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State of Florida 

DATE: July 30,2002 
TO: 
FROM: Division of Competitive Markets & Enforcement (Watts)]M 
RE: 

Division of the Commission Clerk and Administrative ServicSBay o) 

Docket No. 020646-TX7 Compliance investigationof CAT CommunicationsIntemational, 
Inc. for apparent violation of Rule 25-4.1 1 O( I6), F.A.C., Customer Billing for Local 
Exchange Telecommunications Companies. 

Attached are letters and facsimiles that are pertinent to the subject docket. Please place these 
documents in the docket file accordingly. 

Attachments : 
1. Fax from Florida Telephone Services, LLC to staff dated May 30,2002 
2. Letter from staff to Ms. Debra Waller, CAT Communications, dated June 4,2002 
3. Fax from Florida Telephone Services, LLC to staff dated June 6,2002 
4. Letter from CAT Communications to staff dated June 26, 2002 
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May 30,2002 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 3 23 99 

RE: FTS Customer, Tina Wagner 

. .  

p. 11 

. .’ 

Dear Madadsir: 

Florida Telephone Services (“FTS”) hereby files a complaint on behalf of Tina Wagner 
(“Customer”) stating that she would like to transfer her residential phone service to FTS 
from Cat Communications Inc (TCI”), but they have a freeze on her phone h e .  

As per the Customer’s request, we tried to switch her 10 our platform. The response that 
we received from Sprint staled ‘‘152 REJECT***2* THERE IS A LOCAL SVC 
FREEZE ON THEIR ACCT AND THEY CANNOT BE CONVERTED UNTIL THIS JS 
REMOVED” (See Attachment I). We are requesting that CC’I remove the service free= 
and not disconnect the customer in 0rde.r for the customer’s service to be converted to 
FTS’ platform. 

Please feel fiee to contact me directly with any fbriher questions or concerns at 
(407) 33 1-8622 ext. 709 or via email at bridRet~.ftstglecom.com. 

Since rely, 

Bridget Den 
Accounting and Claims Department 
I667 S. Highway 17-92 
Suite 101 
Longwood, FL 32750 
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STATE OF FLORIDA 
COMMISSIONERS: 
LILA A. JABER,  CHAIRMAN 

BRAULlo L. BAD 

RUDOLPH “RUDY” B R4 DLEY 

3. TEmY DEASON 

MICHAEL A. PALECKI 

DIvlslON OF COMPETITIVE MARKETS & 

i ENFORCEMENT 
WALTER D’HAESELEER j 
DIRECTOR 
(850)413-6600 

June 4,2002 

V I A  CERTIFIED LETTER ATUD FACSIMILE 540-444-2133 

Ms. Debra Waller 
CAT Communications 
P. 0. Box 6129 
Roanoke, VA 2401 7-01 29 

Re: Local Senrice Freezes 

Dear Ms. Waller: 

The purpose of this letler is to bring to your attention a problem regarding the placement of 
local senrice freezes on customers’ local access lines. Since January 2002 our Division of Consumer 
Affairs reports that it has received 25 complaints regarding the local service freeze and the 
customer’s inability to change carriers. 

The Commission’s Rule 25-4.1 10 ( I  6), Florida Administrative Code, requires that a 
company billing for local service must provide notification with the cuslomer’s firs1 bill or via letter, 
and annually thereafter, that a freeze is available and that existing cuslomers must be notified 
annually that a freeze is available. Staff interprets the rule as requiring that the freeze be at the 
customer’s option. In addition, it is unclear to staff if CAT Communications charges the customer 
to place or remove the local service freeze. Section 364.603, Florida Statutes, requires that the 
subscriber must be notified of the ability to freeze his choice of carrier at no charge. 

