
TO: 

M E M O R A N D U M  

April 9 ,  2 0 0 3  

DIVISION OF THE COMMISSION CLERK AND ADMINISTRATIVE 
SERVICES 

FROM : OFFICE OF THE GENERAL COUNSEL (BANKS) 

RE : DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST 
S U P R a  TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC. 
REGARDING QUALITY OF SERVICE. 

Please p lace  in docket file and send to DOAH. Thank you. 
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Request No . 411314T Name MEL CITRON Business Name 

ySent to Agenda: Florida Public Service Consumer Information 
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 Tallahassee, Florida 32399 
Form X Received Late: N 850-413-6100Svc Address: 1300 FUNSTON STREET 

Phone: (954) -921-0287 

Can Be Reached: Mediation Settlement Deadline: / / 

Mediation Analyst: KATE SMITH 
City/Zip: Hollywood / 33019­

Pre. Conf. Sett. Amount: 0 . 00 
D~te Transferred to BCO: 07/24/2002 

Pre. Conf. Settement: N 

Date Received by BCO: 07/24/2002 Informal Conference Deadline: / / 

Suspense Date: 03/10/2002 Informal Conf . Sch.: Y Conference Analyst: JOHN PLESCOW 

Date of Informal Conference: 09/11/2002Utility Information 
0.00 Informal Conf. Settement: NInformal Conf. Sett. Amount: 

Company Code: TX088 
Informal Conf. Resolve: y Conf. Closed Date: 12/05/2002 

Company: SUPRA TELECOMMUNICATIONS AND 
0 . 00 

Attn. Ann She1fer411314T 
Post Conf. Sett. Amount: 

Post Conf . Settement: 

Customer states that he has asked company to provide him with the access numbers for progr aming 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 n o t 
taking over two lines service when promised. Customer stat~s 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. 

~r.J" ~[~H\ ~ l\ ~ Case taken by Pamela Duck ~ I , . .<, Hit,?, I: H~ 1.<1. It . 
\ ' " r " . " FAX# 850-413-7168 

.equest No . 411314T Name MEL CITRON Business Name _______________________ 
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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 ACCOUNT 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 

1 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 c u stomer states he has been without 

proper service for months. The credit offered is not sufficient to the customer. The customer s tates the company t e ll s 

him or the PSC one thing and does something entirely different. Will ask Pam Johnson t o 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 i ndicated that Mr. Citron was 

offered credits of $150 for billing errors and another credit was issued for $61.00 . Ms. Shelfer also advised t hat 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 . pjohnson 


2/28/2002 - I spoke with Mr. Citron and he indicated that he is not satisfied with the resolution or the offer fr om the 

company . 

3/2/2002 - Received the following e-mail from Supra Telecommunications (pjohnson) : 


.', r :-, n "~ R f\C ! ~ ~.Pam, ( ) r; ,J: r ~:~ ': 'i ~~.l~ ~ , 
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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 ana~yst. 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 InformaJ 
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 a n 

informal conference. A copy of the e-mail has been placed in the file. Carmen Pena - Supervisor Bureau of Consumer 

Outreach 


July 24, 2002: FAXED TO THE COMPANY: DUE TO THE CUSTOMER'S INFORMAL CONFERENCE REQUEST, PLEASE DO NOT TAKE COLLECTI ON 
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 

equest No. 4113l4T Name MEL CITRON ---------------- ~~~---- Business Name C~r- '\ Bcn~~ .Al 
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and the company regarding this case . Carmen Pena - 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 Pena - 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 Pena - 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 in 
a timely manner as the envelope has been postmarked by the post office on August 8, 2002. This case will be forwarded t o 
Kate Smith to begin the mediation stage of the informal conference process. Carmen Pena - 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 . He wants 
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. I 
will follow up with him as soon as I hear from Supra. KSmith 

August 19, 2002: I called Supra and spoke with Ann Shelfer. Supra is not willing to do anything more and is ready to g o 
forward with the informal conference. I tried to reach the customer, but had to leave a message. I got an intercept 
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 f o rwa rd 
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 
b e sending him a letter with the date of the informal conference. He thanked me for my help and we ended the call. 
KSmith 

(. "'1 r.n~ ,~ ~ ~e !.~, h 
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KSmithAugust 21, 2002: Letter sent to the customer and Supra notifying them of the informal conference date . 

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 
Pena - 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 Pena - 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 Pena - Supervisor Bureau of Consumer 
Outreach 

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 Pena - 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 Pena - 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 Pena - Supervisor 

INovember 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 Pena - Supervisor Bureau of Consumer Outreach 

November 20, 2002: A second CASR Revision has been done because staff needs additional time to prepare its 
irecommendation, 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 Pena - 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 

equest No. 411314T Business Name _ 
Name MEL CITRON ,. '0 r~ ~ (~R tv il Ii 

'AGE NO: 5 . ". 1: . 1 /': ..~ {,h-~~. 



---------------- ---------------------------- ------------------------------------

scheduled to go t o the regular Agenda Conference on December 17, 2002 as Item number 26. Carmen Pena - Superviso r Bu r eau 
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 t o 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 
Pena - 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 
I 

1---------
IThe filing described above is now available in PDF format, and may also be available in WordPerfect or other formats. 

To access it , c lick on the DOCUMENT PATH link . This will pop up a Windows Explor er 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 d ocument 
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. 

)f' il r, t ;~ rr~~ .i'~, ~ 
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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 is~ued today denying Mr. Citron's complaint. Carmen Pefia ­
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 

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 Pefia - Supervisor Bureau of Consumer Outreach 

Request No. 411314T Name MEL CITRON 
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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 Pena - 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 Pena - 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. Pena. A copy of the routing slip and the adjusted rec has been placed in the file for 
documentation purposes. Carmen Pena - 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 Pena - 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 (954) 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 Pena - Supervisor Bureau of Consumer 
Outreach 

.'. ~ I<~ ~ f~ nfi\~ A~.. 
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April 7, 2003: At approximately 1:11 p . m. we received a request from attorney Felicia Banks indicating to BeO 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 pse 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 Pena - 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 FPSe. 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. Beo 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 Outreach 

O~~~JGINAL 
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Carmen Pena 1 

From: 
Sent: 
To: 
Subject: 

Paul Lowery 
Tuesday, April 08, 2003 12:06 PM 
Rhonda Hicks; Carmen Pena; Kate Smith; John Plescow 
RE: Public Records REquest re: Docket No, 020999-TX, Me1 Citron v Supra 

Importance: High 

I f  more t i m e  i s  needed, tomorrow by 5pm is ok. Thanks! 

----- Original Message----- 
From: Rhonda H i c k s  
S e n t :  Tuesday, A p r i l  08,  2003  12:05 PM 
To: Carmen Pena; Kate Smith; John Plescow 
Cc: Paul  Lowery 
Subject: FW: Public Records REquest r e :  Docket No. 020999-TX, Me1 Citron 
v Supra 
Importance: High 

Please see below. 

----- Original Message----- 
From: Paul  Lowery 
Sent: Monday, A p r i l  07, 2 0 0 3  4 : 4 3  FM 
To: Rhonda H i c k s  
C c :  Richard Tudor 
S u b j e c t :  !iW: Public Records REquest re: Docket No. 020999-TX, Me1 Cit ron  
v Supra  
Importance: High 

Public Records request. 

Note: Case 411314T i s  an Informal Conference Case that falls within the scope 3f zhe 
reques t  (below). I ' l l  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 : 0 6  PM 
To: P a u l  Lowery 
S u b j e c t :  FW: PuDlic Records REquest r e :  Docket No. 020999-TX, Me1 C i t r o n  
v Supra  

----- Original Message----- 
From:  Lee Fordham 
S e n t :  Friday, April 04, 2003 9:33  AM 
To: Mary Bane; Yarold McLean; Walter D'Haeseleer; Blanca Bayo; Hong 
Wang; Mary Anne I l e l ton ;  J a c k i e  Gilchrist; Bev DeMello; Felicia B a n k s  
S u b j e c t :  Public Records REquest re: Doc.ket No. 020999-TXf Me1 C i t r o n  17 

Supra 

We have  rece ived  from Me1 Citron a request f o r  the following: 

' I  . . . a complece and accurate copy of the recorded pre l iminary  hearing heid 3n o r  around 
Qctober, 2002 by telephone." 

1 



He also requests: 

I' . . . a copy of all communications (including supporting documentation) submitted by 
Supra Telecommunications and Information Systems, I n c .  t o  t h e  Florida Public Service 
Commission r e l a t i v e  to the complainant." 

If you have information responsive to this request, please l e t  m e  know by close o f  
business on Wednesday, A p r i l  9 ,  SO t h a t  we may respond to this request. Thanks. 

Lee Fordham 
S e n i o r  Attorney 
email: cfordham@psc.state.fl.us 
o f f i c e :  (850)413-6226 
FAX: ( 8 5 0 )  413-6227 

I 
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. 
Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Felicia Banks 
Tuesday, April 08, 2003 9:05 AM 
Carmen Pena 
Kay Flynn; Don McDonald; John Plescow; Kate Smith 
Docket No. 020999 (Me1 Citron vs. Supra) 

P e r  our conversa t ion ,  p l e a s e  forward a copy of any and a11 of t h e  documents t h a t  have been 
p laced  o r  included i n  t h e  above-referenced f i l e .  I - am i n  rece ip t  of t h e  Form X ( Informal 
Conference Request Form) and a copy of t h e  tape f o r  t h e  informal conference.  Kay has  
reques ted  t h a t  I forward these  items t o  records under a cover  memo t o  "place i n  docket 
f i l e . "  

Thanks. 

