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CASE BACKGROUND 

October 15, 1999 - CAT Communications International, Inc. (CCI) 
obtained Florida Public Service Commission alternative local 
exchange telecommunications company (ALEC) certificate number 
7160. 

May 30, 2002 - Ms. Bridget D e r r ,  Florida Telephone Services, 
LLC (FTS), filed a complaint (Attachment A)  via facsimile on 
behalf of a prospective customer against CCI claiming that C C I  
placed a freeze on the customer’s local  service apparently 
without the customer’s authorization. 

June 3, 2002 - Upon investigation, staff found that the 
Commission had received 25 consumer complaints against CCI 
regarding the local service freeze and the customer‘s inability 
to change carriers. 
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June 4, 2002 - Staff sent a certified letter (Attachment B) to 
CCI explaining the requirements of the Florida Administrative 
Code, Florida Statutes, and the FCC rules regarding preferred 
carrier f reezes  and outlining the actions that CCI needed to 
take to come into compliance with the Florida regulations. 

June 6 ,  2002 - Ms. Bridget Derr, FTS, again requested staff’s 
assistance in alleviating the difficulties it encountered in 
attempting to convert service for two additional prospective 
customers due to CCI’s apparent unauthorized local service 
freezes (Attachment C ) .  

June 26, 2002  - CCI responded to staff‘s June 4, 2002, letter 
with a description of and rationale for its policies regarding 
local service freezes (Attachment D). In its letter, CCI 
declined to remove the local service freezes from its active 
customers. 

July 2002 through August 2002 - Staff and CCI communicated via 
telephone and letter regarding the issue of unauthorized local 
service freezes. During this time, CCI submitted a proposed 
settlement letter with two subsequent amendments after 
discussions with staff. The letters are included as 
Attachments E-G. 

September 10, 2002 - CCI sent a letter to Florida Telephone 
Services, LLC (FTS), with a courtesy copy to the Commission, 
attempting to persuade FTS to work with CCI directly to resolve 
problems regarding local service freezes instead of involving 
t h e  Commission (par t  of Attachment H). 

September 13, 2002 - FTS responded to CCI, with a courtesy copy 
to the Commission, explaining the problems that new FTS 
customers had reported to it while attempting to switch from 
CCI because of the apparent unauthorized local service freezes 
imposed by CCI (Attachment H) . In the letter, FTS denied that 
it advised i t s  customers to contact the Commission to complain 
about CCI‘s apparent unauthorized local service freezes. 

October 15, 2002 - Staff requested deferral of this docket 
until t h e  November 5 , 2002 , Agenda. Staff inadvertently 
omitted t w o  pages that were attached to CCI’s August 1, 2002, 
letter. The deferral request was approved by the Chairman. 

The Florida Public Service Commission is vested with 
jurisdiction over this matter pursuant to Sections 3 6 4 . 2 8 5 ,  364.337 
and 364.603, Florida Statutes. Accordingly, staff believes the 
following recommendations are appropriate. 

- 2 -  
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DISCUSSION OF ISSUES 

ISSUE 1: Should the Commission order CAT Communications 
International, Inc. to remove local service freezes, at no cost to 
its customers, on all active customers’ lines for apparent 
violation of Rule 25-4.110 (16) I Florida Administrative Code, and 
order CAT Communications International, Inc. to notify all active 
customers in writing that local service freezes have been removed 
and that, upon request, a local service freeze is available at no 
cost to t h e  customer? 

RECOMMENDATION: Y e s .  Staff recommends that the Commission should 
order CAT Communications International, Inc. to do t he  following t o  
remedy its apparent violation of Rule 25-4.110(16), Florida 
Administrative Code: 

1. Identify by telephone number all customer lines which have a 
local service freeze assigned; 

2. Submit local service requests (LSRS) to the appropriate 
underlying local exchange company to remove all local service 
freezes at no cos t  to its customers; and 

3. Notify all active customers in writing that a local service 
freeze is available at no cost to the customer. The l e t t e r  
should clearly state that the option f o r  a local service 
freeze is exclusively t h e  right of the customer. 

If the Proposed Agency Action Order is not protested within 21 
calendar days of issuance, the Commission’s order will become final 
upon issuance of the Consummating Order. The company should be 
required to submit a written report to the Commission no l a t e r  than 
30 calendar days after the issuance of the Consummating Order. The 
company’s written repor t  should contain t h e  following: 

a. A list of the telephone numbers on which the company had 
placed a local service freeze; 

b. A list of the purchase order numbers, by telephone number, for 
which the company submitted an LSR to the underlying local 
exchange companies to remove the loca l  service freezes; 

c. A copy of the notification sent to CCI’s customers in 
accordance with 3. above; 

d. A copy of the company’s current letter of authorization; and 
e .  A statement that CCI does not require a local service freeze 

as a condition of service. 
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If the Proposed Agency Action Order is not protested within 21 
calendar days of issuance, and if the company fails to comply with 
the terms of the Proposed Agency Action Order, then ALEC 
certificate number 7160 should be canceled for apparent failure to 
comply with Rule 25-4.110(16) , Florida Administrative Code, and 
with the Commission's decision from this recommendation, and the 
company should be required to immediately cease and desist 

Watts/J. Elliott) 
providing ALEC telecommunications services in Florida. m 

STAFF ANALYSIS: Section 364.603, Florida Statutes, Methodology for 
Changing Telecommunications Provider, states in part: 

. . . p  rovide f o r  the notification to subscribers of the 
ability to freeze the subscriber's choice of carriers at 
no charge . . .  

Rule 25-4.110(16), Florida Administrative Code, which 
implements t h e  Section 364.603, Florida Statutes, identified above, 
states : 

(16) Companies that bill for local service must provide 
notification with the customer's first bill or via 
letter, and annually thereafter that a PC Freeze is 
available. Existing customers must be notified annually 
that a PC Freeze is available. 

Staff has consistently interpreted Section 364.603, Florida 
Statutes, and Rule 25-4.110 (16) , Florida Administrative Code, to 
mean that a preferred carrier (PC) freeze is the customers' option, 
n o t  the service providers'. S t a f f  has previously contacted other  
ALECs that it found to be imposing apparent unauthorized local 
service freezes and requested that the companies remove them and 
provide proof to staff that they had done so.  In each case (Delta 
Phones, Inc.; Source One Communications, Inc.; Choctaw 
Communications, Inc.; Budget Phone, Inc.) , the companies have 
complied with staff's request. 

Additionally, in Docket No. 020460-TX' the Commission issued 
Order No. PSC-02-0925-PAA-TX on July 10, 2002, approving FTS's 
settlement offering to remove the unauthorized local service 
freezes from its customers' accounts. Staff opened that docket 
because FTS had refused to comply with staff's repeated requests 
t h a t  it remove the unauthorized freezes. Because CCI has declined 

- 4 -  
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to remove the local service freezes, staff is recommending in this 
docket t h a t  the Commission order CCI t o  take the same action that 
FTS took to resolve the local service freeze issues in Docket No. 
020460-TX. This will ensure a consistent approach in resolving 
local service freeze issues within the ALEC community. 

As presented in the Case Background, staff has received 
numerous complaints from customers and other certificated ALECs 
regarding CCI’ s practice of placing local service freezes on 
customers lines. Staff provided notice (Attachment B )  to CCI that 
PC freezes should not be placed on customers’ lines unless 
specifically authorized by the respective customer or that CCI 
should not place conditions on its local service such that a PC 
freeze is a requirement to obtain service. In the letter, staff 
informed CCI that its practice of placing PC freezes on customers’ 
lines is contrary to the intent of Rule 25-4.110(16), Florida 
Administrative Code. Staff stated that CCI should remove the 
freezes on lines of current customers and then send notification to 
the customers that a freeze is available. Staff required CCI‘s 
response describing actions taken to resolve the problem by June 
28, 2002. 

In its response (Attachment D) to staff’s letter, CCI states 
that its current application form lists a charge f o r  the removal of 
the local service freeze,  although Florida customers have not been 
charged for the freeze removal in quite some time. CCI also states 
that it will eliminate the reference to a charge for local service 
provider freeze removal on its application form w i t h  i t s  next 
printing. However, CCI believes that it is not in violation of 
Florida‘s rules and refuses to remove the local service freezes 
from its customers. 

In each of CCI‘s settlement proposals (Attachments E-G), CCI 
offers explanations of why it automatically places l oca l  service 
freezes on its customers’ accounts. However, CCI continues to 
refuse to remove the local service freezes and obtain proper 
authorization to reinstate them as staff has requested. 

Staff believes that CCI, by requiring a PC freeze as a 
condition of service, is operating in apparent violation of Rule 
25-4.110 (16) , Florida Administrative Code. As a result, when a 
competing local service provider places an order with the 
underlying local exchange company to acquire the customer, the 
order is rejected because there is a freeze on the line. 

- 5 -  
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Based on the above, staff recommends that the Commission 
should order CAT Communications International, I n c .  to do the 
following to remedy its apparent violation of Rule 25-4.110 (16) , 
Florida Administrative Code: 

1. Identify by telephone number a11 customer lines which have a 
local service freeze assigned; 

2 .  Submit local service requests (LSRs) to the appropriate 
underlying local exchange company to remove all local service 
freezes at no cost to its customers; and 
Notify all active customers in writing that a local service 
freeze is available at no cost t o  the customer. The letter 
should clearly state that the option for a local  service 
freeze is exclusively t h e  right of the customer. 

3. 

If the Proposed Agency Action Order is not protested within 21 
calendar days of issuance, the Commission‘s order will become final 
upon issuance of the Consummating Order. The company should be 
required to submit a written report to the Commission no later t han  
30 calendar days after the issuance of the Consummating Order. The 
company’s written report should contain t he  following: 

C. 

d. 
e. 

a. A list of t h e  telephone numbers on which the company had 
placed a local service freeze; 

b. A list of the  purchase order numbers, by telephone number, for 
which the company submitted an LSR to the underlying focal 
exchange companies to remove the local service freezes; 
A copy of the notification sent to CCI‘s customers in 
accordance with 3. above; 
A copy of the company’s current letter of authorization; and 
A statement that CCI does not require a loca l  service freeze 
as a condition of service. 

If the Proposed Agency Action Order is not protested within 21 
calendar days of issuance, and if the company fails to comply with 
the terms of t h e  Proposed Agency Action Order, then  ALEC 
certificate number 7160 should be canceled for apparent failure to 
comply with Rule 25-4.110 (16) , Florida Administrative Code, and 
with the Commission’s decision from this recommendation, and the 
company should be required to immediately cease and desist 
providing ALEC telecommunications services in Florida. 

- 6 -  
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ISSUE 2 :  Should this docket be closed? 

