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BEFORE THE
DIVISION OF ADMINISTRATIVE HEARINGS

CLAVIN "BILL" WOOD,

Petitioner, : DOAN CASE NO.: 99-3593
vs. :

GTE FLORIDA, INC.,

Respondent, i FPSC DOCKET NO.: 990861-TP
and ‘
PUBLIC SERVICE COMMISSION,

Intervenor.

Hearing in the above-styled cause was held on
December 8, 1999, at 9:00 o'clock a.m. in the
Administrative Building, Hearing Officer, Division of
Administrative Hearings, Lake Wales, Polk County, Florida
before William Quattlebaum, Hearing Officer of the
above-styled court.

Appearances were: Calvin Wood, pro se, for the
Petitioner; Kimberly Caswell, Esquire, for the Respondent;
Donna Clemons for the Intervenor and the official court
reporter.

Thereupon, the following proceedings were had and taken:
HEARING OFFICER: Are you ready to call your next
witness?

MR. WOOD: Yes, Your Honor. One of the people

RELIABLE REPORTING, INC.
500 SOUTH FLORIDA AVENUE, SUITE 600
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who I like to preface calling Mr. Burford. He's one
of the people who I was trying to get ahold of me from
out of town. And Mr. Keiser at GTE I understand
talked to with Mr. Burford and verified his complaint.
And I would like to call Mr. Burford and the clerk set
up a telephone back here, so we can talk to him on
speaker phone. I understand the rules permit this and
the parties have agreed to allow you to swear

Mr. Burford in, if you would. And we can go ahead
examine and cross-examine him by speaker phone.

Again, they said there's no objection for it.

I'll have another one after that Mr. John Plescow
with the PSC. Who the PSC has agreed to provide him
in that manner.

MS. CLEMONS: Your Honor, I did inform Mr. Wood
that I didn't mind making John Plescow available for
testimony telephonically. But I specifically
instructed him that he needed to clear that with you
yesterday and get your permission.

HEARING OFFICER: My concern in this kind of
thing and it's probably more technical than anything
else. 1Is that there's nobody there to swear in
whoever it is you are calling on the phone.

MR. WOOD: We -- I've seen it done other times

and the Judges always sworn him in. Initiated the
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call and sworn them in.

HEARING OFFICER: Where have you seen it done?

MR. WOOD: Pardon?

HEARING OFFICER: Where have you seen it done?

MR. WOOD: Up north. I have seen it done -- I
don't -- I haven't been -- this is one of the first
Florida courtrooms I have ever been in.

HEARING OFFICER: Generally the only time that I
would do anything like that if there's either a court
reporter, a notary public or somebody who's authorized
to identify someone and --

MR. WOOD: It's my understanding that the parties
can even waive the oath if they want to. And, you
know, I don't think the oath should be waived. His
testimony is very brief, it's someone from the
telephone company called and he told them that he
couldn't get a hold of me. Very brief.

MS. CLEMONS: Your Honor, if I may. Mr. Wood had
time to address the telephonic testimony with you
prior to this date. 2And I don't think it's
appropriate for us to, to go through this now. He
could have sought your permission at an earlier date
and you could have told him granted on the condition
that we have a notary or somebody there to swear these

witnesses in and he did not do that.
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6
I sent him several e-mails yesterday saying make

sure that you contact the judge's office and get their
prior approval.

MR. WOOD: I had -- I -- I was making
arrangements for someone to be there, notary as
required by the rules. My understanding is that the
parties can waive the requirements.

HEARING OFFICER: The parties can't waive the
requirements in an evidentiary hearing to eliminate
swearing in witnesses.

MR. WOOD: Okay. And you'll have someone there,
a notary to swear this man in, Mr. Plescow.

MS. CLEMONS: Not on this short notice, Your
Honor.

MR. WOOD: Apparently counsel should know the
rules better than me. I'm a pro se out here trying to
work my way through the rules and it's difficult.

MS. CASWELL: Your Honor, I would also point out
to Mr. Wood to my knowledge did not give us his
witness list with Mr. Burford even on it. Maybe --
did you do that today.

MR. WOOD: I concluded it in my prelimnary
statement, yes.

MS. CASWELL: But I would point out that he's had

months, he's had months to settle this matter as
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Ms. Clemons has pointed out.

HEARING OFFICER: I just, you know, I mean, I
don't know of anybody at least in my agency who's
willing to swear in people that we can't see, can't
identify and don't have anyway of making sure that
they are who they say they are. 2And I'm not going to
be first one to do it.

MR. WOOD: Good ruling, Your Honor. Thank you
for the ruling. 1In that case I would like to present
some testimony.

HEARING OFFICER: Okay. Since you got all your
papers why don't you just stay there.

MR. WOOD: Okay.

HEARING OFFICER: And if you'll raise your right
hand.

CALVIN WOOD, having been produced as a witness on

behalf of the petitioner, and having been first duly sworn,

testified as follows:

DIRECT EXAMINATION
MR. WOOD: My name is Calvin Wood. I live at
10577 Schaefer Lane. And I bought that property back
in 1986 and I built my house there. And I've kept and
the maintained it through the present. Up until early
1997, it was at the beginning of the rainy the season

when lightening hit the line. I had pretty good
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service with GTE I had no complaints. But after
lightening hit for some reason or another service was
never properly restored and deteriorated in fact. We
had many, many problems and more the problems went on
and the worse the service got.

It's my contention that this should never be here
today because I think everybody knows that GTE is
required to provide what, by their own words, plain
old telephone service. And what does that mean today.
Well, I tell you exactly what it means to me. I
should be able to pick up my phone, it should have a
dials tone. I should be able to either use tone or
pulse dialing and call someone in another place and be
able to reach them.

Basically today I think plain old telephone
service means a little more than it did 50 or 75 years
ago. I remember when I was a kid you would crank on
the side of the phone and the operator would answer it
and you held the thing to your ear and you spoke to
the thing on the phone, one of those o0ld wooden box
phones and the operator would connect you to where you
wanted to the go. But telephone service has changed
radically since then.

So today plain told telephone service includes

those amenities which go along with with being able to

RELIABLE REPORTING, INC.,
500 SOUTH FLORIDA AVENUE, SUITE 600
LAKELAND, FLORIDA 33801
863-682-8737




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

9
talk on it. Today we've been on our fax machines, to

transmit information. And the rules clearly permit
fax transmittals over the telephone wires. And if the
service on the line is so noisy or so bad or -- or you
keep this getting disconnected, while you're sending
the fax. That's not from my experiences equal plain
old telephone service.

While GTE claims another division has Internet
service it provides it over the wires that I pay them.

MS. CASWELL: Objection.

MR. WOOD: Your Honor, this is the relevant I'm
defining plain old telephone service.

MS. CASWELL: By saying it's -- Internet service
is included in plain old telephone service in your
view?

MR. WOOD: No, the ability to get Internet
service. In other words the wires need to working
properly so that I can -- I can hook to the Internet.
That today is plain old telephone service. Everybody
just about got e-mail and ability to search the
Internet. And its -- its I think it's so common that
I don't think there should be any questions raised
about the ability to use those lines coming into my
house in order to assess those services.

And I think when people call me whether they're
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10
from down the road or from out of state and they keep

getting a disconnect signal or a recording that my
phones been disconnected or my phone and fax is
suppose to be working. I'm not being provided with
plain old telephone service. And the fact that the
problems that's it's intermittent, isn't my problem.

I'm required to call GTE and say hey, you know,
something's wrong, something's happening my -- my --
and for months my phone service was so noisy that I
couldn't talk to people because of the noises over it.
And this wasn't just a problem that they fixed it was
a continuing problem and they knew about it.

I -- I would be talking on the phone and I would
be disconnected. And that does not equal plain old
telephone service. I would send a fax and it would be
so noisy that the information would not transmit. And
the same thing with the Internet service, the
information would not transmit over the GTE lines
because of the high level of noise.

I hate to get involved in the processes like
this, there's no money there's only expense for me in
coming here today. Yet I don't know what to do. I --
because I worked for months with GTE, I worked from
the early summer of 1997 up until the end of December

trying to get plain old telephone service. And never
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11
got it. And finally out of rude necessity I was

forced to file a complaint with the PSC. 2And when I
did that at a, you know -- as you know and while my
communication with GTE went on they said that
basically they would help me get my -- get my
telephone service restored to, you know, a usable
level.

And they said that I was the only place they had
to go and as a practical matter it is. And there
number is right in front of the phone book, they

furnish it right on that. And when I went to file one

. I had no problem finding them. And after months I was

finally felt I was forced to.

In 1996 the VA said I was totally and permanently
disabled. 1I've been working with the VA and I've been
working with vocational rehabilitation in Winter Haven
trying to get back to work. And even though I'm
disabled, the American Disabilities Act says it does
mean I have the right to work and do the things that I
can do. And the things that I can do involve the use
of a telephone. But when I can't talk to people
because of noise on the line is so loud that I can't
understand the conversation or they can't understand
me. When I can't transmit information to them by fax

or otherwise, I simply can't, you know, sustain any
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12
type of business where I need to get ahold of people

where they need to get ahold of me.

And GTE knew this because I talked to the people
and I tell them I'm disabled, you know. I need and
you know I'm trying to get ahold of this these people.
You know, I anticipate work from them. Including Mr.
Burford in Calcuts (phonetically) he's an attorney up
there. And he was with an organization that I done
with some work with before. And after I filed the
complaints and it soon became obvious to me that the
service became worse. That I would -- I would call
about trouble and someone would come out and they
would look around and I never found out what they were
doing or what they were trying to do. And they would
leave and my phone service would still be bad.

And I know it's not from from that original
lightning strike because they claimed they had another
lightning strike. But what it is I don't know, but
that's their problem. It's what I pay my bill for,
it's why they're a monopoly and they're the only boys
in town that you get local telephone service from.
And I expected them to provide me with that minimum
service. And it's very hard to find people who don't
get you. It's find easy to find people who do get

you, but it's very hard to find people who don't get
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you. Especially when they call you and your phones

been disconnected they are told.

So after the PSC came in, I guess, it was early
January 1998, Mr. Fulwood got in touch with me. And
he let me know that yes he would work with me and that
they would represent me and they would help me get my
service restored. That they could make GTE give me
service. And I depended on him. And the entire time
that I was working with GTE and the PSC, I was totally
open, totally candid gave them all the information I
had whether it was written oral or what. I passed it
onto them. And it was especially important with GTE
because it knew they were representing me and needed
this information. And without it I mean, you know,
they wouldn't be able to properly represent me.

And after it started I was told by Mr. Fulwood
that I was entitled to -- actually after 30 days, I
would ask for an informal conference and we could meet
and try to work out the problem, you know, what did
GTE need to do, what the PSC, what I needed to do.
Because I only wanted one thing and that is plain old
telephone service. And it became apparent after the
period of time to me, that they -- that my pair that I
was on was defective. Either the wiring or the

connections in it somewhere were spliced was
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14
defective, and the reason why I know this because I

worked with this type of stuff in Vietnam in the
service and we had basically the same type over there,
the equipment we have over here, the difference is
ours was smaller and mobile. But the physics and
principals are all the same on this stuff. And I
repaired the equipment and the whole nine yards and
ran tests on it. And I know what GTE mostly can do
I'm sure there's been some improvements in the test,
but the test all remain the same.

And I know that when you keep having a problem
like this you have a defective pair and you need to
change it. GTE did that too and what I found out
later, from GTE, is that they never had any extra
pairs. Nowhere. That all their pairs, extra pair
that they had cables out there were defective.

So shortly after I filed a complaint I started
going around and talking to my neighbors, you know,
how's you all telephone services, and Mr. Walrath he
says well, you know --

MS. CASWELL: Objection. This hearing doesn't
concern anyone's telephone service.

MR. WOOD: Your Honor, this concerns an
investigation that I made, one, that should have been

made by GTE and I'm sure that they were aware of
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Mr. Walrath's problems. I think this is going to show

GTE violated the section where they were -- where
there's substantial nonservice in an area that there's
suppose to report it to the PSC and they didn't.

And so what happens to these folks who were in
the same cable pair that I was is extremely relevant.

MS. CASWELL: It's overruled. Go ahead.

MR. WOOD: I talked with Mr. Walrath and he
says -- he says man, we've been having problems for
about two years now and he says we've called GTE many
times. And he says it's still not working right. He
says we're in the middle of a long distance to one of
our kids, who are out of state, and we just get
disconnected. So we have to go back and sometimes we
have to wait a few minutes and then we can get a call
through, sometimes we can't, but usually we get a call
through. So but he said this has been happening to
him for years and GTE won't do nothing.

Now Mr. Walrath, is totally disabled and so is
his wife. And they're probably in their mid 60's
somewhere or later. And he is -- he's the second
neighbor up the street. The first neighbor up the
street, I know is Richard Saria (phonetically) and I
was personally aware when lightning hit Mr. Saria's

telephone line, he was out three days before they even
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came out to look at it for repair and he's off

another, I think it was two days to repair his line.
And Mr. Saria is Asian and he's also probably pushing
60 or probably over 60. His command of English is
basic. He is not disabled, but his wife is.

And I went across the road then to Mr. Raymond
Higgins. And Mr. Higgins was fortunate or unfortunate
enough to have the junction box where my cable hooked
into and where most of the neighbors around there
hooked into. And he was having problems and he got to
talk to the workman that came. And that's where I
first learned of the defective pairs that they had out
there and that they never, you know, that they never
had done repairs or serve the people that was there.
Mrs. -- but he -- he would then call me when the GTE
people were up there working in that area. And I --
at certain times I went up and talked to the workmen
they almost all subcontractors that were working up
there.

And they would tell me, you know, this is the
some of the worse cabling that we've ever seen. He
said -- like the cable -- pair number 10 comes down so
far and the then they switch it over to like pair
number 20. And I'm using this as an example, I don't

remember the exact numbers, and he says it comes down
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the road a little further and then it goes back to

pair 18. And he says this is a nightmare to work,
it's almost impossible to work.

And anybody who's worked on the telephone lines
knows that, you know, pair 10 should go all the way
through, pair 20 should go all the way through and
pair 18 should go all the way through. But GTE it
became obvious was doing this and to try to get around
broken pairs in sections of the cable and they were
switching the things, rather than repairing them. And
we've heard some testimony up here that they had the
facilities to go in and repair the cable, it's common.

I went down the road to Siel (phonetically)
Schaefer, Siel and his wife are senior citizens, he
has cancer and had cancer back then and he's still
fighting it. And he told me that there were times
that they went days without telephone service. And he
never knew when he was going have to go to the doctor
or call an ambulance. And GTE wouldn't fix his.

James Sheppard had a relatively new house down
the road, and he said he had problems with -- with
basically the quality of the line service. There's a
lot of noise and, you know, made it very difficult for
him to talk. And all of these -- 1if people would call

GTE to come fix the problem and the problem was never
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fixed.

Now, one up until recently almost all of this
cable was -- was above the road aerial cable. And
there's only one cable coming down Schaefer Lane,
that's it. They've replaced that cable it was
finished by August of 1998. My entire feeder was
replaced. Mr. Higgins feeder was replaced off of that
new cable. Several peoples feeder was replaced
including Annette Freedento (phonetically)
Hollingsworth. And I'll give you the spellings.

And she showed me they had to replace hers with
the new one and it ran across the yard and it had been
there for over a year. And they still hadn't, you
know, come in and given her an installation on it and
they ran over it every day with the car. And it
wasn't until after my complaint was filed and I
brought these people in that any work on these other
peoples' places was done. And they finally, after I
complained and gave the PSC this list that her -- her
cables were buried, and I was up there, and I saw them
burying it.

Martha Negrite -- oh, James Sheppard him and his
wife are senior citizens, mid 60's probably. Martha
Negrite, the daughter of a Hispanic couple. Their --

her parents live there, they don't speak English. And
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she said that they'd never had good phone service

there it was always bad and they were always -- it was
always interrupted and GTE would come out and it would
be fixed for a few days and it was gone again.

And with what little Spanish I spoke I talked to
her mother who basically agreed that you know, that
the phone service and -- I think it's in her mother's
name -- that the phone service there had been very bad
and GTE wouldn't fix it.

And William Perry. William Perry is probably 79
or 80 years old right now. He's the first person I
met probably when I moved to Schaefer Lane. He was
the second person to move into the subdivision there.
He knows everybody intimately -- he knows all -- he's
one of those folks that has all of the gossip and
what's happening to everybody and he's very alert.

When I first came to Lake Wales, I wasn't
disabled, but I was very sick. And the disability
process was in, in swing then. And Mr. Perry called
me once or twice every day depending on how I Was
feeling to check on how I was. And there were times
that because I was there alone that there were days
that I really didn't féel like even getting up or
getting anything to eat. And I had heart problems,

I -- probably six or seven months after I was in or
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back from up north into the Schaefer Lane property, I

had a heart attack in or I was starting to have a
heart attack in Winter Haven was in the hospital for
it. I had Nitro and I take it --

MS. CASWELL: I'm going to have to object,
because I don't see the relevancy and I think it's
just to prolong the hearing.

MR. WOOD: Your Honor, I'm entitled to 911
service.

HEARING OFFICER: I'm going to allow Mr. Wood to
testify.

MR. WOOD: And to this day, I still have heart
problem and I still carry Nitro. My triglycerides
within roughly the past year have been up to the
eleven thousand. And the norm for triglycerides is
somewhere about 200 to 400. And I told GTE customer
service, and I've told the installers, I said people
I've got to have my phone working because I don't know
when I'm going to have to go to the hospital again.
And the Winter Park was the second time, I was up
north the time prior to that when it happened and I
went in the VA hospital for two weeks.

And it's -- it's very scary being there, when you
don't know when you pick up the phone if you have a

dial tone. When you pick up the phone are you go
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going to be able to call for help. And this was

probably the reason, it was the reason that I finally
filed a complaint with the PSC because I was afraid to
stay by myself without phone service.

And about starting about November of 1997
Mr. Perry was not able to get ahold of me on a regular
basis. And I said I called him grandpa, he's an old
grandfatherly type person, I said grandpa are you --
are you dialing the wrong number. And he says, no I'm
dialing the right number. 2and would I go to his house
and I would say dial my phone my answering machine's
on. And he would dial it and I'd watch, it looked
like to me he was dialing the right number and he
would get the disconnected thing. It was the third
time that I went up and he did that. I said let me
try it. ©No, he said you try it. Because he knew
that -- that what I was thinking that he was dialing
the wrong number. And I tried it several times after
that and I got -- either I couldn't get through, the
typical thing was the disconnect. My phone had been
disconnected and was no longer in service.

And I know what GTE was talking about with
Mr. Perry and I know the PSC was talking about with
Mr. Perry, because I had the same doubts. And in

order to massage them and to be sure that they was
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aware of Mr. Perry's problem. When my phone was

working I would put a conference call in, I'd call Mr.
Perry, I could call him usually and then I'd get GTE
on the phone and Mr. Perry would tell them what was
happening. And that was just him filing his
complaint. Because he didn't get through to GTE or
what to do when he got on and I would connect him with
the right person and they would take his complaint.

I did this at least four time and I'm certain
more. And it was a concern to me because Mr. Perry
was basically a life line to me. And if something had
happened to me that I -- that I couldn't phone and
Mr. Perry couldn't get through with me. He came down
several times two or three times when he couldn't get
through, just to see if I was okay. But without him
being able to get ahold of me, I would have been -- I
would have had real problems. Those problems still
exists today. I still have heart problems. I have
heart pains, I'm a diabetic, I don't have as much as
normal people. I have pains in my neck, in my
shoulders, down my arms to a certain extent. And I
still have to have telephone service, basic -- basic
telephone service.

And I understand how GTE after a time period you

keep filing complaints, you become a plain old pain in
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the butt. I had -- I didn't know what else to do, I'm

obligated to file a complaint, let them know the
problem. And if they fixed it good and sometime they
fixed it for a day, two days. Sometimes they wouldn't
fix it all and it wouldn't be fixed when they left.
Sometimes they worked for a couple of weeks, it would
just be noisy and loud and hard to talk over. And
this again went on for a period of months.

And it wasn't nothing new, it's something that
anybody can go out to their little box, whatever, the
egg shaped whatever box it was, plug a phone in and
hear the noise on GTE's part of the line. And every
time before I called the telephone company, I took my
telephone out, I plugged into that box to see if the
problem was on my side. When I concluded that it
wasn't I would proceed to call GTE.

I had inside wiring service. Never at any time,
since I've had inside wiring service, have they wanted
to come in and check around. Now, when they installed
the new line they brought the line all the way through
and installed the new line they did do that. The
installers would tell me that the lines were bad. The
PSC repairman would tell me that the lines were bad.
They would tell me that my line was bad, but there's

no other place to hook me on. And that -- that the
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fact that, you know, that I was getting cut off in the

phone calls was because probably -- they did pretty
much substantiated it was because the wire was broken
and when the wind would blow a certain way it would
pull apart and then when the wind would slack down it
would come back together again. And my own experience
with telephone lines. And I installed the telephone
lines for substantial part of Van Canh, Vietnam which
a village or a town about six or eight thousand people
probably. And I know that when there's -- when
there's a problem with the line you got to do one of
two things, you've got to trace it down, which is very
hard or you got to replace it.

GTE knows that if I did, and they knew that the
line had to be replaced. They never did that until in
April after the tornado in April of 1998, they tried
to transfer me in the Darty Drive cable to the
Schaefer Lane cable. All continue cables in that area
come from a switching station. And in a switching
station you have places like, if you -- if you have a
lightning strike the only continue portion of the
service will be discontinued and the rest of that will
continue. And -- and the lines that go out from these
switches out in my case one down Darty Drive and it

was probably a mile, a mile and a quarter from the
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switching station to my house. The one they switched

me to went approximately two miles down State Route
60, it went up Silvio Lane for about a quarter of a
mile and then about two miles down Darty Drive or down
Schaefer Lane and terminated there in the box where my
line came out of. And I don't know how far back
they're replaced it, but it's my understanding from
talking to the people who worked out there they
installed it at least back to State Road 60, they
replaced it. I know after they got through with the
replacements out there we had good telephone service.
But before that we didn't.

Now, the people, I have eight people here and
that's a -- that's a big part of the people that live
on Schaefer Lane that has phones. Most of Schaefer
Lane is still undeveloped lots or five acre lots, most
of them -- this many people being on on Schaefer Lane,
I believe, would meet the definition of a substantial
outage in an area, because this I'm pretty sure
represents over half -- over half the people. And
since that time there's been some new houses moved in,
new trailers moved in, new people moving in. But one
of the lady's, the lady across the road McDonald, who
lives across the road from Mr. Perry had her phone

disconnected for nonpayment, two weeks later she paid
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her bill and found out that GTE had given her line to

someone else that had moved in and they didn't have
any place to reconnect her and it was almost a month
before they got her reconnected. And all of these
folks came down the same pair of cables. And I
followed them down the road telephone pole to
telephone pole, there's box up where there's
connections and where the lines branch out to the
various houses periodically, but there's basically one
cable serving all of Schaefer Lane. Which is a row --
Schaefer and Silvio which is the part of the same
subdivision which is almost two miles. After I talked
with my neighbors, I said, you know, they said what
can we do, and I says, you know, we can try to get you
to intervene in my case. Again, they were disabled,
they didn't speak good English, they were old or a
combination. And they didn't know what to do. And I
said, you know, I can't represent you or anything,
but, you know, I can help, you know, maybe get in and
get your problems taken care of.

And they signed the first document that I have on
my exhibit list and asked to intervene. And this
is -- this is the intervention that Mr. Fulwood
indicated to me was improper. And these are the same

people that he said was not relevant to my case and
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that he felt that he didn't have to look at. And if

I'm not mistaken, I don't want to misquote him, but I
think that his boss said stick to my line. But we
were all on the same cable, all in the bucket being
that one line that came down Schaefer Lane.

I'm not going to even attempt to go into all of
the communications because I developed a -- a habit
over the years of trying to document what happens and
my feelings and my thoughts and transferring to the
other people. Sometimes I'm little mad and I may
express it, I try not to be, I try to be objective.
But one of the first things that I want to bring up
that was a written document, is my letter of February
3rd, 1998 which the second document that I submitted.
And I'm not sure of the procedure do I need -- are
these already admitted into evidence or do I need to
make a motion, I'm not sure of the procedure, I want
to make sure the proper procedure is followed.

HEARING OFFICER: We're just going to go through
your package of documents. And then the ones that are
admissible we'll leave in the package and enter them
all as a composite exhibit.

MR. WOOD: Okay. All right. And on February
3rd, 1998, well before the tornado hit my house on

March the 9th, I told GTE in a letter that Mr. Perry,
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the neighbor that checks on me, still cannot get

through to me. By this time starting in late December
Mr. Perry could not get through to me at all. And I
sat and watched Mr. Perry dial the phone to his
daughter, talk to her, dial the phone to his wife who
is out of state now or then and talk to her. 1I've
seen him call the lawn mower repair place and make
arrangements for his lawn mower to be repaired.

I've seen him call Labor Lord Christian Camp and
talk to the people there. And I saw no problem that
Mr. Perry had dialing his phone at any time during
this period. And that's why I was comfortable with
him checking on me, because if I thought Mr. Perry
couldn't dial my number, I would certainly have
attempted to get someone else.

And I told them again it started last summer when
lightning burned up my lines. And he has no problem
getting through to other people and I documented this.
He has asked his line to be checked. Mr. Perry had
asked by phone and every time he called to GTE to
complain he couldn't get me or that he a conference
call he. He told them that, you know, send them out
and they can try to call. And until Mr. Fulwood came
out that day no one ever came. Mr. Keiser was suppose

to come out the next -- he was suppose to come to my
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house and suppose to come to Mr. Perry's house and he

was suppose to come go over lunch. Mr. Keiser came
while we were in church he left a note on the door
that that he had been there and he was gone. And we
have no idea what he did, because he never said he did
anything so and in con&ersation with him, I assume he
did nothing accept drive by.

Mr. Perry had let everybody, asked everybody he
talked to, you know, come in and try it yourself. And
I referenced the e-mail that's not apart of this, it's
in the files from Mr. Alton Adams that I sent them
that e-mail. That Mr. Adams couldn't get through with
me and he was trying to call my number and wrote the
number down in that e-mail. And that they could see
that the number was correct he was dialing the correct
number. And I don't think everybody who had problems
getting through to me had their line disconnected had
some problem with coordination or sight.

And I told them, you know, who knows how many
have just. Now, this is when I told them that I
intended to withhold payment contingent on the problem
being fixed. I told them I was disabled, I needed the
phone because of my health, and that you know if
anything happened to me because they weren't

providing, I'm sure my children would come in and find
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out why. I reminded them that the problems that I was

having was well known. That I've been promised a $25
credit for failure to repair and I put it in until it
come out my ears. And I basically hadn't got it, to
this day I haven't gotten it. I requested them to
immediately get to the problem me not receiving the
phone calls solved. Provide me with plain old
telephone service.

HEARING OFFICER: Mr. Wood, I can read the
letters.

MR. WOOD: Okay.

HEARING OFFICER: I don't want you to spend all
of your time reading the letters.

MR. WOOD: Right. The next document that I -- I
want to discuss notes that I made of conversations
with Mr. Ted Keiser. On March 27th, 1998, Mr. Keiser
said that they misunderstood my -- that I wanted my
telephone hooked up to the camper. And from the time
Mr. Farmer and Mr. -- I believe it's Skip or Ship came
out, I told them and showed them my camper which was
on the other side of the house, I needed to pull
across the back of the house, so it would be closer to
hook it up. It was a self contained camper and then I
wanted it had hooked up and that they could simply

hook up the telephone service to the existing box on
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my house and, you know, I'd even run my own lines over

to the camper, no problem. And they never came. He
told me that the pairs he wanted to change me to were
bad. And they never had a pair to provide me service
with. And he promised to talk with bookkeeping to get
my telephone turned on and it never happened.

And then Mr. Kaiser went from his story that they
never had a pair to hook me up to, to the fact that I
hadn't paid my bill. But after I wrote this letter
with, the next day, if not the same day that I wrote
the February 3rd letter I called PSC, and I says
listen, I'm having -- I filed a complaint with the PSC
and I'm having this problem with GTE providing me
service and am I allowed to withhold payment or what I
offered was to escrow pay, I had the money. I said
I'll escrow the payment to you until we get this
settled or until you make a ruling. But, you know,
let me keep the payment or withhold the payment from
GTE.

It was in early May that they disconnected my
phone supposedly for -- and I'll get into the
documentation on that for nonpayment. And I found out
that that PSC had told GTE to terminate my service.
And I later got a letter from Mr. Fulwood said that I

had to pay that I couldn't withhold. And I would ask
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permission of the Court to -- to present to rule -- I

don't have the rule with me, I looked for it, I
thought I had it. But while I have a question up
before the PSC until it's resolved, they -- and I'm
informed of what it is -- they cannot disconnect my
service and yet they did. And it accumulated to the
point where it became obvious that they were doing
this in retaliation for me filing a complaint.

Mr. Fulwood said in his experience with the PSC
and again, I don't want misquote him, his testimony is
on the record and it will speak for itself. They
hadn't seen anything like this, he hadn't seen
anything like that before. He's seen people with
several complaints, but nothing like this. And GTE --
GTE had the ability to put me a télephone in. While I
was off and while my phone was disconnected, I said
provide me with a cellular phone, so that if I need to
get to the doctor, call the doctor, call an ambulance
that I can call. No we can't provide you with a
cellular, we don't have to do that.

It was in the second phone call that he told me
Mr. Perry's problem was bad wiring and it was in that
phone call that he told me at the corner of Silvio and
Route 60 that they had found bad wiring, bad

connections there. And they had repaired that portion
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of it and that portion at least he told me was

repaired. But apparently Mr. Perry had other problems
in the cable going out to his house, because his
inability to get me was still unresolved.

On March 31st, 1998 after I filed a December 1987
or 1997 complaints with the PSC the first thing I ever
heard from them was March 31st, 1998 giving GTE an
additional 30 days to respond to my complaints. And
today I found out that they split up my complaints
into two different sections. 2And Mr. Fulwood
apparently wasn't aware of a lot of the problems that
went on. And I feel sure that if Mr. Fulwood had the
whole story, not only would his recommendation had
been different, but he would have not closed the case
in May when the problem wasn't fixed until August.

In April I asked for an informal conference I was
told by Mr. Fulwood I could get one. After he
responded that was in May or in March for the last
letter. I immediately asked for an informal
conference. And I followed up by telephone and I
said, you know, let's get everybody together and sit
down and see if we can work something out. This was
very annoying, very time consuming having to trace the
wires from my house to make sure they were good,

connect into GTE sometimes in the middle of the night,
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in the rain. When they weren't working.

I got an informal conference in 1999, I believe
it was August -- July, August 1999 was the first
informal conference I got. And maybe not most people,
but I think a lot of people are aware of their license
of due process. And I believe, that my rights to due
process was radically violated by the PSC. That
hearing should have been in an approximate time and a
approximate place. There should have been notice and
hearing, not a year or so later. The hearing that --
the informal conference that we had then was simply a
step that I had to go through at that time after
almost -- well, from my May, I'd say May actually
January of '97 through all of '98 it was completely
untimely.

And I'm sure that everyone that works here, that
works for GTE involved in the investigation process
and the hearing process knows that it's right for any
public agency to notice of hearing. It was so unfair
that I had to wait over a year to get mine. And GTE
was aware, PSC was aware, everybody was aware because
I kept everybody informed. I wanted one thing plain
0ld telephone service.

On April the 8th, I informed four of my

neighbors, I informed Mr. Fulwood that my neighbors
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were having problems too, I wanted -- I wanted to make

sure that he was aware of it. I wanted to know that
they were the elderly, that they were disabled, they
were folks that couldn't speak good English. And that
they weren't getting service from PSC or from GTE and
from my experience with what happened to GTE and my
experience with what's happened in the other places,
the Schaefer Lane area was effectively redlined and
provided with inadequate, improper, insufficient
service, not plain old telephone service. Most of the
time even of -- speak on the -- pick up and speak and
dial on the telephone type.

Again, in April I asked for an informal
conference. The installers told me that GTE just
spent over seven hundred thousand out Saddlebay for
the snowbirds, but he said there were no plans for any
money to be spent on Schaefer Lane, just to put it
back together.

In April, the next significant date I think, I
wrote Ms. Hendrix at the telephone company. Again,
this was an attempt to update the telephone company
and try to formulate what our stands were and what our
positions were and try to work through them. I
complained that the cut off of my telephone service

was retaliation and this has never, never, never, been
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denied by GTE or PSC never.

I complained about having to use my long distance
card, my credit card to make calls. I informed GTE at
that time, because I couldn't live there with no
telephone service, my house had been looted. I
reminded them of the eight neighbor's that were also
having problems again. I want -- I wanted a
resolution to the problem. Let them know that I had
asked the PSC for an informal conference. Reminded
them again that I'm disabled. I cannot get moved back
in my house, which is how my camper, as fast as I used
to. However, by this period of time, I believe -- I
believe they restored my ability to dial 911. But
they still hadn't restored my ability to make long
distance phone calls.

And I needed to do that in order to find work
with people out of state, contacts that I had out of
state. And it's just a killer. I mean, you know, I
was sick, and that was the detriment, tornado hit,
that was the another detriment and then this ongoing
thing with GTE was another detriment.

The next significant communication that I wish to
point out is the May the 4th letter to GTE that I
finally got a ruling from Mr. Fulwood. That I had to

pay my -- I couldn't withhold long distance service
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and I sent them a check for payment in full. There's

testimony that they'd offer to work out payments. I
didn't need the payments, I had the money. And I made
my house payment first, my utility payment second, and
I make my phones bills third and everything else comes
after that.

And I told them that I might contact Governor
Chiles' office for help. And when -- when I still
hadn't gotten any help, instead of Governor Chiles, I
decided it might be best to write Senator John
Laurent. And Senator Laurent he'll be retiring after
this term, at the end of 2000 will be the end of his
term, but he's still -- he's still a Senator in the
legislature. He's the one that votes on GTE and I
figured, well, you know, this is the guy to call. A2and
I told them -- told him my problems and Senator
Laurent wrote Mr. Talbot a letter. I'm trying to find
that it's suppose to be in the documentation, wrote
Mr. Talbot letter asking him to keep him updated. And
I have checked with Mr. Laurent and I would submit to
this Court that to my knowledge, the PSC has never
submitted any information to the Senator. The person
who regulates it, and is responsible for it's funding
and well being has never submitted him any

documentation. And as far as I know, the only
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documentation he's gotten has been what I've sent him.

And on June the 4th, I again told Mr. Smith who's
Senator Laurent's assistant that I cannot receive most
of my incoming long distance and many of my local
calls, including Mr. Perry who lives approximately
three quarters of a mile away.

During this period of time I contracted with GTE
to provide me Internet service. And despite the fact
that they failed to provide me lines I was still
charged for Internet service. And I don't care who
their subs are, I pay GTE, the same person that
provides my local service they collected my money and
for Internet service, they collected my money for long
distance --

MS. CLEMONS: Objection.

MR. WOOD: -- service, GTE.

MS. CLEMONS: Your Honor, Mr. Wood is testifying
about Internet service. I believe you have already
ruled that is outside of scope of this hearing.

HEARING OFFICER: I have, but I'm not going to
pay any attention to it.

MR. WOOD: ©Okay. And this inquiry was sent to
Aubrey, Texas. The next significant document on June
5th, 1998, again, sent documents to John Laurent's

office. The next document is a duplicate which you
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can pull it out if you want. Accept for the

attachment, the attachment needs to stay. Probably
leave this attached to the attachment. And there's
suppose to be pages to that which shows that on this
May 16th payment or during this period that after I
got the letter from Mr. Fulwood that I paid my bill in
full. And it's reflected in GTE's records that I paid
in full including long distance bills and it was
another three weeks that my calls were blocked.

And I told GTE, I called them when I made the
payment, that I was making the payment the next day,
that I'm sending in the mail and I want my service
restored. They said, no problem Mr. Wood when we get
your payment we'll have your service turned on the
next day.

The first thing that I got from initial complaint
other than Mr. Fulwood's letter which I filed in
December 1980, was June 17th, 1998. So approximately
six months later I got a response listings a history
of what the PSC had that had transpired between me and
GTE and the PSC. And they copied I never -- they did
copy this -- they did copy this to Senator Laurent
Mr. Talbot did.

June 29th, by this time they had replaced my

feeder line from the junction box on Schaefer Lane
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down my driveway to my house. It wasn't buried yet,

it ran along top of the road. And they hadn't
replaced it back to Mr. Perry's house and it wasn't
until they replaced back -- Mr. Perry's line back at
least to State Route 60 that he was able to call me
and that was in August. And at that time, I told them
I didn't consider my phone fix until Mr. Perry could
reach me on a regular routine basis. Again, I
requested an informal conference, waited over a year.

The PSC was telling me that they were using their
regulations and were making decisions by them. I
asked for a copy of the regulations. And it's my
understanding that the PSC regulations for telephone
companies are contained in a little booklet that they
can send you. And they refused to sent it, I had go
to somewhere else to get them. And I finally got them
from the Internet. And I complained at least back to
about May of 1997, I'm due a sizable refund from GTE's
failure to provide minimal service. And to this day,
I think I'm entitled to that, I think the PSC should
have gave me the refund for local service and perhaps
even a partial refund for long distance service,
because I never had it.

Other June the 30th, I paid 207.57 under protest.

I asked for an adjustment I thought the correct amount
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should be 110. They gave me some adjustments. So far

as I know GTE has never volunteered any adjustment.
The only adjustment that I've ever got was what I had
to complain and call and weeks and months later
sometimes I get a -- I'd get an adjustment.

Here's on July 3rd, 1998, I complained -- I wrote
of a letter of complaint to Mr. William Talbot
executive director of the Public Service Commission.
Complained that someone in the PSC had informed GTE 10
days to two weeks basically that I had to pay or be
disconnected before they informed me. GTE cut me off
and I wanted to know who the, you know, person was who
did this, was it Mr. Fulwood or was it someone else.
Nothing. Nothing.

Mr. Rasberry acknowledged my July 3rd, 1998,
request for a hearing at my next deposition. I made
it July 3rd PSC got back with 20 days later, assigned
my case to Mr. John Plescow. I tried many times to
get ahold of Mr. Plescow and I understand that the PSC
is busy and they have more cases than mine. Line was
busy, couldn't get through to him, his line was busy,
when I got through to PSC, so I said I'm going to try
and fax, you know, about what's happening and I said
welcome aboard. I mean, you know, Mr. Plescow

certainly wasn't the first person with GTE or the PSC
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to be involved in this. And I was hoping he would

have some decision making power and I'm still not sure
what his function was, but it was my understanding he
was the one that would have to give me a -- a give me
a informal conference.

I asked again that I be provided with the
regulations used with GTE. And again to find out who
was -- I reached an agreement with the PS -- GTE to
cut my phone off without notifying me. Because I paid
immediately after I got Mr. Fulwood's letter. That
I'd to pay -- paid immediately.

The next significant event and for me this is, a
really significant event this was August 18th, 1998.
That was when Mr. Perry was finally able to reach me
from his house on Schaefer Lane to my house on
Schaefer Lane. And I documented that to Mr. Plescow
at PSC, to the PSC in general which I assume would go
to Mr. Fulwood and apparently he never got it and to
GTE.

And I find here today that my case had been
closed in May and I just blowing in the wind,
submitting the rest of these letters of protest and it
was doing no good. I tried to keep joking, but not
sarcastic that Mr. Perry was proud that he got two

phones out of them, he never got anything for free
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before he told me. And that he used his -- the old

phone to call me and he pushed the buttons and he got
through finally. And he -- he -- he was pretty happy
that he was able to finally get through with me or
through to me.

I told him that that -- that -- that I -- I -- 1T
documented the, what I called mix up of GTE cutting
off my phone, of being advised by PSC to cut off my
phone prior to me getting the decision and that it
should be avoided and it should've never have
happened. That I asked GTE for a copy of my repair
reports. Never got them. I got them two days ago
Your Honor, two days ago.

MS. CASWELL: I object to that. Mr. Wood got the
notice of those documents were served on the Public
Service Commission on, let's see they were sent out on
November 29th. And he could have asked for those
documents at any point. It's not customary to serve
all the documents to third parties when we served
prior to request that's commission procedure. That's
the way it's been done for every hearing that I've
been in the 10 years I've been at the PSC, before the
PSC. We don't typically do that.

In this case if would I have thought about it, I

would have told my secretary to do it. But I have had
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no problem providing those records to Mr. Wood when he

asked for them. And in any event we had the trouble
history in the record, because I put it in. And all
this other stuff is not in the record and he's not
tried to introduce it, so I don't know what good it
does.

MR. WOOD: Your Honor --

HEARING OFFICER: Just proceed, Mr. Wood.

MR. WOOD: Okay. On August 18th, two months to
the day or on August 18th two men came to my house
representing -- representing they were from GTE and I
left for a while, came back and the van was gone.
They told me that the important part for this hearing
is that they told me that the wiring to my house had
been put in wrong and would have to be corrected. And
I indicated, you know, what do I know, I mean, you
know. They -- they plainly told me to stay out of
this part of the lines, because I asked them, you
know, can I go out to the box and check. No, no
that's our part we'll take care of it.

And the people that that I did business with
basically when anyone couldn't get through to me for a
long period of time they quit calling. That included
Mr. Crawford, that Mr. Burford up in Elkins who I was

trying to get ahold of and Mr. Alton Adams. And I
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express my frustration that the only thing I could get

out of GTE was a denial of the problem. And if
there's anyone sitting here today that thinks that I'm
here because I enjoy being here or that I enjoy the
period of time that my phone was out of service or
that I couldn't talk over it properly, that I like
doing that and coming here. I mean, man it just don't
make since.

GTE or the PSC has made reference to the fact
that they had tried to settle with me. Every time
PS -- every time that you get something it's a blanket
waiver of your rights. And I don't have to waive my
rights to get telephone credits which I'm entitled to
when and some of which they'd gave me. And let me
tell you GTE would not have given me telephone
credits, if they had not felt that I was entitled to
them. They would not have done that. And we went
through revised settlement agreements.

Another significant date is April 21st, and GTE
left a doorknob hanger that they missed me, but my
problem was corrected. And this was -- this was
when -- I think by this time GTE had restored me local
service it was sometime after in mid April I think
they restored me local service. The problem

corrected, but the problem wasn't corrected. Maybe
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one problem was corrected. And I -- I think probably

the problem I'm forced to conclude that the problem
was multiple problems not just in one place, but they
had problems with connections, they had problems where
lightning hit the line, they had problems in the
switching station and changed the switches. And
that's the only conclusion that I think that -- that
there were multiple problems with GTE's line and I
think they just get tired of fixing them, like they
did with some of the other people on Schaefer Lane.
Call 'til you're blue in the face, we're the phone
company, go for it. And it's a shame to say that.

I met a lot of the local fieldman, they're nice
guys there I have no problem with them. I thought
they were honest with me. What they said pretty much
coincided with what my own experience indicated was
happening. And to give 25 dollars phone credit, they
wanted me to sign a broad waiver of rights and I
finally signed one without a waiver of rights.
Because I don't have to sign, again I mean, you know?
And to present these things to me I think is in bad
faith, because both the PSC and GTE knows that when
you're entitled to a credit, you're entitled to it.

Ms. Stokes, i got a letter dated May the 20th

Ms. Stokes wrote me, we participated finally in the
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informal conference on May 20th -- May the 12th we

participated in it. My original complaint was filed
December of 1997, and at least from my own memory here
now. At least from April of 1998, I was asking for an
informal conference. And finally May 12th, 1999 we
had one. GTE wanted to give some more personal
information in, let's put it in. So really the packet
they gave to Ms. Stokes did not include all of their
information. And here, here by their sending more to
her they added to it.

The next significant document is GTE regulatory
and industry affairs. A fax to Ms. Stokes from
Ms. Kampert, Debby Kampert itemizing the money I owed.
I know the money I owed. I can count. My question
goes before the PSC and I was entitled not to be
disconnected until I had a ruling. And they broke it
down month by month and I already had all of that that
information.

On June the 8th, I wrote Ms. Stokes complaining
that the document submitted to her was incomplete.
And that the complete records should be submitted, the
one's that we found out today were over in customer
service or with someone else. And to my knowledge
they've never been submitted. So this was sent to

GTE, it was sent to the hearing examiner or the
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informal conference person for the PSC I don't know

who else I could have sent it to. Put all of the
records into the pot.

I -- I further objected to ex parte
communications that were taking place between GTE and
the PSC and that I wanted to involved in them. 2and I
had the right to be involved in them. Because no one
from the PSC would sit down with me and went over
the -- the repair reports, nobody. And I may or may
not know as much about those reports as Mr. Fulwood,
but someone should have sit down with me and went over
with me and said this is what GTE's claiming, what's
your position?

I viewed Ms. Stokes at that time as basically a
judge, perhaps I'm wrong in that, but if she is I
think she would have had a conflict of interest and
should have recused herself.

On, on June the 8th, I got a fax from Ms. Stokes
recognizing that I send -- sent additional documents
in that GTE had never completed. That apparently the
PSC had asked for and they failed to send and even if
they send them to the wrong place, just as bad as
maybe filing something in the wrong place. PSC I know
has a lot of pigeon holes. But to this day I feel

that the PSC never had the complete records of my
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problems on Schaefer Lane and have admitted so.

This is -- the next letter is June 8th, 1999
again from Ms. Stokes and she acknowledged that GTE
had only -- GTE had only given part of the documents
to the PSC. And for something like this with a long
history the entire documentation is relevant. And GTE
should have presented it without ever being asked.

And Mr. -- Ms. Stokes replaced Mr. Plescow. I'm
not sure that Mr. Plescow ever did anything on my
case. And again, I understand that these folks
probably have a full basket up there, but, you know, I
don't know what to say about it. I'm sitting down
here I need telephone service, I need to call an
ambulance or a doctor and I can't do it. And I think
that that items like this should go to the head of the
PSC's line and leave folks who -- who couldn't get
service for two days, you know, place them back a
little ways. Prioritize complaints that come in. But
apparently they have no procedure to do that, they
certainly never mentioned it.

Ms. Stokes then advised me of my right at the
agenda conference in Tallahassee. And Ms. Stokes sent
the packet up, again I submit to the court to date
incomplete, never sent what PSC asked for.

I asked Ms. Stokes to send me a documentation
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that would indicate any ex parte meetings between PSC

and GTE. Because I'll tell the Court I had a real
concern, Mr. Fulwood, admitted that he came, rode out
with the GTE people and they all -- and they got out
of the car and they had two cars and he got out with
the GTE people. And he introduced himself and they
were joking, everybody was good friends and laughing
as he looked around my house that had been destroyed.
And I knew in a heartbeat that I wasn't going to get
any results out of Mr. Fulwood.

Mr. Fulwood works for the Public Service
Commission and even if he did represent me, he is --
it's mandated that he be independent. Mr. Fulwood,
should have shown up in his own car, he should have
not come with the PSC people, it looked worse than
bad. And the way they were talking and joking it
looked worse than bad. And I told Mr. Perry later
that day, after they'd left, that we wouldn't get
anything here. And he agreed.

The next one is a joint response to the initial
order from the Division of Administrative Hearings
this was for the -- this, I believe, 1is the letter or
should be the letter for our order which referred this
over to the you, Your Honor. There's two other

documents that I've presented that I think everybody
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should be aware of and are not there and I would like

to include them. And that's the letter -- that's the
e-mail of Mr. Adams and the letter of Ms. Elizabeth
Crawford. And my papers have gotten stirred up and I
apologize, if you'll give me a minute I'll pull those
out. It's ironic I had him just a few minutes ago. I
shouldn't have fooled with them. I don't think I left
them with him. I'm sure I didn't. I know I have
them.

MS. CLEMONS: Your Honor, is it possible that
Mr. Wood could finish his testimony and then look for
his exhibits.

MR. WOOD: I have no problem doing that.

HEARING OFFICER: All right.

MR. WOOD: The PSC made a recommendation to the
what I call the agency hearing board which referred
the case here. 1In that case they had taken several
items that I had given them issues that I raised.

They either ignored them or from what I can see
distorted them and came up with the recommendation.

To the agency hearing, and all that was contrary to
me. And the reason why it was all contrary is because
they did not have all the facts, they didn't seek all
the facts, all the facts aren't here today. I assume

they relied on GTE to give them the facts, but GTE
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didn't. To give them documents to go in the file and

that include the two exhibits the Elizabeth Crawford
letter which I sent to GTE and PSC and it included the
e-mail that I got that I included. And again this the
file from Ms. Stokes and I think with the additional
items that I had questions about that the PSC added
when they went up and they never went up anywhere they
disappeared. And it very hard finding people
establishing people -- who over a period from January
through probably July -- now I think Ms. Crawford was
in May, but through Ms. Crawford's letters that had
been trying to get ahold of me. When people get ahold
of you it's no problem. But these folks in one way or
another documented over a period of approximately five
months that I was having problems getting incoming
calls. GTE was aware of them because I sent them the
e-mail, because I sent them the letter, so was the
PSC, nothing was done.