In addiiion, let me refer you to the following provisions taken from the FCC‘s Rule 64.1 190, 
Preferred Carrier Freezes: 

(a) Solicitation and imposition of preferred carrier freezes. 
(1) A11 carrier-provided solicitation and other materials regarding preferred carrier freezes must include: 
(i) An explanation, in clear and neutral language, of what a preferred carrier freeze is and what services may 
be subject to a freeze; 
(ii) A description of the specific procedures necessary to lif t  a preferred carrier freeze; an explanation that 
these steps are jn addition to the Commission’s verification rules in Sections 64.1 120 and 62.1 130 for changing 
a subscriber’s preferred carrier selec~jons; and an explanation that the subscriber will be unable to make a 
change in carrier selection unless he or she lifts the freeze; 
(iij) An explanation of any charges associaled with the preferred carrier freeze. (Note: Florida Statutes 
require that there be no charge for the freeze) 

c.4PITAL CIRCLE OFFJCE CIFTER 02540 SHUFlARD O A K  BOULEVARD .TALLAHAssEE,FL 32399-0850 
A n  A f i r  mativc Artion/Equal Opportunity Employer 

PSC Websitc: h ttf://H.H~,.floriduprc.ram lniernri E-mail: coniartepsc.sielc.fl.us 
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Ms. Debra Waller 
Page 2 
June 4,2002 

(3) Writlen authorization to impose a preferred carrier freeze. A local exchange carrier may accept a 
subscriber’s written and signed authorization to impose a freeze on his or her preferred carrier selection. 
Written authorization that does not conform with this section is invalid and may not be used to impose a 
preferred carrier freeze. 

Perhaps this reference to the FCC rules may provide additional guidance to you in 
To resolve this matter, CAT considering your approach to freezes on current accounts. 

Communications should take the following actions: 

1. 

2. 

3. 

Identify by telephone number, all customer lines which have a local preferred carrier (PC) 
freeze as signed. 
Submit local service requests (LSRs) to the appropriate underlying local exchange company 
(Sprint, Verizon, BellSouth) to remove all PC freezes. 
Notifi all custon3ers, via letter, that CAT Communications has removed the local PC freeze 
on its cuslomers’ lines. The letter should include an explanation of the local PC freeze and 
should provide instructions about obtaining a local PC freeze. The letter should clearly state 
that the option for a local PC freeze is exclusively the right of the customer. 

No later than June 28, 2002, CAT Communications should provide a wrinen reporl to me 
and it should include the following: 

a. 

b. 

c. 

d. 
e .  
f. 

A list of the telephone numbers on which CAT Communications had placed a local PC 
freeze prior to receiving this correspondence. 
A list ofthe purchase order numbers, by telephone number, for which CAT Communications 
submitted a LSR to the underlying carriers. 
A complete list of telephone numbers for cuslomers that have requested a PC freeze in 
response IO CAT Communications’ letter identified in 3. above. 
A copy of a sample letter that was mailed to your customers. 
A copy of the conipany’s current letter of authorization. 
A stalemen1 that CAT Communications does not require a local PC freeze as a condition of 
service. 

Should you have any questions, 1 can be reached at 850-4 13-6582 and my facsimile number 
is 850-433-6583. 

Sincerely, 

Rick Moses 
Chief, Bureau of Service Quality 

CATS#459086C 
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W Complete items I, 2, and 3. Also complete 
item 4 If Restricted Dellvery is desired. 

W PrJnt your name and address on the mvme 
so that we can return the card to you. 

I Attach this card to the back of the mallpiece, 
or on the front if  space permits. 

I. Artlcle Addressed to: If YES, enter dellvery eddWs below: 

Ms. Debra Waller 
CAT Communications 
P. 0. Box 6129 
Roanoke, VA 240 I 7-0 129 

I 

I 

I 

.. 
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TRANSMISSION VERIFICATIQN REPURT 

TIME : 86/84/20[?2 15:54 
NAME : 
FAX : 
TEL : 
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Toe FLPSC From Brldget Den 

Fa= 850-41 3x585 Pagea: 4 

cQ @50-413-6585, Ray Kennedy R e  

81 Urgent I3 For Rwlew 3 Please Comment Id Please Reply 0 Please Recycle 

In the event that you require additional informalion, please feel frEe to contact me at 407-331-8622 ext. 
700. 
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H#* trctephwr Ser dcer 
1667 S. ~ w y  17-92 Sulte 101 
tongwood, FL 32750 
of flce (407) 331 -8622 
F ~ X  @on 331-943 

June 6,2002 

Florida Public Senice Commission 
2540 Sbumard Oak Blvd. 
Tallahassee, FL 32399 

RE: Cat Communications 

Dear Madandsir: 

Florida Telephone Services (“FTS”) has had difficulty in convening senjce for the 
follo~li.ing phone numbers as Cat Communica:ions (‘“3”) currently has a service freeze 
on their lines: 

3 05-696-3740 
407-999-2484 

We are respectfully requesting that CCI remove the Jocal senice freeze from these lines 
so that their semice can be ported over t o  our plctform. n7e also request, in addition, that 
these lines not be disconnected as lhey are chvlging telephone sewice providers. 