RECOMMENDATION: If no person, whose substantial interests are 
affected by the  Commission‘s proposed agency action, files a 
protest of the Commission‘s decision on Issue 1 within the 21 day 
protest period, the Commission’s Proposed Agency Action Order will 
become final upon issuance of a Consummating Order. If the 
Commission’s Order is not protested, CCI will have 30 calendar days 
after issuance of the Consummating Order to submit a written report 
to the Commission demonstrating that it has complied with the 
provisions of the Commission’s Order. If staff determines that CCI 
has complied with the provisions of the Commission‘s Order, then 
this docket should be closed administratively. If CCI fails to 
demonstrate that it has complied with the provisions of the 
Commission’s Order, then ALEC certificate number 7160 should be 
canceled, the company should be required to immediately cease and 
desist providing ALEC telecommunications services in Florida, and 
this docket should be closed administratively. (J. Elliott) 

STAFF ANALYSIS: If no person, whose substantial interests are 
affected by the Commission’s proposed agency action, files a 
protest of the Commission’s decision on Issue 1 within the 21 day 
protest period, t h e  Commission‘s Proposed Agency Action Order will 
become final upon issuance of a Consummating Order. If the 
Commission‘s Order is not protested, CCI will have 30 calendar days 
after issuance of the Consummating Order to submit a written report 
to the Commission demonstrating that it has complied with the 
provisions of t h e  Commission’s Order. If staff determines that CCI 
has complied with the provisions of the Commission’s Order, then 
this docket should be closed administratively. If CCI fails to 
demonstrate that it has complied with the provisions of the 
Commission’s Order, then ALEC certificate number 7160 should be 
canceled, the company should be required to immediately cease and 
desist providing ALEC telecommunications services in Florida, and 
this docket should be closed administratively. 
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May 30,2002 

Florida Public Service ~o”iss ion 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399 

RE: FTS Customer, Tina Wagner 

Dear MadadSir: 

ATTACHMENT A 

p. 11 

Florida Telephone Senices (“FTS”) hereby files a complaint on behalf of Tina Wagner 
(“Customef‘) stating that she would like to transfer her residential phone senice lo FTS 
from Cat Communicztions Inc (“CCI”), but they have a fieeze on her phone h e .  

a4s per the Customer’s reqilest, we tn’ed to switch her to our platform. The response that 
w e  received fiom S p a  staled “152 REJECT*‘+Z* THERE IS A LOCAL SVC 
FREEZE ON THEIR ACCT AM> CANNOT BE CONVERTED UNTIL THIS IS 
REMOVED” (See Attachment I). %’e are requesting that CCI remove the senice freeze 
and not disconnect the customer in osder for the customer’s service to be converted to 
FTS’ platform. 

Please fwl free to contact me directly with any further questions or concerns at 
(407) 331-8622 ext. 709 or via email at bridgetEftstelecom.com. 

Sincerely, 

Bridget Den 
Accounting and Clahs Department 
1667 S. Highway 17-92 
Suite 101 
Longwood, FL 32750 

- 8 -  
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Sprint Local Service Request 
* 

1 p.12  

CLGC Z d t r S A U L  D 3 S S m  
CLEC z n f o r a a t l m  
CLEC Curt Nano:FMRYDA SLLB S E W .  

Xomarkm t o  SpriatrTHIB IS A CLEC TO CLEC CONVERT - THANId 
C i i C  ?el W e i 4 0 7 3 Z I B 6 1 3  CLIC P b l  fot4073315429 

0.00 0 . I O i  

0.00 D.006 
2.7s 1.000 
0.00  3.000 
0.00 1.000 
2.50 1.000 
0 . 0 0  1.000 
0.00 3 . 0 0 0  
0.00  1.000 

1.01 a.aoc 
0.00 
0.11 
0.00 
2.75 
0.00 
0.00 

0.00 
0.00 
0.00 

a m  

613. I1 T o t a l  for Lfnm: 

l o f 2  

- 9 -  
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COMMISSIONERS: 
LILA A. JABER, CHAIRMAN 
3. TERRY DEASON 
BRAULIO L. BAEZ 

RUDOLPH "RUDY" BRADLEY 
MICHAEL A. PALECKI 

ATTACHMENT B 

STATE OF FLORIDA 
DlVlSlON OF COMPnlTlVE M ~ ~ l ~ r r s  & 

1 E N F O R C E M ~  

DIRECTOR 
i WALTER D'HAESELEER , 

(850)433-6600 i 

June 4,2002 

VJ-4 CERTIFIED LETTER AYD FACSINIILE 540-444-2 133 

Ms. Debra Waller 
CAT Communications 
P. 0. Box 6129 
Roanoke, VA 24017-0129 

Re: Local Senpice Freezes 

Dear Ms. Waller: 

The purpose of this letrer is i o  bring to your arlention a problem regarding the placement of 
local service freezes on cuslomers' local access lines. Since January 2002 our Division of Consumer 
Affairs reports ihat it has received 25 complaints regarding the local service freeze and the 
cuslomer's inability to change carriers. 

The Commission's Rule 25-4.1 10 (1 6), Florida Administrative Code, requires that a 
company billing for local senlice must provide notification whh the customer's firs1 bill or via letter, 
and annually thereafier, ihat a freeze is available and that existing customers must be notified 
annually that a freeze is available. Staff inierprets the rule as requiring that the freeze be at the 
customer's opiion. In addition, it is unclear to staff if CAT Communications charges the customer 
to place or remove the local senice freeze. Section 364.603, Florida Statutes, requires lhat the 
subscriber must be notified of the abilily to freeze his choice of carrier at no charge. 

In addition, let me refer you IO the f o l l o ~ ~ i n g  ~ J O V ~ S ~ O J I S  taken from the FCC's Rule 64.1 3 90, 
Preferred Carrier Freezes: 

(d) Solicitation and imposition of preferred carrier freezes. 
(1) All can-ier-provided solicitation and other maierjals regarding preferred carrier freezes must include: 
(j) An explanaljon, 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 lifi a preferred carrier freeze; an explanation that 
these steps are in addition to the Commission's verif~catjon rules in Sections 64. 1 3 20 and 62.1 130 for changing 
a subscriber's prefeersed carrier selections; and an explanation that the subscriber will be unable to make a 
change in carrier selec~ion unless he or she lifts the freeze; 
(jjj) An explanation of any charges associaled with the preferred carrier freeze. (Note: Florida Statutes 
require t h a t  lhere be no charge for the freeze) 

C.4PITAL CIRCLL: OFFJCE CLFTER ,2540 S H U E l A R D  O A K  BOULEVARD TALLAHASSEE, FL 32399-0850 
An A f i r  mslivr Action/Lqurl Opporlunity Employer 

PSC H'c bsitc: httn://wvw. fli,ridrrpw.rum Internet E-mail: conlar@psc.sla 1r.n.w 
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ATTACHMENT €3 

I 
I .I I .  

Ms. Debra Waller 
Page 2 
June 4,2002 

(3) Writlen authorization IO impose a preferred carrier freeze. A local exchange carrier may accept a 
subscriber’s written and signed authorizaljon to impose a freeze on his or her preferred carrier selection. 
IVTitten aulhorization that does not conform wjth lhis section is invalid and may not be used to impose a 
pr e fen ed c ani er 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 cunent accounts. 

Communicalions should take the following actions: 

1. 

2. 

3. 

Identify by lelephone number, all cuslomer lhes  which have a local preferred carrier (PC) 
freeze assigned. 
Submit local senice requests (LSRs) IO the appropriate underlying local exchange company 
(Sprint, Verizon, BellSouth) to remove all PC freezes. 
FJotifi all cusfomers, via letler, That CAT Communications has removed the local PC freeze 
on its cusromers’ lines. The letter should include an explanation of the local PC freeze and 
should provide inslructions about oblaining a local PC freeze. The letter should clearly stale 
that the option for a local PC freeze is exclusively the right of the customer. 

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

a. 

b. 

c. 

d. 
e. 
f. 

A list of the telephone numbers on u%jch CAT Communkalions had placed a local PC 
freeze prior to receiving this correspondence. 
A list oflhe purchase order numbers, by lelephone number, for which CATCommunkations 
submined a LSR to the underlying carriers. 
A complete list of lelephone numbers for cus1omers lhat have requested a PC freeze in 
response IO CAT Communications’ letter identified in 3. above. 
A copy of a sample lener that was mailed IO your cusromers. 
A copy of the company’s current Iener of auhorization. 
A stalement that CAT Communkalions does not require a local PC freeze as a condition of 
service. 

Should you have any questions, 1 can be reached a1 850-4 3 3-6582 and my facsimile number 
is 850-413-6583. 

Sincerely, 

Rick Moses 
Chief, Bureau of Service Quality 

CATS#459086C 

- 11 - 
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ATTACHMENT C 

H@nCdo ? # h p h m  f i f  d8.8 
1667 s. uwy 17-92 Sulte 101 
Longwood, FL 33750 
ofnce ~ 0 7 )  391-8622 
Fm IpO7) 331-9429 

June 6,2002 

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

RE: Cat Comunic~t jons 

Dear Madadsir:  

Florida Tele~hone Services (“FTS”) hzs had di6culty in r.onvenhg senke for the 
folloving phone numbers ES Cat Conmunica5ons (“CCl”) crurren~ly has a service freeze 
on tbeir E o ~ s :  

305-696-3740 
4 07- 999-2684 

We are respectfully requesting that CCI remove the local senice freeze from these h e s  
so thal tbeir senice cm be pofied over to our plctfoorm. ’M7e also requesf, in addition, that 
these lines not be disconnecled as they a r e  chmging telephone Sen.jce providers. 

P leae  feel free to cofilact me directlywhh my furher questions or concems at 
(407) 33 1-8622 e a .  709 or via eIfliiil at bridget@,Astelccom.com 

Sincerely, 

Bridget Derr 
Acc&~ting and Claims Department 
1667 S. Higbway 17-92 
Suite 101 
Longwood, FL 32750 

-12- 
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J P . 3  . 

PQN 
531 VI7209 

Verr \on 
00 

Dale Submitted 
2002-06-04 

2009-06-01 UNABLE TO HANDLE REOUEST, ENDVIER ACCOUNT FRCZEN 

. 
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ATTACHMENT C 

References 

6“ 
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ATTACHMENT D 

1-888-477-1 224 Fax: (540) 265-6754 
PO. Box 6129, Roanoke, VA 24017-0129 

June 26,2002 

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

Re Local Service Freezes 
r) m 
L o Q \  

Dear Mr. Moses: 

We are in receipt of your lerter dated June 4, 2002 rezarding freezes. We are not sure from the 
letter and the d e s  you quote if we are addressing the state mandated Local Service Provider 
(LSP) freezes or the FCC mandated Prefened Interexchange Camer (PIC) freezes. SO we will 
address both issues. 

We are enclosing a copy of the application 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 fonn lists the local senlice provider freeze. It also indicates there is a charge for removal. 
o a charge will be eliminated with the next printing. Even though a charge is 
e CCI does not consider the LSP €reeze as a condition of service, the customer has 

onths, a number of customers were charged for freeze removal. An agent 
t time, to colIect payments for CCI found it more profitable to migrate a 

ce to another provider rather than accept payments. The migration of the account 
eam the commission plus he was collecting an additional $10.00 for fieeze 
n IO CCI this had been a practice of his in the past and therefore he is no longer 
enter. We were never a party to this deception, never saw the payments nor 

eived the $10.00 that he collected for the freeze removal. Some customers did 
%ad been switched. Some customers continued to pay CCI and ended up without 
e the new company took their service down for nonpayment. Having LSP freezes is 

o keep this from happening. In order for the customer's service to be switched the 
Id have had to know about it and authorize the removal of the freeze. We did file a 

account can result in a delay of 24 to 48 hours on the 
not present much of a problem except that most of the 
nts do not want to contact us because of the kigh 

c 
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ATTACHMENT D 

I 

1 
r . 

