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2 
3 a. 

DIRECT TESTJK*Y f:F JENNIFER ERlJtAN-BRIOOES 

Would you please state your na11e and business address. 

4 
A. My n.-e is Jemifer Ercnn-Bridges. 2540 Shanard Qak Boulevard. 

5 
Tallahassee. FL 32399·0850. 

6 
a. By WW. are you eiiPloyed and 1n wttat capactty? 

7 
A. 1 • e~~ployed by the Florida Pub11c Service C..1ss1on as a 

8 
Regulatory Progr• Adlinistrator for the Bureau of C~laint Resolutton. 

9 
Division of Ccnsa.er Affairs. 

10 a. Please give 1 brief descr1ption of your educational background and 

11 
professional eJCper1enc:e. 

12 
A. My eck£at1onal exper1ence includes a Bachelor of Arts degree frc:M~ 

13 
Vanderbilt lklhersity. Nashv111e. Tennessee. I alii currently pt.1rsuing my 

14 
Masters 1n Bus1ness Adl1n1strat1on degree at the Flor1da State Un1vers1ty. 

15 
Tallahassee. Florida. 

16 
Hy profess 1 ona 1 experience 1 nc 1 udes s 1x 1110r1ths as an Ass 1 stant 

17 
Superv1sor at the 01vis1on of H1stor1c Resources. I then spent s1x years 

18 
as Execut1 ve 01 rector of Ma 1 n Street Qu1 ncy. Inc . . a cblntown redeve 1 oprnent 

19 
organ1zat1on 1n Qu1ncy. Flor1dl. S1nce Apr11 7. 1997. I have been a . 

20 
Regulatory Progr• Adll1nistrator in the D1v1sion of Cons~ Affa1rs at the 

21 
Florida Public Service Coll1ssion. In th1s capacity. l superv1se f1ve 

22 
regulatory specia11sts. as ..ell as handle spectal projects and docketed 

23 
matters that perta 1 n to ccnsa.ers. 

24 °· 
2:J A. 

What 1s the purpose of your test1mony? 

The purpose of ~ test1nmny 1s to present to the CCRn1ss1on evidence 



1 that Rule No.ZS-4.118, Florida Adltntstrative Code (FAC). has not 

2 effectiVely curta11ed the 1nc1dence of unauthor1zed 1nterexchange carrier 

3 (IXC) change (sl,..ing) CQIPlaints in Florida. 

4 a. en wt are you bls1ng th1s contention? 

5 A. The Pub11c Service tc.1ss1on adopted rules 1n 1992 wh1ch ~re 

6 intended to reduce or e11•1nate sl,..ing in Florida. Rather than 

7 exper1ence a decrease. the state eJCper1enced w.precedented growth in this 

8 category of cailpla1nts. In 1992. tht: C:O.ission' s D1Y1sion of Cons&JDer 

9 Affa1rs received 309 sla.1ng COIIIPla1nts that -.ere deterw1ned to be 

10 justified. The ruller grew to 870 1n 1993. 1,049 in 1994. 1.613 1n 1995. 

11 and 2.393 1n 1996. 

1'? Q. Is the prabla 1i81ted to interexchange carr1ers? 

13 A. No. Since CGI!pet1tion within the local telephone 111trket was 

14 permitted 1n Jaruary. 1996. the 01Yis1on of Cons.-r Affairs has begun 

15 receiving CQIP1a1nts concem1ng sl,..1ng of local serv1ce. In fact. as of 

16 Oecenoer 9. 1997. the ·C:0.1ssion has f1led 167 inquiries against one 

17 Alternative Local Exchange carrier since Septenter 3. 1997. Most of these 

18 inquiries are concerned with sla111111ing of local telephone service. 

19 Q. Have the CCJ111Plaints rece1ved by Cons.-r Affairs delmstrated any 

20 particular pattem? 

21 A. Yes. unauthorized primary interexchange carrier (PIC> changes 

22 resulting fran sweepstakes and tele~~~rket1ng represented 751" of all 

23 justif1ed complaints in 1996. In 1996. Consu.er Affatrs closed 971 

24 slamning rule infraction cases that detlt w1th S~~~~eePStakes. Tele~~arket1ng 

25 accounted for 830 sl~ng rule infractions. Other types of sla111111ng 
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1 compla1nts 1ncluded. but were not 11m1ted to. misleading letters of agency. 

