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MEMORANDUM /Qaﬁtgyyvaqéi

April 9, 2003

TO: DIVISION OF THE COMMISSION CLERK AND ADMINISTRATIVE
SERVICES

FROM : OFFICE OF THE GENERAL COUNSEL (BANKS) f:@qg%

COMPLAINT OF MEL CITRON AGAINST

RE: DOCKET NO. 020999-TX -
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC.
REGARDING QUALITY OF SERVICE.
Thank you.

Please place in docket file and send to DOAH.
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Request No. 411314T Name MEL CITRON Business Name
Consumer Information Sant ‘to Agendas Y Florida Public Service
Conf. Agenda Date: 12/17/2002 | Commission - Consumer Request
Name: MEL CITRON
Form X Date Sent:07/25/2002 2540 Shumard Oak Boulevard
Business Name: Form X Date Due: 08/09/2002 Ta"ahassee, Florida 32399
Svc Address: 1300 FUNSTON STREET Form X Recedved Late: N 850-413-6100
Phone: (954)-921-0287
Can Be Reached: Mediation Settlement Deadline: /7
i . Mediation Analyst: KATE SMITH
City/Zip: Hollywood / 33019-
Pre. Conf. Sett. Amount: 0.00
Date Transferred to BCO: 07/24/2002
' Pre. Conf. Settement: N
Date Recelyed by BCO: 07/24/2002 Informal Conference Deadline: /7
Suspense Date: 03/10/2002 Informal Conf. Sch.: Y Conference Analyst: JOHN PLESCOW

Utlllty Information Date of Informal Conference: 09/11/2002

Company Code: TX088

Informal Conf. Sett. Amount: 0.00 Informal Conf. Settement: N

Informal Conf. Resolve: Y Conf. Closed Date: 12/05/2002

Company: SUPRA TELECOMMUNICATIONS AND
Post Conf. Sett. Amount: 0.00

Ettn. Ann Shelfer411314T Post Cobf. Settafient:

Customer states that he has asked company to provide him with the access numbers for programing his phone, a 900 call
block on his line and also a call block that would not allow information calls. Customer states that company told him
that blocks were in place but states that he was billed as the blocks were not in place. Customer states that there is
also a problem with the date that service was established with company and states that he feels that he double paid for
his service as he thought that his service was with the company rather then with Bellsouth and this is due to company not
taking over two lines service when promised.Customer states that he has made previous contact with the company to discuss

this issue. Please investigate this matter, contact the customer and provide the Fl. Public Service Commission with a
detailed written report by the due date.

! i .‘:\— !
Case taken by Pamela Duck (N)F?.éf“pF§E/Xﬁ

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

11/01/2001 Interim Report received via email. Another report will be provided in 20 days. AHashisho

11/21/2001 Report received via email. AHashisho
2/1/2002: REPORT RECEIVED: ACCORDING TO THE COMPANY'S REPORT A CREDIT FOR THE AMOUNT OF $25.00 CREDIT WAS ISSUED FOR
EACH LINE FOR THE INCONVENIENCE. AS A RESULT HIS ACCOUNT WITH NUMBERS 954-921-0287 AND 954-921-0322 HAS A BALANCE OF
$287.02 ( $50.00 CREDIT FOR TWO LINES @ $25 EACH AND $61.60 CREDIT FOR 411 CALLS). THE OTHER ACCQUNT WITH NUMBERS
(305) 932-4893 AND (305)932-3546 HAS BEEN CREDIT FOR THE AMOUNT OF $50.00 AND APPROXIMATE AMOUNT OF $150.00 FOR
MISBILLING. THE CUSTOMER WAS SATISFIED WITH THE 305 NUMBERS BUT IS NOT SATISFIED WITH THE CREDITS ISSUED ON THE 954
NUMBERS. THE COMPANY DOES NOT BELIEVED IT IS RESPONSIBLE FOR THE 555-1212 CALLS THAT WERE PLACED AT THE CUSTOMER'S
PREMISE.

THE CUSTOMER ACCESS ISSUE WAS RESOLVED.

2/1/2002: A CLOSURE LETTER WILL BE FORWARD TO THE CUSTOMER BY MAIL.

THIS INQUIRY IS CLOSED.
2-13-2002 'Customer call stating that he needs the company to contact him related with adjustments that the
company promise to make. Please contact the customer.

REFAXED TO COMPANY

2/28/02 Customer asked to speak with Noelia. He states he left a message for her to call him on 2/26/02 and he hasn't
received a call. Customer is not satisfied with the offer made by the company. The customer states he has been without
|proper service for months. The credit offered is not sufficient to the customer. The customer states the company tells
him or the PSC one thing and does something entirely different. Will ask Pam Johnson to contact customer at
954-921-0287. Shonna McCray

2/28/2002 - I spoke with Ann Shelfer (Supra) regarding the status of the account and she indicated that Mr. Citron was
offered credits of $150 for billing errors and another credit was issued for $61.00. Ms. Shelfer also advised that the
customer has not made a payment in several months and he currently owes Supra $457.00 At this time, the company is not
'willing to issue any further credits to the customer. Supra will fax additional information to me regarding the status of
the account.pjochnson

2/28/2002 - I spoke with Mr. Citron and he indicated that he is not satisfied with the resolution or the offer from the
company .
3/2/2002 - Received the following e-mail from Supra Telecommunications (pjohnson):

bas, RPN A
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In order to resolve this complaint Mr. Citron has requested a $25 credit per
line, per month - which we believe is unreasonable. We will provide you
additional information

Ann H. Shelfer

V.P. - Public Policy Advocate
Supra Telecom

850/402-0510

03/04/2002 Correspondence received via mail and forwarded to the analyst. kmarshall
5/3/02 Customer transferred to NSANTIAGO's voicemail. tmorgan
5/8/02 Customer transferred to NOELIA SANTIAGO's voicemail and followed-up with an email. tmorgan

5/9/02 Customer transferred to Noelia. Shonna McCray

5/9/2002:CUSTOMER CONTACTED THE PSC AND HE STATED THAT THE COMPANY IS NOT COOPERATING WITH HIM. HE STATED THAT HE HAS
BEEN WITH THIS COMPANY FOR TWO YEARS AND FROM THE MOMENT HE STARTED SERVICE WITH SUPRA HIS TELEPHONE HAS NOT BEEN WORKING
PROPERLY. RECENTLY HE RECEIVED A BILL FOR THE AMOUNT OF $1500.00. THE CUSTOMER WILL FAX COPIES OF THE MOST RECENT BILL

FOR FURHTER REVIEW. NJS 4:00 PM.

5/9/02 Additional correspondence received via fax. Will forward to analyst. Shonna McCray

6-13-2002 Customer correspondence received, forwarded to nsantiago for review. pbarnes
07/17/2002 Customer correspondence received via fax will forward to assigned analyst. mwlivingston

7/18/02 Customer was advised if he wasn't satisfied with the offer by Supra, he could request to have an Informal
Conference. Customer states he already had an Informal Conference. Transferred customer to Pam Johnson. Shonna McCray

INFORMAL CONFERENCE PROCESS - BUREAU OF CONSUMER OUTREACH

July 24, 2002: At 3:23 p.m. we received an e-mail from Pam Johnson informing us that the customer had requested an
informal conference. A copy of the e-mail has been placed in the file. Carmen Pefia - Supervisor Bureau of Consumer

|Outreach

July 24, 2002: FAXED TO THE COMPANY: DUE TO THE CUSTOMER'S INFORMAL CONFERENCE REQUEST, PLEASE DO NOT TAKE COLLECTION
ACTION ON THE CUSTOMER'S ACCOUNT FOR ANY DISPUTED AMOUNT, IF APPLICABLE, REGARDING THIS CASE, PENDING THE OUTCOME OF THE

INFORMAL, CONFERENCE PROCESS. A member of the PSC's Bureau of Consumer Outreach will be following up with the customer
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and the company regarding this case. Carmen Pefia - Supervisor Bureau of Consumer Outreach.

The above message was faxed to Supra Telecommunications from the computer at approximately 4:48 p.m.

An informal conference acknowledgment letter along with Form X will be forwarded to the customer via certified and
regular mail. Carmen Pefia - Supervisor Bureau of Consumer Outreach

July 25, 2002: The informal conference acknowlegment letter along with Form X have been forwarded to the customer. The

completed Form X is to be postmarked no later than August 9, 2002. Carmen Pefia - Supervisor Bureau of Consumer Outreach

August 12, 2002: We have received the completed Form X from the customer on August 12, 2002. This form was forwarded 1in
a timely manner as the envelope has been postmarked by the post office on August 8, 2002. This case will be forwarded to

Kate Smith to begin the mediation stage of the informal conference process. Carmen Pefia - Supervisor Bureau of Consumer
Outreach
August 13, 2002: I reviewed this file and called Supra to discuss their position. I had to leave a message for Ms.

Shelfer to return my call. KSmith

August 14, 2002: I received a return call from Ms. Shelfer. We discussed the mediation process and I asked her if Supra
was willing to make an offer of settlement to the customer. She will discuss this with her staff and let me know.

' KSmith

|

‘August 14, 2002: Mr. Citron returned my call. He went over his position and discussed his concerns with me.
'the 75% reduction in the bill he was promised, all late fees and the interest waived. He is anxious to go to the
informal conference if Supra does not comply. I explained the process and told him I had already contacted Supra.
will follow up with him as soon as I hear from Supra. KSmith

He wants

I

August 19, 2002: I called Supra and spoke with Ann Shelfer. Supra is not willing to do anything more and i§ ready to go
forward with the informal conference. I tried to reach the customer, but had to leave a message. I got an lntercgpt
stating that his memory mailabox is full. Since I don't kow if he got the message, I'm sending him a letter. KSmith

August 20, 2002; The customer got my message of 8/19/02 and returned my call. He said that he is ready to go forward
‘with the informal conference. He is getting over 200 customers together for a class-action lawsuit against Supra and
believes that if we dismiss his complaint as nonjurisdictional it will help his case. He alleged that there was enough
information on the misrepresentation practiced by Supra to file criminal charges against the management of the company.
Mr. Citron said that he going to get the media involved and especially Bob Meyer of Channel 4 in Miami because he was the
one who gave the push to Supra so that so many people switched their service tot he company. I told the customer I would
,be sending him a letter with the date of the informal conference. He thanked me for my help and we ended the call.

KSmith — ‘
ﬂfwﬁjﬁﬁfﬂa’hgégﬁ.
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August 21, 2002: Letter sent to the customer and Supra notifying them of the informal conference date. KSmi th

August 21, 2002: The informal conference has been scheduled for Wednesday, September 11, 2002, at 9:30 a.m. by phone.
The customer is to be contacted at 1-954-921-0287. Copy of the letter was forwarded to Supra Telecommunications. Carmen
Pefia - Supervisor Bureau of Consumer Outreach

August 21, 2002: At approximately 1:26 p.m. Bureau Chief Rhonda Hicks was forwarded an e-mail informing her of the
scheduled informal conference and requesting that an attorney from the Legal Division be assigned to this case. A copy
of the e-mail has been placed in the case file for documentation purposes. Carmen Pefia - Supervisor Bureau of Consumer
Outreach

August 26, 2002: Received the return receipt from the certified letter notifying the customer of the date for his
informal conference. The post office delivered the letter on August 24, 2002. KSmith

September 3, 2002: We have received an e-mail from Bureau Chief Rhonda Hicks indicating that the attorney that has been
assigned to participate in the informal conference is Felicia Banks. Carmen Pefia - Supervisor Bureau of Consumer
Outreach

r

September 11, 2002: The informal conference was held but no settlement was obtained between the customer Mel Citron and
the company Supra Telecommunications. This case will be scheduled for an Agenda Conference. The OPR will be attorney
Felicia Banks and the OCRs will be John Plescow and D. McDonald. Carmen Pefla - Supervisor Bureau of Consumer Outreach

September 23, 2002: We have received the document titled "Request to Establish Docket" from Attorney Felicia Banks
representing the Office of the General Counsel. The suggested docket title is Complaint of Mel Citron against Supra
Telecommunications and Information Systems, Inc. regarding quality of service. The document has been placed in the case
file for documentation purposes. Carmen Pefia - Supervisor Bureau of Consumer Outreach

October 17, 2002: We have received an e-mail from Attorney Felicia Banks indicating that the recommendation is scheduled
to be filed on Thursday, November 7. The docket number of the case is 020999-TX. A copy of the e-mail has been placed
'in the file for documentation purposes. Carmen Pefia - Supervisor

[November 13, 2002: A CASR Revision has been done because staff needs additional time to investigate and review the
consumer's complaint. The request came from managerial CAF staff.
A copy of the revised "casr" has been placed in the case file. Carmen Pefia - Supervisor Bureau of Consumer Outreach

November 20, 2002: A second CASR Revision has been done because staff needs additional time to prepare its
‘recommendation, due to staffing schedules. The request came from Bureau Chief, Rhonda Hicks. A copy of the revised
"casr" has been placed in the case file. Carmen Pefia - Supervisor Bureau of Consumer Outreach

December 5, 2002 : The recommendation was filed today. A copy has been placed in the case file. This case has been
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scheduled to go to the regular Agenda Conference on December 17, 2002 as Item number 26. Carmen Pefia - Supervisor Bureau
of Consumer Outreach

December 9, 2002: We have received from attorney Felicia Banks a copy of the letter she forwarded Mr. Mel Citron in
regards to the docketed complaint. The letter dated December 6, 2002 has a copy of the filed recommendation to be
considered at the December 17, 2002, Regular Agenda Conference. Attorney Banks is stating to the customer when, where
and at what time the Agenda Conference will be held. In her second paragraph she indicates to him that if he wishes to
attend to please arrive promptly at the beginning of the Agenda. In addition she states that if he should have any
questions to contact her at (850) 413-6199. A copy of the letter and the rec have been placed in the case file. Carmen
Pefia - Supervisor Bureau of Consumer Outreach

01-08-2003 - Received the following e-mailed information.

DOCKET TITLE = Complaint of Mel Citron against Supra Telecommunications and Information
Systems, Inc. regarding quality of service.
UTILITY NAME = Mel Citron (et al.)

,DOCUMENT DESCRIPTION = PAA Order PSC-03-0066-PAA-TX denies consumer complaint; docket to be closed if order becomes
final; protests due 1/29/03. (DBzP)

DOCUMENT PATH =
file://L:\PSC\LIBRARY\FILINGS\03\00230-03

Document ID = 00230-03
Document Filed 01/08/03
\

'The filing described above is now available in PDF format, and may also be available in WordPerfect or other formats.

To access it, click on the DOCUMENT PATH link. This will pop up a Windows Explorer window. You will see the PDF (Adobe
Acrobat) version; you will also see other versions if they exist. Double-click on the preferred version and the document
will open.

If you need to cut/paste/search in the document and find you can't, try later when the reformatted version is available.
(For more information, see PDF Tips on the How To menu.)

You can also go to the docket in CMS by triple-clicking on the DOCKET NUMBER, typing ctrl-C to copy, and using the paste
icon to paste the docket number into the query line in CMS.
P <a 1 [N
| :A.Hﬁ,?ﬂh;g‘é{gﬁ
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This is an automatically generated e-mail; no response/reply is necessary.
JPlescow

December 17, 2002: The Commission considered Docket No. 020999-TX at today's Agenda. The result was a move staff.
Carmen Pefia - Supervisor Bureau of Consumer Outreach

January 8, 2003: Order No. PSC-03-0066-PAA-TX was issued today denying Mr. Citron's complaint. Carmen Pena -
Supervisor Bureau of Consumer Outreach

January 22, 2003: Correspondence received from the customer. He requests a copy of the tape from the informal
conference held in October 2002 and asks several questions pertaining to the jurisdiction of the PSC over his complaint.
I made copies of the letter and gave the original to CCA to fulfill his request for the tape. I sent a copy of the
letter to Attorney Banks for her review and placed a copy in the customer's file. KSmith

January 24, 2003: Felicia Banks called to notify me that she received the letter from Mr. Citron. Based on his
concerns, legal has decided to recommend that his case be sent to the Department of Administrative Hearings (DOAH.)
KSmith

ror

January 24, 2003: Received the following e-mail from PSC attorney, Felicia Banks. KSmith

As you are probably aware, Mr. Citron faxed a letter to consumer affairs on January 22, 2003, in response to the PAA
Order issued in the above-referenced docket, disputing a number of facts in this case. Mr. Citron has been advised by
phone that he must file an ORIGINAL copy of this letter in order for this letter to be considered as filed in this

docket.

In the interim, the faxed letter that consumer affairs received has been placed in the docket file with a memo indicating

advisement to Mr. Citron.

I spoke with Beth Keating and she has advised me that we will be sending this case to DOAH for further proceedings. I am

still gathering information about DOAH procedures/proceedings and will let know more as the information becomes
available.

Thanks.

January 27, 2003: We have received a copy of the memorandum dated January 24, 2003, that Senior Attorney Felicia Banks
forwarded to Kay Flynn at CCA. Carmen Pefia ~ Supervisor Bureau of Consumer Outreach

January 30, 2003: BCO has received today a letter from Mr. Merrill Citron stamped received by CAF on January 29, 2003.
We have forwarded the letter to Attorney Felicia Banks at the General Counsel's Office. A copy of the letter has been

placed in the case file for documentation purposes. Carmen Pefa - Supervisor Bureau of Consumer Outreach

Request No. 411314T Name MEL CITRON Business Name
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February 3, 2003: John Plescow has forwarded a copy of the e-mail that attorney F. Banks prepared in regards to the
memo dated January 30, 2003, to CCA/FLynn forwarding attached copy of original letter from Mr. Mel Citron for inclusion
in docket file, has been placed in the case file for documentation purposes. Carmen Pefia - Supervisor Bureau of Consumer

Outreach

February 4, 2003: A draft of the recommendation to be presented at the February 18, 2003, Agenda has been forwarded to
BCO by attorney F. Banks. The recommendation is addressing what action should the Commission take regarding Mr. Citron's
protest to Order No. PSC-03-0066~PAA-TX. This case remains a factual disagreement as to what actually happened with Mr.
Citron's service. Staff recommends that the Commission send this matter to the Division of Administrative Hearings

(DOAH) for a hearing to determine what actually happened regarding Mr. Citron's telecommunication service and any related
billing dispute. Staff recommends to forward this case to DOAH. The rec was reviewed by the BCO team and was forwarded
to Bureau Chief Rhonda Hicks with a cover corresponding routing slip. She will forward the draft rec to Richard Tudor
and to Bev DeMello for its approval. Carmen Pefia ~ Supervisor Bureau of Consumer Outreach

February 4, 2003: The draft was forwarded to attorney F. Banks with the proposed adjustments from the CAF staff. The
draft was hand delivered by C. Pefia. A copy of the routing slip and the adjusted rec has been placed in the file for
documentation purposes. Carmen Peha - Supervisor Bureau of Consumer Outreach

February 20, 2003: The recommendation has been filed. The Docket No. 020999-TX will be addressed at the March 4, 2003,
Regular Agenda Conference. The recommendation that will be considered at the Agenda is about what action should the
Commission take regarding Mr. Citron's protest to Order Number PSC-03-0066-PAA-TX, issued on January 8, 2003. A copy of
the recommendation has been placed in the case file. Carmen Pefla - Supervisor Bureau of Consumer Outreach

March 4, 2003: The recommendation was considered today, as item number 21 at the Regular Conference Agenda. The
Commission voted to send this matter to the Division of Administrative Hearings (DOAH). Carmen Pena - Supervisor Bureau
of Consumer Outreach

March 5, 2003: The request made to Ann Shelfer of Supra Telecommunications to forward us a breakdown on the customer's
account was done. At approximately 1:50 p.m. John Plescow received the information for the two accounts and the four
access lines of the customer.

*Note* After a preliminary review of the received information from Supra Telecommunications it appears that the amount in
dispute at the time of the filing of the complaint was $618.90. This amount is from phone numbers (305) 932-4893 and
(305) 932-3546 (September 23, 2001 billing balance of $282.47) and from numbers (954) 921-0287 and (554) 921-0322
(September 23, 2001 billing balance of $336.43.) The amount that the customer annotated on his Form X is $ 1, 550.00.
The amount in Form X is $901.44 more than the amount billed at the time of the complaint. It appears that Mr. Citron
added to Form X the on going billing which is not part of this complaint. Carmen Pefia - Supervisor Bureau of Consumer

QG

Outreach
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April 7, 2003: At approximately 1:11 p.m. we received a request from attorney Felicia Banks indicating to BCO that
Administrative Law Judge Parrish (from DOAH) requested a copy of the completed Form X and a copy of the tape of the
informal conference held in the year 2002.

A reply was given to attorney Banks that BCO would be providing the requested documents.

John Plescow handed attorney Banks a copy of the completed Form X along with the addendums submitted to the PSC by the
customer and a copy of the recording made at the informal conference held on September 11, 2002.

An e-mail has been forwarded to CAF Management providing an update on the request of the administrative judge from DOAH.
The copy of the e-mails have been placed in the case file. Carmen Pefia - Supervisor Bureau of Consumer Outreach

April 8, 2003: On April 4, 2003 at approximately 9:33 a.m. attorney Lee Fordham forwarded an e-mail indicating that the
customer Mel Citron had made a public records request. Mr. Citron requested a complete and accurate copy of the
recorded informal conference and a copy of all communications submitted by Supra Telecommunications to the FPSC. The
information is to be submitted by the close of business day on Wednesday, April 9, 2003.

We 'at BCO received a copy of this e-mail request at approximately 12:05 p.m. today. BCO will forward a copy of the case

file and a copy of the informal conference tape to attorney Felicia Banks to comply with the public records request.
Carmen Pena - Supervisor Bureau of Consumer Qutreach

ORIGINAL
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Carmen Pena

From: Paut Lowery

Sent: Tuesday, April 08, 2003 12:06 PM )

To: Rhonda Hicks; Carmen Pena; Kate Smith; John Plescow

Subject: RE: Public Records REquest re: Docket No. 020999-TX, Mel Citron v Supra
Importance: High

If more time is needed, tomorrow by 5pm is ok. Thanks!

————— Original Message-----

From: Rhonda Hicks

Sent: Tuesday, April 08, 2003 12:05 PM

To: Carmen Pena; Kate Smith; John Plescow

Cc: Paul Lowery

Subject: FW: Public Records REquest re: Docket No. 020999~TX, Mel Citron
v Supra

Importance: High

Please see below. QREGBN&&

————— Original Message----—-—

From: Paul Lowery

Sent: Monday, April 07, 2003 4:43 PM

To: Rhonda Hicks

Cc: Richard Tudor

Subject: FW: Public Records REquest re: Docket No. 020999-TX, Mel Citron
v Supra

Importance: High

Public Records request.

Note: Case 411314T is an Informal Conference Case that falls within the scope of the

request (below). I'll need a complete copy of the entire file in order to comply with the
request. I'll need it by 5pm 4/8/2003.

Thank you.

————— Original Message-—-~--

From: Bev DeMello

Sent: Friday, April 04, 2003 2:06 PM
To: Paul Lowery

Subject: FW: Puplic Records REquest re: Docket No. 020999-TX, Mel Citron
v Supra

————— Original Message-----

From: Lee Fordham

Sent: Friday, April 04, 2003 9:33 AM

To: Mary Bane; Harold McLean; Walter D'Haeseleer; Blanca Bayo; Hong
Wang; Mary Anne Helton: Jackie Gilchrist; Bev DeMello; Felicia Banks

Subject: Public Records REguest re: Docket No. 020999-T¥X, Mel Citron v
Supra

We have received from Mel Citron a request for the following:

"L a complere and accurate copy of the recorded preliminary hearing held on or around
October, 200Z by telephone."