Rick Moses 
6/2 6/2002 
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 ILEC/ALEC would do. 
They then call you and inform you that w e  said they had to pay the balance before we would 
release the line. This is total misinformation. 

If it is the Prefened Interstate Camer (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 tj-pe and freeze this FlC infomistion. We also block third 
party calls 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 incumng large toll charges they cannot pay. 

Another problem that CCI has encountered regarding freezes is that the lLECs themselves do not 
understand the blocks on the account. We have had one 3LEC in particular who kept refusing 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 d e s  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 all of our customers. 

We reviewed the comptaints 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 
quest i om. 

Patricia M. Sheets 
Vice President Regulatory Affairs 

4 PMS/dw 
f Enclosures 
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DOCKET NO.  020646-TX 
DATE: October 24 ,  2 0 0 2  

-1 . .  . . .  1 Lite1lc-e end l t n k i p  servtces are available tor qualilying subscribers. Conlacl your social sewces aqency for ~ E I ~ I I S .  

ATTACHMENT D 

I 

Yes, 
I authorize - lo provide me with residential phone service at the address below. 

Name 
PLEASE PRINT First Name Middle Initial Last Name 

Address Apt. # Bldg.# Floor # 

city State Zip 

Emergency Contact Phone II ( ) Contact’s Name 
(In case we need to contact you about your new telephone service) 

Have you ever had phone service at this address before? (circle one) Yes No 

If yes, please lisi your previous telephone number ( ) 

Signature Date 

1 have read. or have had read Io me. Ihe agreemefll on Ihe back 01 ihis applicalron By slgnlng lhls applncahon. I aulhorlzc 
CCI. IN. 10 arranoe lor local lelephone service at my address lisled above. I will check my recelol lor accuracv 

1- I TOTAL OPTIONAL MONTHLY S E R V I C E  

BASIC MONTHLY SERVICE I- 

- -  

Please Note: This paymenl center is only responsible for taking psyments and applications and can no1 answer questions 
conceming your telephone service. For more information and lo make certain that CCI service is available in your area. 
please call our Customer Servlce Depanment Toll-Free ai: 1-888-989-2900 

CCI accepls no responsibility lor intormation regarding your servlce unless provided directly by CCI. 

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

Stale. LOCSI and some Federal taxes a R  not included with your inilia1 order and will be .OOrcI 10 your tirsl lclephonc bill. 
A 1’10 installation charge will k applkd i o  your nni blU. 

Phew pc+ inslallation a w o i  ins& wring O+ repair. necessary lor = w e  connectm. are n e  m e t e  h n a a l  rcs+mnsibihty 01 me c u s i m .  
Term apply lo new cuslomers only Can UI make sure sew& 15 BvBilable y1 ’your a m .  

FREE with your first month 01 seervice 
90 Day Safe+ Way Service Guarantee 

3 FREE I I 

I 
CASH ONL) 

13cCI-10 White Copy Agent Yellow Copy Customer 

No Deposits! 
Get Connecfed With The Best! N~ Credit Checks! 

- 1 7 -  



D6CKET NO.  0 2 0 6 4 6 - T X  
DATE: October 2 4 ,  2 0 0 2  

ATTACHMENT D 

(1) Ey signing this docurjjj?i@6u:are&fGG& into a contractual agreement lor local phon€ service with CCI as your carrier. You agree to allow 
CCl'to act as your representative in all negotiations with any Local Exchange Carrier or teiecommunicalions service provider. Long.distance and 
1011 calls are mi included in yow basicmonthly local phone service unless specificslly indicated. You euthorire CCI to handle all negotiations lor 
service requests a1 the.add@s YOU have given in Ihis agreEment and lor the phone number that CCI has given you. This authorization does not 
prevent yourrom changing'&iei;i YOU z&ee to read this document in full and to sign it only atter you have read it. or have had i t  read to you. 
and you have fully underst@ a. 5 

(2)You request CCI lb instakphone service at.your correct sddress. CCI needs you to sign B copy oi thts Customer Service Agreement prior-to 
insta flation. 

(3) CCI is not responsible for any delay or failure by sny Locsl Exchange Carrier to p!ocess orders for service or lor any internal problsms such 
as wiring or jack rnstallation a1 your residence. 

(4) In some sr'ea,s you,wdl&g required.lo-pay an installallon chsrge not Io exceed $20 Should your serv!cE be suspended or duconnecled (includ- 
ing volunta~disconn'~lioii.r~quested'by$ou)~~ou will be charged 5r Reconnection Fee of torty dollars (540) or the Tarifl Limit whichever is less. 
I1 you pay your. bill lale you Wil l  be respcnsible for a late charge not to exceed Ten Doliars ( S i O )  or the Tariff Limit whichever is less. In North 
Carolina a Late .Charge Of O n €  perCenl41%) of Ihe oulsisnding balance may be chsrged IO your azcounl it the balance due is  nol paid withtn 
twenty fibe (25) days of the billing dale. ln%o'rth,Carolina Ihe Reconnection Fee is thirty dollars ($30). 

(5) There are no service chaig'fs for addingsatures to your new phone service when you firs1 place your order. However, to add addflionaLteq- 
lures or remove local SeWiceQr PrOVidei'freWes afier you are connecled. there is a Ten Dollar (510) service charge per order or the TariH Limit, 
whichever is_greate.r: ,Le![,.qhrges for seyice-&any bund will begin the 1 st day 01 that service. Your-telephone bill wfil be due in full on t h e s t h e  
the 20th da&pka@ * ~ D . @ ~ ~ . , ~ ~ e o d i ~ . . o ~ - ~ h i ~ h  due dale you have chosen You agree lo pay the-currenl lee thalCc1 is charging for your bas% 
telephone &&&i&&ii?hze d d d "  k l d e f t a x e s .  ke5 ,  orsurchagw imposed by State. Federal and Local authorities,knd youvnderstand 
you will be resp8insible'for these addrtioml charges The first month 01 your Saleway Protection Plan 90 Day Service Guarantee is FR-EE. You 
will be 6iHed 84.00 per month beginning witii'your second morrth 01 service; I! you DO NOf:$%Ft,this valuaGl?%enefil. you mu6t'provide %C!.tvith- 

(6) The biU tor yo,qr-pre'rpLd.Sew&e, aSJye!!p.$ny past due amounts you owe, will be mailed lo you no less tKan;fitleen (15) days prior to-your 
due d a t e . f ~ ~ ~ . ~ ~ ~ ~ ~ ~ ~ ~ ~ , ~ t .  cauthoriZed ccl psymeni center or mail ,your payment directly lo; CCI. Lnc. at P.O. 8ox 6129, 
Roanoke..VA 24017-0129. There iS no Grace Feriod. If CCI does not receive your payment on or bet& you; due date, you will be sent e 
TEmnatian Notice. II Payment is not received within live (5) calendar days of the marling 01 this notice. your telephoneaervice maybe suspended 
or disconnected. 

s ?-= 3 
, .  %- 2 
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_ -  . &  

.:. T ' 
- 5  
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* -  
A . - , i  7'- ... nolilication of +@.desire to Cancel thi$ !xweragi. .-.-+a : . 
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, *  
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.. . 
I .  

c . .r . .- 
(7) CCl's Local Service allows unlimited local Calls (except in areas bl measured servicem Commundy Calling Pknsj  from your home telephone: 
You will have access lo all -~8$O~.~~o!l-tree numbe5s ahd 91 1 Emergenly s-&ices. 'iou wilI no1 be %he to dial long,d;stan& using 1+ or &:-dial 
i-900, 1-700 or 1-976 toll G d S ;  USe~reCt0I-y assis1anGe: or third pariy billing;.Dr make or a&pi-coltect calts. 

(8) Your telephone service may be suspended or disconnected lor the lonowing reasons. among o1hers;A) Your monthly bill has not beenpaid 
on time or in i l l l L3J  Charges 001 authorized by CCI have been billed to your telephone number. C) If local telephone service is otfered on a per 
call (Message Bss'iij: o iab&r,pir !u~ (Measured Besis),,CCI reserves the right io suspend or disconnect your service ikmediately, or as soon 
as your state's re$ulatiOn.allOwS; $0, exceed the nUm%QL!ocal .calls orminutes included .in the basic-rn&nthly local service.package.u$ess 
CCI recet&s-immeaiatE p a y " t d 0 ~  the excess calls. CCI {ese'rves the right to cl-ange y b r  local seruke ( i i  <ou excee6he:bumber of I&afi+ls 
or minutes allotted you) to %-differen1 tnlimiled local calling PI& which normally re~utts-in' 3 higher monthly charge. 11 you are8uspended'tjr d is-  
connecied due lo rxcessrve local ph2n.e Calls. you will be responsible lor the applicable reconnection fee in addition lo any other applicable 

(9 )  If your service is accidenta?~~,disconncted due to the fault of CCl.you will be'credited a prorated amounl of your monthly'&vice payment- ~ 

equal to the dollar amount forwe Service which you did not receive(or whalever credit amouni may be required by your sta_tds,;&ulationsj, as 
reflected ih the records 01 CQ. If your service IS accidenlally di&onnected for any reason.'you will hold CCI -harmless.ag~~SI-'gny'.claim5'tha~~ 
may arise from direct'or indirect damapds That may occur as a'resull of such a .disruption 01 service including buf not.limiled'tz*your inability t" 
call or access 91 1 emergency services- 

(IO) CCI places lolt ~ e s ~ r i c t ~ o ~ ~ o n ~ ~ o c ~ l ~ p h o n e  service. Such toll restrctions are not 160°~=Aeflec6ve~ Any type dr*charges that you may ma&e lo 
your telephone service:will be your Sole responsibility and will be charged directly to you. Any charges such es, b;?not limited to. s6y type of 
Directory Assistance such as 4l,l,  1-900. 1-976 or any unauthor12ed long distance GhaLges including dial around calling (10-10-xxx) will .be your.. 
sole responsibility. ,Ccl will not impose charges O[late fees for calls charged to youi-Bill which should have been propedy blocked by the incum-- 

(11) There will be a.52-0 CancelIatibn fee if you should choose lo cancel your new service atler the order-has &en submiti$ toCGL There wRi' 

(12) I f  YOU &#h to pay your account month& By 'autQmatic debit", then &y signing this agreemen! ybzare aufhorizing%CI tokt iate D e k k r e d i t  
entries to your account @.the financial institution jh?;iqugh.which you make..payments to CCI for all payments due GCl. %&hay canc&.authori- 
zation by providing written notice lo CFl at least .bG@ness days prior to the pay-ment due date; You understand: cakel ing ypur h-thorize- 
lion does not relieve you Of UIe.respty'sibility of your accrwnLin' tull. c.Cl's ACH Registration' Nurpbei is 954,t124703.'This*~~~~uthon-i_ 
ration ig hpgpplicap&jn No&~car+fina. ; 

(1 3) Questions abo$y&iye$e,  -iricl;idjnidi&airs. are to be directed lo i he  offices of-Cdi'at:l -@ab) 532-7693, Any repair or service performed 
on your line will be don&at your own risk'?$d:expense% you wish lo request distloone>tion20f your service you must submit the request in wrii- 
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be no service reiunds~onee~youJ. sgrvice !s-connected. North Carolina there is no fee lor cancel ing9ur sekice. 
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DOCKET NO. 020646-TX 
DATE: October 24,  2 0 0 2  

ATTACHMENT D 

Dear Volued Customer: 

CAT Communications Infernational, Inc. (CCI)  would like t o  thank you fo r  your 
patronage. 