GTE I know has an obligation to people and its
customers. That's provided me with the basic plain
old telephone service. And I believe the plain old
telephone service is as I've defined it, the ability
to use those lines to transmit message whether it be
voice or data across them. I think that's a standard

that is expected not only throughout Polk County, but
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throughout the state of Florida and the United States.

And I would submit to this Court that I don't
know anybody that was having the problems with the
telephone that I had wouldn't be caught. I would say
that that if I lived in another part of the county or
another part of the state, it's very likely that I
wouldn't have had these problems. The telephone
company would have determine early that there's a bad
pair made arrangements to provide another pair and the
problem would have been solved. GTE obviously did not
do that. And to me that -- that again indicates as
another example of red lining. Because of the people
in the Schaefer Lane area all just about had similar
problems.

And to segment several of us like this and, you
know, not provide us with service and take our money
is violation of the basic rules of the Governs GTE.
And if I could go to another local company I would
have switched months and months ago. I probably
would've by August or September of 1997, I would have
switched to a separate company, but I have no place to
go. And it's so very frustrating it's caused -- it's
caused an increase in my blood sugar, I'm diabetic,
it's caused an increase in my blood sugar. My

triglycerides were coming down, during all the
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problems that I've had with GTE they've elevated. My

medicines haven't seem to work as good as they
ordinary do. And it's been a real real hassle.

No one should have to go through what I've done.
And why they chose us can only be, be because that
we're disabled, we're old, we don't speak good English
some of us. And so we -- they said, you know, we
don't have to and they didn't. And the PSC did not
make them. Would not give us any hearings, so very,
very frustrating. And with my health and I lost my
mother my, my formal period of morning was over
yesterday. And to have to come here with GTE is just
terrible. And, God, I wish I never had to be here,
but I am we'll see what we can do.

That concludes my testimony.

HEARING OFFICER: Ms. Caswell?

MR. WOOD: Your Honor, could we take a short
break, my brain.

HEARING OFFICER: We'll take a five minute brake.

(A short recess was taken, after which time the hearing

continued with all of the parties present.)
HEARING OFFICER: Back on the record.

Ms. Caswell whenever you're ready.
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CROSS-EXAMINATION

BY MS. CASWELL:

Q. Okay. Mr. Wood, do you have an answering
machine?

A. Yes.

Q. Is it almost always hooked up to your phone?

A. No.

Q. When -- how do you decide when it's hooked up and

when it's not hooked up?

A. Sometimes it's unhooked and I -- and I forget to
hook it up and go out. It's there a lot of the times.

Q. Okay. But sometimes the phone will ring and the

machine obviously won't pick up, if it's not hooked up,

right?
A. Nope.
Q. Okay. How many -- how many rings do you have it

set that after a certain number of rings it will pick up?
A. The initial call is five rings and after there's
a message left on it drops to two rings.
Q. Okay. Are there any instances where it doesn't

ring at all, but goes straight to the messenger machine.

A. To the answering machine?
Q. Right.
A. Oh, I'll have to -- I thought you were talking

about the answering machine.
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Q. I am. I am.

A. Before though you were talking about the how many
rings it is.

Q. Well, I'm talking about the answering machine. I
thank --

A. When I'm not there and the answering machine is
hooked up, with five rings it will answer the first call.

Q. Uh-huh.

A. After that two ring will answer any subsequent
calls, it's called toll saver.

Q. Okay. Are there any times where the answering
machine will pick up when there are no rings?

A. I'm not aware of any.

Q. Okay. Do you also have a fax machine hooked up

to your phone line?

A. I have a separate line for the fax machine?

Q. And you have two lines, correct, as of this date?

A. That's correct.

Q. Which line is your computer hooked up to?

A. The second line.

Q. So your computer and your fax are on the second
line?

A, Correct.

Q. And you got the second line around September of

1998; is that true?
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A. Probably.

Q. And before that were your fax and your answering
machine on the same line?

A, Before that I didn't use the fax I only used the
answering machine.

Q. So when did you start using the fax machine?

A, After I got the second line.

Q. And that was in September of 19987

A. The telephone -- the records from of GTE will

reflect when I got the second telephone line.

57

Q. Right. You said you didn't use the fax until you

got the second line, correct?
A. Correct.
Q. In the record of GTE's Exhibits there's a

February 20 letter to Mr. Durbin from Debby Kampert, it's

called GTE Exhibit 3. And it says on February 13 attempts

were made to contact Mr. Wood -- this would have been
February 13th, 1998 long before you got your second line?

A. Correct.

Q. The message was via fax from Mr. Wood to call
GTE. Mr. Wood returned the call and stated that he went
out and forgot to unplug the fax; isn't this inconsistent
with your?

A, No, absolutely not. Because I would have been

using my computer, I have fax on my -- fax facility on my
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computer, too. And it's entirety likely that I could have

left the machine, the computer on.

Q. So you were also using a computer on the line
before you got the second line?

A, From time-to-time, vyes.

Q. Uh-huh. Okay. And if someone would have called
you at that point it would have rang busy, correct, if you
had the computer on line?

A. Yes, it would have.

Q. Okay. Let's talk about when the tornado hit for
a few moments, that was March 9th, 1998, correct?

A. That's correct.

Q. And do you recall Mr. Farmer testified this
morning that he didn't see any camper on your property
despite the fact that you're testimony is that you asked
them to hook you up to that camper, right?

A, I think Mr. Farmer testified and I certainly
don't want to the misquote him and I'm sure you don't
either, is he didn't remember I camper being there.

Q. Correct. And it's your testimony, isn't it, that
you asked them at that time to hook you up to the camper;
isn't that right?

A. Yes, I told them within the next day or to I was
going to pull the camper over. It was in the back of the

house, I was going to have it pulled across the back of the
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house to the other corner where the telephone connection

came in, where the water came in and where the electric
came in. And I proceeded to move it there about two days
later and hooked it up.

Q. So you believe you told them all of this at that
time that those were your plans?

A. Yes, I remember pointing out the camper to them,
it was the only place I had.

Q. Okay. I'm looking at a letter it's in PSC
Exhibit packet, it's March 25th to gentlemen, from you
Mr. Wood, it says, I was shook up after enduring the eye of
the tornado, but my best memory was that they would return
to hook me to my trailer. Is it possible Mr. Wood that you
forgot to call them when you had power facilities for them
to hook you up?

A. They didn't need power facilities to hook up my
phone line. Because my phone line -- my camper was self
contained and I didn't need electric, I have lights in it.
And I needed a telephone line.

Q. Okay. I'm going to repeat my question. Is it
possible that you forgot that they asked you to call them
when you wanted --

A. No, I did. I did call them.

Q. Uh-huh. You did call?

A. Yes.
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Q. But isn't it your testimony that you told them on

March 9th that you wanted to be hooked up to the camper?

A, Absolutely, yes.

Q. Okay.

A. I told them I intended to pull the camper from
one back corner of the house to the other back corner where
I was going to hook it up.

Q. Okay. But you were, as you say, pretty shook up

at that point and that was your best memory?

A. That's what happened.

Q. Okay.

A. And my best memory exactly.

Q. Okay. And on March 1llth do you remember asking

GTE to put remote call forwarding on your phone?

A. Yes, I never got -- they never hooked me up, the
lines were still down then. And don't get me wrong GTE had
a real problem out there.

Q. Mr. Wood, wasn't the call forward connected on
March 13th to forward your calls, I think it was
Mr. Perry's house, isn't that true?

A. Yes, it did.

Q. So how can you say the call forwarding was not
hooked up when it was hooked up, in fact, on the 13th?

A. It was hooked up and then disconnected for a

about a week, I got calls at Mr. Perry's and sometimes he
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would answer the phone and sometimes I would be there to

answer the phone. And yes, they disconnected me.

Q. I think we have a trouble report here that we
went over this morning that said the call forwarding was
programmed wrong, it was going to the wrong place. Do you
recall trouble report discussions this morning?

A. I think that report says that I had programmed my
call forwarding wrong. After the tornado, I couldn't
program anything because all the wires were gone in the
whole area. And GTE forwarded my phone to Mr. Perry's.

Q. When you say the call forwarding was
disconnected, do you mean it was disconnected when your
service was disconnected?

A. I meant my service was disconnected which
included call forwarding.

Q. And Mr. Perry -- or Mr. Wood you alsc made a
claim that you had no 911 service for some time, how do you
know that?

A, There were no wires. GTE did not have enough
pairs to hook me up until in April.

Q. Did you ever --

A. They discontinued service, they wanted to
discontinued service to Darty Drive in February. They had
put in a line they, buried a line after leaving it on the

ground for several weeks, this is before the tornado, and
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the road messed up and they put a line in, it was left

upside of my house and the other end on across the road on
Schaefer Lane was laying over around a little junction box
you all had there.

Q. And Mr. Wood did you ever try to call 911

service?
A, With no wires I couldn't call anything.
Q. And when was the period you said you had no

wires? Are you talking about the period you were
disconnected or the period during which the tornado blew
down your house?

A. From March the 9th up until, I believe, it was --
toward the end of April there was no wires. Everybody that
had moved back in had wires. I was there in my camper -- I
tried to be in my camper afraid to stay there at night, so
I spent a lot of times with Mr. Perry at his place.

Q. Okay. So as we went over earlier March 21st 1is
when that tornado hit; is that correct?

A. That's correct.

Q. Do you expect GTE to provide 911 service when
you're house is blown down and the wires are not operative?

A. GTE provided other folks, my immediate neighbors,
with phone service within less than a week.

Q. And --

A. I certainly could expected not extended period
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time for me.

Q. You asked for call forwarding on the 1lth and we

provided it on the 13th; isn't that right?

A. Yes.
Q. That's within a week; isn't it?
A. That's no problem. The call forwarding was

hooked up to Mr. Perry's house, that's no problem. I never
complained about that.

Q. Okay. And you said also until the end of April
you had no 911. Now, you were disconnected sometime around
the end of March, correct.

A. There's letters in the file where I wrote to --

Q. I mean, our records show that permanent
disconnect occurred on April 4th, with a temporary
disconnect on March 25th. But did you -- regardless of
those dates, did you ever try to call 911 even when you
were disconnected for nonpayments, did you ever try that?

A, I had no lines that is what I'm trying to tell
you. You hadn't replaced the lines, you replaced everybody

else's out there, but mine.

Q. Mr. Wood --
A. And it was disconnected.
Q. If you had your calls forward, how could there

have been no lines there?

A, The telephone company out of their switching
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facilities forwarded my calls to Mr. Perry's house where I

got them.

Q. Okay. Just so you -- you never tried to call 911
during this whole period, correct?

A. Until the wires were restored, no, because
there's no wires to call on.

Q. Okay.

A, GTE refused to provide me with the wires. And
during this time is when my house was looted. And I know
you have -- PSC can't make you all pay for that.

Q. Are you aware that GTE provides 911 service even
when it disconnects customers for nonpayment?

A. Didn't me.

Q. Okay. But you have no way of knowing that
without having called 911, do you?

A. I talked with -- I talked with them about
restoring my telephone service. I complained because I had
a question for the PSC and they weren't suppose to. And
they said well the PSC has done told me that we can
disconnect you, so whack you're gone.

Q. And it was your understanding that this
disconnection for nonpayment meant that 911 service would
be disconnected as well?

A, Obviously, because you never put the wires back

in. You never -- I never had wires until the service was
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initially restored when everybody was -- and it was more

than two weeks, more than three weeks probably.

Q. So are you saying from the time you were
disconnected on April 4 until April 20th, there was just no
wire there somehow?

A. My service was never restored and again the
reason is that something happened on Darty Drive that you
couldn't connect me there and you wanted to switch over to
the Schaefer Lane. And when you tried to switch me over to
the Schaefer Lane the pairs were broken they never had
pairs. Mr. Fulwood said that he found out they never had
pairs to hook anyone up with. And anybody knew, that they
never had pairs for me and I was new. They never had pairs
for Mrs. McDonalds and she was cut off and they gave her
pairs to somebody else.

Q. So, Mr. Wood, is it your belief that you had no
service be -- because you had no wires before April 4th,
when your service was disconnected, is that you're
testimony?

A. There was -- there was from no wires between no
connecting wires between March the 9th and April 4th was
the pertinent day when my service was reconnected, that's
when they put the wires in.

Q. So from the March the 9th to April 4th, do you

believe you had no telephone service at all?
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A, No. No.

Q. If there weren't any wires there to connect you
to, how could you have had any service at all?

A. I couldn't have. That's part of my complaint.

Q. Wait.

A, Everybody else had them. Mr. Saria, had his
restored, Mr. Higgins had his restored. The Walrath's had
their's restored but not me. And GTE knew the condition of
my health this whole period of time.

Q. And you, Mr. Perry (sic), did you tell anybody
about your medical problems before you were disconnected
say for instance when we offered you payment arrangements

when Mrs. Hendrix did that; did you tell her that?

a. I don't remember.
Q. Ckay.
A. And just give me a minute to think, if you will.

I know that I told GTE when I called in prior to the
tornado. I told the repair man that came out I need -- I
need service so I can call out because I'm disabled and I
need to be able to call an ambulance or something possibly,
you know, if I get sick. So that was prior to the tornado,
prior to the cut off.

Q. Okay. And so you were again talking about 911
service even prior to the tornado that you needed 911°?

A, Basic telephone service while I was there. I had
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911, 911 wasn't a -- wasn't a --
Q. It never was a problem?
A. It wasn't a problem when the phone was working.

But when you pick up the phone and there's no dial tone 911
was a problem, there was no 911.

Q. And again did you inform Mrs. Hendrix's when she
discussed payments arrangements with you and warned you
about disconnection that you had any medical problems?

A. I'm not -- again, I don't remember, but the
payment was never the problem. I had the money to pay.
When Mr. Fulwood wrote me the letter, I wrote a check in
full and paid.

Q. Okay.

A. And still waited at least three weeks to get my
long distance connected.

Q. Okay. Mr. Wood, do you think there's anything in
the rules that requires GTE to assess medical conditions
before they are cut off for nonpayment?

A. During the time -- the relevant time period that
I was having --

Q. I'm sorry, could you answer with a yes or no and
elaborate on your answer?

A. It's my understanding, yes.

Q. And could you --

A. I don't have the rule here before me.
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Q. I have the disconnection rule and we can review

that together, if you'd like?

A. Do you have the 911 rule?

Q. I don't know what 911 rule that you're referring
to, but I'm talking about disconnection right now. And I'm
asking you if you think there's anything that requires us
to assess a customers medical condition before the person
is disconnected. And you replied, yes. So PSC handed out
copies of these rules earlier maybe you can tell me if you
see anything in there about that.

A. GTE did not have to determine whether or not I

needed 911 service prior to disconnection, because they

knew I needed -- that I was sick --

Q. I'm sorry, Mr. Perry (sic), I didn't ask you
about 911.

A. Wood.

Q. That's not the question I asked you?

A. Wood.

Q. The question is, do you see anything in that rule

that requires us to assess a customers medical condition
before terminating their service for nonpayment?

A. No. But there is -- there's something else
there's ahother portion that requires you to provide me 911
service.

Q. Mr. Wood?
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A. Even though you disconnect me without an

assessment --

Q. And I agree with that. I agree with that. I
understand that. That's our practice?

A. Uh-huh.

Q. But that's not what I'm asking you now. Can you
point --

A. I'm -- I'm not sure. It would take me a little
bit to read this and understand it.

Q. Okay. Well, I guess --

A. These rules are technical and they're complicated
to me.

Q. Okay. We'll read the rule later. So you could
pay the bill, but you didn't want to; is that right?

A. Yes. And I notified GTE that I didn't want to
and notified the Public Service Commission asked them for a
ruling. Which Mr. Fulwood later gave me.

Q. And you're not aware of any anything in the rule
that says you can't be connected -- disconnected because of
a service problem complaint, are you?

A, There's a -- I'm not sure how you're wording
that, let me word it in my way. There is a rule that says
while I'm asking from the PSC to rule on something, you
can't disconnect me because of that.

Q. Can you show me where that rule is, because --
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A. No, I would like to go off the record. 1I don't

have it here with me.

Q. Yeah, and I would ask for a late file of exhibit,
if you're going to put that rule in, because I'm not
familiar with it?

A. We stipulated to rules, didn't we.

Q. Well, perhaps you can point that out, because I'm

not aware of it. And I don't think the PSC is aware of it

either?
A, Well, I'll have to -- I'll have to look.
Q. Okay. Mr. Wood, after Mr. Perry got the new

telephone instrument, you reported, did you not, that he
was able to get through on August 6th; is that right?

A, I wrote a letter, the date which will be on the
letter, stating that when Mr. Perry got his service, when
he could call me finally.

Q. Uh-huh.

A. And that date I think monuments the time that
Mr. Perry could finally call me.

Q. Okay. That would be the August 18th letter to
you from Mr. John Plescow?

A, I believe so, yes.

Q. Before that you had stated that you would
consider your problems resolved when Mr. Perry could call

you on a regular basis, is that true?
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A. Yes, because prior of that a month or two prior

to that, I started -- I believe getting, long distance
phone calls. I don't know what happened that I did it. I
assume that either GTE had checked some wiring and they
were out there working a lot. Or they changed something in
the switching situation, but I started getting my long
distant phone calls. And at that time it was Mr. Perry
that was having trouble getting through.

Q. So when Mr. Perry got through on August 6th, did
you, in fact, consider your problems resolved, as you said
you would when he could get through?

A, Yes. They were -- I know they replaced lines and
after that service -- the lines cleared up and the
disconnects cleared up for me. And he could get me and he
called me and started calling me every day at least once,
sometimes twice depending on how bad I feel or felt.

Q. Okay. Mr. Wood, are you aware that there were no
complaints from Schaefer Lane customers from January 1997
until the staff completed its investigation in '99?

A. That's not what the neighbor's told me. And I
have conceded --

Q. Do you think -- do you think they called in any
trouble reports?

A. I believe they did, yes.

Q. Do you think they filed any complaints with the
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A. No, I don't think so.

Q. Okay. Are you aware that there were only two
complaints during that time in the whole Lake Wales
exchange?

A, No. That -- that -- that would be incredible.
That nobody had phone problems.

Q. Did you look at the staffs recommendation?

72

A. Uh-huh. Yeah, you know. The staff can recommend

what they want to, but it still doesn't change facts.

There's no way that in that year period that you only had

two -- two problems with phones. There's no way -- because

you keep a staff of six or seven people according to
Mr. Spotswood the manager up here. That's routinely
working this area.

Q. Okay. So in any event you're aware that the
staff found no unusual conditions in the Lake Wales area
that would have prevented you from receiving the call,
isn't that right; you're aware of that finding?

A. The staff only checked PSC records is my
understanding. They never checked GTE records. There's
nothing there that would lead me that they checked GTE
complaint records. And I know the people out on Schaefer
Lane did not file complaints with the PSC because they

didn't know how.
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Q. Mr. Wood, you stated earlier that you filed the

complaint with the PSC was that you were afraid to stay by
yourself because you didn't have phone service. But as of
December 9th, 1997 you did have phone service, didn't you?

A, Sporadic.

Q. In the nature of those complaints at least at
first was that you couldn't be called by others. So why
would that prompt you to be afraid to stay by yourself?

A. The problems on the line progressed. After the
first lightning strike, they came back three or four times
to get the lines cleared of noise. And it would go for a
while it would go for a few days and finally it got so that
in November, I believe, it was Mr. Perry said, you know, I
can't call you, I tried to call you three or four times
today and I can't get through to you. And it was, I think,
about in December that I started having other people, hey,
you know, we tried to call you, your phone's disconnected,
and I'm glad you got it back on now.

Q. Mr. Wood, you could have avoided disconnection by
simply making payment arrangements, could you not?

A. Absolutely yes.

Q. Okay. But you refused to do that, correct?

A, That's true, because I had the right to ask the
PSC to rule on whether I could escrow the money or not pay

GTE.
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Q. Earlier you said Mr. Perry asked for his line to

be checked for several times. And the PSC came out, I
believe, in May, it was not done. That's not true is it,
Mr. Wood?

A. | So far as I know it is true. I know if Mr. Perry
had someone out looking at his telephone he would have told
me.

Q. Do you remember February 12th you suggested
Mr. Keiser check with Mr. Perry when Mr. Keiser was there?

A, Yes. And Mr. Kaiser arranged to meet with
Mr. Perry and I one Sunday after church. Mr. Keiser came
through in the morning, we were not there. He left notes
on the door, that he had been there early and he left.

Q. So you're not aware that on February 12th
Mr. Keiser determined that Mr. Perry was dialing the wrong
number for you, Mr. Wood?

A, Mr. Keiser and I talked with him many times,
never told me that he found Mr. Perry was dialing the wrong
number.

Q. Do you know that staff recommendation in several
of documents report that GTE and PSC independently found
that Mr. Perry was dialing the wrong number?

A. I'm not surprised. Mr. Perry complained loud at
the way he was treated when GTE and PSC came to his house

to check out his phone line. He -- he came out to my house
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and he says these people tried to make me look like a

doddering old fool. They tell me to dial a number and I
would -- I would tell them it's wrong and they said well,
go ahead and dial it anyway. And he said I would and then
they said, oh, you dialed the wrong number. Of course I
was dial the wrong number. I was dialing the number they
told me too. Mr. Perry -- I was going issue a subpoena for
Mr. Perry and he is still so upset with you folks that I
think it would be detrimental to him to be here, so you
know, in spite of the information that he has, he was
really upset with whatever happened in his house with GTE
and PSC.

Q. Mr. Wood, didn't you say that Mr. Perry was proud
of his phone in one of these letters. And I think you
wrote it yourself?

A. Oh, yes, he says they've -- they've never given
me anything. He says I've been a customer with them for
30, 40 years he said.

Q. And that phone was given to him before the PSC's

visit, wasn't it?

A. Yes, I believe it was. But it never worked.
Q. The telephone?
A. And -- and -- and what -- what what really upsets

me, the PSC came out and GTE came out and Mr. Perry's house

that morning. I drove out by and I saw at least two people

RELIABLE REPORTING, INC.
500 SOUTH FLORIDA AVENUE, SUITE 600
LAKELAND, FLORIDA 33801
863-682-8737




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

76
working there. And I drove back and forth a couple of

times in talking to Mr. Perry they had been there all
morning changing stuff. PSC comes in, and GTE and the line
works they say. But it never worked after they left.

Q. Mr. Perry (sic), I thought you said during your
testimony that at some point you had good telephone
service, but I missed the date that you mentioned, do you
remember what you said?

A, I started getting long distance service -- calls,
I think, most of my calls, incoming calls probably in late

July, early July somewhere in there. When I wrote the

letter --
Q. Was that 1998, I'm sorry.
A. Yes, 1998, when I wrote the letter stating that

when Mr. Perry's service was fixed at that time I felt that
I was getting -- the other calls were coming, but
Mr. Perry's still weren't.

Q. Uh-huh. Okay.

A. And that's the specific reason I said that.

Q. Okay. You said you were due a sizable refund
from failure to provide minimal service, but Mr. Perry, are
you aware I offered you -- the $500 I offered you would, in
fact, be a refund for about five years of service; are you

aware of that?

A. Your -- your -- your offer was so broad that I
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wasn't even interested in it. I wasn't even interested in

considering it.

Q. Okay.

A. You all want to a complete total release. I
mean, come on for $500 bucks, no, no.

Q. Do you understand that a settlement by it's
nature requires you to waive your rights to pursue the
matter you're settling?

A. That's why I never settled.

Q. Okay. So you just didn't even want to consider
settlement from anyone, is that right?

A, No, I never said that.

Q. Okay. Do you recall saying you wouldn't settle

for less than $50,000 when we had our settlement

conference?
A. I don't remember.
Q. Okay. Can you point to any specific instance in

the trouble reports where you think you should have gotten
service credits and you didn't?

A. I think that the service reports are -- are
inaccurate, they don't show communications between me and
GTE when people were in my place.

Q. Mr. Wood --

A. If I feel that each time that I was called out,

my line was not fixed at best was a temporary patch put on
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it and it was not fixed until August of 1998.

Q. Is it your position that GTE's required to give
you a service -- a service credit every time you call in a
trouble report?

A. If it's not fixed within 24 hours that's what
they promise.

Q. And they --

A. We can call here from the phone here right now
and get the same message.

Q. And your contention is that none of these
problems were fixed within 24 hours; is that right?

A. It was not fixed until GTE went out and replaced
the lines replaced the -- replaced the defective lines and
the problems went away.

Q. So looking at the trouble report that you went
over in such great detail this morning, you feel like in no
instance on that sheet was your service ever fixed; is that
right?

A. I feel this report this summary by GTE is
extremely defective and extremely inaccurate.

Q. Well, can you tell me -- you know, let's not even
lgok at the summary. You know, what are the dates you
think your service wasn't fixed and you deserved a service
credit for us not repairing it within the 24 hours?

A. Each time I called it wasn't fixed.
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Q. Okay. It is your --

A. It's a sad -- it was a temporary patch and it at
best was put on it. Most of the time that wasn't even
done. You all left in there in you all's reports you had
to come back the next day, because the guy said it was
fixed and I still never had telephone service.

Q. Okay. So it is in fact your position that you
should have gotten a service credit and a service
performance guarantee every time you called in a trouble
report, correct?

A. Uh-huh.

Q. Okay .

A. Y'all's offer, not me. Y'all made the offer each
time I called in. I never asked for the offer, y'all made
it.

Q. Well, I would dispute that point Mr. Wood, but I
can't testify. The record will reflect itself.

A. Thank you.

Q. Do you conduct business from your home telephone?

A. I'm totally disabled and I've been trying to get
back into business and I need a telephone phone to set up.
And from time-to-time I'll -- I'll get calls with people
wanting me to do stuff and to that extent I use it, yes.

Q. So that's a, yes. Do you have a business service

at your home or do you have residential service and we have
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business service?

A. I have residential service.

Q. But you're conducting business from your home?
A. I'm totally and permanently disabled, Counselor.
Q. Does that prevent you from --

A. What don't you understand?

Q. Does that prevent you from getting business

service? Is the fact that you're disabled prevent you from
calling in and requesting business service from GTE?

A. I think you can probably get whatever you pay
for. TIf I wanted a business service, I'm sure GTE would
sign me up and charge me the extra fee. I would like to
get rehabilitated so I can go back to work very much so.
But I haven't been able to call people I need.

Q. Mr. Wood, you understand that the Commission can
award damages; is that correct?

A. I think -- it's my understanding that the
Commission can perhaps issue refunds for inadequate
service. I understand it can award the $25 a month fee and
I also understand that it can possibly penalize GTE.

Q. So the answer would be no to my question? You do
understand that it can't give damages and I have, you know,
numerous instances in the records where they say that?

A. It depends on what you call damages.

Q. Okay. For instance, I have the PSC complaints
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log which I've entered as GTE 9, on February 17, you told

the PSC you understand that it had no jurisdiction over
damage claims. Do you remember saying anything like that?

A. Yeah, I under -- yes, I understand that the PSC
cannot award damages for the -- for the property that I
lost because I couldn't be there after the tornado, I
understand that.

Q. Okay. So what amount of service credits or
service performance guarantees, do you think you're due at
this point. What do you wish the PSC to award you?

A. I think that my service became unacceptable. I
got service at unacceptable level from May, about May when
the lightning hit of 1997 until at least about July
sometime when I started getting my long distance phone
calls in, but maybe as much as August when Mr. Perry was
finally able to call me.

Q. So what -- you would want a year or more of

service credits, is that right?

A. Yes.

Q. Do you know what that adds up to?

A. I don't know.

Q. It's probably less than $500, isn't it.

A. It could be. But I understand if I get it I

wouldn't waive any rights like you would all would want me

to. The judge may not give anything. But I haven't waived
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any other rights that I have.

MS. CASWELL: Okay. That's all I've got. Thank
you, Mr. Wood.
MS. CLEMONS: I have a few questions.
HEARING OFFICER: Okay.
CROSS-EXAMINATION
BY MS. CLEMONS:

Q. Mr. Wood, you stated that you sent a letter to
Laurent and that Senator Laurent sent a letter to
Mr. Talbott at PSC and asked the PSC to keep him updated.
Then you went onto to state that the PSC never responded to
Senator Laurent. But then you testified that Mr. Talbot's
June 17th, 1998 letter to you, he did copy Senator Laurent;
aren't those two statements inconsistent?

A. I admitted that I did have record of the one time
that Mr. Talbot had responded to Senator's request.

Q. But you felt there was something else that the
PSC should have been sending to Senator Laurent?

A. I believe that the Senator would have wanted
copies of communications correspondence that was the
indication I got after reading his letter to the PSC.

Q. Is it your understanding that Mr. Talbott's June
17th, 1998 letter was actually a resolution of the
complaint closing the file?

A. I did not know that Mr. Fulwood had closed the
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complaint until today. I thought it was open until like

August of '98. I didn't know that he wasn't getting my
correspondence.

Q. All right. Could you turn to pages one and two
of PSC's Exhibit Number 3. Pages one, two, three and four
of PSC's Exhibit Number 3.

MR. WOOD: I apologize my papers are a mess, but

I've been on the floor since 9:00 o'clock this morning

and I haven't had a chance to get them really

straightened up, can I share yours?
MS. CLEMONS: Okay.

A. Which page.

Q. Pages one, two, three and four. That's the June
17th letter from Mr. Talbott to you. Is it your
understanding that this letter was not closing the file
having resolved the complaint? Take a look at the bottom
of page three?

A. Just give me a minute please now. Let me refresh
my memory. My understanding of that was not it was closed
by, but he was simply giving a history.

Q. Okay. Take a look at --

A. The transactions that had taken place and --
Q. Mr. Woods --
A. Unless you can point out something to me.

Q. I will.
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A. I didn't understand that.

Q. Give me the chance. If you take a look at the
bottom of page three.

A. Okay.

Q. That last paragraph that starts with thank you.
Could you read that for us please.

A. Uh-huh. Thank you. For allowing us to review
your complaint. If would you like to pursue this matter
further you may request an informal conference. To do so
please make your request in writing within 30 days and
address it to the following. And this gave me no idea that
PSC was closing it.

Q. Okay .

A. Because I had already -- already made several
requests for an informal conference and continued making
requests for an informal conference.

Q. Can I ask you to turn to page four, that last
page of the June 17th letter?

A. Uh-huh.

Q. Could you read that last sentence. The first on
the last paragraph.

A. Thank you again for the opportunity to address
your concern.

Q. And it's still your testimony that you did not

believe this letter was closing the complaint?
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A, No, no, nothing there gives me any indication of

that. And I don't know you all's policies. I like to say
all I can do is try to go through the rules and you know
it's difficult.

Q. All right. You testified that John Plescow, you
tried to contact him around July of 1998, but that his line
was also busy. Then you later testified that you don't
think that he did anything on this case?

A, I wrote a letter to Mr. Plescow and that's
reflected in my exhibits, which you have a copy of.

Q. May I ask the question please.

A. Oh I thought you had.

Q. No, no, I haven't. Could you -- I'm going to
hand you PSC Exhibit Number 1. Here you go.

A. Okay .

Q. Page two please where it's indicated 7/23. Could

you read first line there.

A. I call the customer and left a message.

Q. Did you receive that call, Mr. Wood?

A, If a message was left I received it.

Q. Okay. Could you turn to page three.

A. But we need to -- we need to follow-up on this.
He said -- he requested the company to take further action.

That's not --

Q. Mr. Wood, can I ask the gquestions?
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A, I thought you did.

HEARING OFFICER: No, she hasn't asked a

question. You need to listen to her questions.

A. Okay .
Q. Can you turn to page three please.
A. Page three, sure.

Q. Where it's indicated 8/21.

A. Okay.

Q. Could you read that line please.

A. I called the company and GTE said it would issue
a time --

Q. I'm sorry. The one right above that. Wait, wait

let me find out where you're reading at. The first
indication for 8/21 right under 8/18.

A. I called the customer and I requested that he
call me. JFP.

Q. Okay. And the following line, starting with
8/21.

A. I spoke to the customer and he said that he would
drop his request for informal conference if he get three
weeks out of service credit on his total phone bill, JFP.

Q. All right. Do you remember talking to
Mr. Plescow on that day?

A. Yes, I talked to Mr. Plescow.

Q. Okay. Why don't we go to September 4th,
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beginning with I'm attempting?

A. Which September the 4th? Okay. I am attempting
to contact the customer but his line remains busy.

Q. Is it possible that your line could have been
busy?

A. Yes, it's possible.

Q. All right. September 4th, again, right beneath
that?

A. I finally contacted the customer 4:00 p.m. and I
left a message on his answering machine. I requested that
he let me know if he received the agreement, JFP.

Q. All right. And on September 9th right beneath
that.

A. I spoke to the customer, I called him and he did
not return my call. He said if a second line was scheduled
to be installed and installed with no problems, he would
sign the settlement agreement, JFP.

Q. All right. Why don't we jump to September 10th,
which is the last indication on that page?

A. I spoke with the customer and he's satisfied. He
said he would sign the agreement and mail it out. And I
mailed it out today. I called GTE and relayed what the
customer told me.

Q. All right. Would you please turn to page four.

A, Uh-huh.
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Q. December 17th at the top of the page please.

A. Okay. I called the customer and he has not
mailed the agreement yet. He has made some modifications
to the agreement, so the company will have to include the
changes. I relayed this information to GTE, JFP.

Q. All right. After bringing this information and
you still needed testimony that you could not get in touch
with Mr. Plescow, that he did not do any work on this case?

A. I had much -- I had a lot of trouble as I
expressed in my letter, the letter reflects accurately my
thoughts at the time. And, yes, I did have a lot of
trouble, I suppose the department, is very busy. And when
he tried to call apparently there were some problems
reaching me and we basically accomplished nothing really.

Q. Mr. Wood, you testified that the PSC permitted
GTE and to disconnect your telephone service without
answering your question as to whether you could withhold
payment and still keep your service while the complaint was
pending. Do you think that was wise to withhold payment
without having a received an answer? If that is the
correct, that you did not receive an answer from the PSC as
you are stating, would it -- is it wise then for you have
it withheld that payment without knowing what the
ramifications were going to be?

A. Yes, 1t was my understanding at the time that GTE
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couldn't disconnect me while this thing was before the PSC

and, you know, we both had been informed.

Q. It was your understanding, but where did that
understanding come from?

A, I believe it's one of the rules that I ran across
or a case with the PSC. I don't have it right off the top
of my head.

Q. But you just I stated you were waiting for an
answer from the PSC?

A. That's true. Mr. Fulwood initially answered me
and when he answered me. I paid in full. Payment was
never the problem.

Q. Mr. Wood, you testified that you were concerned
about ex parte communications between the PSC and GTE?

A. Yes.

Q. And I'm not aware of any rule which prohibits the
PSC from contacting GTE, if they are trying to resolved an
informal complaint, are you?

A. I have formal complaints.

Q. Mr. Wood, the entire -- entire complaint
resolution process is considered an informal process until
you are in hearing mode. So are you aware of any rules
that would have prohibit the staff of the PSC from
contacting GTE to resolve a complaint that you filed?

A. I considered -- yeah. I considered it do be in
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hearing mode when I had a right to an informal conference

which by PSC admission at the latest would have been
shortly after April of 12, 1998. And because I requested
the conference, I'm entitled to notice of hearing and it's
been a big problem. I never got it.

Q. Mr. Wood, there is a big difference between
you're belief that you are entitled to a hearing knowing
that you are actually in a hearing process. Do you
understand that distinction?

A, Repeat the question.

Q. Yes. There is a difference between believing
that you are entitled to a hearing and knowing that you are
actually involved in a hearing; do you understand that
distinction?

A. There can be a distinction there, vyes.

Q. Right. So then let's go back to my original
question of why then, what rule would prohibit us from
resolving your complaint with GTE by the very nature of
trying to resolve the complaint we have to talk to the
company, right?

A, That's correct. But I believe that if the
complaintant wants to be there he should be. You all are a
public body, you're not like GTE, you're a public body,
your meetings are suppose to be open. And -- and

conclusion started to be made about the time Ms. Stokes --
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that they not in sync with documents that should have been

in the file and I became concerned.

Q. Isn't your testimony then, that if we wanted, for
example, to contact GTE to try to have them restore your
gservice that we could not have placed that phone call
without having you on the line?

A. Probably you could have.

Q. Thank you. I'm going --

A. I'm not sure. I'm not an expert in you alls
rules, you should be.

Q. Thank you. I'm going to move on. You stated
that the PSC informed you or advised you of some way that

we represented you, 1is that correct?

A. Mr. Fulwood did, ves.
Q. Do you recall what his statements were?
A, Yes, he said, we will -- we're here to basically

protect people like you, the public, when you think that
GTE or the telephone company isn't giving you the service
that you're entitled. Now, this is not his exact words
this is a summation of the conversation now. And he says,

basically that, you know, we're the only place you have to

go. So you have to work us. It's just essentially true.
Q. Well, what is your understanding of
representation?
A. Well, the attorneys came in on it, and started
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asking me for information and everything which I considered

to be like business information and they wanted me to
supply. I considered it you're representing me and in my
mind that you did.

Q. When did the attorneys come in on the case?

A, I think Mr. Plescow was an attorney that would
have been in early in '98.

Q. Mr. Wood, the only attorney that's ever been
involved on this case is myself. So I'm trying to get an
understanding of who told you that we represented you and
do you mean representation in a legal sense?

A. Yes, 1f necessary. You all would be the one's
that would -- that would make GTE provide me with minimal
services, yes. Like an attorney would if I would go into
court for something, vyes.

MS. CLEMONS: Thank you. I have no further
qguestions.

HEARING OFFICER: Mr. Wood, you have the right to
expound on any of your answers to any of the questions
that have been asked to you by counsel for GTE and PSC
as long as it's not repetitive testimony

MR. WOOD: I understand.

REDIRECT EXAMINATION
MR. WOOD: One of the things that I want to

address is that conversation with Mr. Plescow. Yes, I
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talked with Mr. Plescow. I got some settlement things

that again wanted me to waive all my rights and I
think I have rights probably outside of the PSC. And
the settlement agreement that they want me to sign
indicated to me that I waive those rights to. Which I
refuse to do.

So basically Mr. Plescow while he -- while he --
he -- he proceed onward and I don't know where he
dropped off. Someone else took up there have been so
many people on this. But I really think that during
that time period nothing got done. And it's a matter
of results -- and when I -- I finally signed something
to get $25 credit. I signed it without the waiver of
my rights, which I think I'm entitled to do. But
with -- with Mr. Plescow it was just for me it was
basically a dead period, a long time of a dead period.

And Mr. Fulwood I knew was public official, a
representative of the state. And when he represented
to me -- to me that I had to come to him or the PSC to
get anything done. I believed him. I relied on him.
When I -- when he told me that they would represent me
and get GTE to provide me with service. I believe
they would, I believe that included legal
representation. And in the tone of the conversation

we had that was what I believed happened. And I
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believe that it's my belief that they were

representing me was probably the controlling, not
exactly necessarily what they intended.

I'm probably more likely to take things in their
layman's context rather than a legal context. But
Mr. Fulwood he's not an attorney either. And I -- I
didn't know he was new, I found that out today. But
even new, I felt that as a public official I had to
right to rely on his representation.

HEARING OFFICER: I noticed in a number of your
letters you signed your name with the initials J.D.
following your name.

MR. WOOD: Uh-huh.

HEARING OFFICER: You have a law degree?

MR. WOOD: Yes, I do.

HEARING OFFICER: From where?

MR. WOOD: Virginia University.

HEARING OFFICER: Have you practiced?

MR. WOOD: Not for a long time.

HEARING OFFICER: Where did you practice?

MR. WOOD: West Virginia, Pennsylvania.

HEARING OFFICER: So I'm not sure I understand
why you're understanding of what the agency's role in
this is that of a layman.

MR. WOOD: Because Mr. Fulwood is a layman and I
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would expect him to talk with me in layman's terms.

HEARING OFFICER: But you're not a layman.

MR. WOOD: I believe that I'm entitled to, you
know, he spoke as a public official, Your Honor.

HEARING OFFICER: You don't have the ability to
distinction between his representation of you as just
a member of the public investigating a complaint
versus representation in a legal capacity in an
administered board regulatory hearing?

MR. WOOD: When he -- he represented me and the
attorney's came on I assumed that they were
representing to a legal capacity.

HEARING OFFICER: Did you ever ask them if they
were representing you in a legal capacity?

MR. WOOD: I'm trying think. I believe -- I
believe I asked Donna Clemons. And she said -- what
was her reply. She said, yes that we take your
information and, you know, we use that information.

HEARING OFFICER: That's not answering my
guestion.

MR. WOOD: I'm sorry. I thought I was.

HEARING OFFICER: Did you ask her specifically if
she was representing you in a legal capacity.

MR. WOOD: ©No, I didn't.

HEARING OFFICER: Thank you. You can proceed
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with the rest of your redirect.

MR. WOOD: Okay. The court is opened an area
that I think I need to address. I have no knowledge
of Florida law except that it's very different from
where I was. The Federal laws down here I know are
different. And I haven't practiced in several years
and I have no -- I don't think I should be held
basically to any higher standard than anyone else.

HEARING OFFICER: I'm not holding you to any
higher standard. I'm just asking questions because I
noticed JD after your name.

MR. WOOD: It's there. But I think that needs to
be explained. And I think, again, I have to -- I'm
entitled to take Mr. Fulwoods and the PSC's attorneys
answering, you know, normal terms especially
Mr. Fulwoods. And he let me know that he was the only
one that could use, take this forward and he was. So
if he wasn't representing me nobody was representing
me .

And I want the record to reflect that I did not
think the PSC was closing my case. And, again,

Mr. Fulwood said he closed it in May and here's June
17th and I get a letter from Mr. Talbot summarizing
transactions that had expired. I had no idea it was

closed. I think if they wanted me to know that the
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case was closed that they would have said we are

hereby closing your case. And I -- I received no
communications that let me believe it was closed.
That's was why I continued submitting to PSC and to
GTE. I think that's about it.

HEARING OFFICER: Okay. Thank you. You have
have any other witnesses?

MR. WOOD: No.

HEARING OFFICER: Thank you. Any witnesses from
the GTE?

MS. CLEMONS: I have one witness which will be
about five minutes worth of testimony and that's Debby
Kampert.

HEARING OFFICER: Okay.

MS. CASWELL: Would you please state your name
for the record?

MR. WOOD: Hold on just for a minute.

MS. CASWELL: Oh, I'm sorry.

DEBBY KAMPERT, having been produced as a witness on
behalf of the petitioner, and having been first duly sworn,
testified as follows:

DIRECT EXAMINATION
BY MS. CASWELL:
Q. Would you please state your name for the record?

A, My name is Debby Kampert. K-A-M-P, like Paul,
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E-R-T
Q. What is your title?
A, Specialist Regulatory Affairs.
Q. So what is your involvement in this case?
A. My position is a liaison in between GTE and the

Public Service Commission.

Q. Okay. You've been involved the entire time it's
been at the PSC; is that what you?

A, Yes.

Q. Can you tell us what happened with the toll block
after Mr. Wood paid his bill and he was reconnected; what
happened with the toll block?

A. Okay. When the payment was received it was
actually posted on May 9th. We did not receive,
specifically a phone call from Mr. Wood into the billing
office or to customer relations. And therefore basically
it was inadvertently left on after the payment was received
until the Commission, I think it was Mr. Fulwood, brought
it to my attention that the toll block was still on. We
immediately -- June the 3rd, we found out late that day, so
the next day June the 4th it was removed.

Q. Okay. Mr. Wood did not call to have it removed
he called the PSC, who in return called you?

A. We have no record as to who called into the

business office or customer relations.
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Q. Okay. Did Mr. Wood have to actually make toll

calls even after the toll block on?

A. Yes, yes.
Q. And how did he make calls to your knowledge?
A. Calling card.

Q. And why do you know that?

A. I saw them on the bill and also foster customer
relations rerated those calls as if had he dialed directly.

Q. Okay. So in other words he received -- he
received compensation for any rate?

A. Differential.

Q. And in excess of what he would have paid his
subscribed carrier?

A, Yes.

Q. Did we provide service credit for the time the
block remained on the line erroneously?

A. The -- I am not aware of SPG at that time.

Q. Right. But I'm talking about service credit on
his bill? It would have been his June 1998 bill I believe?

A. Yes, there were not an SPG in June of '98 there
were two out of service credits for days of out of service
that he claims he was out of service.

Q. Okay. And do you believe that GTE is obligated
to provide Mr. Wood any greater compensation than he's

already received for the block having remained on his linev?
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A. No.

MS. CASWELL: Okay. That's all I have. Thank
you.

HEARING OFFICER: Thank you. PSC?

MS. CLEMONS: ©No, Your Honor.

HEARING OFFICER: Mr. Wood?

MS. CASWELL: Yes, Your Honor.
CROSS-EXAMINATION

BY MR. WOOQOD:

Q. Ms. Kampert, we -- we spoke several times over
the months from probably December of 1997 through at least
mid 1998, didn't we?

A. Yes.

Q. And you were -- you were GTE's representative

bagically, correct?

100

A. I am one of GTE's representatives that's correct.

Q. But concerning my complaint with the PSC you were

basically the representative. You were the liaison, the
person who coordinated things with GTE and the PSC?
A, Correct.
Q. Okay. Do you remember us talking about the
problems that I was having on my lines?
MS. CASWELL: I'm going to have to object.

Ms. Kampert was offered only to testify to the toll

block that was the scope of her direct. So I believe
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your limited by the scope of --

MR. WOOD: What's the relevance?
HEARING OFFICER: It's beyond the scope of your
direct and she's not your witness so.

Q. (By Mr. Wood) One of my complaints was the toll
block, wasn't it? I complained. I paid my bill and the
toll block wasn't removed and I complained?

A. See you notified Mr. Fulwood who called me.

Q. Uh-huh. And that was three weeks approximately
after you received my money?

A, Correct.

Q. And I apologize I'm getting tired. 1In any -- in
any business things get through the cracks you miss things,
don't you. You can't be on top of everything all the time?

A. I don't know how to answer that. No, I do a

pretty good job, Mr. Wood.

Q. Do you? But mine went through the cracks, didn't
it?

A. We inadvertently did not remove the toll block.

Q. Inadvertently, it went through the crack. You

never called me, did you?

A. You didn't --

Q. At least -- at least this one thing you
personally never called?

A. I did not. Nope, I did not -- was not aware of
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your payments.

Q. And you don't remember the letter that I wrote
addressed to you, stating that I just got the thing, the
decision of Mr. Fulwood. And according to his directions I
was making payment, you don't remember that letter?

A, Yes, sir. I do recall that letter. However, you
claiming to make payment does not prove to me that payment

is made.

Q. Was there something that I did or said that would
lead you to believe that I would not make payment, if you

know?

A. I believe that when the payment gets posted to

the account.

Q. Pardon?
A. It is obvious to me once the payment posts to the
account, your letter promising payment was not -- didn't

really mean anything to me.
Q. Okay. 8o my -- my phone -- even though I told

you that I sent in a payment, you didn't really believe me?

A. I did not see a payment posted on your account at
that time.

Q. And then I might as well have stuffed my letter
in the garbage can and not send -- and save my .32 cent

stamp then, correct?

A. It's up to you Mr. Wood.
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Q. I mean, you know, I -- I -- I guess what I'm

really asking what weight that you gave my letter?
A. I gave it the weight that -- I'm not sure what
you intended me to do with the letter.

MS. CASWELL: Mr. Wood, can you find a letter for
us, because I'm not sure what you're talking about and
I don't think the witness does.

MR. WOOD: She said she recognized it.

MS. CASWELL: Yeah, I'm sure she does, but I
don't know. I don't know where it is.

MR. WOOD: 1I'll see if I can find it here. I'm
just testifying from memory. And she is to and she's
probably looked over it.

MS. CASWELL: What's the date of the letter?

MR. WOOD: The letter of May 4th, 1998 the GTE
Florida.

MS. CASWELL: Okay. That was not addressed to
Ms. Kampert, correct?

MR. WOOD: That was -- that was where I was
directed to send by communications in GTE.

MS. CASWELL: Okay.

MR. WOOD: And I assumed to who ever it went to
that day, would have been corrected and filed it into
the right place with her, which apparently she got.

MS. CASWELL: Okay. Who did you directly send
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that to, Mr. Wood, I don't recognize the address on

that letters at all and I --

HEARING OFFICER: Probably she could answer that
question.

MS. CASWELL: I'm sorry.

HEARING OFFICER: You may proceed.

Q. (By Mr. Wood) Okay. So basically when I sent
letter you never gave it much weight, correct?

MS. CASWELL: I think Mr. Wood is testifying. I
think he's already asked this question. 2aAnd I think
it's been answered as well.

MR. WOOD: Your Honor, I still haven't
established what weight she gave the letter.

HEARING OFFICER: I'm sure what weight you want
her to give the letter.

MR. WOOD: I don't know that's what I want to
determine, you know.