2 name/ ANI •1•tches. and forgery. 

3 a. Why has the Calllission's rule conceming written authorization of a 

4 PIC change order not prevented sla•1ng due to a sweepstakes entry? 

5 A. The ec-1ss1on' s ex1sting rule only states liNt mini lUll infonnation 

6 a.~st be included 1n the LOA. It does not spec1fically limit -.tlat other 

7 1nfor.tion •Y be included nor does it address the context within -.tl1ch 

8 the LOA is obtained. Our experience has been that the IXC typically places 

9 boxes in locations such as conven1ence stores. restaurants and flea markets 

10 advertis1ng a drawing to w1n a car or a trip. My mention of the fact that 

11 the drawing is being used to obtain an LOt. to change a custaner's PIC 1s 

12 typically in •11 type and/or located on the side of the box WM!re the 

13 custc.r is not 11kely to see it. Customers sign the for~~ unaware that 

14 they have authorized a PIC change. 

15 We have seen ~ cases 1n which the person fill'ing out the fonn 

16 1s not the custa.r of record on the telephone account. but a relat1ve or 

17 fr1end of the accCUtt holder. Jn these ·cases. the IXCs have not checked to 

18 detel"'ll1ne if the person whose 111111 is on the LOA is the cust~r of record 

19 and has authority to order a PIC change. 

20 The foras included with most of the drawings we have observed meet 

21 the require~ents of Rule No.25-4.1I8(3)(b)FAC but. since we have received 

22 so many inqu1ries fro111 custa.rs who have s1gned these LOAs w1thout 

23 real1z1ng that what they are s1gning w1ll change their PIC. tt appears that 

24 the ru 1 e needs to be revi sed. 

2J Q. Why has the ca.iss1on's existing rule requ1ring third-party 
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1 ver1f1cat1on of an order taken as a result of a telem~rketing call not 

2 controlled the niJIIber of slaaaing COII1)la1nts? 

3 A. Rule No.25-4.118(2)(c)FAC. nequires that. if an IXC receives an order 

4 to change a custoler's PIC as a result of a telemarketing call. the order 

5 lll.ISt be ver1fied by a •qualified. independent finn which is unaff111ated 

6 w1th any IXC. • Many IXCs record the ver1ficat1on call and . .tlen asked by 

7 Cons&~ner Aff.tirs to prov1de proof that the customer has authorized the PIC 

8 change. provide us w1th a copy of the audio tape. In many cases the 

9 custcner W.e conversation was recorded uas told us that they had been 

10 under the 11111)ress1on that they were speaking w1th the1r presubscr1bed IXC 

11 and that they ~ only author1zing a change to a discount prograt1 w1th 

12 that IXC. They were not aware that they were author1z1ng a reseller of 

13 the1r IXC's serv1ce to switch thell. 

14 A review of ruErous audio tapes. submitted by the IXCs to ConsLJner Affa;rs 

15 as a result of cust~r inquiries. has shew\ that the person making the 

16 ver1fication call does not always clearly 1dentify the certif;cated name of 

17 the reseller. often referring repeatedly to the underlying carrier. In 

18 other instances. the MileS of some of the soliciting c~an1es tend to 

19 confuse custcners into thinking they are s1q>ly author1zing a discount 

20 progra11. Selle of these c~n1es 1nclude Business Discount Plan. H1ninun 

21 Rate Pr1 c1 ng. 01 scount Netwrt Serv1 ces. and Netwrk Serv1 ces. 

22 a. COuld you prov1de an e~le of this problem? 

23 A. The following conversation 1s a transcript of a port1on of the 

24 verification call on the switch of Beacon Sprinkler. P~ and Well Inc. 

25 serv1ce fro. AT&T to Discount Netwrk Services: 
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1 Veri f1er: "'As the office manager you are author1zed to handle the long 

2 distance serv1ce. 1s that correct?"' 

3 Custcner: ·ves· 

4 Ver1f1er: ·oc and you also have the author1ty to approve th1s d1scount 

5 plan. is that also correct?"' 