I n  an e f fo r t  t o  keep you informed about your service we wil l outline some of your 
account information and options available t o  you our customer. 

A t  CCI we f4 it is your r igh t  and privilEge i o  hove your local telephone service 
provided by the  company of your choice. To b e t t e r  serve your needs, CCI places a 
local service provider f r u z e  on your account. There is no charge f o r  t h e  placement 
o r  removal of th is  freeze. Because you must authorize C C I  t o  remove th is  freeze 
p r i o r  t o  another provider migrating your service, it keeps your service f rom being 
moved over t o  another provider without your knowledge. 

Also, we would l ike t o  toke th is  t ime t o  remind you tha t  you can have your name 
ploced on the ’No Sales Solicitation” list. To find out more about this visit the 
Florida Department of Agriculture’s web s i te  at  www doacs.state.fl.us o r  call them 
a t  1- 800-HELP-FLA (800-435-7352). 

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

P. 0. Box 6129 Roanoke, V A  24017 

Sincerely, 

Your Friends a t  C C I  

880-477-1224 
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DOCKET NO. 020646-TX 
DATE: October 24,  2 0 0 2  

. 
1 

2002 Complaint Review 

ATTACHMENT D 

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 lLEC told us there was no freeze 
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 ‘%blocked” and when we processed a freeze 
removal we were told the feature was not on the line. We spoke with one of those customers 
who told us she was trying IO add long distance. We explained she could not do that. Shortly 
afier that she mipaled her h e .  We wonder if others \\’ere trying to add long distance not 
change local providers? 

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

One complaint the cusfomer paid to have her service unsuspended on 12/31/01 at 1O: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 service disconnected we did so, but she filed a complaint anyway. 

In another complaint that jnvohed Florida Telephone Service, the customer had migra ted  
before we received the complaint that he could not migrate because of a freeze! 

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 Ihe $ I  0.00 and contact the PUC! 

- 2 0 -  



DOCKET NO. 020646-TX 
DATE: October 24, 2002 

ATTACHMENT E 

1-888-477-1 224 Fax: (540) 265-6754 
P.O. Box 6129, Roanoke, VA 24017-0129 

August 1,2002 

Ray Kennedy 
Florida Public Service Commission 
2540 Shumard Oak Blvd 
Tallahassee, FL 32399 

Response to Docket 020646-TX 

Dear Mr. Kennedy: 
cn 

CAT Communications lntemational, Inc. (“CCI”) hereby responds to the above referenced 
docket filed by the Florida Public Service Commission for apparent violation of Rule 25- 
4.1 1 O( 16), F.A.C. 

It is CCI’s desire to resolve this matter in a way that assures customers of the ability to migrate 
service at will while protecting the customer from unanticipated loss of service because of 
slamming by other companies. 

It has been the experience of CCT based on other states, Michigan in particular, but Ohio and 
New York also, that a local service provider fieeze is a benefit to customers. Such a freeze 
prohibits the transfer of service to another carrier without the customer’s knowledge. Why is 
this freeze even allowed by the Commission and the ILEC’s if “slamming” is not such a huge 
issue? . 

While most carriers are rule abiding and operate with other companies in good faith, this cannot 
be said for all of them. Some companies, through their own efforts or the efforts of outside 
contractors, slam customer’s local service. Sometimes telephone conversations that took place 
prior to the customer choosing their current provider are used to “justify” the slamming. Often 
customeis are unaware that they have service with a different provider until their service 
becomes suspended. Unlike long distance, which can be supplemented with a calling card or 
dial around features; when basic dial tone is suspended the customer is totally without phone 
service. Since many of these customers have service with resellers, reconnection can take as 
long as 48 hours. On other occasions the customer may have to be disconnected and 
reconnected which can take up to ten days. Homes with medical emergencies can ill afford this 
delay. 

While many providers have attempted to use a local service provider freeze to “hold accounts 
hostage” for-past due funds, wedo not. All CCI ever requires for removal is a telephone call. 
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DOCKET NO. 020646-TX 
DATE: October 2 4 ,  2 0 0 2  

ATTACHMENT E 

Kennedy 
August 1 ,2002 
Page 2 

Customers have been reluctant to call because of their outsranding balance and experiences 
with other companies that attempted to hold their accounts hostage for payment. So they never 
request the freeze removal they just filed a complaint. In all cases a freeze removal order was 
processed immediately. Many customers were also sent directly to the PUC by the provider 
they wished to transfer to without ever telling the customer to contact us - or having a three 
way with the new provider and CCI so that CCI could immediately release the line. 

One problem that will also arise out of a company’s inability to protect its customers is an 
increase in rates for the customer, an outcome that is in direct opposition to the competitiveness 
that it appears the Commission is trying to foster with the fieeze removal. 

Many providers do not wish to bear the expense of initiating service, therefore they will only 
transfer service, or offer such enticing rates for a transfer that the customer cannot resist. Often 
times there are hidden charges for this type of service that a cuslomer is unaware of until they 
have transferred. Rather than encouraging competition such action causes companies with 
lower instaIlation fees to raise them. AI1 customers suffer when that occurs. 

As an alternative to opening its customers to the rape of unscrupulous providers CCI proposes 
that we be allowed to send notification to each of our customers restating that they have this 
freeze on their line outlining why we provide the freeze. We will also restate that all it takes is a 
phone call to remove the freeze, even if they have a balance, as well as provide the opportunity 
for customers who want the freeze removed at that time to call imor simply return the letter in 
the postage paid envelope that will be provided. 

The rule states: 

Companies that bill for local service must provide noiifjcation with the customer’s 
first bill or via letter, and annual ly  thereafter that a PC Freeze is available. Existing 
customers must be notified annually that a PC Freeze is available. 

CCJ feels it  has more than met the requirements of this regulation. We outline the freeze in our 
sales script, we have the freeze noted on our application and it is restated on the back of our 
bill, not just the first bill but every bill. We will also continue to advise all future customers 
about the freeze at the time they initiate service and request that they respond affirmatively 
before we place the freeze on their line. 

A copy of the proposed letter, our application, OUT billing paper and a copy of the sales script 
are attached. 

Respect h l l  y, 

QdLL4L JLkJ 
Patricia Sheets 
Vice President Repla tory  Affairs 

PMS/dw 
En cl o w e s  
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DO'CKET NO. 020646-TX 
DATE: October 2 4 ,  2 0 0 2  

ATTACHMENT E 

SAMPLE LETTER 
(To be  sent on letterhead) 

Dear Valued Customer: 

As you are already aware CCI has in place a local service provider on your accounts. While this 
freeze is often misunderstood and thought to be a way to hold accounts hostage for payment, 
that is not CCI's intent. 

CCI uses this freeze as a protection for you, our customer, against slamming. Slamming of 
local service is becoming a big problem across the nation. 

The only requirement for the removal of the freeze is for you, our customer, to request its 
removal. We will promptly remove it, even if you have an outstanding balance. 

If  you wish it removed at this time just f i l l  out the requested information and mail this letter 
back in the enclosed envelope. 

T h a n k  you for your patronage. We look forward to continuing to provide you with quality 
service. 

Sincerely , 

CAT Communications International, lnc. 

Name (please print): 

Telephone Number: 

Please remove the local service provider fi-eeze fiom my account at  this time. 

Signature: 
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DOCKET NO. 0 2 0 6 4 6 - T X  
DATE: October 2 4 ,  2 0 0 2  

ATTACHMENT E 

D E B  1 TlC A ED1 T C A  RD PR E-A U T H  OR I ZATl ON 
1 hereby zuthorize Cat Communications International, to  initiete debitlcredit entries to  my account f o r  al l  payments due on 
the due date as indicated o n  my monthly  zktement. This authority is to remain in  full force and effect unti l  CCl,lnc. has 
received written notif icetion from me of its termination i n  s u c h  time and i n  such a mznner as to afford Cat Communication 
International at  least f ive ( 5 )  business days prior to the payment due date. I f u r t h e r  understand that cancel ing my 
authorization does not relieve me of the responsibility of paying my account in full. 

Account Name: Account Number: Phone # 

CrediUDebit Card Number: Expiration Date: I 

Signature: Date: 

**'* If credit card is issued to sameme other than the CCI cuzfcmer listed above, please complete the following:"** 

CrediVDebit Card Billing Name Address 

Signature of Cardholder Date 

HELPFUL INFORMATION ABOUT YOUR BILL AND C C I  TELEPHONE SERVICE 

Federal Subscriber Line Charqe: Ordered by the Federal Communications Commission, Washington. DC, a part of the Federal 
Government to help local phone companies Expand phone service into areas without available service by providing telephone wires, 
poles and equipment to connect to the telephone network. 

Universal Service Fund Fee: Ordered by the Federal Government in order to provide emergency services to different groups 
including libraries, schools and rural areas. 

Local Number Portabilitv Charqe: Ordered by the Federal Communications Commission, Washington, DC, a part of the Federal 
Government, to provide funds for telephone number porlability. 

Emerqency  911 Tax: A tax imposed by your local governments io pay for the highly sophisticated emergency response 
communications system that identifies and pinpoints the location of the caller. 

Federal Excise Tax: This is a general tax ordered by the Federal Government, which goes to the U.S. Treasury Department. 

Relay Center Fee: Ordered by the Federal Government to provide services to the hearing and/or speech impaired. 

State 8 Local Sales Taxes: Various taxes ordered by your State or Local government or general purposes. 
For an explanation of the taxes or fees imposed in your local area please contact your Utility Commission for a brochure explaining 
your telephone bill or visit their website for this and other useful information. 

Safe'Way Protection Plan 
Your first month of CCl's exclusive Safe'Way Protection Plan is absolutely free. With CCt's Safe'Way Protection Plan (SPP), if you 
involuntarily lose your job or become disabled, CCI will continue your Basic Service for up to three (3) full months. Certain 
conditions apply. Please read your SPP brochure for details. A charge of $4.00 per month per line for continued Safe'Way 
Protection coverage will be applied to your next month's bill. If you need more rnformation about CCI's Safe'Way Protection Plan or 
wish to cancel your membership please call toll-free 1-888-477-1 224. 

Extended Dialinq Plans 
Please contact CCI concerning available Community Choice Calling Plans if such an extended calling area program is available in 
your area. You could save money by choosing Plan C. Plan C offers unlimited calls to your Community choice area for one low 
price. 

"Slamming" Protection 
In areas where it i s  available, a local service provider freeze is placed on your line to protect against "slamming". To have this freeze 
removed, please call CCI at 1-888477-1 224. 

Please Note - Virqinia Residents 
Services identified by an asterisk (') are regulated by the Virginia State Corporation Commission. Nonpayment of these items will 
result in disconnection of your local telephone service. 

08/02 
I 
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DOCKET NO. 020646-TX 
DATE: October 24, 2 0 0 2  

ATTACHMENT E 

$39.95/$10/%10 
AU Other States 

Thank you for calling CCI. This is . May I help you? 