HEARING OFFICER: If she had paid attention to
the letter what is she suppose to with the letter,
essentially you're going to make payment.

MR. WOOD: Then her payment was -- the payments
are posted by computer the spread instantly throughout
the system. And she should have notice that I made
the payment, it should have come in. And with this

letter it should put her own word to keep an eye on
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it, you know, on a payment coming on this specific

line.

HEARING OFFICER: Okay. She didn't do that so
let's move on.

Q. Okay. Have you ever had problems with anyone
on Schaefer Lane making payments?

MS. CASWELL: Objection. This is the beyond the
scope of direct testimony and beyond the scope of the
hearing.

MR. WOOD: Sustained.

Q. (By Mr. Wood) 1In removing a block, in looking

for a payment and removing a book from a line. Often what

you look for is the name and the rank and position of the

people that sent them in the -- the -- the -- the payment

or the letter saying they're going to pay.

MS. CASWELL: Just a minute, Mr. Wood. Can you
clarify by what you mean by name and rank of the
person calling in? Are you referring to the customer.

MR. WOOD: If -- if --

MS. CASWELL: What is a rank relative to a
customer maybe you could explain that to us?

MR. WOOD: I'm saying that if she gets a letter
from someone who is the president of Alcoma -- up the
road here, it's a big citrus plant.

MS. CASWELL: COCkay.
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MR. WOOD: Then I'm asking her if she would give

that more weight coming from him, a letter coming from
him that he's going to make a payment than someone
else.

MS. CASWELL: I'm going to have to object to
that. He's asking her to speculate to something that
hasn't happened and isn't even relevant. She can
answer it.

HEARING OFFICER: I'm going to let her answer it.

He's asking does it matter where the letter comes

from?
A, Thank you. No, sir.
Q. (By Mr. Wood) Then -- then you -- you -- you

treated my letter as high priority as anyone else's that I
was making payment?

A. Yes, sir.

Q. And then miss -- ya'lls failure was just an
inadvertent mistake?

A, Yes, sir.

Q. And isn't it true that anyone that would come
from the area Schaefer Lane that had a toll block on it and
sent a letter, you would give the same amount of credits to
that letter as say the president of Alcoma or someone?

MS. CASWELL: I think we've already asked this

question?
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MR. WOOD: Sustained.

Q. (By Mr. Wood) 1In relation to my removal of the
toll block from the time it came, haven't you and your
associates of GTE pretty much concluded that I was a pain
in the butt, so to speak.

A. No, sir.

MR. WOOD: I have nothing further.

HEARING OFFICER: Redirect?

MS. CASWELL: I've got nothing further.

HEARING OFFICER: Any other witnesses from GTE.

I have no further witnesses.

MS. CLEMONS: Your Honor, before we move on could
we take five minutes. We were expecting to be done
and be able to make our flight at 6:45, but it doesn't
look like that's going to happen.

HEARING OFFICER: Yes.

(A short recess was taken, after which time the hearing
resumed with all of the parties present.)

HEARING OFFICER: Back on the record. We'll just
do a couple things real quick first. Mr. Wood, you
found some documents?

MR. WOOD: Yes, Your Honor, I want to offer them
as part of my exhibit package and have them entered as
evidence:

HEARING OFFICER: I have a letter dated May the
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23rd, 1998, which is from someone named Elizabeth

Crawford and we'll mark that as Wood Exhibit Number 2.
Mr. Wood, I'm not sure is this --

MR. WOOD: That's the envelope that the letter
came in and attached to the letter or should have
been.

HEARING OFFICER: All right. And then I have
some apparently it is a printout of the e-mail from
someone named sweetemoone@AQL.com to
Groundsquirrle@Juno.com. And we'll mark as Wood
Exhibit Number 3. And any objections?

MS. CLEMONS: No, Your Honor.

MS. CASWELL: No, Your Honor.

HEARING OFFICER: I'm going to admit them as
Number 2 and Number 3. There was some earlier
objections to Composite Exhibit Number 1. I think
it's fairly clear of which of those deal with subjects
that are material to the hearing rather than go
through each composite as Composite Exhibit Number 1
is admitted. If we can go through the GTE exhibits
and make sure the one's that weren't discussed have
been identified as something. GTE Number 1 in your is
the documents July 15th, 1999 from the PSC and
memorandum.

MS. CASWELL: Right.
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HEARING OFFICER: GTE Number 2 is a letter dated

April 17th, 1998 to Mr. Durbin from Ms. Kampert.

MS. CASWELL: Right.

HEARING OFFICER: GTE Number 3 was testified by
the February 20th letter. GTE Number 4 is a letter
dated June 15th, 1998 to Mr. Durbin from Ms. Kampert.

MS. CASWELL: I think, it's January 15th.

HEARING OFFICER: I'm sorry you're right. That's
GTE Number 4.

MS. CASWELL: Correct.

HEARING OFFICER: GTE Number 5 is a -- I'm not
sure what this is.

MS. CASWELL: It's an e-mail from Shirley Stokes
it's to Debby Kampert.

HEARING OFFICER: If you GTE Number 6 is a
letter, I guess, a memo from Ms. Kampert to Shirley
Stokes dated May 25th, 1999. April 30th, 1999 a
letter to Mr. Wood from Ms. Kampert and that's GTE
Number 7.

MS. CASWELL: Uh-huh.

HEARING OFFICER: I have an e-mail from
Ms. Kampert to Ms. Stokes dated April 22nd, 1999.

MS. CASWELL: Correct.

HEARING OFFICER: So that's GTE Number 9. GTE

Number 9 is a, I guess, it's a telephone call?
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MS. CASWELL: This is a log from the PSC and I

think it might be in their exhibits, but I'm not sure
that's why I included it in here. It's just a copy in
a funny form.

HEARING OFFICER: GTE Number 9. GTE Number 10
letter dated April 17th, 1998 to Mr. Fulwood from
Ms. Kampert. GTE Number 11 a letter dated April 17,
1998 from Mr. Durbin from Ms. Kampert. GTE what
Number -- what's Number 12.

MS. CASWELL: Oh, 12 is our tariff for allowance
for reductions. It's A2.4.4(a) (4).

HEARING OFFICER: Thank you. GTE Number 137

MS. CASWELL: 1Is our tariff setting forth service
performance guarantee it's after number seven on the
page.

HEARING OFFICER: Thank you. GTE Number 147

MS. CASWELL: And that is our tariff regarding
the liability of the company for service and
allowance.

HEARING OFFICER: Thank you. We're going to
admit all of those documents. And we'll turn to the
PSC. You have as the evidence 1 through 4. The PSC
is there anything objection from any of those
exhibits?

MR. WOOD: 1 through 4.
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HEARING OFFICER: Thank you, yes.

MR. WOOD: I haven't had a chance to look at it.

I'm going to object -- object to all of it, just let

the court rule. I don't know anything else to do.

HEARING OFFICER: They're admitted.

MS. CLEMONS: Thank you, Your Honor.

HEARING OFFICER: Thank you. Any witness?

MS. CLEMONS: Yes, I do, Your Honor. PSC calls

Leroy Rasberry.

LEROY RASBERRY, having been produced as a witness on
behalf of the petitioner, and having been first duly sworn,
testified as follows:

DIRECT EXAMINATION
BY MS. CLEMONS:

Q. Please state your name and business address?

A, Leroy Rasberry, 2540 Schumacher Oak Boulevard
Tallahassee, Florida 32399.

Q. Are you employed and in what capacity?

A, I'm employed with the Florida Public Service
Commission. And I'm bureau chief in the division of
Consumer Affairs.

Q. Please give us a brief description of your
educational background and your professional experience?

A. I graduated with a Bachelors Degree in Business

Administration from Florida A&M University in 1974. I have
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worked with the Florida Public Service Commissions for 21

years. 1 started as an analyst, worked for 10 years or so
in that position, started in Miami, Florida. Transferred
to Tallahassee, where I continued my analyst duties until
the end of that transfer year of 1989. And I took over the
Division of Water and Waste Water where I served as a
regular program analyst. I stayed there for five years.
And the opportunity came open for me to apply for Bureau
Chief, prospect in division of Consumer Affairs which I
applied for and got. And I took that position January 1,
of 1995 where I maintained that position to this date.

Q. Please describe your present responsibilities in
your capacity as Bureau Chief?

A. I supervise approximately 22 fellow employees in
the bureau of complaints resolution of the division of
consumer affairs. I have five -- approximately five intake
analyst and six resolution analyst. About five gquality
assurance analyst, one operations in management consultant
and I have three supervisors and clerical.

Q. Please describe the process or system by which
consumer complaints are tracked in your division?

A. We have a system in consumer affairs called the
complaint activity tracking system, we call it CATS. 1In
that system that's where we place any contact that comes in

from consumers, whether it be verbal or written. If it's a
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fax, if it's e-mail, or whatever form if comes in we will

document that contact in that system. When that
documentation goes in as soon as we are finished placing
that documentation in, the system automatically date stamps
the time that we enter that contact. And that's how we
basically do those.

Analyst worked to determine up front, if a
contact is number one, jurisdiction contact and we handled
complaints differently depending on whether they're in our
jurisdiction or not. And once that's done, we go on which
jurisdiction and we document it. And then we would send to
the company for reply. And our rules allow the company
about 15 days to send us a reply to our complaint.

And once again the analyst gets the reply back,
that's the time that it's analyzed to determine whether
there's a probable rule or infraction or not. And after
that the case is cleosed, we call it closed or resolved with
a code that either identify it closed as apparently ruling
fraction or a nonruling fraction.

Q. Please take a look at PSC Exhibit Number 17

A. All right.

Q. Is Exhibit Number 1 consistent with the
complaints tracking system that you just described?

A. Yes, it 1is.

Q. And are you familiar with the customer complaint
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of Mr. Wood?

A. Yes.

Q. Against GTE?

A. Yes.

Q. And is -- is -- is this is -- PSC Exhibit Number
1 the cut -- the CATS tracking system for the complaint of
Mr. Wood?

A, Yes, it is.

Q. When did consumer affairs receive this complaint?

A. We received the complaint in on December 30,
19977

Q. And which one of your employees worked on the

complaints and to what extent.
A. John Plescow. Dick Durbin, Shirley Stokes,

Ms. Pam Johnson, Pamela Johnson, and Kate Smith. And John
Plescow, was our visually impaired at that time, he was
helping us on the phones. And the way we had the system
set up at the time, was that John would take the call, the
system would automatically assign an analyst to, you know,
to do the visual that he could not do. And that analyst
was Dick Durbin.

When we received the request for the informal
conference Ms. Pamela Johnson, which is one of my
supervisors, just dumped it into the CATS system, that a

request was received. Once that request was received and,
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of course, we received two. But just going down through my

complaints and who worked on it and for what stint. John
Plescow was assigned to do three phone conference
negotiations, with the hope of possible settlement.

After that failed the case as automatically
related to Shirley Stokes to handle and schedule the
informal conference. After the informal, and no settlement
was received, the case was then passed to Kate Smith to
handle the staff recommendation and agenda conference.

Q. Can you please tell us what the nature of

Mr. Wood's complaint was as it came in on December 30th,

19977
A. Basically trouble receiving telephone calls.
Q. Did the complaints involve a billing amount in
dispute?
A. There was no billing amount identified.
Q. If Mr. Wood had identified a billing amount in

dispute, how would the complaint have been handled?

A. Public Service Commission rule 25-22.032
subsection 10, allows that if disputed amounts which is the
way that it's identified are mentioned in the complaint,
that we would immediately let the company know there is a
disputed amount in the case and that they're not to treat
the customer for collection action to that amount.

However, any other amount besides the amount that's
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identified as the disputed amount is open for collection

action. The rule goes onto say that if the customer cannot
identify a disputed amount, there is, one, for instance the
billing concern, which this one wasn't, that it would try
to come into some type of'agreement between the utility and
the customer to what a reasonable disputed amount is.

If that fails, then the rule allows for the
Commission to pick a reasonable disputed amount and
establish that amount.

Q. Please take a look at PSC Exhibit Number 2 pages,
pages one and two; can you tell us what those are?

A, This is apparently Mr -- it's February 3rd letter
is that the one? These are the letters that were

identified as being sent to, faxed to the forwarded.

Q. (Nods head.)

A. From Calvin Wood.

Q. What data appears on those letters?

A. February 3rd, 1998, February 3rd on both of them
1998.

Q. Did the Division of Consumer Affairs receive

those letters on or around February 3rd, 19987
A. Not to my knowledge.
Q. And why do you think so?
A. I don't think they were sent to the Division of

Consumer Affairs.
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Q. All right. Would you take a look at PSC Exhibit

Number 1°?

A. Okay.

Q. Is that letter indicated there?

A. I don't see this February.

Q. Let me ask you this.

A. I see the letter, February.

Q. Right, there are two February --

A. February 9th.

Q. The second February 9th explains what the letter

was, could you read that for us?
A. Fax to GTE, we had have received a letter from
Mr. Woods stating his problem have not been resolved and

please provide a follow-up.

Q. Do you believe that's the February 3rd letter?

A. Yes, I believe it is. He's complaining in this
letter he's well -- he's wanting a hearing.

Q. Right. Does that -- does it say anything like

that in the February 3rd letter?

A. It says here if I can read it, please tell me why
there's been no response to my request that my service be
allowed to continue until my complaint with GTE has been
resolved. Am I entitled to a hearing and if so when I can
I have one.

Q. Right, now let's go back to PSC Exhibit Number 1.
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A. Okay.

Q. And that February 9th, 1998 notation?

A. It appears to be different letters. He's asking
about a hearing in the February 3rd letter. And in
February 9th, he's saying just that the matter had not been
resolved.

Q. All right. And -- and is it your testimony that
every letter that comes in is tracked by the CATS system?

A. Yes, we put a date and time.

Q. If you had received this letter around February
3rd, 1998 as indicated on the letter, how would you have
responded to Mr. Wood's question of whether -- whether he
could -- would be allowed to keep his service while his
complaint was pending?

A. There was no dispute amount identified, it was a
gservice matter and not a billing matter. I don't see how
we could tell the company to, because I believe his issue
was payment. And I just don't see where we could allow him
to maintain his service, I mean to, you know, to not have
to pay this bill. It's not a billing issue to start with.

Q. All right. I'm going to ask you to turn to PSC
Exhibit Number 2 again, this time page six. Can you tell
us what this letters is?

A. This is the customers request for an informal

conference.
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Q. How did Consumer Affairs respond to this request?
A. This request was premature. Our rules provide
that the -- the complaints must first be completed and

taken to the resolution stage. And that the staff should
make a proposed resolution of the complaint to the
customer. And after that point, the customer still
believes that there's some violation of the rule or statue
or company tariff, then the customer can then in a 30 day
period, can then request a informal conference. The case

was still open at the time and as a result this request was

premature.
Q. Can you tell us what rule you are referring to?
A. 25-22.320 sub 4.
Q. When was a resolution to the complaint proposed?
A. The proposed resolution was made on June 1l6th,
1998.
Q. And how was the resolution proposed?
A. It was proposed by Mr. John Talbott and it was

sent on June 17th.

Q. What happened after staff proposed a resolution
to Mr. Wood?

A. What happened in this case. Afterwards Mr. Wood
wrote again, questioning the phone conference.

Q. Do you know what that date was?

A. The request from him for a phone conference was
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July 2nd, 1998.

Q. And did Consumer Affairs schedule an informal
conference at that time?

A. No, we didn't.

Q. Why not?

A. Because we believe the rule allows us latitude to
try and work on a settlement between the parties. At this
point we did not have a time frame established to -- to --
to handle that informal conference. And the rule does
state that at any time during the proceeding both parties

may reach a settlement.

Q. And again which rule are you referring to?
A. 25-22.032 sub 4.
Q. Do you know how long the preconference settlement

negotiations was used in this case?

A. Approximately eight months.

Q. Why did the negotiations continue for that
extended length of time?

A, We felt that they we were making progress in the
presettlement negotiations. We continued to -- our staff
continued to make contacts with the customer and we felt
that we were making progress. We were having problems
staying on task with the initial purpose of the complaint,
because the caller continued to move. And it was very

difficult to nail down.
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MR. WOOD: What continued to move?

A. We were having problems moving forward, for
settlement because we felt target was -- it was a moving
targets.

Q. Was there talk of an actual settlement at that
time?

A. There were talks during that time frame. The

customer agreed to settle, customer agreed to sign the
settlement agreement, customer agreed to help the
settlement, and after that it was a day-to-day agreement.
Our staff would call back later and just the agreement had
not been made out. It was just back and forth and no
settlement was ever reached.

Q. What happened at the end of the eight month
period that you just described?

A. We eventually determined that there was not going
to be a settlement. And we decided to go on with the
informal conference.

Q. And what did staff do at that point, after you
decided that there was going to be no settlement and you
wanted to go on with the informal conference?

A. That was the time we gave it to Ms. Shirley
Stokes. That would have been shortly after that Ms. Stokes
scheduled the informal conference for May 12th of 1999 and

in which time it was scheduled. Mr. Wood participated
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Ms. Stokes. participated, and GTE representative

participated.
MR. WOOD: Could he speak up. Could you talk a
little louder. I'm having trouble hearing.

Q. Was there any intentional delay of the informal
conference due to any sort of coercion with GTE?

A, No. The records shows that we spent a great deal
of time working on this case trying the reach settlement.
And so I arranged to settle this case, because they were
continuing to come and we just couldn't afford to try. I
mean, we would -- there would be no advantage to us. The
answer's no.

Q. What happened at the informal conference?

A. Well there was a telephone conference,

Ms. Shirley Stokes moderated the conference. And like I
said earlier it was handled by telephone. Mr. Wood was on
telephone and GTE was I believe was on the phone. And

Mr. Fulwood and Shirley was together holding the
conference. And several times during the conference there
was a technical problem with the instrument that Mr. Wood
was using, was a pay phone, and I think it had a time
frame, time out and I think that happened maybe one or two
times. And eventually he moved to an instrument or they
made some type of connection where they were were able to

hold the conference. There was no settlement. There was

RELIABLE REPORTING, INC
500 SOUTH FLORIDA AVENUE, SUITE 600
LAKELAND, FLORIDA 33801
863-682-8737




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

123
talk about a $25 settlement, the credit, you know, these

different credits that have been floating around for the
duration of the case. But eventually there was no
settlement reached. And the conference ended.

Q. Did Mr. Wood indicate at that time what it would
take to settle the case?

A, I am not sure.

Q. Okay. What happens after the informal
conference?

A. Then a recommendation was written for -- to be
heard at the next available agenda conference which was for
July 15th of 1999. And at that agenda conference that's
when the case was settled or to be heard by a fact finding.

Q. Okay.

MS. CLEMONS: I have nothing further.
HEARING OFFICER: Did you have questions?
MS. CASWELL: I have no questions.
HEARING OFFICER: Mr. Wood.
MR. WOOD: Yes, please.
CROSS-EXAMINATION
BY MR. WOOD:

Q. Mr. Rasberry, you had a lot of cases going
through at the time my complaint was going through, didn't
you?

A. Yes, sir.
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Q. And you don't have a lot of time to spend on an

individual case, do you?

A. When it comes to informal conference request we
have a staff set aside to spend as much as necessary to
handle it at that point. We do have another system in
place where we try to get them in and get them resolved and
that's where the intake analyst and the resolution analyst
party control group comes in.

Q. Then by pushing a settlement agreement that would
pretty much clear up any problems that happened and if they
happened within the PSC? And what I'm speaking about and
I'm going -- directed to it, that part of my files went to
customer relations and part of it went to Mr. Fulwood?

A. Initially your contacts was with Division of
Consumer Affairs. Somehow your contact moved to the
Division of Communications. There was some communication
problem here. I don't know. I don't see in the records if
you told Mr. Fulwood that you been dealing with Consumer
Affairs when you first contacted him. Eventually he found
out about that. I don't know if was a month later or so.
And then you contacted usg for information, any information
that we had on the case.

Q. And you all procedures aren't always followed
letter for letter are they, it's informal?

A. We do our best to follow the rules.
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Q. But they're not necessarily always followed, are
they?

A. No one's perfect.

Q. Okay. Aand you knew Mr. Fulwood when he -- when

he come to work with PSC?

a. Nope I had never met him.

Q. Do you know about when you met him or what the
occasion was?

A, I don't remember the first time that I met him.

Q. Okay. Do you remember the first time you met him
in relation to my complaint?

A. In relation to your complaint would have probably
been when -- as I mean, as far I seen him around, in
relation to your complaint, would have been when we were
preparing the complaint.

Q. Okay. Then your knowledge is restricted other
than by reports until what, a month or so ago?

A. Yeah. A little less than a month. I have access
to the CATS system in my staff, right.

Q. So you never really did much on this case until
less than a month ago?

A. That's -- that's correct. I answered your
request for the conference. That was -- but I did not
directly on your case, no.

Q. Okay. And you have no idea whether the records
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are complete?

A.

thorough.

I can tell you that our staff is trained to be

When you say complete perhaps you are referring

to some other records that perhaps don't show you in our

files,

that you may have. But to my knowledge the records

are complete.

Q.

And I want to draw your attention just for a

minute here on the February 3rd letter, a fax?

A.

Q.

Is that an exhibit?

The one dated February 3rd at the front and

another one dated April the 8th, I believe?

A,

Uh-huh.

MR. WOOD: And, Your Honor, to clarify the record

the date on that letter is wrong. The correct date is

on the fax header. 2nd I would submit to the Court,

that the April 8th letter -- I saw that I messed up

today and faxed the April 8th letters. And I think

the record should be clarified on that.

Q.

So -- actually Mr. Fulwood isn't within your

realm of authority at all, is he?

aA.

Q.

No, he's not.

He's over in other another department?
Yes, sir.

And basically you're the record keeper?

I'm --

RELIABLE REPORTING, INC.
500 SOUTH FLORIDA AVENUE, SUITE 600
LAKELAND, FLORIDA 33801
863-682-8737




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

127

Q. Your department keeps the records under the CATS
system?

A. Yes. We keep -- yes we do.

Q. Oh, uh-huh. And if -- if -- if the records going

to a couple of different complaints even though they're
related and they're kept in two different places, you
wouldn't necessarily pick that out, would you?

A. In this case we didn't. And sometimes complaints
come into departments, and at that time we weren't tracking
them as we are now. Today we're using one central tracking
system. At that time, I don't believe that tracking system
was being utilized nationwide.

Q. Okay. 1I'd like to show you a document entitled
complaint against the PSC dated June 1st, 1998, and see 1if
you can show me where that is found in your records? You
have that included?

A. I don't see a reference to it on the CATS system.

Q. Okay. So you don't know whether that complaint

was filed or not, you have no record of it?

A. No. I have no record of it in the CATS system.
Q. Okay. Do you have a record anywhere else?
A. Could possibly be one in our Division of Record

General Reporting it depends on where the records came in.
Q. What's the date on that, tell me the date?

A. June 1lst, 1998.
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And you heard Mr. Fulwood say that on that toward

the end of May he closed the case?

A.

Q.

Yeah, I heard that.

You believe there's probably problems continuing

after he closed the case?

A.

Actually he did not close -- the case was not

closed by him at that time. There maybe a

mischaracterization of the terminology. The CATS case was

still open the initial case that we took.

Q.

A,

Uh-huh.

Some how Mr. Fulwood was pulled into your

complaint and including communication. He didn't know that

we had another complaint and so he was working over here on

the complainant and we're working on over here on the

complaint.

When he initially found out about it that's

when we merged everything together.

Q.

Then this complaint might be somewhere else in

another file, correct?

A.

This is the complete complaint.

Okay.

It's merged.

It's merged?

Yes, sir.

You merged this one? You never had --

I don't know about -- I thought you were talking
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about this.

Q. I'm talking about this where's this complaint at?
A. I have no idea.

MS. CLEMONS: Your Honor, could you have Mr. Wood
identify what he is showing the witness.

MS. CASWELL: I can clarify it. That complaint
is in PSC's exhibit. 1It's PSC 17 of the original
list, but it's in their exhibit packet. So obviously
they have a record of it.

MR. WOOD: Thank you.

MS. CLEMONS: Is that PSC Exhibit 2 page 207?

Q. (By Mr. Wood) So basically this complaint hasn't

been merged in with the one we're hearing today?

A. It is apart of the exhibits that we have here.
Q. Are the exhibits -- has it been merged yet?
A. I see a dates -- I see a date stamp that says

June 3rd, 1998, where our Division of Communications
received it.

Q. Uh-huh. And from your CAT files and whatever you
want do you -- can you tell me what was done with this
complaint?

A. Nope. I can't tell you. I can say that in
writing of the recommendation all of the documents that
were 1n our possession were taken under consideration.

Q. All right. Not by you?
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A. I didn't write the recommendation.

Q. And you don't know whether they took it into
consideration you're assuming that they dide?
A. Just said that they --

MS. CLEMONS: Objection. Your Honor, the
question has been asked and answered. The witness
testified that the date stamped to go into the
Division of Communications that the complaints were
eventually all merged together and a recommendation
was then made, taken into consideration, everything
that Mr. Wood had filed up to that point.

MR. WOOD: Your Honor, he said he didn't know --
and the gist of his conversation he has no record of
it in his CAT files and he sees and it was pointed out
to him as an exhibit, but has no idea of happened to
it.

HEARING OFFICER: It's overruled. You can answer
the question. Go ahead.

A. All right. Okay, reask the question.

Q. Do you know what happened to this complaint that
was filed?

A. It ended up in our Division of Communications,
who at the time, was not required to use the CATS system.
And when you showed that to me, just now, you did not

identify it as an exhibit.
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Q. No. It's not an exhibit.

MS. CASWELL: It's an exhibit.
MR. WOOD: Not for me it's not. I mean, you
know, they put it in as their exhibit.
Q. And you have have -- did this -- did this
complaint ever come within your CATS file jurisdiction?
A, Apparently it's not documented on the CATS file,

but it was considered for recommendation.

Q. You assume it was considered?

A. I'm saying it was.

Q. You're saying it was?

A. Yes, sir.

Q. What's your basis for that?

A. It's the entire file. We merged the entire file.
Q. Uh-huh.

A. After May 15th, 1998 when Mr. Fulwood found out
about Consumer Affairs involvement on the case. That's
when we merged the files.

Q. And two weeks later -- about two weeks later he
closed the case?

A. That's a mischaracterization. I believe that his
part of it was coming to an end, but we continued on with
it by including his information with what we had in our
Consumer Affairs System.

The case was not closed according to the Public
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Q. And despite another complaint on June the 1st
about 15 days before you closed the case, you summarily
closed everything. That's what your records show?

A. We closed it on June 16th, 1998.

MR. WOOD: I have a no further questions.
HEARING OFFICER: Thank you. Any redirect?
MS. CLEMONS: Yes, Your Honor.
REDIRECT EXAMINATION
BY MS. CLEMONS:
Q. Mr. Rasberry, could you please turn to PSC

Exhibit Number 4 page two?

132

A. Okay.

Q. Do you see where it's indicated June 16th, could
you read us what that -- what that says?

A. June lé6th, turned over summary of Wood's

complaint to Durbin so he could post letter to Wood.
Complaints closed on June 16, '98.

Q. And could you just tell the Court what you're

reading from?

A, I'm reading from.
Q. What PSC Exhibit Number 4 is?
A. It is the -- it is from the separate tracking

system, I believe, that's used in Division of

Communications.
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MS. CLEMONS: Thank you. I have no further

questions.

HEARING OFFICER: I guess -- thank you

Mr. Rasberry. PSC have any other witness.

MS. CLEMONS: Yes, I have another. I call

Mr. Lennie Fulwood.

HEARING OFFICER: Mr. Fulwood, you're still under

oath.

MR. FULWOOD: All right.

DIRECT EXAMINATION
BY MS. CLEMONS:

Q. Mr. Fulwood, please describe the process or the
system that you used in the Division of Telecommunications
in March of 1998 to track consumer complaints?

A. The complaint comes into the division and the
department supervisor pass it on to the engineer. The
engineer in turn take that complaint and enter -- at that
time into the time management system. And then it's
assigned a tracking number and the complaint log is opened
up on that file.

From that point we were send -- we forwarded the
letter of complaint or the description of the call of the
complaint to the utility. And then we send a letter to the
consumer acknowledging receipt of the complaint.

Q. Is this the same system that is used by the
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division of Consumer Affairs, the CATS system?

A. No, it is not.

Q. So if a document had come into the Division of
Communications it would have appeared in your system in
TMS?

A, Yes, it would have.

Q. Would it have appeared in the CATS system and
Consumer Affairs?

A. Not at time, no.

Q. So how did -- how did then would you know whether

a document was received? It would --

A. It was receive in Consumer Affairs we would not
know and --

Q. Who is we?

A, Coming into the division -- Telecommunication

would not know if we received a document directly, then we
would handled it as a brand new document.

Q. Okay. Please turn to PSC Exhibit Number 2 and
look at page, pages one, two and three again. Mr. Wood has
admitted that this letter is miss dated, February 3rd, that
it was not actually sent to the commission until April 8th,
could you tell us why that's significant?

A. The reason why it's significant, because in the
letter he's asking why there's been no response to why his

services -- my service be allowed to continue until my
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complaint with GTE has been resolved. At that time, if the

letter was written on February 3rd, then the Public Service
Commission would not have responded to him to keep it open.
Being that they did, the letter was not received until
April 8th and service was already disconnected by the time
this letter was received. So there was no way that we
could do anything to prevent his service from being
disconnected.

Q. When you did respond to Mr. Wood's question as to
whether or not his service could be kept on while his
complaint was pending, what did you respond to Mr. Wood?

A, That his service could be kept on while the

complaint was pending?

Q. Right. Did you give -- did you give him a
response?
A. Yes. I responded that GTE had no obligation to

keep his service on while the complaint was pending. But I
would then -- he was speaking of his medical condition and
I told him I would do the best that I could to make sure he
had service so he was able to call, if he needed to call
somebody in case of emergency. And until the complaint was
over, just to foster good will.

Q. Were you aware at that time of PSC rule 25- --
25-4.081 emergency 911 access, which basically states that

once a customers telephone service is temporarily
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disconnected that 911 access must -- must be retained?

A. At that time I wasn't aware. Again, I was new
and I was not aware of that and that's why I pushed GTE to
keep his service on. Had I been aware mto reconnect the
service -- had I been aware of that, of course, my course
might have been different. By the time I became aware of
that his service was connected and we had already spent
that amount of process, it was already rehashed or
regenerated.

Q. Does the -- does the PSC have any other procgrams
that would have assisted Mr. Wood?

A. Under universal service they have life line that
I'm aware of.

Q. What is life line?

A. Life line --

MR. WOOD: Your Honor, I would object. None of
this -- none of this is relevant.

MS. CASWELL: Directly relevant.

HEARING OFFICER: How s0?

MR. WOOD: They after -- after -- after the
tornado in March 9th they should have been there, came
back and installed my lines. And they -- the records
reflect that. So life line isn't material, 911 isn't
material until they came back in April and reconnected

my service. And that's when they put the phone lines.
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None of this -- none of this is material.

MS. CLEMONS: Your Honor, may I respond?
HEARING OFFICER: You don't need to. It's
overruled. Go ahead and answer the question.

A. Life line is a part of universal service. It's
in part for providing service for those who may be, cannot
pay their bills or something of nature. I don't have any
of the documentation on the universal service as where I
can read it. But its basically meant to aid in those that
are having problems with paying their bills, to make sure
they're able to retain service.

Q. So given Mr. Wood's allege heart condition under
the 911 rule, you would have access to emergency services?

A. Yes.

Q. And under the life line program, he would
probably, if you know, since his service was disconnected,
for nonpayment, he probably could have received some kind
of assistance to help him get his telephone back on?

A. I'm sure he could. And he would probably because
he can't afford -- that's probably put -- definitely put in
that category.

Q. Are you familiar with rule 25-4.113 (f) -- 3 sub
(£) this is the rule that talks about refusal to continue
service by a company?

A. Yes, I'm familiar -- there are different segments
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of that rule as far as the particular lending you're

talking about, you know, I can look at it right quickly.

Q. Yes.
A. Okay. Yes, I'm familiar with that, yes, ma'am.
Q. Does this rule require that GTE consider

Mr. Wood's medical condition prior to disconnecting him for
nonpayment of bills?

A. No, it does not.

Q. Could you tell us I'm going to turn to a
different subject now. Could you tell us about your
transportation to Mr. Wood's residence when you did the
site visit?

A, Yes, I was originally -- I was on a service
evaluation and I was in Naples, Florida at the time. And
on my way back from the service evaluation, being that the
situation was what it was between the company or the
company was saying, and what Mr. Wood's was saying. I
asked the supervisor could I stop back on my way back to
Tallahassee could I go by Mr. Wood's residence and take --
do some test and call completion.

He gave me permission to do that. So I rang
staff with GTE and Mr. Wood on 5/28/99 it was kind of last
minute that I got permission. When I arrived, I arrived to
their central office in Lake Wales, which is not too far

away from here. But as Mr. Wood's states now, however, he
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had already stated, he was at a pretty remote location. So

as a standard of procedure when it's a remote location like
that, most definitely, I drove to Lake Wales, to their
central office and GTE took me to the residence.

Q. All right. Mr. Wood in his testimony stated that
you pulled up to his residence laughing, that at that time
he knew he wouldn't get anything from the PSC and that it
looked worse than bad. Are you familiar with, and I gave
you my rules, so let me just grab that back. Are you
familiar with rule 25-21.050 Florida Administrative Code
acceptance of gifts and subsection -- subsection (g) of

that rule talks about transportation in a regulated --

A, Yes.

Q. -- entities vehicle?

A. Yes, I'm familiar with that rule.

Q. Does that rule allow you to accept transportation

in a regulated entities vehicle under certain

circumstances?
A. Yes, it does. Would you like me to read it?
Q. Yes.
A. It says under section (g) (2) the acceptance of

transportation in a regulated vehicle by employee or a
field trip to a site that is remote or difficult to access
in a regulated entities vehicle.

Q. Could you tell us why the circumstances that you
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in regulated entities vehicle?

A,

Well, from my understanding of his site it was a

remote site. When I talked to Mr. Wood's on the phone and

he notified me that he stayed on dirt road. I was driving

my own vehicle. And my vehicle is not qualified to drive

down a dirt road. So that, that point alone gave -- made

this -- made this a remote site or a site that would be

difficult

Q.

matter?

for me access.

Do you have anything else to add regarding that

No.

MS. CLEMONS: Thank you. I have no further

questions. The witness is available for cross.

HEARING OFFICER: Thank you. Ms. Caswell.
MS. CASWELL: I just have a couple of questions.

CROSS-EXAMINATION

BY MS. CASWELL:

Q.

reconnect

would not

A.

Q.

have been

I believe you testified that you pushed GTE to
Mr. Wood because you thought that perhaps he

have 911 service if he's disconnected, is that?
Yes.

And -- and you also stated that your course might

different and if you had known the requirement to
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keep 911 service in, is that right?

A. Yes.

Q. And when you said your course might have been
different, did you mean that you would not have encouraged
GTE so strongly to reconnect Mr. Wood, if you had known
that he had still had 911 service?

A. Yes.

MS. CASWELL: Thank you.
HEARING OFFICER: Thank you. Mr. Wood.
CROSS-EXAMINATION
BY MR. WOOD:

Q. Mr. Fulwood, what made you assume that the site
was remote or what do you consider remote.

A. Remote is something that difficult to access.
Something that's a distance from the central office where
I'm suppose to meet. I think now it's about 20 miles from
here or so. The distance mileage wise was remote. The
distance, like you say you stayed down a dirt road, I drive
a car that's very low to the ground and I do not take it
down dirt roads. So I do not plan to walk from the
entrance down -- you stayed quite a bit a ways down that
road, and you let me know that. So I considered your site
remote.

Q. Then you're not familiar with the sign on 60

going out toward Nalcrest that it's 10 miles?
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A. That's?

Q. 10 Miles? There's a sign out there are you not
familiar with it?

A, I'm not one hundred percent familiar with it,
Mr. Perry. At the time I was in Naples and when I pulled
it up on the Internet it said 20 miles to Alturas. So when
when I typed in Lake Wales and Alturas I got 18 so
approximately 20 miles. But I'm not -- I'm not trying to
say the exact mileage of where you live. I'm not 100
percent familiar, there again, the lack of familiarity
would make me ride with the GTE personnel.

Q. And you -- you were driving your car you said,
that was your choice to drive your car, wasn't it?

A. No, it was not.

Q. You mean GTE -- PSC doesn't give you a state
vehicle to drive back and forth on your business?

A. No, it does not. I mean, they are available, but
I was on a six week evaluation, and in a lot of cases and I
would 90 -- I've never driven a state car on these
evaluations. I've always driven my car down to Miami and
Fort Lauderdale and other locations. So yes one maybe
available, but you have to -- there's a certain system for
filing for it or applying for it and so forth. There's one
person in our group that has a state car, and that's his,

when he needs it for his evaluation. But being that we go
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sporadically and so forth, we're not assigned a state car.

Q. Then -- then -- they don't have a car pool where

you go check one out for PSC business?

A. I'm sure they're available from time to time.
Q. Uh-huh.
A. But under your -- I was on a service

evaluation -- I wasn't even in Tallahassee when I left to

come visit your residence. I was in Naples, Florida which
is, you know, southerly. No, I did not have the access to
take a vehicle to come visit your property.

Q. What kind of car do you have?

A. A Toyota Celica.

Q. And basically it's your choice then to take your
car? You don't go through the trouble of checking one out

or checking the availability?

A. Most of the people in the group do not.

Q. They go ahead and take their cars?

A, Correct.

Q. That's a matter of of personal choice, isn't it?
A. In some. We have three or four people in

evaluation. I don't know if in our section can get that
many cars at once, because the amount of the cars aren't
plenty.

Q. If -- 1f you're required to go on PSC business,

then you're telling me that they're not required to give
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you transportation?

A. I don't know what they're required to do. TI've
never questioned what my job duties entail. I was given a
choice at that time to drive a state vehicle or to drive my
own. So if you want to say it's my choice, yes it was my
choice to drive my vehicle down there. And it was my
choice to come to your site visit with you, which is
something that's not standard of procedure, but I choose to
do it as to try to help serve you.

Q. You don't think it looks bad when you pulled up
with the GTE people doing an inspection and suppose to

represent the state and the independent?

A. No, because according the statutes here, it's
within my cope -- I'm able to do that according to the
statutes. I made it -- as I have made it pretty clear on

the phone, if I was not there as you said you kind of
mischaracterized what I said, but I said it's my job is to
help protect the consumer. The consumer issues, so 1t's my
job to help protect you. I represent you, but help protect
you that is what the Public Service Commission does.

And so for me to ride up in their vehicle or my
vehicle to me was significant, because I was coming to help
you.

Q. And do you do this often ride with GTE or the --

the utility companies in their vehicles?
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A. No, I do it when my job warrants it. If you're

doing group evaluations a lot of the times we do ride in
the utility vehicles. But we do so -- a variety of things
where we travel and we'll drive in our vehicle -- I will
use my own vehicle. There are certain jobs we have that we
use our own vehicles, but we typically use, because we're
going to a lot of remote spots, or we're not just going to
wherever our heart take us that day. But we typically ride
with someone who's familiar with the area. We point to the
map, we want to go here. And they take us there. There's
no way we could get to where we wanted to go, with the
central office boundary map and the zone -- we could drive.
We would have to basically point out to the individual and
say I want to go here take me there. Are they take us.

So it's standard procedure when we're doing loop
test to ride with the company. And I was doing the loop
test, so it's standard procedure to ride with the company.

Q. Well, then you've changed your story then.
Because before it was because it was remote and you don't
take your car down dirt roads?

A. That's inclusive also.

Q. You heard the lady from GTE back here testify
that by the time my request to remove a blockage, my toll
restrictions for long distance service that I was already a

pain in the butt for GTE?
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MS. CASWELL: Objection. She never testified to
that affect.

MR. WOOD: She certainly did.

HEARING OFFICER: No, she did not.

MS. CASWELL: The record will reflect what she
testified to.

Q. Had I become a problem with PSC also.

146

A. You weren't a problem with me. I don't think any

of the time that I had handled your problem. I thought I

was offering to help, which I think you just mentioned, but

I think I was offering to help you at all times.

Q. Uh-huh.

A. With when a smile when I met you. I greeted you

with a smile.

Q. Uh-huh. And even though that you had sufficient
doubts that my complaints were valid that you closed --
closed the complaint?

A. I had suspicious doubts that your complaint was
valid?

Q. Uh-huh.

A. At what time are you talking about.

Q. You -- I understood you -- you said that you --
you considered it closed along toward the end of May of

19987

A. And I quote to you, Mr. Rasberry read to you off
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of TMS file that I read to you earlier 6/16 turned over

summary of Wood's complaints to Durbin, so he could tell
Mr. Wood complaint closed. As far as my TMS file, I closed
this TMS file on 6/15 turned over the letters to Dick
Durbin. On 6/16 was a letter from my understanding was
going to be written on 6/16 Exhibit 4 -- Number 4 page two.
I didn't come out to your residence until May 29th, so I
could not have closed during the middle of May.

Q. Is it unusual to have a complaint run this long?

A, It's standard to close a complaint within about
30 days. They try to push to close the complaint. But
there are many that run longer than that. It depends
how -- how good the negotiations go. If it's a -- some are
resolved simply, some are not. But our standard procedure
is 30 days, but there are many cases where complaints do
exceed that time frame.

HEARING OFFICER: Will you try to stay within the
realm of the questions he was asked on direct
examination by the PSC.

MR. WOOD: Yes, sir.

HEARING OFFICER: One of the lasts questions
where he's answers should have been on point are
questions that you have covered in your direct
examination of this witness.

MR. WOOD: I'm finished.
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HEARING OFFICER: Any redirect?

MS. CLEMONS: ©No, Your Honor.

HEARING OFFICER: Thank you. Anymore witnesses?

MS. CLEMONS: No, Your Honor we're done.

HEARING OFFICER: Mr. Wood anything further?

MR. WOOD: Nothing, Your Honor.

HEARING OFFICER: All of the exhibits have been
admitted. The rules of the definitive administrative
hearings provide for a period of time in which you
have the right to file recommended order. That time
period depends upon whether or not somebody's ordering
a transcript. I understand from the court reporter,
PSC is ordering a transcript.

MS. CLEMONS: Yes, Your Honor.

HEARING OFFICER: Proposed recommended orders --
and we can go off record and I'll explain what those
are suppose to be, will be 10 days from the filing of
the transcripts unless the parties want more time.
You're allowed to have more time, you just have to
agree on how much more time you want for that to
happen in those 10 days.

MS. CASWELL: Would that agreement have to occur
today, just so we're clear.

HEARING OFFICER: Yes.

MS. CLEMONS: I'm fine with the 10 days.
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MS. CASWELL: I don't care. Just so we agree

today that we're all clear when those are due.

HEARING OFFICER: Ten days -- 1is ten sufficient
for you. 1I'll explain let's go off the record.
the record discussion was held, after which time the

hearing resumed.)

HEARING OFFICER: On the record. The proposed
recommended orders are due 30 days, by the agreements
of the parties, 30 days from the date of the filing of
transcript. It's standard procedure is that the
Administrative Law Judge gets the original transcript
and the copy goes to the PSC who's ordering it.
Anybody else who's transcripts you have to make those
arrangements with the court reporter. If you don't
order transcripts, you need to make some arrangement
with the reporter to get a copy of the cover letter or
something that notifies you of the date that that
documents is transmitted to the Division of
Administrative Hearings.

If you want to the make closing statements you
can make those as part of your conclusion of law
section. Anything else before we close?

MS. CASWELL: Can I just ask one question about
the findings of fact. Does that contemplate that --

you say they're short number paragraphs, do we make
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references to the transcript there.

HEARING OFFICER: Yes, in fact, if order the
transcript your, I believe, the rules in division
still require this, you might want to check because
nobody's asked me in awhile. The rules used to
require and I think they still do you cite from the
transcript to whatever exhibits you are relying upon
to support the factual finding you make in the
paragraph.

MS. CASWELL: Thank you. And when we say date of
filing of the transcript that will appear on the
transcript, correct?

HEARING OFFICER: That's the date stamped that
will appeared on the transcript after it's received in
my office it just depends on how it gets mailed.
You're always welcome once you get that cover letter
to contact my office and ask what date the transcript
was date stamped. Any anything else?

MR. WOOD: Can I ask the court reporter if she'll
send cover letters to everybody when she files.

HEARING OFFICER: I guess the hearing concludes.

(Thereupon, the hearing was concluded at 6:40 p.m.)
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REQUEST TO JOIN IN CALVIN WOOD’S COMPLAINT

AGAINST GTE - COMPLAINT NO. 199022

We the undersigned request to Join in the complaint above with Calvin Wood. For
substantail periods of time, for some of us almost two years, GTE has known our telephones did
not work properly. We believe they have intentionally not provided us with minimum service.
We believe we are entiiled to subsianiial refunds from GTE. You are invited to search our

Telephone Company records.

Name Phone No.
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Calvin Willie Wood, JD

Y.

Shone: (341)686-3542

P.0O. Box 6352
Nalcrest, FL 338566352

February 3, 1998

GTE
PO Box 31112
Tampa, FL 33631-3122

Re: Customer ID No. 970123 and
PSC No. 199022

Gentlemen.

This is to in form you that Mr. Perry, my neighbor and the person who checks on me still
cannot get through to me. This has made his job most difficult. It seems to have started last
summer when hghtemng bumt up my lines. He says he has no problems getting other people. He
has asked his linc be checked. LEven though it was promised, no one has come. He will let

ial from his phone to see if they get the same thing. No one will accept his offer.

Last week, I faxed you a copy of an e-mail which I got from West Virginia saying people
could not get me. As you see, the phone number is correct. Who knows how many others are
Lg y p y

trying to get me and gettmg the same

] g6 ] I am disabled, and nced the phonc
because of 1 my hpnlf 1am e vo e aw 1f somi J\ma hnnppqs tn me and I cannot be
reached, my chxldren wdl come in and hold you responsxble for the damages. The problems with
my phone are well known. I do not know what is the matter with it, nor do 1 intend to learn. 1

have been promised $25 credits for failure to repair, until they come out my ears, if only I had
gnﬂpn them.

Utewsai vidvian

T respectfully request that vou immediately get the problem of me not receiving phone

calls resolved I will consnder them resolved when Mr. Perry can call me on a regular bass.
I am not doing this to harasses, etc. I merely report what other people tell me when they cannot

get through.
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STATE OF FLORIDA

Comimissioners:
JULIA L. JOHNSON, CHAIRMAN
J.TERRY DEASON

DivISION OF COMMUNICATIONS
WALTER D HAESELEEK

SUsAN F, CLarRK DIRECTOR
JOE GARCIA (850)413-6600

E. LEON JACOBS, JR.

Public Service Commiggion

March 31. 1998

Mr. Calvin W. Wood
P.O. Box 6352
Nalcrest, Fiorida 33856-6352

Dear Mr. Wood:

This will acknowledge receipt of your recent letter concerning GTE Florida, Incorporated.

We will investigate and get back in touch with you within thirty (30) days.

In the meanfime. if you have any questions, please let me know. T can be reached at (850)

413-6572-voice and (850) 413-6573-fax.

Sincerely,
j 7 A
-7 ennie Bofwaod Jr.

Engineer [
Bureau of Service Evaluation

File: TMS #4090

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
An Affirmative Action/Eaual Opportunitv Emplover Internet E-mail CONTACT@PSC.STATE.FL.US



'Calvin Willie Wood, JD

Phone: (341)696-9542

P.0. Box 6352

Naicrest, Fi 33856-8352

PSC

umard OQak Bivd.
ailahassce,, FIL 32399-8133

N

W f
B
<

721

5

Re: Complaint No. 199022
Attn: Mir. Durbin:

™1, e A
iilis 5 1O Coniifin Vi LL]\,U:A\)EMV uvnnbl [ H W .uuav umn. A vwan dil Ui niai iiLanluL Oli

Complaint No. 199022 | respectiully request it be heid in the Naicrest Flonida area, because my
disability prevents me from doing much travel.