KAY: Carmen has advised m e  t h a t  CAF is t h e  keeper of the o r i g i n a l  t apes  f o r  t h e  informal 
conference conferences so Carmen will provide m e  with two copies of t he  informal 
conference t a p e  f o r  t h e  above-referenced d o c k e t ( 1  a l ready  have o n e ) .  One copy will be for 
records and t h e  o t h e r  COPY w i l l  be f o r  DOAH. Once Carmen forwards t h e  documents to me 
t h e n  I w i l l  forward t o  you/Records under a cover memo with i n s t r u c t i o n s .  Thanks. 
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Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Monday. April 07, 2003 3:43 PM 
Bev DeMello; Richard Tudor; Rhonaa Hicks 
Carmen Pena. John Plescow 
Met Citron Vs. Supra Telecommunications ..... update 

I!FDhTZ: " s e  S t a t u s  . . . . . . . . . .  Me, Cit ror ,  vs. Suprs Tilecommunications 

T ,his afzernoon we received a requesE from Adminisrrative Law Judge Parrish at 30AH. BCO 

was c z  submit a copy of t h e  completed Form X and z copy cjf the r eco rd ing  of the informai 
c o n f e r e n c e  held on September 11, 2C02. 

sCC xas complied w i t h  t h e  r eques t .  The documents we handed to A t t o r n e y  Fel.:ciE Sanks  at 
L e g E l  Ttziezom. FYI 

1 

1 



Carmen Pena .I 

From: 
Sent: 
To: 
cc: 
Subject: 

Importance: 

Carmen Pena 
Monday, April 07, 2003 320 PM 
Felicia Banks 
Carmen Pena; John Plescow 
RE: Docket No. 020999 (Me1 Citron vs. Supra) 

High 
Q 

Felicia: John is on his way to take you a copy of the original Form X along with the 
received adaendums and a copy of the informal conference t ape .  FYI 

----- Original Message----- 
From: Felicia Banks 
S e n t :  Monday, April 07, 2003 1 : 2 5  PM 
To: Carmen Pena 
Sub jec t :  RE: Docket No. 020999 (Me1 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 (Me1 Citron vs. Supra) 
Imporcance: High 

F e l i c i a :  
the informal conference asap. FYI 

I will obtain f o r  you a copy of t h e  original Form X and a copy of the Lape of 

----- Original Message----- 
From: F e l i c i a  Banks 
Sent: Monday, April 07, 2003 1:11 PM 
To: John Plescow 
Cc: Carmen Pena; Don McDonald; Kate Smith; Marguerite L o c k a r d  
Subject: D o c k e t  No. 020999 (Me1 Citron vs. Supra)  

I have received a request from Admin L a w  Judge P a r r i s h  requesting a copy of t h e  original 
zomplaint that Mr. Ci t ron  filed (assuming this would be t h e  Form X) and a copy of the tape 
f o r  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. 

yarguerite has requested the form X specifically and will instruct Kay to concact me 
Lomorrow when she r e t u r n s .  

P l e a s e  adv i se  m e  ASAP. 

T h a n k s .  

1 



FLORIDA PUBLIC SERVICE COMMISSION 
INFORMAL CONFERENCE REQUEST FORM 

L? p& l 

ni- 

FPSC Complaint Number: 

Customer's Name: 

Authorized Representative: 

Address: 

Address: 

Telephone Number (voice): 

E-mail address (if any): 

41 13 14T 

Me1 Citron 

1300 Funston Street 

HoIlywood, F133019 

954-921-0287 

. - -  
' - - I  E E L 5  

! s  

(Fax): 954-92 1-0287 

Please address the following statements iuing additional pages if iiecessary. 

00 Please identify the dollar amount in dispute. 1 5 50, - 

\NOTICE: niisfor-nt niust he posmarked by Arigirst 9, 2002 . Failrrre to provide this iirformarioir 
may result in deitial n i t h e  i?furmal coilference request. 

PSC'CAF Form S (09:ZOO 1 I 



1300 Funston Street 
Hollywood. Fl33019 .I 

954-921 -0287 f '  

State of Florida Public Service Commission 
Capital Circle Office Center 
2540 Shumard Oak Boulevard 
Tallahassee, F I 3 23 99-O85 0 

February 28.2002 
Re: FPSC Inquiry #4 1 13 14T 

Dear Ms. Demello; 

X 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 I 
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 comcted 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 malhnctioning 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 fiom 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 maii 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 Sham 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 
wouId offer. Shasta indicated that they were offering me $25.00 per Iine for 14 months of never 
ending problems hassles and outages. I 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, 1 

Me1 Citron 



~ -.--. - Y  I " & I  U L Y ,  

Fax Number 954-921 -0287 
1 

* .  1300 Funston Street c .  HollpdWd, FL 33019-2220 
A I 

Name: Neoetia Santiag 
Fax Number: (800) 51 10809 
Voice Number: 

Subject: FPSC 411314T 

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, I am forwarding two previous bills from S u p  
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 hiled to do anything as promised. 
Please contact me upon receipt either by mail or phone to confirm your receipt of this information. 1 am still 
uninformed of the disposition of the complaint. 

As mentioned, h e y  indicaterd to me they would be: making an adjustment of a b u t  75% to the bills for their failure 
to perform their promises for service and for failure to live up to their advertising. Anything #at 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, I mentioned the letter sent 
to Ms Demello on February 28,2002 about these same issues and their now offer of $25.001 line which is not 
acceptible. We are talking a b u t  q6 months of literal HELL that 1 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 16 112 months. 

Thank you far your continued support and interest 

Me1 Citron 



- - - -- . -___ 
Fax Number: 954-921-0287 - 

1300 Funston Street 'I n 
Hollywood, FL 3301 9-2220 i j  i' 

Name: Noelia J. 
Fax Number: (800) 51 10809 
Voice Number: _ .  

Subject: FPSC Inquiry #411314T 

Note: Dear Ms. Santiago, 
As you requested, 1 am forwarding these current copies of the Supra Telecom Bills received. As discussed they 
contain errors. In addition, there is approximately 83Zmonth in late fees and interest charges added to my bill. AS 
mentioned, i discussed with them, and they indicated they would provide a 75% cost removal for the, now more 
than 16 months, dlPnculties 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 I 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 IO or 15 calls to them alerting them of their failure to perform as 
they promised. 

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



7?1L/~. 305 - '13:)" ~ ~893 
Date: 3/5/2003 
Time: 3:17;36PM Sl.ll5ro Transactions Report F~r 
Page: 1 

F39199rtieco~ 
~arning Number: Parents Amount: 54.34 Billed: YES 

Entry Date: 4/1/01 Balance: 54.34 
'rllnSllction Type: Sum of History Transactions 

l)elicription: Sum ofHistory Transactions 

/j;arning Number: Parents Amount: .5.03 Billed: YES 
Entry DDt!!! 51?1101 Balance: 4931 

'ransadion Type: Credit 
Description: CRED.TT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: ·54,34 Billed: YES 
Entry Date: 5122/01 Balance: -5.03 

Cransaction Type: Payment 
Dc.~cription: Authorization # 022667 

Earning i'iumber: Parents Amount: 61.94 Billed: YES 
Entry Date: 5/22/01 Balance: 56,91 

rransaetion Type: Sale 
Description: MONTIILY SALE 

Earning Number: Parents Amount: ·5.03 Billed: YES 
Entry Date: 6/21101 Balance: 51 .88 

rr;m.~3ction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Nnmber: Parents Amount: 64.69 Billed: YES 
Entry Date: 6121101 Balance: 116.57 

rransaction Type: Sale 
Description: MONTHLY SALE 

Earning Number: Parenrg Amount: ·5.03 Billed: YES 
Entry Date: 7120/0 I Balance: 111.54 

rrans3ction Type: Credit 
Description: CREDIT FOR MULTILJ~E PACKAGE 

Earning Number: Parents Amount: 61.94 Billed: YES 
Entry Date: 7/22101 Balance: 173.48 

Transaction Type: Sale 
Description: MONTIILY SALE 

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

frnnsaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning ~umber: Parents Amount: 61.94 Billed: YES 
Entry Date: 8/22/01 Blilance: 227.82 

Transaction Type: Sale 
Description: MONTIILY SALE 

·JrR~G~NAE_ 




2 

Date: 3/51200 
Time: 3:l7:36PMSq,pra Transactions Report For 
Page: 

F3919911ieco~ 
~arning Number: Parents Amount: -7.60 BlIIed: YES 

Entry Date: 9/22101 Balance: 220.22 
'ransaction Type: Credit 

Description: CREDIT FOR MULTILINE PACKAGE 

E:arning Number: Parents Amount: 62.25 Bllh:d: YES 
Entry Date: 9123/01 Balance: 282.47 

'raDsact!on Type: Sale 
De.scription: MONTIIL Y SALE 

gaming Number: Parents AmoDnt: -7.60 Billed: YES 
Entry Date: 10/22101 Balance: 274.87 

'ransllction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

E:arning Number: Parents Amount: 62.55 Billed: YES 
Entry Dllte: 10123/01 Balance: 337.42 

'rans3ction Type: Sale 
Description: MONTHLY SALE 

Earning Number: Parents Amount: -7.71 Billed: YES 
Entry Date: 10127/01 Balance: 329.71 

~r3Dsaction Type: Credit 
Description: MULTILINEBILLlNGADJUSTMENT. MAY/1UNE/ JULy 

Earning Number: Puents Amount: 55.61 Billed: YES 
Entry Date: 11123/01 Balance: 385.32 

rransaction Type: Sale 
Description: MONTH!. Y SALE 

Earning Number: Parents Amount: -50.00 Billed: YES 
Entry Date: 11128/0 I Balance: 335.32 

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

Earning Number: Parents Amount: -50.00 BiJled: YES 
Entry Date: 12/8/0 1 Balance: 285.32 

rranllaction Type: Credit 
Description: billing adjustment to account for incorrect billing 

Earning Number: Parents Amount: -50.00 BilJed: YES 
Entry Date: 1218/01 Balance: 235.32 

rra.ruaction T~'Pe: Credit 
Description: billing adjustment to acct 

Earning Number; Parents Amoont: -50.00 Billed: YES 
Entry Date: 1218/01 Balance: 185.32 

rransaction Type: Credit 
Description: bil1ingadjustmcnt to account 

2 
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Date: 3/5/2003 

3:13:54PYIS!l!Pra Transactions Report For ­ Time: 
Page: 

FI07849Tfjeco~ 

Earning Number: Parents Amount: 62.43 Billed: YES 
Entry Date: 7123/02 Balance: 838.60 

"rans3ction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: _ _ Billed: YES~7 
Entry Date: 7/26/02 Balance: ( 831.00 ,->~/(/yY\ r;,L­

."ranslIction Type: Credit 
D('~("riptinn: rnEDIT FOR MULTll..INE PACKAGE ~ 

Earning Number: Parents Amount: -17.60 Billed: YES 
Entry Date: 8121/02 Balance: 813.40 

transaction Type: Credit 
Description: CREDIT FOR MUL 11l.INE PACKAGE 

E.arning Number: Parents Amount: 70.90 Billed: YES 
Entry D:lte: 8/22/02 Balance: 884.30 

rransaction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CH1LD ACCOUNTS 

Ea.rning Number: Parents Amount: -2.95 Billed: YES 
Entry Date: 9122/02 Balance: 881.35 

rransaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Part1ltS Amount: 71.78 Billed: YES 
Entry Date: 9/22/02 Balance: 953.13 

rram3ction Type: 
De!lcription: TRAt"lSFER OF MONTHLY SALE FROM CIDLD ACCOUNTS 

Earning Number: Patents Amount: 13.22 BiUed: YES 
Entry Date: 9122/02 Balance: 966.35 

rransaction Type: 
Description: 1.5% Th'TEREST 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 