He also requests: :
"o a copy of al} communications (including supporting documentation) submitted by
Supra Telecommunications and Information Systems, Inc. to the Florida Public Service
Commission relative to the complainant.” -

If you have information responsive to this request, please let me know by close of
business on Wednesday, April 9, so that we may respond to this request. Thanks.

Lee Fordham

Senior Attorney

email: cfordham@psc.state.fl.us
office: (850)413-6226

FAX: (850)413-6227
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Carmen Pena

From: Felicia Banks

Sent: Tuesday, April 08, 2003 9:05 AM :

To: Carmen Pena .

Cc: Kay Flynn; Don McDonald; John Plescow; Kate Smith
Subject: Docket No. 020999 (Mel Citron vs. Supra)

Per our conversation, please forward a copy of any and all of the documents that have been
placed or included in the above-referenced file. 1I-.-am in receipt of the Form X ( Informal
Conference Request Form) and a copy of the tape for the informal conference. Kay has
requested that I forward these items to records under a cover memo to "place in docket
file. "

Thanks.

KAY: Carmen has advised me that CAF is the keeper of the original tapes for the informal
conference conferences so Carmen will provide me with two copies of the informal
conference tape for the above-referenced docket (I already have one). One copy will be for
records and the other copy will be for DOAH. Once Carmen forwards the documents to me
then I will forward to you/Records under a cover memo with instructions. Thanks.

ORIGINAL



Carmen Pena

From: Carmen Pena

Sent: Monday. April 07, 2003 3:43 PM

To: Bev DeMello; Richard Tudor; Rhonaa Hicks

Cc: Carmen Pena. John Plescow

Subject: Mel Citron Vs. Supra Telecommunications .....update

UPDELTE: Zase Status.......... Mel Citron vs. Supra Telecommunications

15 &izernoon we received a request from Administrative Law Judge Parrish at DOAH. BCO
was to submit a copy of the completed Form X and & copy ¢f the recording of the informal
conference held on September 11, 2002.

BCC nas complied with the request. The documents we handed to Attorney Feliciz Banks at
Lega. Te.ecom. FYI



Carmen Pena '

From: Carmen Pena

Sent: Monday, April 07, 2003 3:20 PM

To: Felicia Banks

Cc: Carmen Pena; John Plescow

Subject: RE: Docket No. 020999 (Mel Citron vs. Supra)

Importance: High @Qg@g%@&

Felicia: Jonn is on his way to take you a copy of the original Form X along with the
received addendums and a copy of the informal conference tape. FYI

————— Original Message—--—-—--

From: Felicia Banks

Sent: Monday, April 07, 2003 1:25 PM

To: Carmen Pena

Subject: RE: Docket No. 020999 (Mel Citron vs. Supra)

ok. Thanks.

————— Original Message---=--

From: Carmen Pena

Sent: Monday, April 07, 2003 1:20 PM

To: Felicia Banks

Cc: Carmen Pena; John Plescow

Subject: RE: Docket No. 020999 (Mel Citron vs. Supra)
Importance: High

Felicia: I will obtain for you a copy of the original Form X and a copy of the tape of
the informal conference asap. FYI

————— Original Message-----

From: Felicia Banks

Sent: Monday, April 07, 2003 1:11 PM

To: John Plescow

Cc: Carmen Pena; Don McDonald; Kate Smith; Marguerite Lockard
Subject: Docket No. 020999 (Mel Citron vs. Supra)

i have received a request from Admin Law Judge Parrish requesting a copy of the original
complaint that Mr. Citron filed (assuming this would be the Form X} and a copy of the tape
for the informal conference back in October 2002,

Please advise me if you have a copy of the original Form X and if you would be able to

provide a copy of the tape for the informal conference. This letter has been filed in the
docket.

Marguerite has requested the form X specifically and will instruct Kay to contact me
tomorrow when she returns.

Please advise me ASAP.

Thanks.



FLORIDA PUBLIC SERVICE COMMISSION
INFORMAL CONFERENCE REQUEST FORM

3 i
D r‘\ i ’-H‘ L‘
| . L EGEL

FPSC Complaint Number: 4113147 ]

Ao
Customer’s Name: Mel Citron oo AUG 12 \
Authorized Representative: {_ re ——l S TFAIE ~
Address: 1300 Funston Street
Address: Hollywood, F133019
Telephone Number (voice): 954-921-0287 (Fax): 954-921-0287

E-mail address (if any):

Please address the following statements using additional pages if necessary.
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Please identify the doliar amount in dispute. 1955 0. e
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\NOTICE: This form must be postmarked by August 9, 2002 . Failure ro provide this informartion
may result in denial of the informal conference request.
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1300 Funston Street

Hollywood. F1 33019,
954-921-0287 r .

State of Florida Public Service Commission
Capital Circle Office Center

2540 Shumard Oak Boulevard

Tallahassee, Fi 32399-0850

February 28. 2002
Re: FPSC Inquiry #411314T

Dear Ms. Demello;

{ am writing you at the suggestion of Pam Johnson regarding my terrible experiences with Supra
Telecom.

Unfortunately, the company has failed to live up to their own promises. On numerous occasions |
was assured by Supra personnet that they would be making corrections and adjustments to my bill
for the difficulties I have been encountering for the last 14 months with their services. These
problems were supposed to have been corrected many, many times. Unfortunately, they were
never corrected without long, tedious, and protracted difficuities that I have encountered
continuously. These problems ranged from absolutely no phone service to many months of lost
calls because of malfunctioning voice mail that intercepted all of my calls on the first ring to not
having a dial tone to not being able to make calls other than to my neighbors. Some of these
problems persisted for months before ever being corrected. Many of their own personnel could
not believe what I was experiencing. After countless reassurances from Supra customer service,
that each problem had been addressed, I had the misfortune of attempting to communicate with
them that the efforts they made towards resolution had failed. Despite countless voice mail

messages no return calls were made. Only through my persistence has there ever been
communication..

As recently as last month I communicated with Pat Byrd who then sent me a fax and asked that I
contact her regarding its content. I tried 4 times to communicate with her. Each time a voice
mail was left in her voice mail box. Each time the call went unanswered.

The problem is they offered a settlement with me and then failed to deliver. My most recent call
was to someone named Shasta in Tallahassee. [ previously spoke with her on numerous
occasions regarding my problems. This time however, I was informed that the supervisor, who
wouldn’t take the time to speak with me directly, told her to tell me there was no more they
would offer. Shasta indicated that they were offering me $25.00 per line for 14 months of never
ending problems hassles and outages. 1 told her that this was an insult and that it didn’t represent
a settlement. She said if I didn’t like it to take it up with the FPSC which is why I am writing to
you to arrange a conference hearing on the matter.

I look forward to the opportunity of discussing my experiences with this company.

Sincerely,

Mel Citron



I- AA Fax Number 954-921-0287
1300 Funston Street

Hollywood, FL 33019-2220

™
N
-

Name: Neoelia Santiag
Fax Number: (800) 5110809
Voice Number:

Date: 6/13/02

Subject: FPSC 4113147

Note: Dear Ms Santiago,

This is my fourth attempt in contacting your office via fax regarding the complaints that have been pending for
months against Supra Telecom. As discussed and requested, | am forwarding two previous bills from Supra
Telecom. Included in the bill are added monthy charges of more than $32.00 for interest and late fees. They have
been assesing these added charges per month despite the fact that they have failed to do anything as promised.

Please contact me upon receipt either by mail or phone to confirm your receipt of this information. | am still
uninformed of the disposition of the complaint.

As mentioned, they indicaterd to me they would be making an adjustment of about 75% to the bills for their failure
to perform their promises for service and for failure to five up to their advertising. Anything that has ever been
corrected on my service is because of the many hundreds of hours i spent trying to get them to do things right.
Many times it required 10 to 15 calls just to speak to the correct party only to have them fail to act and requiring me
to start over.

in addition, | mentioned the {etter sent

to Ms Demello on February 28, 2002 about these same issues and their now offer of $25.00/ line which is not
acceptible. We are talking about 16 months of literal HELL that | went through because of their lack of customer
service or interest and their failure to live up to any of their promises whether verbal or in print.

This matter has been going on for more than 16 1/2 months.

Thank you for your continued support and interest.

Mel Citron



I.— AA Fax Number: 954-921-0287
1300 Funston Street ’ )

Hollywood, FL 33019-2220 Ui

Name: Noelia J.
Fax Number: (800) 5110809
Voice Number:

Tate: 5/9/072

Subject: FPSC Inquiry #411314T

Note: Dear Ms. Santiago,

As you requested, | am forwarding these current copies of the Supra Telecom Bills received. As discussed they
contain errors. In addition, there is approximately $32/month in late fees and interest charges added to my bill. As
mentioned, | discussed with them, and they indicated they would provide a 75% cost removal for the, now more
than 16 months, difficulties and non services for this period. To date however, this has not happened. They only
now offer $25.00 per line to me and which is a totally unacceptible to me as | am sure it would be to you too. They
solved nothing without my spending hundereds of hours with them on the phone. They never returned calls, and
they never got anything done without my making 10 or 15 calis to them alerting them of their failure to perform as
they promised.

As mentioned, on February 28, 2002, | addressed a ietter to Ms. Demello regarding these matters, as well as, their
failure to live up to any of their promises.



305 -F32- 4893

_ Date:  3/5/2003
ra Transactions Report For Time: 3H1736EM
: age:
decom F39199
A— ————— Se——
Earning Number: Parents Amount: 54.34 Billed: YES
Entry Date:  4/1/01 Balance: 54.34
‘ransaction Type: Sum of History Transactions
Descriptdon:  Sum of History Transactions
Earning Number: Parems Amount: -5.03 Billed: YES
Entry Date:  5/21/M Balance: 4931
‘ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount; -54.34 Billed: YES
Entry Date:  5/22/01 Balance: -5.03
{ransaction Type: Payment
Description:  Authorization # 022667
Earning Number: Parcnts Amount: 61.94 Billed: YES
Entry Date:  §/22/01 Balance: 56.91
ransaction Type: Sale
Descriptiont  MONTHLY SALE
Earning Number: Parents Amount: -5.03 Billed; YES
Entry Date:  6/21/01 Balance: 51.88
(ransaction Type: Credit
Description:  CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 64.69 Billed: YES
Entry Date:  6/21/01 Balanece: 116.57
lransaction Type: Sale
Description: MONTHLY SALE
Earning Number: Parcnts Amount: -5.03 ‘Billed: YES
Entry Date:  7/20/01 Balance: 111.54
[ransaction Type: Credit
Description;: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 61.94 Billed: YES
Entry Date:  7/22/01 Balance: 173.48
Transaction Type:; Sale
Description: MONTHLY SALE
Earning Number: Parcnts Amount: -7.60 Billed: YES
Entry Date:  8/21/01 Balance: 165.88
Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  (1.94 Billed: YES
Entry Date:  §/22/01 Balance: 227.82
Transaction Type: Sale
Description: MONTHLY SALE
a———
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S . Date:  3/5/2003
ra Transactions Report For . Time: 31736EM
Pagc:
jecom F39199
c— o— e e = i

igrning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  9/22/01 Balance: 220.22

'ransaction Type:  Credit
Description: CREDIT FOR MULTILINE PACKAGE

farning Number: Parents Amount: 62.25 Bllled: YES
Entry Date: 9/23/01 Balance: 282.47

‘ransaction Type: Sale
Description: MONTHLY SALE

Earning Number: Parents Amonnt;: -7.60 Billed: YES
Entry Date:  10/22/01 Balance: 274.87

'ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount:  62.55 Billed: YES
Entry Date:  10/23/01 Balance: 33742

‘ransaction Type: Sale
Description: MONTHLY SALE

Earning Number: Parents Amount: -7.71 Billed: YES
Entry Date:  10/27/01 Ralance: 329.71

“ransaction Type: Credit
Description: MULTI LINE BILLING ADJUSTMENT. MAY/ JUNE/ JULY

Earning Number: Parents Amount: 55.61 Billed: YES
Entry Date:  11/23/01 Balance: 385.32

(ransaction Type: Sale
Description: MONTHLY SALE

Earning Number: Parents Amount: -50.00 Billed: YES
Entry Date:  11/28/01 Balance: 335.32

[ransaction Type; Credit
Description:  customer saitsfaction credit issued for $25.00 per line

Earing Number: Parents Amount: -50.00 Billed: YES
Entry Date:  12/8/01 Balance: 285.32

[ransaction Type: Credit
Description:  billing adjustment to account for incorrect billing

Earning Number: Parents Amount: -50.00 Billed: YES
Entry Date: 12/8/01 Balance: 235.32

Cransaction Type: Credit
Description:  billing adjustment to acct

Earning Number:  Parents Amount: -50.00 Billed: YES
Entry Date: 12/8/01 Balance; 185.32

[ransaction Type: Credit
Description:  billing adjustment to account

ORIGINAL



Date:  3/5/2003

S rd Transactions Report For- Time:  3:13:34P
. Page:
lecom F107849
Earning Number: Parents Amount: 62,43 Billed: YES
Entry Date:  7/23/02 Balance: 838.60
‘ransaction Type:
Description:  TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: -7.60- Billed: YES ~
Entry Date:  7/26/02 Balance: " 831.00 ) Q@/mﬂ
‘ransaction Type: Credit S o 7 -
Descripfinn:  CREDIT FOR MULTILINE PACKAGE Zf"‘/w
Earning Number: Parcnts Amount: -17.60 Billed: YES
Entry Date:  8/21/02 Balance: 813.40
‘ransaction Type: Credit
Description: CREDIT FOR MULTTLINE PACKAGE
Earning Number: Parents Amount: 70,90 Billed: YES
Entry Date:  8/22/02 Balance: 884.30
lransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: -2.95 Billed: YES
Entry Date:  9/22/02 Balance: 88135
(ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  71.78 Billed: YES
Entry Date:  9/22/02 Balance: 953.13
Fransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 13.22 Billed: YES
Entry Date:  9/22/02 Balance: 966.35
[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount;: 1.50 Billed: YES
Entry Date:  9/22/02 Balance: 967.85
Transaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount: -38.91 Billed: YES
Entry Date:  10/2/02 Balance: 928.94
[ransaction Type: Adjustment
Description: LAST BILL-TRANSFER FROM ACCOUNT: F55527(9549210287)
Earning Number: Parents Amount: -37.49 Billed: YES
Entry Date:  10/2/02 Bazlance: 891.45
Transaction Type: Adjustment
Description: LAST BILL-TRANSFER FROM ACCOUNT: F94565(9549210322)

T

JRIGINAL
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305 -F32- “59 3

S Date:  3/5/2003
ra Transactions Report For gimﬂf 3 17=316PM
i age:
decom F39199
i — e ]

Earning Number: Parents Amount; 54.34 Billed: YES
Entry Date:  4/1/01 Balance: 54.34

‘ransaction Type: Sum of History Transactions
Description:  Sum of History Transactions

Earring Number: Parents Amount; -5.03 Billed: YES
Entry Date:  5/21/M Balance: 4931

‘ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earping Number: Parents Amount: -54.34 Billed: YES
Entry Date:  5/22/01 Balance: -5.03

(ransaction Type: Payment
Description;  Authorization # 022667

Earning Number: Parcnts Amount: 61.94 Billed: YES
Entry Date:  5/22/01 Balance: 56.91

Fransaction Type: Sale
Description: MONTHLY SALE

Earning Nurgber: Parents Amount: -5.03 Billed: YES
Entry Date;  6/21/01 Balance: 51.88

[ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount: 64.69 Billed: YES
Entry Date:  6/21/01 Balanee: 116.57

Fransaction Type: Sale
Description: MONTHLY SALE

Earning Number: Parents Amount; -5.03 Billed: YES
Entry Date:  7/20/0] Balance: 111.54

[ransaction Type: Credit
Description:  CREDIT FOR MULTILINE PACKAGE

Earning Number:  Parents Amount: 61.94 Billed: YES
Entry Date:  7/22/01 Balance: 173.48

Transaction Type: Sale
Description:  MONTHLY SALE

Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  8/21/01 Balance:  165.88

Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount: . 61.94 Billed: YES
Entry Date: §/22/01 Balance: 227.82

Transaction Type: Sale
Descriptien: MONTHLY SALE

R ———— e ——
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S Date:  3/5/2003
ra Transactions Report For gimc: 3: 17:-’561’1“
agc;
JJecom F39199
—— S — o
iarning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  9/22/01 Balance: 220.22
‘ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 62,25 Bllled: YES
Entry Date:  9/23/01 Balance: 282.47
‘ransaction Type: Sale
Descriptions: MONTHLY SALE
Earming Number; Parents Amount; -7.60 Billed: YES
Entry Date:  10/22/01 Balance: 274,87
'ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 62,55 Billed: YES
Entry Date:  10/23/01 Balance: 337.42
‘ransaction Type: Sale
Description: MONTHLY SALE
Earning Number: Parents Amount; -7.71 Billed: YES
Entry Date:  10/27/01 Balance: 329,71
‘ransaction Type: Credit
Description: MULTI LINE BILLING ADJUSTMENT. MAY/ JUNE/ JULY
Earning Number: Parents Amount: 5561 Billed: YES
Entry Date:  11/23/01 Balance: 385.32
Cransaction Type: Sale
Description; MONTHLY SALE
Earning Number: Parems Amount: -50.00 Billed: YES
Entry Date:  11/28/01 Balance: 335.32
[ransaction Type;  Credit
Description:  customer saitsfaction credit issued for $25.00 per line
Earning Number: Parents Amount: -50,00 Billed: YES
Entry Date;  12/8/01 Balance; 285.32
[ransaction Type: Credit
Description:  billing adjustment to account for incorrect billing
Earping Number; Parents Amount: -50.00 Billed: YES
Entry Date;  12/8/01 Balance: 23532
Cransaction Type: Credit
Description:  billing adjustment to acct
Earning Number: Parents Amount: -50.00 Billed: YES
Entry Date:  12/8/01 Balance: 185.32
I'ransaction Type: Credit ‘
Description:  billing adjustment to account
A R —
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S . Date:  3/5/2003
ra Transactions Report For Time:  3:17:36PM

Slecom F39199 e

Earning Number:  Parents Amount: 70,57 Billed: YES
Entry Date;  12/23/01 Balance: 255.89

‘ransaction Type: Salc
Descriptioni MONTHLY SALE

Earping Number:  Parents Amount: -4.75 Billed: YES
Entry Date:  1/3/02 Balance: 251.14

‘ransaction Type: Credit
Description:  BILLING ADTISTMENT

Earning Number: Parents Amount:  59.24 Billed: YES
Entry Date:  1/22/02 Balance: 310.38

(ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount:  56.18 Billed: YES
Entry Date:  2/22/02 Balance: 366.56
(ransaction Type:

Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number; Parcnts Amount: 59.44 Billed: YES
Entry Date: 3/22/02 Balance: 426.00

fransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount: 5.50 Billed: YES
Entry Date:  3/23/02 Balance: 431.50
[ransaction Type:

Description:  1.5% INTEREST ON PAST DUE BALANCE.

Earning Number: Parcnts Amount; 9.00 Billed: YES
Entry Date:  3/23/02 Balance: 440.50

Fransaction Type:
Description: PAST DUE BALANCE FEE.

Earning Number: Parents Amount: 54,12 Billed: YES
Entry Date;  4/22/02 Balance: 494.62

Transaction Type:
Description:  TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount: 6.61 Billed: YES
Entry Date:  4/22/02 Balanee: 501.23

Transaction Type:

Description:  1.5% INTEREST ON PAST DUE BALANCE.

Earning Number; Parents Amount:  9.00 Billed: YES
Entry Date:  4/22/02 Balance: 510.23
Transaction Type: :

Description:  PAST DUE BALANCE FEE.




S . Date:  3/5/2003
ra Transactions Report For Time:  3:17:36PM

Page: 4
=lecom F39199
M R . R A i
Earning Number: Parents Amount: 5412 Billed: YES
Entry Date:  5/22/02 Balance: 564.35
‘ransaction Type:
Description; TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 7.65 Billed: YES
Entry Date:  5/22/02 Balance: 572.00
‘ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1.50 Billed: YES
Entry Date:  5/22/02 Balance: 573.50
“ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parcents Amount:  54.40 Billed: YES
Entry Date:  6/25/02 Balance:  627.90
(ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 8.60 Billed: YES
Entry Date:  6/25/02 Balance: (36.50
[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE,
Earning Number: Parents Amount: 1.50 Billed: YES
Entry Date;  6/25/02 Balance; 638.00
[ransaction Type:
Description; PAST DUE BALANCE FEE.
Earning Number: Parents Amount: 56.34 Billed: YES
Entry Date:  7/23/02 Balance: (94.34
[ransaction Type:
Deseriptions TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 62,15 Billed: YES
Entry Date:  8/22/02 Balance: 756.49
Transaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 63.86 Billed: YES
Entry Date:  9/22/02 Balance: 820,35
Transaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number; Parents Amount; 11.33 Billed: YES
Entry Date:  9/22/02 Balance: 831.70
Transaction Type: .
Description:  1.5% INTEREST ON PAST DUE BALANCE.
A— e —
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s . Date:  3/5/2003
ra Transactions Report For Time: 3:17:356PM
age:
Jecom F39199
b ——— —
£arning Number; Parents Amount: 1.50 Billed: YES
Entry Date:  9/22/02 Balance: 833.20
‘ransaction Type:
Description: PAST DUE BALANCE FEE,
Earning Number: Parcnts Amount:  66.34 Billed: YES
Entry Date:  10/21/02 Balance: 899.54
‘ransaction Type:
Descriptiont TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 12.50 Billed: YES
Entry Date:  10/22/02 Balance:  912.04
‘ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE,
Earning Number: Parents Amount: 1,50 Billed: YES
Entry Date:  10/22/02 Balance: 913.54
[ransaction Types:
Description; PAST DUE BALANCE FEE.
Earning Number: Parents Amount: 66,34 Billed: YES
Entry Date:  11/22/02 Balance: 979.88
{ransaction Type:
Descriptiont: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earnring Number: Parents Amount: 13,70 Billed: YES
Entry Date:  11/22/02 Balance: 993,58
[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1.50 Billed: YES
Entry Date:  11/22/02 Balance: 995.08
[ransaction Type:
Description:  PAST DUE BALANCE FEE,
Earning Number; Parents Amount:  66.34 Billed: YES
Entry Date:  12/22/02 Balance:  1,061.42
I'ransaction Type:
Description:  Transfer of Monthly Saic From Child Account(s)
Earning Number: Parents Amount: 14.93 Billed: YES
Entry Date;  12/22/02 Balance: 1,076.35
Transaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1.50 Billed: YES
Entry Date:  12/22/02 Balance: 1.077.85
Transaction Type: v
Description: PAST DUE BALANCE FEE.
I‘_‘ R — — ]
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Transactions Report For

JeCOMm F39199

Date:
Time:
Page:

3/5/2003

3:17:36PM
6

i —

farning Namber: Parems Amount: -180.44 Billed: YES

Entry Date:  1/8/03 Balance: 897.41
‘ransaction Type:  Adjustment B

Description: LAST BILL-TRANSFER FROM ACCOUNT: F36911(3059323546)
Earning Number: Parents Amount: -113.82 Billed: YES