Foooomo 3.1 20 o0 Lo S PUUSUIY USRI S 5y SIS NLPU LU G SIS AU § SR SIS EIE S

1 WOuld 1K€ L0 Oring il SOmE o1 my nCignoois 1O nis néaring ana iet ineim €y aovout tneii
o.,»h..L,‘_,.,,. nrahlams 1 da nat mind naving PR 103 | PO IR | I RN } S

5 A ASLRE LS

ST noL MInG paying my 08tk > afth Wi € WiIlng 10 850IoW i

ensure that GTL is paid afier my service has been properly repaired. Prior regular payments on

my part have failed to correct my problems. My phone has been improperly working since about
last May

H‘m—m konn anv nnnohnnc r{r\ nnt hno:fofn tn contact me.
iy 4 COnL
Sincerely,

Calvin Willie Wood, JD




‘Calvin Willie Wood

Phone: {(941)696-2858 (Temp.}

P.O. Box 6352
Naiciesi, FL 33850-6352

April 8, 1998

Public Service Commission
(3 ital Circle Ofhice Center

540 Shumard Oak Bouievard
allahassee, Fi. 32399-0850

-4 N

Attn: Mr. Lennie Fulweod, Ur,
.o o
Dear Su

I have just finished talking to my four closest neighbors, and they each and all, tell me that
they have had problems with their phones too. Some for almost two years. T hey inform me that
GTE knows of their probiems and refuses to fix them. I wiii be checking the others as I feei
better. Each and every neighbor above wants to attend the informal conference 1 have requested,
They request it be held in the Nalcrest/Fedhaven area and further be held atter work. Each
believes they are entitled to substantial refunds for service paid for but intentionally not given by
GTE. Piease set a date for the informai conference and return 1t to me,

I reiieraie my postiton that the people n this area have been treated badly because (a)

many cannot speak good English (b} many are old and {¢} many are disabled. GTE has effectively
Red Lined this area in terms of providing service, coilecting their fees, and intentionally faiiing to
provide minimum service. 1 expect others to have the same complaints as 1 trave} up the road.

GTE has known for months that their lines are bad and not servnceabie Yet they spend

e $"1r\n NN S amamm 2 A2 grodac 24 Qoddl. Dao o Camas livd?? cvnmbne Carndmrane L.-\IA” P Tttt
UVl /UU,UUU l 1 P UVlu‘115 apél autld at Dauuic L 57 a4 OMUW viiu Wlntbl (.u\, 5 waL , duvu
two miles away where the white Yankees spend 3-4 month over the winter Ye hey let peaple

with heart probiems hke myseif suffer by not having adequate, regular phone service.
1 hope the PSC will not maintain it”s position that 1 have to pay for service I never got in
order to have iy telephone service reconnected. The real reason why they will not reconnect it is

A + ha nair availahla tn caannant ma Qounrn] natahha ore have acked me 10 oot (G ™n
thC_y UG nGt uuve "1 IJ Il UYWL UVIV LU VULV L Rliw, L A2 vy Alv Av AW AR Y W uu}\vu v w5V \JOVS. Alcr

Chiles office involved, but T hope that is not necessary

Sincerely,




Phone: (941)696-2858(Temp)

2.0 Rox 6352
\aicrest, FL 33856-6352

Aprii 22, 1998

GTE : Sent Via Fax

Atin. vis. Hendrnix

el
o
[}
3
2

t No 1000722

Diear Mis. Hendnx:

Per our conversation last Friday 1 am writing to confirm our stands. 1 again object to you
failing to restore full service to me. Again, | have been and am willing to escrow the full amount
with the PSC, or other disinterested enmy subject to both our approvals for reiease, and

.
PRI

conigent Upoit you Succ csbxuu_y restoring & ity POTsSia: y; Ghil SCTVICC.

I again state that cutting off my service after 1 complained to the PSC is in retaliation for
the complaint. The money has never been the problem, and you know it. You are using me
w1tnnoldmg payment for failure to provide me with proper service (o make e look like ihe bad

PO X7 14 fravmners :-\ 4 e
5“)’ 1 Uu Dll' 3iii I ORZLYY Uity

Further, by not restoring my long distance service, you will double or triple my long
distance bill, which usuaily runs from $100 to $200 per month. You are doing this to punish me
and to retaliate against me for complaining o the PSC.

I have pictures of the house after the tornado. It shows some of my contents. I have been
Jooted several times, since 1 have not been able to stay there without a phone. When do you want
a list of and the replacement cost of the contents which were taken without my permission/

= PO |

L2 A1 T i Wi Fipp o Aleiem s m e wxae 2 ™
KllUchugc/ The master bedroom and the dining room werc cxpensive Ethan Allen Furniture, It
NN a
-’ LS

,!_... t: ,[,‘ annroyiTats LRI
e - R‘.

rebates. My phone has a d al tone, and does not ring inte my neighbors answering machine now,
Vou ‘n‘." me you got the same machine when we t_.!l_-:eu vesterday  However several of my
neighbors have had their service disrupted by the work going on.

Y our engineer has toid me, ajong with the severai workmien 1 have talked to, thal there aic
not enough lines cut here that are good to service the people. T hope GTE REPAIR does not




out here that we will not rest until new lmcs are put m whxch will attord us minimal service, service

- L Mo . .1
A " avye ot Lg.‘.. ov..».g ! SONS WD NG -\ Py O] “i"}"“‘“w“ HEe auujm.,lug u; Do vy -;_“5,,;5 wzu; 1%

and repair. I keep ggumg the feeling from d¢ahng with you that all of this is going to end up in
court. Bemg sick glve: me p]emy ot time. I like discovery. However, I wish to use court as a last

A —
r e ey

ruongel. Fluwewver, ©osids have ihe fecim A £ wishes o comunue 1o ke and not g-"’ iobe
unrcasonab!c because you are a monopoly and big. From what | am findix ig onst this miatter of

mnadequate service may be the substance of a class action suit,

Thie 1s to conbirm that 1 have ackod tha F,..- s $53 b ornna K

s - ” oo d £
RRLGLLEZR 2AGAL L LAY N \wu i AVL <BRE LMV LRRGE

comterence”. I have asked for
a date for the same and T am waiting for a response. T want to exhaust mv administrative remedies.

By the first of the month, T will ask (yovr’rnor ()L!ds office to help if we have not reoetved the relicf
o wiuch We aie enitticd. Thai wciudes providing adequaic wiring io serve ibe area,

Since ] am disabled, I cannot get moved back into my home (now my camper) as fast as I
uscd to. However, as quick as Ican, I will mrorm you as 1o the status of my service. However, for a

.M atrntline Toet M Lo s PRT] 1y 1 et L "
VARLZATH, A T SAGVE U GGYS Bl SUDY G SUStOioG, b ain fpoe Y"'l""" W0 p’-'g LPIfLE I QLD QDIUITU

my service is indeed working. T am not surc how we can work this. Howaver, replacing the worn
out wires with new ones will go a Jong way toward easing my mind, as well as the minds of my co-
COMnIPIaInS.

I can imagine what a Polk County Jury will say when they find out vou are abusing people
who not speak the English janguage very well, peopie who are eideriv and those who are i) and

disabled, hike myzelt, while stifl taking their moncy. Onc of your

Py

OWii prEGpsc told me this xuuuudv
that “whﬂe” penple were not treated this way_ but that they got their phones fixed first. T have said
this atf along. [ think this admitted practice should be smppc.d.

If'you have any questions, do not hesitate to contact me.
Sinoarcly,
Cﬂ'/ﬂ () ) gl
Calvin Wilhie Wood_ 1D

c: PSC



Talvip Willie Wood, JD

Phone: {941)696-2858({Temp)

2.0. Box 6352

N T )

date ey, Fi PIRL-BI5E

Re: PSC Compiaint No 199022 and Phone No. (941)696-9542

F{ ~,ov‘x‘!-:n-r\ou‘,*

In comphance with the directions with Mr. Leonard Fullwood of the PSC, 1 am enclosing
the fuii amount due for the above number.

lfm " nrr\"\lhmﬂ are nnt nvc-rl ] |n1‘anA tn nr\nfonf f“.

et PR
[8]

occurrence of further problems, c;iuc- with my own phone or any Of Ehe eight “eighbors wilo have
joined me on the complaint.

If you have any questions, do not hesitate to contact me.
Sincerely,
AN />
Lﬁkl/,za—- L e (/\/&//
Calvin Willie Wood. JD
xc. Mr. Leonard Fullwood, PSC
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Ms. Hendrix, GTH




Calviw Willie Wood, JD

Phone: (941)696-9542

P.O. Box 8352

NaivIest, Fu 338%%-835%

May 21, 1998

Senator John Laurent, Dist. 66
250 N. Clark Avenue
Bartow, FL 33830

Attn: Ed Smith

Re: Problems with G'TE and the PSC (nine complaints concerning this matter are with the PSC)
Phone number (941)696-9542 & PSC Complaint No. 199022

Dear Sir;

Per your request yesterday, i am sending some ot tihe documentabion with GTE and the
PSC concerning my problem. There have been scores of phone calls to GTE, including
conference calls in trut ne tn resnhve the "*‘(‘hleq

Briefly, my probnems started last May when hghtening it my hnes. It took over two
weeks 1o get a reconnection, and service was never properly restored. Disconnects and noisy
itnes were only part of the probleni.

I am a totally and permanently disabled and get a little VA check. My neighbor Mr. Perry,

who lives shout 3/4 mile away, checks on me daily to see that | am ok as 1 live alone with no
ciose neighbors. About last Gctober, it became almost impossible for him to reach me. By about
early December, he could not reach me. He always got a recording that my phone was
disconnected. Much has been blamed on Mr. Perry’'s phone, but 1 have heard b invite GTE to
come dial my number, but they knew it was not his phone and never came. Mr. Perry informs me
he still cannot call me without getting the “disconnect” recording.

] filed a complaint with the PSC, demanding the constitutionally mandated agency hearing,
It has never been held. Without notice and hearing, the PSC, by and through Mr. Le(mard
Fuiwood, made a decision ihat I wouid have (o pay (1ot escrow as 1 had offeredjthe $651 {my bill
usually runs between $100-200 per month) phone bill. I told him that if I paid, I would not get
the service and would be out my money. However, I complied, and now I am out of my $651 and
phone service. As an act of retaliation, they have refused to restore my long di
Their computer tells they posted payment on May 9, 1998. 1 do not have long distance service as
of the date of this letter.

The complaints of my neighbors have been mostly ignored, the PSC refusing to call five of
the eight who joined my complaint. Some of them I have found out have had problems for nearly
two years. Mr. Ted Kaiser, GTE Engineer, told me 1n two conversations on March 27. 1998, that
the wiring was bad in my area, and they did not have enough “Pairs” to fix the problem. This has
been confirmed by several workmen GTE sent out.

My phone was originally cut off by the Tornado on March 9, not because 1 owed the bill,




PSC. Thelieve the tail (GTE)

[23ivan 3

n
e e

1s wagging the dog (PSC). ve never gotten to give the PSC a full complaint and my
expla.natlon because the PSC refuse to hold a hearing as is required by law. All nine of us
""" ople on Schaefer Lan e ' 5 i

I have said from the beginning that the acts of GTE o ngmat e from discrimination. I have
stated that specifically for the Schaefer Lane area the discrimination is based on race. {1 am Native
Amernican and Hispanic), age and disability. Approximately 98% of the people here are one of the
three. 1 quahfy under age and race others also quahfy under two categonies. 1 has told by GTE

and was not restored by (“TF in retaliation for mv comnolaint to

%
e
el

(1)

hias rex (GUEs

the :

engineer Ted Kaiser that in the “white” subdi

is spending over $700, OOO to correct pmblems lhex In aet one of the repairman said GT

fixed the “rich white peoples” problems quick. Neither GTE nor the PSC have ever denied my

aifiegations of discrimination, raising the presumption that they are true. Like everyone else, they

pick on the poor and those who cannot help themselves.
T talked to csome anfg!J 3 had oroblems

me who had DIGoIiems, and ';:‘v told me WAS j2e)
about solving their prob{ems Therefore I have not contacted Governor Chiles office. T am not
asking for too much. I just want consistent phone service, which I have not had for over a year.
My neighibois wani the same. Since T was not abie to iive at my house because I never had a
phone for almost 6 weeks, several lootings occurred, and 1 lost several thousands of dollars in
personal property. ! do not know if GTE can be made reimburse me for this of not. 3 EOOInS
of Ethan Allen furniture which disappeared in a van will cost about $10,000 to xeplace I was not
always dlsabled and poor

T
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Yo 1 ake abosit 7 g
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know where to tum. Before 1 was disabled, I could get around better but now 1t is a real
pranm for me to gﬂ'ﬂmen 1ssues ke this Yon 2

to any and all PSC and GTE files under this compiaint, and Ide get the same without further
request.
{f'you have any qucstions, do not hesitate (o contact ine

Sincerely,

Calvin Willie Wood, JD



. ‘ St TELEPHONE NUMBER 94! 69\, 9542 97()143
il eof o ) o _ BILL, DATE May 16, 1998
Helpful numbers BILLING SUMMARY BILL WOOD
FI- bitling Previous charges )
éu()‘;(sj 390 Amount of last buil % 651.87
Payment received. Thank you. CR 651.87
Balance s .M
o order GHE Current charges R
ervices call Othcr non- regulated charges - $1995
IATANE N e B B TATA 3 el R s iEs Yo d
SO0 4532260 "' staf curreni ¢ wu‘.us\..a EEVA
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Pleuse see reverse side for additional information.
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Detach and return this section with your check payable to GTE.
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PO BOX 6352
NALCREST FL 33856 6352

H v
-n-nuullnluullllll"

tvilege 1o
rve you.

15 3234 0k54390037 OANOnoanOnnono

19.95 |
A

!i!il,”!ll”lll!“”!;l!”
GTE Florida
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lling for

TELEPHONE NUMBER 941 696-9542 970123

BlLL, DATE May 16, 1998
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Billing for GTE.net

(G313.NET

The following charges appear on your GTE bill as a service to GTE.net. Direct
yvour billing questions to the phr)nn number in the vellow bhorder of this nage.

Blllmg for Usu ydal

EAPH-FCYS g,,-.—\: LR u--m;n

it 72 1008
Apxil 28, 1998

Charges and Credits
L ‘Monthly Internet Fee - Unlimited

. P
£ Glaa

Total GTE.net Charges for April 51995
Torai G TE.net Non-Reguiared Services 3 I9.95
We appreciate your loyaity to GTE Internet. X b
/ {/ S “,‘/_ I A R FEN I T b :' “ | |
/. =S Yy T { cu«t’://elrkj P AT AR .t el e e i‘[&usx'f(‘}ic?‘{
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15 3234 9416969542 970123 08 09 Fl1.2{2°*HBRDAI 00030607 SFOQ00257717



TELEPHONE NUMBER

941 696-9542 970123

it yaw AL 14 1000
. :VF‘AI_A_..I‘:.J"I = _ LYBELY AV, s ﬂ").

F b F avmcrevn e €60 A&
R el precy saswARey ) Us

1 "Payment of $ 651.87 recei

Total G'TE charges

eceived on May 9.

e R o
LAV V VIRV

1S 3234 9416969542 970123 0B 09 ¥FL.212°HBRDAI

00030607 SFO000257715



THE FLORIDA SENATE

Tallahassee, Florida 32399-1100

COMMITTEES:

Agriculture

Natural Resources

Transportation

Ways and Means,

SENATOR JOHN F. LAURENT Subcommittee A (General Government)

17th District

May 29, 1998

Mr. William D. Talbott
Executive Director

Public Service Commission
2540 Shumard Qak Boulevard
Tallahassee, FL. 32399-0850

Dear Mr. Talbott:

[ have recently received phone calls and correspondence from some of my constituents who
five in the Schaefer Lane area of Nalcrest. My constituents concerns are in regards to complaints
they have made n reference to their phone service. T have enclosed a copy of the correspondence

that 1 received from a constituent named Calvin Wood.

I would certainly appreciate it if you would have your staff look into this matter and relay the
Commission’s response to my constituent’s concerns.

Thank you for your time and consideration of this issue.

S{ate Senator, District 17

I/ es
ce: Mr. Calvin Wood
REPLY TO;

03 250 North Clark Avenus, Banow, Florida 33830 (841) 519-7585
0O 211 Senate Office Building, 404 South Monroe Straet, Tallahassee, Florida 32399-1100 (850} 487-5044
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SO : ‘ :
4 § sspondence from some of my constituents who
S onstituents concerns are in regards to complaints
e, | have enclosed a copy of the correspondence
Wood.
N ave your staff look into this matter and relay the
f — :erns.
1 X
4o 8 A
N “this issue.
"
teiy, /”
B4
o adrent
. Senator, District 17
REPLY TO:

1 250 North Clark Avenua, Bartow, Flonda 33830 {941} 519-7535
0 211 Senate Office Building, 404 South Monroe Street, Tallahasses, Florida 32399-1100 (850) 487-5044



June 4, 1998

Senator John Laurent, Dist. 66 L e nar T
250 N. Clark Avenue L R SR T e S
Bartow, FL 33830

Attn: Ed Smith

Re: Problems with GTE and the PSC (nine complamnts concerming this matter are with the PSC)
Phone number (941)696-9542 & PSC Complaint No. 199022

Dear Sir:
This is to inform you that { have received a copy of your letter to the PSC regarding my

problems. Thank you for assisting me.

Today, at 243 p m | I finished a call with Ms. Hunter, of G1E Customer Relations stating
that within approximately one-half hour, my telephone would have the long distance blocks taken
Ol and iny long distance servive would be resiored. This wiil De the first ume | have had iong
distance service from my house since March 9, 1998, Again, from the conversation, this was a
direct response to vour letter Agam‘ I thank vou.

All that remains, so far as ] know, is why 1 cannot receive most of my incoming long

~ -3

distaince aiid inainy ol iy iocai uaua muuuu);l waid uum VAF, FC}LV wilo iives gpp;_‘Q)gig}ga_i;_i‘y_.:zg"é

mile away.

Some o enghu ors said they were receving some betier qudmy In their phone service,
and ] believe tm l in direct response to your letter. Again, on their behalf, thank you.

If you have any questions, do not hesiate (o contact me.

A\ ~endesy

SUIC\;ICI_Y,
DA

[ e et s P

N’ e

Calvin Willie Wood, JD




P.O Bo 6352
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L 3RB5S G352

June 5, 1998

GTE Billing
PO Box 1522-12

Irving, TX 75015-2212

Dear Billing Dept ..

I called today trying to get questlons answered about my Internet semce lt arose when 1 got my

FINAI BT Gom OTE N T N LR Y

SFE RRrRE ERRE On L3EN

page [ have not been abie to get on or even ma_ke contact with the GTE Intemet for sometime,
even though 1 have tried to make contact and restore service from the time my service was
testored. |1 UlOUEl’ll ints was 1\15’[ another parn of GTE’s non- service nnh(‘v which it aagptg(j
toward me.

i enciose a copy of e-mail from Mary at GTE, in response to my quirtes. [ feel the foliowing are
wrong, and ask they be corrected.

A. That the ume stating I was without GTE service is materially incorrect,

B. That A above denied me the free manth of Internet service which was nromised without
wihich I would have gone with another on-iine service, and which 1s customarily given aii new
Internet customers by all provrders

L thatiamioc 5TCES 1O Call 10 IONMILGALT & 5Ci viCT Uil Wikl iCTTinnalion nas aucauy iaken pl&bp as

evidenced by my final bill, and appears to be solely to take money tfor me for services | have not
gotten, which T have found is routine in GTE transactions with me and my neighbors;

Therefore l respectﬁxlly request that my mterr\et servrces be terminated effectively immediately,

If you have any questions, do not hesitate to contact me

Sincerely,
(gl (0 ) r

Ualvim Withie Wood 11D

-

xc. PSC-Mr. Fullwood

(‘«"r*r ll, l'!‘

1 Laurem




P.O. Box 6352

fMAteTest, Hi BABES RN

June 5, 1998

Senator John Laurent, Dist. 66
250 N. Clark Avenue
Bartow, FL. 33830

Attn: Ed Smith

s are with the PSOY

pear Sir:

rr\r n‘nc'nrrv'qfer\ﬂ—y' nrnooes nr"w ] g ~cvn-’ ing 41-(\ hv-ﬂln n.—l !'\44@7 m.-.,-! e L L iyt L

problems are ongoing, t!me consuming, expensxve aggravate my disability and | ?pprecmte the
help you have already given.

if you have any questions, do not hesitate to contact me.

a: 1
2Ncerely,
YOIy 3 ¢
{_sils L ST

Calvin Willie Wood, TD
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Phone: (341 )898-9542

P.O. Box 6352
ivaicrest, FL 338506392

June 5, 1998

(GTE Billing
PO Box 1522-12
Irving, TX 75015-2212

Dear Billing Dept

I called today trymg to get questlons answered about my Internet service. It arose when 1 got my

TIERYAY TRiy o t s, 0T ¥l .2 1teen o2

rrty —— or e o dae e weobes Al JL P | ~——t - MG T S -

YA VE VW) IJAI_II_J ll \)Lll LY L l_4 u ‘—\4‘ uunuuvu WYLV & g llUI. \Il \J\;A l k:uvluov V\J‘Il\to \Jl Liial Vil D i Qi.

page. I have not been able to get on or even make contact with the GTE Internet for sometime,
even though I have tried to make contact and restore service from the time my service was
restored. { thought this was just another part of GTE’s non-service policy which it adopted
toward me.

I enclose a copy of e-mail from Mary at GTE, in response to my nquirtes. 1 feel the following are
wrong, and ask they be corrected.

A ] hat the time statmg 1 was without GTE service is matenally incorrect;

! KJ

which l would have gone wzth another on- lme service, and WhiCh is customanly given all new
Internet customers by all providers;

C. That ! am ftorced to call to terminate a service on which termnation has aiready taken place as
evidenced by my final bill, and appears to be solely to take money for me for services I have not

~tten which T have S in 0T fransa

iz ) ¢ with me and mv naivhhors:
Therefore, 1 respectfully request that my Internet services be terminated effectively immediatety,
and retroactively 1o after my nirst month of iree service

14‘ s haus ans A ,-m«mn: An nint hogitate to onntact me

Sincerely,
ch,.,; CIRIIP

Caivin Willie Wood, JD
xc. PSC-Mr. Fullwood,

UTL-VIS. 1 1Cuu| x)\ Ui [N cd I\anu uiigmtic}i,

J. Laurent
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GTE billing
questions
1 8OO 4¥3-3200

Yo order GTE

A0 wie o adi

1 80D 483-4200

Centro Hispano
de GTF

1 800 PIDA GTE

Todrdy rA Ay

. EmE AL A b S e —

Please pay
this amournt.
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TELEPHONE NUMBER 941 696—9542 970125

B BILL DATE May 16, 1998
BILLING SUMMARY BILL, WCO
Amount of fast hill € 6£51.87
Faymeni rceaivesd. ‘i pank you. CRR 651.87
Balance 3 68
-2

')
- FINAL BILL -
ﬁmg. /53— 11 /’””7’% /)9 Full amount is due

- Pr’n/!— yoon reonint.
P Fr - G e VS YW

Please see reverse side gr additional information.
2L HBRDOAY
WIOSIET STFORTISTIES
el
MICIORI2 197T0IT3

Derach and | stweis 18 acclivn with yowr check papabie (v GTI.

941 6€96-9542
T x'1g98

TELBPHONE NUMBER

RS0S160.597.)56075 1 AY 6.234 F o8/25/9%

BILL WOOD unluinnuulunmlu

PO BOX 6352 GTE Fionda

NALCREST FiL 33856-6352 P.O. Box 31122
'tl"III"I'Il'll'l'lIl'lll"llIl"ll'l'"I,I'l'l'"l'l’llll" 2147 'i!l:!’l

3234 054390037 0aNOOOCOOBO0O00 COOD000LR}95 08
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Received: from mx5 beston juno.com {mxS . boston juno. com [207.205.100.54]
by x9.boston juno.com (8.8.6.Beta0/8.8.6.Beta0/2.0.kim) with ESMTP id IAAAA15980
ior <groundsquirrel@juno.com>; Fr, 5 Jun 1998 08:31:08 -0400 (EDT)

Received: from normajean.ins.gte.com (normajean.ins.gte.com [209.84.13.21] (may be forged))
by mxS boston junc.com {8 2.6 Betal/8 8.6 Betal/2 0 kim) with FSMTP id TAAAA 14142
tor <groundsquirrel@juno.com>; Fri, 5 Jun 1998 08:31:07 -0400 (EDT)

Received: from dfwtx03.ins.gte.com (dfwtx03.ins.gte.com [206.124.66.249])

by normajean.ins.gie.com (8.8.8/8 8 8) with ESMTP id KAAZ7636

for <groundsquirrel@juno.com>; Fri, 5 Jun 1998 10:34:40 -0500 (CDT)
Received: by dfwtx03 s gte com with Internet Mail Service (50,1458 49)

id <LMANGIJF9>; Fri, 5 Jun 1998 07:33:34 -0500

Return-path: <Mary.Salerno@ins. gte.com>

10 groundsquiirei@juno.com

Date: Fri, 5 Jun 1998 07:33:33 -0500
Subject: GTE Internet Conversation, 06/05/98

Message-ID: <1ES6E4A65FE6D1119383006097266E869325E9(@dfwtx03 ins.gte.com>

X- Status Rcad
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Dear Mr. Wood.

Per our conversation this morning, 1 have issued a courtesy credxt to

uint ;:._4!,..,..Mq‘ int Ar1nn: Thic ~radit 2!l aie

iz 2 2IiD RTTRIIL YVYIl mrrvm Lo J (o1 444

phone bx!l in one to two billing cydes and is based on my conversation
with “Bill* at GTE Repair, who advised me that your phone service was
out due to repair issues from 04/20-05/07 ot this year.

Your internet account remains open at this time. As I advised you, if
you wish to terminate the account, please contact our Account Resclution
depamnent at 800.927.3000, option 2, then option 2 again, between the

£ 104 and 6o Monday throush Frida T Totil 4

7'\/“ MR I3 RIIRG "i‘" Fiy VAR s ’ZJ Lilivuc ALou Ll i€ alTTuUnt is

terminated, you will be responsible for the charges.
Thanks for calling GTE Internet, Mr Wood.
Sincerely,

Mary



Cominissioners:

JULIA L. JOHNSON. CHAIRMAN
1 TERRY DEFASON

SUSAN F. CLARK

JOE GARCIA

£. LEON JACOBS, JK.

STATE OF FLORIDA

| oS ECUTIVE ™D rTAR
p P v o YA AZLINLAL JWUAN

WiLLiamM D, TALBOTT
(8503413-6055

June 17. 1998

Mr. Calvin Willie Wood
P.O. Rox 6352

Nalcrest, FL 33856

Re: FPSC Inquiry #1990221

Dear Mr. Wood:

This is in response to your concerns about your telephone service with GTI Florida

Incorporated (GT F,).

I3 /'/ /, )uu nduvu uu.u J\Ju WEI

In your xmtw.i complaint to the Flonda Public Service Commxssxon 3 5‘;) on December 30,

C lldvlllc uuuuxu L\—U\alvlllb \/MJJQ., U\/\/(AUQD LllblLUO VVUL(IU bal‘. UL‘L ]ULIL

telephone would not ring. The following includes the documentation provided to the PSC by GTE

nos 41\54 4

On January 15, 1998. GTE responded to the PSC’s nqmrv stating that hehtning had struck

ne servino vour home more than once and had determined that the cable needed to be
AAN k4 AANS L AAANT A W I. 2 NAALWw W CalANhA LAUANA M Vl. l ‘ AL AAL ARV WEEL/ LW AWMLV LU Uw

12 you ne mo
replaced GTE antlclpated completion of the cable replacement within 30 days.

On ebruary 20, 1998, G1E submitted a second report.  According to the documentation
provided to the PSC, GTE repaired a section of drop wire that had rubbed against an oak tree
and replaced a rusty connection at the splice connector. Also, (GTE notea that 1t tound a
problem with your telephone equipment, and you agreed to replace it.

FaYa Yo

A GTE engineer, Ted Kaiser, visited you on February 12, 1998, At that time, you suggested

that he visit your neighbor, Mr. Perry, who had been trying to call you. Mr. Kaiser visited
Mr. Perry and determined that Mr. Perry was dialing your number incorrectly. GTE issued
2 $25 Service Performance Guarantee credit to you.

On April 2, 1998. you faxed a letter to our Division of Consumer Affairs requesting an
xnf‘nﬂ‘n')! rantor enee Vi reaniect wao nnt r\ﬁ\_‘or‘! vimry af that 5me cirises vnnir intfind trariten
AAAVEAIGRE WVLAAVAVAAV L, A Ud 1R ULOL YTAS 1IUL Wl vl el REZCiL Riliivwy Shidv RSN SEEILEGL GAiMRadL Y
was still under investigation by the PSC.

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850

An Affirmative Action/Equal Opportunity Employer

PSC Website: wwwZ.scri.nei/pse internet K-mail: contact@psc.state.fi.us



ivir. Caivin Wilite Wood
Page 2

Iime

17,1998

i reaponse to your continued concerns r ard!ng your problem eiving calls the PSC
received an additionai repori from GTE on April 17, 1998. This report indicated that cable
splicing was completed on February 26, 1998, but due to a problem with the cable pairs,
there was a delay in connecting your service to the new cable. On March 2, 1998, before
that change could be made, your home was destroyed in a tornado. In order to provide you
with telenhone service., Mr. Jim Farmer of GTE asked vou to contact him when you secured

other livin 18 arrangements.

On March 22, 1998 Mr. Farmer made

a
residence was barricaded. On P arch 27,

number you had provided. At that time, yo told him that your service was dlswnne‘.tcd and
that you would be muiug a p1cu,c in Lllsluauua uud, dus io YOur r heart con

be needing telephone service at this location.

d visit and found that the private road to your

()(7)8 TCd K‘uscr of GTE reached you at the

fiel

On March 27, 1098, Sandy Henrichs, GTE FExecutive Assistant, advised vou that your
service was disconnecied, not pt.ualni"xg to repair issucs, but for nonpay ment m‘ your GTE
bill. Ms. Henrichs also reponed that you told her you would not pay the
issues were resoived. On Apni 17, 1998, Ms. Henrichs cor ¢ 3 o
your service with toll blocks pending payment of the outstanding bill. (,ompany records
indicate that you declined to make payment arrangements. Then. on April 20, 1998, GTE

reconnected your service pending the resolution of your complaint filed with the PSC.

On April 23, 1998 vou advised Mr. Lennie Fulwood of the PSC’s Division of
Communications that you would hold GTE responsible for the looting of your home.

On May 4, 1998 in response to vour request that you be allowed to pay the outstanding
charges into an escrow account, Mr. Fulwood advised you that there was no escrow account
available. At that time, you agreed to pay the balance in full the next day.

On May 13, 1998, GTE personnel advised the PSC that you had paid the outstanding bill,
and your long distance service would be restored.

On May 28, 1998, Mr. Fulwood arranged to visit your residence and Mr. Perry’s residence

Lt 1

cto ~f ke tolanl

tU PMLLULAAL l\.«J‘J UL LEIT \.uxvr i

On May 29. 1998. Mr. Fulwood, along with GTE personnel, conducted line tests at your
residence and Mr. Perry’s residence. ‘Lhe ifines tested satisfactorily at both residences. M.
Fulwood conducted call completion tests from Mr. Perry’s residence to your residence. Mr.
Perry attempted to diai your number ihrec tiies. He diaied the wrong uumber each time.
Mr. Fulwood then completed the call list. Each call was completed as dialed.



Mr. Calvin Willie Wood
Page 3
June 17, 1998

. On June 3, 1998. Mr Fulwond mfnrmed GTE that your long distance service had not heen
restored. GTE acknowledged that it had failed to remove the toll block and that it would be
removed that day.

. On Junce 15, 1998, you confirmed that your long distance service had been restored.

While T can appreciate your concern regarding problems receiving ealls, it appears that GTE
has taken all reasonable actions to ensurc thal you have received reliable service. Both GTE
personnel and PSC personnel have observed Mr. Perry dtalmg vour number incorrectly. Subsequent

Eroare Te Do e husmmes e

,i\. 140 YL .‘Z::, 3 DOINC WETE '\’.«(;uxluuuvu Willi ii0 lJlUUl\«U.L

PSC Rule 25-4.113(1). Florida Administrative Code. states. in part:

As applicable, the company may refuse or discontinue telephone service
'f)/!/"! f/'rp /‘f‘]’/‘““‘i g COF 7/1 i ! ;

cusiomer shall be given notice and allowed a reamna’vie time to ”ompl y
wn‘h any rule or Iemedy any deficiency:

{} For nonpavineni of bills jor telephone service, including the telecom-
munications access system surcharge referred to in Rule 25-4.160(3),
provided that suspension or termination of service shall not be made vwithou
Sworking days' writlen notice (o the custowier, except in extreme cases.

The written notice shall be separate and apart from the regular monthly bill

FOE SCRVICE,

In its April 17, 1998, report to the PSC, GTE said that you had not made a payment since
February, and the payment that you did make had been applicd to the outstanding balance from your
Dccember bill. Trom this, it appears that GTE has complied with PSC rules in the handling of your

acenunt,

Thank you for allowing us the opportunity to review your complaint. If you would like to
pursuc tius inatier iuriher, you may request an informai conierence. To do so, please make your
request irr writing within 30 days from the date of this letter and address it to the [ollowing:

Ms. Beverlee S. DeMello, Director
Division of Consuiner Afjairy
Florida Public Service Commission
2540 Shumard Oak Boulevard
Talluhussee, FL 32399-0850



Mr. Calvin Willie Wood
Pupe 4

June 17, 1998

Again. thank vou for the opportunity to address your concerns. Ifvou b

please let us know.

o Senator John F. Laurent
250 North Clark Avenue

Bartow, FL 33830

Ms. Beverlee S. DeMello, Director
Division of Consumer Affairs

Mr. Walter D’ Haeseleer, Director
Dircctor of Communications

Sincerely.

y S N J“
P i
g4

S el

William D. Talbott
Executive Director
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e 29, 1998

w Chiel Calvin “Ground Sguprel” Wood
POy Boyy i d
Nalerest, L 33856-6352

K¢ Complaint No. 1990221 - Caban ~Bill” Wood

ear Ms. DeMello:

[ have mwwcd the finding of My, William D). Taibott, Exccutive Director. ,.Lf\,ﬁcr all lhc work

x

GO z_:pozz ":ﬁmf.‘-si aif o SO fic mw

He albo wands me to ol vou know

: beheves the GTE people tied to

>y n..tgun }}u. unw bhen A;mn woirvie i fay E‘“ﬁ'l“"\‘ Fier ey

ring during the tirae peried I beheve ﬁzejv were 31‘ Mr. Pez*zy'.&:.

Tdo not consider my felephone fixed, until mv neighbor. Mr. Perrv can reach me on a regular and

e bom LA o
Yherelore, L reguest anomforma! corto -

‘l‘ i

i Ddfer reguest hat b be sent a copy of the reondations which the PS00 uses fo regaflate (G5 s0

may form a formal response to the indings of Mr. Taibot.

LLAR TRATTLESNAKE” JACKSON



My complaints go back to about May, 199
failure to provide minimal service.

I further ask for a 20 day extension in order to formally reply (o the above findings.

If von have any questions. please do not hesitate to call

Sincerely,

o o) ~
i (00 ) o £

Cakvin “Cround Sauirrel” Wond

XG! Mes, Hunter - GTE
Senaiar sofm b Daurent

250 North Clark Avenue
Bartow, L 33830
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THREF WILLIAM TRAYTLESRANET IACKGOM
nocipal Chiaf

PR AME L R AOH FAYVRD WYHLILEFORD
Principal Vics Chief

DAVID "WANDWALMER” WILLEFORD

Deator

o

LEGISLATIVE AFFAIRS
TRIBAL CEREMOMAL OFFICE

FLTE AR

VWL LIARG R RIOBERTSON i@
Councii
AL

ROLND SOUNRREL WOOND

AHgent

Ssinos
,

o N

EE CONFEDERACY

Albany, GA 317065-G6808
Phone (B12) T87-8722

© 30, 1998

GTH
At AAs bhanter
POB 31

!
Tampa, Bl

ymn: Chiel Calvin “Ground Squirrel™ Wood
"HBox 6352
lerest, FL 33856-6352

Re: (941)696-9542

Attm: Ms. Hunter

Dear Ms. Flunter:

{ am paving the amount of $207.57 under protesi. | belivve
R ' Tt H

LTI T D e
ST T Dy

. e 1 . R AR I t .
Pasdte g b Depradnlo gt pen by O8N RnY Be

PSC [ you have any further guestions, do not hesitate to call me.

Sincerely,

(Selin (U ) gy
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STATE OF F1.ORIDA

DIVISION OF CONSUMER AFFAIRS
BEVERLEE DEMELLO

[DIRECTOR

(850)413-6100

ToLL FrEg 1-800-342-3552

Public Serbice Commission

Commissioners:

Junia L. JOHNSON, CHAIRMAN
JVFRRY DEASON

StisaN F. CLARK

JOF GARCIA

. LFON JACOBS, JR.

July 20, 1998

Mr. Bill Wood
P. O. Box 6352
Nalcrest, FL 33856

Dear Mr. Wood:

This is to inform you that the Florida Public Service Commission (PSC) received your letter
dated July 3, 1998, requesting an informal conference agatnst GTE Florida Incorporated (GTTY).
Your case has been assigned to Mr. John Plescow, who will be contacting you in the near future to
discuss your case.

If you have any questions, please contact him at 1-800-342-3552, or if you wish, at his direct
Jine 1-850-413-6115.

Sincerely,

A,

oy

s.//\— E’J
Lcroy A Rdsbuxy, Chiel

Bureau of Complaint Resolution
Division of Consumer Afiairs

1LAR:ewe

¢ GTE Florida Incorporated

iR CENTRR = 2540 SnunMAaRD Oaw Boni #VvarD » TALLAHASKE EE, FL 323990850

R
An Affirmative Action/Equal Opportunity Employer
PSC Website: www2.scri.net/pse Internet E-mail: contacti@psc.state.fl.us

taxvEw a s &% s
Caritarn CIRCOLE



'Calvin Willie Wood

Phone: (341)696-9542 T =2beg

P.0. Box 6352
Nalcrest, FL 33856-6352

July 24, 1998

Mr. John Plescow

Public Service Commuission
Division of Consumer Affairs
2540 Shumard Qak Boulevard

Tallahassee, FL. 32399-8153

Re: Complaint No. 1990221

Dear Sir:
[ have tried 10 reach you several tuues but all fines were busy. 1 widl iry to fax. The PSC
notified me that you had been assigned to the case. Welcome aboard.

i wiii cooperate with GTE to the extent possibie, and as I aiways have. They can cali me
at their convience. My main concern is getting my incomming phone calls on a regualar basis.

1 am waiting for the PSC for two items. One 1s the regulations used with GTE. The other
is to find put who was advising GTE to cut my phone off when | had reached an agreement with
bookiifg"f;at it would be lefi on until the problems with my line was fixed. At the same time I was
asking the PSC if | could escrow the money, and if the PSC was advising GTE, 1 should have
been advised concurrently. The PSC has not granted these two requests, and I personally will no
be able to respond at an informal conference until I get these two items. Money for payment of
the bill has never been a problem.

Another thing [ will need will be a complaint history for my line, either from the PSC, or
from GTE, so I can check my own notes and compare. If you can assist me in getting the above
items, 1 will be ready for the informal conference quicker.

e

! lock to meeting and working with you and GTE on this matter. 1f'you have any
questions, do not hesitate to contact me.

Sincerely,
A NS R /‘—‘
{ alte (X

Calvin Willie Wood




Calvin Willie Wood, JD

Phone: {841)659€.9542

P.O. Box 6352
Naicrest, FL 338566352

Angust 18, 1998

Mr. John Plescow Florida Public Service Commission GTE
Capttal Otfice Center 2540 Shumard Oak Boulevard PCB 31122
2540 Shumard Oak Boulevard Tallahassee, FL 32399-8153 Tampa FL 3363-0850

ol

Tallahassee FL 32399-0850
Re: Complaint No. 199022
Dear Sir:

1 take great pleasure i announcing that Schaefer Lane in Lake Wales has been drug,
kicking and screaming, into the electronic age. Last Thursday, August 6, 1998, William Perry,
my neighbor from 3/4 mile away called me from his house for the first time in months, an
accomplishment equivalent to that of Alexander Graham Bell. I am sure I will never know what
was wrong, but I am proud of you GTE. Bill Perry is also proud of the second phone he has
gotten. He said they are getting better all the time but do you have one that will talk to him?

However, 1 still believe that the “informal hearing” should take place and so request. 1 am
still waiting for the PSC to send me a copy of the regulations that I requested, and to find out
who permitted GTE to cut my phone off, without answering my inquiry as to whether I could
escrow the money due, thus letting GTE cut off my phone after months of inadequate service.
This kind of mixup should be avoided in the future.

1 am also waiting on GTE to send me a copy of their records on my repair history from
April 1997 to date. Only today, two trucks with men who said they represented GTE came
inspecting the line to my house. They told me that the wiring to my house was put in wrong and
would have to be corrected. What do 1 know? I am not sure whether I am getting all my
incoming calls or not. Most of the people 1 did business with quit calling after finding my phone
contineously “disconnected”.

With this i mind, | request a prompt meeting. | am sorry that GTE has shown so little
good faith in handling my problems making a hearing necessary. Most frustrating is the only
communication has been the denial of any problem. Surely, they realize the chance of the problem
escalating if they do not seltle with me one on one, which they refuse to do. They know how
small I am and that they can squash this old Indian man like a fly. The good people out here are
evidence of what they have done to the minorities, the clderly and disabled on Schaefer Lane.

Sincerely,

Chelon € .COrrl D

Calvin Willie Wood, JD XC Sewator John Lusr= 7



WAUg-21-98 03:11P

Commissioners:

Juin L JUHNSUN, CHAIRiviAis
J. TERRY DEASON

Susan T CLARK

Ine GARca

o7 —~ PN 1Y
L. LEON JACOBS, JR.

DHVISION OF COnSIntr Arrainag
BEVERLEE DEMETLO
DIRECTOR

(850) 4 X ~6]DU

%

SETTLEMENT AGREEMENT

By signing the following statement. the
compiaint has been reached and understand h
the partics waive any right to further review o
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SETTLEMENT AGREEMENT

Complaint Number 199022}

By signing the following statement, the parties agree that a satisfactory
resolution of the above-cited Florida Public Service Commission Complaint has been
reached and understand that the settlement is binding on both parties and that the
waive any rights they might otherwise have to further review or action by the

e simes £ evevien

o, . coimrm o
Pubilic Service Commission © any court.

A cornpromise adjustment of $25 00 (which is eaual to one month’s local service

o~ 7 1 . N
credit) is hereby acknowledged and will appear on the customer's next bill issued after

execution of this Settlement Agreement. Issuance of this compromise adjustment is not
to be construed as an admission of hability or fault by GTE Florida, Incorporated, or to
be cited as a precedent in any future cases before this Commission.



. Box 6352

dpderest FUONRRELRGRBE

September 17, 1998

Mr. John Plescow, Consumer Affairs analyst

Fiorida Public Service Commussion

G L Leas d22122302

Division of Consumer Aﬁaxrs

~

.
2540 Shumard Osk Boulevard

Tallahassee, FL 323 99-0850

Re Compiamt No. 199G271
} omyp

™
i

Year My Plescow:

Enclosed please find my copy of the dlsmlssa't of my comp‘xamt The release goes far

S4 Nt

vaunu tire 8¢ ODE oithe uJ!!ll)lf.nul, 50 i fave ye,ﬂ_t: it Twithioul wavieir of nLan_ i 4 noi

wxllmg to waive ANY rights with GTE. As both you and GTE know some ofiave been

’
laga ’?C-‘-vnv‘ l-‘\c F'T‘C Pn‘l we toT :\' :—;1‘udc plq1}‘ h]r‘ nl«'r;

%

-

including

riee
conmouung to the iooting of my house afier the March 9, 1998 iomado, dnd ihns reiease would
prevent that. 1 ask you to forward this to GTE for their initials by mine on the addendum.

Otherwise, | ask again for a hearing on this matter. I feel that my nghts to due process has
viglated the Flarida Arlm;n;efrqﬁwu Procedire nnrﬁnn nf the Cnde Tlnlese 1 finigh my

h B e NI TN SV DI & o5 LS PRy

adiminisirative dppCd!b Tfeel It may iose ugum Uy 5uung dii cuuy 10 COurt. numuunauy there is
evadence that GTE has be n given preference in mlmgs over me, which got my phone
disconnected. While 1 hope none of these matters need to be pursued, I demaend I be allowed W
protect my rights.

£,
L

_yd}‘

Y P s oyoda . ] + Ladate {0 ¢ 4 v
i ve any qusiions, GO not nisiai 1o Conat md.
[N I
SHICUICEY,

(el LU O 7

Calvin Willie Waad, 1D
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Debby B. Kampert GTE Service Corporation
Specialist - Regulatory & Cov't Affairs (FL)
One Tampa City Center
Post Office Box 110, FLTC0616
Tampa, Florida 33601-0110

January 12, 1999

Mr. Calvin Willie Wood
P. Q. Boxo3b2
Nalcrest, FL 33856-6352

Dear Mr. Wood:

Enciosed please find a “Revised” Settlement Agreement relating to the case number
1 onnn 3 2

9320221 open with the Consumer Affairs Division of the Florida Public Service
Commission.

it is our priority to provide excellent customer service and | regret that this matter has

+ —~ & & M
taken so long to resolve. You will note that the revised agreement attached, makes it

clear the settlement is specific to the open case only and this does not prohibit you, Mr.
Wood, from asking the FPSC to intervene in the future on any other issue or matter.

Please review and fax a signed copy or comments back to me at 813-227-9661.

Mr. Wood, | apologize and regret any inconvenience you have experienced. We value
vou as a customer and will continue s*'iving to provide you with the best

ommomanmrune somi bt omams £ f v o o o ot e

Should you have any other questions regarding your bill or servic
m r |

anrnnrlam office. Telephone numbers for the GTE offices are o +r\r~l iyt Freamt ~f
Qe plt VST e, FTATMIIVEIT AT D TV D O T WHIVO o Qi 1V Ly i IUI " {
your directory.
Sincerely,
. noD . R

N 1 ‘- AT e
.,\‘ 1‘,\ !‘ » ; 5 L “’y\ \,’\ .
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Debby B. Kamplert N



Complaint Number 1990221

By signing the following statement, the parties agree that a satisfactory
resolution of complaint number 1800221 has been reached and understand that the
settiement is binding on both parties and that the parties release each other from
liability regarding this specific compiaint and waive any night to further review or

action by the Commission regarding this specific complaint.

A compromise adjustment of $25.00 (which is equal to one month’s local service
credit) is hereby acknowledged and will appear on the customer’s next bill issued after
completion of the settlement agreement. lssuance of this compromise adjustment is not
to be construed as an admission of liability or fauit by GTE Florida, Incorporated.

Customer Date

} o

\‘ I purd ~ N\ e
ST e T U RN
Company Representative N Date

Debby Kampert
Specialist - Regulatory Affairs
GTE Service Corp.



LOCAL SERVICE PROVIDER

Company MName:____.; et

Phone/Circuit# v

Date: 1~ £ { Time/__767C_ AMPM

Technician: _

SORRY WE MISSED YOU

C1We were here to complete your service request.
[ 1Telephons service has been connected. if any

additional service activity is necessary, please
call your Local Service Provider business office.

&~

[ Telephone service has NOT been compieted.
® Reason: . .

Please call your Local Service Provider to arrange a
converiient time for a technician lo return.

IWe were here to repair a service probiem.
LI Detected by our test equipment.
[ 1Reported to repair service.

fﬁpﬁbiem corrected.

[JAccess is necessary andfor trouble has been

ipment.

isatatcd 1o v srside wiris
8Giacad 1o yuld WisiGe wivid i

Please call your Local Service Provider to arrange a
convenicnt time for a fechnician to return.

Comments:

FORM NUMBER 90016230 (2/97)



GTE

Debby B. Kampert GTE Service Corporation
Specialist - Regulatory & Gov't Affairs (FL)
One Tampa City Center

Post Office Box 110, FLTC0616
Tampa, Flonda 336801-0110

LIV

April 30, 1999

Mr. Calvin Willie Wood
P O Box 6352
Nalcrest, FL. 33856-6352

Enclosed please find a “Revised” Settlement Agreement relating
Dear Mr. Wood:

In an effort to resolve and close your open inquiry prior to the telephone informai

confersnce schedule for May 12, | am offering & proposed settiement.

Please keep in ming, the following credits have already been provided:

1. $25.00 Performance Guaraniee appeared on your February 1988 bill

2. $25.00 local service adjustment appeared on your March 1998 bilt

3 The Set-up charges were waived (approximately $55.00) for the installation of vour
second iine that was instalied in Aprii 1598.

As my settlement proposal, | offer a $25.00 credit to both of your accounts, which would
total ancther $50.00 in credit.

Our records do not show any trouble reports since February 1999. In addition, your
payments to your accounts are up to date and there are no notations on either account

to indicate any billing disputes.

Mr. Wood, it is our priority to provide excellent customer service and | regret that this
matter has taken so long to resolve. | apologize for any inconvenience you may have
experienced. You will note that the revised agreement attached, makes it clear the
settlement is specific to the open case only and this does not prohibit you, Mr. Wood,
from asking the FPSC to intervene in the future on any other issue or matter,

Please review and fax a signed copy or comments back to me at 813-227-9661.

Sincerely,

v S < L ST |
} Mo NN by , 3 ! .