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

Earning Number: Parents Amount: -37.49 Bi1led: YES 
Entry Date: 10/2/02 Balance: 891.45 

Transaction Type: Adjustment 
Description: LAST BILL-TRANSFER FROM ACCOUNT: F9456S(954921 0322) 

,-, 
5 
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Transactions Report For 
F39 199 

Date: 3/5/2003 
Time: 3:17;36PM 
Page: 1 

Earning Number: Parents Amount: 54.34 .Eilled: YES 

'mnsaction Type: 
Entry Date: 4/1/01 Balance: 54.34 

S m  of History Transactions 
l[)escription: Sum of History Transactions 

~ ~ ____ 

Earning Number: Par- Amount: -5.03 Billed; YES 

' rans~~t ion  Type: Credit 
Entry Dnte! S/71/01 Balance: 49.3 I 

Description: CRERTT FOR MULTILINE PACXAGE 
~ .- - ~ ~ 

Earning Number: Parcnts Amount: -54.34 Billed; YES 

hansaction Type: Payment 
Entry Date: 5/22/O 1 Balance: -5.03 

Description; Authorization # 022667 

Earning Xumber: P n m ~  Amount: G 1.94 Billed: YES 

I'ransilction Type: Sale 
Entry Date: 5/22/01 Balance: 56.91 

Dcscriptian: MONTHLY SALE 

Earning Number: Patents Amount: -5.03 Billed: YES 

rrarls3ction Type: Credit 
Entry Datc; 6/21/01 Balance; 5 1.88 

Dcscription: W D J T  FOR MULTILIM? PACKAGE 
~ ~ 

Earning Number: Parents Amount: G4.69 Billed: YES 

f'rantiaction Type: Sale 
Entry Date: 612 1 IO 1 Bslante: 116.57 

Description: MONTHLY SALE 
- _. - - ~ 

Earning Number: Parents Amount; -5.03 Billed: YES 

C'ransaction Type: Credit 
Entry Date: 7/20/0 1 Balance: 1 1 1.54 

Dacription: CREDIT FOR MULTILW PACKAGE 
- ~~~ ~~~ - ~ 

Earning Numbcr: Parenk Amount: 61.94 Billed: YES 

T'iansaction Type: S a k  
Entry Datc: 7/22/01 Balance: 173.48 

Description: MONTHLY S U E  

Earning Number: Parcnts Amount: -7.60 Billed: YES 

T'rnnsaction Type; Credit 
Entry Date: 8/21/01 Ealancr: 16588 

Description: CREDIT FOR MULTLINF, PACKAGE 

Earning Kc'umber: Parmt9 hmaunt: 61-94 Billed: YES 

Transaction Type: Sale 
Entry Date: 8/22/01 Oaiance: 227.82 

Description: MONTHLY SALE 

1 
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Transactions Report For 
F39199 

Date: 3/5/2003 
Time: 3; 17:3WM 
Pagc; 2 

5nrning Number: Rarenu Amount; -7.60 Billed: YES 

‘ransaction Type: C r d t  

Earning Number: Parents Amount; 62.25 Bllled: Y E S  

‘ransaction Type: Sale 

Earning Number; Parents Amount: -7.60 Billcd: YES 

‘ransaction Typc: Crcdit 

Earding Number: Parents Amount: 62.55 B1Ilcd: YES 

‘ransaction Type: Sale 

Entry Date: 9/22/01. Bolance: 220.22 

Description: CREDTT FOR MULTILINE PACKAGE L 

Entry Date: 9/23/O 1 Balance: 282.47 

Description: MONTHLY S U E  

Entry Dnte: 10/22/01 Balance: 274.87 

Description: CREDIT FOR MULTILlNE PACKAGE 

Entry Date: 10/23/01 Balance: 337.42 

Description: MOXTHLY SALE 

Earning Number: Parents Amount; -7.7 1 Billed: YES 
Entry Date: 10/27/01 Balance: 329.7 1 

’tansaction Type: Credit 
Description: MULTI LINE BILLING ADJUSTAdENT. MAY/ JuNEI JULY 

Earning Fumber: Parats Amount: 55.61 Billed: YES 

rranmtion Type: Sale 

Earning Number: Rarcnts Amnunt: -50.00 Billed: YES 

rransaction Typc; Crcdit 

Entry Date: 11/23/01 Balance: 385.32 

kscription; MONTKLY SALE 

Entry Date: 1 l/28/O 1 Balance: 335.32 

Description: customer saiafaction credit issued for 525.00 pcr line 

Earning Number: Parents Amount: -50.00 Billed: YES 

rransiction Type: Credit 
Entry Datc: 12/8/01 Balance; 285.32 

]pescription; bitling adjustmat to account for incorrect billing 

Enrning Number: P3rcntS Amount: -50.00 Billed: YES 

rtansaction Type: C r d t  
Entry Date; 12/8/01 Bdancc: 235.32 

Description: billing adjustmcnt to acct 

Earning Sumbcr: Parents Amount: -5O.UO Billed: YES 

rrmsactian Type: Credit 
Entry Date: 12/8/01 BaIanee: 185.32 

Description: billhg adjustmcnt; to account 
I 

2 
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Transactions Report For 
F39199 

Date: 3/5/'2003 
Time: 3:17:36PM 3 
Page: 

~ ~- ~ 

Earning Numbcr: Parents Amount: 70.57 Billed: YES 

'rangactinn Type: Sdc 
E n q  Date; 12/23/01 Balance: 255.89 

lkscription; MONTHLY SALE 

Earning Numbcr: Parents 
Entry Date: 1/3/02 

'ransactian Type: Credit 
Dcscription: BTLLINO An l T . T S ~ , N T  

Amount: -4.75 Bikd: YES 
Bdancc: 25 1.14 

Earning Number: P a r d s  
Entry Date: 1/22/02 

~- 

Ambunt: 59.24 Billed: YES 
Balance: 3 10.3 8 

iransactian Typc: 
Dcscription; TRANSER OF M0h;THLY SALE FROM CHILD A C C O W S  

Earning Number: Parents 
Entry Date: 2/22/02 

Amount: 5G.18 Billed: YES 
Balrncc: 366.56 

~rsnsacthn Type: 
Description: TRANSFER OF MONTHLY SALE FROM CHLD ACCOUNTS 

~ 

Earning Number: lparcnts 
Entry Date: 3/22/02 

Amount: 59.44 Billed; YES 
Balance: 426.00 

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

~ ~ _ _  

Earning Number: Parents Amount: 5.50 BilIcd: YES 
Entry Date: 3/23/02 Balance: 43 I .5Q 

rrapsnction Typc: 
Description: 1.5% TNTEREST ON PAST DUE BALANCE. 

Earning Number: Parmu Amount: 9.00 BEllrd: YES 
Entry Date: 3/23/02 Balance: 440.50 

Description: PAST DUE BALmCE FEE. 
rransaction Type: 

Earning Numbcr: Parents 
Entry Date: 4/22/02 

Amount: 54. ii Billed: YES 
Balance: 494.62 

Transaction Type: 
Dcscription: TRANSFER OF MOYTHLY SALE FROM CHlLD ACCOUNTS 

-~ - - ~ ~  
Earning Numbcr: Parents Amaunt: 6.61 Billed: YE$ 

Entry Date: 4/22/02 Balnnte: 501 2 3  
Transaction Type: 

Description: 1.5% N E E S T  ON PAST DUE BAL". 
~ - ~ 

Billed: YES Earning Number: Parctlts Amount: 9.00 

Transaction Type: 1 

Entry Date: 4/22/02 Balance: 510.23 

Description: PAST DUE BALANCE FEE. 

3 



Transactions Report For 
F39199 

’I 
Date: 3/5/2003 
Time: 3:1?:3GPM 
Pagc: 4 

~ 

Earning Number: Parents 
Entry Date: 5/22/02 

~ 

Amnunt: 54.12 Billed: Y% 
Balance: 564.35 

‘ransaction Tj-pe: 
Description; TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: 7.65 Billed: YES 
Entry Date: 5/22/02 Balance: 572.00 

‘ramaction Type: 
Description: 1.5% INTEREST ON’ PAST DUE BALANCE. 

Earning Numbcr: Parents Amount: 1.50 Billed; YES 

:ransaction Typc: 
Entry Date: 5:22!02 Balance: 573.50 

Dcrcription; PAST DUE BALAXCE FEE. 

Earning Number; Parents 
Entry Date: 6/25/02 

Amount: 54.40 Billcd: YES 
Balancc; 627.90 

~ 

Earning Number: Parents Amount: 8.60 Billed: YES 
Entry Date: 6/25/02 Balance: Ii36.50 

rransaction Type: 
Description: 1.5% TIVIEREST ON PAST DUE B U N C E .  

Earning Numbcr: Parents Amount: 1.50 Billed: YES 

knnsac tion Type: 
Entry Date: 6/25/02 BaIancc; 638.00 

Description; PAST DUE BALANCE FEE. 
- ~~ ~ ~ 

Earning Number: Parents Amount: 56.34 BWcd: YES 

rrztmaction Typc: 
Entry Date: 7/23/02 Balance: 894.34 

]Description; TRANSFER OF MONTHLY SALE FROM CIrrCD ACCOUNT 

Earning Number: Parents 
Entry Dste: 8/22/02 

Amount: 62.15 Billed: Y E S  
Balance: 756.49 

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

Earning Number: ParenB 
Entry Date: 9/22/02 

Amount: 63.86 Billed: YES 
Balance: 820.35 

T’ransactian Type: 
Description: TRANSFER OF MOTTJKLY SALE FROM CHILD ACCOUNTS 

~ 

Earning Yumbcr; Parents Amount: 11.35 Billed: YES 
Entry Date: 9/22/02 Balance: 83 1.70 

Transaction Type: 
Dwcription: 1.5% IIITEmST ON PAST DUE BALAhCE. 

4 
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Transactions Report For 
F33199 

Datc: 3/5/2003 
Time: 3;17:36PM 
Page: 5 

~- ~ - ~~ 

Earning Number: Param Amount: 1.50 Billed; YES 
Entry Date: 9/22/02 Balance: 833.20 

Description: PAST DUE BAUNCE FEE. 
'ransaction Type: _ .  

Earning Number: ParcntS 
Entry Date: 10/21/002 

Amaunt: 66.34 Billed: YES 
Balance: 899.54 

'ransaeii~n Type: 
Description: TRANSFER OF M O m Y  SALE FROM CExI[LD ACCOUNTS 

Earning Numbcr: Parents 
Entry Date: 10/22/02 

Amount: 12.50 BlIled: YES 
Balancc: 9 22,M 

:ransactioh Typc: 
Dcscription: 1.5% INTEREST ON PAST D m  BALANCE, 

~~ -~ ~ ~ ~ - 

Earning Yumber: R a n "  Amount: 1.50 Billed: YES 

lranssction Type: 
Entry Date: 10/22/02 Balance: 913.54 

Description: PAST DUE B A W C E  FEE, 

Earning Number: Parents Amount: 66.34 BLlled: YES 
Entry Date: 11/22/02 Balancc: 979.88 

himsaction Type: 
Descrigtioa: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parent? Amount: 13.70 Billed: YES 
Entry Date: 11/22/02 Bnlancc: 993.58 

Crmsaction Type: 
Description: I .5% INTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 1.50 Billcd: YES 

rransactiion Type: 
Entry Date: I 1/22/02 Balance; 995.08 

Dcscriptian: PAST DUE BIZT-ANCE FEE. 

Earning Kumber: Parcnts Amount: 66.34 BiKld: YES 
Entry Date: 12/22/02 Balancc: 1,06 1.42 

Transaction Type: 
Description: Transfer of Monthly Sdc From Chiid Account(s) 

Earning Number: Parents 
Entry Date: 12/22/02 

Amount: 14.93 Billad: YES 
Balance: 1,076.35 

Transaction Type: 
Dcscription: 1.5% INEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 1.50 Billed: YES 

Transaction Type: I 

Entry Date: 12/22/02 Balance: 1 A77.85 

Description: PAST DUE BALANCE FEE. 



Transactions Report For 
F39199 

Date: 3/5/2002 
Time: 3:17;36PM 
Page: G 

Sarning Number: Parcnts AIllDUl’lt: - 180.4 -%ilIcd: l%S 

‘ransaction Typc; AdjUm-” 
Entry Dnte: 1/3/03 Balance: 897.4 1 

Descriptihn: LAST BILL-TRANSFER FROM ACCOUNT: F369 1 l(30593235.46) 

Earning Number: ParCntS Amount: -1 13.82 Bfllcd: YES 

‘tansaction Type: Adjustment 
Entry Dnte; 1/5/03 Balancc; 783.59 

Dcwxiptinfi: LAST BILL-TRAFSFER FROM A C C O W I  F36912(3059324893) 