Is this your first time calling? May I have your first name (spelling), last name (spelling), 
address (spelling), and zip code? How did you hear about CCl? (lf a promotion or coupon, ask 
them does it  have an offer code on the coupon?) May J have the name and number of anyone 
else you would like to have access to your account? (Ex: Reldn’ve, neighbor, etc.) Do you 
have a number where we could contact you if we have any que‘stions regarding your account? 
Have you ever had service at your current address? What idwas that telephone number? 

(If‘ customer is besitaot to give Dame, continue) 

Having your phone connected with CCI is very easy. We have no worries about past due bills, 
no credit checks or deposits, just pre-paid phone service. 

For just $39.95 plus the $6 FCC charge and your state and local taxes CCI will provide you with 
prepaid unlimited monthly local phone service. You will need to pay a small installation charge 
of $1 0 with your initial payment and you will be billed $10 on your first bill. (For Florida 
customers only, “At no additional cost we provide a local carrier freeze to our customers. This 
protects your account from slamming. At your request the freeze will be removed at no 
charge.”) 

For migration 
For just $39.95 plus the $6 FCC charge and your state and local taxes CCI will provide you with 
prepaid unlimited monthly local phone service. You will need to pay a small installation charge 
of $10 with your initia1 payment and you will be billed $10 on our first bill. Because you are 
migrating your number, CCI has a special offer for you 1 -hour.of free long distance for 3 
months. (Jf customer has LD Summer promotion, customer will receive an addition 1 -hour of 
free long distance.) 

ry 

With CCJ there are a few ways to lower your phone bill and help you save money. With the 
“Cat Club,” if you make your first six (6) payments on time and in a row, we’ll take your basic 
service down to $34.95 plus taxes. If you make the next three (3) payments on time and in a 
row, we will lower your basic monthly rate to $29.95 plus taxes. If you are late with a payment, 
you will go back to the previous level. For example: If your basic service was $29.95 and YOU 

were late with one payment, your basic service would go back up  to $34.95, not fu l l  price. To 
bring it back to $29.95, you need to make 3 payments on time and in a row. 

You can also reduce your bill through our Tel-A-Friend Program. If you refer someone to CCI 
and they become a customer, you’ll receive a $1 0 credit toward your next phone bill, and your 
friend will give a $5 credit toward their first phone bill. There is no limit to the number of 
people you can refer. 

Page 40 
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ATTACHMENT E 

CCI automatically signs you up for our Safe*Way Protection Plan (SPP). This plan p a r d s  
against involuntary unemployment or disability. It can’t be a pre-existing condition. It would 
cover your basic service for up to 3 fu l l  months and the first month is free. It’s only $4 a month 
thereafter. 

(If name and address  were not entered earlier, enter now) 

To get you started, you need to make your first month’s payment of $ , which pays for your 
first month of basic service plus the $6 FCC charge. You will see the one-time $1 0 installation 
charge on your first bill. 

I 
(Credit or debit card payrueh) 

If you pay by Discover, Visa, or Mastercard or debit card with the Visa or Mastercard logo, and 
you make all of your hture payments with credit card or debit card, you will receive free call 
waiting for life. Would you like to pay with a credit card? 

Please call us back in 3 - 4 business days. At that time we can give you your new telephone 
number and get everything started. It does take up to 10 business days for connection from the 
time that we receive your payment. You will need your account number when you call CCI in 
the future your account number is . 

Is there anything else 3 can help you with? Thank you very much for calling CCI.. .we look 
forward to having you as a customer. 

(lf  customer says they don’t have a credit o r  debit card, 
F4 pulJs up tbe List of payment centers) 

Let’s find a payment center in your area. ... 

After you have made your payment at the payment center.. .pl<ase call us back in 3 - 4 business 
days. For verification purposes, you may need your receipt. At that time we can give you your 
new telephone number and get everything started. It  does take up to 10 business days for 
connection from the time that we receive your payment. When you make your payrnent at the 
pay station and when you call CCT back to get your new telephone number, you will need this 
account number, . 

I 

Is there anything else I can help you with? Thank you very much for calling CCI.. .we look 
forward to having you as a customer. 

Page 41 Updated: 8/1/02 
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Name 
PRINT First Nzme Mlddle Initial Last N a m  

Address Apt. # 6ldg.g Floor # 

Conlact Phone f ( ) Contact's Name 
(In case we need to conlad you about youi new lelephone service) 

Have you ever had phone serwce a1 this address before' (circk one) Yes NG 

If ves, List your previous lelephone number ( ) 

Signature Date 

I have read, or have had read 10 me. lh€ apreemenl on Ihe back 01 lhiS applicalion By sip"? rhis spplicslion. I aulhoriz 
CCI, Inc. lo arrange lor local lelephonc Service a1 my aadress lisled above. l will check my receipt loi  accuracy 

LrfeLine and LlnkUp services are available lor pualdying subscribers tontacl your soclal senme: sgency loi oelails 

Pkasr Nole: This psymeni center IS only responsrbk lor laking pzymenls snd applicarions and can no1 anSwei oueslion 
concerning your IelephonE service. For more inlormalion rna 10 ma& cenern CCI S E ~ V ~ C E  is Eviilzblf m your arer. call OL 
Cusiomer Service Deparlmenl Toll-Free al' 1-888-989-2900 
CCI irtcepts no responsibility lor rnlormalron regarding your semce unless provided direclly by CCI 

NOTE: Please allow 5 10 10 business aays (under normal condilions) lor your new servicE IO be zciivaled 

Sisle, L D C ~ I  and some Fraeral Ia ics arc not rncIudCd w i n  your initial order and will k adoed io your tirsl lelephonf bill. 
)n aodflion IO any insiallation charger pmd wilh your lirsl paymrnl lor new senwe.  in home stmles. 4n addllioml inSla11J1i0n 
charge 01 up IO $20 will k ~ p p l i ~ d  IO your fusr blll or prorated over your first and second 8111. 

ATTACHMENT E 

EASlC MONTHLYSERV(Cf,,-- 

Pnone p c h  insiallalton arxlio~ "0 wiring 01 repair. necessity loi s e w u  conneamn. are l e  cnmplelc financial responslbr!Q 01 VK cusiomi 
lerm apply IO new cus~omets 0% Cmn lo mahe w e  Y~YDC IS nvallsw n your are; 

LOA-39-0 While Copy Agent Yellow Copy Cuslomer 
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ATTACHMENT E 

CUSTOMER SERVICE AGREEMENT 
This document describes the conditions by which Cst Communications lnt.%nEtion61, Inc. Ihenceionh referred 10 8s "CCI:) will provide or dis- 
connect service,and the conditions In which It w111 disconnect ServiCE. This constitutes the contrscl between the subscriber and CCI, the underly- 
ins czrrier of this service.You understand the followins: 

(1) By signins this document you 6re enterina into 6 C O ~ l r C C i U 6 1  agreement tor locsl phone servlcf with CCI 6s  your carrier. You agree to allow 
CCI to sct as your representstive in 611 necotis1lonc with sny Local Exchmge Csrrier or lelecommunications service provider. Long distance and 
tcll cot!s ere not included in your basic monthly local phone cervice unless specilicslly indicsled. You iuthorize CCI to handle all negotiations for 
service requests ai the sdoress you hEvE p v E n  In this 6greEmsnl end lor the phcne number th61 CCI has given you. You sgree io allow CCI to 
p t e c ~  6 local provider lreezE on Your h€. which Will n01 allow anolher compeny io  chsnge (s l im) yGur line withoul your knowledge. Should you 
need to h a e  this treerE removed, Call CCI 61 1-888-477-1224. This zuthorizztion does not prevent you from chanoing carriers. You agree 10 read 
this document in full a d  to sign it Only Stter you f i ~ v e  read it or hzve had 11 reed to you, and you have lully underslood it .  

(2)You request CCI lo install phone Service I t  your correct sooresc. You musl sign s copy 01 this Cuslomer Service Agreement prior to Installation. 

(3) CCI IS not responsible lor any delay in provichng Service resulting Irom problems caused by the internal wiring or jacks a i  your residence. 

(4)  In SomE area5 you will be required 10 pay an InSt6IlZtiOn chace not 10 exceed 540 I f  your Service is suspended or disconnected (inctudtng 
disconnection .requested by you). YOU will be chsroed 2 keconnecuon Fee ol lony (SaG) ddlsrs IS30 in Nonh Carolina; 535 in Ohio) or the Tarit! 
Limh whichever is less If you ptiy your bill late you will be responsible lor i 1 2 1 ~  charpz n@l lo Exceed T E ~  Dollars (510) or the Taritr Limit whichev- 
er is IESS. A late charge O! 1% 01 Iha outslsnding bslance will be chaged 10 your xcoun l  ztler Twenty Five days rn North Carolina: a : .5% late 
cherge may be chased to your accounl in Ohio and Virgini; 

(5) There IS no set-up chase for addino ieilures to your n e w  phone service when you first P I E C E  your order. TG add additions1 features ataer you 
*re connected, there is B Ten Gollar (510) Service chzrge per Grder or the Tzritl Limit, whichever is pealei. All charges lor service of any kind 
will begin the 1st oay oi thal service. Your telephone bill will be duE in full on thE 5th or IhE 201h c6y 01 each monlh. You a p e e  to pay Ihe cur- 
rent tee thal CCI is charging lor y@ur basic lekphone Service. This lee ooet not incluoe ail 18xEs. lees. or surcharges imposed by Slate. Federal 
snd Local author!lies, ana yod undfrslsnd you will be rEsponslblE lor these additionel chzrps .  The firs1 month 01 your Saleway Froteclion Plan 
90 Day Service Guersnlee 18 FEEE YOU will be billed 24.GO per month bepinninc with your ceconci monlh 01 service. If  you do no1 want this valu- 
sbie Senehi, you mu61 provide CCI wirh nOtif1C61iOn GI your desire IG cirncel this covEr6gf. In Ohic., this service musl be requested by the customer 

(6) A bill lor your service will be maileC 10 you no less thsn lineen (75) deys prior 10 your out. Gat€ You mzy mske your paymenl a1 any Authorized 
CCI Payment Center or M A I L  your PZytnent oirectfy 16: cc!, Inc. at P.0. 6ox 6125. Roenoks. VA 24017-0129. There is no Grace Feriod. If GCI 
does not receive your peyment on or bEiore your due ds le .  you will be sen1 6 Terminalion Notice or Disconnection Nolice. If payment IS not 
rEceived within ten (10) calenCzr d S p I  Of Ih€ msiling 01 this notics, your ElEphonE service may be suspended or disconnected. 