Debby B. Kampéd ‘f’



SENATOR JOHN F. LAURENT

THE FLORIDA SENATE

Tallahassee, Florida 32398-1100

COMMITTEES:
Agricutture

Natural Resources
Transportation
Ways and Maans,

17th District

May 29, 1998

Mr. William D. Talbott
Executive Director

Public Service Commission
2540 Shumard Cak Boulevayd

Tallahassee, FL 32399-0850
Dear Mr. Talbott:

[ have recently received phone calls and correspondence from some of my constituents who
::Vc‘ ¥ E’:‘:G, Sdni(;{c,k g,mm G P‘.r{ i\'.x;’n teat ?v?)‘ L unsiginrni\ [STR AT W I S D S iy H“\‘(m)\ (O con p'@;{inis
they have made in reference (o their phone service. T have enclosed a copy of the correspondence
that T received from a constituent named Calvin Wood.

[ would certainly appreciate it if you would have your staff look into this matter and relay the

OIS IO 5 FCSPpOe [0 my Constilucni’ s concemns.

Thank you for your time and consideration of this issue.

9/ i./wiy

%‘IA&.A .. ;//’

L qg vy
LCl rent /
Z}" enator, District 17

Jh/es
cc: Mr. Calvin Wood
REPLY TO:

1) 250 North Clark Avenue, Bartow, Fiorida 33830 (841) 519-7595
0 211 Senate Office Building, 404 South Monroe Sirest, Tallahassee, Florida 32398-1100 (850) 487-5044

Subcommittee A (General Government)



e Nt ccras
alvin Williec “Bill” Wood, I.D.

Page 2

I agreed with vou that the PSC has been in communication with GTE for a lone time. We
started this process with GTE an d you on December 30 1997, when you filed your complaint. We

Since your wmplaint was not resolved during the iformal conference, you will aiso have the

opportunity to participate in an agenda conference in Tallahassee, Florida, in person or by telephone.
However, you will be provided with additional information regarding this concern when a
recommendation is filed in this case.

/{Ji‘/

VAt

bhmey Ann StgKes
Regulatory Supervisor/Consultant

SAS:sas

c: GTE Florida, Inc. (Request No. 1990221)



C. W Woeod Email: bill wosd2(@worldnet.att.uet

10577 Schaefer Lane Cherokee Quality....Cherokee Pride Phonre:  (941)696-9542
Lake Wates 1Y 44851 Fax: (84136308534

June 15, 1999

Ms. Shirley Ann Stokes

Caplta! Circle Office Center

NrAL WA N ARIWW VI

2540 Shumard Oak Boulevard
Tallahmssee, FL 32395-0850
Re: Your Letter of May 26, 1999 - Supplemental

Dear Ms. Stokes:

In addition to the information | asked for in my June 8, 1999 letter. I request disclosure of
all ex parte meetings between the PSC and GTE. with copies of notes. tapes. etc if available.

Needless to say, I feel at a disadvantage with what had te be a large amount of ox partc
commumnications.
If vou have any questions. do not hesitate to call me.
Sincerely,
&e/zf/'-- o 7
C. W. *Bill” Wood. J. D.

XC: Debarah Kampert



Marcei Morreli* GTE SERVICE CORPORATION
Assistant Vice President &-

Associate General Counsel-East Area One Tampa City Center
2017 North Franklin Street {33802}
Anthony P. Giliman* Post Office Box 110, FLTCO007
Assistant General Counsel Tampa, Florida 33601-0110
813-483-2506
Fiorida Region Counset®® 8§13-204-8870 (Facsimile}

Kimberty Caswell
M. Eric Edgington
Ernesto Mayor, Jr
Elizabeth Biemer Sanchez

Cerutiad in Fiorids s Authorized House Counseli

Licznzsd i Flonds

Ms. Ann Cole, Clerk

State of Florida

Division of Administrative Hearings

The DeSoio Building

1230 Apailachee Parkway

Tallahassee, FL 32399-3060 September 7, 1999

Re: Calvin “Bill’ Wood v. GTE Florida Incorporated

NOAY Casc No. 00.2Ras, QanNgAR1-TL

Dear Ms. Cole:

Please find enclosed the original and one copy of a Joint Response to Initial Order for
filing in the above matter. Copies have been provided to the parties of record. if there
are any questions regarding this matter, please contact me at (813) 483-2617.

Smcerelv,
(Yor mw/%;z&v
‘@‘,(,_ Kimberly Caswell

KC:tas
Enclosures

c: Donna Ciemons, Florida Public Service Commission {w/g)
Debby B. Kampert, GTE Florida Incorporated (w/e)

e "
Calvin “Bill” Wood (w/e)

A part of GTE Corporation



SETTLEMENT AGREEMENT

By signing the following statement, the parties agree that a satisfactory

rocalition of comnigint numhar 1000021 heo oo reanhkhead and fimAdorctamA ol Hhan
'Vvul\‘\lu'l Vl vv‘llrJlul' l\ llullluv' TN/ NS ke B NGAN MW/ W AW W/ AL A AL l\dv! Vkul 14 ‘I Iul [ A

settlement is binding on both parties and that the parties release each other from
fiability regarding this specific compiaint and waive any right o further review or
action by the Commission regarding this specific complaint.

A compromise adjustment of $25.00 (which is equal to one month'’s local service

credit) is hereby acknowledged and will appear on the next bill issued for 941 685.9542

and 941-696-8914 after completion of the settlement agreement. Total adjustment is
equal to $50.00. Issuance of this compromise adjustment is not to be construed as an
admission of liability or fault by GTE Florida, Incorporated.

Customer Date

sy

Company Représentative Date
Uebby Kampert

Specialist - Regulatory Affairs

GTE Service Corp.



T00"d 83 s

AVEOISH B: 88 B2:20 OE/F0/.66 Sd40096: XA “

FACSIMILE
TRANSMITTAL
COVER SHEET
REGULATORY AND
INDUSTRY AFFAIRS {FL)
L
DATE: \) 30
TC: 2 ){\)\“Lkﬁ i %TL\\L >
LOCATION: S
TEL. NO.:

FAX. NO.:

FROM:
LOCATION:
TeL NO.

FAX. :

MESSAGE:

L

NUMBER OF PAGES -y
INCLUDING THIS PAGE: ey



‘dion adinsg 340

siieyy AojejnBey - jsigioedg

padutey Aqgag

=)l lg ! a)\ue;uasq]de& ALedwO’)

R g §° S D il V@
ajeq iawosng

papeiodicou; 'Bpuoid 31D Ag e o g Jo UoissiuipE

Ui S& Penyjsuoo oq 0} Jou St jusuiisnipe gsiwoidwos siyj jJo Bouenss] 000s$ 01 lenbs

st jususnipe jgjo] Juswesibe juaulaijlas ey Jo ucyeiduod 1I8UE b 68963 L6 Pue

CPS6-96G- L b6 10j PBNSS) I JXau aU) Uo Jeadde Jjim pue paipaymoupe Agaiay st (Hpeuo
2IIAISE |BDO] S, {IUOW 3UC 0} [enba si YDIUM) 00'5Z$ J0 luswienipe esiwosdwod v

TUEduIed sugeds sigg Suipleles uoissiwwon ay; Aq uonae

10 Mataal Jayng o Wiy Aue aaea pue TITBITISS I13ads IR Suipsefas Anpael

W0} JBYIC Yore asesjal saiued oyl ey pue seiued yog Jo Buipuig si jJuswenes

84} 1BUY} DURISIBDUN pue DaYDEal Usaq sey |ZZ006 L Jequiny jurelduo? jo uoinjossl
Lojoejsnes e ey 9eibe seised ay; yuswealels Buwmmoijo) sy Buubis Ag

1ZZ0661 lequiny jureduio)

INIWIFYOV ININTTLLIS

X :0600bps UYL /04/30  02:3%1 By ESCORAR S ORI r.oos



J00 T1E3 o dVEDIRA T2 12:Z08 CESVOS .06 SdQ0006: X8

Debtby B. Kampert GTE Service Corporation

Speciclist  Rogulalory & Covt Affals L)
One Tampa City Cenier
Past Office Box 110, FLTCQG16
Tampa, Floida 33601-0110

April 30, 1993

Mr. Calvin Willie Wood
P.O. Box 6352
Nalcrest, FL 33856-6352

Enclosed please find a “Revised” Settlement Agreement relating

Dear Mr. Wood:

In an effort to resolve and close your open inquiry prior to the talephone informal
conference schedule for May 12 | am offering 2 proposed settfement.

Please keep in mind, the following credits have already been provided:
$25 00 Performance Guarantee appeared on your Februany 1998 bl
2. $25.00 local service adjustment appeared on your March 1998 bill
3. The Set-up charges were waived (approximately $55 00) for the instaflation of your
second line that was installed in April 1988.

As my settlement proposal, | offer a $25.00 credit to both of your accounts, which would
total another $50.00 in credit

Our records do not show any trouble reports since February 1999, In addition, your
payments to your accounts are up to date and there are no notations on either account
to indicate any billing disputes.

Mr Wood, it is our priority 1o provide excelient customer service and | regist that this
matter has taken so long o resolve. | apologize for any inconvenience you may have
experienced You will note that the revised agreement attached, makes it clear the
seitiement is specific 1o the open case only and this does not prohibit you, Mr. Wood,
from asking the FPSC to intervena in the future on any other issue or matter.

Flaase review and fax a signed copy or commanis back to me at §13-227-9661.

Sincerely,

6&1\ LM ?\’% m%fz){\&\



STATE OF FLORIDA

Commissioners:

JOE GARCIA, CHAIRMAN
J. TERRY DEASON
SUSAN F. CLARK

JULIA L JOHNSON

T2 Y peenar Tarsssvmer In
Lo JLRAOIN JALAIDD, JN.

DIvISION OF CONSUMER AFFAIRS
BEVERLEE DEMELLG

DIRECTUR

(850)413-6100

ToLr Frer 1-800-342-3552

Public Serbice Commission

May 20, 1999

Calvin “Bill” Willie Wood, JD
PO Rox 6352

Nalcrest, FL. 33856
Dear Mr. Wood:

Thank you for your participation during the informal conferenice on May 12, 1999, regarding
your complaint against GIE Florida, Inc. (GTE).

As you requested, I have enclosed copies of GTE’s post-conference reports. If you would like

to respond to the information, please provide your written comments tc me before May 31, 1999,

My fax telephone number is 1-850-413-6126, and my E-mail address is sstokes@psc state flus.

ﬁl’\ ’\

ke . L n 4 o 1 A
at Qur tou-1ree e CP 1one llul“l)bl I~0UU-3Yq L~

J Oy s

Shirley Ann kes

1o I
CU'Jld.‘UlV OUULI—'VID FAoonsuitant

N . fii€ a ~1
11 _)’UU }ldVC aliy LIUCDUU“D, }JICGDC EIVC e a Ul

3552 or at my direct line 1-850-413-6125.

SAS:sas

Enclosures

Caprral CIRCLE OFFICE CENTER » 2540 SHUMARD QAK BOULEVARD * TALLAHASSER, FL 32399-0850
An Affirmative Action/Fanual Opnortunity Employer
PSTC Website: www.scri.net/psc Internet E-mail: contact@psc.state.fl.us



JRAH @ SMTP {deborah.kampert@ e1ops gte.com}
1irley Stokes

-t: Mr. Wood
=NOTE=== 5/19/99==4:07pm
. DEBBY @ SMTP ("debby"”) {debby%RCA.INDAFXFLTPAG ps.gte.com}
zturn—Path <deborah.kampert@telops.gte. com>
CE—‘SVEL‘;‘ ?a':)lu!? gttdstpu bd‘i.gte.\‘:vm \.1.94, r 04 65}

by ma11 psc.state.fl.us (Connect2-SMTP 4.30A.1000128)

for <sstokes@psc. state f1 us>; Wed, 19 May 1999 16:09:45 -0400
.ceived: from spenser.tel.gte.com by g*h“ftpa.bai.gte com with SMTP id QAAZ856
(GTE Telephone Operations SMTP Cateway 4.2 for <sstokes@psc.state.fi.us>);
Wed, 19 May 1999 16:09:48 -0400
scezved from flttpstcl0e. tmtrfl tel.gte,com (FlttpstcOlE. tmtrfl. el gte.com
36.151.210.133])

by spenser.tel.gte.com (8.8.5/8.8.5) with SMTP id QAA02119

for <sstokes@psc.state.fl . us>; Wed, 198 May __,9 16:09:47 -0400 (FDPT)
:ceived: by Tittpstc006.tmtrf .Le. ate.com wiL: VINES-ISMTP; Wed, 18 May 99
1:09:43 -0400 '
ite: Wed, 19 May 99 16:07:01 -0400
issage-Id: <vines.K018+ablErA@FT1ttpstc006. tmtrfl. tel.gte.com>
Priority: 3 (Normal)
: <sstokes@psc.state.fl.us>
: "debby" <debby¥%RGA.INDAFXFLTPARtelops.gte.com>
‘om: "Deborah Kampert” <deborah.kampert@telops.gte.com>
nly-To: <deborah.kampert@telops.gte.com>
'rors-To: <deborah.kampert@telops.gte.com>
:turn-Receipt-To: "Deborah Kampert" <deborah.kampert@telops.gte.com>
ibject: Mr. Wood
-Incognito-Sn: 560
-Incognito-Version: 4.11.23
me-Version: 1.0 ‘
ntent-Type: text/plain; charset=us-ascii

irley:
Was Mr. Wood billed reconnect charges when service was instalied in
ri1 98 to number 941-696-95427
No, the Installation charges were waived .
When was service order complete when service was restored in April 98
v number 941-696-95427
Order was completed April 20, 1998
Was Mr. Wood billed installation charges when service was installed on

e second line in September 58 to number 941-696-89147
Yes, customer was bitled the $55.00 Non recurring charges.




JRAH @ SMTP {dcbOFak kampert@te,ops gte. com}
e<nnie Fulwood
.t: Trouble reports
=NOTE====== 5/19/99 =2:45pm —

DEBBY @ SMTP {(“"debby") {debby¥RGA.INDAF¥FLTPAQtelops.gte.com}, Shirley S

’

e % % % Rt ®m omow e w4 @ s e s =8 e e e E @ ST AE LY EeN eSS EEYE NN M- 4 £ LT T RT TP oeomowoamnB e B TR e

turn-Path: <deborah.kampert@te1ops gte.com>

ceived: from internet.irngitx.tel.gte.com (192.76.80.6%)
by mail.psc.state.fl.us (Connectz SMTP 4.30A.1000128);
wed, 19 May 1999 14:44:55 -0400

ceived: by telops.bdi.gte.com id AA10208

(GTE Telephone Operations SMTP Gateway 3.0); Wed, 13 May 1999 14:44:58 -0400

wceived: by telops.bdi.gte.com (Internal Mail Agent-2);

Wed, 19 May 1999 14:44:358 -0400

iceived: by telops.bdi.gte.com (Internal Mail Agent-1);

Wed, 19 May 1999 14:44:58 -0400

ite: Wed, 19 May 99 14:45:02 -0400

assage-Id: <vines.KO18+iOKErA@fTttpstc006. tmtrfl.tel.gte.com>

~Priority: 3 (Normal)
3: <I1fulwood@psc.state. 1 .us>

CUU

. <sstokes@psc.state.fl.us>, "debby"” <debby%RCA.INDAFXFLTPA@Gtelops.gte.com>
~om: "Deborah Kampert"” <deborah.kampert@te]ops.gte.com>

:ply-To: <deborah.kampert@telops.gte.com>

‘rors-To: <deborah.kampert@telops.gte.com>

aturn-Receipt-To: "Deborah Kampert” <deborah.kampert@telops.gte.com>

jhiject: Trouble reports

-Incognito~Sn: 560

-Incognito-Version: 4.11.23

ime-Version: 1.0
ontent-Type: text/plain; charset=us-ascii

ennie:

am overnighting to you the trouble reports- history for Mr. Wood.
ou will get it tomorrow.

nce you review, if we still need to get an expert at reading the reports
n the line - we can do that.

ebby
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A late notice was processed on March 13, 1998 and sent to Mr. Wood.

The late notice was separate from the regular bill and refiected the PAST DUT amount
of §257.27. The notice advised the customer these past dus charges must be paid by
March 25, 1998 in order to prevent disconnection.

Past Due $257.27
March Current bill $262.48
Toial due $454.75

Mr. Wood was disconnected for the past due charges not currant Mareh Bill,

Payment was not made on March 25; therefore service was disconnected at the end of -
the day on March 25, 1998,

Ses chart attached to see how the charges accumulated to the $257.27.



’ )
Bill Wood 94 -696-9542
MONTH Bil amounl | GTE ATT ' Non Regulated | Payments/ adj | Balance DUE
Regulated Regulated
October 1997 | 89.99 18,42 | 65.87 5.70 Vartec no payrment 89.99
. November 128.37 22.54 : 106.83 no payrment 218.36
Deceimber 81.76 " 3.42 69.34 4.00 PPC 89.99 payment 1220.13
January 1986 | 164.42 38,85 107.93 1.97 GTE 128.37 payment | 256.18
15.67 other
February 1938 | 94.61 27.16 91.45 1.00 GTE 91.74 payment | 257.27
, (25.00) SPG ‘

(1.78) COH adj

March 1998 262 48 2886 192.30 1.42 GTE no payment 494.75
39.90 GTENET

(25.00) adjf

local service v
April 1498 169.29 17.62 132.1& 1.33) ajj no payment 1 664.04

19.95 GTE NET

Current 87 39 523.83 79.58 (26.78) B64.04
valancies

Service Qut cornplete (14/04/98




C. W. Wood Email: bill. wood2@worldnet.att.net

10577 Schaefer Lane Cherokee Quality....Cherokee Pride Phoue:  (941)696-9542

Lake Yales, F1 33853 Fay- (241)696-801.4.

June 8. 1999

Ms. Shirley Ann Stokes
Capital Cucle Office Cender
2540 Shumard Oak Boulevard
Tallahassee. FI. 32399-0850

Re: Your Faxed [etter of June 8, 1999
Dear Ms. Stokes:

Thank you for the above faxed letter. I am sure you have enough documents to proceed
in the matter. However, 1 submit that complete records should be submitted. This is
because so far as | am concerned, the issue is how many $25.00 ieiephone credits i am due.
And even GTE has admitted at least $25.00 is due. And I ask again that GTE submit
compicie reconds o tell s they have no more records. This includes any notes of ex parte
conversations. etc with the PSC. I fturther request the files of the PSC relating to matters
discussed or documents exchanged during these ex parte meetings. 1 think ex parte
transactions are as bad in agency hearings as in court cases.

Further. | request that no more ex parte transactions take place and that | be allowed to
participatc in all transactions..

Further, and I mean no personal offense. I request you recuse yourself from this case
because of those ex parte hearings. 1 believe under Florida Agency rules. you have acted
improperly and I wish to protect my interest as they may appear.

If you have any questions. do not hesitate to calt me.

Sincerely,
Ol (40 € 7 7
C. W. “Bill” Wood. 1. D.

XC(: Deborah Karmpert
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Commissioners: D1visiON OF CONSUMER AFFAIRS
JOE GARCIA, CHAIRMAN BEVERLEE DEMELLOG

I TERRY DEASON DIRECTOR

SusaNF. CLARK (850)413-6100

Juria L. JOHNSON TOLL FREE 1-800-342-3552

E. LEON JaCOBS, JK.

Public Serbice Commiggion

June 8, 1999

FAX AND REGULAR MAIL

Calvin Wiilie “Bill” Wood, J.D.
10577 Schaefer Lane

Lake Wales, FL 33853
Dear Mr. Wood:

I'hank you for your June 8, 1999, letter regarding your complaint against GTE Florida, Inc.

y ~ry i thne m mmam | [ S . T
. You noted that a COpY O1 yOUur $KHeT WaAS 3éit 10 GTE

You acknowledged receipt of my May 26, 1999, letter. You also advised me of your new
mailing address. Additionally, you stated that since your service trouble began in May 1997 and
GTE’s report started in january 1998, you don’t beheve that GTE provided the Public Service
Commission (PSC) with all of its records. Therefore, you want GTE to provide its 1997 reports to
the PSC with copies to you. After that, you want a “reasonable” time to respond to GTE’s 1997
reports.

~rvrwn

Although your file includes your information that the service trouble staried in 1997 and GTE
provided the PSC with copies of its service trouble reports from May 1, 1997, you filed a complaint
with the PSC on December 30, 1997. That’s why GTE’s first report to the PSC’s Division of
Consumer Affairs was received on January 15, 1998.

Along with my May 26, 1999, letter (o you, I sent you a copy of your complaint e in its
entirety. GTE’s summary trouble report was included with that file, showing a beginning date of
May 1, 1997. 1 believe that I have all the necessary documents to proceed in the complaint handling
process of this case. Additionally, vou have made it very clear of your complaint concerns as noted

Yy, ol L2 Lavse

in your file and during the informal conference on May 12, 1999,

As you requested durning the

reports on May 20, 1999, and May 25, 1999, prior to sending you a copy of your complaint file. In
my May 20, 1999, letter, I asked you to prowdc me with your written post-conference comments
by May 31, 1999. Since you asked for an extension on May 26, 1996, I granted you an extension
until June 4, 1999. Your post-conference letters were added to your file. As I explained during the
informal conference, aii concerns will be thoroughly review in this case.

- . ol als & ok JEENGQ Y o T
nformal conference, 1 sent you copies of GTL s posti-conference

CarrTALl CIRCLE OFFICE CENTER * 2540 SiiUMARD OAK BOULEVARD « TALLAHASSFE, FL 32399-0850
A o

An Afrmative Action/Tquat Opporiunily Empivyer

PSC Website: www.scri.net/psc Internet E-mail: contact@psc.state.fLus



From the Desk

of
Elizabeth Crawford

o .., T~

May 23, 1998

Calvin,

I have an important matter to discuss with you and have been
unable to reach you by telephone. On May 18, 1998 and on May 21,
1998, I dialed your telephone number and I received a recording stating
that your telephone service had been disconnected. Please notify me by
telephone at (304) 344-0972 or by written correspondence when this
matter is corrected.

Regards,
/1 2 b~ '

Elizabeth Crawford

[/Joo d 'H‘}\
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From Sweetemol <Sweetemol@aol.com>

From: Sweetemol <Sweetemol@aol.com>

Received: from mx3.boston juno.com (mx3.boston.juno.com [207.205.100.52])

by x9.boston.juno.com (8.8.6.Beta0/8.8.6.Beta0/2.0.kim) with ESMTP id KAAAA05510
for <groundsquirrel@juno.com>; Wed, 28 Jan 1998 10:17:15 -0500 (EST)

Received: from imo18.mx.aol.com (imo18.mx.aol.com [198.81.19.175])

by mx3.boston.juno.com (8.8.6.Beta0/8.8.6.Beta0/2.0 kim) with ESMTP id KAAAA27497
for <groundsquirrel@juno.com>; Wed, 28 Jan 1998 10:17:11 -0500 (EST)

Return-path: <Sweetemo!@aol.com>

To: groundsquirrel@juno.com

Date: Wed, 28 Jan 1998 10:09:54 EST

Subject: Re: hi

Message-ID: <711c3c34.34cf4a44@aol.com>

X-Status: Replied

X-Mailer: Inet Mail Out (IMOv11)

interviews but he wants to talk to you first! 304-472-5695 he has been trying
to call you but who ever answers says its the wrong number we have
941-696-9542 is that right or wrong? And yes they use all types of insturments
in their music its rock though

Another party is having trouble getting me.

fov- Sii- 02T Fav

0w e/ PP

M%?



Wood v. GTE Florida, Inc.

. DOAH Case No. 99-3595
State of Florida ' ‘ Exhibit GTE-1

Page 1 of 17

Public Serbice Commission

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850

-M-E-M-0-R-A-N-D-U-M-

L

-y S -

ST .

DATE : JULY 15, 1999 EQ - 'k__
[T — ':\71

TO: DIRECTOR, DIVISION OF RECORDS AND REPORTING (ég%ﬁ) 1 T
g -
FROM: DIVISION OF LEGAL SERVICES (CLEMONS QW\A/ x> T
DIVISION OF COMMUNICATIONS (LEWIS)~NK .- ‘CJ o C
DIVISION QOF CONSUMER AFFAIRS (SMIT ) ®,

RE: DOCKET NO. 990861-TL - COMPLAINT OF CALVIN "“BILL” WOOD

AGAINST GTE FLORIDA, INCORPORATED REGARDING SERVICE

AGENDA: JULY 27, 1999 - REGULAR AGENDA - PROPOSED AGENCY ACTION -
INTERESTED PERSONS MAY PARTICIPATE

CRITICAL DATES: NONE
SPECIAL INSTRUCTIONS: NONE

FILE NAME AND LOCATION: S:\PSC\LEG\WP\950861.RCM

CASE BACKGROUND

On December 30, 13897, Mr. Calvin “Bill” Willie Wood (Mr. Wood
or customer) filed a complaint with the Commissicon’s Division of
Consumer Affairs (CAF) against GTE Florida, Inc. (GTE or company) .
Mr. Wood asserted that he was having problems receiving telephone

calls. He stated that people told him that they were unable to
reach him.

In its January 15, 1998 response, GTE stated, “It appears that
lightning has struck the line serving Mr. Wood [Mr. Wood’s
residence], more than once causing intermittent problems.”
Additionally, the company stated that the cable serving Mr. Wood'’'s
residence needed to be replaced, and that the replacement was
expected to be completed within 30 days. GTE also stated that it
had issued a $25 Service Performance Guarantee credit to the
customer’s account to foster customer relations and that the credit
would appear on the customer’s February 1998 bill. In subsequent
reports, GTE stated that an additional $1.78 credit was issued t

NOCUMENT &Y O f?ATE
=
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. Wood v. GTE Florida, Inc.
DOAHC No. 99-359
OCKET NO. 8$%90861-7TL . Exmbné$;4° 58
DATE: JULY 15, 1939 Page 2 of 17

Mr. Wood’'s February 1998 bill for the time he had received no
sexrvice and similar credits were issued in June 1998 for $2.14 and
$1.65.

In Mr. Wood’'s February 3, 1998 letters to CAF and GTE, he
stated that Mr. Perry, his neighbor and also the person who checks
on him, could not get through to his telephone number. Mr. Wood
believed that .the problem had started the previous summer when
lightning burned up his lines. He stated that Mr. Perry had told
him that he did not have any problems calling other people and gave
permission for anyone to check the problem from his residence.
Additionally, Mr. Wood noted that he intended to withhold payment
of his telephone bills until the service problems were resolved.
He stated, “I will consider them resolved when Mr. Perry can call
me on a regular basis.” Mr. Wood also stated, “I merely report
what other people tell me when they cannot get through.” Mr. Wood
asserted that he was told that a $25 credit would be applied to his
account every time he reported the service not working properly
and the service was not properly repaired. He also wanted to know
whether he was entitled to an informal conference.

On February 20, 1998, CAF received another report from GTE.
The company stated that Mr. Wood was contacted by a construction
supervisor, and that a line crew had made a field visit to Mr.
Wood’s residence on February 11, 1998. GTE reported that it found
and repaired a section of the service drop and 'a rusty connection
at the splice connector. Additionally, the company stated that the
customer-provided equipment was defective and that Mr. Wood had
promised to replace it. Further, GTE stated that it had made a
follow-up field visit to Mr. Wood’s residence on February 12, 1998,
and that Mr. Wood had informed the company to discuss the problem
with Mr. Perry. GTE stated that it determined that Mr. Perry was
dialing an incorrect telephone number to reach Mr. Wood. However,
GTE reported that it issued a $25 Service Performance Guarantee
credit to Mr. Wood’s March 1998 bill.

On March 9, 1998, GTE reported that a tornado had touched down
in the Polk County area. On that same day, GTE reported that it
had made a field visit to Mr. Wood’s residence and found out that
his residence was destroyed by the tornadoe. GTE stated that it
asked Mr. Wood to notify the company when he had temporary or
permanent facilities with power, so the company could provide him
with telephone service. GTE stated that on March 23, 1998, it made
another field visit to Mr. Wood’s residence and found his private
road was barricaded, indicating still no facilities. GTE reported
that it temporarily disconnected Mr. Wood’s service on March 25,
1998 for nonpayment of his $232.27 past-due balance ($257.27 less
$25.00). Additionally, GTE stated that it informed Mr. Wood of
this disconnection on March 27, 1998. GTE also reported that it
notified Mr. Wood that his outstanding balance needed to be paid
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prior to service reconnection. GTE stated that Mr. Wood informed
the company that he would not pay the bill until his repair issues
had been resolved. After receiving no payment, GTE permanently
disconnected Mr. Wood's telephone service on April 4, 1998. GTE
later confirmed that a late notice was mailed to Mr. Wood prior to
the disconnection of his service. GTE stated that the notice was
mailed on March 10, 13598, requesting payment of $232.27 by March
19, 1998, to prevent service interruption.

In a letter dated March 25, 1998, Mr. Woods asserted that he
was still having telephone problems with other customers not being
able to reach him. He stated that GTE had installed new
underground cable on or around February 25, 1998, and had promised
to return on February 27, 1998 to complete the connection to his
house. Mr. Wood stated that GTE did not return as promised. He
stated: that his house was struck by a tornado on-March 9, 1998, and
that the company had made a field visit to his house that same day.
Mr. Wood claimed that, at that time, he informed GTE that he was
going to move into a camper behind his house, which runs completely
on propane and was self-contained. Mr. Wood admitted that he was
shaken up from the tornado, but still believed that GTE had
promised to return to connect the service to his camper. On March
26, 1998, Mr. Wood notified CAF that his service was still not
connected. Further, he found out that GTE had disconnected his
service for nonpayment. CAF contacted GTE regarding Mr. Wood’s
concerng and provided them with his contact telephone number.

On April 2, 1998, Mr. Wood informed CAF that his service was
still not connected. On that same day, GTE reported to CAF that
Mr. Wood owed over $500 on his account and that his service would
not be restored until the outstanding balance was paid (See Billing
Summary--Attachment 1). Additionally, CAF received Mr. Wood's
request for an informal conference. Since the complaint was still
pending, CAF did not act on the request.

on April 10, 1998, Mr. Wood sent CAF and the Commission’s
Division of Communications (CMU) a letter, wherein he stated that,
during the last several months, other customers had also received
inadequate service from GTE. Mr. Wood provided a list with the
names of the eight customers, which included Mr. Perry. Mr. Wood
and the other customers live in Polk County on Schaefer Lane in
Lake Wales, Florida. Although Mr. Wood’s correspondence was
forwarded to GTE, the concerns of the other customers were not
considered part of Mr. Wood's complaint. GTE stated that the
information was referred to its local manager for <further
discussion.

CAF and CMU received reports from GTE cn April 17, 1998. GTE
stated that the cable splicing at Mr. Wood'’'s residence was
completed on February 26, 1998. However, Mr. Wocd’'s service was
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not cut over to the new cable due to defective vacant pairs in the
new cable. The company stated that Mr. Wood was notified of this
delay, and a promise was given to clear the defective cable pairs
as soon as possible.

GTE reported that on April 17, 1998, Mr. Wood was contacted
and notified that his service could be reestablished with toll
blocks until the outstanding balance was paid in full. GTE stated
that payment arrangements were offered to Mr. Wood, but that he
maintained that he would not pay the bill until the repair issues
were resolved. On that same day, GTE reported that it issued an
installation order to connect Mr. Wood’s service with a completion
date of April 20, 1998, with toll blocks until the $664.02
outstanding balance was paid in full. On April 17, 1998, GTE
reported to CAF and CMU that it was reconnecting Mr. Wood’'s service
on that day without payment until the complaint was closed. On May
19, 1999, GTE confirmed that the service order was completed on
April 20, 1998.

Mr. Wood stated that GTE improperly disconnected his service
and that Mr. Perry was still having problems reaching his telephone
number. He stated that he could not live at his residence without
a telephone due to his heart condition and that his house had been
looted several times. He blamed GTE for the loss of over $10,000
of property. However, Mr. Wood acknowledged that he understood
that his damage claims were outside the jurisdiction of the
Commission. Further, Mr. Wood stated that he mailed his payment in
full to GTE on May 5, 1998, after he was notified by CMU that he
could not escrow his payments. Mr. Wood notified CMU on May 13,
1998 that his long distance service had not been restored on his
line. CMU relayed Mr. Wood’s concerns to GTE.

On May 28, 1998, CMU stated that when it performed loop tests
at Mr. Wood’s and Mr. Perry’s residences the tests were
“acceptable.” On that same day, CMU reported that it performed
call completion tests from Mr. Perry’s telephone number to Mr.
Wood's telephone number, with 100 percent completion. However, CMU
reported that when Mr. Perry tried to call Mr. Woocd’s telephone
number during the call completion test, he dialed wrong telephone
numbers three times--once to his daughter’s telephone number and
twice to wrong telephone numbers.

Mr. Wood notified CMU on June 3, 1998, that his long distance
service had not been restored to his line. MU contacted GTE again
about this problem. GTE acknowledged this error and promised to
restore the long distance service that day. In a subsequent
report, GTE stated that the toll restriction was removed from Mr.
Wood's service on June 4, 1998.
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On July 2, 1998, CAF received Mr. Wood’s June 29, 1398 letter

which stated, “I do not consider my telephone fixed, until my
neighbor, Mr. Perry, can reach me on a regular and routine basis.
Therefore, I request an informal conference.” He also stated that

he was due a “sizable” refund from GTE for not providing “minimal”
service. In Mr. Wood's July 3, 1998 letter, he alleged that GTE
told him that the Commission had directed the company to disconnect
his service for nonpayment. He stated that the issue was never the
payment of the bill, “but the inferior service I was and still am
getting from GTE.”

On July 22, 1998, CAF contacted GTE and asked if the company
could provide a telephone with larger buttons to Mr. Wood's
neighbor, Mr. Perry, to prevent the mis-dialing of telephone
numbers. On August 18, 1998, CAF received a letter from Mr. Wood
which stated that for the first time in months, his neighbor, Mr.
Perry, had called him from his house on August 6, 1998. He also
stated that Mr. Perry was proud of his second telephone. Mr. Wood
stated that GTE had made a field visit to his (Mr. Wood) house on
August 18, 1998, and told him that the outside wiring to his (Mr.
Wood) house was improperly installed and would be corrected. :

CAF continued to pursue a resolution of the complaint with GTE
and Mr. Wood. However, Mr. Wood maintained that GTE owed him
additional credits for the time he received no service. GTE stated
it would not issue any more Service Performance Guarantee credits
for the trouble reports. However, the company offered an
additional $25 compromise adjustment on both of Mr. Wood’s
telephone accounts to resolve his complaint, for a total of $50.
Mr. Wood refused this offer.

on April 22, 1999, GTE reported that its service area
experienced 10.82 inches of rainfall in February 1998, with a total
of 43.58 inches of rain from October 1997 through March 1998. The
company stated that it was “severely” impacted by the 1598 El Nifio
weather conditions, which included lightning and strong winds. GTE
reported that the weather conditions hindered its work force and
added to the volume of trouble reports.

An informal conference was held with the parties and staff
members from CAF and CMU on May 12, 19%5. Mr. Wood stated that the
lines in his service area were defective long before the March 3,
1998 tornado. He stated that the service problems were not
resolved until the company installed new lines in his service area.
Mr. Wood alleged that Mr. Perry called him in August 1998 for the
first time in months after the outside wiring problem was resolved
by GTE. Mr. Wood stated that for two years, he and other
customers experienced service problems. He stated that although
Mr. Perry was 72 years old, he was not aware of any mind or
physical conditions that would have prevented Mr. Perry from
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correctly dialing his (Mr. Wood) telephone number. Mr. Wood also
stated that Mr. Perry told him that the Commission’s staff tried to
make it look as if he was dialing his (Mr. Wood) number
incorrectly.

Additionally, Mr. Wood continued to object to the March 25,
1998 service disconnection and the delayed removal of the toll
restriction from his telephone line after his account was paid in
full. GTE responded that Mr. Wood's telephone service was repaired
within 24 hours of his trouble report, unless the trouble related
to another customer’s service. Mr. Wood alleged that GTE just
“patched” up the lines, resulting in more service problems. He
emphasized that he wanted a $25 credit for each trouble report.
GTE responded that two $25 Service Performance Guarantee credits
were already issued to the customer’s account in February and March
1998, and that it had not billed the customer‘s account for the §$55
nonrecurring charge when the service for telephone number 941-696-
9542 was reestablished on April 20, 1338. The company stated that
this credit was more than what Mr. Wood would have received for the
time he did not receive service. The company stated that it would
not agree to Mr. Wood's request to issue $25 each for all of his

trouble reports. GTE also stated that since Mr. Wood did not
accept the previous compromise adjustment offer to resolve the
informal conference regquest, it was no longer valid. Mr. Wood

maintained that he was promised a $25 credit for each service
report not properly repaired within 24 hours. The conference was
concluded without a settlement.

Based upon CAF's and CMU's file records, a letter was sent Lo
Mr. Wood on June 4, 1988, explaining the results of the
investigation. Mr. Wood, however, continues to assert that his
telephone service was not repaired until August 1998. He maintains
that there was a service problem on Schaefer Lane in Lakes Wales
and that other customers experienced service problems. Mr. Wood
states that he is “entitled” to $25 for each trouble report.

The following is staff’s recommendation regarding the
resolution of this dispute.
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DISCUSSION OF ISSUES

ISSUE _1: Were there any problems in GTE’'s facilities that would
have prevented call completion from Mr. Perry’s telephone number to
Mr. Wood’s telephone number?

RECOMMENDATION: No. It appears that the problems associated with
Mr. Perry’s inability to reach Mr. Wood were not caused by GTE's
facilities. (CLEMONS, SMITH, LEWIS)

STAFF _ANALYSIS: On February 12, 1998, GTE reported that it
determined that Mr. Perry was dialing an incorrect telephone number
for Mr. Wood. On May 28, 1998, staff conducted loop tests from Mr.
Perry’s and Mr. Wood’s residences. Staff also conducted a call
completion test from Mr. Perry’s telephone number to Mr. Wood'’s
telephone number. The loop tests were acceptable to staff. Also,
when staff dialed Mr. Wood’'s telephone number from Mr. Perry’s
telephone number, the call completion was 100 percent. However,
when Mr. Perry tried to dial Mr. Wood’s telephone number, he dialed
three incorrect telephone numbers--once to his daughter‘’s telephone
and twice to other wrong telephone numbers.

Staff also checked the Commission’s Complaint Tracking System
and found that there were 221 complaints filed against GTE from
January 1, 1997 through May 12, 1999 in Polk County. Of those
complaints, records show that there were 10 outage/repair
complaints, such as the one involved in the instant case, closed as
alleged infractions against GTE in Polk County. A breakdown of the
10 complaint classifications are as follows:

outage/delay in restoring service

delay in clearing trouble reports

continuous service problems (different problems)
delay of dial tone or call completion

b W

Records show that none of the 10 customers with the outage/repair
complaints live on Schaefer Lane in Lake Wales. Of the 221
complaints in Polk County, records show that only two are from the
696 Lake Wales Exchange (Cakwood Drive and Tiger Creek Forest),
which also serve Mr. Wood and Mr. Perry. These files were closed
with no alleged infractions against GTE.

Based cn the foregoing, it appears that there were no unusual
service problems in GTE's facilities that would have prevented Mr.
Perry from completing calls to Mr. Wood’s telephone number or
prevented Mr. Wood from receiving calls from any other customer.
Accordingly, staff recommends that the Commission £ind that the
problems associated with Mr. Perry’s inability to reach Mr. Wood
were not caused by GTE’s facilities.
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ISSUE 2: Did GTE improperly disconnect Mr. Wood’s telephone service
on March 25, 1998 for nonpayment?

RECOMMENDATION: No. GTE did not improperly disconnect Mr. Wood's
service on March 25, 1998 for nonpayment. (CLEMONS, SMITH, LEWIS)

STAFF ANALYSIS: GTE reported it mailed a late notice to Mr. Wood on
March 10, 1998, for payment of $232.27 by March 19, 1998. Since a
payment had not been received, GTE stated that it temporarily
disconnected Mr. Wood's service for nonpayment on March 25, 1999,
and completely disconnected Mr. Wood’s service for nonpayment on
April 4, 1998. GTE reported that it reestablished Mr. Wood’s
account and restored the service with teoll blocks on April 20,
1998, without payment and pending the outcome of his complaint.
The company also stated that it did not bill Mr. Wood’s account for
the $55 nonrecurring connection charge to reestablish his service.
On May 5, 1998, Mr. Wood stated that he mailed his outstanding
balance to GTE based upon staff’s response that his payments could
not be placed in an escrow account. GTE reported that it removed
the toll restriction blocks from Mr. Wood’s service on June 4,
19898. :

Rule 25-4.113(1) (f), Florida Administrative Code, states, “As
applicable, the company may refuse or discontinue telephone service
under the following conditions provided that, unless otherwise
stated, the customer shall be given notice and allowed a reasonable
time to comply with any rule or remedy any deficiency: For
nonpayment of bills for telephone service, including the
telecommunications access system surcharge referred to in Rule 25-
4.160(3), provided that suspension or termination of service shall
not be made without 5 working days’ written notice to the customer,
except in extreme cases. The written notice shall be separate and
apart from the regular monthly bill for service....” Rule 25-
22.032(10), Florida Administrative Code, states, “During the
pendency of the complaint proceedings, a utility shall not
discontinue service to a customer because of an unpaid disputed
bill.”

Mr. Wood’s concerns were related to a service problem, not a
disputed amount. However, it appears that staff did not timely
respond to Mr. Wood’'s statement about his intention of withholding
his payments until the service problem was resolved. On the other
hand, Mr. Wood chose to withhold his payments before he received
staff’s response to his statement about withholding payments.
Additionally, it appears that Mr. Wood did not respond to GTE's
disconnection notice. Staff believes that GTE did not violate any
of the Commission’s rules when it disconnected Mr. Wood’'s service
on March 25, 1998.
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Although GTE could have made a petter decision, given the
extreme weather conditions, staff recommends that the Commission
find that it did not improperly disconnect Mr. Wood's service on
March 25, 1998 for nonpayment.

ISSUE 3: Has GTE issued the proper credits to Mr. Wood's account
for the time out of service?

RECOMMENDATION: Yes. It appears that GTE issued the proper credits
to Mr. Wood's account for the time out of service. (CLEMONS, SMITH,
LEWIS)

STAFF ANALYSIS: GTE reported that it issued two $25 Service
Performance Guarantee credits to Mr. Wood’s February 1998 and March
1998 bills. The company also stated that it issued $1.78 service
credit on his February 1998 bill. Additionally, GTE reported that
it issued two service credits on Mr. Wood's June 1998 bill for
$2.14 (for not removing the toll block from May 9 to June 4) and
$1.65. When the customer’s service was reestablished on April-' 20,
1998, GTE stated that it waived the §55 nenrecurring connection
charge. Mr. Wood chose to withhold his payments before staff
responded to his concerns regarding withholding his payments and
putting them in an escrow account until his service problems were
resolved.

Rule 25-4.110(2), Florida Administrative Code, states, “Each
company shall make appropriate adjustments or refunds where the
subscriber’s service is interrupted by other than the subscriber’s
negligent or willful act, and remains out of order in excess of 24
hours after the subscriber notifies the company of the
interruption. The refund to the subscriber shall be the pro rata
part of the month’s charge for the period of days and that portion
of the service and facilities rendered useless or inoperative;
except that the refund shall not be applicable for the time that
the company stands ready to repair the service and the subscriber
does not provide access to the company for such restoration work.
The refund may be accomplished by a credit on a subsequent bill for
telephone service.” Rule 25-4.070(3) (b), Florida Administrative
Code, states, “Service Affecting: Clearing of service affecting
trouble reports shall be scheduled to linsure at least 95 percent of
such reports are cleared within 72 hours of the report in each
exchange as measured on a monthly basis.” Since Mr. Wood’s service
was disconnected for nonpayment, the March 25, 1998 through April
20, 1998 service outage does not meet the requirements in Rule 25-
1170(2) for the time out of service credits. The company also
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verified that Mr. Wood’'s basic monthly local service charge is
$10.86, resulting in a daily charge of 36 cents based on a 30-day
month. GTE reported that the $50 Service Performance Guarantee
credits were more than what Mr. Wood would have received for the
time out of service credits (See Trouble Summary Report--Attachment
2).

It appears that GTE did not respond to some of Mr. Wood’s
trouble reports within 24 hours (as indicated by asterisks (*) in
the left-hand margin of the Trouble Summary Report), resulting in
a total of 46 days out of service credit times 36 cents equal
$16.56. Thus, it appears that GTE issued more than the proper
credits to Mr. Wood’s account for the time out of service.
Additicnally, staff believes that the Service Performance Guarantee
credits do not apply.in this case, only the time out of service
credits (See GITIE’'s Service Performance Guarantee tariff for

residential service--Attachment 3). Again, the March 25, 1998
through April 20, 1998 service outage does not meet the
requirements in Rule 25-4.110(2), since the service was

disconnected for nonpayment, after the proper notice was sent to
the customer by GTE. The company reported that it waived the $s5§
nonrecurring charge to reestablish Mr. Wood’s service.

Based upon the foregoing, it appears that GTE issued more
credit to Mr. Wood’s account than what he would have received for
the time out of service, which exceeded the 24-hour repair time.
GTE issued a total of $110.57 credit ($25.00, $1.78, $2.14, $1.65,
$25.00, $55.00) to Mr. Wood’s account. Accordingly, staff
recommends that the Commission find that GTE issued the proper
credits to Mr. Wood’s account for the time out of service.
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ISSUE 4: Should this docket be closed?

RECOMMENDATION: Yes. 1If no person whose substantial interests are
affected by the Commission’s order in this docket timely files a
protest within 21 days of the issuance of this Order, the Order
becomes final and effective upon the issuance of a Consummating
Oorder and this docket should be closed. (CLEMONS)

STAFF ANALYSIS: If no person whose substantial interests are
affected by the Commission‘s order in this docket timely files a
protest within 21 days of the issuance of this Order, the Order
becomes final and effective upon the issuance of a Consummating
Order and this docket should be closed.

- 11 -
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DATE::

Y

Bl Wood  841-696-9542 ST 4.

LPo_

Month Bill Amount GTE Reg other Reg NonReg Payments/ Balance Due
A . Adjustments
1997 October 69.99 ' 18.42 65.87 5.70 Vartec No payment 89.99
November | 128.37 22.54 105.83 No payment 218.36
December |01.76 18.42 ’ 69.34 4.00 PPC 69.89 payment | 220.13
1998 January . | 16442 38.85 107.93 1.81 GTE 128.37 payment | 266.18
) ' 15.67 other
Febuary | 94.61 2118 91.45 1.00 GTE 191.74 payment | 257.27
| | TR JigiRe el g .
March 262.48 28.88 192.30 1.42GIE 494.75
39.90 GTEINS
Apiil 169.29 11.52 132.156 (.33) adj 664.04
19.95 GTEINS
Apiil Cloaing {12.17) (12.17) svc not no payment 651.87
Statement . used .
May Final Bil  -| 19.95 : 19.95 651.87 payment | 1985
posted 05/09/99
June Final Adj | (19.85) (19.85) ' zero balance
wrileoff _
Service disconnecled - out completa - on Aprll 4, 1998 due to nonpayment; service reconnacted on 04/20/98.
GTE walved the Non-Recurving installation charges of $65.00. At the time service was reconnecled.
May New Bill | 47.57 39.91 6.23 1.43 47.57
June 193.74 25.24 147.55 1.00 No pa{menl 239.17
1995 pdiiinie: 008
el {06/0B/96)
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JULY 15,

?E_.: ™ | 8t Amount GTE Reg other Reg NonReg ﬁm@:.o:.ﬂ Balance Due
) Adjustments
limecedts  |(33.25) mmmn nog | 20592
31.60 toll ad
July 65.11 15.30 13282 1.02 No payment 271.03
5973 (4376)
August 86.33 24.55 28.14 . 1.00 207.57 payment | 149.79
24.10 8.64
Seplember | 136.80 20.89 106.40 1.00 63.46 22313
8.51
Oclaber 63.42 19.15 8.25 1.95 88.33 payment | 63.42
50.16 (16.09) 136.80 payment R
November |202.74 20.69 51.84 1.95 No payment 266.16
128.08
December | 202.07 15.78 37.14 1.85 63.42 paymont | 173.24
138.27 6.93 231.57 payment
1989 January | 131.57 25.16 42.67 1.85 130.70 payment | 122.17
66.78 5.01 48.79 USBI adj
6.156 Excel Adj
Febjuary 1133.14 20.04 19.38 1.95 No'payment 205.31
87.31 4.48 50.00 Sprint adj
March 84.03 16.63 39.52 1.85 122.17 payment | 167.17
25.93 .
April 2289 15.78 516 1.95 83.14 payment 2289
84.03 payment
May 69.51 32.12 3544 1.95 92.40

As of May 26, 1999

Bill Wood, 941-696-9542

Page 2af 2
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: Jwné't2, 1908

Yo:. Lennie Fulwood

A

NECEIVE

e

Re: BillWood 841-6§96-8542 CRE
Date of Repoit | Type of Trouhle Ropomd Date Cloared/ | Trouhls Found/ Kind of work performed
: Closed
| osro1se7 Noise Hum 0501797 C-wire! liphtning damage

8:67 am Waler in line 228pm . Repalred C-Wike

06124197 No Dial Tone / Hum 06/26/97 Cwire / lightning damage agaln

4:22 pm Lightning hit line 10:22 am -~ Repalred C-wike

06126197 No Dial Tone - Cuslomer says phons never | 06/26/97 leéllmooua; non sorvlcé affecting
5:31 pm worked since tech was out on 06/24. 9:67am .- : :
06/26/97 Nolse-Slatlc at Dmaerc. 08127187 No Access.