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Date : 3/5/2003 

Time: 3: 17:36P:\1S~ra Transactions Report For 
Page: 

F39199~eco'!] 

Earning Number: Parents Amount: 70.57 Billed: YES 
Entry Date: 12/23 /01 Balance: 255.89 

'ran,sction Type: Sale 
Description: MONTHLY SALE 

E:arnin~ Number: Parents Amount: -4.75 Billed: YES 
Entry D2te: 113/02 Balance: 251.14 

'ransliction Type: Credit 
Dcsct"iption: BILLING AD TTT~TMRNT 

£arning Number: Parents Amount: 59.24 Billed: YES 
Entry Date: 1122102 Bahmce: 310.38 

:'ransaction Type: 
Description: TRANSFER OF MO\'.!HLY SALE FROM CllLD ACCOU1\'TS 7 

Earning Number: Parents Amount: 56.18 Billed: YES 
Entry Date: 2122/02 Balance: 366.56 

rransaction Type: ? 
Description: TRANSFER OF MONTIiL Y SALE FROM CHILD ACCOUNTS . 

Earning Number: Parents Amount: 59.44 BiUed: YES 
Entry Date: 3122102 Balance: 426.00 

rransaction Type: 
Ducription: 1RANSFER OF MONTIfL Y SALE FROM CHll.D ACCOUNTS ? 

Earning Number: Parents Amount: 5.50 Billed: YES 
Entry Date: 3123/02 Balance: 431.50 

rranSlu:tion Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

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

rransaction Type: 
Description: PAST DUE BALANCE FEE. 

Earning Number: Parents Amount: 54.12 Billed: YES 
Entry Date: 4/22102 Balance: 494.62 

Tr:msaction Type: 
Dcscription: TRANSFER OF MO~TIILY SALE FROM CIDLD ACCOUNTS ? 

Earning Number: Parents Amount: 6.61 Billed: YES 
Entry Date: 4/22/02 Ballince: 501 .23 

TransRction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 9,00 Dilled: YES 
Entry Date: 4/22102 Balance: 510.23 

Transaction Type: 
Description; PAST DUE BALANCE FEE. 

'. 
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Date: 3/5/2UUJ 

Time: 3: 17:36PMSl.jf)ra Transactions Report For 
Page: 

F3919911ieco~ 
Sarning Number: Parents Amount: 54.12 Billed: YES 

Entry Date: 5/22/02 Balance: 564.35 
'ran:oiaction Type: 

Description: TRANSFER OF MONTHLY SALE fROM ClltD ACCOUNTS 

Earning Number: Pnrents Amount: 7.65 Billed: YES 
Entry Date: 5122102 Balance: 572.00 

'ran~action Type: 
De.~criptlon: 1.5% INTEREST ON PAST DUE BALANCE. 

Earnin~ Number: Parents Amount: 1.S0 Billed: YES 
Entry Date: 5/22/02 Balance: 573.50 

~r~msllction Type: 
Dc.<icription: PAST DUE BALANCE FEE. 

Earnin~ Number: Parents Amount: 54.40 Blllw: YES 
Entry Datc: 6125/02 Balance: 627.90 

l'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 

rr:lnsaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 1.S0 Billed: YES 
Entry Date: 6/25102 Balancc: 638.00 

rranuctlon Type: 
De~cription: PAST DUE BALANCE FEE. 

Earning Number. Parents Amount: /~ Billed: YES ~.~./{( ~ Entry Date: 7123/02 Balance:~ 
rramaction Type: ~ ?~9-()l 

DesCription: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: 62.15 Billed: YES 
Entry Date: 8122102 Balance: 756.49 

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

Earning Number: Parent!! Amount: 63.86 BUled: YES 
Entry Date: 9122/02 Balance: 820.35 

fransaction Type: 
Description: TRANSFER OF MONmLY SALE FROM CIDLD ACCOUNTS 

Earning Number: Parents Amount: 11.35 Billed: YES 

Entry Date: 9/22/02 Balllnce: 831.70 

Transaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

4 
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Date: 3/5:2003 

Time 3: 17:36P1y[Sa.J/Pra Transactions Report For 
Page: .:; 

F39199rtieco'TI 

gaming Number: Parents Amount: 1.50 Billed: YES 
Entry Date: 9f22J02 Balance: 833.20 

·ransllction Type: 
Description: PAST DUE BALANCE FEE. 

~arning Number: Parents Amount: 66.34 Billed: YES 
Entry Date: 10121/02 Balance: 899.54 

'ransaction Type: 
Description: TRANSFER OF MONTIIL Y SALE FROM CHILD ACCOlJNTS 

E:llrning Number: Parents Amount: 12.50 Billed: YES 
Enery Date: 10/22/02 Balance: 912.04 

~ ransllction Typc: 
. Description: 1.5% D.TTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 1.50 Hilled: YES 
Entry Dllte: 10/22/02 Balance: 913.54 

rransllction Type: 
De.~criptlon: PAST DUE BALANCE FEE. 

Earning Number: Parents Amount: 66.34 Billed: YES 
Entry Date: 11122102 Balance: 979.88 

rrllnsllction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CIDLD ACCOUNTS 

Earning Number: Parent.~ Amount: 13.70 Billed: YES 
Entry Date: 11122102 Balance: 993.58 

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

Earning Nwnber: Parents Amount: 1.50 Billed: YES 
Entry Date: J1/22102 Balance: 995.08 

rranslIction Type: 
Description: PAST DtjE BALANCE FEE. 

Earnin~ Number: Parents Amount: 66.34 Billed: YES 
Entry Date: 12/22/02 Balance: 1,061.42 

fr2nsaction Type: 
Description: Transfer of Monthly Sale From Child Account(s) 

Enrning Number: Parents Amount: 14.93 Billed: YES 

Entry Date: 12122/02 Balance: 1,076.35 

rransaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 1.50 Billed: YES 

Entry Date: 12122/02 Balance: 1,077.85 
Transaction Type: 

Description: PAST DUE BALANCE FEE. 
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Date: 3/512003 
Time: 3:17:36PM Sl.l6ra Transactions Report For 
Page: 

F3919911ieco~ .3 05 - 93 ~ - 3540 
6 

( & Jd-, ) 

i:arning Number: Parents Amount: -180.44 Billed: YES 
Entry Date: 1/8/03 Balance: 897.41 

'ransllction Type: Adjustme1Jt 
Description: LAST BILL-TRANSFER FROM ACCOUNT: F36911 (3059323546) 

f:arning Number: Parents Amount: -113.82 BWed: YES 
Entry Date: 1/8/03 Balance: 783.59 

'ransaction Type: Adjustment 
Dl'scriptinn: LAST BILL-TRANSFER FROM ACCOUNT: F36912(3059324893) 

' . 
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Date: 3/5/2003 

s~ Time: 3:13:54PMTransactions Report Fox 
Page; I 

FI07849roe~~,!, r-- ~- I f c.y ) -> --; '"\ 
- / .;j rr~ I .;;J. - () ::J 0( ~ 

6:arning Number: 
Entry Date: 

'ransaetion Type: 
Description: 

Earning Numbcr: 
Entry Date: 

~ransltction Type: 
Dcscription: 

Parents Amount: 80.60 Bi 
.~. ~~// I ~(-'-T7/10/01 Balance: 80.60 ' r j ( (-­

Adjustment 

TRANSFER FROM TEL. NUMBER; (954)921-0322 (ACe. NO. ~~ 


t:.ld ff r:2dO IParents Amount: 92.88 
Bi. ~J7/10/01 B212ncl>: 17'14$( ~ ? 

Adjustment ~ 53'-(6)
TRANSFER FROM TEL. NUMBER; (954)921-0287 (ACe. NO. l 

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

transaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Numbcr: Parents Amount: 63.24 Billed: YES 
Entry Datc: 7/22/01 Balance: 231.69 

transaction Type: Sale 
Description: MONTIILY SALE 

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

frllnslIction Type: Credit 
D['.~cription: CREDIT FOR MULTILINE PACKAGE FROM DATE OF SERVICE, AL 

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

rrans:tction Type: Credit 
Description: CREDIT FOR MULTILINE PACKA.GE 

Enrning Number: Parent'> Amount: 65.06 Billed: YES 
Entry Datc: 8/22101 Balance: 273.80 

rransaetion Type: Sale 
Description: MONTIU.Y SALE 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 9/22101 Balance: 266,20 

Transaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Enrning 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: 10/22101 Balance: 328.83 

Trlln~ac:tion Type: Credit 

Description: CREDIT FOR MULTILINE PACKAGE 

~\R~G~NAl 
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Date: 3/5/2003 
Time: 3:13:54PMSLl6ra Transactions Report For, 
Page: 

FI07849114eCOITI 
Earning Number: Parents Amount: 69.69 Blllcd: YES 

Entry Datc: 10/23/01 Balance: 398.52 
'ransac:tion Type: Sale 

Description: MONTIU..Y SALE 

Earning Number: Parents Amount: 50.00 Billed: YES 
Entry Date: 1\121/01 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 

rT.Iln~actiOD Type: Credit 
Description: ADruSTMENT FOR DIRCfORY ASSISSTANCE CALLS 

EarninK Number: Parents Amount: -11.60 Billed: YES 
Entry Date: 11121/01 Balance: 386.92 

rransac:tion Type: Credit 
Description: ADJLSTMENT FOR DIR ASSISTANCE CALLS 

Earning Number: Parcnt9 Amount: -50.00 Billed: YES 
Entry Date: 1lI21/01 Balance: 336.92 

rT.Ilnsaetion Type: Credit 
Description: AD] FOR COMPLAINT TO PSC FOR INCONVENIENCE 

Earning Number: Parents Amount: -50.00 Billed: YES 
Entry Date: 11/21101 Balance: 286.92 

rransaction Type: Credit 
Description: credit for inconvenieI1ece for both telephone numbers. 

Earning Numben Parents Amount: -7.60 Billed: YES 
Entry Date: 11/22101 Balance: 279.32 

rnm~action Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 65.37 Billed: YES 
Entry DAte: 11/23/01 Balance: 344.69 

Transaction Type: Sale 
Description: MONTHLY SALE 

Earning Number: Parents Amount: -7.60 Billed: YF...S 
Entry Date: 12121101 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 
De!lcription: MONTH!.Y sALE 
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Date: 3/5/2003 
Time; 3:13:54PMSl.ltl5ra Transactions Report For 
Page: 

FI0784971iecof!J 

E:arning Number: ParCIlts Amount: ·7.60 Billed: YES 
Entry Date: 1122/02 Balance: 392.42 

'ransaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 64,15 Billed: YES 
Entry Date: 1122102 Balance: 456.57 

.'ransaction Type: 
Delicription: TR A N~F'ER OF M01'.1HLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 2121102 Balance: 448.97 

rransllction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

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

frsnsaction Type: 
Description: TRANSFER OF MONTIU. Y SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 3121102 Balance: 503.09 

rrans2ction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 59.64 Billed: YES 