Entry Date:  1/8/03 Balance; 783.59
‘ransaction Type: Adjustment

Descriptinn:  LAST BILL-TRANSFER FROM ACCOUNT: F36912(3059324893)

mali— i




Date:  3/5/2002

e Transactions Report For pime: B1T26PM
age:
4-- ecom F39199
eI — =
Earning Number:  Parents Amount:  70.57 Billed: YES
Entry Date:  12/23/01 Balance: 255.89
‘ransaction Type: Salc
Description: MONTHLY SALE
Earping Number: Parents Amount: -4.75 Billed: YES
Entry Date:  1/3/02 Balanee:  251.14
‘ransaction Type: Credit
Description:  BILLING ADTUISTMENT
Earning Number: Parents Amount: 59.24 Billed: YES
Enrry Date:  1/22/02 Balance: 310.38
‘ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS ‘7
Earning Number: Parents Amount: 56,18 Billed: YES
Entry Date:  2/22/02 Balance: 366.56
(ransaction Type: >
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS  “.
Earning Number: Parents Amount: 59.44 Billed: YES
Entry Date:  3/22/02 Balance: 426.00
(ransaction Type: >
Description; TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS <
Earning Number: Parcnts Amount:  5.50 Billed: YES
Entry Date:  3/23/02 Balance: 431.50
[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parcnts Amount;: 9.00 Billed: YES
Entry Date:  3/23/02 Balance: 440.50
I'ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number:  Parents Amount; 54,12 Billed: YES
Entry Date:  4/22/02 Balance: 494.62
Transaction Type:
Description:  TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 7,
Earning Number: Parents Amount: 6.61 Billed: YES
Entry Date:  4/22/02 Balance: 501.23
Transaction Type:
Description: 1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount:  9.00 Billed: YES
Entry Date:  4/22/02 Balance: 510.23
Transaction Type:
Description: PAST DUE BALANCE FEE.
3



S s Date:  3/5/2003
ra Transactions Report For gime: 317 :346PM
age:
decom F39199
£arning Number: Parents Amount: 5412 Billed: YES
Entry Date:  5/22/02 Balance: 564.35
ransaction Type:
Description;: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount:  7.65 Billed: YES
Entry Date:  5/22/02 Balance: 572.00
‘ransaction Type:
Description: 1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1,50 Billed: YES
Entry Date:  5/22/02 Balance: 573.50
‘ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parcnts Amount: 54.40 Billed: YES
Entry Date:  6/25/02 Balance: 627.90
(ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount:  8.60 Billed: YES
Entry Date:  6/25/02 Balance: 636.50
[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1.50 Billed: YES
Entry Date:  6/25/02 Balance:  638.00
(ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount; 5634 Billed: YES o
Entry Date:  7/23/02 Balance: \_@ b’g@ it (i
[ransaction Type: W Z.9.8 2
Descriptions TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 62.15 Billed: YES
Entry Date:  8/22/02 Balance: 756.49
Transaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 63.86 Billed: YES
Entry Date:  9/22/02 Balance: 820.35
Transaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 11.35 Billed: YES
Entry Date:  9/22/02 Balance: 831.70
Transaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
SaS e — e S e
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S - Date:  3/5.2003
Ea Transactions Report For gimef 3:17:36PM
ape: 5
Hlecom FI9199
farming Number: Parcnts Amount: 1.50 Billed: VYES
Entry Date:  9/22/02 Balance: §833.20
‘ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount: 66.34 Billed: YES
Entry Date:  10/21/02 Balance: 899.54
‘ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 12.50 Billed: YES
Entry Date:  10/22/02 Balance: 912.04
‘ransaction Type:
.Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1,50 Billed: YES
Entry Date:  10/22/02 Balamce: 913.54
(ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount:  66.34 Billed: YES
Entry Date:  11/22/02 Balance:  979.88
[ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount:  13.70 Billed: YES
Entry Date:  11/22/02 Balance:  993.58
[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 150 Billed: YES
Entry Date:  11/22/02 Balance: 995.08
[ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount:  66.34 Billed: YES
Entry Date:  12/22/02 Balancc:  1,061.42
Transaction Type:
Description:  Transfer of Monthly Salc From Child Account(s)
Earning Number: Parents Amount: 14.93 Billed: YES
Entry Date:  12/22/02 Balance: 1,076.35
Transaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE,
Earning Number: Parents Amount:  1.50 Billed: YES
Entry Date:  12/22/02 Balance: 1,077.85
Transaction Type:
Description: PAST DUE BALANCE FEE.
——— —
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Date:  3/5/2003

S rd Transactions Report For - ;ime: 3117:366PM
) age:
secom PRI a5 ysa-ssve
o T e i — ST S R— == m— e —
Zarning Number: Parents Amount: -180.44 Billed: YES
Entry Date:  1/8/03 Balance: 89741

ransaction Type;  Adjustment
Description: LAST BILL-TRANSFER FROM ACCOUNT: F36911(3059323546)

Earning Number: Parcents Amount: -113.82 Billed: YES
Entry Date:  1/8/03 Balance;: 783.59

‘ransaction Type: Adjustment
Description:  LAST BILL-TRANSFER FROM ACCOUNT: F36912(3059324893)
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S . Datc:  3/5/2003
ra Transactions Report For Time: 3:13:514PM
: Page:
decom F107849 .
| ZISH- JA- 0BRSS
= e=ie 'S

Earning Numbcr:  Parents Amount:  80.60 Bi - o

Entry Date:  7/10/01 Balance: 80.60 Lace. <7 /347
‘ransaction Type: Adjustment . 2

Description: TRANSFER FROM TEL. NUMBER: (954)921-0322 (ACC. NO. ﬁ/‘/&h G2

s - -

Earning Number: Parents Amount: 92.88 Bi @O‘é 4 J DCdO /

Entry Date:  7/10/01 Balance: 173 48 MW
‘ransaction Type: ~ Adjustment Q(V/W/Ww 336 025)

Description:  TRANSFER FROM TEL. NUMBER: (954)921-0287 (ACC. NO. § ‘
Earning Number: Parents Amount: -5.03 Billed: YES

Entry Date:  7/20/01 Balance: 168.45
fransaction Type: Credit

Description: CREDIT FOR MULTILINE PACKAGE
Earning Number:  Parents Amount:  63.24 Billed: YES

Entry Date:  7/22/01 Balance: 231.69
[ransaction Type: Sale

Description: MONTHLY SALE
Earning Number;  Parents Amount: -15.35 Billed: YES

Entry Date:  7/25/01 Balance: 216.34
[ransaction Type: Credit

Description:  CREDIT FOR MULTILINE PACKAGE FROM DATE OF SERVICE. AL
Earning Number:  Parents Amount:  -7.60 Billed: YES
Entry Datc:  8/21/01 Balance: 208.74
Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number:  Parents Amount:  65.06 Billed: YES
Entry Datc:  8/22/01 Balance: 273.80
T'ransaction Type: Sale
Description: MONTHLY SALE
Earning Number: Parcnts Amount: -7,60 Billed: YES
Entry Date:  9/22/01 Balance; 266.20
Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  70.23 Billed: YES
Entry Date:  9/23/01 Balance: 336.43
Transaction Type: Sale
Description: MONTHLY SALE
Earning Number:  Parents Amount; -7.60 Billed: YES
Entry Date:  10/22/01 Balance: 328.83
Tronsaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
i — - o e e
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Datc:

. 3/5/2003
ra Transactions Report For Time: 3:1315241’“"
Page:
lecom F107849
Earning Number: Parents Amount: 69.69 Billed: YES
Entry Date:  10/23/01 Balance: 398.52
‘ransaction Type: Sale
Description: MONTHLY SALE
Earning Number: Parents Amount:  50.00 Billed: YES
Entry Date: 11/21/01 Balance: 448.52
‘ransaction Type: Adjustment
Description:  $25.00 PER LINE FOR INCONVENIENCE CREDIT.....PSC COMP
Earning Number:  Parents Amount: -50.00 Billed: YES
Entry Date: 11/21/01 Balance: 398.52
(ransaction Type: Credit
Description: ADJUSTMENT FOR DIRCTORY ASSISSTANCE CALLS
Earning Number; Parcnts Amount: -11.60 Billed: YES
Entry Date:  11/21/01 Balance: 386.92
[ransaction Type: Credit
Description: ADJUSTMENT FOR DIR ASSISTANCE CALLS
Earning Number: Parcnts Amount: -50.00 Billed: YES
Entry Date:  11/21/01 Balance: 336.92
Fransaction Type: Credit
Description: ADJ FOR COMPLAINT TO PSC FOR INCONVENIENCE
Earning Number: Parents Amount:  -50.00 Billed: YES
Entry Date:  11/21/01 Balance:  286.92
lransaction Type: Credit
Description:  credit for inconvenienece for both telephone numbers,
Earning Number:  Parents Amount: -7.60 Billed: YES
Entry Date: 11/22/01 Balance: 279.32
[ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  65.37 Billed: YES
Entry Date:  11/23/01 Balance: 344.69
Iransaction Type: Sale
Description: MONTHLY SALE
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  12/21/01 Balance: 337.09
Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 62.93 Billed: YES
Entry Date:  12/23/01 Balance: 400.02
Transaction Type: Sale
Description: MONTHLY SALE
ST A —
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S . Date:  3/5/2003
ra Transactions Report For - Time: 3=13=534PM
Page:
lecom F107849
——— At —— T e —emees e
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  1/22/02 Balance: 392.42
‘'ransaction Type: ~Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parcnts Amount: 64.15 Billed: YES
Entry Date:  1/22/02 Balance: 456.57
‘ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  2/21/02 Balance: 448.97
[ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  61.72 Billed: YES
Entry Date:  2/22/02 Balance: 510.69
[ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  3/21/02 Balance: 503.09
(ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 59.64 Billed: YES
Entry Date:  3/22/02 Balance: 562.73
[rapsaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parcnts Amount: 7.55 Billed: YES
Entry Date:  3/23/02 Balsnce: 570.28
Transaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parcnts Amount: 9.00 Billed: YES
Entry Date:  3/23/02 Balance: 579.28
Iransaction Type:
Description; PAST DUE BALANCE FEE.
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  4/22/02 Balance: 571.68
Transaction Type: Credit
Descriptions CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 59.64 - Billed: YES
Entry Date:  4/22/02 Balance: 631.32
Transaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
e
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S 3 Date:  3/5/2003
ra Transactions Report For gimf’-f 3=13:i4PM
age:
lecom F107849
e t— R— —_— = 'i — =
Earning Number: Parents Amount: 8.58 Billed: YES
Entry Date:  4/22/02 Balance: 639.50
‘ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number; Parents Amount: 9.00 Billed: YES
Entry Date:  4/22/02 Balance: 648.90
‘ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  5/21/02 Balance: 641.30
‘ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  59.64 Billed: YES
Entry Date:  5/22/02 Balance:  700.94
{ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount:  9.62 Billed: YES
Entry Date:  5/22/02 Balance:  710.56
{ransaction Type:
Description: 1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount:  1.50 Billed: YES
Entry Date:  5/22/02 Balance: 712.06
[ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  6/24/02 Balance: 704.46
[ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 59.64 Billed: YES
Entry Date:  6/25/02 Balance: 764.10
Fransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount: 10.57 Billed: YES
Entry Date:  6/25/02 Balance: 774.67
Transaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 1,50 Billed: YES
Entry Date:  6/25/02 Balance: 776.17
Transaction Type:
Deseription: PAST DUE BALANCE FEE.
——
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S Datc:  3/5/2003
ra Transactions Report For gime: 3113:-’;4PM
" age:
decom F107849

Earning Number: Parents Amount:  80.60 Billed; YES
Entry Date:  7/10/01 Balance: §0.60

‘ransaction Type: Adjustment
Description: TRANSFER FROM TEL. NUMBER: (954)921-0322 (ACC. NO.F94565)

Earning Number: Parents Amount: 92.88 Billed: YES
Entry Date: 7/10/01 Balance: 173.4X

‘ransaction Type;  Adjustment
Description:  TRANSFER FROM TEL. NUMBER: (954)921-0287 (ACC. NO.F55527)

Earning Number: Parents Amount: -5.03 Billed: YES
Entry Date:  7/20/01 Balance: 168.45

[ransaction Type: Credit
Description; CREDIT FOR MULTILINE PACKAGE

Earning Number:  Parents Amount:  63.24 Billed: YES
Entry Date:  7/22/01 Balance:  231.69

fransaction Type: Sale
Description: MONTHLY SALE

Earning Number:  Parents Amount: -15.35 Billed: YES
Entry Date:  7/25/01 Balance: 216.34

[ransaction Type; Credit
Description: CREDIT FOR MULTILINE PACKAGE FROM DATE OF SERVICE. AL

Earning Number:  Parents Amount: -7.60 Billed: YES
Entry Date:  8/21/01 Balance: 208.74

Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number:  Parents Amount:  65.06 Billed: YES
Entry Date:  8/22/01 Balance: 273.80

I'ransaction Type: Sale
Description: MONTHLY SALE

Earning Number: Parcnts Amount: -7.60 Billed: YES
Entry Date: 9/22/01 Balance:  266.20

Transaction Type: Credit
Descriptiont:  CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount:  70.23 Billed: YES
Entry Date:  9/23/01 Balance: 33643

Transaction Type: Sale
Description: MONTHLY SALE

Earning Number:  Parents Amount; -7.60 Billed: YES
Entry Date:  10/22/01 Balance: 328.83

Tronsaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

TRIGINAL
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S . Datc:  3/5/2003
ra Transactions Report For ;{imc: 3=13=524PM
age:
=lecom F107849
Earning Number: Parents Amount:  69.69 Billed: YES
Entry Date:  10/23/0] Balance: 398.52
‘ransaction Type: Sale
Description: MONTHLY SALE
Earning Number: Parents Amount:  50.00 Billed: YES
Entry Date: 11/21/01 Balance: 448.52
“ransaction Type: Adjustment
Description:  $25.00 PER LINE FOR INCONVENIENCE CREDIT.....PSC COMP
Earning Number: Parents Amount: -50.00 Billed: YES
Entry Date:  11/21/01 Balance: 398.52
(ransaction Type: Credit
Description: ADJUSTMENT FOR DIRCTORY ASSISSTANCE CALLS
Earning Number: Parcnts Amount: -11.60 Billed: YES
Entry Date:  11/21/01 Balance: 386.92
(ransaction Type: Credit
Description: ADJUSTMENT FOR DIR ASSISTANCE CALLS
Earning Number; Parents Amount: -50.00 Rilled: YES
Entry Date: 11/21/01 Balance: 336.52
Fransaction Type: Credit
Description: ADJ FOR COMPLAINT TO PSC FOR INCONVENIENCE
Earning Number: Parents Amount: -50.00 Billed: YES
Entry Date:  11/21/01 Balance: 286.92
Fransaction Type: Credit
Description:  credit for inconvenienece for both telephone numbers,
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  11/22/01 Balance: 279.32
[ransaction Type: Credit
Description; CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 6537 Billed: YES
Entry Date:  11/23/01 Balance: 344.69
Iransaction Type: Sale
Description:. MONTHLY SALE
Earning Number: Parents Amount:  -7.60 Billed: YES
Entry Date:  12/21/01 Balance: 337.09
Transaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount:  62.93 Billed: YES
Entry Date:  12/23/0] Balance: 400.02
Transaction Type: Sale
Description: MONTHLY SALE
 —
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S . Date:  3/5/2003
ra Transactions Report For 'l{imﬁ 3=13:534PM
age:
=lecom F107849

Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  1/22/02 Balance: 392.42

‘ransaction Type: ~Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parcnts Amount: 64.15 Billed: YES
Entry Date:  1/22/02 Balance: 456.57

‘ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  2/21/02 Balance: 448.97

Cransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount:  61.72 Billed: YES
Entry Date:  2/22/02 Balance: 510.69

(ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCQUNTS

Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  3/21/02 Balance: 503.09

(ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount:  59.64 Billed: YES
Entry Date:  3/22/02 Balance: 562.73

[rapsaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount: 7.55 Billed: YES
Entry Date:  3/23/02 Balance: 570.28

I'ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE,

Earning Number: Parents Amount: 9.00 Billed: YES
Entry Date:  3/23/02 Balance: 579.28

Transaction Type:
Description; PAST DUE BALANCE FEE.

Earning Number: Parcnts Amount: -7.60 Billed: YES
Entry Date:  4/22/02 Balance: 571.68

Iransaction Type: Credit
Description; CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount: 59.64 - Billed: YES
Entry Date:  4/22/02 Balance: 631.32

Transaction Type:
Deseription: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

—
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S Date:  3/5/2003
ra Transactions Report For gimEf 3 13:544PM
age:
lecom F107849
g = __
Earning Number: Parents Amount: 8.58 Billed: YES
Entry Date;  4/22/02 Balance: 639.50
‘ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount: 9.00 Billed: YES
Entry Date:  4/22/02 Balance: 648.90
‘ransaction Type:
Description: PAST DUE BALANCE FEE,
Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  5/21/02 Balance: 641.30
‘ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parcnts Amount: 59.64 Billed: YES
Entry Date:  5/22/02 Balance: 700.94
(ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount:  9.62 Billed: YES
Entry Date:  5/22/02 Balance: 710.56
(ransaction Type:
Description: 1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount:  1.50 Billed: YES
Entry Date:  5/22/02 Balance: 712.06
[ransaction Type:
Description: PAST DUE BALANCE FEE.
Earning Number: Parents Amount: -7.60 Bilied: YES
Entry Date:  6/24/02 Balance: 70446
[ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE
Earning Number: Parents Amount: 59.64 Billed: YES
Entry Date:  6/25/02 Balance: 764.10
Fransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS
Earning Number: Parents Amount:  10.57 Billed: YES
Entry Date:  6/25/02 Balance: 774.67
Transaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.
Earning Number: Parents Amount:  1.50 Billed: YES
Entry Date:  6/25/02 Balance: 776.17
Transaction Type:
Description: PAST DUE BALANCE FEE.
4
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S . Date:  3/5/2003
ra Transactions Report For Eime: 3:13:554PM
age:
jecom F107849
s

Earning Number: Parents Amount: 62,43 Billed: YES
Entry Date:  7/23/02 Balance: 838.60

‘ransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount: -7.60 Billed: YES
Entry Date:  7/26/02 Balance: 831.00

‘ransaction Type: Credit
Descriptinne CREDIT FOR MULTILINE PACKAGE

Earning Number: Parcnts Amount: -17.60 Billed: YES
Entry Date:  8/21/02 Balance: 813.40

(ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount:  70.90 Billed: YES
Entry Date:  8/22/02 Balance: 884.30

lransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earning Number: Parents Amount; -2.95 Billed: YES
Entry Date:  9/22/02 Balance: 881.35

ransaction Type: Credit
Description: CREDIT FOR MULTILINE PACKAGE

Earning Number: Parents Amount: 71,78 Billed: YES
Entry Date:  9/22/02 Balance: 953,13

Fransaction Type:
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS

Earniog Number: Parents Amount: 13.22 Billed: YES
Entry Date:  9/22/02 Balance: 966.35

[ransaction Type:
Description:  1.5% INTEREST ON PAST DUE BALANCE.

Earning Number: Parents Amount: 1.50 Billed: YES
Entry Date:  9/22/02 Balance; 967.85

T'ransaction Type:
Description: PAST DUE BALANCE FEE.

Earning Number: Parents Amount; -38.91 Billed: YES
Entry Date:  10/2/02 Balance: 928.94

Iransaction Type: Adjustment
Description: LAST BILL-TRANSFER FROM ACCOUNT: F55527(9549210287)

Earning Number: Parents Amount: -37.49 Billed: YES
Entry Date:  10/2/02 Balance: 891.45

Transaction Type: Adjustment
Description: LAST BILL-TRANSFER FROM ACCOUNT: F94565(9549210322)




CAF Correspondence Routing Slip

Author: Noaal. Q@‘)’ﬂ gt@g@’/ﬂ"‘z
CATS No. /s34 ]

A. NATURE OF CORRESPONDENCE: (check one) \/

_ ' YRl Ctndt
Response or Letter of Acknowledgement to Public Official. 2 @C/ZW
Offer or Deny (circle one) informal conference. %

Transfer complaint to another Division for resolutmn
(Which technical/legal Division? w@g JQW

Refer complaint to another Division for suggested action or advice with CAF to
resolve. (Which techmcal/leﬂal Division?)

r/ Other: (explain) /)(.QC, _éo a—ddz(,é?’ﬂ/ WQ/ t ‘7@OQ77L

B. ROUTING: (Reviewers indicate date passed on to next recipient.)

Check each level of review needed Initials Date passed to next recipient
Author

Supervi
- pervisor ( \a }
~~ Bureau Chief a 1 T’\?) 6) [ [ ;Z

Other CAF Statf:

Neal
Bane

/ Asst. Director
" Director
Other:

HHN\Hl

C. HANDLING INSTRUCTIONS: @,&au_ Ntceed —-@“”MUD

P woutshp wpd



AGENDA ITEM PROOF SLIP
DOCKET NO. 5 2.0 454 -TX TARIFF NO.

BRIEF DESCRIPTION Cnmplthnzr ot Me\ Citvon Psoungt Buva, Telsesn

_st_Qmwm bt Servvien -
AUTHOR FILE NAME(S)_0204949F2. RcMH

DUE COMPLETED
INITIAL ACTIONS DATE/TIME DATE/TIME  INITIALS
1)  AUTHOR/SUPERVISOR CONCEPT SIGN OFF - N
* 2) AUTHOR PREPARATION/PROOF \
3) SUPERVISOR REVIEW \
4) AUTHOR PREPARATION/PROOF '
* 5) TO SUPERVISOR(S) FOR REVIEW /
(Tuesday 5 p.m. week before Thursday due date)
* 6) ANALYST REVISIONS
* 7) TO BUREAU CHIEF FOR REVIEW /
(Wednesday 5:00 p.m. before Thursday due date)

* 8) COPIES TO OTHER DIVISIONS

(Thursday 12 Noon week before Thursday dlf aﬁ'
Pr §
LEGAL «2// 7/0-3 Ab‘S 2/17/09
imltlaU ate rec

(instial) date rec’'d) Msﬁnltlali (date rec’d)

DUE COMPLETED
DATE/TIME DATE/TIME  [INITIALS

* 9) TO REPORTING DEPUTY DIRECTOR REVIEW
(Friday 11:00 a.m. before Thursday due date) /

*10) TO OTHER REPORTING DEPUTY DIRECTOR REVIEW
(Friday 11:00 a.m. before Thursday due date) \

/,

/

*11) TO D'HAESELEER FOR REVIEW AN /
(Monday 08:00a.m. before Thursday due date) AN
COMMENTS TO AUTHOR:
/N
FINAL SIGN OFF DUE / COMPLETED

DATE/TWME  DATE/TIME  INITIALS

*11) AUTHOR(S) SIGN OFF

*12) SUPERVISOR(S) SIGN OFF /
*13) REVISED COPIES TO OTHER DIVISIONS /
(Tuesday 12 Noon before Thursday due date)
o - A /
LEGAL EER_ aus D~ 217k
(iniial) (date rec’d) (inltlal) (date rec’d) (ll‘lltlal) {ddie rec’d)
*14) LEGAL SIGN OFF A
*15) OTHER DIVISION SIGN OFF (IF ASSIGNED) eﬁ/// 7 [ ) i\)
*16) CHIEF(S) SIGN OFF 2/ 7 ﬁ—/
*17) REPORTING DEPUTY DIRECTOR SIGN OFF 2/7 //
*18) OTHER DEPUTY DIRECTOR SIGN OFF 7//,/: ///)/

*19) D'HAESELEER SIGN OFF

(11:30 a.m. Thursday) . ) d./
/&»-:Z’ZZ J Y A Sarra

* Mandatory < ). 7 e F.Ql'\"M1007.SOPO1I16/2002.