( 7 )  CCl's Local Service allows unlimiteo 10~61 ~ ~ 1 1 s  IexceDt in aess  ot meesureu SENIC~ or Community Calling Plans) from your home telephone. 
YOU will have access to all '1-800' tOil-lre€ numbers and 011 emergency services. CCI pleces 1011 rEstriclions on local phone service Such toll 
restrictions are not 10Oc/c ElIectlve This blockins Ehouid nm allow you to dial' long dislancE using -I+ or @+*  1-900, 1-700 or 1-976 toll calls; or 
third party billing; or mzke or aCt€pl CCllfC1 C E k  Any type of cherges that you may mbke 10 your 1BleDhOne service will be your sole responsi- 
bility and will be cherped directly to you. CCI Will not imPOSE cl-erges or 1 6 1 ~  lees lor cells c n s r ~ f c  tG your bill which should have been properly 
blocked by the rncumtent locsl exch6ny c6rrier (ILEC!. In Ohic. E choicE of long dislince prowoers IC svalzble. Directory Assistance 1s not avail- 
able in all Bell South areas 

(8) Your telephone servrce mev DE suspended or disconnmcd Icrr t h E  lollowrng reisonc. (in Ohic tiem 'A" only) smong olhers;A} Your monthly 
bill hss not been paid on IimE Or in 1UII. 8) Charges no1 suihorized by CCI hsve been billeo 10 ycur lelephone number. c )  If local lelephonf serv- 
ice is otlered on 6 per call W ~ ~ s s a p f  tiasis:. or 6 per minute (Me6surEd Easis), CCI reserves 1 t 1 ~  riohl lo suspend or disconnect your service 
immediately. or as soon sc your 51618 E regulZtiOn EllOwS. 11 you exceed the number oi local ~6115 or minutes included in the basic monthly local 
service psckagE unless CCI receive5 ir"dial€ PEYment lor the excess calls. CCI reserve5 the righl Io chsnge your local service ( i f  you exceed 
thE number of loczt calls or minulfr EllGtled YOU) 10 i diherent urJimiled Iocsl callin5 plan which normblly resu11s in B higher monthly charge. If 
you 6rE suspended or disconnecled due 10 eXCeSSiVE loc61 phone calls, you will be responsible lor thB applicable reconnection lee in addilion to 
any other applicable charges. 

(91 If your service is accioentally disconnected due IO the ttiult 01 CCI you will be credited s piorateo emounl of your monthly service payment 
Equal io the dollar amount lor the Sfrvice which you did not receivelor whatever crearl amounl may be required by your state's regulations), as 
rellected in the records of CCI. If your Service E accidentally disconnected tor any reason. you will hold CCI harmless aoainst any claims that 
may aisE trom direct or indirect dsmzges that msy occur as z result of such B disruption of servicE including but not limited l o  your inability to 
call or sccess 911 emergency ServIceS 

( i o )  There will be a S2G Cencellalion Fee (except in North Czrolinz, Ohio and Californis) I: you should choose to cancel your new service aner 
the oraer has been submitled tG CCI. There will be no SErviCe refunds once your service is connected 

(11) Ouestions about your servc&. including repairs, are to be directed lo the oilices of CCI 81 1-(886) 512-7693. Any repair or servlce perlormed 
on your line will be done at your own risk and Expense. If you wish to request dizconnectim ot your Sewm you must submit the request in writ- 
ing IC: CCI. Inc., P.O. Bcx 612s. Fioanoks, Vircinisr 240'17-0129 or Fax:1-877-893-5485 

( i f !  ThE following chsroes may epplp to C c k  prepaid lono dislznce plan. A) All cslls &re subject to SI cne-minute minimum charge, even if the 
number called 15 busy or is not afiwered. E) ,411 cells ~ I E  rounded to the next whole mifiux6. C) All iong disknce packages will expire in 30 or GO 1 
d2ys. In addition lo the Charges mentioned above a 3% COnneClion fee will also apply to ell promotional (iree) long distance oflers. 

LOA 7/02 
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DOCKET NO. 020646-TX 
DATE: October 2 4 ,  2 0 0 2  

ATTACHMENT F 

1-888-477-1 224 Fax: (540) 265-6754 
P.O. Box 61 29, Roanoke, VA 2401 7-0129 

Sent Via Facsimile and Airborne 

August 9,2002 

Florida Public Service Commission 
Atlention: Blanca Bio 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399 

: ' I  

I h.' 

Response to Docket 020646-TX 

Dear Staffi 

In response to Staffs rejection of CCI's settlement offer referencing docket #020646-TX 
alleging that CCI is in violation of Rule 25-4.1 10(16), F.A.C., CCI would like to 
respectfilly submit an amended settlement offer as follows: 

We are currently and will continue to include in every Florida customer's bill every 
month a reminder there is a local freeze on their service and that the freeze can be 
removed without charge by simply calling toll-free CCI or by simply mailing to CCT the 
prepaid reminder notice concerning the freeze. 

In addition to these monthly mailing notices, CCI also proposes to initiate multiple 
calling canpaigns to current Florida customers in ordcr to additionally notify them that a 
fieeze is on their service and that the freeze may be removed without charge by simply 
informing a CCJ customer service rcpresentatives of such a desire. The customers would 
be able to do SO by simply pressing a key to lalk directly to one of our operators. 

Staf'TwilI attest by the "report card", which will be faxed to you on Monday, of 
complaints filed against CCI during the last two years that CCI has provided a very high 
level of customer service. Staff can see the issucs of the local service freeze did not 
become an issue until a competitor began to urge customers to complain directly to the 
Commission in lieu of simply asking CCT to remove the freeze (which we have done 

AUS promptly and continue to do without question whenever a customer so requests). Slaff 
CAF will testify that inany ofthe CompIaints came from customers who were advised by 
CMP ---Florida Telephone Service to contact the Commission without ever having contacted 

' 20 tx --fCl. Many complaints were filed by persons who were not even CCI customers. 
ECR - 
GCL CCI believes that a freeze placed on a customer's line is there for the protection of the t3 

::, 2 c 3  OpC d u s t o m e r .  CCI has never employed a freeze to limit a customer's choice. CCI does 
e MMS -7 
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ATTACHMENT F 

everything possible to inform the customers at the inception of service about the local 
service freeze including writtcn statements in the Letters of Authorization and whenever 
the customer contacts our call center. The history of slamming with long distance service - 

is well known. With the advent of more local service competition slamming with local 
service has become a serious issue. Without the freeze more and more local customers 
will be slammed and be subjected to high-pressure sales techniques. 

CCI appreciates S t a f f s  concern for the protection of customer choice but customer 
choice is, in fact, enhanced by the very existence of the freeze. CCI would respectfully 
urge Staff to investigate the aggressive local slamming MCI and 2-Tel corporations have 
employed in Michigan and Illinois as examples of what can happen to customers’ choices 
when their local service is slammed. 

Given that CCI has made it extraordinarily easy for any customer to have the freeze 
removed without cost or inconvenience and given the fact that there is clearly a 
reasonable argument that the non-existence of a freeze on local service in fact reduces 
customer choice by encouraging slamming, CCT would hope there might be some room 
for compromise between two positions both of which have the best interests of the 
customer in mind. CCI wouId like to state that as the historic price leader (our customers 
pay as little as $29.95 a month) in this area of phone service CCI has no need for local 
service freezes to “lock in” customers; we are very confident our superior service and 
pricing will gain us extensive customer loyalty. What we do fear are deceptive high- 
pressure sales tactics employed by some local service providers on unwary customers and 
especially credit-challenged customers who may be more vulnerable to such sales efforts. 
We feel the elimination of the freeze will do just the opposite of what the Staff intends in 
the way of protecting customers’ choice. 

__ ~ 

CCI still firmly believes that we are not in violation of the rule that states: 

“Companjes that bill for local service must provide notification with the customer’s first 
bill or via letter, and annually thereafter that a PC Freeze is available. Existing customer 
must be notified annually that a PC Freeze is available.” 

This rule states simply that the customers must be notified as to the existence of such a 
device as a freeze. Indeed, this very rule would seem to have been implemented so as to 
inform customers that they can protect their service against “s la” ing”  whether it be 
long distance or local. Why would anyone wish to make the imposition of a freeze more 
difficult when the freeze is a device designed to protect customers’ choices? Do a handful 
of complaints encouraged by a competitor outweigh the initial logic behind the issuance 
of this very rule designed to protect customers from “slamming”? 

In a telephone conversation, Staff had voiced a concern of a non-paying customer’s 
opportunity to have a freeze removed. CCJ does not operate on a prepaid billing 
platform. We mad MIS giving the customers a five-day grace period. After the grace is 
up we mail a termination notice giving another extension of time with a service ending 
date, which is always on a Friday. We start suspension process on the next Wednesday 

- 3 0 -  
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ATTACHMENT F 

following the Friday date if we have had no response from the customer. Our customer 
would, even taking the time restraints down to the limit, still have time to have their 
freeze removed and transfer service to another provider. 

CCI would appreciate a review of the issues brought forth in this letter and hope that 
Staff will consider the serious slamming ramifications the removal of local service 
freezes will have on customers least able to protect their rights as users of telephone 
services. CCI respectfully submits, however, if Staff is adamant about its position on 
local service freezes, Staff would want to be certain that no local provider in the state be 
allowed to employ the freeze. The Commission could easily mandate an end IO such a 
service by the ILECs. We are certain that the Staff and the Commission would not want 
to impose on just one or two local service providers a requirement which it would not 
impose on all such providers. 

We look forward to Staffs reply and are committed to every cooperative effort to reach 
an accord on this issue. 

Sincerely, 

Patricia M. Sheets 
Vice President Regulatory 

-31- 
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Sent VIA Facsimile and Airborne 
August 29,2002 

ATTACHMENT G 

ORIGINAL 

Cat Comm uaica tioas In tern a tional, Inc. 

PUC Complaint "Report Card" 

Submitted tu be included 

with settlement offer 

dated August 9,2002. 
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DOCKET NO. 020646-TX 
DATE: October 24, 2002  

Non-Freeze Related Complaints 
363347T - 02/20/01 - Customer reporting 
that CCI would not disconnect her service. 
She had never called and requested but was 
djsconnecled on 2/21/01 for an NSF check. 
379522T - 05/14/01 - Customer was 
requesting a full refund. Verizon GTE was 
having problems with orders in Tampa not 
being completed in their system and they 
were at a standstill for several months. 
Customer was given a full refund. 
388060T - 07/02/01 - Customer stated that 
she had requested disconnection in May. 
At the time of responding to the complaint, 
customer had had no contact with CCI 
since March and she was disconnected for 
non-papent on O7/06/O 1. 
392415T - 07/19/01 - Customer looking for 
refund check that was issued but stolen. 
CCI was waiting for stop payment 
confirmation fiom the bank before reissue 

ATTACHMENT G 

Freeze Related Complaints 
423841T - 12/12/01 - Customer wanting to 
switch service. Freeze removal order 
placed on 12/12 and completed on 12/13. 

CCI would like to present their PUC Complaint "Report Card" for review and also would 
like for it to accompany our latest senlement offer dated August 9,2002. We would like 
to especially call attention to the fact that there were almost no freeze related complaints 

in 2001. You will find that CCI complaints really slarted when a flourish of freeze 
related complaints against another CLEC operating in the state of Florida started 

surfacing and they were having to respond to the PUC's docket. At that lime they were 
advising customers that had CCJ service that were wanting to migrate over to them to call 

the Commission to have the freeze removed in lieu of calling CCI and making the 
request. CCI never had an opportunity to process an order to remove the freeze prior to 
the complaint, therefore not allowing the freeze and removal to work as we know it can. 

We are currently operating in 23 states and the District of Columbia and we process 
freeze removals in most states. Amentech (ILEC) does not have a local service provider 

freeze and we cannot use it in their footprint. Also please make note of how the 
complaints have drastically decreased since you opened up a docket against CCI. 

We do thank you for your time involved in reviewing all of this information. 