10:09 pm Repealed rouble. 303pm

o | VW10I97 Cant be called from 698-2888 (Willlam 111197 Miscollaneous ; non-service affecting
233 pim Penty). “** Caljor gots disconnect 417 pm
recording. _
11120197 '| No Dial tone - Cant bel Called, short ring; 113087 Cuslomer emor.
6:01 pm caller reaches dlsconnect recording. 113pm — Wrong number programimed for Call
. ‘ Forwarding feature.

1212197, | Cantbe called; Caller reaches disconnect | 12/15/87 Miscallaneous -

7:09 pm recording on line. 2:25 pm .Came Clear

12118/197 Cant be called 12120i87 Miscellaneous; non service affecting
8:56 pm 1:26 pm

12123197 Cant be called; caller reaches disconnect 1/19/98 Changed customer’s line card.

5:27 pm recording 1031 am - _

.{ot/isi98 Cant be Called ; caller reaches disconnected | 01/20/98 No trouble found
1:16 pm recording . . 7:31 pm

_14-
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]
,

D;l. of Report | Type of Trouble Repo:t;)d Date Cleared! | Trouble Found/ Kind of wotk performed
T Closed

012108 Cant be Cajled ; callor reachas discatinected | 01/22/88 Customer emor; Equipment condilions
1:07 pm qudlna 11:14am

02/16/08 {Cantbe called; hwp [0 line 02/19/98 No Access

1148 pm : ' 8:08 am

_ | OnApill 27, GTE received a fax from Mr.Wood, indicating the Mr. Perty could nol call him from down the sireel. GTE Local
. | Manger made a pramise visit snd gave Ms. Perry a new telephone instrument to try. Also that same day, GTE Transmission end
Protection Engineers {ssted call cable facllities md made three lo four test calls from protector to protector with no fallures.

- | 042108 Nolse; beeping o the Bne 04/28/98 . | Came Clear
11:12pm . 10:00 am
05/01/08 Service culs off 05/03/88 Changed Line equipment in the cenlral office
9:43 on : 10:39 am '
05/06/98 Nolsa hum 05/07/98 No access
9:69 pm 3:45 pm

You will recall, it was later determined that Mr. Peity was sometimes misdlaling.
Pleasa let me know ¥ you require additional information. On the repalr tickels cjeared oul lo Migcellaneous- (his is all the information
there Is on the licket, thevefore | cannot pravide any more information than this.

Begarding Credits:
Cuistomer was given two SPG's ($25.00 each) a tolal credit of $50.00.
One credit appeared on the February 1998 bill and one appeared on the March 1898 bill,

In addition, to foster customer relations, when the service was reconnecied in Apxil, wowalvodllem-Reunﬂngd\argaslor
installation. 'llnuwmﬂnbapp«mdmalolymoomll

On Juné 4, the toll restriction was removed from Mr. Wood's account. The agreement was the restriction would stay In place
until the pitst due bill was pald. The account was pald on May 9, however there was no follow-up on the account to
recognize the payment and that the toll block should be removed. All Mr. Wood would have needed to do was call us and
we would removed the block. On June 4, the customer was contacted and he provided LCI (CIC 432) has his choice for
_-Intertata and intralata presubsciibed canler. A credit of $2.14 was Issyed (ot the tol| block charge from May 9 to June 4.

2111 Jem bl ' 917 (ocassim) .

2027 a.m /22 £~
r U 2.
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
DOCKET NO. 990861-7( - Exhibit GTE-1
DATE: JULY 15, 1998 Page 16 of 17

:m" KICRATED . T cancel (ng 15t Sevised Page 1¢.1
A2, SEEERAL SEWRATIONS t ‘ .
A2.4 prmsnt Acrancements sod Credit ALLowscces CComtirumd) o ..
. A R .

7. Service Performance Gumrances ¢Conefrumd)
s. Business (Contimusd)
(5.3 The cradit will not acply to Seut of services conditions resuitirg from .
(a.) Villful neglect, minume or abuse by the custamer.
(b.) Problem (n the custemsr's prasises squipawnt or in the gutomer's {nside wire.

(c.) Natursi cisssters, (shor ditffculties, goverrnmsncal erders, civil commotions,
gensral renort faflure, cable cuts sffecting more. than S5 of the Campany's
.wreiwwmmt wnqumm.

(d.3 Tamporarily er permanently discontimmd service dus to nereyeert of &ills. .

€6.) (Daleted) .

b. Residenca é—— .

(1.} If @ residence amtomer reasts irstallation or remeir of Comparw-ewnd tacitities aned
to provide service offersd uier this Teriff, end the installstion or vepeir {s not
compieted ss sgreed, the customer will be eligibie to receive o credit of $25.00. GOne
ﬁ(tw“tmommum&ldmwmwuﬁauntd\m
customer subseribes to in this tariff,

€2.) Each cradit shall be Limited to the emmavt describad ebove fer the perticular (ine or
Lines associated with the service to be {nstailed or repeired.

(3.) Credit will be provided in accordance with the sbove cordditions st the request of the
amstamr, The service Performmrce usrentes will agpeer a8 wither & §25.00 credit on the ()
astanr's bill or soasthing of agasi wism, e mally sgreed «POn betwsen the customer |
and the Campany, will be provided to the customer. )

¢6.) Credit will be extanded in sccordance with the ebove conditions only for {rstallation or
repeir “fw facilities used to previde services effersd in eccerdance with
this tariff.

(5.) The credit will ot spply to Seut of service® conditions resuiting frem:
8.} ¥ilitul neglect, wiome or sixme by the custemsr.
g (b.) Prebiems {n the Custamer's premises sauipment or in the customer's {nside wire.

<e.) Narursl disssters, lasbor ditficuities, goverrmuntai ervers, civil cammtions,
gwerst aetwork failure, cable cuts effecting eore than SX of the Tompany's
QuStomeTs or CiFCUBSTINCES beyordd the controt and/of knowiedoe of Tthe Comcary.

(d.) Temporsrily or permanantly dfscomtinued service dus to nonpeyment of bills.
(6.) (daleted)
A2.5 Liskiliry of the fomoeny

.1 servica lrreguisrities

a. The Liability of the Compery for cammges srising out ef wistakes, omissions, intermptions,
delays, errors or defects in amy of the services er tecilities furnishes by the Camperry
(including, but not Limited to, exchange, toll, private iLine, euppisesencal sqipmant e
directory services) shall (n ro evant exceed an ammant ecuivelient to the progpoctionate charge
to the suomcriber for the pericd of service daring wifch such mistake, emission, {ntermuption,
delsy, srror or Gefect oCSUrS a3 provided in A2.4.4.

-16-
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-1

DOCKET NO, 9090861-TL Page 17 of 17
DATE: JULY 15, 1999 ‘ :

Printed by Shirley Stokes 5/20/98 9:32am

-— -

From: DEBORAH @ SHTP {deborah. kanpert@te'lops gte.com) .
To: Lennie Fulwood . .
Subject: Mr. Wood

=maNOTE 5/20/9%==9:242m
,CC: DEBBY @ SMTP ("debby") {debbyXRGA.INDAFXFLTPAGtelops.gte.com}, Shirley §

Return-Path <deborah kanpertﬂte19ps gte.com>
Received: from gtedsftw.bdi.gte.com (192.76.86.65)
by mail.psc.state.fl.us (Connect2-SMTP 4.30A.1000128);
Thu, 20 May 1999 09:25:50 -0400

Received: by gtedsftw.bdi.gte.com id JAA20321

(InterLock SMTP GCateway 3.0); Thu, 20 May 1999 09:25:52 -0400
Received: by gtedsftw.bdi.gte.com (Interna1 Mail Agent-2);

Thu, 20 May 1999 09:25:52 -0400
Rece1ved by gtedsftw.bdi.gte.com (Internal Mail Agent- 1).

Thu, 20 May 1999 09:25:52 -0400
Date: Thu, 20 May 99 9:24:09 -0400
Message-Id' <vines.K018+un+FrASBf1ttpstc006. tartrfl . tel. qte com>
X-Priority: 3 (Normal)
To: <1fulwood@psc.state.fl.us>
Cc: <sstokesé@psc.state.fl.us>, "debby" <debby¥RGA.INDAFXFLTPAStelops.gte.com>
From: "Deborah Kampert” <deborah.kampert@telops.gte. coe>
" ~ly-To: <deborah.kampertételops.gte.com

ors-To: <deborah.kampertételops.gte.com>

neturn-Receipt-To: "Deborah Kampert" <deborah.kamperté@telops.gte.com
Subject: Mr. Wood
X=-Incognito-Sn: S60
X-Incognito-Version: 4.11.23
Mime-Version: 1.0
Content-Type: text/plain; charset=us-ascii

I found one other repair ticket since I sent out the overnight package. ‘.gf-———-'
Report-of No dial tone

Report received 07/18/98 9:06

cleared N 07/19/98 2:42

Tleared as "Repaired Protector”

Note: service restored within 24 hours.

iebby Kampert

-17-
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-2

Page 10f3

Debby B. Kampert GTE Network Services

Regional Administrator-Regulatory Affairs (FL)
One Tampa City Center

Post Office Box 110, FLTC06816
Tampa, Fiorida 33601-0110

April 17, 1998

Mr. Richard Durbin

Division of Consumer Affairs
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Fl 32399-0850

Re: Bill Wood (Calvin Willie Wood)
Case Number 1980221

Dear Mr. Durbin:

The following information is provided in supplemental response to Mr. Bill Wood's
FPSC inquiry of March 26, 1998.

On February 26, cable splicing was completed to Mr. Wood's residence. Due to
defective vacant pairs in the new cable, Mr. Wood was not cut over to the new cable.

On February 27, GTE engineer, Ted Keiser, left message on Mr. Wood's recorder
advising him of the delay and based on weather conditions, GTE would clear the
defective cable pairs as soon as possible.

On March 9, a tornado touched down in the Polk county area. GTE section manager,
Jim Farmer and a GTE supervisor, Skip Davis made a field visit to Mr. Wood’s
residence. Mr. Farmer and Mr. Davis found Mr. Wood wondering around, his home
destroyed by the tornado. At that time Mr. Farmer asked Mr. Wood to please notify him
when he had temporary or permanent facilities with power, so GTE could provide him
service. Mr. Farmer and Mr. Davis left their business cards with Mr. Wood.

On March 23, Mr. Farmer made a field visit and noticed that Mr. Wood’s private road
was barricaded, indicating to him that Mr. Wood still did not have facilities.

On March 27, GTE engineer, Ted Keiser contacted Mr. Wood at the can be reached
number. Mr. Wood stated that his service was disconnected. Mr. Wood stated that he
would be renting a place in Highlands and because of his heart condition, he would
need his phone at that location.

A part of GTE Corporation 6/)7; _#k7/ m&A D53 PM\



Wood v. GTE Fiorida, Inc.
DOAH Case No. 99-3595

Exhibit GTE-2
. Page 2 of 3
Mr. Durbin
Case Number 199022I
April 17, 1998
Page 2

On March 27, Mrs. Sandy Henrichs, GTE Executive Assistant contacted Mr. Wood to
advise him his service was temporarily disconnected on March 25, due to non payment not
a repair issue. Mr. Wood advised he would not pay his bill until his repair issues were
resolved. Payment was due on the account and no action could be taken until Mr. Wood
paid his outstanding balance.

Please note: Service was disconnected for non payment - see payment history attached.
Currently due:

GTE Regulated Charges $60.61 (87.39 less 26.78)
ATT Toll $523.83

NonReg - $79.58

Total due $664.02

Note: Customer’s last payment appeared on the February bill and that payment
in the amount of 91.74 went towards the outstanding December bill.

GTE has already issued
$25.00 SPG appeared on the February bill
$25.00 local service adjustment appeared on the March bill

On April 17. Ms Henrichs contacted Mr. Wood at the can be reached number. Ms.
Henrichs explained about the past due amount and offered to have his service
reconnected with toll bocks in place until the outstanding balance was paid in full. Ms.
Henrichs advised she would make payment arrangements with Mr. Wood. Mr. Wood
declined the offer stating he would not pay GTE until his repair issues were

resolved.
. Al sy

GTE has issued an installation order for Mr. Wood’s service on 813-696-2858 with toll
blocks on the account (Order Number 1059887,F910). The order is due dated to be
complete April 20. The toll blocks will remain on the account until the charges are paid in
full. GTE is still willing to make payment arrangements with Mr. Wood on the outstanding
balance of $664.02. Normal collection procedures, including disconnection for
nonpayment will be put on hold until the FPSC complaint has been closed. At that time,
collection procedures will resume.

We trust this provides you with the information you require to resolve this matter.

Sincerely,

UL Bt
Debby B. Kampert ‘
Attachment

A part of GTE Corporation



Bill Wood 941-696-9542

MONTH Bill Amount GTE ATT Non Regulated | Payments/ adj Balance DUE
Regulated Reguiated
October 1997 | 89.99 18.42 65.87 5.70 Vartec no payment 89.99
November 128.37 22.54 105.83 no payment 218.36
December 91.76 18.42 69.34 4.00 PPC 89.99 payment | 220.13
January 1998 | 164.42 38.85 107.93 1.97 GTE 128.37 payment | 256.18
15.67 other
February 1998 | 94.61 27.16 91.45 1.00 GTE 91.74 payment | 257.27
(25.00) SPG
(1.78) OOS adj
March 1998 262.48 28.86 192.30 1.42 GTE no payment 494.75
39.90 GTENET
(25.00) adj/
local service
April 1998 169.29 17.52 132.15 (.33) adj no payment 664.04
19.95 GTE NET
Current 87.39 523.83 79.58 (26.78) 664.04
balances

Service Out complete 04/04/98

€ Jo g ebed
2-31D dqyx3

§65€-68 ‘ON 85D HVOQ
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-3

Page 1 of 2

GTE

Debby B. Kampert GTE Network Services
Regional Administrator-Regulatory Affairs (FL)
One Tampa City Center
Post Office Box 110, FLTC0616
Tampa, Florida 33601-0110

February 20, 1998

Mr. Richard Durbin

Consumer Affairs Analyst

Division of Consumer Services
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Fl1 32399-0850

Re: Bill Wood
Case Number 1990221

Dear Mr. Durbin:

The following information is provided in supplemental response to
Mr. Bill Wood's FPSC inquiry of February 9, 1998.

Oon February 10, Mr. Wood's inquiry was referred to Infrastructure
Provisioning. GTE Construction Supervisor, Charlie Boyd
contacted Mr. Wood.

Oon February 11, Mr. Boyd and the GTE line crew made a field visit
to Mr. Wood's residence. They found and repaired a section of
drop between the terminal and the CRD wire that had rubbed
against an oak tree, and a rusty connection at the other end of
the CRD wire at the splice connector. GTE also found the
Customer Provided Equipment (CPE) to be defective which the
customer agreed to replace.

On February 12, GTE Engineer, Ted Kaiser, made a follow up visit
to Mr. Wood's residence. Mr. Wood suggested that Mr. Kaiser
check with his neighbor, Mr. Perry to see if he could call him.
After discussing the problem with Mr. Perry, it was determined
that Mr. Perry was dialing the incorrect number.

On February 13, attempts were made to contact Mr. Wood. A
message was sent via fax for Mr. Wood to call GTE. Mr. Wood
returned the call, and stated that he went out and forgot to
unplug his fax. A Service Performance Guarantee credit of $25.00
was issued and should appear on the March 1998 bill.

Mr. Wood is satisfied at this time.

-2 (;TEf%?iE

A part of GTE Corporation



Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-3

. . Page 2 of 2
Mr. Dick Durbin

Case Number 199022I
February 20, 1998
Page 2

We trust this provides you with the information you require to
resolve this matter.

Sincerely,

N

Debby B. K ert
DBK:aaf

Winter Haven/30E

A part of GTE Corporation



Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-4

Page 1 0of 1

GTE

Debby B. Kampert GTE Telephone Operations
Regional Administrator-Regutatory Affairs (FL)
One Tampa City Center
Post Office Box 110, FLTC0616
Tampa, Florida 33601-0110

January 1%}998

Mr. Richard Durbin

Consumer Affairs Analyst
Division of Consumer Services
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Fl 32399-0850

Re: Mr. Bill Wood
Case Number 1990221

Dear Mr. Durbin:

The following information is provided in response to Mr. Bill
Wood's FPSC inquiry of December 30, 1997.

It appears that lightning has struck the line serving Mr. Wood,
more than once causing intermittent problemns. It has been
determined that the cable serving Mr. Wood 1is in need of
replacement.

Local Manager, Dwight Clanton has contacted Ted Kaiser in the
Engineering Department, with the necessary information to process
a request for replacement. This replacement is expected to be
completed within 30 days.

To foster customer relations on January 13, a Service Performance
Guarantee credit was issued for the inconvenience. The credit
should appear on the next bill.

We trust this provides you with the information you require to
resolve this matter.

Sincerely,
—
_ 24
Debby B. pert
DBK:aaf

Winter Haven District\30E

A part of GTE Corporation GTE ke 4"(



To: smtp(sstokes@psc.state.fl.us] Wood v. GTE Florida, Inc.

' From: Deborah Kampert@RGA.INDAF DOAH Case No. 99-3595
Cc: debby@RGA.INDAF Exhibit GTE-5
Bcc: Page 1 of 3
Subject: Revised bill chart on Wood
Attachment:

Date: 5/26/99% 11:20 AM
Shirley:
I will be faxing to you the updated charges and payment chart for Mr. Wood.

In addition to the credits already mentioned, Mr. Wood also received the
following credits:

February 1998 bill 25.00 SPG
1.78 time out of service credit
March 1998 bill 25.00 SPG
April 1998 55.00 waived NRCs to reconnect service.
June 1998 bill 2.14 time out of service credit

1.65 time out of service credit.
Please let me know if you require additional information.

Debby Kampert
813-483-2531

e ~ <7 7
Jorbn L SO Jlee

GTE #5~



Bill Wood 941-696-9542

19.95

Month Bill Amount GTE Reg other Reg NonReg Payments/ Balance Due
Adjustments
1997 October 89.99 18.42 65.87 5.70 Vartec No payment 89.99
November | 128.37 2254 105.83 No payment 218.36
December |91.76 18.42 69.34 4.00 PPC 89.99 payment | 220.13
1998 January 164 .42 38.85 107.93 1.97 GTE 128.37 payment | 256.18
15.67 other
February 94.61 27.16 91.45 1.00 GTE 257.27
(25.00) 8PG
March 262.48 28.86 192.30 1.42 GTE no payment 494.75
39.90 GTEINS 25.00 ady/
Jocal service
April 169.29 17.52 132.15 (.33) adj no payment 664.04
19.95 GTEINS
April Closing (12.17) (12.17) svc not no payment 651.87
Statement used
May Final Bill 19.95 19.95 651.87 payment | 19.95
posted 05/09/99
June Final Adj (19.95) (19.95) zerobalanc p 0 9 =
writeoff ‘,3 =§' >
~ o -<
Service disconnected - out complete - on April 4, 1998 due to nonpayment; service reconnected on 04/20/98. f,“ r% § o
GTE waived the Non-Recurring installation charges of $55.00. At the time service was reconnected. &z s
-y
May New Bill | 47.57 39.91 6.23 1.43 47.57 § :“
June 193.74 25.24 147.55 1.00 No payment 239.17 @3




As of May 26, 1999

Bill Wood, 941-696-9542

Page 2 of 2

Month Bill Amount GTE Reg other Reg NonReg Payments/ Balance Due
Adjustments
June credits (33.25) 1.65 time 008 | 205.92
credit
31.60 toll adj
July 65.11 15.30 32.82 1.02 No payment 271.03
59.73 (43.76)
August 86.33 24.55 28.14 1.00 207.57 payment | 149.79
2410 8.54
September 136.80 20.89 106.40 1.00 63.46 223.13
8.51
October 63.42 19.16 8.25 1.95 86.33 payment 63.42
50.16 (16.09) 136.80 payment
November 202.74 20.89 51.84 1.95 No payment 266.16
128.06
December 202.07 15.78 37.14 1.95 63.42 payment 173.24
138.27 8.93 231.57 payment
1999 January 131.57 25.16 42.67 1.95 130.70 payment | 122.17
56.78 5.01 46.79 USBI adj
5.15 Excel Adj
February |133.14 20.04 19.36 1.95 No payment 205.31
87.31 4.48 50.00 Sprint adj Pmos
X009
March 84.03 16.63 39,52 1.95 122.17 payment | 167.17 cgis
25.93 288 o
April 22.89 15.78 5.16 1.95 83.14 payment | 22.89 “Za
84.03 payment 8 %
May 69.51 32.12 35.44 1.95 92.40 &5
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-6

Page 1 of 1

May 25, 1999
To:  Shirley Stokes

Re: Revised information regarding disconnect in March 1998

Revised information regarding disconnect to Mr. Wood's account. | was not reading
the treatment records correctly.

Mr. Wood's service to 941-696-9542 was disconnected for nonpayment on March 25.
See specifics below.

1. Did the customer receive a late notice? If yes, when was it sent to the customer and
what was the pay by date on the notice?

Response:
The late notice was mailed on March 10, 1998 for a delinquent amount of
$232.27. (This is the $ 257.27 past due less a $25.00 adjustment).

The Final Payment date on the notice was March 19, 1998.
3. When was the service actually physically disconnected?
Response:

When payment was not received on March 19, the collection process continued
and the service was physically disconnected on March 25th at 8:53 AM.

Debby Kampert

G G



Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-7

G TR

Debby B. Kampert GTE Service Corporation
Specialist - Regulatory & Gov't Affairs (FL)
One Tampa City Center
Post Office Box 110, FLTC0616
Tampa, Florida 33601-0110

April 30, 1999

Mr. Calvin Willie Wood
P.O. Box 6352
Nalcrest, FL 338566352

Enclosed please find a “Revised” Settlement Agreement relating

Dear Mr. Wood:

In an effort to resolve and close your open inquiry prior to the telephone informai
conference schedule for May 12, | am offering a proposed settlement.

Please keep in mind, the following credits have already been provided:

1. $25.00 Performance Guarantee appeared on your February 1998 bill

2. $25.00 local service adjustment appeared on your March 1998 bill

3. The Set-up charges were waived (approximately $55.00) for the installation of your
second line that was installed in Aprit4898. < &PT 1 ¥.

As my settlement proposal, | offer a $25.00 credit to both of your accounts, which would
total another $50.00 in credit.

Our records do not show any trouble reports since February 1999. In addition, your
payments to your accounts are up to date and there are no notations on either account
to indicate any billing disputes.

Mr. Wood, it is our priority to provide excellent customer service and | regret that this
matter has taken so long to resolve. | apologize for any inconvenience you may have
experienced. You will note that the revised agreement attached, makes it clear the
settlement is specific to the open case only and this does not prohibit you, Mr. Wood,
from asking the FPSC to intervene in the future on any other issue or matter.

Please review and fax a signed copy or comments back to me at 813-227-9661.

Sincerely,

g N th L\l\jé%'( X Qf ’_*7,\«{\

Debby B. Kampert

A part of GTE Corporation G l gﬂ il



Wood v. GTE Fiorida, inc.
DOAH Case No. 99-3595
Exhibit GTE-7

Page 2 of 2

SETTLEMENT AGREEMENT

Complaint Number 199022I

By signing the following statement, the parties agree that a satisfactory
resolution of complaint number 190022! has been reached and understand that the
settiement is binding on both parties and that the parties release each other from
liability regarding this specific complaint and waive any right to further review or

action by the Commission regarding this specific complaint.

A compromise adjustment of $25.00 (which is equal to one month’s local service
credit) is hereby acknowledged and will appear on the next bill issued for 941-696-9542
and 941-696-8914 after completion of the settlement agreement. Total adjustment is
equal to $50.00. Issuance of this compromise adjustment is not to be construed as an
admission of liability or fault by GTE Florida, Incorporated.

Customer Date
&u & &L\ :i?{(i \\\@\ N~ (\‘ i\_zf _."‘ﬂ
Company Représentatwe Date

Debby Kampert
Specialist - Regulatery Affairs
GTE Service Corp.



To: Debgrah Kampert@RGA.INDAF
From: "Shlrley.Stokes" <sstokese@email.psc.state.fl.us>
Cc: smtp("Shirley Stokes" <sstokes@mail.psc.state.fl.us>]

Bcc:
Subject: Bill Wood, Case# 199022T Wood v. GTE Florida, Inc.
Attachment: Headers.822 DOAH Case No. 99-3595
Date: 4/22/99 12:25 PM Exhibit GTE-8
Page 1 of 2

======== Original Message ========
Return-Path: <deborah.kampert@telops.gte.com>
Received: from internet.irngtx.tel.gte.com (192.76.80.65)
by mail.psc.state.fl.us (Connect2-SMTP 4.30A.1000128)
for <sstokes@psc.state.fl.us>; Thu, 22 Apr 1999 11:29:35 -0400

Received: by telops.bdi.gte.com id AA20727

(GTE Telephone Operations SMTP Gateway 3.0 for sstokesepsc.state.fl.us);

Thu, 22 Apr 1999 11:29:09 -0400
Received: by telops.bdi.gte.com (Internal Mail Agent-2);

Thu, 22 Apr 1999 11:29:09 -0400
Received: by telops.bdi.gte.com (Internal Mail Agent-1);

Thu, 22 Apr 1999 11:29:09 -0400
Date: Thu, 22 Apr 99 11:26:33 -0400
Message-Id: <vines.KOl8+dynSrAeflttpstc006.tmtrfl.tel.gte.com>
X-Priority: 3 (Normal)
To: <sstokesepsc.state.fl.us>
Cc: "fpsc.complaints" <fpsc.complaintse@telops.gte.com>
From: "Deborah Kampert" <deborah.kampert@telops.gte.com>
Reply-To: <deborah.kamperte@telops.gte.com>
Errors-To: <deborah.kampert@telops.gte.com>
Return-Receipt-To: "Deborah Kampert" <deborah.kampert@telops.gte.com>
Subject: Bill Wood, Case# 199022
X-Incognito-Sn: 560
X-Incognito-Version: 4.11.23
Mime-Version: 1.0
Content-Type: text/plain; charset=us-ascii

April 22, 1999

To: Shirley Stokes
Division of Consumer AFfairs
Florida Public Serivce COmmission

Re: Bill Wood, Case # 1990221

1. Was the service restored between March 23, 1998 and March 25, 19987
If so, please provide the date.

Response:
No. At that point the service related issues resulting from the tornado
had not been resolved. The disconnection for billing issues occurred on

March 25, 1998.

2. Was 941-696-2858 the new telephone number or temporary number

GTEY



-

Wood v. GTE Florida, inc.

' ] DOAH Case No. 99-3585
connected at the Highland address? Exhibit GTE-8
Response: Exhii G

No. Telephone number 941-696-2858 is service provided to Mr. William
Perry, Mr. Wood's friend, and the service address is 11076 Schaffer Lane,
Lake Wales. Mr. Wood's address is 10577 Schaffer Lane, Lake Wales.

3, After the company completed the cable splicing on February 26, 1998,
please provide the date that the customer's service was cut over to the
new cable.

Response:

Our records show, Cable splicing was complete on February 26, however
pairs service Mr. Wood were defective. On February 27, Mr. Wood was
advised there would be a delay in repair due to the extreme weather
conditions at that time. See note below.

On March 9, a tornado touched down in the Polk County area and GTE was not
able to complete and restore service to Mr. Wood due to down power lines.
Mr. Wood was advised to call GTE once temporary of permanent power
facilities were back in place.

On March 23, GTE found Mr. Wood's private road barricaded, indicating to
him that Mr. Wood still did not have facilities and GTE did not have

access.

On March 25, service was temporarily disconnected for Nonpayment and after
no payment was received that service was permanently disconnected. 1In
order to reestablish the account payment was required and a new service
order/ application as well.

On 2pril 20, new service was provided to Mr. Wood.

$25.00 SPG appeared on the February bill

$25.00 local service adjustment appeared on the March bill

In addition, to foster customer relations, when the service was
reconnected in April, the Nonrecurring service charges were waived which
amounted to approximately $55.00 credit.

Note:

GTE was severely impacted by the El Nino weather in 1998. In February
1998 GTE experienced 10.82 inches of rainfall. Which was record for the
month. The continued excessive rain had a direct impact on our results by
hindering the work force in performing their jobs, which in turn added to
the volume of trouble reports. In March 1998, we experienced in excess of
8 inches of rain. Our average rain fall from October through March is 14
inches. For the time period of October 1997 through March 1998 we
received 43.58 inches of rain. These intense weather condition included
strong winds and lightning.

Shirley: DPlease let me know prior to the conference call - what you
propose GTE cna do to settle this matter.

Debby Kampert



Wood v. GTE Fiorida, Inc.

To: FPSC.Complaints@RGA.INDAF@FLTPA DOAH Case No. 99-3595
From: <sstokes@mail.psc.state.fl.us> Exhibit GTE-9
Cec: Page 1 of 4

Subject: CATS NO: 189022I WOOD, BILL
Attachment: BEYOND.RTF
Date: 12/03/1999 11:50 AM

NAME: WOOQOD, BILL

CASE NO: 199022|

COMPANY: GTE FLORIDA INCORPORATED

CITY: NALCREST

ZIP: 33856

ADDRESS: P.O. BOX 6352

TIME REC'D: 1:40 PM

DATE REC'D: 12/30/1997

CONSUMER TELEPHONE: (941)-696-9542

CAN BE REACHED:

TIME SENT TO COMPANY: FAX

DATE SENT TO COMPANY: 12/30/1997

BILLING TYPE: S

ACCOUNT NO.;

CATEGORY/INFRACTION CODE: GI-11

ENTERED BY:

ASSIGNED ANALYST:

DUE DATE: 01/15/1998

CLOSEOUT ANALYST: JRD

DATE CLOSED: 06/16/1998

TIMELY/LATE: T

NOTES: The customer said he is having trouble receiving calls. People tell him they have called more than once, but
the customer said the phone does not ring. Please, respond by the date below.

inquiry taken by JOHN PLESCOW>

1/15/98 Report received.

2/9/98 Received letter from customer.

2/9/98 FAX TO GTE: WE HAVE RECEIVED A LETTER FROM MR. WOOD STATING THAT THIS PROBLEM HAS
NOT YET BEEN RESOLVED. PLEASE PROVIDE A FOLLOW-UP.

2/20/98 Report received.

3/26/98 Customer called and said that GTE has never repaired his service and has now disconnected him. He says
he told GTE that he would not pay his bill until the service was repaired. He can be reached this morning at 696-2858.
4/2/98 The customer called and said that his service has not been connected or repaired as of yet. | called Arlene at
GTE who said that he has not paid over $500 in charges and they won't give him service until he pays. He wants a
copy of the report when | receive it tomorrow.

4/2/98 Received letter from customer asking for an informal conference.

4/10/98 Received letter from customer with a list of neighbors who also complain of poor service from GTE.

4/17/98 Report received.

4/20/98 Received notice from GTE that they are reconnecting customer, but he still owes over $600.

5/15/98 Lennie Fullwood of CMU contacted me to find out what my experience has been with the case. It appear that
Mr. Wood has contacted CMU also, and a case was opened in that division. | told him | would call Debbie Kampert to
find out whether the customer had paid his bill as agreed. | left a message for Debbie to call me. Debbie calied and
customer has paid.

6/4/98 | met with Don McDonald and Lennie Fulwood of CMU. Lennie made a trip to the customer's home and ran
tests. He found no problems. He went to the home of the gentleman that has not been able to reach him. The
gentleman tried to call Mr. Wood three times but dialed the wrong number each time. Lennie made numerous calls
himself and they all went through. Mr. Wood has written to Senator Laurent who has written to Mr. Talbott. Lennie is
expecting to receive some repair records from Debbie Kampert by Monday. After those records are received | wili
close this case and, if the customer is still not satisfied, pass it on for an informal conference to be conducted as
requested by the customer on April 2.

6/16/98 Closed with letter for Mr. Talbott's signature and a copy to Senator Laurent.

07/02/98 - Customer has requested an informal conference regarding his issues with GTE.paj

07/06/98 - Suppimental correspondence from Mr. Wood addressed to Mr. Talbott. Mr. Wood is requesting additional

information.
(e



07-22 - | spoke with Debbie, and she has agreed to provide a phone with large buttons to Mr. Wood's neighbor. This
may resolve the problem of misdialing Mr. Wood. She has also agreed to have someone from GTE look at MR.
Wood's equipment to make sure the phone is ringing./JFP

07-23 - | called the customer, and left a message. | expiained how | requested that the company take some additional
steps to resolve the matter,

and | would need to talk with the customer to arange a time he could meet with the company technicians./JFP

08-18 - The customer sent a letter. In the letter he said that GTE has fixed the problem his neighbor had calling him,
but he still wants an informal conference./JFP

08-21 - | called the customer, and | requested he call me./JFP

08-21 - | spoke to the customer, and he said he would drop his request for an informal confrence if he were to get3
weeks out of service credit, on his local phone bill./JFP

08-21 - | called the company, and GTE said it would issue a time out of service credit./JFP

08-25 - Arleen called, and the settlement agreement is being sent to the customer today. The customer's account will
be credited $25.00, if he signs the agreement./JFP

09-04 - | called the company, and they have not been contacted by the customer. He has not returned the settlement
agreement./JFP

09-04 - | am attempting to contact the customer, but his line has remained busy./JFP

09-04 - | finally, contacted the customer at 4:00 P.M., and | left a message on his answering machine. | requested he
let me know if he received the agreement./JFP

09-09 - | spoke to the customer. | called him, he did not return my cali. He said if a second line, that is scheduled to

be installed today, is installed with no problems, he would sign the settlement agreement./JFP J
09-09 - | called the company, and | relayed what the customer told me./JFP E§
09-09 - Arlene called, and said that the customer's second line has been installed, and he is satisfied./JJFP 33
09-10 - | spoke with the customer, and he is satisfied. He said he wouid sign the agreement, and mailed it out s
today./JFP 09-10 - | called GTE and | relayed what the customer told me./JFP " 2o
09-17 - | called the customer, and he has not mailed the agreement yet. He has made some modifications to the '5 =
agreement, so the company will have to approve the changes. ! relayed this information to GTE./JFP S 3 S’_
09-25 - GTE's response received. The company will not sign the agreement as modified./JFP 3 5 e
10-12 - | spoke with Debby, and she will contact the customer to see if an agreement can be reached./JFP § 8 E

11-03 - | called the company, and a settle agreement is being worked on./JFP

11-17 - | called the company, and the agreement is still being drafted./JFP

12- 02 - | checked and the agreement is still being drafted./JFP

12- 17 - | called the company, and | was told the agreement should be completed by the end of the year./JFP
01-11 = called GTE, and Debby said that a new attempt to resolve the matter by letter is being done. She said the
letter will be done in the nest couple of days./JFP

01-12-99 - The company sent a copy of the letter ans proposed settlement agreement./JFP

01-19 - | cailed the customer, and | requested he return my call. | need to talk to the customer about the
agreement/JFP

01-20 - | called the customer again, and | left the same message | left the day before./JFP

01-21 - | called the customer again, and | left the same message./FJP

01-22 - | called again, and | got the answering machine again. | left the

same message./FJP

01-25 - | called again, and | left a message on his answering machine./JFP

01-25 - | checked with the company, and they have not been contacted by the customer./JFP

01-26 - | called the customer again, and | again requested he return my call./JFP

02-02 - | called hte company, and They have not followed up with the customer yet./JFP

02-03 - | called the company, and | was told the customer would be contactedf today./JFP

02--03 - | spoke to Debby,k and she said she spoke to the customer. He said he need to think about the
agreement./JFP

02-04 - | cailed The customer, and | left a message requesting he return my call./JFP

02-08 - | called the customer, and | requested he call me. Also, | checked with the company, and the customer has not
contacted the company./JFP

02-09 - | called the customer, and | requested he return my call./JFP

02-16 - | called the customer again, and | requested he return my call./JFP

02-17 - | called the customer, on my second line, and he picked up. He said he understands that tthe PSC has no
jurisdiction over damage clames, but he he has some questions that he said the answers too, are in the FAC. He said
his hard drive has been broken, and he has been unable to do the resurch. He said he is making the repairs today,
and we should talk on 02-23./JFP

02-17 - | called the company, and | requested to know the total amount of credits that the customer has received since
the beginning of this inquiry./JFP

02-23 - | called the customer. and | requested he return my call./JFP

02-27 - I spoke to the customer, and he wants to go to conference. He understands that the PSC has no authority
over damages, but he believes he has not received enough of a credit for the time his phone was out of service. Note,
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Ine company nas said that the customer received mor in service guarantee credits, than he would have received if he
had been given time out of service credit./JFP

03-26-99 |, Shirley Stokes, received this file from Mr. John Plescow during the afternoon.

03-29-99 | notified my supervisor, Mrs. Jennifer Erdman-Bridges, that the file is incomplete. She will have Chris to
check the 1997 file boxes for the original file. S. Stokes.

03-30-99 CAF (Chris) obtained some of CMU's correspondence regarding this customer's complaint. | still need a
copy of Mr. Talbott's June 16, 1998, letter. S. Stokes

03-31 | sent an E-mail to Mrs. Bridges with a copy to Mr. Leroy Rasberry stating that we need Lennie Fulwood's
(CMU) assistance in providing information regarding his findings in this case. S. Stokes

04-01 | received a copy of Mr. Talbott's June 17, 1998, letter from Mrs. Bridges. S. Stokes

04-06 At 10:23 a.m., | tried to reach Mr. Wood. | left a message on his answering machine to give me a call to discuss
his informal conference request concerns. | explained that | had reviewed the file and it appears that the service
problem has been resolved. S. Stokes.

04-06 FAXED TO CO. Based on GTE's April 17, 1998 report, a tornado destroyed Mr. Wood's residence on March 9,
1998. The company made a follow-up field visit to Mr. Wood's residence on March 23, 1998, and found his private
road was barricaded, indicating still no facilities. On March 27, 1998, GTE informed Mr. Wood that his service was
temporarily disconnected on March 25, 1998 for nonpayment, but was restored on April 17, 1998. Additionally, Mr.
Wood had informed GTE on March 27, 1998, that his service was disconnected and would be renting a place in
Highlands due to his heart condition.

*For clarification, please provide me with a written report ASAP or by April 8, 1999, regarding the following
information. S. Stokes

*Was the service restored between March 23, 1998 and March 25, 19987

If so, please provide the date?

*Was 813 (or 941)-696-2858 the new telephone number or temporary number

connected at the Highland address? [f so, what was that address?

*After the company completed the cabie splicing on February 26, 1998, please provide the date that the customer's
service was cut over to the new cable

*PLEASE FAX THE REPORT TO SHIRLEY STOKES AT 413-6126—-THANKS

04-08 Mr. Wood called around 10:30 a.m. He stated that he still wanted to have the informal conference. | explained
that the file information revealed information about other customers' concerns. However, | explained that the informal
conference will oniy be regarding his service problems. Mr. Wood agreed to a telephone conference on May 12, 1999,
at 10 a.m. | explained that | will call GTE to confirm this date. Mr. Wood also stated that he is in Miami, as he is today,
sometimes and provided me with his Miami telephone number 305-935-0784. Before the conference date, he will
confirm the contact telephone number for the informai conference. S. Stokes

04-08 At 10:35 a.m., | called GTE regarding the informal conference concern. Ms. Arlene Favata stated that Debby
Kampert was out of the office until Monday, April 12, 1999. She will provide the information to Debby for her to cail me
Monday morning, April 12, 1999, regarding the conference date. S. Stokes

04-08 At 10:39 a.m. | called Mr. Wood to let him know that the party at GTE who needs to confirm the conference date
is out of the office until Monday, April 12. | explained that | will follow up with him on Monday, and he also stated that
he will be in Miami on that date. | told him that | will call his Miami telephone number on Monday regarding the
confirmation date. S. Stokes

04-08 Received an E-mail from GTE requesting an extension until Monday, April 12, 1999 to answer the above
questions as noted on April 6, 1999--granted. S. Stokes

04-12 Around 9 a.m., | called GTE to speak with Debby Kampert. Ms. Arlene Favata told me that she wasn't in the
office at that time. S. Stokes

04-12 At4:15 p.m., | called GTE to speak with Ms. Kampert. Ms. Favata told me that Ms. Kampert had sent me an
E-Mail agreeing to the 10 a.m. time. However, she stated that she needed to be finish by 11:45 a.m. due to another
engagment. | notified Ms. Favata that | had not received that message since we were having computer problems. She
also told me that she will send the supplemental report information after our computer problems are resolved. S.
Stokes

04-12 At 4:23 p.m., | calied Mr. Wood regarding the ending time. He still agreed to the 10 a.m. May 12 conference
date. | explained that | will follow up with him regarding the conference time in a letter on Wednesday or Thursday.
Due to computer problems on Wednesday and a deposition on Thursday, the letter was not sent to Mr. Wood. S.
Stokes

04-14 Due to the computer/E-mail problems, | printed GTE's E-mails to me today. | also returned an E-mail message
to Ms. Kampert that Mr. Wood still agreed to the conference date and time.

04-16 Letter to Mr. Wood regarding the 10 a.m. May 12, 1999, telephone informal conference. | also asked him to
confirm his contact telephone number before May 10, 1999. S. Stokes

04-21 FAXED TO CO. | HAVE NOT RECEIVED THE RESPONSE TO MY APRIL 6, 1899, FAX REQUEST AS
NOTED ABOVE. PLEASE FAX THIS INFORMATION TO ME BY TOMORROW, APRIL 22, 1999. S. STOKES.

04-22 Received supplemental report. The report stated that the service was not restored between March 23-25, 1998,
At that time the company stated that the service related issues resuiting from the tornado had not been resolved.
However, the service was disconnected for the billing issues on March 25, 1998. GTE stated that telephone number

Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595

Exhibit GTE-9
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Y4 1-090-£0808 1S VIF. VVilllam Ferry’'s telepone number. | he company also verified that the customer's service was not
connected to the new cable before the tornado on March 9, 1998 and service disconnection on March 25, 1998. GTE
also asked me what it could do to settle this matter prior to the informal conference. | returned the E-mail report
stating that if the company is willing to issue additional compensation to Mr. Wood to resolve the informal conference,
the company may want to discuss the informaton with Mr. Wood and let me know the outcome. S. Stokes

04-22 GTE returned the E-mail reply, stating that $25 was offered to close the case. However, this is the same offer
that the customer refused to sign the second Settlement Agreement Form when John Plescow was handling the

case. S. Stokes

04-30 Received GTE's Settlement Agreement offer to Mr. Wood along with a cover letter to him. GTE offered to issue
$25 on both telephone numbers 941-696-9542 and 941-696-8914 for a total credit of $50. The letter also explained the
previous credits issued to Mr. Wood's accout. S. Stokes.

05-05 At 11:10 a.m., | called GTE and spoke with Ms. Debby Kampert to verify the telephone number given in the April
17, 1998, report regarding the installation order information. She verified that the telephone number should have been
941-696-9542. When asked about 941-696-8914, she stated that Mr. Wood had that line installed sometimes later
and not an issue in complaint. S. Stokes.

05-11 At 9:01 a.m., | called Mr. Wood to confirm his contact telephone number for tomorrow's informal conference.

He stated that the number is 841-696-3542,

05-11 Received GTE's 11:51 a.m. E-mail message, stating that Mr. Wood just called the co. with a counter proposal.
GTE also stated that Mr. Wood stated that he will not be at his home telephone number tomorrow. GTE advised him
to call me.

05-11 At 12:05 p.m., | called Mr. Wood regarding the above information. He stated that he has to go to Tampa to take
a state test become a minority contractor. | reminded him that | had spoken with him at 9:01 a.m. today and was told
that | can reach him at 941-696-9542 for the inf. conf. He stated that he will call me from Tampa the test won't be
given untii three more months. | gave him my direct line telephone number, 1-850-413-6125. | explained and
emphasized several times to Mr. Wood, that the informal conference is scheduled for 10 a.m. tomorrow. If he does
not call as scheduled, | will proceed with the next step in writing a recommendation in this case. He stated that he
understood. | also emphasized that if he and GTE agree to a counter proposai, it needs to be expedited and before the
10 a.m. inf. conf. | also told him that if he signs the Settlement, he cannot add any additional notes to it.

05-11 At 12:15 p.m., | called GTE and relayed the above information to Ms. Arlene Favata since Ms. Debby Kampert
was out of the office at that time. | asked her to give me Ms. Kampert's direct line to reach her after Mr. Wood calls
me tomorrow. Itis 813-483-2531 and Ms. Favata's line is 813-483-2522. S. Stokes.

05-11 | received a copy of Mr. Wood's May 11, 1999, letter to GTE regarding a proposed settlement to be executed
today. He also stated that he will only have access to a pay telephone (no mentioned of this info during our
discussion) when he's in Tampa tomorrow. (It appears that Mr. Wood keeps bringing up new things regarding the inf.
conf.) S. Stokes

05-11 At 2:15 p.m., | call GTE to verify receipt of Mr. Wood's letter. Ms. Favata confirmed receipt and stated that Ms.
Kampert was in a meeting. S. Stokes

05-11 Received GTE's report stating that it issued a late notice on March 13, 1998, for payment of $232.27 prior to the
March 25, 1998 service disconnection. GTE also stated it refused Mr. Wood's counter proposal for $25 for each
troble ticket "as he feels the service was never fixed." GTE stands by its $50 ($25 on Mr. Wood's two accounts) credit
offer). S. Stokes

05-12 Telephone Informal Conference was held today, without setttement. GTE will provide post-conf. info. and Mr.
Wood requested a copy. S. Stokes

05-19 Received Supplemental reports, stating that the trouble reports were overnight to CMU (Lennie) & the service
disconneted occurred at the end of the day on March 25, 1998. S. Stokes.

END OF LINE 10--DO NOT TYPE BELOW THIS LINE--SEE BILLCATS.SAS

Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-9
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Wood v. GTE Florida, Inc.
DOAH Case No. 99- 3595
Exhibit GTE-10

Debby 8. Kampert GTE Network Services

Regionai Administrator-Reguiatory Affairs (FL)
One Tampa Cly Center

Post Offica Box 110, FLTC0818
Tampa, Florida  33801-0110

April 17, 1998

Mr. Lennie Fulwood

Bureau of Service Evaluation
Division of Communications
Florida Public Service Cammission
2540 Shumard Oak Bouievard
Tallahassee, Fl 32395-0850

Re: Blll Wood (Calvin Willle Wood)

Dear Mr. Fuiwood:

The following information is provided in response to your letter dated March 31, 1998,
regarding Mr. Blll Wood's FPSC inquiry of March 28, 1988.

On February 28, cable spiicing was compieted to Mr. Wood's residence. Due to
defective vacant pairs in the new cable, Mr. Wood was not cut over to the new cable.

On February 27, GTE engineer, Ted Keiser, left message on Mr. Wood's recorder
advising him of the delay and based on weather conditions, GTE would clear the
defective cable pairs as soon as posa{blo.

On March 9, a tomado touched down in the Polk county area. GTE section manager,
Jim Farmer and a GTE supervisor, Skip Davis made a fieid visit to Mr. Wood's
residence. Mr. Farmer and Mr. Davis found Mr. Wood wondering around, his home
destroyed by the tormado. At that time Mr. Farmer asked Mr. YWood to piease notify him

when he had temporary or permanent facilities with power, so GTE could provide him
service. Mr. Farmer and Mr. Davis left their business cards with Mr. Wood.

On March 23, Mr. Farmer made a field visit ana noticed that Mr. Wood's private road
was barria!dod, indicating to him that Mr. Wood still did not have faciiities.

On March 27, GTE engineer, Ted Keiser contactad Mr. Wood at the can be reached
number. Mr. Wood stated that his service was disconnected. Mr. Wood stated that he
would be renting a placs in Highlands and becauss of his heart condition, he wouid
need his phone at that location.

A part of GTE Corporasion

.GTE |0
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-10
| Page 2 of 3
Mr. Lennie Fuiwood
April 17, 1998
Page 2

Re: Blll Wood (Calvin Willie Wood)

On March 27, Mrs. Sandy Henrichs, GTE Executive Assistant contacted Mr. Woed to
advise him his service was temporarily disconnected on March 25, due to non payment not
a repair issue. Mr. Wood advised he wouid not pay his bill until his repair issues were
resolved. Payment was due on the account and no action could be taken until Mr. Wood

paid his cutstanding balance.
Please note: Service was disconnectad for non payment - see payment history attached.
Currently due:
' GTE Reguiated Charges $60.61  (87.39 less 26.78)
ATT Toli $523.83
NonReg $79.58
Total due $664.02

Note: Customers last payment appeared on the February bill and that payment
in the amount of 91.74 went towards the outstanding December bill.