State of Florida i
Faublic Serpice Commission

CAPITAL CIRCLE OFFICE CENTER ® 2540 SHUMARD OAK BOULEVARD
TAL;AHASSEE.FLORJDA32399-0850

-M-E-M-O-R-A-N-D-U-M-

DATE : FEBRUARY 20, 2003
TO: DIRECTOR, DIVISION OF THE COMMISSION CLERK &
ADMINISTRATIVE SERVICES (BaY))
FROM: OFFICE OF THE GENERAL COUNSEL (BANKS)?‘L’@, 5
DIVISION OF CONSUMER AFFAIRS (PLESCOW) i~
MCDOéALD)

DIVISION OF COMPETITIVE MARKETS AND ENF?%?%%ENT (

RE: DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC.
REGARDING QUALITY OF SERVICE.

AGENDA: 3/04/03 - REGULAR AGENDA - INTERESTED PERSONS MAY
PARTICIPATE

CRITICAL DATES: NONE
SPECIAL INSTRUCTIONS: NONE

FILE NAME AND LOCATION: S:\PSC\GCL\WP\020999R2.RCM

CASE BACKGROUND

On October 11, 2001, Mr. Mel Citron (“Mr. Citron” or
“customer”) contacted the Division of Consumer Affairs to register
a complaint against Supra Telecommunications and Information
Systems, Inc. (Supra). This complaint was logged as Consumer
Activity Tracking System Request No. 411314T. Mr. Citron claimed
that he asked Supra to provide him with the access numbers for
programming his phone, to put a 900 call block on both his accounts
and to place a call block on both of his accounts that would not
allow <calls to be completed through directory assistance.
Mr. Citron alleged that Supra told him the blocks were in place,
but he was billed for calls that should have been blocked. The
customer further alleged that he was billed by and paid both Supra
and BellSouth for the same service.
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DATE: February 20, 2003

Supra responded to staff’'s inquiry on November 21, 2001.
Supra indicated in its report that a credit in the amount of $25
was issued for each line for the inconvenience. As a result, the
account for telephone numbers 954-921-0287 and 954-921-0322 had a
balance of $287.02. The customer also had a second residence with
telephone numbers 305-932-4893 and 305-932-3546. A credit of $50
for inconvenience and $150 for misbilling were applied to this

account. Supra reported that Mr. Citron was satisfied with the
regolution for the 305 telephone numbers but not for the 954
account. Supra alleges that it is not responsible for the calls

placed to directory assistance via “555-1212" as the calls were
dialed from the customer’s home.

On February 1, 2002, staff closed the customer’s complaint.
On July 24, 2002, Mr. Citron notified staff that he was not
satisfied with the proposed resolution to his complaint by
requesting to participate in the informal conference process.

On September 11, 2002, an informal conference was held with
Mr. Citron, Supra representatives and Commission staff. During
the informal conference, Mr. Citron stated his position that Supra
was billing him for services it did not provide and that he
believed that he was due credits for these services. Supra stated
its position that it had corrected all the problems reported to it
by the customer and that it was not responsible for the directory
assistance calls made from his home. Supra declined to provide any
additional credits and stated that the customer was not paying for
the service he had and was utilizing the service. The informal
conference ended without a settlement.

On January 8, 2003, Order No. PSC-03-0066-PAA-TX, was issued
denying Mr. Citron‘s complaint. On January 29, 2003, staff
received Mr. Citron’s protest to Order No. PSC-03-0066-PAA-TX.

This recommendation addresses Mr. Citron’s protest.

The Commission has jurisdiction in this matter pursuant to
Section 364.604, Florida Statutes.



DCCKET NO. 020999-TX
DATE: February 20, 2003

DISCUSSION OF THE ISSUES

ISSUE 1: What action should the Commission take regarding Mr.
Citron'’s protest to Order No. PSC-03-0066-PAA-TX, issued on January
8, 20037

RECOMMENDATION: In this case there remains a factual disagreement
as to what actually happened with Mr. Citron’s service. Staff,
therefore, recommends that the Commission send this matter to the
Division of Administrative Hearings (DOAH) for a hearing to
determine what actually happened regarding Mr. Citron’s
telecommunications service and any related billing dispute.
(BANKS, PLESCOW, MCDONALD)

STAFF ANALYSIS: As stated previously, Order No. PSC-03-0066-PAA-TX,
was 1ssued January 8, 2003, denying Mr. Citron’s complaint. In its
decision, the Commission decided that Supra had given Mr. Citron
the appropriate credits for misbilling and accordingly denied this
complaint. On January 29, 2003, Mr. Citron sent an original copy
of his protest to the Division of Consumer Affairs (Consumer
Affairs), disputing a number of factual allegations in the
Commission’s Order. Staff notes that on January 24, 2003, Mr.
Citron had been advised to file an original copy with the Clerk’'s
office but instead sent it to the Consumer Affairs office.
Subsequently, staff forwarded Mr. Citron’s protest letter to the
Clerk’s office.

In his protest letter, Mr. Citron states that Supra
misrepresented the issues in this case. Mr. Citron explains that
his complaint was not exclusively about information calls but about
a lack of dial tone and his inability to make or receive phone
calls for an extended period of time. Mr. Citron maintains that
Supra failed to nctify him that if Supra blocked information calls
that it would prevent him from being able to make calls. Mr.
Citron asserts that Supra wrote a number of service tickets to
resolve the problem. However, Mr. Citron states that Supra was
unable to identify the problem. Mr. Citron declares that there
were a numper of instances in which he could not get a dial tone on
his phone. Mr. Citron maintains that every service that Supra
committed to provide and provided had to be disconnected because
the services failed to work.

Section 350.125, Florida Statutes, provides that ALJs
(Administrative Law Judges) are to be utilized to conduct hearings
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not assigned to members of the Commissgicon, but it gives no guidance
on what sort of cases may be assigned to DOAH. Nevertheless, staff
believes that since this case is one of factual disputes, it 1is
appropriate to send this case to DOAH. Therefore, staff recommends
that this case be forwarded to DOAH.

ISSUE 2: Should this docket be closed?

RECOMMENDATION: No. This docket should remain open for further DOAH
proceedings. (BANKS)

STAFF ANALYSIS: This docket should remain open for further DOAH
proceedings.




John Plescow

From: Miockard@psc.state.fl.us

Sent: Tuesday, March 04, 2003 4.01 PM

To: FBANKS@psc.state.fl.us; DMCDONAL@psc state.fl.us; JPLESCOW@psc.state.fl.us
Subject: New filing in Docket No. 020999-TX (Mel Citron et al.)

DOCKET TITLE = Complaint of Mel Citron against Supra Telecommunications and Information
Systems, Inc. regarding quality of service.
UTILITY NAME = Mel Citron (et al.)

DOCUMENT DESCRIPTION = Vote sheet fr 3/4/03 ag - staff rec approved. (DS, BZ, DV)

DOCUMENT PATH =
file://L:\PSC\LIBRARY\FILINGS\03102149-03

Document ID = 02145-03
Document Filed 03/04/03

The filing described above is now available in PDF format, and may also be available in
WordPerfect or other formats.

To access it, click on the DOCUMENT PATH link. This will pop up a Windows Explorer window.
You will see the PDF (Adobe Acrobat) version; you will also see other versions if they
exist. Double-click on the preferred version and the document will open.

If you need to cut/paste/search in the document and find you can't, try later when the
reformatted version is available. (For more information, see PDF Tips on the How To menu.)

You can also go to the docket in CMS by triple-clicking on the DOCKET NUMBER, typing ctrl-
C to copy, and using the paste icon to paste the docket number into the query line in CMS.

This is an automatically generated e-mail; no response/reply is necessary.
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DATE: FEBRUARY 20, 2003
TO: DIRECTOR, DIVISION OF THE COMMISSION CLERK &
ADMINISTRATIVE SERVICES (BAYO)
FROM: OFFICE OF THE GENERAL COUNSEL BANKS)(‘“’Qj
DIVISION OF CONSUMER AFFAIRS (PLESCOW) w
MENT (MCDONA

DIVISION OF COMPETITIVE MARKETS AND ENF?%?%J

RE: DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC.
REGARDING QUALITY OF SERVICE.

AGENDA: 3/04/03 - REGULAR AGENDA - INTERESTED PERSONS MAY
PARTICIPATE
CRITICAL DATES: NONE L @\ g @} E % iﬁ\@_

SPECIAL INSTRUCTIONS: NONE

FILE NAME AND LOCATION: S:\PSC\GCL\WP\020999R2.RCM

CASE BACKGROUND

On October 11, 2001, Mr. Mel Citron (“™Mr. Citron” or
“customer”) contacted the Division of Consumer Affairs to register
a complaint against Supra Telecommunications and Information
Systems, Inc. (Supra). This complaint was logged as Consumer
Activity Tracking System Request No. 411314T. Mr. Citron claimed
that he asked Supra to provide him with the access numbers for
programming his phone, to put a 900 call block on both his accounts
and to place a call block on both of his accounts that would not
allow calls to be completed through directory assistance.
Mr. Citron alleged that Supra told him the blocks were in place,
but he was billed for callg that should have been blocked. The
customer further alleged that he was billed by and paid both Supra
and BellSouth for the same service.
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Supra responded to staff’s inquiry on November 21, 2001.
Supra indicated in its report that a credit in the amount of $25
was 1ssued for each line for the inconvenience. As a result, the
account for telephone numbers 954-921-0287 and 954-921-0322 had a
balance of $287.02. The customer also-had a second residence with
telephone numbers 305-932-4893 and 305-932-3546. A credit of $50
for inconvenience and $150 for misbilling were applied to this

account. Supra reported that Mr. Citron was satisfied with the
resolution for the 305 telephone numbers but not for the 954
account. Supra alleges that it is not responsible for the calls

placed to directory assistance via “555-1212" as the calls were
dialed from the customer’s home.

On February 1, 2002, staff closed the customer’s complaint.
On July 24, 2002, Mr. Citron notified staff that he was not
satisfied with the proposed resolution to his complaint by
requesting to participate in the informal conference process.

On September 11, 2002, an informal conference was held with
Mr. Citron, Supra representatives and Commission staff. During
the informal conference, Mr. Citron stated his position that Supra
was billing him for services it did not provide and that he
believed that he was due credits for these services. Supra stated
its position that it had corrected all the problems reported to it
by the customer and that it was not responsible for the directory
assistance calls made from his home. Supra declined to provide any
additional credits and stated that the customer was not paying for
the service he had and was utilizing the service. The informal
conference ended without a settlement.

On January 8, 2003, Order No. PSC-03-0066-PAA-TX, was issued
denying Mr. Citron’s complaint. On January 29, 2003, staff
received Mr. Citron'’s protest to Order No. PSC-03-0066-PAA-TX.

This recommendation addresses Mr. Citron’s protest.

The Commission has jurisdiction in this matter pursuant to
Section 364.604, Florida Statutes.
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DISCUSSION OF THE ISSUES

ISSUE 1: What action should the Commission take regarding Mr.
Citron’s protest to Order No. PSC-03-0066-PAA-TX, issued on January
8, 20037

RECOMMENDATION: In this case there remains a factual disagreement
as to what actually happened with Mr. Citron’s service. Staff,
therefore, recommends that the Commission send this matter to the
Division of Administrative Hearings (DOAH} for a hearing to
determine what actually happened regarding Mr. Citron’s
telecommunications service and any related billing dispute.
(BANKS, PLESCOW, MCDONALD)

STAFF ANALYSIS: As stated previously, Order No. PSC-03-0066-PAA-TX,
was issued January 8, 2003, denying Mr. Citron’s complaint. In its
decision, the Commission decided that Supra had given Mr. Citron
the appropriate credits for misbilling and accordingly denied this
complaint. On January 29, 2003, Mr. Citron sent an original copy
of his protest to the Division of Consumer Affairs (Consumer
Affairs), disputing a number of factual allegations in the
Commission’s Orxder. Staff notes that on January 24, 2003, Mr.
Citron had been advised to file an original copy with the Clerk’s
office but instead sent it to the Consumer Affairs office.
Subsequently, staff forwarded Mr. Citron’s protest letter to the
Clerk’s office.

In his protest letter, Mr. Citron states that Supra
misrepresented the issues in this case. Mr. Citron explains that
his complaint was not exclusively about information calls but akout
a lack of dial tone and his inability to make or receive phone
calls for an extended period of time. Mr. Citron maintains that
Supra failed to notify him that if Supra blocked information calls
that it would prevent him from being able to make calls. Mr.
Citron asserts that Supra wrote a number of service tickets to
resolve the problem. However, Mr. Citron states that Supra was
unable to identify the problem. Mr. Citron declares that there
were a number of instances in which he could not get a dial tone on
his phone. Mr. Citron maintains that every service that Supra
committed to provide and provided had to be disconnected because
the services failed to work.

Section 350.125, Florida Statutes, provides that ALJs
(Administrative Law Judges) are to be utilized to conduct hearings
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not assigned to members of the Commission, but it gives no guidance
on what sort of cases may be assigned to DOAH. Nevertheless, staff
believes that since this case 1is one of factual disputes, it is
appropriate to send this case to DOAH. Therefore, staff recommends

that'this case be forwarded to DOAH.
ORIGINAL

ISSUE 2: Should this docket be closed?

RECOMMENDATION: No. This docket should remain open for further DOAH
proceedings. (BANKS)

STAFF ANALYSTIS: This docket should remain open for further DOAH
proceedings.




Carmen Pena |

From: Carmen Pena
Sent: Monday, February 17, 2003 3:26 PM
To: Felicia Banks
Cc: Carmen Pena; John Plescow
Subject: Rec to assign case of Mel Citron to DOAH
. A FEN -
Importance: High EoLt AR AR A
Felicia:

At approximately 3:20 p.m. the reviewed rec was forwarded to Rhonda for its review.

John and I signed off on it already.

From Rhonda it will go to Richard and from Richard to Bev DeMellc. FYI



State of Florida

JHublic Sertice Commission

CAPITAL CIRCLE OFFICE CENTER @ 2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850
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DATE:  FEBRUARY 20, 2003
TO: DIRECTOR, DIVISION OF THE COMMISSION CLERK &
ADMINISTRATIVE SERVICES (BAYO)
w» P
FROM:  OFFICE OF THE GENERAL COUNSEL (BANKS)V
DIVISION OF CONSUMER AFFAIRS (PLESCOW) /@%5

DIVISION OF COMPETITIVE MARKETS AND ENFOWENT (MCDOgALD)

RE: DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC.
REGARDING QUALITY OF SERVICE.

AGENDA: 3/04/03 - REGULAR AGENDA - INTERESTED PERSONS MAY
PARTICIPATE

CRITICAL DATES: NONE

GRIGIRAL

FILE NAME AND LOCATION: S:\PSC\GCL\WP\020999R2.RCM

SPECIAL INSTRUCTIONS: NONE

CASE BACKGRQOUND

On October 11, 2001, Mr. Mel Citron (“Mr. Citron” or
“customer”) contacted the Division of Consumer Affairs to register
a complaint against Supra Telecommunications and Information
Systems, Inc. (Supra). This complaint was logged as Consumer
Activity Tracking System Request No. 411314T. Mr. Citrom claimed
that he asked Supra to provide him with the access numbers for
programming his phone, to put a 900 call block on both his accounts
and to place a call block on both of his accounts that would not
allow calls to be completed through directory assistance.
Mr. Citron alleged that Supra told him the blocks were in place,
but he was billed for calls that should have been blocked. The
customer further alleged that he was billed by and paid both Supra
and BellSouth for the same service.



DOCKET NO. 020999-TX
DATE: February 20, 2003

Supra responded to staff’s inquiry on November 21, Z2001.
Supra indicated in its report that a credit in the amount of $25
was issued for each line for the inconvenience. BAs a result, the
account for telephone numbers 954-921-0287 and 954-921-0322 had a
balance of $287.02. The customer also had a second residence with
telephone numbers 305-932-4893 and 305-932-3546. A credit of $50
for inconvenience and $150 for misbilling were applied to this
account. Supra reported that Mr. Citron was satisfied with the
resolution for the 305 telephone numbers but not for the 954
account. Supra alleges that it is not responsible for the calls
placed to directory assistance via “555-1212" as the calls were
dialed from the customer’s home.

On February 1, 2002, staff closed the customer’s complaint.
Oon July 24, 2002, Mr. Citron notified staff that he was not,
satisfied with the proposed resolution to his complaint by
requesting to participate in the informal conference process.

On September 11, 2002, an informal conference was held with
Mr. Citron, Supra representatives and Commission staff. During
the informal conference, Mr. Citron stated his position that Supra
was billing him for services it did not provide and that he
believed that he was due credits for these services. Supra stated
its position that it had corrected all the problems reported to it
by the customer and that it was not responsible for the directory
assistance calls made from his home. Supra declined to provide any
additional credits and stated that the customer was not paying for
the service he had and was utilizing the service. The informal
conference ended without a settlement.

On January 8, 2003, Order No. PSC-03-0066-PAA-TX, was issued
denying Mr. Citron’s complaint. On January 29, 2003, staff
received Mr. Citron’s protest to Order No. PSC-03-0066-PAA-TX.

This recommendation addresses Mr. Citron’s protest.

The Commission has jurisdiction in this matter pursuant to
Section 364.604, Florida Statutes.
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DISCUSSTION OF THE ISSUES

ISSUE 1: What action should the Commission take regarding Mr.

Citron’s protest to Order No. PSC-03-0066-PAA-TX, issued on January
8, 20037

RECOMMENDATION: In this case there remains a factual disagreement
as to what actually happened with Mr. Citron’s service. Staff,
therefore, recommends that the Commission send this matter to the
Division of Administrative Hearings (DOAH) for a hearing to
determine what actually happened regarding Mr. Citron’'s
telecommunications service and any related billing dispute.
(BANKS, PLESCOW, MCDONALD)

STAFF ANALYSIS: As stated previously, Order No. PSC-03-0066-PAA-TX,
was issued January 8, 2003, denying Mr. Citron'’s complaint. In its
decision, the Commission decided that Supra had given Mr. Citron
the appropriate credits for misbilling and accordingly denied this
complaint. On January 29, 2003, Mr. Citron sent an original copy
of his protest to the Division of Consumer Affairs (Consumer
Affairs), disputing a number of factual allegations in the
Commission’s Order. Staff notes that on January 24, 2003, Mr.
Citron had been advised to file an original copy with the Clerk’s
office but instead sent it to the Consumer Affairs office.

Subsequently, staff forwarded Mr. Citron’s protest letter to the
Clerk’s office.

In his protest letter, Mr. Citron states that Supra
misrepresented the issues in this case. Mr. Citron explains that
his complaint was not exclusively about information calls but about
a lack of dial tone and his inability to make or receive phone

calls for an extended period of time. Mr. Citron maintains that
Supra failed to notify him that if Supra blocked information calls
that it would prevent him from being able to make calls. Mr.

Citron asserts that Supra wrote a number of service tickets to
resolve the problem. However, Mr. Citron states that Supra was
unable to identify the problem. Mr. Citron declares that there
were a number of instances in which he could not get a dial tone on
his phone. Mr. Citron maintains that every service that Supra
committed to provide and provided had to be disconnected because
the services failed to work.

Section 350.125, Florida Statutes, provides that ALJs
(Administrative Law Judges) are to be utilized to conduct hearings
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not assigned to members of the Commissian, but it gives no guidance
on what sort of cases may be assigned to DOAH. Nevertheless, staff
believes that since this case is one of factual disputes, it 1is
appropriate to send this case to DOAH. Therefore, staff recommends
that this case be forwarded to DOAH.

ISSUE 2: Should this docket be closed?

RECOMMENDATION: No. This docket should remain open for further DOAH
proceedings. (BANKS)

STAFF ANALYSIS: This docket should remain open for further DOAH
proceedings.




Carmen Pena

From: Felicia Banks

Sent: Tuesday, February 04, 2003 10:34 AM

To: Carmen Pena T
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

ok. Thanks.

————— Original Message-----

From: Carmen Pena

Sent: Tuesday, February 04, 2003 10:33 AM
To: Felicia Banks

Cc: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)
Importance: High

Felicia: I had to send it to her with a tracking sheet. Richard Tudor wantecd Rhonda to
sign the tracking sheet before he read the draft rec. FYI

————— Original Message-----

From: Felicia Banks

Sent: Tuesday, February 04, 2003 10:31 AM
To: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

ok. Thanks. I had already given Rhonda a copy as well.

————— Original Message-----—

From: Carmen Pena

Sent: Tuesday, February 04, 2003 10:25 AM

To: Felicia Banks

Cc: Carmen Pena

Sukbject: RE: Docket No. 020119 (Mel Citron vs. Supra)
Importance: High

+

I passed it on to Rhonda at approximately 9:15 a.m. I did not make any adjustments. FYI

4

————— Original Message----~

From: Felicia Banks

Sent: Tuesday, February 04, 2003 9:18 AM

To: John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks
Subject: RE: Docket No. 020118 (Mel Citron vs. Supra)

You should be in receipt of a copy of the draft recommendation to address Mr. Citron's
protest letter. As I mentioned previously, we are planning to file this recc on Thursday,

Feb. 6. The recc is relatively short so I think that even with the short review time that
we have, we should be able to file on time.

Please advise me when your suggested changes or corrections have been made.

Thanks for your assistance.

————— Original Message-----

From: Feliciz Banks

Sent: Thursday, January 30, 2003 4:17 PM

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)
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Thanks for your consideration.

————— Original Message--—--

From: Felicia Banks

Sent: friday, January 24, 2003 10.5‘ AM

To: John Plescow; Don McDonald; Kate Smi

Cc: Carmen Pena; Rick Moses; Betn Keablng

Subject: Docket No. 020119 (Mel Citron vs. Supra}

As you are probably aware, Mr. Citron faxed a letter

to consumer affairs on January 22,
2003, in response to the PAA Order i1ssued in the abcvre-referencsas

ec decket, disputing a
rnumber of facts in this case. Mr. Citron has been ac—-ised by

phene that he must file an
ORIGINAL copy of this letter in crder for this letter to be nsidered as filed in this
docket.

n the interim, the faxed letter that consumer affairs

z 5 receivel r.as been placed in the
cocket file with a memo indicating advisement to Mr. Zitron.

- spoke with Beth Keating ana she has aavised me thaz we will pe sending this case tc DOAH
for Iurther proceedings. I am still gathering infox—ztion abou= DOAE
procedures/proceedings and will

Xnow more as the ‘nformatior becomes available.

Thanks.
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Carmen Pena

From: Carmen Pena

Sent: Tuesday, February 04, 2003 10:33 AM

To: Felicia Banks A

Ce: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

Importance: High

Felicia: I had to send it to her with a tracking sheet. Richard Tudor wantec Rhonda to

sign the tracking sheet before he read the draft rec. FYI

————— Original Message—-----

From: Felicia Banks

Sent: Tuesday, February 04, 2003 10:31 AM

To: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)
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ok. Thanks. I had already given Rhonda a copy as well.

————— Original Message-—----

From: Carmen Pena

Sent: Tuesday, February 04, 2003 10:25 AM
To: Felicia Banks

Cc: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)
Importance: High

I passed it on to Rhonda at approximately 9:15 a.m. I did not make any adjustments. FYI

————— Original Message-----

From: Felicia Banks

Sent: Tuesday, February 04, 2003 9:18 AM

To: John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

You should be in receipt of a copy of the draft recommendation to address Mr. Citroen's
protest letter. As I mentioned previously, we are planning to file this recc on Thursday,

Feb. 6. The recc is relatively short so I think that even with the short review time that
we have, we should be able to file on time.