Please feel free to contact me directly wirh my hrther questions or concerns at 
(407) 331 -3622 e a .  709 or via email at bridge@flstelecom.com 

. .I.‘ 

Sincerely, 

Bridget De; 
Accounting and Claims Department 
1667 S. Highway 17-92 
Suite 101 
Longwood, FL 32750 
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1-888-477-1 224 Fax: (540) 265-6754 
P.O. Box 6129, Roanoke, VA 24017-0129 . 

Mr. Rick Moses 
Public Service Commission of Florida 
2540 Shumard Oak Blvd 
Tallahassee, FL 32399-0850 

Re Local Service Freezes 

June 26,2002 

Dear Mr. Moses: 

We are in receipt of your let~er dated June 4, 2002 regarding freezes. We are not s u e  from the 
letter and the rules you quote if we are addressing the state mandated Local Service Provider 
(LSP) freezes or the FCC mandated Preferred Interexchange Carrier (PIC) freezes. So we will 
address both issues. 

We are enclosing a copy of the apphation that each customer receives upon the request for 
information regarding our company. Also, these applications are in the new customer packets that 
are mailed out shortly after receipt of the customer’s payment for service. 

. This form lists the local service provider freeze. It also indicates there is a charge for removal. 
to a charge will be eliminated with the next printing. Even though a charge is 
ce CCI does not consider the LSP freeze as a condition of service, the customer has 
ed in Florida for quite some lime. 

‘months, a number of customers were charged for freeze removal. An agent 
ents for CCI found it more profitable to migrate a 
er than accept payments. The migration of the account 

plus he was collecting an additional $10.00 for fieeze 
to CCI this had been a practice of his in the past and therefore he is no longer 

cenier. We were never a party to this deception, never saw the payments nor 
Geived the $10.00 that he collected for the freeze removal. Some customers did 

e customers continued to pay CCI and ended up without 
cause the new company took their service down for nonpayment. Having LSP freezes is 

In order for the customer’s service to be switched the 
and authorize the removal of the freeze. We did file a 

ccount can result in a delay of 24 to 48 hours on the 
is should not present much of a problem except that most of the 

do not want to contact us because of the high 

c 
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Rick Moses 
6/26/2002 
Page 2 of 2 

outstanding balance they have with us. They also wait until the last day on their disconnection 
notice to begin migration. 

These customers have reason to know there is a freeze on their account. Some of them have 
called us and asked that the freeze be removed, which we will do. At that time we do try to work 
out payment arrangements with them for the outstanding balance as any ILEUALEC would do. 
They then call you and inform you that we said they had to pay the balance before we would 
reIease the line. This is total misinformation. 

If it is the Preferred Interstate Carrier (PIC) freeze you are questioning. CCI does not allow long 
distance to be attached to its lines. Our application, again, clearly states we are selling local phone 
service only. Our customers can have long distance two ways: (1) they can purchase a prepaid 
block of long distance through CCI or (2) they can use prepaid calling cards. Since CCI does not 
allow long distance to be attached to the line, we place a PIC of none and none on the account 
blocking a long distance carrier of any type and freeze this PIC infomiation. We also block third 
party caIls and access to 900 and 700 numbers. This is the way we provision service. We have 
answered complaints from Florida where the customer wants this freeze removed. It is a freeze 
that we do not remove. Many of our customers have gotten into trouble previously with toll 
charges they are unable to pay. Our service provides them with the local service they need 
without the risks of incurring large toll charges they cannot pay. 

Another problem that CCI has encountered regarding freezes is that the ILECs themseIves do not 
understand the blocks on the account. We have had one ILEC in particular who kept refking to 
migrate a customer’s service because of a freeze. The “freeze” they were seeing as a local service 
provider freeze was actually the long distance freeze. It took quite a few conversations with the 
ILEC involved to finally resolve this issue. 

Find attached our letter that is sent to Florida Customers explaining our LSP freeze. Since we are 
not in violation of Florida rules and regulations regarding local service provider freezes, we feel 
that we should not have to provide you with confidential information on our customer base. 
Likewise, we are not abusing the use of the common LSP freeze and feel that is discriminatory 
for you to demand that we remove it from ail of our customers. 