CCI Florida PUC Complaints "Report Card" 

2001 

could be completed. 
394419T - 07/30/01 - Customer's 
complaint due to delay in restoring phone 1 

-33- 
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Non-Freeze Related Complaints 
4399103 - 02/28/02 - Customer 
complaining that CCl would not disconnect 
service. It was explained to customer that 
we required a faxed request for disconnect. 

1 

Freeze Related Complaints 
42791 9T - 0 1 /04/02 - Customer requesting 
that freeze be removed. Customer never 
requested CCI to remove the freeze, they 
went straight to the PUC. Upon receipt of 

service after payment was made. CCI 
never requested service to be suspended. 
Sprint took service down because they saw 
it as an abandoned station, they had a retail 
customer requesting service at the same 
location. We could not call the customer 
but did write to her and heard nothing back. 
395050T - 08/01/01 - Customer requested 
residential service in a commercial 
location. He complaint consisted of 
request of a refund and to cease billing. 
CCI's request for service connection was 
completed by BellSouth and then when 
they realized that it was residential service 
installed at a commercial site, they 
disconnected it. In the CCI system the 
account was not disconnected immediately. 
Billing was stopped, but due to a fraudulent 
application and a completed installation, 
refund request could not be fulfilled. 
395818T - 08/06/01 - Customer reporting 
delay in installation. Installation was 
completed the day that complaint was 

ATTACHMENT G 

received. 
399820T - 08/22/01 - Customer ordered 
service but it was not working. Customer's 
order was processed as a migration. Order 
was completed by GTE and after 
completion they honored a suspension from 
the previous supplier of phone service. 
Upon realizing the problem, GTE was 
contacted and service was restored. 
401776T - OS/3 1 /01 - Customer (Theresa 
Dunham) had stated that CCl would not 
allow her to switch her service. Phone 
number provided on complaint belonged to 
Theresa Ford and therefore we could not 
discuss the account. 

2002 

- 3 4 -  
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I 

3nce this was provided service was 
lerminated. 

144399T - 03/21/02 - Customer's situation 
involved disconnection requests. CCI had 
received a request by phone on 3/11 to 
disconnect service. Requested notice in 
writing but that we would suspend awaiting 
receipt. Upon suspensjon, call was 
received stating that payment was made 
and disconnect was not desired. CCI 
restore service only to receive a request to 
disconnect service due to a change in 
providers. 
453293T - 05/03/02 - Complaint rests on 
customer's request for disconnection so that 
she can switch to another company. CCI 
had not received this request from 
customer, only call questioning bill. 
Account disconnected on 8/6/02. 

458808T - 06/03/02 - Customer 
complaining of intermittent service. GTE 
has confirmed that it is an inside wiring 
problem and per our tariff this wiring is the 
customer's responsibility. 

474122T - 06/28/02 - Customer disputing 
bill. They had migrated to another 
telephone company and our bill had been 
mailed prior to receipt of change of service 
notice. 

483827T - 08/15/02 - Customer 
complaining about delay in connection. 
Responded back that problem lies in 
BellSouth holding a pending order at an 
address where a balance was owed. 
BellSouth has since processed ow order 
and service has now been working since 

ATTACHMENT G 

:omplaint, CCI processed order to remove 
;he freeze on 1/10/02. Customer never 
migrated service nor made any additional 
pyments. Account was suspended on 
2/21 102 and disconnected on 2/22/02. 
4277663 - 01/04/02 - Customer advised by 
payment agent to call the PUC and request 
freeze to be removed. Order was processed 
that day to remove freeze. Customer never 
migrated service nor made any additional 
payments. We suspended service on 
03/01/02 and disconnected completely on 
04/17/02. 

42947fT - 01/11/02 - Customer 
questioning billing and requesting freeze be 
removed. Customer had not contacted us 
regarding billing questions or freeze 
removal. Upon receiving complaint, 
records of account were pulled and there 
was no freeze on the account (must have 
been told this be agent). Customer did 
migrate service, exact date unknown. 
429179T - 01/10/02 - Customer had called 
in on 1 /OW02 requesting disconnect. We 
had requested this in writing, which is OUT 
policy. Upon receipt of complaint, freeze 
removal was processed and customer 
switched providers. 
430768T - 01/3 7/02 - Customer had 
contacted CCI on1/17 and requested freeze 
to be removed. Somehow customer had 
been misinformed because there was no 
freeze on his account to be removed. 
Customer finally migrated service as of 
2/12/02. No payments were made towards 
account past 1/14/02. 
429608T - 01/14/02 - Customer claims that 
she had advised CCl that she was 
changing caniers and account was 
disconnected. CCI shows no sign of 
customer calling on 12/3/01 to have freeze 
removed. Account was suspended for non- 
payment on 12/29/01, At that time 
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I 

1 
I 

:ustomer requested freeze to be removed 
 ut account would need to be restored first. 
h t o m e r  had made a partial payment but 
iot enough for restoral and on 01/04/02 
Fequested that account be completely 
3sconnected. Disconnection was 
sompleted on 01/14/02. 
427908T - 01/04/02 - Customer requesting 
line to be dkmnected .  Customer had 
called this day and requested freeze 
removal. At this time we were charging a 
$10 fee to make changes to customer's 
accounts. This was explained to her and 
then she called back and asked that we 
disconnect her service. Written request for 
disconnection was received on 01 /07/02 
and order was processed and disconnected 
on 01/08/02. 
432456T - 01/25/02 - Customer had called 
CCI stating that she went with another 
company in December and was requesting 
freeze removal. We attempted to process a 
freeze removal on 1/25/02 but order was 
returned stating we were not the provider 
on the account. 
432660T - 01/28/02 - Customer had been a 
product of an agent (NY Extensions) 
slamming customers without their 
knowledge. Customer's freeze was 
removed and they did move service to 
another provider. 
499393T - 01/3 1/02 - Customer 
complaining that she needs freeze removed 
to switch to Florida Telephone Service. 
We have no record of customer requesting 
removal. Upon receipt of request from 
PUC, freeze was removed and customer 
migated service on 2/11 /02. 
43551 8T - 02/08/02 - Customer requested 
freeze be removed. Order processed on 
2/08 to remove freeze and completed on 
2/12. Customer migrated service on 2/14. 
437450T - 02/18/02 - Customer hadcalled 
on 2/18 to have freeze removed. Account 
had already been suspended on 2/13, no 
payment had been received since 12/26 
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Due to the fact that customer was wishing 
to have service with Florida Telephone 
Service we processed a disconnect so that 
he could get his new service initiated. 
441557T - 03/07/02 - Customer called 
requesting freeze removal. Customer was 
instructed by the other carrier to file a 
complaint with the PUC. At the time 
complaint was received, customer's request 
N ~ S  already being processed. Freeze 
-emoval was completed on  3/11. Customer 
s still active with CCI and never 
sansferred service. 
142180T - 0311 1/02 - Another complaint 
involving customer who never called CCI 
requesting freeze t o  be removed. 
Conversation with customer explaining bill 
on 316 but no freeze removal was 
requested. Freeze removal completed by 
BellSouth on 3/12. 
443391T - 03/18/02 - Winning CLEC 
advised customer to file complaint to have 
freeze removed. Customer never spoke to 
CCI with this request. Freeze was removed 
on 3/18 and customer migrated 10 Florida 
Telephone Service on 3/25. 
445234T - 3/25/02 - Florida Telephone 
Service advised customer that they could 
not switch her service due to a freeze on 
her account. Customer had called 
questioning her bill but never mentioned a 
freeze. Upon placing an order on 3/25 to 
remove a freeze, our order was retumed to 
us because there was no freeze on 
customer's account. 
449575T - 04/16/02 - Customer stating 
CCI wil1 not release her line so she can port 
her service to Florida Telephone Service. 
The last contact CCJ had with this 
customer was when they made a payment 
commitment on 3/29/02 to pay their 
outstanding balance. Upon receipt of 
complaint freeze was removed just as it 
would have been if customer had called us 
first. 
449577T - 0411 4/02 - Another customer 
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ieing told by Florida Telephone Service to 
ile a PUC complaint to get line released. 
3n 3/29 customer had called requested 
5sconnection, then called back and 
-equested freeze removal. Disconnection 
x a s  stopped and freeze removal was placed 
with BellSouth on 04/04/02 order 
!CY 8 1 YOH8. Customer migrated service 
3n 05/04/02. 
451141T - 04/23/02 - Florida Telephone 
Service advised customer to file complaint 
to have service ported to them. Customer 
never made call requesting removal. Last 
conversation CCI had with customer was 
concerning cable outage on 04/01/02. 
Freeze removal order placed on 04/23/02 
and customer's migration was processed on 
04/25.. 
451310T - 04/24/02 - Another PUC 
complaint for freeze removal where 
customer never contacted CCJ with the 
request. CCI did speak with the customer 
regarding bill on 04/18/02 and customer 
made a payment commitment. Freeze 
removal processed on 04/25/02. Customer 
never migrated service and service was 
disconnected on 6/10. 
451518T - 04/25/02 - Broken record of 
complaints stemming from Florida 
Telephone Service advising customers to 
file PUC complaints to have freezes 
removed. No contact on this account from 
customer since last payment made on 
04/05/02. Freeze removal processed on 
04/25/02 and customer migrated service on 
05/06/02. We were cited by the 
Commission on this one for not responding 
in a timely fashion, but we did forward a 
copy of our email response that went out 
on 04/29/02. 
4541 13T - 05/08/02 - Customer filing 
complaint requesting company remove 
freeze. Customer had made payment 
conmiitment on 4/26 for 5/4. Called on 5/8 
to extend commitment but was advised that 
we could not guarantee his service would 
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lot be suspended since he had missed his 
:ommitment. No mention was made 
.egardjng freeze removal. Freeze was 
-emoved effective 05/10. 
158348T - 05/30/02 - Customer filing 
:omplaint that she had been trying for a 
nonth to have CCI release the freeze on 
ier line. Again the only mention of freeze 
;emoval was on this complaint. Customer 
had spoken with our representatives on 
35/06/02 and made a payment commitment 
for 05/26/02. Freeze removal was 
processed on 05/30/02. 
4596453 - 06/06/02 - Customer advised 
that they had contacted CCI to port her 
service to Florida Telephone Service and 
CCI will not release her line. By now 3 
think that everyone would agree that had 
the customer called, which they did not, 
CCI would have gladly removed the freeze 
to avoid any further complaints. But 
obviously these customers are being used 
to make a point. Freeze removal request 
was honored and customer moved service. 

~ ~~ 

460388T - 06/10/02 - Customer states that 
they were switching to another ALEC and 
service was disconnected. Requested 
restoral and freeze removal. Customer had 
made payment arrangement for 5/4. Upon 
missing that commitment she spoke with a 
representative on 5/9 and made a 2nd 
commitment for 5/18. When this payment 
was not received suspension order was 
processed on 5/24 and subsequent 
disconnection order on 6/7. Ample time 
was given to customer to have a freeze 
removal processed and service migrated 
prior to suspension. 
461755T - 06/17/02 - Customer filing 
complaint to have freeze removed. 
Customer never contacted CCI with 
request. Freeze removal processed on 6/17. 
Florida Telephone Service processed 
migration on 6/2 1 /02. 
47281OT - 06/24/02 - Customer requesting 
freeze removal. This customer did contact 

- 3 9 -  



I 1 

DOCKET NO. 020646-TX 
DATE: October 24,  2 0 0 2  

ATTACHMENT G 

CCI on 6/18 requesting freeze removal. 
Order was submitted on 6/19 and 
confirmed back with a due date of 6/21. 
There should have been no reason on the 
filing date as to why customer could not 
migrate to Florida Telephone Service at 
hat time. They did migrate on 6/24/02. 
174159T - 06/28/02 - Customer requesting 
keeze removal. Customer never called 
ZCJ requesting removal. Freeze removal 
xder placed on 7/1 and date due of 7/9 
received from Sprint. 
375517T - 07/08/02 - ALEC advising 
xstomer there is a freeze on his line and to 
request removal of this freeze. Customer 
never called requesting freeze removal. 
W e  did speak with the customer on 6/28 
and they made a payment arrangement for 
7/6 which was not kept. Freeze removal 
was processed on 7/8 and customer 
migrated service on 7/10. 
-. 