Please advise me when your suggested changes or corrections have been made.

Thanks for your assistance.

————— Original Message-----

From: Felicia Banks

Sent: Thursday, January 30, 2003 4:17 PM

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

On Jan 29, censurmer affairs received the original copy of Mr. Citron's letter, although
Mr. Citron had been instructed to file this letter with the Clerk's office.

We are trying tec file this recc on next Thursday, February 6, 2002. Due my uncle's death,
I will be out tomorrow so you probably won't see the recc (being filed by GCL) until

beginning of next week. It should be a relatively short recc so I think we might be able
to expedite its review. Staff is esentially recommending that this case be sent to DOAH.

1
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Carmen Pena

From: Felicia Banks

Sent: Tuesday, February 04, 2003 10:31 AM

To: Carmen Pena .

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

ok. Thanks. I had already given Rhonda a copy as well. ﬂﬁ[:?jfih,&i Aot

————— Original Message—-----

From: Carmen Pena

Sent: Tuesday, February 04, 2003 10:25 AM

Tc: Felicia Banks

Cc: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)
Importance: High

i passed it on to Rhonda at approximately 9:15 a.m. I did not make any adjustments. FYI

————— Criginal Message—-—---
From: Felicia Banks
Sent: Tuesday, February 04, 2003 9:18 AM

To: Jchn Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

You should be in receipt of a copy of the draft recommendation to address Mr. Citron's
protest letter. As I mentioned previously, we are planning to file this recc on Thursday,

Feb. 6. The recc is relatively short so I think that even with the short review “ime that
we have, we should be able to file on time.

Please advise me when your suggested changes or corrections have been made.

Thanks for your assistance.

————— Original Message—-—----

From: Felicia Banks

Sent: Thursday, January 30, 2003 4:17 PM

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating '
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

On Jan 29, consumer affairs received the original copy of Mr. Citron's letter, although
Mr. Citron had been instructed to file this letter with the Clerk's office.

We are trying to file this recc on next Thursday, February 6, 2002. Due my uncle's death,
I will be out tomorrow so you probably won't see the recc (being filed by GCL) until

beginning of next week. It should be a relatively short recc so I think we might be able
to expedite its review. Staff is esentially recommending that this case be sent to DOAH.

I am revising the CASR for 2/20 recc filing although, I am planning to file next week. I
just

wanted to allow enough time to file in case we can't complete the recc review next
week.

Thanks for your consideration. N

————— Original Message-—----

From: Felicia Banks

Sent: Friday, January 24, 2003 10:54 AM.

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating
Sukject: Docket No. 020119 (Mel Citron vs. Supra)

1



-

Zs vOou are probarly aware, Mr. Citron faxed a letter ©o ceonsumer affairs cn Janisry <o,
2003, 1n rasponss tc the PAA Order 1ssued in the apove-referenced docket, XIsSguiing a
numper oI facts in this case. Mr. Citron has been advised by phone that he must Zile an
ORIGINAL copy of this letter in order for this letter.to be considered as Zilegz in this
dqocHet '

In =ne interim, the faxed letter that consumer affairs received has been plzczed in the

dqoc<et file with 3 memo indicating advisement to Mr. Citron.
I spoke with Be
for furth
procedure

o Keating and she has advised me that we will be sending this case to DOAH

edings. I am still gathering information about DOAH
dings and will let know more as the information becomes ava.lable.
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Carmen Pena .

From: Carmen Pena

Sent: Tuesday, February 04, 2003 10:25 AM

To: Felicia Banks

Cc: Carmen Pena

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra) TR R f; r
importance: High T

I passed it on to Rhonda at approximately 9:15 a.m. I did not make any adjustments. FYI

————— Original Message~w==---

From: Felicia Banks

Sent: Tuesday, February 04, 2003 9:18 AM

To: John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

You should be in receipt of a copy of the draft recommendation to address Mr. Citron's
protest letter. As I mentioned previously, we are planning to file this recc on Thursday,

Feb. 6. The recc is relatively short so I think that even with the short review time that
we have, we should be able to file on time.

Please advise me when your suggested changes or corrections have been made.

Thanks for your assistance.

————— Original Message-----

From: Felicia Banks

Sent: Thursday, January 30, 2003 4:17 PM

To: John Plescow; Don McDonald; Kate Smith

Jc: Carmen Pena; Rick Moses; Beth Keating

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

On Jan 29, consumer affairs received the original copy of Mr. Citron's letter, although
Mr. Citron had been instructed to file this letter with the Clerk's office.

We are trying to file this recc on next Thursday, February 6, 2002. Due my uncle's death,
I will be out tomorrow so you probably won't see the recc (being filed by GCL) until

beginning of next week. It should be a relatively short recc so I think we might be able
to expedite its review. Staff is esentially recommending that this case be sent to DOAH.

I am revising the CASR for 2/20 recc filing although, I am planning to file next week. I

just wanted to allow enough time to file in case we can't complete the recc review next
week.

Thanks for your consideration.

————— Original Message—-----

From: Felicia Banks

Sent: Friday, January 24, 2003 10:54 AM

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating
Subject: Docket No. 020119 (Mel Citron vs. Supra)

]

As you are probably aware, Mr. Citron faxed a letter to consumer affairs on January 22,
2003, in response to the PARA Order issued in the above-referenced docket, disputing a
number of facts in this case. Mr. Citron has been advised by phone that he must file an

ORIGINAL copy of this letter in order for this letter to be considered as filed in this
docket.
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Carmen Pena

From: Felicia Banks

Sent: Tuesday, February 04, 2003 9:18 AM

To: John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

You should be in receipt of a copy of the draft recommendation te address Mr. Citron's
protest letter. As I mentioned previously, we are planning to file tnis recc on Thursday,

Feb. 6. The recc is relatively short so I think that even with the short review time that
we have, we should be able to file on time,

Please advise me when your suggested changes or corrections have been made.

Thanks for your assistance.

————— Orlg}ngl Message-=~-~-= S e
From: Felicia Banks b T
Sent: Thursday, January 30, 2003 4:17 PM R S
To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating

Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

On Jan 29, consumer affairs received the original copy of Mr. Citron's letter, although
Mr. Citron had been instructed to file this letter with the Clerk's office.

We are trying to file this recc on next Thursday, February 6, 2002. Due my uncle's death,
I will be out tomorrow so you probably won't see the recc (being filed by GCL) until

peginning of next week. It should be a relatively short recc so I think we might be able
<o expedite its review. Staff is esentially recommending that this case be sent to DOAH.

am revising the CASR for 2/20 recc filing although, I am planning to file next week. I

+
just wanted to allow enough time to file in case we can't complete the recc review next
week.

Thanks for your consideratiocn.

————— Original Message-----

From: Felicia Banks

Sent: Friday, January 24, 2003 10:54 AM

To: John Plescow; Don McDenald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating
Subject: Docket No. 020119 (Mel Citron vs. Supra)

As you are probably aware, Mr. Citron faxed a letter to consumer affairs on January 22,
2003, in response to the PAA Order issued in the above~-referenced docket, disputing a
number of facts in this case. Mr. Citron has been advised by phone that he must file an

ORIGINAL copy of this letter in order for this letter to be considered as filed in this
docket.

In the interim, the faxed letter that consumer affairs received has been placed in the
docket file with a memo indicating advisement to Mr. Citron.

T spoke with Beth Keating and she has advised me that we will be sending this case to DOAH
for further proceedings. I am still gathering information about DOAH
procedures/proceedings and will let know more as the information becomes available.

Tnanks.



John Plescow

From: Msanders@psc.state.fl.us

Sent: Monday, February 03, 2003 10:50 AM )

To: FBANKS@psc.state.fl.us; DMCDONAL@psc.state.fl.us; JPLESCOW@psc.state.fl.us
Subject: New filing in Docket No. 020999-TX (Mel Citron et al.)

DOCKET TITLE = Complaint of Mel Citron against Supra Telecommunications and Information
Systems, Inc. regarding quality of service.
UTILITY NAME = Mel Citron (et al.)

DOCUMENT DESCRIPTION = GCL/Banks - Memo dated 1/30/03 to CCA/Flynn forwarding attached
copy of original

letter from Mr. Mel Citron (which was faxed to CAF on 1/22/03, DN 00787-03) for
inclusion in docket file.

DOCUMENT PATH =
file://L:\PSC\LIBRARY\FILINGS\03\01020~03

Document ID = 01020-03
Document Filed 01/31/03

The filing described above is now available in PDF format, and may also be available in
WordPerfect or other formats.

To access it, click on the DOCUMENT PATH link. This will pop up a Windows Explorer window.
You will see the PDF (Adobe Acrobat) version; you will also see other versions if they
rxist. Double-click on the preferred version and the document will open.

If you need to cut/paste/search in the document and find you can't, try later when the
reformatted version is available. (For more information, see PDF Tips on the How To menu.)

You can also go to the docket in CMS by triple-clicking on the DOCKET NUMBER, typing ctrl-
C to copy, and using the paste icon to paste the docket number into the query line in CMS.

This is an automatically generated e-mail; no response/reply is necessary.

IRIGINAL



Merrill Citron e ——
1300 Funston Street )

Hellywood, FL 33019
954-921-0287 Declzet B a0 o
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Public Service Commussion ' AN - =1
2540 Shumard Oak Boulevard ‘
Tallahassee, FL. 32399-0850
N 290235

Regarding: FPSC 411314T
January 16, 2003
To whom it may concern,

This is in response to your latest communication regarding my complaint with Supra
Telecom about which I am quite upset.

Despite all of my efforts to communicate my difficulties and problems in writing as well
as by phone, your records are apparently incomplete. This assumption is based upon the
latest communication from the FPSC. The representation of the issues does not correctly
reflect the reality, e.g. T was in constant contact with SUPRA as well as with the FPSC
for more than one year. This is overlooked. In addition, based upon the latest FPSC
communication, it appears your recommendations against my petitions ignores all of the
facts and issues brought to light in all of my written and telephone communications to the
FPSC staff and directors regarding the failure of SUPRA to perform on their promises for
service, billing issues, and the array of service issues for which they continue to bill me.

I have done my part regarding your advisements and noted, as was told to me repeatedly,
that the FPSC “has no junisdiction” in these matters with SUPRA, however, I am now In
receipt, from your offices, written communication which clearly references that your
office does maintain jurisdiction. Please clarify this contradiction of the previous
advisories.

I am hereby requesting a copy of the taped recording of the informal hearing from
October, 2002, where I clearly enumerate and discuss the issues at hand. In this tape I am
told that the FPSC will listen but cannot do anything because the FPSC has no
jurisdiction over SUPRA Telecom. I clearly explain that the issues were totally
misrepresented by SUPRA and that the complaint was not exclusively about information
calls (411 and 555-1212) but about a lack of dial tone, about my inability to make and or
receive calls for weeks on end. These issues occurred before during and after the
problems with the information call issue.

Specific to the information calls however, it is about the failure of SUPRA’s failure to
advise me until after problems arose on this one issue, that if they blocked “information
calls” (which they said they could easily do but which took weeks to accomplish) that
there would not be any related issues. It was apparent that SUPRA personnel did not
understand what they were doing or how to do it. After the block was in place, I
complained about the inability to make calls. They didn’t know why there was a
problem. SUPRA wrote numerous service tickets because I was unable to use my phone
and they just couldn’t identify the problem(s). After more than two months of multi daily




calls to their customer service area at SUPRA (each taking more than one hour te g
through), Bell South called me and advised me that what SUPRA failed to do was to
advise me about the effects the block would have on my service. Had SUPRA told me

about the Information Call Block problems that would result, that block would never
have been requested. ;

However as discussed and written about to the FPSC, the failures in service and was not
limited to issues related to the block alone. Besides unresolved billing issues, on other
occasions there simply was no dial tone, the were issues of my inability to simply use my
phone which preceded this (411) issue. Virtually every service SUPRA promised me had
to be discomnected because it failed to work. Voice mail prevented all inbound calls as it
picked up on the first nng, on every call. When 1 discussed the problem with them they
told me about some codes to easily control and program the voice mail features. I
requested them but they didn’t provide them and when they finally did, NONE of the
codes worked and SUPRA staff couldn’t explain why they didn’t work. They kept giving
me different codes. With each new person I spoke to, each gave me different and
sometime contradictory information. Ultimately, after months of struggling, and many
hundreds of hours on the phone with SUPRA personne}, I quest the shut off the voice
mail simply because despite their “best’ effort, they never were able to correct the
problems. They said it could easily have been corrected but they never seemed to be able
to do it. This situation alone also went on for months. Each time there was an issue, 1
would spend many hours on the phone with them only to be disconnected and having to
retell the problems to each new (well meaning but ineffective) employee. [ don’t believe
there was one even service with them that didn’t have an issue pending. Their promise of
no notice in the change over, that it would be seamless was absolutely untrue. T knew
every day that there was a problem or I was unable to use my phones. The more SUPRA
“worked” on my problems the worse and more they got. Even call waiting didn’t work
properly. Please note: during the October recorded informal conference the primary issue
focused on by the SUPRA’s participants was the issue of the information calls.

Your latest communication focuses emphasis on the information calls despite my
previously written letters and statements and during the hearing that the information call
problem represented only a fraction of the many general problems.

In your latest communication it appears there is a reference to a gap of several months
where it appeared I had either accepted a settlement or ignored the situation. However, 1
was in regular monthly contact with your offices both in writing and by phone with Ms.
Demello and more frequently (at least 6 times) with Noglia Santiago. What was accepted by
me from SUPRA was the offer by phone from SUPRA’S employee and discussed with
Pat Byrd, to have my bill reduced by 75% for the entire period of difficulty, because of
the extreme hardship and difficulty experienced and the total lack of SUPRA service or
follow through. When they failed to deliver on that promise too, it was suggested by 2
SUPRA employee for me to not pay my bill. The emplovee stated, “That’s the only thing
they cared about any way”.

In your latest communication your letter states that the FPSC has jurisdiction over these
matters. I would like to know which is fact, do you or don’t vou have jurisdiction. I have
been advised both ways.

By the way, SUPRA is billing me as a current customer with current monthly usage
charges and is billing me for monthly service.



: Sincerely,

§ ”l"\f(,f\,ct/(‘}_/& A_,e_ PR

Mermmill Citron
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Merrill Citron
1300 Funston Street
Hollywood, FL 33019

954-921-0287

. O e
Public Service Commission oo -’\IA L
2540 Shumard Oak Boulevard

Tallahassee. FL. 32399-0850

Regarding: FPSC 411314T JAN 29 2003
B L/

January 16, 2003

To whom it may concern,

This is in response to your latest communication regarding my complaint with Supra
Telecom about which I am quite upset. :

Despite all of my efforts to communicate my difficulties and problems in writing as well
as by phone, your records are apparently incomplete. This assumption is based upon the
latest communication from the FPSC. The representation of the issues does not correctly
reflect the reality, e.g. I was in constant contact with SUPRA as well as with the FPSC
for more than one year. This is overlooked. In addition, based upon the latest FPSC
communication, it appears your recommendations against my petitions ignores all of the
facts and issues brought to light in all of my written and telephone communications to the
FPSC staff and directors regarding the failure of SUPRA to perform on their promises for
service, billing issues, and the array of service issues for which they continue to bill me.
I have done my part regarding your advisements and noted, as was told to me repeatedly,
that the FPSC “has no jurnisdiction” in these matters with SUPRA, however, I am now In
receipt, from your offices. written communication which clearly references that your
office does maintain jurisdiction. Please clarify this contradiction of the previous
advisories.

I am hereby requesting a copy of the taped recording of the informal hearing from
October, 2002, where I clearly enumerate and discuss the issues at hand. In this tape [ am
told that the FPSC will listen but cannot do anything because the FPSC has no
jurisdiction over SUPRA Telecom. I clearly explain that the issues were totally
misrepresented by SUPRA and that the complaint was not exclusively about information
calls (411 and 555-1212) but about a lack of dial tone, about my inabilitv to make and or
receive calls for weeks on end. These issues occurred before during and after the

problems with the information call issue.

Specific to the information calls however, it is about the failure of SUPRA’s failure to
advise me until after problems arose on this one 1ssue, that if they blocked “information
calls” (which they said they could easily do but which took weeks to accomplish) that
there would not be any related issues. It was apparent that SUPRA personnel did not
understand what they were doing or how to do it. After the block was in place, I
complained about the inability to maké calls. They didn’t know why there was a
problem. SUPRA wrote numerous service tickets because I was unable to use my phone
and they just couldn’t identify the problem(s). After more than two months of muiti daily



calls to their customer service area at SUPRA (each taking more than one hour to get
through), Bell South called me and advised me that what SUPRA failed to do was to
advise me about the effects the block would have on my service. Had SUPRA told me
about the Information Call Block problems that would result, that block would never

have been requested. - O RN
RN [ \IA [_

However as discussed and written about to the FPSC, the failures in service and was not
limited to issues related to the block alone. Besides unresolved billing issues, on other
occasions there simply was no dial tone, the were issues of my inability to simply use my
phone which preceded this (411) issue. Virtually every service SUPRA promised me had
to be disconnected because it failed to work. Voice mail prevented all inbound calls as it
picked up on the first ring, on every call. When I discussed the problem with them they
told me about some codes to easily control and program the voice mail features. I
requested them but they didn’t provide them and when they finally did, NONE of the
codes worked and SUPRA staff couldn’t explain why they didn’t work. They kept giving
me different codes. With each new person I spoke to, each gave me different and
sometime contradictory information. Ultimately, after months of struggling, and many
hundreds of hours on the phone with SUPRA personnel, I quest the shut off the voice
mail simply because despite their “best’ effort, they never were able to correct the
problems. They said it could easily have been corrected but they never seemed to be able
to do it. This situation alone also went on for months. Each time there was an issue, I
would spend many hours on the phone with them only to be disconnected and having to
retell the problems to each new (well meaning but ineffective) employee. I don’t believe
there was one even service with them that didn’t have an issue pending. Their promise of
no notice in the change over, that it would be seamless was absolutely untrue. Iknew °
every day that there was a problem or I was unable to use my phones. The more SUPRA
“worked” on my problems the worse and more they got. Even call waiting didn’t work
properly. Please note: during the October recorded informal conference the primary issue
focused on by the SUPRA’s participants was the issue of the information calls.

Your latest communication focuses emphasis on the information calls despite my
previously written letters and statements and during the hearing that the information call
problem represented only a fraction of the many general problems.

In your latest communication it appears there 1s a reference to a gap of several months
where it appeared I had either accepted a settlement or ignored the situation. However, I
was in regular monthly contact with your offices both in writing and by phone with Ms.
Demello and more frequently (at least 6 times) with Noelia Santiago. What was accepted by
me from SUPRA was the offer by phone from SUPRA’S employee and discussed with
Pat Byrd, to have my bill reduced by 75% for the entire period of difficulty, because of
the extreme hardship and difficulty experienced and the total lack of SUPRA service or
follow through. When they failed to deliver on that promise too, it was suggested by a
SUPRA employee for me to not pay my bill. The employee stated, “That’s the only thing
they cared about any way”.

In your latest communication your letter states that the FPSC has jurisdiction over these
matters. I would like to know which is fact, do you or don’t you have jurisdiction. T have
been advised both ways. ‘
By the way, SUPRA is billing me as a current customer with current monthly usage
charges and is billing me for monthly service.



Please respond.

Sincerely,

Merrill Citron
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Carmen Pena .

From: Rhonda Hicks

Sent: Monday, January 27, 2003 1:39 PM

To: Carmen Pena; Bev DeMello; Richard Tudor

Cc: John Plescow; Kate Smith; Felicia Banks

Subject: RE: Follow-up to the Mel Citron Vs. Supra Telecommunications case......
Carmen, ..

S.eass make sure we see a copy of the draft as soon as it is avazlable.

————— Criginal Message-----

¥rom: Carmen Pena

Sent: Monday, January 27, 2003 1:15 PM

To: Bev DeMello; Richard Tudor; Rhonda Hicks

~c: Carmen Pena; John Plescow; Kate Smith

Subiect: Follow-up to the Mel Citron Vs. Supra Telecommunications
CASE......

Be-, Richard and Rhonda:

Tne fellowing is an update on the docket of Mel Citron Vs. Supra received from General
Counsel's Office while we were at the Bureau Meeting this morning:

2 recommendation will be written recommending this case be forwarded to DOAH.

The recommendation will be drafted by the General Counsel's Office.

|

he azttorney handling the matter is proposing to file the recc on Fepruary 6 to take
S 2003 Regular Agenda.
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ny one has concerns or objects to the proposed filing date, please let attorney

Fel-cia Banks know. II there are nc objections, then she will be filing a revised CASR
with those dates. FYI



Carmen Pena )

From: Carmen Pena

Sent: Menday, January 27, 2003 1:02 PM

To: Bev DeMello; Richard Tudor; Rhonda Hicks

Cc: Carmen Pena; Kate Smith; John Plescow; Richard Beltak
Subject: Docket No. 020119 - Mel Citron Vs. Supra Telecommunications

Bev, Richard and Rhonda:

(*This is to update you on the Mel Citron Vs. Supra Telecommunications case that went to
Agenda. )

(1) Mr. Citron faxed a letter in response tc the PAA Order issued in the above mentiocned
docket, disputing a number of facts in this case.

(2} The customer was advised by the Office of the General Ccunsel, via phone, that he

needed to file an original copy of the letter in order to be considered as filed in this
docket.

(3) In the interim, the received faxed letter has been placed in the docket file with a
memo indicating advisement to Mr. Citron.

(4) This case will be forwarded to DORH for further proceedings. FYI



Carmen Pena

From: Felicia Banks

Sent: Monday, January 27, 2003 10:06 AM

To: John Plescow; Don McDonald; Kate Smith-
Cc: Carmen Pena; Rick Moses: Beth Keating
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

I just spoke with Mr. Citron and he has advised me that he will send an original hard copy
of his protest letter to the PAA Order issued in this docket via U.S. mail this morning.

We will have to take a recommendation to agenda to recommend that this case be forwarded
to DOAH. This recc will be drafted by legal. I am proposing to file recc on 2/6 for 2/18
agenda conference. Let me know if you have any concerns about the proposed recc filing
date. If no objections, then I will be filing a revised CASR with those dates.

Thanks.

————— Original Message-----

From: Felicia Banks )

Sent: Friday, January 24, 2003 10:54 AM

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating
Subject: Docket No. 020112 (Mel Citron vs. Supra)

As you are probably aware, Mr. Citron faxed a letter to consumer affairs on January 22,
2003, in response to the PAA Order issued in the above-referenced docket, disputing a
number of facts in this case. Mr. Citron has been advised by phone that he must file an

ORIGINAL copy of this letter in order for this letter to be considered as filed in this
docket.

In the interim, the faxed letter that consumer affairs received has been placed in the
docket file with a memo indicating advisement to Mr. Citron.

I spoke with Beth Keating and she has advised me that we will be sending this case to DOAH
for further proceedings. I am still gathering information aboutr DOAH
procedures/proceedings and will let know more as the information becomes available.

Thanks.



Kate Smith

From: Felicia Banks

Sent: Monday, January 27, 2003 10:06 AM .

To: John Plescow; Don McDonald; Kate Smith
Cc: Carmen Pena; Rick Moses; Beth Keating
Subject: RE: Docket No. 020119 (Mel Citron vs. Supra)

I just spoke with Mr. Citron and he has advised me that he will send an

original hard copy of his protest letter to the PAA Order issued in this
docket via U.S. mail this morning.