Entry Date: 3122102 Balance: 562.73 

[ransaction Type: 
Description; TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

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

Transaction Type: 
Description: 1.5% tNTEREST ON PAST DUE BALANCE. 

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

rransaction Type: 
De:olcription: PAST DUE BALANCE FEE. 

Earning Number: Parents Amount: -7,60 Billed: YES 
Entry Date: 4122/02 Balance: 571.68 

Transllction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 59.64 . BUled: YES 
Entry Dllte: 4/22/02 Balance: 631.32 

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

'­
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Date: 3/3l200J 
Time: 3:13:54PMSLJIlro Transactions Report For, 
Page: 

FI0784911leco'!l 

gaming Number: Parents Amount: 8.58 Billed: YES 
Entry Dau: 4/22102 Balllnce: 639.90 

'ransaction Type: 
De5cription: 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 Dllte: 5121102 Balance: 641.30 
'fllnsaction Type: Credit 

Description: CREDIT FOR MUL Tll.INE PACKAGE 

Earning Number: Parents Amount: 59.64 Billed: YES 
Entry Date: 5122102 Balance: 700.94 

rransaction Type: 
Description: TRANSFER OF MONTIlLY SALE FROM CHILD ACCOUNTS 

Eaming Number: Parents Amount: 9.62 BlUed: YES 
Entry Date: 5122102 Balance: 710.56 

fransaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: l.S0 Billed: YES 
Entry Date: 5/22102 Balance: 712.06 

rnnsaction Type: 
Description: PAST DUE BALANCE FEE. 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 6124/02 Balance: 704.46 

rrarulaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 59.64 Billed: YES 
Entry Date: 612S102 Balance: 764.10 

rransactioD 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: n6.17 

Tr:m"adion Type: 
Description: PAST DUE BALANCE FEE. 
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Date: 3iS/2003 

Time: 3:13:54PM Sll6ro Transactions Report For 
Page: 1 

FI07849l1eco,!, 

li:arning Number: Parents Amount: 80.60 Billed; YES 
Entry Date: 7/1010 I Balance: 80.60 

'r:msaction Type: Adjustment 
Description: TRM-ISFER FROM TEL. NUMBER: (954)921-0322 (ACe. NO.F94565) 

Earning Number: Parents Amount: 92.88 BUlcd: YES 
Entry Date: 7 / 10101 Balance!': 171 .4R 

~ransllction Type: Adjustment 
Dcscription: TRANSFER FROM TEL. NUMBER: (954)92].0287 (ACC. NO .FSS527) 

Earning Number: Purents Amount: -5.03 Billed: YES 
Entry Date: 7/20101 Balance; 168.45 

fransaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 63 .24 Billed: YES 
Entry Datc: 7/22iOI Balance: 231.69 

fransaction Type: Sale 
Description: MONTIIL Y SALE 

Earning Number: Parents Amount: -15.35 Billed: YES 
Entry Date: 7125/01 Balance: 216.34 

franslIction Type: Credit 
Dc.~cripti on: CREDIT FOR MULTILINE PACKAGE FROM DATE OF SERVICE. AL 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 8i21101 Balance: 208.74 

fr3ns:u:tion Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Ellrning Number: Parent:; Amount: 65.06 Billed: YES 
Entry Date: 8/22/01 Balance: 273 .80 

fransaction Type: Sale 
De~cription: MO~YSALE 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 9122/01 Balance: 266.20 

Tr:msactinn Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 70.23 Billed: YES 
Entry Date: 9/23/01 Blllance: 336.43 

Transaction Type: Sale 
Description: MONTIIL Y SALE 

Earning Numbcr: Parents Amount: ·7.60 Billed: YES 
Entry· Date: 10/22/01 Balance: 328.83 

Trlln~action Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

~IR~Gn~f~\ l 
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Date: 3/5.12003 
Time: 3:13:54PMSlJl6ra Transactions Report For 
Page: 

FI07849114eco~ 
Earning Number: Parents Amount: 69.69 Blllcd: YES 

Entry Datc: 10/23/01 Balance: 398 _52 
' ransaction Type: Sale 

Description: MONTHLY SALE 

Earning Number: Pan:nts Amount: 50.00 Billcd: YES 
Entry Date: 11121/01 Balance: 448.52 

'r:msaction Type: Adjustment 
Description: S25.00 PER LINE FOR INCONVENIENCE CREDIT ..... PSC COMP 

Earning Number: Parents Amount: -50.00 Billed: YES 
Entry Date: 11121/01 Balance: 398.52 

l r:msaction Type: Credit 
Description: ADJUSTMENT FOR DtRCTORY ASSJSST ANCE CALLS 

Earning Number: Parents Amount: -1 LGO Billed: YES 
Entry Date: 11 /21101 Iblance: 386.92 

rransaction Type: Credit 
Description: ADJt:'STMENT FOR DIR ASSISTANCE CALLS 

Earning Number: Parents Amount: -50_00 Billed: YES 
Entry Date: 11/21/01 Balance: 336.92 

rransaction Type: Credit 
Description: ADJ FOR COMPLAINT TO PSC FOR INCONVENIENCE 

Earning Number: Parents Amount: -50.00 Billed: YES 
Entry Datc: 11121101 Balance: 286.92 

rrans3ction Type: Credit 
Description: credit for inconvenienece for both telephone numbers. 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 11/22101 Bahmce: 279.32 

rrllnsnction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 65.37 Billed: 'YES 
Entry Date: 11/23/01 Ba.lance: 344_69 

fransllction 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 l'umber: Parents Amount; 62.93 Billed: YES 
Entry Date: 12123/01 Balance: 400_02 

Transaction Type: Sale 
Oescription: MONTHLY SALE 
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Date: 3/5/2003 
Time; 3:13:54PMSl.ll5ro Transactions Report For 
Page: 3 

FI07849114ecof!J 
~arning Number: Parents Amount: -7.60 Billed: YES 

Entry Date: 1122/02 Balance: 392.42 
'ran!laction Type: Credit 

Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 64,15 Billed: YES 
Entry Date: 1/22102 Balance: 456.57 

.'ransadion Type: 
DIi'5l"ription~ TR A N~FF.R OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 2/21102 Balance: 448.97 

rransaction Type: Credit 
Description: CREDIT FOR MULTIL.INE PACKAGE 

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

rranS:lction Type: 
D~cription: lRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 3/21102 Balance: 503.09 

rrsmS2ction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 59.64 Billed: YES 
Entry Date: 3122102 Balance: 562,73 

rransaction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUN'TS 

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

fransaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

Earning Number: Parents Amount: 9.00 Billed: YES 
Entry Date: 3123/02 Ralance: 579.28 

fTllnsaction Type: 
De!icription: PAST DUE BALANCE FEE. 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 4122/02 Balance: 571.68 

Transaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 59 .64 . Billed: YES 
Entry Dllte: 4/22/02 RllJanc:e: 631 .32 

Transaction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CIllLD ACCOUNTS 
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Date: 3/512003 

Time: 3:13 :54PM SlIIlra Transactions Report For' 
Page: 

FI07849TUeco'!1 

I!:arning Number: Parents Amount: 8.58 Billed: YES 
Entry Date: 4122102 BlIlant::e: 639.90 

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

~arning Number: Parents Amount: 9 .00 Billed: YES 
Entry Date: 4/22/02 Balance: 648.90 

"ran~action Type: 
Description: PAST DUE BALANCE FEE. 

E:arnlng Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 5/21/02 Balance: 641.30 

'rllnsadion Type: Credit 
D~criptJon: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 59.64 Billed: YES 
Entry Date: 5122102 Balance: 700.94 

rransaction Type: 
Description: TRANSFER OF MONrHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parent.~ Amount: 9.62 Billed: YES 
Entry Date: 5/22/02 Balance: 710.56 

rransaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE 

Earning Number: Parents Amount: 1.50 Billed: YES 
Entry Date: 5/22102 Bal:mce: 712.06 

rransadion Type: 
Description: PAST DUE BALANCE FEE. 

Earning Number: Parents Amount: -7.60 Billed: YES 
Entry Date: 6/24/02 Balance: 704.46 

rransaction Type: Credit 
Description: CREDIT FOR rvruLTILINE PACKAGE 

Earning Number: Parents Amount: 59.64 Billed: YES 
Entry Date: 6/25 /02 Balance: 764.10 

fransaction Type: 
Description: TRANSFER OF MONTIIL Y SALE FROM CHil.l) ACCOUNTS 

Earning Number: Parents Amount: 10.57 Billed: YES 
Entry Date: 6125/02 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 

Tr:lllnsaction Type: 
Description: PAST DUE BALANCE FEE. 
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Date: 3/5/2003 

Time: 3:13:54PM Sl.Jl5ra Transactions Report For 
Page: 5 

FI0784911ieCOf!J 

~arnjng Number: Parents Amount: 62.43 Billed: YES 
Entry Date: 7/23/02 Balance: 838.60 

'fansaction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

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

~ransaction Type: Credit 
D('§;('riptinn! rnEDIT FOR MULTILINE PACKAGE 

Earning Number: Pan::nts Amount: -17.60 Billed: YES 
Entry Date: 812J/02 Balance: 813.40 

trnnsaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

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

rransaction Type: 
Description: TRANSFER OF MONTHLY SALE FROM CHlLD ACCOUNTS 

Earning Number: Parent.~ Amount: -2.95 Billed: YES 
Entry Date: 9/22/02 Balance: 881.35 

rransaction Type: Credit 
Description: CREDIT FOR MULTILINE PACKAGE 

Earning Number: Parents Amount: 71.78 Billed: YES 
Entry DlIte: 9/22/02 Balance: 953.13 

rrami3ction Type: 
De!lcription: TRANSFER OF MONTHLY SALE FROM CHILD ACCOUNTS 

Earning Number: Parents Amount: 13.22 BiDed: YES 
Entry Date: 9/22/02 Balance: 966.35 