We reviewed the complaints we received since January and have included a summary sheet of 
those complaints based on our findings. Please feel free to contact us at 540-444-2158 with any 
questions. 

Sincerely, 

i 

Patricia M. Sheets 
Vice President Regulatory Affairs 

4 PMS/dw 
d Enclosures 
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I Yes, 
1 a uth orire a to provide me with residential phone service at the address below. 

Name 
PLEASE PRINT First Name Middle Initial Last Name Mm u u  10 Thll TaJ 

aur PaynnnL 

Apt. # Bldg.# Floor # Address 

City Slate Zip 

Emergency Contact Phone # (--) Contact's Name 
(In case we need to contact you about your new telephone service) 

I TOTAL OPTIONAL MONTHLY S E R V I C S  
Have you ever had phone service at this a d d r e s s  before? (circle one) Yes No 

If yes, please list your previous telephone number ( ) 

BASIC MONTHLY SERVICE.,---. 
Signature Date 

I have read. or have had read to me, the agreemenl on Ihe back of lhis applicabon By signing lhis applicalion. I aulhorize 
CCI. 1%. lo arrange lor tocal lelephone service a1 my address lisled above. I wrll check my receipl lor accuracy. 

LileLine and L~nkUp services are available for qualifying subscribers. Conlac1 your social Services agency lor details. 

Please Note: This payment cenler is only responsible lor laking payments and applications and can not answer queslions 
concerning your lelephone service. For more inlormalion and Io make cerlain that CCI service is available in your area, 
please calt our Customer Service Department Toll-Free at: 1-888-989-2900 

CCI accepls no responsibility tor inlormation regardlng your service unless provided directly by CCI. 

NOTE: Please allow 5 lo 10 business days (under normal condilions) lor your new service to be aclivaled. 

Stale, Local and some Federal taxes are no1 Included wlth your inilial order and will be added to your llrsl telephone Mil. , 
A $10 instellalion charge wllt be applkd to your llml MII. 

Phone lack inslailatiran andlor inside winng or repair, necessary lor service Conneclion. are Ihe Complete AnXUial responslbrllly 01 Ihe cus lmr.  

I '  

c 

S- 

139.95 
s l i ! H L  

S F R E E  

L- 
CASH ONLb 

.. I 
13-cCI-10 White Copy Agent Yellow copy Customer 
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CUSTOMER SERVICE AGREEM~NT . 3. I 

i&.Youir"derstand the @$6&ih&+. :::,: . 1'. I . .. - 
This document describe_?? wndik'ons,in which.Ca1 Communications International, Inc. (henceforth referred to as "CCI")-$fiipWoyRIe servic&nd - 
the con$%bfls'.in which-xyin &c&xiect s&wk&;yhis constilutep the contracl betwe,y fhe subscrrber aqqiGJ2I, the undqrIyh$e+,,i' ol this serv- 

(1) By signing this docup$Z$&:are&$&eG into a contractual agreement tor local phone sewice with CCI as your carrier. You agree to allow 
CCI to act as your representative in ail negotiations with any Local Exchange Carrier or telecommunications service provider. Long.distance and 
toll calls are not included in your basicmonthly local phone S~ I -VCE unless specifically indicated. You authorize CCI to handle all negotiations for 
servtce requests at the.add@s yo: have. given in this agreement and for the phone number that CCI has given you. This authorization does nof 
prevent you horn changing=prtiek. y o u  'ZGike to read this document in futl and to sign it only alter you have read it. or have had it read to you. 
and you have lully underst- it. :,'r 

(2)You request CCI tb install phone service :t.your correct address. CCI needs you to sjgn a copy of this Customer Service Agreement prior-lo 
installation. 

i * >,I 

I -,L% 

(3) CCI is not responsible for any delay or failure by any Local Exchange Carrier to process orders lor service or lor any internal problems such 
as wiring or jack installation at your residence. 