We will have to take a recommendation to agenda to recommend that
this case be forwarded to DOAH. This recc will be drafted by legal. I am
~ proposing to file recc on 2/6 for 2/18 agenda conference. Let me know if
you have any concerns about the proposed recc filing date. If no
objections, then I will be filing a revised CASR with those dates.

Thanks.

----- Original Message----- "} =3lel: B & i
From: Felicia Banks o
Sent: Friday, January 24, 2003 10:54 AM

To: John Plescow; Don McDonald; Kate Smith

Cc: Carmen Pena; Rick Moses; Beth Keating

Subject: Docket No. 020119 (Mel Citron vs. Supra)

As you are probably aware, Mr. Citron faxed a letter to consumer affairs
on January 22, 2003, in response to the PAA Order issued in the above-
referenced docket, disputing a number of facts in this case. Mr. Citron
has been advised by phone that he must file an ORIGINAL copy of this
letter in order for this letter to be considered as filed in this docket.

In the interim, the faxed letter that consumer affairs received has been
placed in the docket file with a memo indicating advisement to Mr.
Citron.

I spoke with Beth Keating and she has advised me that we will be
sending this case to DOAH for further proceedings. I am still gathering
information about DOAH procedures/proceedings and will let know more
as the information becomes available.

Thanks.



State of Florida .

JHublic Serfice Commission
-M-E-M-O-R-A-N-D-U-M-

DATE: January 24, 2003

TO: Kay Flynn, Bureau Chief of Records and Hearing Services, Division of the Commission
Clerk and Administrative Services

FROM: Felicia R. Banks, Senior Attorney, Office of the General Counsel Wb

RE: Docket No. 020999-TX- Complaint of Mel Citron against Supra Telecommunications and
Information Systems, Inc. regarding quality of service.

~ Attached is a copy of the faxed letter from Mr. Mel Citron which was faxed to consumer
affairs on January 22, 2003, referencing the above-referenced docket. Mr. Citron has been advised -
by phone that an original copy needs to be filed with the Clerk’s office. A hard copy of the original
should follow.

Let me know if you have any questions.

Attachment
FRB

cc: John Plescow, Division of Consumer Affairs
Kate Smith, Division of Consumer Affairs
Don McDonald, Division of Competitive Markets and Enforcement



Merrill Citron
1300 Funston Street

Hollywood, FL 33019 AL
954-921-0287 L e
‘ o f'\ . f-/"‘af} P52
Public Service Commuission o069 99 - p F
2540 Shumard Oak Boulevard NI Rt
Tallahassee. FL 32399-0850 N CIL‘E??RW“
Regarding: FPSC 411314T R

January 16. 2003

To whom it may concern.

This is in response to vour latest communication regardmg my complamt w1th Supra

“Telecom about which Tam quite upset. =~~~ T T -

Despite all of my etforts to communicate my difficulties and problems in writing as well
as by phone, your records are apparently incomplete. This assumption is based upon the
latest communication from the FPSC. The representation of the issues does not correctly
reflect the reality, e.g. I was in constant contact with SUPRA as well as with the FPSC
for more than one year. This is overlooked. In addition, based upon the latest FPSC
communication, it appears your recommendations against my petitions ignores all of the
facts and issues brought to light in all of mv written and telephone communications to the
FPSC staff and directors regarding the failure of SUPRA to perform on their promises for
service, billing issues, and the array of service issues for which they continue to bill me.

I have done my part regarding your advisements and noted, as was told to me repeatedly,
that the FPSC **has no jurisdiction™ in these matters with SUPRA, however, [ am now In
receipt. from your offices, written communication which clearly references that your
office does maintain jurisdiction. Please clarify this contradiction of the previous
advisories.

I am hereby requesting a copy of the taped recording of the informal hearing from
October, 2002, where I clearly enumerate and discuss the issues at hand. In this tape I am
told that the FPSC will listen but cannot do anything because the FPSC has no
jurisdiction over SUPRA Telecom. I clearly explain that the issues were totally
misrepresented by SUPRA and that the complaint was not exclusively about information
calis (411 and 555-1212) but about a lack of dial tone, about my inability to make and or
receive calls for weeks on end. These issues occurred before during and after the

problems with the information call issue.

Specific to the information calls however, it is about the failure of SUPRA’s failure to
advise me until atter problems arose on this one issue, that if they blocked “information
calls™ (which thev said they could easily do but which took weeks to accomplish) that
there would not be any related issues. It was apparent that SUPRA personnel did not
understand what they were doing or how to do it. After the block was in place, I
complained about the inability to make calls. They didn’t know why there was a
problem. SUPRA wrote numerous service tickets because I was unable to use my phone
and thev just couldn’t identifv the problem(s). After more than two months of multi daily



calls to their customer service area at SUPRA (each taking more than one hour to get
through), Bell South called me and advised me that what SUPRA failed to do was to
advise me about the effects the block would have on my service. 'Had SUPRA told me
about the Information Call Block problems that would result, that block would never
have been requested. . : O A ,

‘ \ N
However as discussed and written about to the FPSC. the failures in service and was not
limited to issues related to the block alone. Besides unresolved billing issues, on other
occasions there simplv was no dial tone, the were issues of my inability to simply use my
phone which preceded this (411) issue. Virtually every service SUPRA promised me had
to be disconnected because it failed to work. Voice mail prevented all inbound calls as it
picked up on the first ring, on every call. When I discussed the problem with them they
told me about some codes to easily control and program the voice mail features. 1
requested them but they didn’t provide them and when they finally did, NONE of the
codes worked and SUPRA staff couldn’t explain why they didn’t work. They kept giving
me different codes. With each new person I spoke to, each gave me different and
sometime contradictory information. Ultimately, afler months of struggling, and many
‘hundreds of hours on the phone with SUPRA personnel, I quest the shut off the voice
mail simply because despite their “best’ effort, they never were able to correct the
problems. They said it could easily have been corrected but they never seemed to be able
to do it. This situation alone also went on for months. Each time there was an issue, I
would spend many hours on the phone with them only to be disconnected and having to
retell the problems to each new (well meaning but ineffective) employee. I don’t believe
there was one even service with them that didn’t have an issue pending, Their promise of
no notice in the change over, that it would be seamless was absolutely untrue. Iknew
every day that there was a problem or I was unable to use my phones. The more SUPRA
“worked” on my problems the worse and more they got. Even call waiting didn’t work
properly. Please note: during the October recorded informal conference the primary issue
focused on by the SUPRA’s participants was the issue of the information calls.

Y our latest communication focuses emphasis on the information calls despite my
previously written letters and statements and during the hearing that the information call
problem represented only a fraction of the many general problems.

In your latest communication it appears there is a reference to a gap of several months
where it appeared I had either accepted a settlement or ignored the situation. However, 1
was in regular monthly contact with your offices both in writing and by phone with Ms.
Demello and more frequently (at least 6 times) with Noelia Santiago. What was accepted by
me from SUPRA was the offer by phone from SUPRA’S employee and discussed with
Pat Byrd, to have my bill reduced by 75% for the entire period of difficulty, because of
the extreme hardship and difficulty experienced and the total lack of SUPRA service or
follow through. When they failed to deliver on that promise too, it was suggested by a

SUPRA employee for me to not pay my bill. The emplovee stated, “That’s the only thing
they cared about any way”.

In your latest communication your letter states that the FPSC has jurisdiction over these
matters. I would like to know which is fact, do you or don’t you have jurisdiction. Ihave
been advised both ways.

By the way, SUPRA is billing me as a current customer with current monthly usage
charges and is billing me for monthly service.

AL



Please respond.

Sincerely,

Merrill Citron



Carmen Pena

From: Felicia Banks

Sent. Friday, January 24, 2003 10:54 AM

To: John Plescow; Don McDonald; Kate Smith -
Cc: Carmen Pena; Rick Moses; Beth Keating
Subject: Docket No. 020119 (Mel Citron vs. Supra)

As yol are probably aware, Mr. Citron faxed a letter to consumer affairs on January 22,
2003, in response to the PAA Order issued in the above-referenced docket, disputing a
number of facts in this case. Mr. Citron has been advised by phone that he must file an
ORIGINAL copy of this letter in order for this letter to be considered as filed in this
docket.

In the interim, the faxed letter that consumer affairs received has been placed in the
docket file with a memo indicating advisement to Mr. Citron.

I spoke with Beth Keating and she has advised me that we will be sending this case to DORH
for further proceedings. I am still gathering information about DOAH
_procedures/proceedings and will let know more as the information becomes available.

Thanks.



Carmen Pena

From:
Sent:
To:

Cc:
Subject:

Importance:

Thank you. I

————— Original
From: Felicia
Sent: Monday,

Carmen Pena

Monday, December 08, 2002 11:42 AM
Felicia Banks

Carmen Pena

RE: Docket No. 020999 (Mel Citron vs. Supra)

High

will annotate the case file. FYI

Message--—--
Banks
December 09, 2002 11:35 AM

To: Don McDonald; Jochn Plescow
Cc: Carmen Pena

Subject: Docket No. 0209298 (Mel Citron vs. Supra)

The recommendation in the above-referenced docket will be considered at the Decé&gér 17,

A letter advising the consumer of the recc and how the consumer

can participate in the agenda as well as a copy of the recommendation has been forwarded
to the consumer and the company has been cc:.

2002, Agenda Conference.

docket,

A copy of this same letter is forthcoming to you.
consumer complaints. Thanks.

i INAL

This letter has also been filed in the

This is a new procedure regarding



John Plescow

From: Smoses@psc.state.fl.us

Sent: Wednesday, January 08, 2003 4:01 PM

To: FBANKS@psc.state.fl.us; DMCDONAL@psc.state.fl.us; JPLESCOW@psc.state.fl.us
Subject: New filing in Docket No. 020999-TX (Mel Citron et al.)

DOCKET TITLE = Complaint of Mel Citron against Supra Telecommunications and Information
Systems, Inc. regarding guality of service.
UTILITY NAME = Mel Citron (et al.)

DOCUMENT DESCRIPTION = PAA Order PSC-03-0066-PAA-TX denies consumer complaint; docket to
be closed if

order becomes final; protests due 1/29/03. (DBzP)

DOCUMENT PATH =
file://L:\PSC\LIBRARY\FILINGS\03\00230-03

L . R ;E =0 P{‘@t,, o
Document ID = 00230-03 w“[;‘:\ %Lf; 3 A= b

Document Filed 01/08/03

The filing described above is now available in PDF format, and may also be available in
WordPerfect or other formats.

To access it, click on the DOCUMENT PATH link. This will pop up a Windows Explorer window.
You will see the PDF (Adobe Acrobat) version; you will also see other versions if they
exist. Double-click on the preferred version and the document will open.

If you need to cut/paste/search in the document and find you can't, try later when the
reformatted version is available. (For more information, see PDF Tips on the How To menu.)

©,u can also go to the docket in CMS by triple-clicking on the DOCKET NUMBER, typing ctrl-
C to copy, and using the paste icon to paste the docket number into the query line in CMS.

This is an automatically generated e-mail; no response/reply is necessary.



STATE OF FLORIDA
COMMISSIONERS: _ i

LILA A. JABER, CHAIRMAN

J. TERRY DEASON

BRAULIO L. BAEZ

MICHAEL A. PALECKI
RUDOLPH “RUDY” BRADLEY

PHublic Serpice Commission

December 6, 2002

OFFICE OF THE GENERAL COUNSEL
HAROLD A. MCLEAN

GENERAL COUNSEL
(850)413-6199

Mr. Mel Citron
1300 Funston Street
“Hollywood, FL 33019

Re: Docket No. 020999-TX - Complaint of Mel Citron Against Supra
Telecommunications and Information Systems, Inc. Regarding Quality of
Service.

Dear Mr. Citron:

Enclosed is a copy of the Staff Recommendation filed in this matter on December 5, 2002.
The Commission is expected to consider this Recommendation at its December 17, 2002, Agenda
Conference which will beheld in Room 148, Betty Easley Conference Center, in Tallahassee
beginning at 9:30 a.m.

If you wish to attend, please arrive promptly at the beginning of the Agenda Conference, as
we cannot state the exact time at which this item will be heard. If you have any questions, please
contact me at (850) 413-6199.

Sincerely,
é1 oM R . Vet
Felicia R. Banks

J R 5 @3 g % A é_ Senior Attorney

FRB/js
Enclosure

cc: Ann H. Shelfer

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
An Affirmative Action/Equal Opportunity Employer
PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.il.us




State of Florida

JHublic Serorice Commission

CAPITAL CIRCLE OFFICE CENTER @ 2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850

-M-E-M-O-R-A-N-D-U-M-

DATE: DECEMBER 5, 2002

TO: DIRECTOR, DIVISION OF THE COMMISSION CLERK &
ADMINISTRATIVE SERVICES (BAYO)

FROM: OFFICE OF THE GENERAL COUNSEL (BANKS)

DIVISION OF CONSUMER AFFAIRS (PLESCOW)

DIVISION OF COMPETITIVE MARKETS AND ENFORCEMENT (MCDONALD)

RE: DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC.
REGARDING QUALITY OF SERVICE.

AGENDA: 12/17/2002 - REGULAR AGENDA - PROPOSED AGENCY ACTION -
INTERESTED PERSONS MAY PARTICIPATE

CRITICAL DATES: NONE
SPECIAL INSTRUCTIONS: NONE

FILE NAME AND LOCATION: S:\PSC\GCL\WP\020999.RCM

CASE BACKGROUND

On October 11, 2001, Mr. Mel Citron (“"Mr. Citron” or
“customer”) contacted the Division of Consumer Affairs to register
a complaint against Supra Telecommunications and Information
Systems, Inc. (Supra). This complaint was logged as Consumer
Activity Tracking System Request No. 411314T. Mr. Citron claimed
that he asked Supra to provide him with the access numbers for
programing his phone, to put a 900 call block on both his accounts
and to place a call block on both of his accounts that would not
allow calls to be completed through directory assistance.
Mr. Citron alleged that Supra told him the blocks were in place,
but he was billed for calls that should have been blocked. The
customer further alleged that he was billed by and paid both Supra
and BellSouth for the same service.



DOCKET NO. 020999-TX
DATE: December 5, 2002 ‘

Supra responded to staff’s ingquiry on November 21, 2001.
Supra indicated in its report that a credit in the amount of $25
was issued for each line for the inconvenience. As a result, the
account for telephone numbers 954-921-0287 and 954-921-0322 had a
balance of $287.02. The customer alsc had a second residence with
telephone numbers 305-932-4893 and 305-932-3546. A credit of $50
for inconvenience and $150 for misbilling were applied to this
account. Supra reported that Mr. Citron was satisfied with the
resolution for the 305 telephone numbers but not for the 954
account. Supra alleges that it is not regponsible for the calls
placed tc directory assistance wvia “555-1212" as the calls were
dialed from the customer’s home.

On February 1, 2002, staff closed the customer’s complaint.
On July 24, 2002, Mr. Citron notified staff that he was not
satisfied with the proposed resolution to his complaint by
requesting to participate in the informal conference process.

On September 11, 2002, an informal conference was held with
Mr. Citron, Supra representatives and Commission staff. During
the informal conference, Mr. Citron stated his position that Supra
was billing him for services it did not provide and that he
believed that he was due credits for these services. Supra stated
its position that it had corrected all the problems reported to it
by the customer and that it was not responsible for the directory
assistance calls made from his home. Supra declined to provide any
additional credits and stated that the customer was not paying for
the serxrvice he had and was utilizing the service. The informal
conference ended without a settlement.

The Commission has jurisdiction in this matter pursuant to
Section 364.604, Florida Statutes.



DOCKET NC. 020999-TX
DATE: December 5, 2002

DISCUSSION OF ISSUES

ISSUE 1: Should the Commission deny Complaint No. 411314T, filed
by Mr. Mel Citron against Supra Telecommunications and Information
Systems, Inc.?

RECOMMENDATION: Yes. The Commission should deny Complaint No.
4113147 filed by Mr. Mel Citron. (BANKS, PLESCOW, MCDONALD)

STAFF ANALYSIS: As stated in the Case Background, Mr. Citron stated
that he asked Supra to provide him with the access numbers for
programing his phone, to put a 900 call block on both of his
accounts and to place a call block on both of his accounts that
“would not allow directory assistance calls. However, Mr. Citron
was billed for calls that he believes should have been blocked.
The specific blocking of directory assistance calls requested by
the customer is not available. The customer wanted to block 411
and 555-1212 calls. 1In order for any local telephone company to
provide this type of block, the customer must accept a full toll
block (CREX Block). This means that no long distance call of any
kind could be placed from the blocked service. According to Supra,
once it was explained to the customer that if a full toll block was
placed on his line, it would prevent him from being able to dial
direct, use a prepaid calling card, or dial 10-10-XXX, he declined
the block.

The customer further alleged that he paid both Supra and
BellSouth for the same service. Staff contacted a BellSouth
representative and inquired as to Mr. Citron’s allegation.
BellSouth responded that it had only charged Mr. Citron for the
service that he used. When staff asked about documentation
regarding double billing, Mr. Citron failed to provide proof to
substantiate his claim of the duplicate charges of BellSouth and
Supra for the same service.

Supra also responded that it had given Mr. Citron a number of
credits totaling $250 for his inconvenience and misbilling for the
the telephone numbers at one residence, 954-921-0287 and 954-921-
0322 and telephone numbers at his second residence, 305-932-4893
and 305-932-3546. However, Supra declined to credit Mr. Citron for
directory assistance charges on his 954 account as Supra had
confirmed the calls were diqled from the customer’s home.



DOCKET NO. 020999-TX
DATE: December 5, 2002

During the informal conference, Mr. Citron indicated that he
thought that he was due more credits from Supra regarding the
directory assistance calls on his bill. However, Supra stated that
it had provided Mr. Citron with a number of courtesy and misbilling
credits in order to resolve the dispute. Hence, Supra declined to
issue any additional credits. h

Based on the information that has been provided by parties, it
appears to staff that Supra has given Mr. Citron the appropriate
credits for misbilling, as well as additional courtesy credits.
Furthermore, staff emphasizes that while Mr. Citron may have
requested call blocking for calls to directory assistance, that
type of call blocking is not available. As such, since the

information provided indicates that directory assigtance calls were
placed from Mr. Citron’s residence, staff believes Supra may
properly charge for these calls. Even though Mr. Citron may have
understood this call blocking option to be available, staff
believes that the charges are appropriate because the service was
actually used and the charge was incurred as a result. Therefore,
staff recommends that the Commission should deny Complaint No.
4113147 filed by Mr. Mel Citron.



DOCKET NO. 020999-TX
DATE: Decembexr 5, 2002 ?

ISSUE 2: Should this docket be closed?

RECOMMENDATION: The Order issued from this recommendation will
become final upon issuance of a Consummating Order, unless a person
whose substantial interests are affected by the Commission’s
decision files a protest within 21 days of the issuance of the
Proposed Agency Action Order. This docket should then be closed
upon issuance of a Consummating Order. (BANKS)

STAFF ANALYSIS: Whether staff’s recommendation is approved or
denied, the result will be a Proposed Agency Action Order. If no
timely protest to the Proposed Agency Action Order is filed within
21 days of the date of issuance of the Order, this docket should

then be closed upon issuance of a Consummating Order. ST
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Carmen Pena )

From: Carmen Pena

Sent: Tuesday, November 12, 2002 10:19 AM

To: Felicia Banks

Cc: Carmen Pena

Subject: RE: Docket No. 020899 (Mel Citron vs. Supra Telecom)
importance: High

Felicia:

Kate Smith will make the proposed changes this afternoon when she comes in.

Later the recommendation will be forwarded to Bureau Chief Rhonda Hicks, who in turn will
forward it to Mr. Richard Tudor.

I will e-mail you when the recommendation leaves my office.
_Thank you for your help.

————— Original Message-----

From: Felicia Banks

Sent: Tuesday, November 12, 2002 9:31 AM

To: Carmen Pena

Cc: Don McDonald; John Plescow

Subject: RE: Docket No. 020989 (Mel Citron vs. Supra Telecom)

Per our conversation this morning, you indicated that you had been short-staffed and
needed additional time to make changes to the above-referenced recommendation. I advised

sou that I will be out of the cffice- Wed, Thurs and Friday of this week (11/13, 11/14 and
11/15).

Please try to make the changes as soon as possible so that this recc can be circulated. I

will probably come in over this weekend so if you leave the suggested changes in my box.
I will get to it.

Thanks.

————— Original Message-----

From: Felicia Banks

Sent: Tuesday, November 05, 2002 4:18 PM

To: Don McDonald; John Plesceow; Carmen Pena

Subject: Docket No. 020999 (Mel Citron vs. Supra Telecom)

er consumer affairs' request to have additional time to review the blocking issue,
staff's recommendation in the above-referenced docket is being postponed until the next
recc filing of 11/20 for the 12/2 agenda conference. Thanks.

TARMEN/JOHN: Please go ahead and make any suggested changes to staff's recommendation and
_eave your changes in my box. I will probably come in over the weekend. Thanks.



Carmen Pena )

From: Felicia Banks

Sent: Tuesday, November 12, 2002 10:21 AM

To: Carmen Pena :

Subject: RE: Docket No. 020899 (Mel Citron vs. Supra Telecom)

ok. Thanks.

————— Original Message-----

From: Carmen Pena

Sent: Tuesday, November 12, 2002 10:19 AM

To: Felicia Banks

Cc: Carmen Pena

Subject: RE: Docket No. 020999 (Mel Citron vs. Supra Telecom)
Importance: High

Felicia:

Kate Smith will make the prb?éséd dhangésrﬁhis afternoon when she comes in.

Later the recommendation will be forwarded to Bureau Chief Rhonda Hicks, whc in turn will
forward it to Mr. Richard Tudor.

I will e-mail you when the recommendation leaves my office.
Thank you for your help.

————— Original Message-----

From: Felicia Banks

Sent: Tuesday, November 12, 2002 9:31 AM

To: Carmen Pena

Cc: Don McDonald; John Plescow

Subject: RE: Docket No. 020999 (Mel Citron vs. Supra Telecom)

Per our conversaticn this morning, you indicated that you had been short-staffed and
needed additional time to make changes to the above-referenced recommendation. I advised

you that I will be out of the office- Wed, Thurs and Friday of this week (11/13, 11/14 and
11/15).

Please try tc make the changes as soon as possible so that this recc can be circulated. I

will probably come in over this weekend so if you leave the suggested changes in my box.
I will get to it.

Thanks.

————— Original Message—--—---

From: Felicia Banks

Sent: Tuesday, November 05, 2002 4:18 PM

To: Don McDonald; John Plescow; Carmen Pena

Subject: Docket No. 020999 (Mel Citron vs. Supra Telecom)

Per consumer affairs' request to have additional time to review the blocking issue,
staff's recommendation in the above-referenced docket is being postponed until the next
recc filing of 11/20 for the 12/2 agendd conference. Thanks.

CARMEN/JOHN: Please go ahead and make any suggested changes to staff's recommendation and
leave ycur changes in my box. I will probably come in over the weekend. Thanks.



Carmen Pena )

“From: Felicia Banks

From: Felicia Banks

Sent: Tuesday, November 12, 2002 9:31 AM

To: Carmen Pena

Cc: Don McDonald; John Plescow

Subject: RE: Docket No. 020999 (Mel Citron vs. Supra Telecom)

Per our conversation this morning, you indicated that you had been short-staffed and
needed additional time to make changes to the above-referenced recommendation. I advised

you that I will be out of the office- Wed, Thurs and Friday of this week (11/13, 11/14 and
11/15).

Please try to make the changes as soon as possible so that this recc can be circulated. I

will probably come in over this weekend so if you leave the suggested changes in my box.
I will get to it.

Thanks.