GTE has already issued
$25.00 SPG appeared on the February bill
$25.00 local service adjustment appeared on the March bill

On April 17. Ms Henrichs contactsd Mr. Wood at the can be raached number. Ms.
Henrichs explained about the past dus amount and offered to have his service
reconnected with toll bocks in place until the cutstanding balance was paid in full. Ms.
Henrichs advised she would make payment arrangements with Mr. YWood, Mr. Wood
declined the offer stating he would not pay GTE until his repair issues were

resoived.
41

GTE has issued an installation order for Mr. Wood's service on 843-656-2858 with toll
blocks on the account (Order Number {059887,F910). The order is due dated to be
complste April 20. The toll blocks wiil remain on the account until the cnarges are paid in
full. GTE is still willing to make payment arrangements with Mr. Wood on the outstanding
balancs of $884.02. Normai collection procedures, including disconnection for
nonpayment will be put on hoid until the FFSC compiaint has been ciosed. Al that time,
collection procedures will resume.

We trust this provides you with the information you require to resoive this matter.

Sincerealy,

 Dullercee

(Reterenca Consurner Affairs Case Number 1990221)

A pert of GTE Corporation
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Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-11

Page 1 of 3

GTE]

Debby B. Kampert GTE Network Services

Regional Administrator-Regulatory Affairs (FL)
One Tampa City Center

Post Office Box 110, FLTC0616
Tampa, Florida 33601-0110

April 17, 1998

Mr. Richard Durbin

Division of Consumer Affairs
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Fl 32399-0850

Re: Bill Wood (Calvin Willie Wood)
Case Number 199022|

Dear Mr. Durbin:

The following information is provided in supplemental response to Mr. Bill Wood's
FPSC inquiry of March 26, 1998.

On February 26, cable splicing was completed to Mr. Wood's residence. Due to
defective vacant pairs in the new cable, Mr. Wood was not cut over to the new cable.

On February 27, GTE engineer, Ted Keiser, left message on Mr. Wood's recorder
advising him of the delay and based on weather conditions, GTE would clear the
defective cable pairs as soon as possible.

On March 9, a tornado touched down in the Polk county area. GTE section manager,
Jim Farmer and a GTE supervisor, Skip Davis made a field visit to Mr. Wood's
residence. Mr. Farmer and Mr. Davis found Mr. Wood wondering around, his home
destroyed by the tornado. At that time Mr. Farmer asked Mr. Wood to please notify him
when he had temporary or permanent.facilities with power, so GTE could provide him
service. Mr. Farmer and Mr. Davis left their business cards with Mr. Wood.

On March 23, Mr. Farmer made a field visit and noticed that Mr. Wood's private road
was barricaded, indicating to him that Mr. Wood still did not have facilities.

On March 27, GTE engineer, Ted Keiser contacted Mr. Wood at the can be reached
number. Mr. Wood stated that his service was disconnected. Mr. Wood stated that he
would be renting a place in Highlands and because of his heart condition, he would
need his phone at that location.

A part of GTE Corporation ()TE/ l ( m&j/ D53 PM



Wood v. GTE Florida, Inc.
DOAH Case No. 99-3595
Exhibit GTE-11

Mr. Durbin Page 2 of 3

Case Number 199022|
April 17, 1998
Page 2

On March 27, Mrs. Sandy Henrichs, GTE Executive Assistant contacted Mr. Wood to
advise him his service was temporarily disconnected on March 25, due to non payment not
a repair issue. Mr. Wood advised he would not pay his bill until his repair issues were
resolved. Payment was due on the account and no action could be taken until Mr. Wood
paid his outstanding balance.

Please note: Service was disconnected for non payment - see payment history attached.
Currently due:

GTE Regulated Charges $60.61 (87.39 less 26.78)
ATT Toll $523.83

NonReg - $79.58

Total due $664.02

Note: Customer’s last payment appeared on the February bill and that payment
in the amount of 91.74 went towards the outstanding December bill.

GTE has already issued
$25.00 SPG appeared on the February bill
$25.00 local service adjustment appeared on the March bill

On April 17. Ms Henrichs contacted Mr. Wood at the can be reached number. Ms.
Henrichs explained about the past due amount and offered to have his service
reconnected with toll bocks in place until the outstanding balance was paid in full. Ms.
Henrichs advised she would make payment arrangements with Mr. Wood. Mr. Wood
declined the offer stating he would not pay GTE until his repair issues were

resolved.

e 542,

GTE has issued an installation order for Mr. Wood's service on 813-696-2858 with toll
blocks on the account (Order Number 1059887,F910). The order is due dated to be
complete April 20. The toll blocks will remain on the account until the charges are paid in
full. GTE is still willing to make payment arrangements with Mr. Wood on the outstanding
balance of $664.02. Normal collection procedures, including disconnection for
nonpayment will be put on hold untii the FPSC complaint has been closed. At thattime,
collection procedures will resume.

We trust this provides you with the information you require to resolve this matter.

Sincerely,
Debby B. Kampert

Attachment

A part of GTE Corporation



Bill Wood 941-696-9542

MONTH Bill Amount GTE ATT Non Regulated | Payments/ adj Balance DUE
Regulated Regulated
October 1997 |89.99 18.42 65.87 5.70 Vartec no payment 89.99
November 128.37 22.54 105.83 no payment 218.36
December 91.76 18.42 69.34 4.00 PPC 89.99 payment | 220.13
January 1998 | 164.42 38.85 107.93 1.97 GTE 128.37 payment | 256.18
15.67 other
February 1998 | 94.61 27.16 91.45 1.00 GTE 91.74 payment | 257.27
, (25.00) SPG
(1.78) OOS adj
March 1998 262.48 28.86 192.30 1.42 GTE no payment 49475
39.90 GTENET
(25.00) adj/
local service
April 1998 169.29 17.52 132.15 (.33) aqdj no payment 664.04
19.95 GTE NET
Current 87.39 523.83 79.58 (26.78) 664.04
balances

Service Out complete 04/04/98
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Page 1 of 1

a. All charges due by the customer are payable at the Company‘s business office or at any agency
duly authorized by the Company to receive such payments, Any errors, irregularities, or
objections to the bill must be made by the customer to the Company within a period of sixty
(60) days from the date of the bill. [f no report of any error, irregularity, or objection to
a bill is received by the Company from the customer within said 60-day peried, the billing
shall be deemed correct. Where overbilling of a subscriber occurs, due either to Company or
subscriber error, no liability exists which wWill require the Company to pay any interest,
dividend, or other compensation on the amount overbilled.

.3 Payment for Service

b. The subscriber shall pay monthly in advance or on demand all charges for service and equipment
and shall pay on demand all charges for long-distance service. The subscriber is responsible
for payment of all charges for services furnished the subscriber, including charges for
services originated or charges accepted at the subscriber’s station, and for charges charged to
the subscriber from another station by any person entitled to use of the service as provided in
A2.2.1b.

(1) A charge of $25.00 if the face value of the check does not exceed $50.00; $30.00 if the )
face value of the check exceeds $50.00 but does not exceed $300.00, and $40.00 if the face |
value of the check exceeds $300.00, or 5% of the face value of the check, whichever is (()
greater, will apply whenever a check or draft presented for payment for service is not
accepted by the institution on which it is written. For a check or draft written prior to
the effective date of this tariff, a charge of $20.00 or 5% of the face value of the (C)
check, whichever is greater, will apply.' )

c. Bills shall not be considered delinquent prior to the expiration of fifteen (15) days from the
date of mailing or delivery by the Company. However, the Company may demand immediate payment
under the following circumstances:

(1) Wwhere service is terminated or abandoned;

(2) where toll service is two (2) times greater than the subscriber’s average usage as
reflected on the monthly bills for the three (3) months prior to the current bill or, in
the case of a new subscriber who has been receiving service for less than four (4) months,
where the toll service is twice the estimated monthly toll service.

d. Should service be suspended for non-payment of charges, restoration of service will be made
only as provided under "Restoration Charge“ in Section A4. of this Tariff.

e. When the service has been disconnected for non-payment, the service agreement is considered to
have been terminated. Reestablishment of service may be made only upon the execution of a new
service agreement, which is subject to the provisions of this Tariff,

f. At its discretion, the Company may restore or reestablish service which has been suspended or
disconnected for non-payment of charges without payment of all charges due. Such restoration
or reestablishment shall not be construed as a waiver of any rights to suspend or disconnect
service for non-payment of any such or other charges due and unpaid, or for the violation of
the provisions of this Tariff; nor shall the failure to suspend or disconnect service for non-
payment of any past due account or accounts operate as a waiver to suspend or disconnect
service for non-payment of such account or any other past due account.

g .4 Allowance for Interruptions

a. Customers experiencing a service outage exceeding the periods described in b. and c. following
will receive a credit allowance as provided in b. and c¢. follawing, and a Service Performance
Guarantee credit as provided in A2.4.7 of this Tariff,

b. Exchange Service

(1) When the use of service or facilities furnished by the Company is interrupted due to any
cause other than the negligence or willful act of the subscriber or the failure of the
facilities provided by the subscriber, a pro rata adjustment of the fixed monthly charges
involved will be allowed automatically, for the service and facilities rendered useless
and inoperative by reason of the interruption during the time said interruption continues
in excess of twenty-four hours from the time it is reported to or detected by the Company,
except as otherwise specified in this Tariff., The adjustment shall not be applicable for
the time that the Company stands ready to repair the service and the subscriber does not
provide access to the Company for such restoration work. For the purpose of administering
this regultation, every month is considered to have thirty days.

'Nonpayment of the charge will not constitute sufficient cause for interruption or cancellation of service.

PETER A. DAKS, PRESIDENT EFFECTIVE: October 1, 1996
TAMPA, FLORIDA ISSUED: September 16, 1996

6TE 1L
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A2.4 Payment Arrangements and Credit Allowances DOAH Case No. 99-3595
_ _ Exhibit GTE-13
.4 Allowance for Interruptions (Continued) Page 1 of 2

c. Private Line Service

(1) When service utilizing two-wire or four-wire intraexchange Local Channels is inter-
rupted for a period of 24 hours or more, credit is allowed for the proportionate part
of the monthty charge in multiples of one day for each 24 hours or major fraction
thereof of interruption for the portion of the service affected by the interruption.

(2) For service utilizing Local Channels other than those preceding, no credit is allowed
for interruption to service of less than 30 minutes. Interruptions of 30 minutes or
over are credited to the subscriber at the proportionate monthly charge in half-hour
multiples for each half-hour or major fraction thereof of interruption.

.5 Provision for Certain Taxes and Fees

a. When a municipality or political subdivision of the state charges the Company any license,
occupantional, franchise, inspection or other similar tax or fee, whether in a lump sum, or
at a flat rate, or based on receipts, or based on poles, wires, conduits, or other
facilities, the aggregate amount of such taxes and fees will be billed, insofar as
practical, pro rata to exchange subscribers receiving service in the municipality or
political subdivision.

.6 Late Payment Charge

a. A Late Payment Charge of one and a half percent (1.5%) will be applied to each customer's
bill ¢including accounts billed in accordance with the Company's 8illing and Collection
Services Agreements) when the previous month's bill has not been paid in full prior to the
next billing date. The 1.5 percent charge is applied to the total unpaid amount carried
forward, and is included in the total amount due on the current bill. This tariff shall
apply to federal and state government pursuant to existing statutes applicable to those
governmental entities. Effective January 1, 1992, county and municipal governments will be
assessed a 1% Late Payment Charge in accordance with the provisions of the Florida Prompt
payment Act, Sections 218.70-218.79, Florida Statutes.

-\:37 7. Service Performance Guarantee
a. Business

(1.) If a business customer requests installation or repair of Company-owned facilities
used to provide exchange, message toll, private line or enhanced services offered
under this tariff and the installation or repair is not compieted as agreed, the
customer will be eligible to receive a credit of $100.00. Cne credit per order or
troubte report may be applied for the affected service to which the customer
subscribes to in this tariff.

(2.) Each credit shatl be limited to the amount described above for the particular lLine or
lines associated with the service to be installed or repaired.

(3.) Credit will be provided in accordance with the above conditions at the request of the
customer. The Service Performance Guarantee will appear as either a $100.00 credit on
the customeris bill or something of equal value, as mutually agreed upon between the
customer and the Company, will be provided to the customer.

(4.) Credit will be extended in accordance with the above conditions only for installation
or restoration of exchange, private line, message toll, or enhanced services or for
instatlation or repair of Company-owned facilities used to provide those services.

PETER A. DAKS, PRESIDENT EFFECTIVE: Septemoer 20, 1996
TAMPA, FLORIDA ISSUED: September 5, 1996

(N)

(N)
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A2.4 payment Arrangements and Credit Allowances (Continued) DOAH Case No. 99-3595
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7. Service Performance Guarantee (Continued) Page 2 of 2
a. Business (Continued)
(5.) The credit will not apply to conditions resulting from:
(a.) MWillful neglect, misuse or abuse by the customer.
(b.) Problems in the customer's premises equipment or in the customer's inside wire.
(c.) Natural disasters, labor difficulties, governmental orders, civil commotions,
general network failure, cable cuts affecting more than 5% of the Company's
customers or circumstances beyond the controi{ and/or knowledge of the Company.
(d.) Temporarily or permanently discontinued-service due to nonpayment of bills.
(6.) (Deteted)
b. Residence

(1.) If a residence customer requests installation or repair of Company-owned facilities used
to provide service offered under this Tariff, and the instailation or repair is not
completed as agreed, the customer will be eligible to receive a credit of $25.00. One
credit per order or trouble report may be applied for the affected service to which the
customer subscribes to in this tariff.

(2.) Each credit shall be limited to the amount described above for the particutar tine or
lines associated with the service to be installed or repaired.

(3.) Credit will be provided in accordance with the above conditions at the request of the
customer. The Service Performance Guarantee will appear as either a $25.00 credit on the
customer's bill or scmething of equal value, as mutually agreed upon between the customer
and the Company, will be provided to the customer.

(4.) Credit will be extended in accordance with the above conditions only for installation or
repair of Company-owned facilities used to provide services offered in accordance with
this tariff.

(5.) The credit will not apply to conditions resulting from:

(a.) Willful neglect, misuse or abuse by the customer.

(b.) Problems in the customer's premises equipment or in the customer's inside wire.

(c.) Natural disasters, labor difficulties, governmental orders, civil commotions,
general network failure, cable cuts affecting more than 5% of the Company's
customers or circumstances beyond the control and/or knowledge of the Company.

(d.) Temporarily or permanently discontinued service due to nonpayment of bills,

(6.) (Deleted)

A2.5 Liability of the Company

.1 Service Irregutarities

a. The liability of the Company for damages arising out of mistakes, omissions, intercuptions,
delays, errors or defects in any of the services or facilities furnished by the Company
(including, but not Limited to, exchange, toll, private line, supplemental equipment and
directory services) shall in no event exceed an amount equivatent to the proportionate charge
to the subscriber for the period of service aduring which such mistake, omission, interruption,
detay, error or defect occurs as provided in A2.4.64.
JOHN A. FERRELL, PRESIDENT EFFECTIVE: August 24, 1999

TAMPA, FLORIDA ISSUED: August 9, 1999

)

)
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A2.4 Payment Arrangements and Credit Allowances (Continued) DOAH Case No. 99-3595

. . Exhibit GTE-14
7. Service Performance Guarantee (Continued) Page 1 of 1
a. Business (Continued)
(5.) The credit will not apply to conditions resulting from: «©)

(a.) Willful neglect, misuse or abuse by the customer.
(b.) Problems in the customer's premises equipment or in the customer's inside wire.

(c.) Natural disasters, labor difficulties, governmental orders, civil commotions,
general network failure, cable cuts affecting more than 5% of the Company's
customers or circumstances beyond the contraol and/or knowledge of the Company.

(d.) Temporarily or permanently discontinued-service due to nonpayment of bills.
(6.) (Deleted)
b. Residence

(1.) If a residence customer requests instaillation or repair of Company-owned facilities used
to provide service offered under this Tariff, and the installation or repair is not
completed as agreed, the customer will be eligible to receive a credit of $25.00. One
credit per order or traouble report may be applied for the affected service to which the
customer subscribes to in this tariff.

(2.) Each credit shatl be limited to the amount described above for the particular line or
lines associated with the service to be installed or repaired.

(3.) Credit will be provided in accordance with the above conditions at the request of the
customer. The Service Performance Guarantee will appear as either a $25.00 credit on the
customer's bill or something of equal value, as mutually agreed upon between the customer
and the Company, will be provided to the customer.

(4.) Credit will be extended in accordance with the above conditions only for installation or
repair of Company-owned facitities used to provide services offered in accordance with
this tariff.

(5.) The credit will not apply to conditions resulting from: (c)
(a.) Willful neglect, misuse or abuse by the customer.

(b.) Problems in the customer's premises equipment or in the customer's inside wire.
(¢.) Natural disasters, labor difficulties, governmental orders, civil commotions,
general network failure, cable cuts affecting more than 5% of the Company's
customers or circumstances beyond the control and/or knowledge of the Company.
(d.) Temporarily or permanently discontinued service due to nonpayment of bills.
(6.) (Deleted)
A2.5 Liability of the C
.1 Service Iirregularities
a. The liability of the Company for damages arising out of mistakes, omissions, interruptions
delays, errors or defects in any of the services or facilities furnished by the Company

(inctuding, but not limited to, exchange, toll, private line, supplemental equipment and

directory services) shall in no event exceed an amount equivalent to the proportionate charge

to the subscriber for the period of service during which such mistake, omission, interruption,
delay, error or defect occurs as provided in A2.4.4.

JOHN A. FERRELL, PRESIDENT EFFECTIVE: August 24, 1999
TAMPA, FLORIDA ISSUED: August 9, 1999
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Telephone # (941)-696-9542

Can Be
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10 CO Time _FAX Date 12/30/]9‘

Type S _rorm _Phone

Category GI-11

Infraction

The customer said he is having trouble receiving calls. People tell him they
have called more than once, but the customer said the phone does not ring.
Please, respond by the date below.

Inquiry taken by JOHN PLESCOW>

1/15/98 Report received.

2/9/98 Received letter from customer.

2/9/98 FAX TO GTE: WE HAVE RECEIVED A LETTER FROM MR. WOOD STATING THAT THIS
PROBLEM HAS NOT YET BEEN RESOLVED. PLEASE PROVIDE A FOLLOW-UP.

2/20/98 Report received.

3/26/98 Customer called and said that GTE has never repaired his service and
has now disconnected him. He says he told GTE that he would not pay his bill
until the service was repaired. He can be reached this morning at 696-2858.
4/2/98 The customer called and said that his service has not been connected or
repaired as of yet. I called Arlene at GTE who said that he has not paid over
$500 in charges and they won’t give him service until he pays. He wants a copy
of the report when I receive it tomorrow.

4/2/98 Received letter from customer asking for an informal conference.
4/10/98 Received letter from customer with a 1list of neighbors who also
complain of poor service from GTE.

4/17/98 Report received.

4/20/98 Received notice from GTE that they are reconnecting customer, but he
still owes over $600.

@%5(3 %7%;L{A:x,§’ ﬂ:}D‘ /

Closed by JRD Date 06/16/1998

Reply Received T

CONSUMER REQUEST

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVAR
TALLAHASSEE, FL. 32399-0850
850-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

DUE: _01/15/1998

@
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5/15/98 Lennie Fullwood of CMU contacted me to_ find out what my experience has
been with the case. It appear that Mr. Wood has contacted CMU also, and a case
was opened in that division. [ told him I would call Debbie Kampert to find out
whether the customer had paid his bill as agreed. 1 left a message for Debbie
to call me. Debbie called and customer has paid.
6/4/98 I met with Don McDonald and Lennie Fulwood of CMU. Lennie made a trip
to the customer’s home and ran tests. He found no problems. He went to the
home of the gentleman that has not been able to reach him. The gentleman tried
to call Mr. Wood three times but dialed the wrong number each time. Lennie made
numerous calls himself and they all went through. Mr. Wood has written to
Senator Laurent who has written to Mr. Talbott. Lennie is expecting to receive
some repair records from Debbie Kampert by Monday. After those records are
received I will close this case and, if the customer is still not satisfied,
pass it on for an informal conference to be conducted as requested by the
customer on April 2.
6/16/98 Closed with letter for Mr. Talbott’s signature and a copy to Senator
Laurent.
07/02/98 - Customer has requested an informal conference regarding his issues
with GTE.paj
07/06/98 - Supplmental correspondence from Mr. Wood addressed to Mr. Talbott.
Mr. Wood is requesting additional information.
07-22 - I spoke with Debbie, and she has agreed to provide a phone with large
buttons to Mr. Wood’s neighbor. This may resolve the problem of misdialing Mr.
Wood. She has also agreed to have someone from GTE look at MR. Wood’s equipment
to make sure the phone is ringing./JFP
07-23 - I called the customer, and left a message. I explained how I requested
that the company take some additional steps to resolve the matter,

and | would need to talk with the customer to arange a time he could meet with
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the company technicians./JFP .

08-18 - The customer sent a letter. In the letter he said that GTE has fixed
the problem his neighbor had calling him, but he still wants an informal
conference./JFP

08-21 - I called the customer, and I requested he call me./JFP

08-21 - I spoke to the customer, and he said he would drop his request for an
informal confrence if he were to get 3 weeks out of service credit, on his local
phone bill./JFP

08-21 - 1 called the company, and GTE said it would issue a time out of service
credit./JFP

08-25 - Arleen called, and the settlement agreement is being sent to the
customer today. The customer’s account will be credited $25.00, if he signs the
agreement./JFP ,

09-04 - I called the company, and they have not been contacted by the customer.
He has not retur..ed the settlement agreement./JFP

09-04 - I am attempting to contact the customer, but his line has remained
busy./JFP

09-04 - I finally, contacted the customer at 4:00 P.M., and I left a message on
his answerfng machine. [ requested he let me know if he received the
agreement./JFP

09-09 - I spoke to the customer. I called him, he did not return my call. He
said if a second line, that is scheduled to be installed today, is installed
with no problems, he would sign the settlement agreement./JFP

09-09 - I called the company, and I relayed what the customer told me./JFP
09-09 - Arlene called, and said that the customer’s second line has been
installed, and he is satisfied./JFP

09-10 - 1 spoke with the customer, and he is satisfied. He said he wquld sign
the agreement, and mailed it out today./JFP 09-10 - I called GTE and I relayed

1990221

N
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what the customer told me./JFP
09-17 - I called the customer, and he has not mailed the agreement yet. He has

made some modifications to the agreement, so the company will have to approve
the changes. 1 relayed this information to GTE./JFP

09-25 - GTE’s response received. The company will not sign the agreement as
modified./JFP

10-12 - 1 spoke with Debby, and she will contact the customer to see if an
agreement can be reached./JFP

11-03 - 1 called the company, and a settle agreement is being worked on./JFP
11-17 - I called the company, and the agreement is still being drafted./JFP

12- 02 - I checked and the agreement is still being drafted./JFP

12- 17 - I called the company, and 1 was told the agreement shou'd be completed
by the end of the year./JFP

01-11 = I called GTE, and Debby said that a new attempt to resolve the matter by
letter is being done. She said the letter will be done in the nest couple of
days./JFP

01-12-99 - The company sent a copy of the letter ans proposed settlement
agreement./JFP

01-19 - I called the customer, and I requested he return my call. 1 need to
talk to the customer about the agreement/JFP

01-20 - I called the customer again, and I left the same message I left the day
before./JFP

01-21 - I called the customer again, and I left the same message./FJP

01-22 - I called again, and I got the answering machine again. I left the

same message./FJP

01-25 - I called again, and I left a message on his answering machine./JfP
01-25 - I checked with the company, and they have not been contacted by the
customer./JFP

1990221
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01-26 - I called the customer again, and I again requested he return my

call./JFP

02-02 - I called hte company, and They have not followed up with the customer
yet./JFP

02-03 - I called the company, and I was told the customer would be contactedf
today./JFP

02--03 - 1 spoke to Debby,k and she said she spoke to the customer. He said he
need to think about the agreement./JFP

02-04 - I called The customer, and I left a message requesting he return my
call./JFP

02-08 - I called the customer, and I requested he call me. Also, I checked with
the company, and the customer has not contacted the company./JFP

02-09 - I called the customer, and I requested he return my call./JFP

02-16 - I called the customer again, and I requested he return my call./JFP
02-17 - I called the customer, on my second line, and he picked up. He said he
understands that tthe PSC has no jurisdiction over damage clames, but he he has
some questions that he said the answers too, are in the FAC. He said his hard
drive has been broken, and he has been unable to do the resurch. He said he is
making the repairs today, and we should talk on 02-23./JFP

02-17 - 1 called the company, and I requested to know the total amount of
credits that the customer has received since the beginning of this inquiry./JFP
02-23 - I called the customer, and 1 requested he return my call./JFP

02-27 - I spoke to the customer, and he wants to go to conference. He
understands that the PSC has no authority over damages, but he believes he has
not received enough of a credit for the time his phone was out of service.
Note, the company has said that the customer received mor in service guarantee
credits, than he would have received if he had been given time out of service
credit./JFP . P
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03-26-99 i, Shirley Stokes, received this fi]e_from Mr. John Plescow during the
afternoon.

03-29-99 I notified my supervisor, Mrs. Jennifer Erdman-Bridges, that the file
is incomplete. She will have Chris to check the 1997 file boxes for the
original file. S. Stokes.

03-30-99 CAF (Chris) obtained some of CMU’s correspondence regarding this
customer’s complaint. I still need a copy of Mr. Talbott’s June 16, 1998,
letter. S. Stokes

03-31 I sent an E-mail to Mrs. Bridges with a copy to Mr. Leroy Rasberry stating
that we need Lennie Fulwood’s (CMU) assistance in providing information
regarding his findings in this case. S. Stokes

04-01 I received a copy of Mr. Talbott’s June 17, 1998, letter from Mrs.
Bridges. S. Stokes

04-06 At 10:23 a.m., I tried to reach Mr. Wood. I left a message on his
answering machine to give me a call to discuss his informal conference request
concerns. [ explained that I had reviewed the file and it appears that the
service problem has been resolved. S. Stokes.

04-06 FAXED TO CO. Based on GTE’s April 17, 1998 report, a tornado destroyed Mr.
Wood’s residence on March 9, 1998. The company made a follow-up field visit to
Mr. Wood’s residence on March 23, 1998, and found his private road was
barricaded, indicating still no facilities. On March 27, 1998, GTE informed Mr.
Wood that his service was temporarily disconnected on March 25, 1998 for
nonpayment, but was restored on April 17, 1998. Additionally, Mr. Wood had
informed GTE on March 27, 1998, that his service was disconnected and would be
renting a place in Highlands due to his heart condition.

*For clarification, please provide me with a written report ASAP or by April 8,
1999, regarding the following information. S. Stokes

*Was the service restored between March 23, 1998 and March z&5, 19987




name _WOOD, BILL company_GTE FLORIDA INCORPORATED Request No. 1990221

PAGE: 7

If so, please provide the date? .
*Was 813 (or 941)-696-2858 the new telephone number or temporary number
connected at the Highland address? If so, what was that address?

*After the company completed the cable splicing on February 26, 1998,

please provide the date that the customer’s service was cut over to the new
cable

*PLEASE FAX THE REPORT TO SHIRLEY STOKES AT 413-6126--THANKS

04-08 Mr. Wood called around 10:30 a.m. He stated that he still wanted to have
the informal conference. I explained that the file information revealed
information about other customers’ concerns. However, I explained that the
informal conference will only be regarding his service problems. Mr. Wood
agreed to a telephone conference on May 12, 1999, at 10 a.m. [ explained that I
will call GTE to confirm this date. Mr. Wood also stated that he is in Miami,
as he is today, sometimes and provided me with his Miami telephone number
305-935-0784. Before the conference date, he will confirm the contact telephone
number for the informal conference. S. Stokes

04-08 At 10:35 a.m., I called GTE regarding the informal conference concern.

Ms. Arlene Favata stated that Debby Kampert was out of the office until Monday,
April 12, 1999. She will provide the information to Debby for her to call me
Monday morning, April 12, 1999, regarding the conference date. S. Stokes

04-08 At 10:39 a.m. I called Mr. Wood to let him know that the party at GTE who
needs to confirm the conference date is out of the office until Monday, April
12. I explained that I will follow up with him on Monday, and he also stated
that he will be in Miami on that date. [ told him that I will call his Miami
telephone number on Monday regarding the confirmation date. S. Stokes

04-08 Received an E-mail from GIE requesting an extension until Monday, April
12, 1999 to answer the above questions as noted on April 6, 1999-.granted. S.

Stokes /f“\
/
04-12 Around 9 a.m., I called GTE tc speak with Debby Kampert. Ms. Arlene /'7 ]
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Favata t&]d me that she wasn’t in the office at that time. S. Stokes

04-12 At 4:15 p.m., I called GTE to speak with Ms. Kampert. Ms. Favata told me
that Ms. Kampert had sent me an E-Mail agreeing to the 10 a.m. time. However,
she stated that she needed to be finish by 11:45 a.m. due to another engagment.
I notified Ms. Favata that I had not received that message since we were having
computer problems. She also told me that she will send the supplemental report
information after our computer problems are resolved. S. Stokes

04-12 At 4:23 p.m., 1 called Mr. Wood regarding the ending time. He still
agreed to the 10 a.m. May 12 conference date. I explained that I will follow up
with him regarding the conference time in a letter on Wednesday or Thursday.

Due to computer problems on Wednesday and a deposition on Thursday, the letter
was not sent to Mr. Wood. S. Stokes

04-14 Due to the computer/E-mail problems, I printed GTE’s E-mails to me today.
I also returned an E-mail message to Ms. Kampert that Mr. Wood still agreed to
the conference date and time.

04-16 Letter to Mr. Wood regarding the 10 a.m. May 12, 1999, telephone informal
conference. 1 also asked him to confirm his contact telephone number before May
10, 1999. S. Stokes

04-21 FAXED TO CO. I HAVE NOT RECEIVED THE RESPONSE TO MY APRIL 6, 1999, FAX
REQUEST AS NOTED ABOVE. PLEASE FAX THIS INFORMATION TO ME BY TOMORROW, APRIL
22, 1999. S. STOKES.

04-22 Received supplemental report. The report stated that the service was not
restored between March 23-25, 1998. At that time the company stated that the
service related issues resulting from the tornado had not been resolved.
However, the service was disconnected for the billing issues on March 25, 1998.
GTE stated that telephone number 941-696-2858 is Mr. William Perry’s telepone
number. The company also verified that the customer’s service was nqQt connected
to the new cable before the tornado on March 9, 1998 and service disconnection
on March 25, 1998. GITE also asked me what it could do to settle this matter

—
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priorvto'the informal conference. [ returned ppe E-mail report stating that if
the company is willing to issue additional compensation to Mr. Wood to resolve
the informal conference, the company may want to discuss the informaton with Mr.
Wood and let me know the outcome. S. Stokes

04-22 GTE returned the E-mail reply, stating that $25 was offered to close the
case. However, this is the same offer that the customer refused to sign the
second Settlement Agreement Form when John Plescow was handling the case. S.
Stokes

04-30 Received GTE’s Settlement Agreement offer to Mr. Wood along with a cover
letter to him. GTE offered to issue $25 on both telephone numbers 941-696-9542
and 941-696-8914 for a total credit of $50. The letter also explained the
previous credits issued to Mr. Wood’s accout. S. Stokes.

05-05 At 11:10 a.m., I called GTE and spoke with Ms. Debby Kampert to verify the
telephone number given in the April 17, 1998, report regarding the installation
order information. She verified that the telephone number should have been
941-696-9542. When asked about 941-696-8914, she stated that Mr. Wood had that
line installed sometimes later and not an issue in complaint. S. Stokes.

05-11 At 9:01 a.m., I called Mr. Wood to confirm his contact telephone number
for tomorrow’s informal conference. He stated that the number is 941-696-9542.
05-11 Received GTE’s 11:51 a.m. E-mail message, stating that Mr. Wood just
called the co. with a counter proposal. GTE also stated that Mr. Wood stated
that he will not be at his home telephone number tomorrow. GTE advised him to
call me.

05-11 At 12:05 p.m., I called Mr. Wood regarding the above information. He
stated that he has to go to Tampa to take a state test become a minority
contractor. I reminded him that I had spoken with him at 9:01 a.m. today and
was told that I can reach him at 941-696-9542 for the inf. conf. He stated that
he will call me from Tampa the test won’t be given until three more months. 1
gave him my direct line telephone number, 1-850-413-6125. I explained and
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emphasizéd several times to Mr. Wood, that the-informa1 conference is scheduled
for 10 a.m. tomorrow. If he does not call as scheduled, I will proceed with the
next step in writing a recommendation in this case. He stated that he
understood. I also emphasized that if he and GTE agree to a counter proposal,
it needs to be expedited and before the 10 a.m. inf. conf. 1 also told him that
if he signs the Settlement, he cannot add any additional notes to it.

05-11 At 12:15 p.m., I called GTE and relayed the above information to Ms.
Arlene Favata since Ms. Debby Kampert was out of the office at that time. I
asked her to give me Ms. Kampert’s direct line to reach her after Mr. Wood calls
me tomorrow. It is 813-483-2531 and Ms. Favata’s line is 813-483-2522. S.
Stokes.

05-11 I received a copy of Mr. Wood's May 11, 1999, letter to GTE regarding a
proposed settliement to be executed today. He also stated that he will only have
access to a pay telephone (no mentioned of this info during our discussion) when
he’s in Tampa tomorrow. (It appears that Mr. Wood keeps bringing up new things
regarding the inf. conf.) S. Stokes

05-11 At 2:15 p.m., I call GTE to verify receipt of Mr. Wood’s letter. Ms.
Favata confirmed receipt and stated that Ms. Kampert was in a meeting. S. Stokes
05-11 Received GTE’s report stating that it issued a late notice on March 13,
1998, for payment of $232.27 prior to the March 25, 1998 service disconnection.
GTE also stated it refused Mr. Wood’'s counter proposal for $25 for each troble
ticket "as he feels the service was never fixed." GTE stands by its $50 ($25 on
Mr. Wood’s two accounts) credit offer). S. Stokes

05-12 Telephone Informal Conference was held today, without settlement. GTE will
provide post-conf. info. and Mr. Wood requested a copy. S. Stokes

05-19 Received Supplemental reports, stating that the trouble reports were
overnight to CMU (Lennie) & the service disconncted occurred at the end of the
day on March 25, 1998. S. Stokes.

END OF LINE 10--90 NOT TYPE BELOW THIS LINE--SEE BILLCATS.SAS
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Calvin Willie Wood, JD
Phone: (94 1)696-2858(Temp)

0. Box 6352 -
alcrest, SL 33858-8352 —

( ii@ T SEMT

Public Service Commission
Semt Via Fax of Even Date

Re: Customer ID No. 970123 and
PSC No. 199022

Gentlemen: Temporary Number: 941-696-2858

Please tell me why there has been no response to my request that my service be allowed to
continue until my Complaint with GTE has been resolved.

Am [ entitled to a hearing, and if so, when can [ have one.
I really think I am entitled to have my service restored post haste. Please advise me.

Also, every time I reported the service working improperly, [ was told that [ would receive
a $25.00 credit on my bill. Each time it was not properly fixed. Do I still get my $25.00 credit as

promised?
If you have any questions, do not hesitate to contact me.
Sincerely,
Cellsa. CU €D D
Calvin Willie Wood, JD

xo: Mr. Durbin
Ted Kiaser
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Calvin Willie Wood, 1D

Phwune: (941)63€-2858(Temp)

A5

PO, Bor 8352

Naicrest, FL 338988352

Public Scrvice Comminsion
Sent Via Fax of Even Dale

Re: Customer [D No. 970123 aund
PSC No. 199022

Temporary Numbcr: - 931-696-2858
PREIF Nl i owe has i oy cepemes: wmnm
KntinGh iamil e Cumplein with G115 hne baun nool vy

Am [ entitled 10 a Learing, and it'so. when can [ have one, '

Guntiemneny:

I reully think | am cntiticd to have my service rastored pust hnste, Please advine me.

Alsy, every time | reported Uis service working impropurly, [ was toid that | would receive
4 §23.00 credit on my hill. Fuch time it was not properly fixed. Do | still get ny $25.00 credit as

promised?

Il you have any (uestions. do not liesitats to eantuct me.

Sincerely,
(el € LD el
Calvin Willic Woud, JD

e Mr. | hurhin
Ted Kia_mr

7.
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April 8, 1998

Public Service Commission
Sent Via Fax of Even Date

Re: Customer [D No. 970123 and
PSC No. 199022

Gentlemen: Temporary Number: 941-696-2858

: M“w@@hummmwmm&mw
continue unti} my Compiaint with GTE has been resoived:

Am [ entitled to s hearing, and if so, when can [ have one.
[ really think I am entitled to have my service restored post haste. Please advise me. '

Also, w«yﬁmlreponedmescviaworkingimpmpdy,lwtoldthnrlwould
receive 3 $25.00 credit on my bill Each time it was not properly fixed. Do I still get my $25.00

credit as promised?

If you have anry questions, do not hesitate to contact me.
, |Sincerely,

Cablom LU L) D

Calvin Willie Wood, JD

™
N
—

e
|V
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Calvin Willie Woaod, JD

Phone: (841)098-0642 Diveinn o, Comaures AMairs

P.0. Box 6362
Naicrest, FL 338844342

February 3, 1998

G1E
PO Box 31112
Tampa, FL 33631.3122

Re: Customer ID No. 870123 and
PSC No. 199022

Gentlemen:

This is to in foim you thet My. Perry, my neighbor and the persor who checks on mé stilf™
cannot get through to me. This has made his job most difficult. It seems to have staried last

summer when lightening burnt up my lines. He says he has no problems getting other people. He
has asked his line be checked. Even though it was promised, no one has come. He will let
anyone dial from his phone to sec if they get the same thing. No one will accept his offer.

l.ast week, | faxed you s copy of an e-mail which | got from West Virginis saying people-
could not get mef” As you sce, the phone aumber is correct. Who knows how many others are

trymgtoget memdscmngthesame. o
bmotwhhilammyoumawmusomuhmhppmtomemdlcannotbe
reached, my children will come in and hold you responsible for the damages. The problems with
my phone are well known. [ do not know what is the matter with it, nor do T intend to learn. 1~
have been promised S23 sredits for failure to ropair; vatit they come out my ears, if only T had
gotten thamy

lrespectﬁ.xllyrequwthnyou immediately get the problem of me not receiving phone
calls resolved. : Fuvillconsider them resoived when My, Parry can call me on a reguisr basis.
1 am not doing this to harasses, etc. T merely report what other people teil me when they cannot

get through,
Ifyou have any qucstions, do not hesitate to cantact me.

L.
.. : . ]
Voo -.,‘l".q:.'c‘

Cee SmceteiY.
(RO & oototintn-od e
Calvin Wilie Wood, 0
x¢. Florida Public Service Commission - / -
<)
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,P.O.lu“
Naicrest, FL 333008382
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March 25, 1998
Florida Public Service Commission .
2540 Shumard Oak Boulevard

Tallahasses, FL 32399-8153 Urgent réquest
e | for help.

Gentlemen:

[ have tried to work with GTE for several month to allow callers to reach me on a consistent basis.
I hawe sstemptad to politely file ncidences of peopis who were tTying 10 call ;s m 2 polite and reascnable
manner as [ discovered them. This included mformation what I received by e-mail from people trymg to
reach me, to oral reports which [ sent to the GTE Engmeer.

QOu ar sbeut Febraary 25, 1998, GTE lait oW undengtound up 16 my Souse, promising to revsraew
oa February 23, 1998 t0 connect 8l They pover retmarsnd. - Qu Macch 9, 1998, say bousswan kik byhny
“Nuaicrest Tornsdd®: Absut 9:30 a.m. cu the 9, Me. Jamwe L. Parmer, the section mansger out of Winteg,
Hawen came by my bouse: He asked if | was going to move into the camper I had behind my houss, and |
told him yes. It operates completely on propans and is seif contained. [ was shook up, after enduritg the
.| “eye™ of the tomado, but my best memory was that they would retumn to hook me up to my trailer. That
has not happened as of even dats.

[ have had to remain gone from my bouse, because I have a sericus heart condition, for which 1
have been hospitalized 3 times i recent months. [ am afraid to stay alone without mry phane, and GTE
knew it.

Oun February 3, 1998, | notified GTE by letter that [ was oot going to psy may bill until the mattes-
was resolvedi Theyagresd. However, | found out todsy they had terminated nry service for non paymene:
I do not believe this is the case at all, but their reai reascn is that they want to retaliate for me filing a
complaint with you, the PSC and further, do not want to repair my problem, probably because they do not
' lknow how. It is cne hell of a nots that my neighbor who lives about 3/4 mile away has nct been able to call
me for months. [ have now found out that several of the people around me have had problems which GTE
has not seem fit to correct.

[ request that GTE be compelled to furnish me service untif tis matter is resoived. [ have bestt
promised 524,00 rebamsuirwy bill many times if they could not provide ssrvice within 24 hours, none of
which haws ever beem gives They ows me moneer Additionally, sinoe [ have had to stay away from my
muudmdwmmw

lfywdonah-mwmam
Sincerely,
Celdon LU .CO D

Calvin Willie Wood
xc GTE




Calvin Willie Wood, JI
Phomi: 41)606-8043

Po.l-ﬂll
Naicrest, FL 330008382

30;

April 2, 19980
PSC
Div. Of Consumer Affairs

2540 Shumard Oak Blvd.
Tallahassee,, FL 32399-8133

Re: Complaint No. 199022
Attn: Mr. Durbin:

mhwmﬁmwwmwﬁ-ulﬂuwﬂmww
Complaint No. 199022, }respectfully request it be held in the Nalcrest Florida area, because my
disability prevents me from doing much travel.

I would like to bring in some of my neighbors to this hearing and let them tell about their
telephone problems. I do not mind peying my back bilk’ and will be willing t8 weerow the same tFwp”
mmmipﬂaﬁuwmhmmmmre@h:pmnmon
my part have failed to correct my problems. My phone has been improperly working since about’
last May. _

If you have any questions, do not hesitate to contact me.

Sincerely,
Calvin Willie Wood, JD

FC: Mr. Ted Kaiser - GTE

Doe Ephibek PO L



Caivin Willie Wood
Mone: (94 1)896-2308 (Termp.)

p.C. Box 6382
Naicrest, FL 33866-6343

April 6, 1998

A5

Public Service Commission
Capital Circle Office Center
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

Attn: Mr. Lennie Fulwood, Jr.

Dear Sir:

I am in receipt of your March 31 letter stating you would investigate and get back to me in
thirty days. [ have a more pressing probiem that no one eise has been able to assist me on and 1
wonder if you could help.

Lbaliews my phane service wag it off becauss-of smalistion for filing & complaint withs thass
PSC. For months my service was defective and many reports were filed with GTE. No serious
effort was made to fix my probiems, as well as those of my neighbor, Mr. William Perry, who
called me 2-3 times per day to check up on me. He aiso called in many times over months to
confirm that he could not call me. As much documentation was provided GTE as I could acquire.

GTE, both service and repais. knew that [ have 2 heart condition which makes it necessary-- -
for me to have a working telephons:- They would promise to send someone out and they never
¢ |would show. Since my problem was with incoming calls, I could only repost it when someone
finally got hoid of me and told me my phone was not working.~

This area consists of people (1) who do not speak English very well, (2) who are oid and
(3) who are sick. It might be argued that I might fit all three categories. I believe, backed by
several complaints by my neighbors, that this is the reason our service problems have not been
taken seriously. In fact, in Saddle Bag Lake, a Yankee community about two miles away, [ have
found out that over $700,000 is being spent to upgrade service there. Since March 9, when the: .
tornado hit sy house, GTE knew I had a 28" seif contained camper on the property which |
intended to move into. They have failed to hook me up, knowing I must have & phone to stay
there. My house was looted becsuse I was not there.

Irequ&yourusistanceingetﬁngmyphonere—connecte‘&. GTE and ] agreed on
February 2, that I would not have to pay my bill until service was completely restored. They
failed to keep their part of the bargain.- Since I am totally disabled, the telephone is usually my

&)



only link with the outside world for days on end. So the amounts [ owe are normal for me, and
which I can psy. Any help will be appreciated, as [ want to go back home before someone burns

what is left of my bouse. EQ
If you have any questions, do oot hesitate to contact me. (‘S
Sincerely,
Celdon CU . D
Calvin Willie Wood
/)
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P.C. Bez 383
Nascrost. R, 13308-5343

April 8, 1998

AV3

Public Service Commission
Capital Circle Office Center
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

Attn: Mr. Lennie Fulwood, Jr.
Dear Sir

[ have just finished talking to my four closest neighbors, and they each and all, tell me that
they have had problems with their phones t00. Some for almost two years. They inform me that
GTE knows of their problems and refuses to fix them. [ will be checking the others as [ feel
bmg. - ’ . A" A S """ Tl%an Y S o~ AL LN " e L A0 ‘.‘.‘-\l':“'. Y 5 L T LN .

They request it be beid in the Nalcrest/Fedhaven ares and further be heid after work. Eschr
| believes they are entitied to substantial reflnds for service paid for but intentionally not given by
GTE. P4 gk far the infhemal conference seud satrww i oy wan 57 :

[ reiterate my position that the peopie in this area have been trested badly becsuse (s)
many cannot speak good English (b) many are old and (c) many are disabled. GTE has effectively
Red Lined this area in terms of providing service, collecting their fees, and intentionally failing to
provide minimum service. [ expect others to have the same complaints as [ travel up the road.

GTE has known for months that their lines are bad and not servicesble. Yet, they spend
over $700,000 in providing upgrades at Saddle Bag, a “snow bird™ winter “watering hole™, about
two miles sway where the white Yankees spend 3-4 month over the winter. Yet, they let people
with heart problems, like myself suffer by not having adequate, reguiar phone service.

[ bope the PSC will not meintain it*s position thes [ heve 1o pey for service I never got i -
order %0 lmve my talephoas service reconnsctec:: The real reason why they will not reconnect it is
they do not have s pair svailable to connect me. Several neighbors have asked me to get Governor
Chiles office invoived, but I bope that is not necessary.

Sincerely,
Ceben W G
Calvin Willie Wood




Ergay, ADM ' 1998 11.02 AM Te Mr. Duroin 7? kom: Camn wWike VWond. J D Pege . of

Phone: (941)696.2858 (Temp.)

. . \
Calvin Willic Wooud & i

P Q. Box 6352
Naicrest, FL 3J¥56.6352

April 10, 199R

Atm: Mr. Durbin

Public Service Commission
Capital Circle Office Center
2540 Shumard Oak Boulevard
‘t'allahassee, F1.32399-0850

PSC Comnplaint Ne. 199022

Attn: Mr. Lennic Fulwood, Jr.

ear Sir: s
’

Enclosed please tind a list of somg of my neighbors who feel that they have received less
than adequate service from GTF, most over a period of several months and have asked me 1o
transier their request to join my complaint. You may contact than individually i you wish,
11" vou have any questions, do not hesitate to contact me,
Sineerely.
Coeler: €U L) kD
Calvin Willie Wood

x¢: Ted Kiaser
Mer. Durbin
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RCQUEST TU JOMN IN CALVIN WOOD'S COMPLAMNT
AGAINST GTH - COMPLAINT NO. 19022

We the undersigned request to Jain in the complaint ebove with Calvin Wood For
subsanail periods of time, fur suww of'us Alment twu yaws. GTR has known o telophones did
not work properly W¢ belicve they huve ustentionally net provided us t\fith memimuan seevics,
We beligve we sre autitied ta substantial relunds ffom GTFE. You are invited (o semrch our

Tclephone Company records
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Calvin Willie Wood, D
e (94 41)000-2300

P.0. Baz 32
Naserest, L 33980-5383

April 15, 1998

/9%

Ted Kaiser
GTE

Re: Customer [D No. 970123 and
PSC No. 199022

Dear Sir: Temporary Number: 941-696-2858

This is to inform you that this past Fridsy, April 10, l%mytmudodmnudhomw
again looted.” As [ have stated before, [ am totally disabled and afraid to stay at the house ¥ my*”
seif contained camper, which is far sway from any neighbors, and alone, without a telephong. [
lost about ancther $400 worth of Personal Property, including s stereo system I had no placs to
store other than on the premises, and it will take sbout $215.00 to replace it.

[ again urge you to work out a way to restore at least local phone service so I can cail
911, or the doctor or an ambulance or a friend to take me to the hospital if I need to go. Please
stop your retalistion against me for filing the PSC complaint. [ worked with you peopie for
months before I filed and you did not correct my problem. So did the other people out here, and
their phones are working at least part of the time. Also, most of Schaefer Lane has had the same
‘| problem for up to two years. MmmmMmﬂmMmdﬂm
provide. It certainly not my fiult you have reflised to replace defective lines.

