

' I  1 I1 I I  - T H  
I I I X ~ I - ~~ Change request will apply only to the number given 

I * 320809 
X X 1 I I I I I (31(a15. - LEC may charge a fee for each provider change I 

X 
X 
X 

- 
~ 

~ 

1 ;  
I 

X X I  

I 

1x1 
I 

i ' - . . . . . 

i 

i I  
1 1  

(4) - Must not be misleading or deceptive. It is readily apparent to person: 
I - That the purpose is to authorize a provider change 
It -Who the provider is 
IH - That the selection would apply only to the number given 
IV - That there could only be one provider for that number 
V - That the LEC miaht charge a fee to switch service orovjders 

. . 

1 3210061 X I 

1 l x  I X  X , X I  I 1 322032 

32221 3 
x i x l x  X 

. 

I 

I 
_ _ _  - (6) - TPV maintained for one year 

(9) - Provide the following disclosures when soliciting: 
1 - Identification of the company 
I1 - Purpose of the call is to solicit a change of provider of the customer 

. -  

u 
! 
I 

~ 

X 
X 

~ 

I X I X  

1x1 1 I I1 I IV - All info in Rule 25-24.490(3) (rates) 1 
I I I ( I O )  - During telemarketing and verification, no misleading or deceptive I 1 325014 I I  1x1 1 X references shall be made- 

- 

(1 1) - Provide customer copy of TPV within 15 days of request 
-~ x - x x x  . ~ (12) 

1 3251951 X I 

I I 1 I I I - Toll-free number for slamming complaints 
X I  I 1 X i I II - On first bill 

- 1 - 1  I I 
I 1x1 I 

X 
X 
X 

I I 

~ 327521 I I 
I 3295081 

I I 

x i x l x  1 I IH - Answer it promptly 1 1  ~~ 

P I  l x l x  1 3302801 I I l x  
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