————— Original Message----- 7
Sent: Tuesday, November 05, 2002 4:18 PM

To: Don McDonald; Jchn Plescow; Carmen Pena

Subject: Docket No. 020999 (Mel Citron vs. Supra Telecom)

Per consumer affairs' request to have additional time to review the blocking issue,
staff's recommendation in the above-referenced docket is being postponed until the next
recc filing of 11/20 for the 12/2 agenda conference. Thanks.

CARMEN/JOHN: Please go ahead and make any suggested changes to staff's recommendation and
leave your changes in my box. I will probably come in over the weekend. Thanks.



State of Florida

JHablic Sertice Commission

CAPITAL CIRCLE OFFICE CENTER @ 2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850

-M-E-M-O-R-A-N-D-U-M-

DATE: NOVEMBER 7, 2002

TO: DIRECTOR, DIVISION OF THE COMMISSION CLERK &
ADMINISTRATIVE SERVICES (BAYO)

=5
FROM: OFFICE OF THE GENERAL COUNSEL (BANKS) °
. DIVISION-OF CONSUMER-AFFAIRS- (PLESCOW)/ Y — —
DIVISION OF COMPETITIVE MARKETS AND ENFORCEMENT (MCDONALD)

RE: DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC.
REGARDING QUALITY OF SERVICE.

AGENDA: 11/15/2002 - REGULAR AGENDA - PROPOSED AGENCY ACTION -
INTERESTED PERSONS MAY PARTICIPATE

CRITICAL DATES: NONE
SPECIAL INSTRUCTIONS: NONE

FILE NAME AND LOCATION: S:\PSC\GCL\WP\020999.RCM

CASE BACKGROUND

On Octcber 11, 2001, Mel Citron (“Mr. Citron” or “customer”)
contacted the Division of Consumer Affairs to register a complaint
against Supra Telecommunications and Information Systems, Inc.
(Supra) . This complaint was logged as Consumer Activity Tracking
System Request No. 411314T. Mr. Citron claimed that he asked Supra
to provide him with the access numbers for programing his phone, to
put a 900 call block on his line and to place a call block on his
line that would not allow calls to be completed through directory
assistance. Mr. Citron alleged that Supra told him the blocks were
in place; but he was billed for calls that should have been
blocked. The customer further alleged that he paid both Supra and
BellSouth for the same service.

Supra responded to staff’s inquiry on November 21, 2001.
Supra indicated in its report that a credit in the amount of $25



DOCKET NO. 020999-TX »
DATE: November 7, 2002

was issued for each line for the inconvenience. BAs a result, the
account for telephone numbers 954-921-0287 and 954-921-0322 had a
balance of $287.02. The customer also had a second residence with
telephone numbers 305-932-4893 and 305-932-3546. A credit of $50
for inconvenience and $150 for misbilling were applied to this
account. Supra reported that Mr. Citron was satisfied with the
resolution for the 305 telephone numbers but not for the 954
account. Supra alleges that it is not ‘responsible for the calls

placed to directory assistance via “555-1212" as the calls were
dialed from the customer’s home.

On February 1, 2002, staff closed the customer’s complaint.

On July 24, 2002, Mr. Citron notified staff that he was not

satisfied with the proposed resolution to his complaint, by
requesting to participate in the informal conference process.

On September 11, 2002, an informal conference was held with
Mr. Citron, Supra representatives and Commission staff. During
the informal conference, Mr. Citron stated his position that Supra
was billing him for services it did not provide and that he
believed that he was due credits for these services. Supra stated
its position that it had corrected all the problems reported to it
by the customer and that it was not responsible for the directory
assistance calls made from his home. Supra declined to provide any
additional credits and stated that the customer was not paying for

the service he had and was using. The informal conference ended
without a settlement.

The Commission has jurisdiction in this matter pursuant to
Section 364.604, Florida Statutes.



DOCKET NO. 020999-TX
DATE: November 7, 2002

ISSUE 1: Should the Commission deny'bomplaint No. 4113147, filed

by Mr. Mel Citron against Supra Telecommunications and Information
Systems, Inc.?

RECOMMENDATION: Yes. The Commission should deny Complaint No.
411314T filed by Mr. Mel Citron. (BANKS, PLESCOW, MCDONALD)

STAFF ANALYSIS: As stated in the Case Background, Mr. Citron stated
that he asked Supra to provide him with the access numbers for
programing his phone, to put a 900 call block on his line and to
place a call block on his line that would not allow directory
assistance calls. However, Mr. Citron was billed for calls that
should “have been blocked. ~The customer further alleged that he
paid both Supra and BellSouth for the same service. 8Staff notes
that Mr. Citron has not provided proof to substantiate his claim of
the duplicate charges of BellSouth and Supra for the same service.

Supra responded that it had given Mr. Citron a number of
credits totaling $250 for his inconvenience and misbilling for the
the telephone numbers at one residence, 954-921-0287 and 954-921-
0322 and telephone numbers at his second residence, 305-932-4893
and 305-932-3546. However, Supra declined to credit Mr. Citron for
directory assistance charges on his 954 account as Supra had
confirmed the calls were dialed from the customer’s home.

During the informal conference, Mr. Citron indicated that he
thought that he was due more credits on his bill from Supra.
However, Supra stated that it had provided Mr. Citron with a number
of courtesy and misbilling credits in order in resolve the dispute.
Hence, Supra declined to issue any additional credits.

Based on the information that has been provided by parties, it
appears to staff that Supra has given Mr. Citron the appropriate
credits for misbilling, as well as additional courtesy credits.
Therefore, staff recommends that the Commission should deny
Complaint No. 411314T filed by Mr. Mel Citron.



DOCKET NO. 0209995-TX
DATE: November 7, 2002

ISSUE 2: Should this docket be closed?

RECOMMENDATION: The Order issued from this recommendation will
become final upon issuance of a Consummating Order, unless a person
whose substantial interests are affected by the Commission’s
decision files a protest within 21 days of the issuance of the
Proposed Agency Action Order. This docket should then be closed
upon issuance of a Consummating Order. - (BANKS)

STAFF ANALYSIS: Whether staff’s recommendation is approved or
denied, the result will be a Proposed Agency Action Order. If no
timely protest to the Proposed Agency Action Order is filed within
21 days of the date of issuance of the Order, this docket should
then be closed upon issuance of a Consummating Order. -




Carmen Pena ’

From: Felicia Banks

Sent: Thursday, October 31, 2002 10:39 AM

To: Carmen Pena -

Subject: RE: Recommendation of Mel Citron - Docket Number 020999-TX
ok. Thanks.

----- Original Message=-=---

From: Carmen Pena

Sent: Thursday, October 31, 2002 10:38 AM

To: Felicia Banks

Cc: Carmen Pena; John Plescow; Don McDonald

Subject: Recommendation of Mel Citron - Docket Number 020999-T¥X
Importance: High

Felicia:

John and I have read the draft recommendation of the docketed case belonging to Mel
Citron.

We would like to make the following suggestions:
(1) On Page 3...RECOMMENDATION: Substitute the word "dismiss” in lieu of the word "deny."

(2) In the STAFF ANALYSIS section, paragraph 3, line 4, substitute the word "to" in lieu
of the word "in."

(3) Paragraph 4, line 4, substitute the word "dismiss" in lieu of the word "deny."

We agree with everything else. FYI

ORIGINAL



Carmen Pena

From: Don McDonald

Sent: Thursday, October 24, 2002 3:00 PM
Jo: Carmen Pena

Subject: RE: Mel Citron

Thanks.

————— Original Message-----

From: Carmen Pena

Sent: Thursday, October 24, 2002 3:00 PM
To: Don McDonald

Cc: Carmen Pena

Subject: Mel Citron

Importance: High

Don:

John Plescow is on his way tc your office with the copy of the Mel Citron informal
conference recording. FYI



Carmen Pena

From: Don McDonald

Sent: Thursday, October 24, 2002 8:31 AM

To: Carmen Pena L
Subject: RE: Informal Conference-Mel Citron-CATS 411314T
Thanks.

————— Original Message-—---

From: Carmen Pena

Sent: Thursday, Octcber 24, 2002 8:31 AM
To: Don McDonald

Cc: Carmen Pena; Rhonda Hicks

Subject: RE: Informal Conference-Mel Citron-CATS 411314T
Importance: High

Don:

I will have a copy done and forwarded to you by this afternoon.

----- Original Message-----—

“rom: Rhonda Hicks

Sent: Thursday, October 24, 2002 7:41 AM

To: Carmen Pena

Cc: Leroy Rasberry

Subject: FW: Informal Conference-Mel Citron-CATS 411314T

Please handle.
————— Original Message-----
From: Leroy Rasberry
Sent: Wednesday, October 23, 2002 9:59 AM
To: Don McDonald
Rhonda Hicks
Subject: RE: Informal Conference-Mel Citron-CATS 411314T
Don,
That was handled by Rhonda Hick's group.
Rhonda,

Can you provide this information for Don?

Thanks

————— Original Message-—----

From: Don McDonald

Sent: Wednesday, October 23, 2002 8:43 AM

To: Leroy Rasberry

Subject: Informal Conference-Mel Citron-CATS 411314T

Would you provide me with a copy of the'tape concerning the above informal conference on
his complaint. I believe the conference was held on 9/11/02.
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Carmen Pena

From: John Plescow

Sent: Thursday, October 17, 2002 9:54 AM
Cc: Carmen Pena

Subject: FW: Docket 020999-TX

PYI

————— Original. Message-——---

From: Felicia Banks

Sent: Thursday, October 17, 2002 9:22 aAM
To: Don McDonald

Cc: John Plescow

Subiject: RE: Docket 020999-TX

Yes, I will be writing the recommendation.

Thursday, November 7. Thanks.
-----Original Message-----

From: Don McDonald

Sent: Thursday, October 17, 2002 9:21 AM
To: Felicia Banks

Subject: Docket 020999-TX

411l vou be writing the recommendation?

Tentatively, we are scheduled to file on
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REQUEST TO ESTABLISH DOCKET

(Please Type)
Date September 19, 2002 Docket No.
1. Division Name/Staff Name: Office of the General Counsel/F. Banks
2. OPR: F. Banks -

3. OCR: J. Plescow, D. McDonald e et

4, Suggested Docket Title: | Complaint of Mel Citron against Supra Telecommugi_ci?tipns ap.(b,lnformation
Systems, Inc. regarding quality of service eP 20 -

5. Suggested Docket Mailing List {(attach separate sheet if necessary)
A. Provide NAMES OR ACRONYMS ONLY if a regulated company.

" B. Provide COMPLETE NAME AND ADDRESS for all others. (Match representatives to companies.)

1. Parties and their representatives (if any):
Mel Citron Supra Telecommunications and Information Systems,
Inc.
1300 Funston Sireet Ann Shelfer
Hollywood, Florida 33019 Koger Center- Ellis Building
(954) 921-0287 (phone) 1311 Executive Center Drive, Suite 200
Tallahassee, Florida 32301-5027
(850) 402-0510 (phone)
2. Interested persons and their representatives (if any):

6. Check one:
Documentation is attached.

X Documentation will be provided with recommendation.

ORIGINAL

PSC\CCAO010-C (Rev 02/02)




Carmen Pena

From: Rhonda Hicks

Sent: Tuesday, September 03, 2002 8:38 AM

To: Carmen Pena; Kate Smith; John Plescow.

Cc: Bev DeMello

Subject: FW: Upcoming Informal Conferences - September 2002
fyi

————— Original Message-—----

From: Wanda Terrell

Sent: Tuesday, September 03, 2002 8:34 AM

To: Rhonda Hicks

Subject: FW: Upcoming Informal Conferences -~ September 2002

Rhonda,
FYI. See Beth's éssignmehéé below.

Linda Dodson - Sep. 5
ORIGINAL
Felicia Banks - Sep. 11 R At

————— Original Message-—--—-

From: Beth Keating

Sent: Wednesday, August 28, 2002 1:27 PM

To: Wanda Terrell

Subject: FW: Upcoming Informal Conferences - September 2002

Linda D. has Sept. 5
Felicia has Sept. 11

————— Original Message-----

From: Mary Diskerud

Sent: Wednesday, August 28, 2002 1:16 PM

To: Rhonda Hicks

Cc: Beth Keating

Subject: RE: Upcoming Informal Conferences - September 2002

I talked with Wanda and Beth would be handling this. I will forward this on to Beth also.

————— Original Message-==~--

From: Rhonda Hicks

Sent: Wednesday, Augqust 28, 2002 9:12 AM

To: Mary Diskerud

Subject: FW: Upcoming Informal Conferences - September 2002
Importance: High

Wanda is out and she usually assigns these to an attorney.

————— Original Message-----
From: Carmen Pena

Sent: Wednesday, August 21, 2002 1:26 PM

To: Rhonda Hicks

Cc: Carmen Pena; John Plescow; Kate Smith

Subject: Upcoming Informal Conferences - September 2002
Importance: High

]



Rhonda: N

The following are the informal conferences scheduled so far for the month of September
2002:

Thursday, September 5, 2002
9:30 a.m.

Telephone conference

Room 162 Betty Easley Bldg.

Assigned BCO Informal Conference Consultant: Kate Smith
Case number: 438467T

PHILLIP BROWN V BELLSOUTH TELECOMMUNICATIONS, INC.
(Telecommunication issues - Out of service, installations, etc.)

*An attorney needs to be assigned to this informal conference.*

Wednesday, September 11, 2002 @R@E%AL
- 9:30_a.m.- R - S . S

Telephone conference
Room 136 Betty Easley Bldg.

Assigned BCO Informal Conference Consultant: John Plescow
Case number 411314T

MEL CITRON V SUPRA TELECOMMUNICATIONS, INC.
(Telecommunication issues - Quality of service promised and not given, etc.)

*An attorney needs to be assigned to this informal conference.*

Thank you for your cooperation.
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Carmen Pena

From: Carmen Pena

Sent: Wednesday, August 21, 2002 1:26 PM

To: Rhonda Hicks :

Cc: Carmen Pena; John Plescow; Kate Smith

Subject: Upcoming Informal Conferences - September 2002
Importance: High

Rhonda:

The following are the informal conferences scheduled so far for the month of September
2002:

Thursday, September 5, 2002

9:30 a.m.

Telephone conference

Room 162 Betty Easley Bldg. )

" Assigned BCO Informal Conference Consultant: Kate Smith

Case number: 438467T

PHILLIP BROWN V BELLSCUTH TELECOMMUNICATIONS, INC.
{Telecommunication issues - Out of service, installations, etc.)

*An attorney needs to be assigned to this informal conference.*

Wednesday, September 11, 2002
9:30 a.m.
Teiephone conference
“~om 136 Betty Easley Bldg.
~igned BCO Informal Conference Consultant: John Plescow
~dase number 411314T
MEL CITRON V SUPRA TELECOMMUNICATIONS, INC.
{Telecommunication issues - Quality of service promised and not given, etc.)

*An attorney needs to be assigned to this informal conference.*

Thank you for your cooperation.

Sy
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STATE OF FLORIDA
COMMISSIONERS: . DrviSION OF CONSUMER AFFAIRS

LitA A. JABER, CHAIRMAN BEVERLEE DEMELLO
J. TERRY DEASON DIRECTOR
BRAULIO L. BAEZ {850)413-6100

MICHAEL A, PALECKI ToLL FREE 1-800-342-3552
RuUDOLPH “RUDY” BRADLEY

Public Serpice Qommizsion

August 21, 2002

— Certified & RegularMait

Mr. Mel Citron
1300 Funston Street
Hollywood, FL 33019 L.,
ML .E'\":; ;;’:.v:ln i
HEAY - U
Re: Informal Conference Request
PSC Inquiry No. 411314T

Mr. Mel Citron vs Supra Telecommunications, Inc.
Dear Mr. Citron:

Thank you for contacting the Florida Public Service Commission (PSC) about Supra
Telecommunications, Inc. It appears that we have been unable to resolve this case through
mediation. Therefore, we are moving to the next step in the informal conference process. Your
informal conference will be held by telephone on Wednesday, September 11, 2002, at 9:30 a.m.

On the day of the conference, I will call you at 1-954-921-0287, which is the telephone number
provided in your complaint. If this number should change or if you would like to receive the call
at another location, please notify me at least one week before the conference. Parties who wish to
participate in the conference in person should assemble in Room 136 of the Betty Easley
Conference Center. We will start promptly at 9:30 a.m.

We wish to emphasize that this process is informal and the PSC’s staff will only act as a
mediator to the discussion. We hope that both sides will participate fully and reach a fair settlement.
Both parties have a chance to participate in the decision and outcome of the complaint. We have
provided a Settlement Agreement form to the company.

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0862
An Affirmative Action/Equal Opportunity Emplover
PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.fl.us




Mr. Mel Citron
Page 2
August 21, 2002

If, however, a settlement is not reached, our staff -will prepare a recommendation to the
Commissioners on how the matter should be resolved. Please remember that the PSC must base
its decision in this matter on Florida’s rules and statutes. Also, the parties may incur additional
expenses in attending an agenda conference to defend their side of the case.

Sincerely,

~ Katherine E. Smith
Regulatory Consultant
Bureau of Consumer Qutreach

¢: Supra Telecommunications, Inc.



STATE OF FLORIDA ‘ _
COMMISSIONERS: DIVISION OF CONSUMER AFFAIRS

LiLA A. JABER, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

BRAULIO L. BAEZ (850)413-6100

MICHAEL A. PALECKI ToLL FREE 1-800-342-3552
RUDOLPH “RUDY” BRADLEY

hblic Sertice Commizsion
August 20, 2002 b gt
Certified Mail & Regular Mail Coos lomd™ (¢ peldmed
Mr. Mel Citron T %’ \_9—0 [ G

1300 Funston Street

Hollywood, FL 33019 . Kode

Re: FPSC Inquiry No. 411314T

e

Dear Mr. Citron:

This letter is a follow-up to your request for an informal conference. After reviewing your file,
I contacted Supra Communications (Supra) to discuss your complaint. My investigations shows that
your concerns appear to fall outside the jurisdiction of the Public Service Commission (PSC).

Supra is an Alternative Local Exchange Company (ALEC). In an effort to help foster
competition in the local telephone market, our Legislature decided that ALECs would not have the
same rules as the regular local telephone companies. Therefore, we do not have rules that cover
service standards by Supra or other alternate local exchange companies.

I tried unsuccessfully to call you to discuss your concerns, but your mailbox was full and
would not take any additional messages. I discussed your case with Supra at length. At this time
the company is not willing to offer any additional compensation or credits to you.

Please call me as soon as possible so that we can discuss how you may want to proceed. I look
forward to hearing from you soon. Ican bereached at 1-850-413-61035, at 1-800-342-3552 (ask for
Kate) or by e-mail at ksmith@psc.state.fl.us,

Sincerely, {

Katherine E. Smith
. Regulatory Consultant
Bureau of Consumer Information

CAPITAL CIRCLE OFFICE CENTER *2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE, FL 32399-0862
An Affirmative Action/Equal Opportunity Employer
PSC Website: http://www.floridapsc.com X internet E-mail: contact@psc.state.(l.us




FLORIDA PUBLIC SERVICE COMMISSION
INFORMAL CONFERENCE REQUEST FORM

FPSC Complaint Number: 4113147 | ‘:ﬂ
Customer’s Name: Mel Citron - LE G 12 7T ‘n
Authorized Representative: L__ rlr-—_ — L TTAIRS
Address: 1300 Funston Street

CAddress  Hollywood, FI33019
Telephone Number (voice): 954-921-0287 (Fax): 954-921-0287

E-mail address (if any):

Please address the following statements using additional pages if necessary.

Pleaseidentify the issues to be resolved, The aJ\Ud'm%+ as aq f@ 7Lz .
and s peonsed which wad 78 / oL _ohe 0M+S7aﬂcﬁ§
chacoels py gic 2f Ndmbecs. Jesspomance Qf
?mm.ﬁéc@ LA wn-\-.'.nj wasS neévec metl— +to 4SS date .

Please describe the facts that are in dispute. THhe.c 87m2an o %L@é ‘o ?@U\\&C
Cervices AS foceed to and Qs oonnsea:
THe CornQany YHd notPevdse ~ 1t St Fai/g 40O
’L.Wr—gorm. \ Nevbl futfilled =@evices

Please identify the dollar amount in dispute. 19550 A 2°

Please provi easugoestedresolutionorthereliefsoug_ht?emo\)a‘ O'E al b&&@m‘q&% PQOQH-'\‘
ond | ect Ad}\us‘\*men-l-’ 4o bitl as o:—lg‘.naﬂ a\o\)rae;-’ﬁ +o

SR POTES ANVD &Mmunica,%‘ewg (FrAcHD

\NOTICE: This form must be postmarked by August 9, 2002 . Failure to provide this information
may result in denial of the informal conference request.

PSC/CAF Form X (09/2001)



Mel Citron
1300 Funston Street

Hollywood, F1 33019
954-921-0287 7,

State of Florida Public Service Commission
Capital Circle Office Center

2540 Shumard Oak Boulevard

Tallahassee, F132399-0850

February 28, 2002
Re: FPSC Inquiry #411314T

Dear Ms. Demello;

I am writing you at the suggestion of Pam Johnson regarding my terrible experiences with Supra
Telecom.

Unfortunately, the company has failed to live up to their own promises. On numerous occasions |
was assured by Supra personnel that they would be making corrections and adjustments to my bill
for the difficulties I have been encountering for the last 14 months with their services. These
problems were supposed to have been corrected many, many times. Unfortunately, they were
never corrected without long, tedious, and protracted difficulties that I have encountered
continuously. These problems ranged from absolutely no phone service to many months of lost
calls because of malfunctioning voice mail that intercepted all of my calls on the first ring to not
having a dial tone to not being able to make calls other than to my neighbors. Some of these
problems persisted for months before ever being corrected. Many of their own personnel could
not believe what | was experiencing. After countless reassurances from Supra customer service,
that each problem had been addressed, I had the misfortune of attempting to communicate with
them that the efforts they made towards resolution had failed. Despite countless voice mail
messages no return calls were made. Only through my persistence has there ever been
communication..

As recently as last month I communicated with Pat Byrd who then sent me a fax and asked that [
contact her regarding its content. [ tried 4 times to communicate with her. Each time a voice
mail was left in her voice mail box. Each time the call went unanswered.

The problem is they offered a settlement with me and then failed to deliver. My most recent call
was to someone named Shasta in Tallahassee. I previously spoke with her on numerous
occasions regarding my problems. This time however, | was informed that the supervisor, who
wouldn’t take the time to speak with me directly, told her to tell me there was no more they
would offer. Shasta indicated that they were offering me $25.00 per line for 14 months of never
ending problems hassles and outages. 1 told her that this was an insult and that it didn’t represent
a settlement. She said if [ didn’t like it to take it up with the FPSC which is why I am writing to
you to arrange a conference hearing on the matter.

[ look forward to the opportunity of discussing my experiences with this company.

Sincerely,

Mel Citron



Voice: 954-921-0287
Fax Number: 954-921-0287
1300 Funston Street

Hollywood, FL 33019-2220

('"‘*
G

"_

Name™ Neoelia Santiag
Fax Number: (800) 5110809
Voice Number;

Date: 6/13/02

Subject: FPSC 4113147

Note: Dear Ms Santiago,

This is my fourth attempt in contacting your office via fax regarding the complaints that have been pending for
months against Supra Telecom. As discussed and requested, | am forwarding two previous bills from Supra
Telecom. inciuded in the bill are added monthy charges of more than $32.00 for interest and late fees. They have
been assesing these added charges per month despite the fact that they have failed to do anything as promised.