476830T - 0712/02 - Customer wanting 
freeze removed. States that she was told by 
CCI she needed to pay $78 for this to be 
done. Customer had contacted CCl on 
6/10 and requested to have a feature added. 
It is CCl's practice that an account must be 
up to date before orders adding features can 
be processed. At the time of her call her 
6/1 bill was past due and we would have 
made the request for it to be paid. Never 
did we receive a phone call requesting 
freeze removal, but it was placed once 
request was received via this complaint. 
Freeze removal was processed and 
completed by the LEG on 7/12/02. 
477716T - 07/17/02 - Customer requesting 
freeze be removed to migrate service to 
Florida Telephone Service. No 
conversation with the customer since a 
credit card payment was made on the 
account on 611 9. Freeze removal request 
Drocessed on 7/17 and completed on 711 8. 
478017T - 07/18/02 - Florida Telephone 
Service migration advising customer to 
complain to the PUC to have freeze 
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Freeze Related 
1 

Reasons for complaints 

removed. Customer made payment on 6/14 
which shorted that bill for service from 
5/15 to 6/14 by $30. Commitment was 
made for a payment of $71.33 to be paid by 
7/13. Since no payment was received by 
7/18 account was suspended. This 
suspension was for a payment that was 
actually due on 6/15 so they have received 
a grace period of over 30 days. Suspension 
order had already been placed when 
complaint was received. (YOUR 
COMPANY ACTIVITY REPORT 
RECEIVED 8/26 SHOWS WE HAVE 
NOT RESPONDED TO THIS 
COMPLAINT. CALLED AND SPOKE 
WITH PAUL LOWRY AND HE 
ADVISED OUR RESPONSE WAS M 
ANOTHER DEPT'S HANDS AND HE 
WOULD IETRIEVE IT FROM THEM.) 
483290T - OW1 3/02 - Customer wanting to 
switch to another carrier and needs freeze 
removed. Customer had called on 816 
requesting freeze removal and order was 
processed on 8/07. Migrated service on 
8/14. 

*# of "FTS 
complaints for associated 
reason shown complaints 

Customer never contacted 
CCI with freeze removal 
request 
Customer never ended up 

2002 

Freeze Related 

21 10 

3 

Non-Freeze 

-41- 
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migrating after freeze was 
removed 
Freeze not even on account 

confusion between freeze 
removal and disconnection - 
necessary to wait for 
validation before processing 
Customer account already 
suspended at time of freeze 
removal request 
Customer product of 
s l a m i n g  of agent - NY 
Extensions 
Customer had contacted CCI 
and fieeze removal was 
already in progress 

Customer request showing 

ATTACHMENT G 

3 
2 

4 2 

1 

3 1 

*Complaints may qualify for two different categories. 
**These are only the known Florida Telephone Services affiliated complaints. Many 
others were not identifiable as to whom the ALEC or ''otheT carrier'' was. 
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FTS w 

Florida Telephone Services 
1667 S. Hwy 17-92 Suite 101 
Longwood, FL 32750 
Office (407) 331-8622 
Fax (407) 331-9429 

September 13,2002 

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

RE: CCI 

Dear Mr. Moses: 

Enclosed is a copy of a letter sent as a response to Cat Cornmunications Intemational 
((‘CCI’’). I wasn’t sure to whom they sent their original letter regarding this issue within 
the Florida Public Service Commission, but as you are somewhat involved in the issues 
addressed in the letters, I thought you might have an idea where these letters need to go. 

3 have also included a copy of the letter that they sent t 

free to contact me by email ( b n ’ d ~ e t ~ f t s t e l e ~ o ~ . ~ ~ ~ )  or directly at (407) 331-8622 
extension 709. 

ttention, for your records. 
In the event that you have any questions or require-@d & itiona information, please feel 

Your time and attention in this matter is appreciated. 

Sincerely, 

Bridget D& 
Accounting and Claims Department 
Florida Telephone Services, LLC 
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Florida Telephone Services 
1667 S. Hwy 17-92 Suite 101 
Longwood, FL 32750 

Fax (407) 331-9429 
Office (407) 331 -8622 

September 13,2002 

Patricia M. Spencer 
Cat Communications International 
P.O. Box 6 129 
Roanoke, VA 2401 7-01 29 

RE: Local Service Freeze 

Dear Ms. Spencer: 

I thank you for your letter dated September 10,2002, addressing your position on local 
service freezes. We too have always wanted to deal directly with other CLECs to resolve 
service issues without hassle to the FIorida Public Service Commission. In fact, this is 
the method we prefer to use with everyone, including your company. 

We do not instruct our customers to contact the Florida Public Service Commission to 
request local service freeze removal, as your letter infers. The number to the Florida 
Public Service Commission is only provided when a Customer requests the information. 
Instead we instruct our customers to contact the CLEC that they currently have service, 
and request the removal of the local service freeze. Unfortunately, our customers are 
usually told that the freeze has been removed and discover their line has been 
disconnected within the next two days. We, during that two-day period, are struggling to 
transfer the customer to our platform, and find the freeze still intact and cannot transfer 
the customer over before the line is disconnected. 

L~I fact ii similar situation occzrred as recently iis last week. We did instruct a new 
customer to contact your company to request the removal of a local service freeze from 
her line. We had to explain to our customer what a local service freeze was, because she 
had no idea: 

11. what a local service freeze was; 
2. that there was a service freeze on her line; and 
3. that it would prevent her from changing to another local telephone provider. 

She contacted your company and requested the local service freeze be removed. Ln 
addition, she informed us that she had contacted the Florida Public Service Commission 
and was assigned complaint number 486705T. We hoped that we would be able to 
transfer her line over in a timely manner, as CCI had notified her that the freeze had been 

91 13/2002 
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removed and she had in her possession a Ietter fiom CCT stating that her line would not 
be disconnected until September 6,2002 (see Attachment I). 

She notified our company on September 4, 2002, that her line had been disconnected 
prior to this date. As much as we did not wish it, we instructed her to pay the balance so 
that her line could be connected as a new activation. She had to pay a difference of 
$50.00 to do this. While this is only one case, there have been numerous cases similar to 
this one in the past. 

1 do appreciate your honesty and the sincerity of your letter. We would be delighted to 
accept such a situation as you have outlined in your Ietter as soon as you instruct your 
operationdservice department to operate under these conditions. In the event that you 
have any questions or would like additional information, please feel free to contact me at 
407-33 1-9 170. 

Sincerely, . 

P achim 
Senior Manager 

cc: Florida Public Service Commission 

911 312002 

. 
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1-880-920-0400, Fax: 1-540-285-6754 
P.O. Box 6129. Roanoke. VA 24017-0129 

I TERMINATION NOTICE OF PHONE SERVICE I 
ELLEN MOWTELL 
8 3 8 3  N.E. 2ND COURT 
MIAMI, FL 33138 

Phone Number: 305-754-8436 

This notice is to inform you, the owner of the phone number listed above, that 
your service provided by Cat Communication International, Inc. (CCI) is 
scheduted for suspension on the TERMINATION DATE shown below. 

You may stop this process by making full payment on or before the 
TERMINATION DATE shown below. 

If  suspension of phone service occurs on this account, a $30.00 Reconnection Fee, 
any outstanding balance, and the next month’s payment in advance will be 
required before phone service is reconnected. Reconneclion may take up to three 
(3) business days. 

Please call our  customer service department if you have any questions penaining 
to this TERMINATION NOTICE. 

Current Amount Due: $73.29 . 
Termination Date: 9/6/2002 

BILLING DEPARTMENT TOLL FREE NUMBER: 888-920-0400 

This la an officlat notice required by the State Utlllty Commission regarding dfsconnectlon or 
suspenalon of local phone eervlce. 1.1 

I # 

IO 333d L P :S0 Z 0 Q Z / S T / L B  
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a , ,:. I .: P.O. Box 6129, Roanoke, VA 24017-0129 

September 10,2002 

Florida Telephone Services 
Attention: Bridget Den- 
1667 s. Highway 17-92 
Suite 101 
Longwood, FL 32750 

Dear Ms. Derr: 

We are receiving multiple complaints from the FIorida Public Service Commission 
representing mutual customers of ours. We would like to resoIve these issues without 
having to always involve the Commission. 

It appears in many instances that customers are wishing to migrate their locd phone 
service from CCI to you. Our customers currently, as you well know, have a local 
service provider freeze on their accounts. Your company is advising customers to go 
straight to the Commission to request the freeze removd. 

.. , 

that instead you have the customer call CCI (888-477-1224) and 
to be removed. We have a full process in place, we do not hassle the 

any unpaid biIls and we do not keep their line "hostage". Under normal 

ee), we will have the freeze removed in 24 hours. These orders are time- 
cases with automated processing of suspensions for non-payment and 
PSC involvement (the middleman in this instance) the customer will 

'm certain you will agree that in dealing with the ILECs we cannot 

, as I am sure you do, to make certain that the customer is not slammed 
crupulous providers that are transferring customer's service without 
are experiencing this heavily in the h e r i t e c h  footprint where these - 

.# .;,. .:i ,.:.> _. .-: + - ,=.**v<Fg,,: --i: 

, ._  - 
1- - '  com'ijades know that the ILEC (Ameritech) does not offer a locd service provider freeze. 

We have three such companies, one of which has been fined $240,000 in the state of 
Florida: for slamming. The largest problem we experience with a slamming invoIves the 

ustomer, we are billing them also thinking they are 
LEC" suspends their service for non-payment. 

e District of Columbia and use the local service 

: *..: .;re 

?.a:; -E-. 

the ILEC offers it. We have the agreement with 

- :-r 
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other competitors that should a customer request the freeze to be removed, we will place 
an order and that allows a migration order to be processed. We are not having this 
problem in any other states. We ask that you give us the opportunity to show you that the 
freeze is not a service that we want to abuse; we only want it to allow us to protect our 
customer from slamming. We all know that many of our customers are going to move 
from provider to provider and we find that they also make a circle back to us one day. 

Please call me at 540-444-2 158 should you have any questions at all. We look forward to 
working with you on these situations. We have found that there is great worth in working 
with our competitors and supporting each other. We also belong to an organization, 
NALA that you might be interested in joining where we join together to battle against the 
ILECs and are quite successful with the many problems that we experience. I look 
forward to speaking with you. 

Sincerely, 

Q&Lm&d 
Patricia M. Spencer 
Vice President Regulatory 

cc: Florida Public Service Commission 
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