rransaction Type: 
Description: 1.5% INTEREST ON PAST DUE BALANCE. 

Earning Numb~r: 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 

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

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

rransaction Type: Adjustment 
Description: LAST BTLL-TRANSFER FROM ACCOUNT: F94565(954921 0322) 
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Ci4F Correspondence Routin0 Slip 

Author: - 

CiiTS NO. & / / 3 i 4 7  

A. XATURE OF CORRESPONDENCE: (check one) L<w a& Response or Letter of Acknowledgement to Public OfficiaI. 

Offer or Deny (circle one) informal conference. &. 
&- -6- 9 \ 

Transfer complaint to another Division for resolution. 
(Which technical/legal Division? ) 

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

Other: (esplain) 

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

Check each leveI of review needed Initials 
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J 

Author 
S up e r v i s or 
Bureau Chief 
Other CAF StafF 

Asst. Director 
Director 
Neal 
Bane 
Other: 

5- 

Dale passed to nest recipient 
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C. HANDLING INSTRUCTIONS: 



INITIAL ACTIONS 
DUE COMPLETED 

DATEITIM E DATEmlM E INITIALS 

I) AUTHOR/SUPERVISOR CONCEPT SIGN OFF . 

* 2) AUTHOR PREPARATION/PROOF 
3) SUPERVISOR REVIEW 
4) AUTHOR PREPARATlONlPROOF 

* 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 0 0  p.m. before Thursday due date) 

COPIES TO OTHER DIVISIONS 
(Thursday 12 Noon week before Thursday d 

* 8) 

LEGAL 

COMPLETED 

(initial)- date rec'd) 

DUE 
DATEKIME DATERIME INITIALS 

* 9) 

* A  0) 

TO REPORTING DEPUTY DIRECTOR REVIEW 
(Friday 1 l : O O  a.m. before Thursday due date) 

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

*I 1) TO D'HAESELEER FOR REVIEW 
(Monday 08:OOa.m. before Thursday due date) 

COMMENTS TO AUTHOR: 

FINAL SIGN OFF DUE / C O M ~ E T E D  
DATERWE DATE/T!ME INITIALS v 

*I I) AUTHOR(S) SIGN OFF 
*12) SUPERVISOR(S) SIGN OFF 
*I 3) REVISED COPIES TO OTHER DIVISIONS 

(Tuesday 12 Noon before Thursday due date) 

E m '  '- 
(initia7r (date rec'd)' mi 

LEGAL 

/ 
/ 

(date rec ) 

"14) LEGAL SIGN OFF 
*I 5) OTHER DIVISION SIGN OFF (IF ASSIGNED) . 

*16) CHlEF(S) SIGN OFF 
*17) 

*19) D'HAESELEER SIGN OFF 

* *& REPORTING DEPUTY DIRECTOR SIGN OFF 
*18) OTHER DEPUTY DIRECTOR SIGN'OFF 

(1 1 :30 a.m. Thursday) /7 ----/-.. - 

* Mandatory / .+? f i  M 

/ - 7 - 7 4  ,, 
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State of Florida 

CAPITAL CIRCLE OFFICE CEKTER 2540 SHURIARD O A K  BOC'LE\.ARD 
TALLAHASSEE, FLORIDA 32399-0850 

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

DATE : 

TO: 

FROM : 

RE: 

AGENDA: 

CRITICAL 

FZBRUARY 2 0 ,  2 0 0 3  

DIRECTOR, DIVISION OF THE COMMISSION CLERK 
ADMINISTRATIVE SERVICES  BAY^) 

& 

OFFICE OF THE GENERAL COUNSEL 
DIVISION OF CONSUMER AFFAIRS 
DIVISION OF COMPETITIVE MARKETS AND ENFO 

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

3 / 0 4 / 0 3  - REGULAR AGENDA - INTERESTED PERSONS MAY 
PARTICIPATE 

DATES: NONE 

SPECIAL INSTRUCTIONS : NONE 

FILE NAME AND LOCATION: S:\PSC\GCL\WP\020999€?2.RCM 

CASE BACKGROUND 

On October 11, 2001, Mr. Me1 Citron ("Mr. Citron" or 
"customer") contacted t h e  Division of Consumer Affairs to register 
a complaint agains t  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 t h e  access numbers f o r  
programming h i s  phone, to put a 900 call block on both his accounts 
and to place a call block on both of h i s  accounts t h a t  would not 
allow calls to be completed through directory assistance. 
Mr. Citron alleged t h a t  Supra t o l d  h i m  the blocks were in place,  
but he was billed f o r  calls,that should have been blocked. The 
customer fc r ther  alleged that he was billed by and paid both Supra 
and BellSocch f o r  the same service. 



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

Supra responded to staff's inquiry on November 21, 2001. 
Supra indicated in its repor t  that a credit in the amount of $25 
was issued for each line fo r  the inconvenience. As a result, the 
account €or 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 3 0 5 i 9 3 2 - 3 5 4 6 .  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 f o r  the 305 telephone numbers but not f o r  t h e  954 
account. Supra alleges that it is not responsible f o r  the calls 
placed to directory assistance via " 5 5 5 - 1 2 1 2 "  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 s t a f f  that he was not 
satisfied with t h e  proposed resolution to his complaint by 
requesting to participate in the informal conference process. 

O n  September 11, 2 0 0 2 ,  an informal conference was held with 
Mr. Ci t ron ,  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 f o r  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 f o r  
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-PM-TX. 

This recommendation addresses Mr. Citron's protest. 

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

- 2 -  



DOCKET NO. 020999-TX 
DATE: February 2 0 ,  2 0 0 3  

DISCUSSION OF THE ISSUES 

ISSUE 1: What action should the Commission take regarding Mr. 
Citron's protest to Order No. PSC-O3-0066-PAA-TX, issued on January 
8, 2 0 0 3 ?  

_ .  

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 t h i s  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-O3-0066-PAA-TX, 
was issued January 8, 2003, denying Mr. Citron's complaint. In its 
decision, the Commission decided t h a t  Supra had given Mr. Citron 
the appropriate credits for misbilling and accordingly denied this 
complaint. On January 2 9 ,  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 t h e  
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 pro te s t  letter to t h e  
Clerk's off ice. 

In h i s  protest letter, Mr. Citron s t a t e s  that Supra 
misrepresented the  issues in this case. Mr. Citron explains t h a t  
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 h i m  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, M r .  Citron states t h a t  Supra w a s  
unable to identify the problem. Mr. Citron declares t h a t  there 
were a number of instances in which he could not get a d i a l  tone on 
h i s  phone. Mr. Citron maintains that every service that Supra 
committed to provide and provided had to be disconnected because 
t h e  services failed to work. 

Section 350.125, Flokida Statutes, provides that ALJs 
(Administrative Law Judges) are to be utilized to conduct hearings 

- 3 -  
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DATE: February 20, 2003 

not assigned to members of t h e  Commission, but it gives no guidance 
on what so r t  of cases may be assigned to DOAH. Nevertheless, staff 
believes t h a t  since this case is one of factual disputes, it is 
appropriate to send this case to DOAH. Therefore, s t a f f  recommends 
t h a t  this case be forwarded to DOAH. 

ISSUE 2 :  Should t h i s  docket be closed? 

RECOMMENDATION: No. This docket should remain open for f u r t h e r  DOAH 
proceedings. (BANKS) 

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

- 4 -  



John Plescow 
1 

From: 
Sent: 
To: 
Subject: 

M 1 oc ka rd @ p sc . state . fl .us 
Tuesday ,  March 04,2003 4:Ol PM 
FBANKS@psc.state.fl.us; DMCDONAL@psc.state.fi.us; JPLESCOW@psc.state.fI.us 
New filing in Docket No. 020999-TX (Met Citron et al.) 

DOCKET TITLE = Complaint of Me1 Citron against Supra~'Te1ecommunications and Information 
Systems,  Inc. regarding quality of service. 
UTILITY NAME = Me1 Citron (et a l . )  

DOCUMENT DESCRIPTION = Vote sheet fr 3/4/03 ag - staff rec approved. 

DOCUMENT PATH = 
file://L:\PSC\LI3RARY\FILINGS\O3\02149-03 

(DS, BZ, DV) 

Document ID = 02149-03 
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. T h i s  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 l a t e r  when the 
reformatted version is available. ( F o r  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 c t r l -  
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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State of Florida 

_ .  

DATE : FEBRUARY 20, 2 0 0 3  

TO: 

FROM : 

RE: 

DIRECTOR, DIVISION OF THE COMMISSION 
ADMINISTRATIVE SERVICES (BAY@ 

CLERK & 

? 

OFFICE OF THE GENERAL COUNSEL (BANKS)+ L D  

DIVISION OF COMPETITIVE MARKETS AND 
DIVISION OF CONSUMER AFFAIRS (PLESCOW) 

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 

F I L E  NAME AND LOCATION: S:\PSC\GCL\WP\O20999R2.RCM 

CASE BACKGROUND 

On October 11, 2001, Mr. Me1 Citron ("Mr. Citron" or 
"customer") contacted t h e  Division of Consumer Affairs to register 
a complaint against Supra Telecommunications and Information 
Systems, Inc. ( S u p r a ) .  This complaint was logged as Consumer 
Activity Tracking System Request No. 411314T. Mr. Citron claimed 
that he asked Supra to provide h i m  with the  access numbers for 
programming his phone, to put a 900 call block on both his accounts 
and to p l a c e  a ca l l  block on both of h i s  accounts that would not 
allow calls to be completed through directory assistance. 
Mr. Citron alleged that Supra t o l d  h i m  the blocks were in place, 
but he was billed for call& that should have been blocked. The 
customer f u r t h e r  alleged that he was billed by and pa id  both Supra 