- Please contact me upon receipt either by mail or phone to confirm your receipt of this information. | am still

uninformed of the disposition of the complaint.

As mentioned, they indicaterd to me they would be making an adjustment of about 75% to the bills for their failure
to perform their promises for service and for failure fo live up to their advertising. Anything that has ever been
corrected on my service is because of the many hundreds of hours i spent trying to get them to do things right.
Many times it required 10 to 15 calls just to speak to the correct party only to have them fail to act and requiring me
to start over.

In addition, | mentioned the letter sent

to Ms Demello on February 28, 2002 about these same issues and their now offer of $25.00/ line which is not
acceptible. We are talking about 16 months of literal HELL that | went through because of their lack of customer
service or interest and their failure to live up to any of their promises whether verbal or in print.

This matter has been going on for more than 16 1/2 months.

Thank you for your continued support and interest.

Mel Citron



Voice: 954-921-0287
Fax Number: 954-921-0287

1300 Funston Street
Hollywood, FL 33019-2220

2

Name: Noelia J.
Fax Number: (800) 5110809
Voice Number:

Data: 5/9/02

Subject: FPSC Inquiry #411314T

Note: Dear Ms. Santiago,

As you requested, | am forwarding these current copies of the Supra Telecom Bills received. As discussed they
contain errors. In addition, there is approximately $32/month in late fees and interest charges added to my bill. As
mentioned, | discussed with them, and they indicated they would provide a 75% cost removal for the, now more
than 16 months, difficulties and non services for this period. To date however, this has not happened. They only
‘now offer $§25.00 per line to me and which is a totally unacceptible to me as | am sure it would be to you too. They
solved nothing without my spending hundereds of hours with them on the phone. They never returned calls, and
they never got anything done without my making 10 or 15 calls to them alerting them of their failure to perform as
they promised.

As mentioned, on February 28, 2002, | addressed a letter to Ms. Demello regarding these matters, as well as, their
failure to live up to any of their promises.
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July 25 2002, 00:16 PM

STATE OF FLORIDA To:

Supra Telecommunications

850-402-0522

- FROM:

PUBLIC SERVICE COMMISSION Carmen Pena
Voice: 850-413-6109

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, F1. 32399-0850

Fax: 850-413-6362

ORIGINAL RE:

Informal Conference Request FPSC
Inquiry No. 411314T

Notes:

Attention: Ann Shelfer

This is an acknowledgement letter regarding Informal Conference Request FPSC Inquiry No.
411314T with Form X included.

Note: Total pages 4 including cover sheet

Thanks.




STATE OF FLORIDA
COMMISSIONERS: DIvisioN OF CONSUMER AFFAIRS

L1LA A. JABER, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

BRAULIO L. BAEZ (850)413-6100

MICHAEL A. PALECKI TOLL FREE 1-800-342-3552
RUDOLPH “RUDY” BRADLEY

Hublic Serfice Qommission

July 25, 2002

Certified and Regular Mail

Mr. Mel Citron SRIGINAL

1300 Funston Street
Hollywood, F1. 33019- 2220

Re: Informal Conference Request
PSC Inquiry No. 411314T

Dear Mr. Citron:

Thank you for contacting the Florida Public Service Commission (PSC) about Supra
Telecommunications. We appreciate the opportunity to help you.

In accordance with Commission Rule 25-22.032(8), Florida Administrative Code, you must
complete the attached PSC/CAF Form X, and return it to the Commission within 15 days from the
date of this letter. If the compieted Form X is not postmarked by August 9, 2002, which is 15
days from the date of this letter, your informal conference request will be denied.

The Director of the Division of Consumer Affairs (the Director) will review your Form X and
recommend if an informal conference should be granted. In the event that the conference is
granted, a staff member will be assigned to your case, and he/she will contact you.

If the Director finds that your case has no basis upon which relief may be granted, a
recommendation will be made to the Commissioners to dismiss the complaint. You will be notified
in writing about this decision.

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0862
An Affirmative Action/Equal Opportunity Employer
PSC Website: http://www.floridapsc.com Internet F-mail: contact@psc.state.fl.us




Mel Citron
Page 2
July 25, 2002

I hope this information is helpful. If you have any questions, please contact me at 1-800-342-
3552, by toll-free fax at 1-800-511-0809, or by e-mail at cpena@psc.state.fl.us.

Sincerely,

Carmen R. Pefia
Regulatory Program Administrator
Bureau of Consumer Outreach

CRP:njs

Attachment o ~ ’
LTILARR A

i

c: Supra Telecommunications



FPSC Complaint Number:

Customer’s Name:

Authorized Representative:

Address:

Address:

Telephone Number (voice):

E-mail address (if any):

FLORIDA PUBLIC SERVICE COMMISSION
INFORMAL CONFERENCE REQUEST FORM

411314T

TR IRE AT
Mel Citron SRR 3& B
1300 Funston Street
Hollywood, F133019

954-921-0287 (Fax): 954-921-0287

Please address the following statements using additional pages if necessary.

Please identify the issues to be resolved.

Please describe the facts that are in dispute.

Please identify the dollar amount in dispute.

Please provide a suggested resolution or the relief sought.

\NOTICE: This form must be postmarked by August 9, 2002 . Failure to provide this information
may result in denial of the informal conference request.

PSC/CAF Form X (09/2001)



STATE OF FLORIDA
COMMISSIONERS: DivisioN OF CONSUMER AFFAIRS

LiLA A. JABER, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

BRAULIO L. BAEZ (850) 413-6100

MICHAEL A. PALECK!I ToLL FReE 1-800-342-3552
RUDOLPH “RUDY” BRADLEY

JHublic Serpire Uommiszsion

July 25, 2002

N Ee?t?'t;j}iéd and Regular Mail

ORIGIEA]

wr

Mr. Mel Citron
1300 Funston Street
Hollywood, F1. 33019- 2220

Re: Informal Conference Request
PSC Inquiry No. 411314T

Dear Mr. Citron:

Thank you for contacting the Florida Public Service Commission (PSC) about Supra
Telecommunications. We appreciate the opportunity to help you.

In accordance with Commission Rule 25-22.032(8), Florida Administrative Code, you must
complete the attached PSC/CAF Form X, and return it to the Commission within 15 days from the
date of this letter. If the completed Form X is not postmarked by August 9, 2002, which is 15
days from the date of this letter, your informal conference request will be denied.

The Director of the Division of Consumer Affairs (the Director) will review your Form X and
recommend if an informal conference should be granted. In the event that the conference is
granted, a staff member will be assigned to your case, and he/she will contact you.

If the Director finds that your case has no basis upon which relief may be granted, a
recommendation will be made to the Commissioners to dismiss the complaint. You will be notified
in writing about this decision.

CAPITAL CIRCLE OFFICE CENTER © 2540 SHUMARD OAK BOULEVARD ¢ TALLAHASSEE, FL. 32399-0862
An Affirmative Action/Equal Opportunity Emplover
PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.fl.us




Mel Citron
Page 2
July 25, 2002

T'hope this information is helpful. If you have any questions, please contact me at 1-800-342-
3552, by toll-free fax at 1-800-511-0809, or by e-mail at cpena@psc.state.fl.us.

Sincerely,

QR Pz

Carmen R. Pefia
Regulatory Program Administrator
Bureau of Consumer Qutreach

Attachment

PRIGINAL

¢: Supra Telecommunications



FLORIDA PUBLIC SERVICE COMMISSION
! INFORMAL CONFERENCE REQUEST FORM

FPSC Complaint Number: 4113147
Customer’s Name: Mel Citron MR R ;‘5\ H,

Authorized Representative:

Address: 1300 Funston Street
Address: Hollywood, F1 33019
Telephone Number (voice): 954-921-0287 (Fax): 954-921-0287

E-mail address (if any):

Please address the following statements using additional pages if necessary.

Please identify the issues to beresolved.

Please describe the facts that are in dispute.

Please identify the dollar amount in dispute.

Please provide a suggested resolution or the relief sought.

\NOTICE: This form must be postmarked by August 9, 2002 . Fuailure to provide this information
may result in denial of the informal conference request.

PSC/CAF Form X (09/2001)



Carmen Pena

From: Pamela Johnson
Sent: Wednesday, July 24, 2002 3:23 PM
To: Carmen Pena

COMPLAINT 411314T IS A INFORMAL CCONF. CASE

RERIR AL



Monday. July 22, 2002 11:04 PM To: Ms. Bev deMelio From. , 954-921-0287 Page 1of1

Merrill Citron
Voice: 954-921-0287

Fax Number: 954-621-0287 O R l G \ N A L

1300 Funston Street
Hollywood FL 33019 2220

ﬁ ”-\‘\ E 'lr ¥ " ,
i.': |-I —_ " .
fi r‘*l o
Name: Ms. Bev deMello I: ] U' JUL 5o e |
- ¢33 oz vy :7/22/02
Fax Number: (800) 5110809 ‘ : L 3 07 R Date
Voice Number: , l :

| COMSIVER Atsrme |

Subject: FPSC 411314T mediation request
_Note: Dear Ms. delMeilo,

After five attempts to contact your office, as a follow to Ms. Santiago, regarding numerous complaints pending for
months against Supra Telecom. | am again writing to you.

As discussed and requested by Ms. Santiago, | forwarded copies of some previous bills from Supra Telecom.
Included in the bills are charges for interest and late fees. They have been assessing these additional charges each
month while | have been waiting for resolution to these issues despite the fact that they have failed to do any of the
things they promised.

| was informed by Ms, Santiago that Supra advised your offices that the matter had been resolved. A surprise to me.

As explained to Ms. Santiago, they never contacted me regarding the changes made from the their settiement offer,
an adjustment of 75% to the bills, due to their failure to perform any of their promised services and for failure to live
up to their advertising. Everything ever corrected with my service was because of the many hundreds of hours
personally spent trying to get them to do things right. Many times it required 10 to 15 calls just to speak to to
someone only to have them fail to followup which then resulted in my having to start over.

In addition, | previously mentioned this in a letter sent to your attention in February, 2002 about the revised,
unsatisfactory, offer of $25.00/ line which is not acceptible. We are talking about more than 16 1/2 months of literal
HELL that | went through because of Supra’s lack of customer service, their failure to live up to any of their
promises verbal and print and their most recent advisory that as a Supra Telecom DSL service would not be
available despite their verbal and written statements (in ads, online, and on TV) that changing to Supra would
provide the same quality and service as being with Beil South.

Thank you for your continued support and interest.

Mel Citron



Wednesday, July 17, 2002 831 AM To: Neoeha Santiago From: , 954-921-0287 Page. 1 of 1

Merrill Citron
Voice: 954-921-0287

Fax Number: 954-921-0287 - s Zl-\-\
1300 Funston Street O R l U l Nl \ L

Hollywood, FL 33019-2220  _

- \'
1o 2 !

Name: Neoelia Santiag A U -
X Dafe" 7/17/02
Fax Number: (800) 5110809 L 3a e
Voice Number: ittt e %A
P Cu"f Divanid AFCARS

Subject: FPSC 411314T

Note: Dear Ms Santiago,

This is my fifth attempt in contacting your office by both voice or fax regarding the complaints that have been
pending for months against Supra Telecom.

As discussed and requested, | have forwarded previous bills from Supra Telecom. Included in the bill are additional
monthy charges for interest and late fees. They have been assesing these added charges each month we have been
waiting despite the fact that they have failed to do anything as promised.

Please contact me upon receipt either by mail or phone to confirm your receipt of this information. | am still
uninformed of the disposition of the complaint.

As mentioned, they indicated to me they would be making an adjustment of about 75% to the bills for their failure to
perform their promises for service and for failure to live up to their advertising. Anything that has ever been
corrected on my service is because of the many hundreds of hours | spent trying to get them to do things right.
Many times it required 10 to 15 calls just to speak to the correct party only to have them fail to act and requiring me
to start over.

In addition, | mentioned the letter sent

to Ms Demello in February, 2002 about these same issues and their now offer of $25.00/ line which is not acceptible.
We are talking about 16 1/2 months of literal HELL that | went through because of their lack of customer service or
interest and their failure to live up to any of their promises whether verbal or in print.

This matter has been going on for more than 17 1/2 months.

Thank you for your continued support and interest.

Mel Citron



Commissioners:

LILA A. JABER, CHAIRMAN
J. TERRY DEASON
BRAULIO L. BAEZ
MICHAEL A. PALECKI
RUDOLPH “RUDY” BRADLEY

STATE OF FLORIDA

BEVERLEE DEMELLO
DIRECTOR

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

Public Serbice Commission

February 4, 2002

Mr. Mel Citron
1300 Funston Street
- —-Hollyweod, FL.330619- - -

RE: FPSC Inquiry #411314T
Dear Mr. Citron:
This is a response to your communications with the Florida Public Service Commission
(PSC) concerning Supra Telecommunications.

A review of the information developed in our investigation indicates that a company
representative has been in touch with you and that the matter appears to be resolved.

If this is not the case, or if you have additional questions with which I can be of assistance,
please contact me toll free at 1-800-342-3552, by toll free fax at 1-800-511-0809, or by e-mail at
nsantiag@psc.state.fl.us.

Sincerely,

Noelia J. Santiago
Regulatory Specialist It
Division of Consumer Affairs

NJIS:ewe

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE. FL 32399-0850
An Aflirmative Action/Equal Opportunity Emplover
PSC Website: http://www.floridapsc.com . i

Internet E-mail: contact@psc.state.fl.us

DIVISION OF CONSUMER AFFAIRS



Angie Hashisho

From: Stephens, Shasta [Shasta.Stephens@stis.com]
Sent: Wednesday, November 21, 2001 5:07 PM -
To: 'pscreply@psc.state.fl.us '

Cc: Miriki, Dakore; Issues, Resolution Desk
Subject:

Final Response to Request No. 411314T-Meli Citron

This is in response to the above request. Mr. Citron stated in his
complaint that he was not provided an access number and that blocks were not
applied to his account. The customer's access number issue has been
resolved. We have also placed a block on the requested lines. We have
issued him a $25 credit for each line for his inconvenience. As a result,
his account with numbers 954/921-0287 & 954/921-0322 has a balance of
$287.02 ($50 credit for 2 lines @$25 each and $61.60 credit for 411 calls).
The other account with numbers 305/932-4893 and 305/932-3546 has been credit
$50 (2 lines @$%$25 each) and an approximate amount of $150 for misbilling.
The customer is satisfied with the 305 numbers but is not satisfied with the

—eredits issued to the 954 numbers. Supra does not believe it -is responsible -

for the 555-1212 calls that were placed at the customer's premise.

If you have any questions, please contact me.

Thanks,
Ann Shelfer
V.P. - Public Policy Advccate
Supra Telecom
0/402-0510

ORIGINAL



Angie Hashisho L - 0?0 DF) v/'S

From: Stephens, Shasta [Shasta.Stephens@stis.com]
Sent: Thursday, November 01, 2001 3:46 PM

To: 'pscreply@psc.state.fl.us '

Ce: Miriki, Dakore; Shelfer, Ann; Issues, Resolution Desk
Subject:

411314T-Mel Citron

This is an interim response to the above request. Supra respectfully asks
for an additional 20 days to resolve this complaint. We are waiting on
account information from Mr. Citron's long distance provider. Your
consideration in this matter would be greatly appreciated.

If you have any questions, please contact me.

Thanks,

Shasta M Stephens

“TRegulatory Specialist ) e
Supra Telecom

402-0510



Request No., 399968T Name

CITRON ,MEL MR.

Business Name

Consumer Information

Name: MEL CITRON

Business Name:

Svc Address: 1300 FUNSTON STREET

County . Broward Phone: (954)-921-0287
City/Zip: Hollywood / 33019-
Account Number:

Ca}ler's Name: MEL CITRON

Mailing Address: 1300 FUNSTON STREET

City/Zip: HOLLYWOOD ,FL 33019-

Can Be Reached:

E~-Tracking Number:

Florida Public Service

Commission - Consumer Request
2540 Shumard Oak Boulqvard

. Tallahassee, Florida 32399 |

850-413-6100 |

Utility Information
Company Code: TX088 ‘
Company: SUPRA TELECOMMUNICATIONS AND

Attn. !
|

Response Needed From Company? N

Date Due: 08/23/2001 ‘
Fax: 402-0522 R

PSC Information

Assigned To: ANJANA KAMBO

Entered By: AK
Date: 08/23/2001
Time: 11:31
Via: PHONE
Prelim Type:

PO:

Disputed Amt:

0.00

Interim Report Received: / /

!/
Reply Received Timely/Late: T ‘

Reply Received:

Informal Conf.: N

Supmntl Rpt Req'd:

i

Certified Letter Sent: /

Certified Letter Rec'd:

/

/

/

Closed by: axk
Date: 08/23/2001

Closeout Type:

CI-02

Apparent Rule Violation: W

WARM TRANSFER Customer says he had been having problems with the service for over 6 months during which time

he tried to contact the company at least a 100 times. Customer says his voiceimail comes on the first ring
instead of on the ninth and he has problems with local and long distance service.

|
!
|
|
|

equest No. 399968T Name CITRON

MEL MR.

Business Name 1

JAGE NO: 1




FLORIDA PUBLIC SERVICE COMMISSION
INFORMAL CONFERENCE REQUEST FORM

NL A L
UI\L N -i\lilp—\
rr‘_;‘* S
| ) EG [E [
FPSC Complaint Number: 411314T :l
] i .
Customer’s Name: Mel Citron ul AUG 12 T '\ «
|
Authorized R tative: ' TN T AEFAIRS
uthorized Representative i__nr o ' AFFAIRS
Address: 1300 Funston Street
Address: Hollywood, F1 33019
Telephone Number (voice): 954-921-0287 (Fax): 954-921-0287

E-mail address (if any):

Please address the following statements using additional pages if necessary.

Pleascdentify the issues to be resolved, Tple agtf\uﬁmerﬂ“ al ax3 fﬂfd TLZ
and as pceonsS whidh wal 78 /7 oI $he owTSTand j
rhacae'e p/f gl 2f AdMPersS . “Yestorman e oS

-«

omm-‘gﬁé@ 1 w:-rhnq was neves met— 1o thS dlate .

Please describe the facts that are in dispute. The.c ’6”\9&«!’\4 _@L eé 473 :PCOU\A{,
Cervices AS poceed b an nased .
THe ConQany Hid not-Tecle ~angd st fCatlg +o
’|:7@<“~§0r"m. V Neve . Faifilled 5@(’\!\(,%

Please identify the dollar amount in dispute. 155 QQ —

Please prov1?e a sugoested resolution or the relief sought?&" oval O'P al) H'e/ CLL‘QVO\P/S, P@’)ﬁ/

\ud‘n\%“l" 4+ bl as or—caw\&a

Rf POTES ANVD g&mmunfca‘l(—fbwg FTTACHED

\NOTICE: This form must be postmarked by August 9, 2002 . Failure to provide this information
may result in denial of the informal conference request.

PSC/CAF Form X (09/2001)



Mel Citron
1300 Funston Street -
Hollywood, F133019
954-921-0287 r

State of Florida Public Service Commission
Capital Circle Office Center

2540 Shumard Oak Boulevard

Tallahassee, F1 32399-0850

February 28, 2002
Re: FPSC Inquiry #411314T

Dear Ms. Demello;

I am writing you at the suggestion of Pam Johnson regarding my terrible experiences with Supra
Telecom.

Unfortunately, the company has failed to live up to their own promises. On numerous occasions 1
was assured by Supra personnel that they would be making corrections and adjustments to my bill
for the difficulties I have been encountering for the last 14 months with their services. These
problems were supposed to have been corrected many, many times. Unfortunately, they were
never corrected without long, tedious, and protracted difficulties that I have encountered
continuously. These problems ranged from absolutely no phone service to many months of lost
calls because of malfunctioning voice mail that intercepted all of my calls on the first ring to not
having a dial tone to not being able to make calls other than to my neighbors. Some of these
problems persisted for months before ever being corrected. Many of their own personnel could
not believe what I was experiencing. After countless reassurances from Supra customer service,
that each problem had been addressed, 1 had the misfortune of attempting to communicate with
them that the efforts they made towards resolution had failed. Despite countless voice mail
messages no return calls were made. Only through my persistence has there ever been
communication..

As recently as last month I communicated with Pat Byrd who then sent me a fax and asked that
contact her regarding its content. I tried 4 times to communicate with her. Each time a voice
mail was left in her voice mail box. Each time the call went unanswered.

The problem is they offered a settlement with me and then failed to deliver. My most recent call
was to someone named Shasta in Tallahassee. 1 previously spoke with her on numerous
occasions regarding my problems. This time however, I was informed that the supervisor, who
wouldn’t take the time to speak with me directly, told her to tell me there was no more they

would offer. Shasta indicated that they were offering me $25.00 per line for 14 months of never
ending problems hassles and outages. 1 told her that this was an insult and that it didn’t represent
a settlement. She said if I didn’t like it to take it up with the FPSC which is why I am writing to
you to arrange a conference hearing on the matter.

I look forward to the opportunity of discussing my experiences with this company.

Sincerely,

Mel Citron



Voice: 954-921-0287
Fax Number: 954-921-0287
1300 Funston Street

Hollywood, FL 330192220 C ST A

Name: Neoelia Santiag
Fax Number: (800) 5110805

Voice Number:

Taate: 6/13/02

Subject: FPSC 4113147

Note: Dear Ms Santiago,

This is my fourth attempt in contacting your office via fax regarding the complaints that have been pending for
months against Supra Telecom. As discussed and requested, | am forwarding two previous bills from Supra
Telecom. Inciuded in the bill are added monthy charges of more than $32.80 for interest and late fees. They have
been assesing these added charges per month despite the fact that they have failed to do anything as promised.
Please contact me upon receipt either by mail or phone to confirm your receipt of this information. | am still
uninformed of the disposition of the complaint.

As mentioned, they indicaterd to me they would be making an adjustment of about 75% to the bills for their failure
to perform their promises for service and for failure to live up to their advertising. Anything that has ever been
corrected on my service is because of the many hundreds of hours i spent trying to get them to do things right.
Many times it required 10 to 15 calls just to speak to the correct party only to have them fail to act and requiring me
to start over.

In addition, | mentioned the letter sent

to Ms Demello on February 28, 2002 about these same issues and their now offer of $25.00/ line which is not
acceptible. We are talking about 16 months of literal HELL that | went through because of their lack of customer
service or interest and their failure to live up to any of their promises whether verbal or in print.

This matter has been going on for more than 16 1/2 months.

Thank you for your continued support and interest.

Mel Citron



CoT Voice: 8564-921-0287
Fax Number: 954-921-0287

1300 Funston Street RN
Hollywood, FL 33019-2220 O E o

Name: Noelia J.
Fax Number: (800) 5110809
Voice Number:

Tata: 5/9/02

Subject: FPSC Inguiry #411314T

Note: Dear Ms. Santiago,

As you requested, | am forwarding these current copies of the Supra Telecom Bills received. As discussed they
contain errors. In addition, there is approximately $32/month in late fees and interest charges added to my bill. As
mentioned, | discussed with them, and they indicated they would provide a 75% cost removal for the, now more

_ than 16 months, difficulties and non services for this period. To date however, this has not happened. They only

now offer $25.00 per line to me and which is a totally unacceptible to me as | am sure it would be to you too. They
solved nothing without my spending hundereds of hours with them on the phone. They never retumed calls, and
they never got anything done without my making 10 or 15 calls to them alerting them of their failure to perform as
they promised.

As mentioned, on February 28, 2002, | addressed a letter to Ms. Demello regarding these matters, as well as, their
failure to live up to any of their promises.