6 Cust001er: ·ves • 

7 Verif1er: •OK you'll re.e1n 1001 on AT&T's 11nes. operators and techn1cal 

8 support ~11 e you rece1Ye your sav1 ngs frail 01 scount Network Serv; ce. an 

9 1ndependent AT&T reseller. In the next f1ve to seven bus1ness days you 

10 w111 be sent a wlcCJRe packet concern1ng the program along w1th an 800 

11 m.IICer for custc.er serv1 ce. Thant you for your t 1 me and enjoy your 

12 sav1ngs. • 

13 At no t111e d1d the ver1f1er ask the custc.er. the Office Manager at Beacon 

14 ~. Spr1ntler. and well. Inc. 1 f he had the author1ty to make a change in 

15 long d1stance carr1ers. At no t1.e d1d the ver1f1er ask the customer if he 

16 author1zed h1s long d1stance carr1er to be sw1tched to D1scount Net~rk 

17 Serv1ces. 1he ver1f1er only refers to the customer approving a "d1scount 

18 plan·. not a new long d1stance serv1ce. The ver1f1er told the customer 

19 that he would stay •tOOl on AT&T's 11nes. operators. and techn1cal 

20 support. • 

21 The purpose of the ver1f1cat1on call 1s to ensure that the customer has 

22 ordered a change 1 n serv1 ce to the new COIIIPinY. The 1 anguage used In 

23 ver1f1cat1on calls such as th1s fa11s to determ1ne 1f the person has the 

24 author1ty to •te a change 1n the long d1stance carr1er. fatls to 

25 spec1f1cally ask the custc.er 1f he d1d 1ndeed author1ze a change in his 
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1 long distance carrier. and •as1zes the name of the underlying carrier in 

2 a manner that fails to .eke 1t clear that the customer 1s speaking to 

3 S\WOfte other than the ll'lderly1ng carrier. 

4 Q. Why does the rule requ1r1ng that an 1nformat1on packet be mailed to 

5 the cusu.er not alert the custc.r that he has authorized a PIC change? 

6 A. The current rule requires the so11c1t1ng CCJI!Piny to send the customer 

7 an inforMt1on package 1nclud1ng a prepaid returnable postcard. that the 

8 cust.c.er •Y s~t to the sol1c1t1ng IXC 1f the custc.r does not ~nt to 

9 have h1s PIC changed. However. custc.rs unknow1ngly authorize a PIC 

10 change. often because they see •11 fro~~ a COIPI"Y Wlose name they don't 

11 recognize and throw 1t IWIY tmpened as they ~ld w1th other ·junk ma11·. 

12 S1nce the postcard is not returned. the so11cit1 ng IXC goes ahead and 

13 processes the PIC change order. 

14 Q. The current ca-iss1on rule requires a CCJI!Piny ~ has slanmed a 

15 cust~ to rerate the custOEr's calls to the rate the custc.r ~ld have 

16 paid had the calls been carried by the customer's preferred carrier. The 

17 CCJI!Piny -..st also re111burse any PIC change charges 1,..,osed by the iocal 

18 exchange CCJIPiny (LEC). Has th1s rule been effective in prevent in; 

19 custOErs fro. suffering da111ges as a result of being slarrmed? 

20 A. No. If a custc.r finds that he has been sla.ed and calls ConsLJner 

21 Affairs to file a CQ1Pla1nt. our staff w1ll make sure that the calls are 

22 rerated and the PIC change charges are reintM.Irsed. The problem is that the 

23 custc.r has had to take tille fro. his day. typically during work hours. to 

24 contact his preferred carrier to re- establish his account. contact the LEC 

25 to expedite the switch back to the preferred carrier. and to contact the 
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1 Comnission and/or the Federal ta.Anications Conlnission to file a 

2 c~laint. The cust.-r is not being reidlursed for his Inconvenience. 

3 The custcaer's preferred IXC is neither reillbursed for the revenues 

4 it has lost as 1 result of 1ts losing 1 custcaer. nor is the preferred !XC 

5 reintlursed for the pPenSe of re-establishing that cust~r·s account. 

6 N~~Erous cust• rs .tiel spoke at the tc.ission's Rull!lllilking Workshops 

7 asked the ec-ission to initiate a rule that would prevent the sla11111ing 

8 c~ny fi'OII collecting any revenues fl'lll a custcaer it had slai!IEd. 

9 Analysts in Con~ Affairs frequently enc0111ter resistance on the part of 

10 cust~rs .tiel have been sl~ to paying 1 c~ny for services the 

11 cust.-r did not r'ICJIISt. 

12 a. Does this conclude your testi.any? 

13 A. 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

Yes. it does. 
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