and BellSouth for the same service. 



DL?L"KET NO. 020999-TX 
DATE: February 2 0 ,  2 0 0 3  

Supra responded to staff's inqu-iry on November 21, 2001. 
Supra indicated in its report that a credit in the amount of $25 
was issued for each line f o r  the inconvenience. As a result, the 
account for telephone numbers 954-921-0287 and 954-921-0322 had a 
balance of $287.02. T h e  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 t h e  calls 
placed to directory assistance via "555-121.2tt as the calls were 
dialed from the customer's home. 

On February 1, 2002, staff closed the customer's complaint. 
On J u l y  24, 2002, Mr. Citron notified s t a f f  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 h i m  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 t h e  customer and that it was not responsible f o r  the directory 
assistance c a l l s  made from h i s  home. Supra declined to provide any 
additional credits and stated that t h e  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-O3-0066-PAA-TX, was issued 
denying Mr. Citron's complaint. On January 2 9 ,  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, Flo r ida  S t a t u t e s .  

- 2 -  



DOCKET 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-O3-0066-PAA-TX, issued on January 
8 2 0 0 3 ?  _ .  

RECOMMENDATION: In this case there remains a factual disagreement 
as to what a c t u a l l y  happened with M r .  Citron's service. Staff 
therefore, recommends that t he  Commission send this matter to t h e  
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-O066-PAA-TXf 
was issued January 8, 2003, denying Mr. Citron's complaint. In its 
decision, t h e  Commission decided that Supra had given MY. Citron 
the appropriate credits for misbilling and accordingly denied this 
complaint. On January 2 9 ,  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 2 4 ,  2003, Mr. 
Citron had been advised to file an original copy with the Clerk's 
office but instead sent it to t h e  Consumer Affairs office. 
Subsequently, staff forwarded Mr. Citron's protest letter to the 
Clerk's off ice. 

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 t h a t  if Supra blocked information calls 
that it would prevent him from being able to make calls. Mr. 
Citron asserts t ha t  Supra wrote a number of service tickets to 
resolve the problem. However, Mr. Citron s t a t e s  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 t o  conduct hearings 

- 3 -  
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not assigned to members of t h e  Commissibn, bu t  it gives no guidance 
on what s o r t  of cases may be assigned to DOAH. Nevertheless, staff 
believes t h a t  since t h i s  case is one of factual disputes, it is 
appropriate to send this case to DOAH. Therefore, s t a f f  recommends 
t h a t  this case be forwarded to DOAH. _ .  

ISSUE 2 :  Should t h i s  docket be closed? 

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

STAFF ANALYSIS: T h i s  docket should remain open f o r  f u r t h e r  DOAH 
proceedings. 

- 4 -  



Carmen Pena 

From: Carmen Pena 
Sent: Monday, February 17, 20033:26 PM 
To: Felicia Banks 
Cc: Carmen Pena; John Plescow 
Subject: Rec to assign case of Mel Citron to DOAH 

Importance: High 

felicia: 

At approximately 3 : 20 p . m. the reviewed rec was forward ed to Rhonda f or i ts re v i ew. 

John and I s i g ned off o n it already . 

From Rhonda ~t will go to Richa rd and fr om Richard to 8ev DeMello . fYI 

1 



State of Florida 1 

DATE : 

TO: 

FROM : 

RE: 

AGENDA : 

CRITICAL 

DIRECTOR, DIVISION OF THE COMMISSION CLERK & 
ADMINISTRATIVE SERVICES   BAY^) 

OFFICE OF THE GENERAL COUPJSEL (BANKS)C 
DIVISION OF CONSUMER AFFAIRS (PLESCOW) 
DIVISION OF COMPETITIVE MARmTS AND ENFO 

DOCKET NO. 020999-TX - COMPLAINT OF 
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, INC. 
REGARDING QUALITY OF' SERVICE. 

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

DATES: NONE 

SPECIAL INSTRUCTIONS: NONE 

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

CASE BACKGROUND 

On October 11, 2001, Mr. Me1 Citron ("Mr. Citron" or 
"customer") contacted the Division of Consumer Affairs to register 
a complaint against Supra Telecommunications and Information 
Systems, Inc. ( S u p r a ) .  This complaint was logged as Consumer 
Activity Tracking S y s t e m  Request No. 411314T. Mr. Citron claimed 
tha t  he asked Supra to provide him with t he  access numbers for 
programming his phone, to put a 900 call block on both h i s  accounts 
and to place a call block on both of his accounts t h a t  would not 
allow calls to be completed through directory assistance. 
Mr. Citron alleged that Supra told him t he  blocks were in place, 
but he was billed for calls that should have been blocked. The 
customer further alleged that he w a s  billed by and paid both Supra 
and BellSouth f o r  t h e  same service. 



DOCKET NO. 020999-TX 
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 f o r  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 t h a t  Mr. Citron was satisfied with the 
resolution for t h e  305 telephone numbers but  not for t h e  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 t he  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 s t a t e d  his position that Supra 
was billing h i m  for services it did not provide and that he 
believed that he was due c r e d i t s  for these services. Supra stated 
its position that it had corrected all the problems reported to it 
by t h e  customer and that it was not responsible f o r  the  directory 
assistance calls made from his home. Supra declined to provide any 
additional credits and s t a t e d  that the customer was not paying fo r  
the service he had and was utilizing the  service. The informal 
conference ended without a settlement. 

On January 8, 2003, Order No. PSC-O3-0066-PAA-TX, was issued 
denying Mr. Citron's complaint I 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 t h i s  matter pursuant to 
Section 364 .604 ,  Florida Statutes. 

- 2 -  



DOCKET NO. 020999-TX 
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1 

DISCUSSION OF THE ISSUES 

ISSUE I: What action should the  Commission take regarding Mr. 
Citron’s protest to Order No. PSC-O3-0066-PAa-TX, issued on January 
8, 2 0 0 3 ?  

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 i ts  
decision, the  Commission decided that Supra had given Mr. Citron 
the appropriate credits for misbilling and accordingly denied this 
complaint. On January 2 9 ,  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 
o f f i c e  but instead sent it to the Consumer Affairs office. 
Subsequently, staff forwarded Mr. Citron’s protest letter to the 
Clerk’s off ice. 

In his protest letter, Mr. Citron states t h a t  Supra 
misrepresented the issues in this case. Mr. Citron explains that 
his complaint was not exclusively about information calls but about 
a l ack  of dial tone and his inability to make or receive phone 
calls €or  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 asser ts  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, Flokida 
(Administrative Law Judges) are 

Statutes, provides t ha t  ALJs 
to be utilized to conduct hearings 

- 3 -  



DOCKET NO. 020999-TX 
DATE: February 2 0 ,  2 0 0 3  

not assigned to members of the Commission, b u t  it gives no guidance 
on what s o r t  of cases may be assigned to DOAH. Nevertheless, s t a f f  
believes that since t h i s  case is one of factual disputes, it is 
appropriate to send this case to DOAH. Therefore, s t a f f  recommends 
that this case be forwarded to DOAH. 

_ -  

ISSUE 2: Should this docket be closed? 

RECOMMENDATION: No. This docket should remain open for f u r t h e r  DOAH 
proceedings. (BANKS) 

STAFF ANALYSIS: This docket should remain open for f u r t h e r  DOAH 
proceedings. 

- 4 -  



Carmen Pena 

From: 
Sent: 
To: 
Subject: 

Felicia Banks 
Tuesday, February 04,2003 10:34 AM 
Carmen Pena 
RE: Docket No. 0201 19 (Me1 Citron vs. Supra) 

ok .  Thanks.  

----- O r i g i n a l  Message----- 
From: Carmen Pena 
S e n t :  Tuesday, F e b r u a r y  0 4 ,  2 0 0 3  10:33 AM 
To: F e l i c i a  Banks  
Cc: Carmen Pena 
S u b j e c t :  RE: Docket No, 020119 (Me1 C i t r o n  v s .  Supra)  
Impor t ance :  High 

F e l i c i a :  I had t o  send i t  t o  h e r  w i t h  a t r a c k i n g  sheet, Richard Tudor wanted Rhmda to 
sign t h e  t r a c k i n g  sheet b e f o r e  he read t h e  draft rec. FYI 

----_ O r i g i n a l  Message----- 
From: F e l i c i a  Banks 
S e n t :  Tuesday, February 04,  2003  10:31 AM 
T o :  Carmen Pena 
Sxb jec t :  R E :  Docket N O .  020119 (Me1 C i t r o n  v s .  S u p r a )  

o k .  Thanks.  I had already g i v e n  Rhonda a copy as  w e l l .  

----_ Original Message----- 
From: Carmen Pena 
S e n t :  Tuesday, February 0 4 ,  2 0 0 3  10:25 AM 
To: F e l i c i a  Banks 
C c :  Carmen Pena 
S u b j e c t :  RE: Docker No. 020119  (Me1 C i t r o n  v s .  Supra)  
Impor t ance :  High 

I passed it on to Rhonda a t  a p p r o x i m a t e l y  9 :15  a . m .  I d id  not make a n y  a d j u s t m e n t s .  FYI 

----_ Original Message----- 
From: F e l i c i a  Banks 
S e n t :  Tuesday, F e b r u a r y  0 4 ,  2003 9:18 AM 