[ have also asked the PSC for an informal conference so [ and my neighbors can progress
this problem to a higher ievel, where hopefully, we will get some minimal service somewhere
along the way.

Uyo'ulmuyquuﬁou,donmhdmetoeomnm
Sincerely,
Coll .00
Calvin Willis Wood, D
xc: PSC




" PO, Sox 8382

Phones. (341)688-28S(Termp)

Hcresty- i3 8668363
April 23, 1998

GTE Sent Via Fax

Amn: Ms. Hendrix
Re: PSC Complaint No. 199022

Dear Ms. Hendrix:

This is to inform you that | have besn told by a caller this morning that the phone of Mr. Bill
Perry, my temporary number, is of a quality that is aimost not understandailé"and that it sounds -
like someone who is talking on this end are “in a barref™, =

If you have any questions, do not hesitate to contact me.
Sincerely,

[ 4

Calvin Willie Wood, JD

xc: PSC




. P.O. Box 8382

Haigsonty-Kiy

e w—— vy

33644342 —
April 24, 1998

GTE Sent Via Fax

Attn: Ms. Hendrix

Re: PSC Complaint No. 199022

Dear Ms. Hendrix:
This is to inform you that Mr. Perry tried all afternoon to call me at my camper. He could

not consider my phone fixed until Mr. Perry isable 10 call me ca & consistent basis. -
If you have any questions, do not hesitate to contact me.

Celdon GV €I >
Calvin Willie Wood, JD

xc: PSC - Mr. Leanie Fullwood, Jr.
GTE - Mr. Ted Kaiser, Engineer

Sincerely,
’

79

not get through. Others did. I do not know why this is happening, but [ wish to refterate that I will |



‘calvin Wood

(941) 696~9542 04/23/1998 09:23:25 AM P.1

Calvin Wilke Wood, JD

e (904 608-2000(Y amp)

0 B 081

/3!

April 22, 1998
GTE Semx Via Fax

At Ms. Hendrix
Re: PSC Complaizg No. 199022

Deer Ms, Handrix:

Per our conversation last Fridsy, [ am writing to coafirm oor stands. I sgain object 1o you
failing to restare fill service to me. Agnin, I have bem and am willing 10 escrow e ufl amoost ~
1itdhnP!tunrcunrdiinluildulnylijuauahuhcquggouﬂnﬁ:1vh-;t-deuni'-t:;
upos yos succemsfully restoring oxy persanal phons sarvice. ¢

1l.ﬂlllllilh!!ﬂl‘d‘hl!llVEll.lICUI’hililH.‘P'cilﬁn‘lﬁlﬁalﬁ!ﬂhﬂlV
compiairt The money has never bean the problem, tod you know it You sreusingme '
wﬁhhddh;;-yu-nnﬁlﬁﬁhlnlbpnnih:nuwitpnunrllﬁtntollkonnnknkﬁknﬂ-!nd
8y, Yeu should know bettar. v

Purthac, by not ressoring my long distance servics, you will double ar triple oy Jang distance
bill wich ussally rens froa $100 10 $200 per month, Yoo are doiag this 1o pusish me and to

retatists ageingt me for camplaining to the PSC.

T have pictares of the house eer the tamado. B shows soms of miy contmts I have bese
Sooted several tines, since I have st been able 10 stay there without & phoss. Whan do you want &
list of and the replacement cost of the comteats which ware takan without tay permised
knowhd.ﬂ'Tt-nu-lrh-buunalﬂﬂn4Iin‘ru:n'lnnnqnnivn!ﬂnlluhn!hnualt )
will take spproximatety $10,000 10 repisce just the Edkan Allen fimiture. Plesss advise e how
you wastt to handle this matter.

There are now § of wzy nsighbars who ere part of mry complaint, snd who want subatantial
rebates. l&y|lnnnin|-§iit-nualldblluntdn'inltlyai|lhnn|anuulﬁnglnuainnnnln
You toid me you got the same machine whea we talked yesterdsy. However, ssvenal of my
neighbors have had their service disruptad by the work going o

\erln|i-l1llﬂ!lnl;lhﬂ(!ﬁ&ﬂhilﬂlnnvu:!n-nltlvltﬂlldt;ﬂllﬂlnnl'

act sncugh fines out bare that are good to service the people. 1 hope GTE REPAIR doss oot intend
1op|u$|up|hunlhunso\wlcun:tcch»!hntun:ahndﬁy-lwin.Ihnﬁl'nlclnip-dntrcNIqmns

(15)
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aut bere thas we will not rest until new lines are put in which will sfford us minimal service, service
we bave not been getting, Pleass tall me how you wish 0 spproach the subject of new Lines with us
and repair. [ keep gring the feciing from dealing with you thet all of this is going to end sp in
court Being sick gives ms plarty of time. [liks discovery. However, | wish o uss coart as & last
resort. However, I still have the faeling GTE wishss 0 continue 10 taks and not give. To be
unreasonable becsuse you ere s monopoly and big. From what I em finding out, this matter of
inadequate sarvice may be the substance of & class actiog suit

This ia to confirm that [ have askad the PSC for an “informal confarence”. | have asked for
a dats for the sxms and | am waiting for & respoose. [ want to exhaust my administrative remedies.
By the first of the month, I will ask Governor Childs office to belp if we have Dot received the relief
to which we are emtitied’ Thet inciudes providing adequate wiring 10 serve the ares.

Sincs [ am disabled, I cannot gt moved back into ary bome (now aty camper) as fast as [
used to. However, as quick as [ can, I will inform you as to the stahs of mry service. However, for a
full svaluation, I will have to hsve full service remored. 1 am oot willing 10 pay until 1 am sssured -
my service is indeed working. -1 sm not sure how we can wock this. However, replacing the wors
out wires with new onss will go s long way toward sating ary mind, 23 well as the minds of my co-
coroplaints,

I can imagine what a Polk County Jury will ssy when they find out you are abusing people
disabled, like oxysstf, while still taking their monsy. Ous of your own pecpls told me this Mcodey
that “whits” people ware not trested this way, but that they got their phonss fixed firt. | bave ssid
this all along, [ think this admitted practice should be stopped.

If you bave any questions, do oot hesitate o contact ma.
Sincarsty,
Colln W LD mlD
Calvin Willis Wood, /D
2 PSC

[GA
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Willie Wood, J

Prone: (341)896-28SK(T emp)

P.O. Box 5352

Halerastriioy

Pl‘l-“ﬁl

May 4, 1998
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GTE Florida
PO Box 31122
Tampa, FL 33631-3122

Re: PSC Complaint No 199022 and Phone No. (941)696-9542

Gentlemen:

‘In compliance with the directions with Mr. Leonard Fullwood of the PSC, | am encicsing the -
full amount due for the above number.

If rmry problems are not fixed, [ intend to contact Govemor Chiles office for help upon the
occumnceofﬁxrmeproblm,etdnrwnhmyownpboneoranyofﬂnexgmne:ghbmwmhave
joined me on the complaint.

If you have amy questions, do not hesitate to contact me. '
Sincerely,
Cablen L LI
Calvin Willie Wood, JD
xc: Mr. Leonard Fullwood, PSC

Mr. Ted Kaiser, GTE
Ms. Hendrix, GTE




Phons: (94 EPS-2843

.0, ez 383
Neterest, FL. 33808-5342

May 21, 1998 S~
(\
™~
Senator John Laurent, Dist. 66

250 N. Clark Avenue
Bartow, FL 33830

Attn: Ed Smith

Re: Problems with GTE and the PSC (nine compiaints concerning this matter are with the PSC)
Phone number (941)696-9542 & PSC Complaint No. 199022

Dear Sir:

Per your request yesterdsy, [ am sending some of the documentation with GTE and the
PSC concerning my problem. Theehavebeascomot‘pbonealhtoG‘l‘E,mcmdmg
conference calls in trying to resolve the problems.

Briefly, my problems started last May when lightening his mxy limam It took over twox”
weeks (0 got 8 reconnection, and service was never properly restored. Dimudmy
lines were only part of the problem.

[ am 3 totally and permanently dissbied and get a little VA check Mynagboer Perry,
who lives about 3/4 mile sway, checks on me daily to ses that [ am ok as [ live slone with no
close neighbors. About last October, it became almost impossible for him to reach me. By about:
early December, he could not reach me. He always got & recording that avy phooe was
disconnected. Much has been biamed on Mr. Perry’s phone, but I have heard him invite GTE to
comedadmymmbc bmt.beybewuwunotmphoumdmm mmm

IM:WM&MM&MWMW
It has never been beid. Without notice and hearing, the PSC, by and through Mr. Leonard
Fulwood, made s decision thet I wouid have to pey (not escrow as | had offered)the $651 (my bil—
usually runs betwesn $100-200 per moath) phone bill. I toid him that if I paid, [ would not get
th.muﬂwmldbouluymuy Wlwmpﬂd.ndmlmoutofmy%ﬁmd
phomm A el thaw b of . . ne distan - ‘
Tbawtdhthypondpqwonlmy9 1998 Idonoth:vclongd:mmu
of the date of this letter.

The complaints of my neighbors have been mostly ignored, the PSC refusing to call fve of
the eight who joined my compiaint. Some of them I have found out have had problems for nearty
two years. Mr. Ted Kaiser, GTE Engineer, told me in two conversations on March 27. 1998, that
the wiring was bad in mry area, and they did not have enough “Pairs” to fix the problem. This has
been confirmed by several workmen GTE sent out.

My phone was originally axt off by the Tornado on March 9, not because I owed the bill,

(&)



and was not restored by GTE in retaliation for my compiaint to the PSC. Pbeis ;-
is waggitng the.dog (PSC)# [ have never gotten o give the PSC & full compiaint and my - ‘
explanstion, becsuse the PSC refuses to boid & hearing as is required by laws' All nine of us W
people on Schaefer Lane has requested a hearing to get relief ~
I have said from the beginning that the acts of GTE originate from discriminstion. | hsve
mumnspedﬁuﬂyforthosmummthedimmabﬂdmmﬂmNm
American and Hispanic), age and disability. Approximately 98% of the people bere are one of the
three. Iqudifyundaagemdnee;otb«:dsoqudiﬁ/undatwocaegodn [ has told by GTE
mgineeTedesethnhtbt“whiu”mbdeonaSaddkthkgmzmem.GTE
is spending over $700,000 to correct problems there. In fact, one of the repairman said GTE
fixed the “rich white peopies” problems quick. NétheGTEnonh.PSChnvuwwdeniedmy
allegations of discrimination, raising the presumption that they are true. Like everyone eise, they
pick on the poor and those who cannot heip themselves.
IMkedwwmepeophwbohadpmblmmdtbeywldmoSmoanmmgood
about solving their problems. Therefore [ have not contacted Governor Chiles office. I am not
asking for too much. [ just want consisteat phone service, which [ have not had for over a year.
My neighbors want the same. Since I was not able to live at my house because [ oever had s
pbone for aimost 6 weeks, several lootings occurred, and I lost several thousands of dollars i
personal property. I do oot know if GTE can be made reirmburse me for this or not. Two rooms
of Ethan Allen furniture which disappeared in a van will cost about $10,000 to replace. I was oot
always disabied and poor. ,-
I would appreciate whatever heip you can give me. | am at my wits end, and do not
know where to turn. Befors [ was disabled, I couid get sround better, but now it is a real
probiem for me to address issues like this. You have this, my written permission, to have access
to any and all PSC and GTE files under this compiaint, and may get the same without further
request.
If you have any questions, do not hesitate to contact me.

Sincerely,
Cellon CU .C) D
Calvin Willis Wood, JD

(>
\ <,



RENEIVED

June 1, 1998
WY gssme
Calvin “Bill” Wood, Complainant SUHINISTRATICH g
v MAIL ROOM
GTE ReEeiVE D
Florida Public Service Commission IJuN D 3 1998
Division of Consumer Affairs
2540 Shumard Oak Boulevard e 1]
Tallahassee, FL 32399-8153 ‘
Re: Telephone No. (941)696-9542 C? g% (-TL

COMPLAINT AGAINST GTE

1. Complainant has had serious difficulties with his GTE telephone service for over one
year; ' '

2. After attempting to get corrections to his service for over lOmonthswit.boutmceés,
Complainee failed to and stills fails to supply Complainant with minimal telephone service;

3. At a prior time, Complainant filed complaint No. 199022 in attempt to solve his
problems with GTE and obtain minimal telephone service;

4. Complainant asked PSC Engineer Leonard Fulwood for a ruling whether Complainant
could withhold and escrow payment until minimal service was restored,

5. AnadversemlingapinnComphinmw:lidLmdFWwdconveyed
telephonically on May 4, 1998 caused Complainant to pay in full both local and long distance
telephone bills, using the mooey being escrowed,

6. Psyment has never been an issue with Complainant, who has had sufficient money to
pay the same all the time;

7. On May 4, 1998, Complainant csuse to be sent psyment in full which was mailed on
May 5, IMan;mdcmmﬂM‘ofbuMwmndhlwbemrweivedbnyyé, 1998 at
the latest and information from GTE accounting shows payment was posted on May 9, 1998,

8. Long distance service should have been restored by May 11, and was not;

9. That from May 9, 1998, and continuing to date, and in retaliation for Compiainant
exercising his administrative procedural rights before the PSC, the GTE Company has illegally
ﬁﬂedmdreﬁ;sedtoprovidgComplaimntwit_hlongdimneema.ndstill&ﬂstodoso,even



though Complainant’s telephone bill is current and despite PSC employee Leonard Fulwood's R
assurances that Complainant’s long distance service would be restored immediately upon his
payment of the escrowed telephone bill monies; ~

10. The following reasons are alleged to be reasons for the illegal failure to provide
Complainant with long distance service,

a. Retaliation for Complainant taking advantage of his administrative due process rights;

b. Because of Complainant’s race, age and disability;

¢. Disaster fraud, prohibited by Federal Law;

d. The ability of GTE to control Public Service Commission because of it's size and sheer
economic clout; |

11. PSC employee failed to compel over s period of several weeks to cause GTE to gram
Complainant agy relief other than make him pay for prior inferiar services and continue to be
served with less than minimal telephone service; '

12. ‘Complainant needs telephone access in order to stay at his home by himseif, which
was denied for several weeks, causing Complaints house to be looted and loss of contents in an
amount of over $10,000 caused by looting while Complaint was not able to be on the premises
and further tore up about 1,500 feet of driveway access to the premises with their trucks;

WHEREFORE, Complainant demands that immediate long distance access be restored
him, that minimal telephone service be provided him; that dsmages be provided for the looting
losses, and thas MU Wy be restored and any amd ailsther damages incurred by the
Complainank 'whether prior to, current or subsequent be given upon proof thereof, and that an

process as mandated by the United States Supreme Court and any and all other relief to which the
Complainant is eatitled.
Complaint, *
Coellon LU O
Calvin “Bill” Wood

PO Box 6352
Nalcrest, FL 33856-6352
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Division of Consumer Affairs

QEFICERS

CHIEF WILLIAM “RATTLESNAKE" JACKSON
Principei Chief

MICHAERL “"BLACK HAWK' WILLEFORD
Principai Vice Chief

DAVID "WINOWALKER WILLEFORD

Orator

JAMES WALKS WITH OLD ONES

JORDINATION PROGRAM S8ERVICES
RSONNEL SERVICES

IOQRAM DEVELOPMENT
QISLATIVE AFFAIRS

HBAL CEREMONIAL OFFICE

YUNCIL
QO'LOUGHLIN, SR.
Medicine Man
WILLIAM R. ROSBERTSON i
Counct)
1839 NATION 1878 CALVIN GROUND SQUIRREL wOOD
Business Agent
AMERICAN CHEROKEE CONFEDERACY
NATIONAL TRIBAL OFFICE
619 Pine Cones Road
Albany, GA 31705-8808
Phone (812) 787-.5722
29, 1998

Ms. Beverlee S. DeMello, Director
Florida PSC-Div. Consumer Affairs
2540 Shumard Oak Boulevard
Tallahassee, FL. 32399-0850

: Chief Calvin “Ground Squirrel” Wood
PO Box 6352
Nalcrest, FL 33856-6352

Re: Complaint No. 1990221 - Calvin “Bill” Wood
Dear Ms. DeMello:

I have received the finding of Mr., William D. Talbott, Executive Director. After all the work
done, my neighbor, My. Perry, who lives about 3/4 mile away from my house, teils me he still
cannot reach me by phone upon almost ali occasions he tries. - He also wants me to let you know
he felt insulted by GTE and that he is not a feeble old fool like he believes the GTE people tried to
make him look when they came by his house testing his line. He also wants you to know he can
dial the telephone as well as anyone, does so regularly, including foreign calls and still cannot get
me. [ believe him. I do know that if either GTE or the PSC tried to reach me, my phone did not
ring during the time period I believe they were at Mr. Perry'’s.

I further request that [ be sent a copy of the regulations which the PSC uses to regulate GTE so [
may form a formal response to the Findings of Mr. Talbot.

1Y



-
- S—
My complaints go back to about May, 1997, and I believe I am due a sizable refund for GTE's
failure to provide minimal service.
I further ask for a 20 day extension in order to formaily reply to the above findings.

If you have any questions, please do not hesitate to call.

Sincerely,

Calvin “Ground Squirrel” Wood

Xc: Ms. Hunter- GTE
Senator John F. Laurent
250 North Clark Avenue
Bartow, FL 33830
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'July 3, 1998

;Flon'da Public Service Commission | ' ‘ E_GE |V E ”

!

| Capital Circle Office Center JUL 0@ 1998
12540 Shumard Oak Boulevard —
| Tallahassee, FL 32399-0850 Division of Consumer Affairs

Re: Complaint No. 199022
Attn: William D. Talbott, Executive Director

Dear Sir:

Yesterday I was talking to a GTE Customer Service Representative. She said that at the
same time I was asking the PSC if I could escrow payment, the PSC was directing them to cut off-
my telephone service if I did not pay.

| Please tell me (a) who was that PSC employee who was advising GTE at the same time I
]was asking them for a ruling, (b) did that PSC employee know of my inquiry as to whether I could
'escrow payment of my bill, (¢) if not, why not, and (d) since I was having the problem, why was I
not concurrently advised?

The issue was never the payment of the bill, but the inferior service I was and still am
getting from GTE. Iam much troubled that both GTE and I would ask the PSC for a ruling, and
GTE would get one weeks ahead of mine, to myy detriment. Please advise me.

If you have any questions, do not hesitate to contact me.
Sincerely,
Coele CU L) D
Catvin Willie Wood, JD
xc:  Ms. Beverlee S. DeMello

Ms. Hendrix - GTE Customer Service
Senator John F. Laurent
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none: 941)596-9542 g
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P.O. Box 6352

Alal ed—il-221258 83832
T

August 18, 1998

Mr. John Plescow Florida Public Service Commission GTE
Capital Office Center 2540 Shumard Oak Boulevard POB 31122
2540 Shumard Oak Boulevard Tallahassee, FL 32399-8153 Tampa FL 3363-0850

Tallahassee, FL 32399-0850
Re: Complaint No. 199022

Dear Sir:

[ take great pleasure in announcing that Schaefer Lane in Lake Wales has been drug,
kicking and screaming, into the electronic age. Last Thursday, -\.ugust 6. 1998. William Perry, my
neighbor from 3/4 mile away called me from his house for the fifSt time 1n months an
accomplishment equivalent to that of Alexander Graham Bell. Iam sure I will never know what
was wrong, but [ am proud of you GTE. Bill Perry is also proud of the second phone he has gotten.
He said they are getting better all the time but do you have one that will talk to him?

However, I still believe that the “informal hearing” should take place and so request. I am
still waiting for the PSC to send me a copy of the regulations that I requested. and to find out who
permitted GTE to cut my phone off, without answering my inquiry as to whether [ could escrow the
money due, thus letting GTE cut off my phone after months of inadequate service. This kind of
mixup should be avoided in the future.

[ am also waiting on GTE to send me a copy of their records on my repair history from April
1997 to date. Only today, two trucks with men who said they represented GTE came inspecting the
line to my house. They told me that the wiring to my house was put in wrong and would have to be
corrected. What do I know? Iam not sure whether I am getting all my incoming calls or not. Most
of ghe people I did business with quit calling after finding my phone contineously “disconnected”.

With this in mind, I request a prompt meeting. 1 am sorry that GTE has shown so little good
faith in handling my problems making a hearing necessary. Most frustrating is the only
communication has been the denial of any problem. Surely. they realize the chance of the problem
escalating if they do not settle with me one on one, which they refuse to do. They know how small |
am and that they can squash this old Indian man like a fly. The good people out here are evidence
of what they have done to the minorities, the elderly and disabled on Schaefer Lane.

Sincerely,

Celee. €U LD D

Calvin Willie Wood. JD

50
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alvin Willie Wood. JD \,
one: ($41)696-9542 a
1

). Box 6362
icrest, FL 338866352

September 17, 1998

Mr. John Plescow, Consumer Affairs analyst
Florida Public Service Commission

Division of Consumer Affairs

2540 Shumard Oak Boulevard

Tallahassee, FL 32399-0850

Re: Complaint No. 1990221
Dear Mr. Plescow:

Enclosed please find my copy of the dismissal of my complaint. The release goes far
beyond the scope of the complaint, so I have signed it “without wavier of rights”. 1am not
willing to waive ANY rights with GTE. As both you and GTE know some of us have been
considering a class action for GTE’s failure to provide “plain old ‘phone service”, including
contributing to the looting of my house after the March 9, 1998 tornado, and this release would
prevent that. I ask you to forward this to GTE for their initials by mine on the addendum.

Otherwise, I ask again for a hearing on this matter. I feel that my rights to due process has
violated the Florida Administrative Procedure portion of the Code. Unless I finish my
administrative appeals, I feel I may lose rights by going directly to court. Additionally there is
evidence that GTE has been given preference in rulings over me, which got my phone
disconnected. While I hope none of these matters need to be pursued, I demand I be allowed to
profect my rights.

If you have any questions, do not hesitate to contact me.
Sincerely,

Calvin Willie Wood, JD
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C. W. Wood Email: bill. wood2@worldnet.att.net

10577 Schaefer Lane Phone:  (941)696-9542

Lake Wales, FL 33853 Fax: (941)696-8914

19370 Collins Avenue #1209 Phone:  (305)935-0784
ammclinnyisle Beach ELALLG0 iz L00237.4319 \\D

May 11, 1999

GTE Regulatory and Industry Affairs

Re: PSC Complaint (941)696-9542

Attn: Ms. Debby Kampert

Dear Ms. Kampart:

I talked with Ms Shirley Stokes just before lunch, and I will call her for the hearing. Also,
she advised me that in the event we settle, she will need a signed agreement before the hearing.

Therefore, if you wish to persue the settlement agreement, we must do so prior to close of
business today. This way, we can fax the signed documents to Ms. Stokes. I will not have access to ,
a fax machine or other than a pay telephone when I am in Tampa tomorrow.

If you have any questions, do not hesitate to call me.

Sincerely,
Cele GV €D 590

C. W. “Bill” Wood, J. D.

P N
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10577 Schaefer Lane Phone:  (941)696-9542

Lake Wales EI 118€3 Faz: (Q41)K96 R4

May 26, 1999

Ms. Shirley Ann Stokes

Florida Public Service commission
Capital Circle Office Center

2540 Shumard Oak Boulevard
Tallahassee, FL. 32399-0850

Attn: Ms. Stokes

Dear Ms. Stokes:

Thank you for forwarding the material sent to you by GTE. I have looked it over, and am
quite concerned that I do not have the material sent to the PSC by GTE. How in the world can |
refute their case, if I do know what they are presenting. The Florida Rules of Administrative
Procedure require I be served the same.

I request an extension of time to allow GTE to comply with the Rules and provide me with
ALL copies sent to the PSC, and [ ask that they be sanctioned for not doing so at a prior time. If

you have any problems with this, please contact me at my above address or number. I must wonder
why these items were not sent me at a prior time. .

If you have any questions, do not hesitate to call me.

Sincerely,

%Q C P
C. W, “Bill” Wood, J. D.

{c: Debbie Kampert

31



bilLwood2@wor

ldnet.att.net
10577 Schaefer Lane Cherokee Quality....Cherokee Pride Phone:  (941)696-9542
Lake Waleg EI ARSI Eax: {Q41)K96.8914

June 3, 1999
Attn: Ms. Shirley Stokes

Ms. Shirley Ann Stokes
Regulatory Supervisor/Counsultant
Capital Circle Office Center

2540 Shumard Oak Blvd.
Tallahassee, FL 32399-0850

Re: Reply to GTE documents

Dear Ms, Stokes:

I feel I have not feel I have received all the reports GTE has sent the PSC. Therefore, I ask
all their reports be discarded and not used. In the event that they are used, I submit they have the
following errors:

1. The phone was not fixed until August 8, 1998; [my notes]

2. Even after I paid, I was not reconnected because “there was a stop” placed on my line to prevent
it from being cut on (Conversation with GTE Business office)

3. Does not reveal that Mr. Perry’s problem was a broken wire at the intersection of Silvio and SR
60 and the end of Schaefer Lane; (GTE Engineer Ted Kiser]

4. Does not mention the written complairt of Ms. Crawford who also got a recording my phone had
been disconnected;

5. Does not mention the telephonic complaint of Attorney Frank Buford (talked to T. Kisner); -

6. The report of Ted Kisner on 3/27/99 that the pairs they wanted to hook me up to were bad,

7. Multiple complaints that Mr. Perry made that he could not reach me (see No. 3 above),

8. Fails to reflect complaints of eight (8) neighbors who also had long standing complaints about
pon/defective service to GTE;

9. Your failure to take the neighbors complaints into account, and which show there was a wide
spread problem on Schaefer Lane;

10. The reports of numerous sub-contractors that the wiring was so bad that they could repair the
lines only temporarily;

11. That I was not promptly reconnected when I paid my bill but was deliberately forced to wait in
excess of 3 weeks to have my service restored;

12. That GTE was falsely telling the PSC that they had installed my SECOND PHONE LINE FOR

FREE when the same was NOT TRUE WW

had receive ﬁ_Qm them:

These are only a few of the omissions of what I believe to be a fatally defective report by

GTE to the PSC. | request disciplinary proceedings be taken against GTE for it’s deliberate

isconduct of failing to file accurate reports:;
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days prior notice that [ must pay to avoid cutoff, and allowing my phone to be cut off. [ request

discipli oce e take r it’s deliberate misconduct of e e
conversations with GTE:

I am very concerned about the denial of due process in my complaint to the PSC. A hearing
which was necessary and needing to be close in time, was not held until some 14 months after the
complaint was filed,

That my other complaints concerning misconduct of GTE were summarily dismissed.

The only issue in this matter is how much of the $25.00 per complaint I was promised by
GTE am I entitled to. I feel I am entitled to one for each complaint, since service was not fixed an
false reports were filed as to the reasons.

If you have any questions, do not hesitate to call me.

Sincerely,

%; CU . cd”'O
C. W. “Bill” Wood, J. D.

Xc: Deborah Kampert

[{
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10577 Schaefer Lane Cherokee Quality....Cherokee Pride Phane:  (941)696-9542

Lake Wales EJ 33853 Eax: {941)596.8914
June 8, 1999

Ms. Shirley Ann Stokes Please note my new address above and use it
Capital Circle Office Center : in the future.

2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

Re: Your Letter of May 26, 1999

Dear Ms. Stokes:

I received the post conference reports, and now havé, as of June 5, 1999 received the reports
which look like they are from January 1, 1998. Thank you for sending them.

However, I am concerned because the trouble in my relevant case began in about May 1997,
and was continuous until August 6, 1998, when it was finally fixed, just before the PSC inspection.

I must complain that the PSC has not been given all the relevant records. [ ask that GTE be required
to produce them with copies to me, It is most difficult not to believe that the acts of GTE are

retaliatory in nature.

It is obvious that GTE and the PSC has been in communication for a long time. I think that
I should have a reasonable time to respond to ALL the documentation presented. And in light of my
total disability, it takes more time to respond than most folks.
I think even GTE will admit that my situation was handled badly.

Therefore, [ ask for a reasonable time after GTE produces it’s 1997 reports to reply. Please
advise me.

If you have any questions, do not hesitate to call me.

[]
Sincerely,

Oeddes. Y €0 D
C. W. “Bill” Wood, J. D.

XC: Deborah Kampert



‘10577 Schaefer Lane Cherokee Quality....Cherokee Pride Phone:  (941)696-9542
Lake Wales 1 1853 Eax: (Q41)696.8914

June 8, 1999

Ms. Shirley Ann Stokes
Capital Circle Office Center
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0350

Re: Your Faxed Letter of June 8, 1999

Dear Ms. Stokes:

Thank you for the above faxed letter. I am sure you have enough documents to proceed in
the matter. However, I submit that complete records should be submitted. This is because so
far as I am concerned, the issue is how many $25.00 telephone credits I am due. And even
GTE has admitted at least $25.00 is due. And I ask again that GTE submit complete records or
tell us they have no more records. This includes any notes of ex parte conversations, etc with the
PSC. I further request the files of the PSC relating to matters discussed or documents exchanged
during these ex parte meetings. I think ex parte
transactions are as bad in agency hearings as in court cases.

Further, I request that no more ex parte transactions take place and that I be allowed to
participate in all transactions..

Further, and I mean no personal offense, I request you recuse yourself from this case because
of those ex parte hearings. I believe under Florida Agency rules, you have acted improperly and I
wish to protect my interest as they may appear.

If you have any questions, do not hesitate to call me.

Sincerely,
Ol C .0 rlD
C. W. “Bill” Wood, J. D.

XC: Deborah Kampert



C. W.."Bill" Wood, J.D. 941-696-8¢14 06/15/1999 C€2:09:20 aM

C. W. Wood Email: bill. wood2@worldnet.att.net
10577 Schaefer Lane Cherokee Quality....Chesokee Pride Phone:  (941)696-9542
Lake Wales F1 11823 Eax: {94 1A9K.8914

June 15, 1999

Ms. Shirley Ann Stokes
Capital Circle Office Center
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

Re: Your Letter of May 26, 1999 - Supplemental

Dear Ms. Stokes:
In addition to the information I asked for in my June 8, 1999 letter, I request disclosure of
all ex parte meetings between the PSC and GTE, with copies of notes, tapes, etc if available.

Needless to say, I feel at a disadvantage with what had to be a large amount of ex parte
communications.

If you have any questions, do not hesitate to call me.
Sincerely,
%;‘ 199 Gdh-a
C. W. “Bill” Wood, J. D.

XC: Deborah Kampert
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 Public Service Commission

June 17, 1998

Mr. Calvin Willie Wood
P.O. Box 6352
Nalcrest, FL 33856

Re: FPSC Inquiry #1990221

Dear Mr. Wood:

This is in response to your concerns about your telephone service with GTE Florida'
Incorporated (GTE).

In your initial complaint to the Florida Public Service Commission (PSC) on December 30,
1997, you stated that you were having trouble receiving calls, because friends would call but your
telephone would not ring. The following includes the documentation provided to the PSC by GTE
since that time.

. On January 15, 1998, GTE responded to the PSC’s inquiry stating that lightning had struck
! the line serving your home more than once and had determined that the cable needed to be
replaced. GTE anticipated completion of the cable replacement within 30 days.

. On February 20, 1998, GTE submitted a second report. According to the documentation
provided to the PSC, GTE repaired a section of drop wire that had rubbed against an oak tree
and replaced a rusty connection at the splice connector. Also, GTE noted that it found a
problem with your telephone equipment, and you agreed to replace it.

. A GTE engineer, Ted Kaiser, visited you on February 12, 1998. At that time, you suggested
that he visit your neighbar, Mr. Perry, who had been trying to call you. Mr. Kaiser visited
Mr. Perry and determined that Mr. Perry was dialing your number incorrectly. GTE issued
a $25 Service Performance Guarantee credit to you.

. On April 2, 1998, you faxed a letter to our Division of Consumer Affairs requesting an
informal conference. Your request was not acted upon at that time, since your initial inquiry
was still under investigation by the PSC.

CAPITAL CIRCLE OFFICE CINTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
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. In response to your continued concerns regarding your problem receiving calls, the PSC

received an additional report from GTE on April 17, 1998. This report indicated that cable
splicing was completed on February 26, 1998, but due to a problem with the cable pairs,
there was a delay in connecting your service to the new cable. On March 9, 1998, before
that change could be made, your home was destroyed in a tornado. In order to provide you
with telephone service, Mr. Jim Farmer of GTE asked you to contact him when you secured
other living arrangements.

J On March 23, 1998, Mr. Farmer made a field visit and found that the private road to your
residence was barricaded. On March 27, 1998, Ted Kaiser of GTE reached you at the
number you had provided. At that time, you told him that your service was disconnected and
that you would be renting a place in Highlands and, due to your heart condition, you would
be needing telephone service at this location.

. On March 27, 1998, Sandy Henrichs, GTE Executive Assistant, advised you that youn
service was disconnected, not pertaining to repair issues, but for nonpayment of your GTE
bill. Ms. Henrichs also reported that you told her you would not pay the bill until your repair
issues were resolved. On April 17, 1998, Ms. Henrichs contacted you and offered to restore
your service with toll blocks pending payment of the outstanding bill. Company records
indicate that you declined to make payment arrangements. Then, on April 20, 1998, GTE
reconnected your service pending the resolution of your complaint filed with the PSC.

. On April 23, 1998, you advised Mr. Lennie Fulwood of the PSC’s Division of
Communications that you would hold GTE responsible for the looting of your home.

. On May 4, 1998, in response to your request that §'ou be allowed to pay the outstanding
charges into an escrow account, Mr. Fulwood advised you that there was no escrow account
available. At that time, you agreed to pay the balance in full the next day.

. On May 13, 1998, GTE personnel advised the PSC that you had paid the outstanding bill,
and your long distance service would be restored.

. On May 28, 1998, Mr. Fulwood an-anged to visit your residence and Mr. Perry’s residence
to perform tests of the telephone system.

. On May 29, 1998, Mr. Fulwood, along with GTE personnel, conducted line tests at your
residence and Mr. Perry’s residence. The lines tested satisfactorily at both residences. Mr.
Fulwood conducted call completion tests from Mr. Perry’s residence to your residence. Mr.
Perry attempted to dial your number three times. He dialed the wrong number each time.
Mr. Fulwood then completed the call list. Each call was completed as dialed.
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. On June 3',‘ 1 998, Mr. Fulwood informed GTE that your long distance service had not been
restored. GTE acknowledged that it had failed to remove the toll biock and that it would be
removed that day.

. On June 15, 1998, you confirmed that your long distance service had been restored.

While I can appreciate your concern regarding problems receiving calls, it appears that GTE
has taken all reasonable actions to ensure that you have received reliable service. Both GTE
personnel and PSC personnel have observed Mr. Perry dialing your number incorrectly. Subsequent
test calls made from Mr. Perry’s home were completed with no problem.

PSC Rule 25-4.113(1), Florida Administrative Code, states, in part:

As applicable, the company may refuse or discontinue telephone service

under the following conditions provided that, uniess otherwise stated, the ,
customer shall be given notice and allowed a reasonable time to comply

with any rule or remedy any deficiency:

(/) For nonpayment of bills for telephone service, including the telecom-

munications access system surcharge referred to in Rule 25-4.160(3),

provided that suspension or termination of service shail not be made without

5 working days' written notice to the customer, except in extreme cases.

The written notice shall be separate and apart from the regular monthly bill

for service. .

‘ In its April 17, 1998, report to the PSC, GTE said that you had not made a payment since
February, and the payment that you did make had been applied to the outstanding balance from your
December bill. From this, it appears that GTE has complied with PSC rules in the handling of your
account.

Thank you for allowing us the opportunity to review your complaint. If you would like to
pursue this matter further, you may request an informal conference. To do so, please make your
request in writing within 30 days from the date of this letter and address it to the following:

Ms. Beverlee S. DeMello, Director
Division of Consumer Affairs
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850
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Again, thank you for the opportunity to address your concerns. If you have any questions,
please let us know.

Sincerely, )
e M

William D. Talbott
Executive Director

c: Senator John F. Laurent
250 North Clark Avenue
Bartow, FL 33830

Ms. Beverlee S. DeMello, Director
Division of Consumer Affairs

Mr. Walter D’Haeseleer, Director
Director of Communications




STATE OF FLORIDA

Commissioners: DIVISION OF CONSUMER AFFAIRS
JULIA L. JOHNSON, CHAIRMAN BEVERLEE DEMELLO :
DIRECTOR

J. TERRY DEASON
SusaN F. CLARK
JOE GARCIA

E. LEON JACOBS, JR.

[

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

Public Serbice Commission

July 20, 1998

Mr. Bill Wood
P. O. Box 6352
Nalcrest, FL 33856

Dear Mr. Wood:

This is to inform you that the Florida Public Service Commission (PSC) received your letter
dated July 3, 1998, requesting an informal conference against GTE Florida Incorporated (GTE).
Your case has been assigned to Mr. John Plescow, who will be contacting you in the near future to

discuss your case.

] If you have any questions, please contact him at 1-800-342-3552, or if you wish, at his direct

line 1-850-413-6115.
Sincerely,
2L o |

roy A(Rasberry, Chief
Bureau of Complaint Resolution
Division of Consumer Affairs

LAR:ewe

c: GTE Florida Incorporated

Ag Affirmative Action/Equal Opportuairy Employer
PSC Website: www2.scri.net/psc

e
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SusaN F. CLARK . AN (850)413-6100
JULIA L. JOHNSON Y ToLL FREE 1-800-342-3552 -
E. LEON JacOBS, JR. : =
Public Serbice Commission

April 16, 1999

Calvin “Bill” Willie Wood, JD
P.O. Box 6352
Nalcrest, FL 33856

Dear Mr. Wood:

This is a follow-up to my telephone conversation on April 12, 1999, regarding your informal
conference request concerning your complaint against GTE Florida, Inc. (GTE).

As you agreed, I have scheduled the telephone informal conference at 10 am. on May 12,
1999. You will confirm your contact telephone number prior to that date. If possible, please doso  +
before May 10, 1999. I have also notified GTE of the conference time and date. However, there
isn’t anything in the Florida Public Service Commission’s rules and regulations that would prohibit
a settlement of the complaint prior to an informal conference. Therefore, I have provided GTE with
a Settlement Agreement Form.

. Ifyou have any questions, please give me a call at our toll-free telephone number 1-800-342-
3552 or at my direct line 1-850-413-6125,
4

Sincerely,

Regulatory Supervisor/Consultant
SAS:sas

¢: GTE Florida, Inc. (Request No. 199022])

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
. An Affirmative Action/Equal Opportunity Employer : —
PSC Website: www.scrinet/psc Internet E-mail: contact@psc.state.Lus / (O)



STATE OF FLORIDA

Commissioners: DIVISION OF CONSUMER AFFAIRS

JOE GARCIA, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR -~

SusaNF. CLARK (850)413-6100 h
ToLL FREE 1-800-342-3552

JULIAL. JOHNSON
E. LEONJACOBS, JR.

Public Service Commission

May 20, 1999

Calvin “Bill” Willie Wood, JD
P.O. Box 6352
Nalcrest, FL 33856

Dear Mr. Wood:

Thank you for your participation during the informal conference on May 12, 1999, regarding
your complaint against GTE Florida, Inc. (GTE).

As you requested, I have enclosed copies of GTE’s post-conference reports. If you would like
to respond to the information, please provide your written comments to me before May 31, 1999.
My fax telephone number is 1-850-413-6126, and my E-mail address is sstokes@psc.state.fl.us.

If you have any questions, please give me a call at our toll-free telephone number 1-800-342-
3552 or at my direct line 1-850-413-6125.

Sincerely,

[] .
. Shirley Ann %kes

Regulatory Supervisor/Consultant

SAS:sas

Enclosures

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD ¢ TALLAHASSEE, FL 32399-0850
An Affirmative Action/Equal Opportunity Employer

)

-
Internet E-mail: contact@psc.state.fl.us (J A/} )
N

Y

PSC Website: www.scrinet/psc



STATE OF FLORIDA

Commissioners: DIvISION OF CONSUMER AFFAIRS

JOE GARCIA, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

SusaN F. CLARK (850)413-6100 %’

TOLL FREE 1-800-342-3552

Public Service Commission

May 25, 1999

JuLiA L. JOHNSON
E. LEON JAcOBS, JR.

Calvin “Bill” Willie Wood, JD
P.O. Box 6352
Nalcrest, FL 33856

Dear Mr. Wood:

This is a follow-up to my May 20, 1999, letter regarding post-conference reports from GTE
Florida, Inc. (GTE).
’
I have enclosed additional information from GTE. As I previously requested, please provide

your written comment§ to me before May 31, 1999. My fax telephone number is 1-850-413-6126,
and my E-mail address is sstokes@psc.state.fl.us. Our toll-free fax telephone number is 1-800-511-

0809.

If you have any questions, please give me a call at our toll-free telephone number 1-800-342-
3552 or at my direct line 1-850-413-6125.

Sincerely,

hirley Ann éokes

Regulatory Supervisor/Consultant

SAS:sas
Enclosures
CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850 / o
An Affirmative Action/Equal Opportunity Employer ' 8
Internet E-mail: contact@pscstate flus ‘

PSC Website: www.scrinet/psc



STATE OF FLORIDA

Commissioners: DIviSION OF CONSUMER AFFAIRS
JOE GARClA, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

SuSAN F. CLARK (850)413-6100

ToLL FREE 1-800-342-3552

JULIA L. JOHNSON
E. LEON JACOBS, JR.

Public Serbice Commission

May 26, 1999

Calvin “Bill” Willie Wood, JD
P.O. Box 6352
Nalcrest, FL 33856

Dear Mr. Wood:

Thank you for your May 26, 1999, letter regarding your complaint against GTE Florida, Inc.
(GTE). |

You acknowledged receipt of the post-conference reports that I sent to you from GTE.
However, you requested that GTE sends you all of its reports regarding your complaint. I have
enclosed a copy of the file in its entirety for your review. Additionally, I have granted you an
extension until June 4, 1999, to provide me with your written post-conference comments.

If you have any questions, please give me a call at our toll-free telephone number 1-800-342-
3552 or at my direct line 1-850-413-6125. My fax telephone number is 1-850-413-6126, and my
E-ntfail address is sstokes@psc.state.fl.us. Our toll-free fax telephone number is 1-800-511-0809.

Sincerely,

irley Ann S
Regulatory Supervisor/Consultant

SAS:sas
Enclosures

¢: GTE (1990221, letter only)

9)

CAPITAL CIRCLE OFFICE CENTER ® 2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE, FL 32399-0850 (
Internet E-mail: contacti@psc.state.fl.us~..__—~
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STATE OF FLORIDA

Dr1visioN OF CONSUMER AFFAIRS

Commissioners:

JOE GARCl1A, CHAIRMAN BEVERLEE DEMELLO
J. TERRY DEASON DIRECTOR

SusaNF. CLARK (850)413-6100

ToLL FREE 1-800-342-3552

Public Serbice Commission

June 8, 1999

JULIA L. JOENSON
E. LEON JACOBS, JR.

FAX AND REGULAR MAIL

Calvin Willie “Bill” Wood, J.D.
10577 Schaefer Lane
Lake Wales, FL 33853

Dear Mr. Wood:

Thank you for your June 8, 1999, letter regarding your complaint against GTE Florida, Inc.,
(GTE). You noted that a copy of your letter was sent to GTE.

You acknowledged receipt of my May 26, 1999, letter. You also advised me of your new
mailing address. Additionally, you stated that since your service trouble began in May 1997 and
GTE’s report started in January 1998, you don’t believe that GTE provided the Public Service
Commission (PSC) with all of its records. Therefore, you want GTE to provide its 1997 reports to
the PSC with copies to you. After that, you want a “reasonable” time to respond to GTE’s 1997

reports.
4

Although your file includes your information that the service trouble started in 1997 and GTE
provided the PSC with copies of its service trouble reports from May 1, 1997, you filed a complaint
with the PSC on December 30, 1997. That’s why GTE’s first report to the PSC’s Division of
Consumer Affairs was received on January 15, 1998.

Along with my May 26, 1999, letter to you, I sent you a copy of your complaint file in its
entirety. GTE’s summary trouble report was included with that file, showing a beginning date of
May 1, 1997. Ibelieve that I have all the necessary documents to proceed in the complaint handling
process of this case. Additionally, you have made it very clear of your complaint concerns as noted
in your file and during the informal conference on May 12, 1999.

As you requested during the informal conference, I sent you copies of GTE’s post-conference
reports on May 20, 1999, and May 25, 1999, prior to sending you a copy of your complaint file. In
my May 20, 1999, letter, I asked you to provide me with your written post-conference comments
by May 31, 1999. Since you asked for an extension on May 26, 1996, I granted you an extension
until June 4, 1999. Your post-conference letters were added to your file. As I explained during the
informal conference, all concerns will be thoroughly review in this case.

CAPITAL CIRCLE OFFICE CENTER *2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
An AfMfirmative Action/Equal Opportunity Employer
PSC Website: www.scrinet/psc Internet E-mail: conta?@psgmte.ﬂ.us
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I agreed with you that the PSC has been in communication with GTE for a long time. We
started this process with GTE and you on December 30, 1997, when you filed your complaint. We
try to resolve all complaints to the customer’s satisfaction.

Since your complaint was not resolved during the informal conference, you will also have the
opportunity to participate in an agenda conference in Tallahassee, Florida, in person or by telephone.
However, you will be provided with additional mformatlon regarding this concern when a
recommendation is filed in this case.

If you have any questions, please give me a call at our toll-free telephone number 1-800-342-
3552 or at my direct line 1-850-413-6125.

Sincerely,

Shirley Ann StgKes
Regulatory Supervisor/Consultant

SAS:sas

c: GTE Florida, Inc. (Request No. 199022])
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Staff

Lennie Fulwood

Record First Name

4090 CALVIN

Contact Person
Last Name

WOoD

COMPLAINTS

Source

Consumer

Date Initial
Received Contact

03/27/98  04/01/98

PS¢ Sehlbr o 4 T

Remarks

ECTS#2422. Letter sent to GTE on 4/01/98;
D0=4/16/98. Cut off due to non-pay.

Called GIE prematurely for response talked
with Debbie about customers condition as
stated 4/15/98.

GTE agreed to reestablish service without
payment w/toll blocks 4/20 until complaint
closed 04/17/98.

Called Slood to confirm service. Confirmed
service w/o LD and he wanted his LD service.
1 told him that GIE agreed to give him
service until complaint w/o LD unless payment
was made. He said he was still having
problems rcv calls from Perry 4/23/98.
Customer feels GTE is responsible for looting
wanted to put money in escrow. [ told him 1
was not aware of escrow | would talk to other
engineers and call him next week, but GTE
could not be held responsible for looting
5/1/98.

Ordered trouble tickets from 5/1/97 to
present. GIE says no current trouble found
new drop. Called customer informed no
escrow, explained LD had nothing to do with
local and LD service would be restored in
ressonable time after payment Rcwd per GTE,
and he agreed to meke payment on 5/5/98
5/4/98.

Called GVE for pay conf. not rcv must have
mailed 5/7/98. '

Called GTE money was RCV'd. Called Wood said
LD not restored. Called GTE back and informed
of LD restoration 05/13/98.

Tatked to Durbin on complaint and he sent me
faxes of everything he had 5/15/98.

Arranged site test GTE-Uood L Perry residence
05/28/98. Performed loop test @ both
residences, call completion test Perry to
Woods, tested acceptsble. On call completion
test, Perry dialed wrong number three times



AGE 2

taff

ennie Fulwood

Record Firgt Name

4109 TRACY

Contact Person
Last Name

SCHNATTMAN

COMPLAINTS

Source

Consumer

Date Initial
Received Contact

03/31/98 04/01/98

Remarks

in my presence. Once to his daughters house,
twice to wrg #. | asked Perry could | dial
the numbers please. He agreed. Completions
were 100X. Note: Wood again mentioned no LD
service, wanted copy of resutts, | told him 1
would meil him a copy 5/29/98.

Rcevd fax from GTE on 5/5 with trouble tickets
not clesr enough called GTE. Debbie says she
will have them hand delivered Thursdsy and we
would go over via telephone 06/02/98.

Rcvd formal complasin for Lack of Ld serv.,
tooting, other from Woods called GTE made
them awsre of the complaint and lack of LD.
Debbie said she would have his service
restored soon as possible he never called GTE
to let them knou. [ asked that ghe call me

~ as soon as service was acually restored

06/03/98.
Faxd Debbie complaint rcvd 6/3

06/15 mailed Nr. Wood copy of the loop test.
Spoke with him on the phone and his long
distance has been restored.

06/16 turned over summary of Wood complaint
to Durbin so he could compose letter to Wood.
Complaint closed. 06/15/98

ECTS#2441. Verbal agreement with Wayne
Tubaugh confirming Apritl 3 work order. And
filling of trench regardless if BellSouth dug
it or not April 2, 1998. Consumer verified
the completion of the work April 6.

/
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