(4) In Some arew you.w~ll.~,g required,lo-pay an installation charge not lo exceed $20. Should your service be suspended or disconnected (includ- 
ing voluntary diSCOnn&GiiOfi requested by $dtj),';ou will be charged s Reconnection Fee 01 forty dollars ($40) or the Tariff Limit whichever is less 
If you pay your bill la!e you will be respopble tor a late charge not to exceed Ten Dollars ($10) or the TariH Ltmit whichever is less. In North 
Carolina a LatqCharge of one percent *(10;63 ol the outsttinding balance may be charged to your accounl if the balance due. is nol paid within 
twenty fibe (25) days of the billin$ date. In%o'rth,Carolina the Reconnection Fee is thirty dollars ($30). 

(5 )  There are no service chat& for addinsfehures 10 your new phone service when you first place your order. However, to add addliionai$e* 
tures or remove local service.or provider free&es afler you are connected. there is a Ten Doflar (SlO) service charge per order or the Tarifl Limit, 
whichever isgreater, A!lcIiarges for seqvice'6f-dny.knd will begin the 1st day 01 that service. Your4elephone bill will be due in lull on the5thmr- 
the 20th da&&eaq 'h>ojh,de$eodiqg og which due date you have chosen. You agree lo pay the-currenl fee thetCCI is charging for pour basic 
telephone &&i&-T%k%e doesmot iPrc+u&&ldPtaxes. fees. or.surcharges imposed by State. Federal and Local euthoritiesi:and youvnderstand 
you will be resiHrsible for these additional charges. The f i r s t  month of your Safeway Protection Plan 90 Day Service Guarantee ts FREE. You 
will be billed $4;00 per month beginning w i l ~ ~ o u , f  second month of service. If you DO NOT$ant,!his vaha@%enetit, you- mcgt' provide cCJ.wilh- 

(6) The biU iDr yo,w,prrt&&;yLqe, as&!!.g#ny past due amounts you owe, will be mailed to you no le& ttia6fitteen (15) days prior to your 
due date. :YOu.rfiF;itli?&&&,~iia~W,dt <authorized CCI payment center or mail ,your payment d~reclly Lo; CCI. 1%. al P.O. Box 6129, 
Roanoke, .VA 24017-0129. There 1s no Grace Period If CCI does not receive your paymenl on or before your due date. you will be sent a 
Temunatian Notice If payment is not received within five (5) calendar days of the mailing of this notice. your telephoneservice may be suspended 
or disconnected. 

(7) CCl's Local Service allows unlimited local calls (except tn areas *of measured sek icear  Community Calling Plans) from your home telephone. 
you Gill have access lo all '%8?$.)"*loll-free numbers a& 911 Emergenzy s&dices. you.will pot be &he to: dial long,bistance using 1+ or5+;',dial 
1-900, 1-700 or 1-976 toll calk:ugilhrectory assistance; or third pariy billing; Dr make or a&epi-cpllect calls. 

(8) Your telephone service may be suspended or disconnected lor the following reasons, among o1hers;A) Your monthly bill has not beenpaid 
on time or in fdr.TJ GQarps pot authorized by CCI have been billed to your telephone number. C) If local telephone service is offered on a per 
call [Message BaLigj; 0; a p e r p i n v p  (Measured Basrs),,~CCI reserves the right to suspend or ,disconnect ypur service i'mmediitely, or as soon 
as your state's ryulat ion allows. if you exceed the numl&k@.lqcal calls or.minutes inc1uded.h the basic.m$gthly bca~s.eeice'package,~n'less 
CCI recew&%ilme'drale paymentdo! the excess calls CCI ies&ves the right lo change y6ur local servke (if you exceed$he:&mber of Io~akalls 
or minutes allotted you) to% diHerent Lnbmited local calling pI& whrch normally resultsin 'si htaher monthly charge. I f  yo; are%uspendedkr&s- 
connected due to excessive local ph$ne calls. you will be responsible for the applicable reconneclion fee in addition lo  any other applicable 
charges. 

(9)  If your service is acc ident~~~ .~scof lnected  due to the fault of CCl.you will be-credited a prorated amount of your monthly-service paymen$. 
equal to the dollar amount for'Uie Service which you did not receive(or whatever &edit amount may be required by.your sta,tp's-&&lations). as 
reflected ih the records of CGf. If your service is accidentally diskonnecled for any reason,'you wil .ag&st:$nf.claims th& 
may artse from direct or indirect dama,@s.thal may occur as a.'result of such a -disruption of servic mited-lzyour inability to 
call or access 9 11 emergency services. ' 

(lo) CCI places toll ieshctibr& on loc&pfione *service. Such toll'restrictions are not 1 OOo/%?ectiv~: Any type of'khgrqes that you may mabe to 
your telephone service,will be your sole responsibility and will be charged directly to you. Any charges such as, buCnot limited to, any type of 
Directory Assistance such as 411, 1 -9OQ 7 -976 or any unauthorized long distance charges including dial around calling (1 0-10-xxx) will. be your.. 
sole responsibility. .CCl will no1 impose charges 0' tal? fees for calls charged to youi-bill which should have been properly blocked by the incum-' 
bent local exchanFe cap&~&EC). 

(11) There will be a.$20 cancellation fee if  you should choose to cancel your new service after the order,has beensubmjtted ta€Gl. There will' 

(12) If you &%h to pay yo-ur account monthly b'y "autqmatic debit", then by signing this agreemen! yogare aufhorizingCC1 lo -hitiate D e h K r e d i t  
entries to your account the financial inslitution th;ough.which you make ,payments to CCI far all payments due ~ C l . . ~ 6 & ; m a y  canc&tauthori- ~ 

zation by providing written notice 10 CFI a1 least five.(5).bu5i;iness days prior to'the payment due date: You understand cake l i ng  y p u ~  dthoriza- 
tion does not relieve you of the.respcn3ibility of Gaying your accwnt t i6  full. CCl's ACH Registratio?' Number is 95?~~24703.~T-hls!uthori~;- 

(13) Questions aboutyQur.s~~rvice, inclcding'repairs. are to be directed tothe offices of .C;dr at -l-(a88) 532'7693. Any repair or sewice performed 
on your line will be done at,your own risk'and..expense%'you wish to requesl discoor6ction of your servke you must submit the request in writ- 

- -  ,. 
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Dear Valued Customer: 

I 

CAT Communications International, fnc. (CCI) would like t o  thank you f o r  your 
patronage. 

I n  on e f f o r t  t o  keep you informed about your service we will outline some of your 
account informot ion ond opt ions available t o  you our customer. 

A t  CCT we feel it is your r igh t  and privilege t o  have your local telephone service 
provided by the company of your choice. To b e t t e r  serve your needs, CCI places Q 

local service provider freeze on your account. There is no charge f o r  the placement 
or removal of this freeze. Because you must authorize CCI t o  remove this f reeze 
pr io r  t o  another provider migrating your service, it keeps your service f r o m  being 
moved over t o  another provider without your knowledge. 

Also, we would l ike t o  take t h i s  t ime t o  remind you that you can have your name 
placed on the "No Soles Soticitat ion" list. To find out more about this visit the 
Florida Deportment of Agriculture's web s i te  a t  www.doocs.state.f I.us o r  call them 
a t  1- 800- HELP- FLA (800-4 35-7352). 

If you have ony questions about t h e  items discussed here or  anything else regarding 
your account contact CCI  a t  1-888-477-1224. 

5 incerely , 

Your Friends a t  CCI 

P. 0. Box 6129 Roanoke, V A  24017 



2002 Complaint Review 

The Complaints received since January have been reviewed the following has been determined: 

Most of the complaints where there seemed to be trouble with the customer migrating involved 
Florida Telephone Service. Several of those complaints the TLEC told us there was no fi-eeze 
and told FTS there was a block on the account so they could not have the line(?). 

We had five complaints that said the line was ‘%locked” and when we processed a fieeze 
removal we were told the feature was not on the line, We spoke with one of those customers 
who told us she was trying to add long distance. We explained she could not do that. Shortly 
afier that she migrated her line. We wonder if others were trying to add long distance not 
change local providers? 

Two of the complaints the service had gone down prior IO the complaint so the line was not 
fiozen, it was disconnected. 

I 

One complaint the customer paid to have her service unsuspended on 12/31/01 at 10:OO p.m. 
We were not back in the office until 01/02/02 to even begin reconnection. By then she asked to 
have the senlice disconnected we did so, but she filed a complaint anyway. 

In another complaint that involved Florida Telephone Service, the customer had migrated 
before we received the complaint that he could not migrate because of a fi-eeze! 

We also found 5 complaints that involved the agent we refer to in our letter. One complaint 
even stated that the agent told her to pay the $1 0.00 and contact the PUC! 