T o :  John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks 
S u b j e c t :  RE:  Docket No. 0 2 0 1 1 9  (Me1 Citron v s .  S u p r a )  

You should be in r e c e i p t  of a copy of the d r a f t  recommendation to a d d r e s s  M r .  C i t r o n ' s  
protest l e t t e r .  A s  I men t ioned  p r e v i o u s l y ,  w e  are  planning t o  file t h i s  recc on Thursday ,  
Feb. 6 .  The r e c c  i s  r e l a t i v e l y  s h o r t  so  I: t h i n k  t h a t  even with t h e  s h o r t  review t i m e  that 
we have ,  w e  should be able  t o  file on t i m e .  

Please advise me when your  s u g g e s t e d  changes  o r  c o r r e c t i o n s  have been  made. 

Thanks f o r  y o u r  a s s i s t a n c e .  

----- O r i g i n a l  Message----- 
From: F e l i c i a  B a n k s  
S e n t :  Thursday ,  J a n u a r y  30 ,  2 0 0 3  4 : 1 7  PM 
To: John Plescow; Don McDonald; Kate Smith 
Cc: Carmen Pena;  R i c k  Moses; Beth K e a t i n g  
Subject: RE: Dockec No. 0 2 0 1 1 9  (Me1 C i t r o n  v s .  S u p r a )  

1 ' 



I am r e v i s i n g  the CASR for 2/2C r e c c  f i l i n g  althougr, 
j u s t  w a ~ t e c i  t o  a l l o w  enough time tc f i l e  in case W E  zzx't XT.Z:EZS :ne recc review next 
w e e k  . 

I arr, ~izzr - :ns  to file n e x t  week. I 
_ .  

Thanks for y o u r  c o n s i d e r a t i o n .  

- _ - _ _  Original Message----- 
From: F e l i c i a  Banks 
S e R t :  F r i d a y ,  J a n u a r y  2 4 ,  2 0 0 3  1!2:54 AM 
To: 2ohz Flescow; Don McDonald; Kate  Smith 
Cc: Carmen Pena; Rick Moses; Bet?. Keacincj 
S u b i e c z :  DocKet  No. 020119 (Me1 Citron vs. S u p r a )  

As yoc are probably  aware, Mr. Cizron f a x e d  a letter t o  consilrner a f f a i r s  on J a n u a r y  2 2 ,  
2 0 0 3 ,  ir, response to t h e  PAA Order issued in t h e  abc-:e-reference& dccke t ,  d i s p u z i n q  a 
r.=inber of facrs  i n  this case.  M r .  l i t r o K  has  been ac-.-isea by  pkzne =hat  he  must f i l e  an  
OFIIGINPL copy of  this letter i n  c r d e r  for t h i s  letter to be c ~ n s t c l e r e d  as  f i l e d  ir, z h i s  
9 x  ke t . 

Ir! r h e  Interim, 
z ~ c k e t  file with a memo i n d i c a t i n g  advisement t o  Mr. ZCit,ror,. 

the faxed  l e t t e r  :ha-, consumer a f f a i r s  receive=; i.as been  placed in t,he 

1 spoke x i t h  Betn K e a t i n g  anc she  has a c v i s e d  me th,: w e  will DE se r , a ing  t h i s  case T C  DOAH 
f o x  f u r t h e r  proceedings. 1 am s:ilL g a t h e r i n g  i n f c z r . a c l o E  aboxr 30AE 
proceaures/proceedings and wi13. 12, knob; more a s  kne infcrnarks:- becsmes a v a i l a b l e .  

T h a n k s .  
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Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Tuesday, February 04,2003 10:33 AM 
Felicia Banks 
Carmen Pena 
RE: Docket No. 0201 19 (Me1 Citron vs. Supra) 

Importance: High 

_ .  

F e l i c i a :  I had t o  s e n d  it  t o  h e r  w i t h  a t r a c k i n g  s h e e t ,  R i c h a r d  Tudor waEtec Rhonaa 'to 
s i g n  t h e  t r a c k i n ?  s h e e t  b e f o r e  he  r e a d  t h e  d r a f t  rec. FYI 

----- O r i g i n a l  Message----- 
From: F e l i c i a  Banks 
S e n t :  Tuesday, Februa ry  04 ,  2003 10:31 AM 
To: Carmen Pena 
S u b j e c t :  RE: Docket No. 020119 (Me1 C i t r o n  v s .  S u p r a )  

o k .  Thanks .  I had a l r e a d y  g i v e n  Rhonda a copy a s  w e l l .  

_---- O r i g i n a l  Message----- 
From: Carmen Pena 
S e n t :  Tuesday,  Februa ry  0 4 ,  2 0 0 3  10:25  AM 
T o ;  F e l i c i a  Banks 
C c :  Carmen Pena 
S u b j e c t :  RE: Docker No. 0 2 0 1 1 9  (Me1 C i t r o n  vs .  S u p r a )  
i m p o r t a n c e :  High 

I passed i t  on t o  Rhonda a t  a p p r o x i m a t e l y  9:15 a . m .  I d i d  n o t  m a k e  any a d j u s r m e n t s .  FYI 

----- O r i g i n a l  Message----- 
From: F e l i c i a  Banks 
S e n t :  Tuesday,.  Feb rua ry  0 4 ,  2003 9:18 AM 
T o :  John  Plescow; Don McDonald; Carmen Pena; Kate Smith;  Rhonda Hicks 
S u b j e c t :  RE: Docket No. 020119  (Me1 C i t r o n  vs .  S u p r a )  

You s h o u l d  be ir? r e c e i p t  of a copy of the draft recommendation t o  address M r .  C i ' t r o n ' s  
p r o t e s t  l e t t e r .  A s  I men t ioned  p r e v i o u s l y ,  w e  a r e  p l a n n i n g  t o  f i l e  t h i s  recc on Thursday, 
Feb. 6 .  The recc i s  r e l a t i v e l y  s h o r t  s o  I t h i n k  t h a t  even w i t h  t h e  short r ev iew t i m e  t h a t  
w e  have ,  w e  s h o u l d  be  a b l e  t o  f i l e  on t i m e .  

?lease a d v i s e  m e  when your  s u g g e s t e d  changes  or  c o r r e c t i o n s  have been made. 

Thanks f o r  your a s s i s t a n c e .  

----- O r i g i n a l  Message----- 
From: F e l i c i a  Banks 
Sent: Thursday,  J a n u a r y  30 ,  2003  4:17 PM 
T o :  John  Plescow; Don McDonald; Kate Smith 
C c :  Carmen Pena; R i c k  Moses; Beth K e a t i n g  
S u b j e c t :  RE: Docket No. 0 2 0 1 1 9  (Me1 C i t r o n  v s .  S u p r a )  

On Jan 2 9 ,  ccnsumer a f f a i r s  r e c e i v e d  the o r i g i n a l  copy of M r .  C i t r o n ' s  letter, a l t h o u g h  
M r .  C i t r o n  had been i n s t r u c t e d  t o  f i l e  t h i s  l e t t e r  w i t h  t h e  C l e r k ' s  o f f i c e .  

We are t r y i n g  t c  file t h i s  recc on n e x t  Thursday,  F e b r u a r y  6, 2002.  Due my u n c l e ' s  d e a t h ,  
I w i l l  be o u t  toxiorrow s o  you p r o b a b l y ' w o n ' t  see the recc ( b e i n g  f i l e d  by GCL) u n t i l  
b e g i n n i n g  of nexz  w e e k .  I t  s h o u l d  be a r e l a t i v e l y  s h o r t  recc s o  I t h i n k  w e  might be a b l e  
t o  expedite Izs review. S t a f f  1s e s e n t i a l l y  recommending t h a t  t h i s  case be s e n t  t o  DOAH. 
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T ,  , n a n ~ ~  f c r  )-our consideration. 

----- O r i g i r , a l  Message----- 
F r c r , :  F e l i z i a  B a n k s  
Sent: F r i d a y ,  J a n u a r y  24, 2 0 0 3  1 C : S L  :.I\! 
Ta: Jonr. I l e s z o w ;  Don McDonald; K ~ Z E  Sxith 
Cc: C a r m e r .  Zena; R i c k  Moses; B e t h  X Z E t i n g  
S u b j e c t :  3ocket No. 020119 !Me1 C i z r a ~  v s .  S u p r a )  

AS you are ??,robably aware,  Mr. Citrsr. f a x e d  a letter z c  consumer  affairs on J a n u a r y  22, 
2003, ir: respoxse t o  the ?A2 Order Issued in the above-referenced d o c k e t ,  aisputinu a 
numDeL- GI rac:ts in this case. Mr. 2::ror, h a s  been aavlsed by phone thaK ne must f i l e  an 
ORISINAi :spy of this letter in Drze-' for this letter 1s be considered as fried ir; this 
aOcicet. 

- -  

In t h e  Inzerim, the faxed i e t t e r  t r - a r  consumer affairs zece ived  has been piacec iL the 
CoCKer  f i l e  with a m e m o  indicating adT,risement to Mr. Cizcon. 

I spoke r i i t h  Beth Keating and s h e  ?-.as advised me t h a t  we w i l l  be sending this case to DOAH 
for f u r t h e r  proceedings. I am still gathering informstion a b o u t  DOAH 
prozeaure~/proceedings and will le: know more a s  t h e  infcrmation becomes avaiiable. 

T h a n k s .  

1 
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Carmen Pena 1 

From: 
Sent: 
To: 
Subject: 

Felicia Banks 
Tuesday, February 04,2003 10:31 AM 
Carmen Pena 
RE: Docket No. 020119 (Me1 Citron vs. Supra) 

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

----- Original Message----- _ .  

From: Carmen Pena 
S e n t :  Tuesday, February 0 4 ,  2003 i0:25 AM 
T c :  Felicia Banks 
Cc: Carmen Pena 
S u b j e c t :  RE: Docket NO. 020119 (Me1 Citron vs. Supra) 
Importance : High 

I passed it on to Rhonda at approximately 9:15 a.m. I did not make any adjustmects. 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 (Me1 Citron vs. Supra) 

You s h o u l d  be in rece ip t  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, 
r e i= .  6. The recc is relatively short so I t h i n k  that even with t h e  short review time t h a t  
we have, w e  s h o u l d  be able t o  file on time. 
? 

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

Thanks  for your assistance. 

----- Original Message----- 
From: Fel ic ia  B a n k s  
Sent: Thursday, January 30, 2003 4:17 PM 
To: John Plescow; Don McDonald; Kate Smith 
Cc: Carmen Pena; Rick Moses; Beth Keating 
S u b j e c t :  RE: Docket No. 020119 (Me1 Citron vs. Supra) 

I 

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

We are trying t o  f i l e  t h i s  recc on next Thursday, February 6, 2002. Due my uncle's death, 
Y will be o u t  tomorrow SO you probably won't see the recc (being filed by GCL) until 
begJ.nning of next  w e e k .  I t  shou ld  be a relatively short recc so I think we might be able 
to expedite its review. Staff is e s e n t i a l l y  recommending that this case be senc to DOAH. 

I am revising the CASR for 2/20 recc filing although, 1 am planning t o  file next week. 
J u s t  wanted t o  allow enough time to file in case we can't complete the recc review next 
w e e k .  

3 

Thanks f o r  your consideration. I 

----- Original Message----- 
From: F e l i c i a  Banks 
Senc:  Friday, J a n u a r y  24, 2003 10:54 AM. 
To: Jon5 Plescow; Don McDonald; K a t e  Smith 
Cc: Carmen Pena;  R i c k  Moses; B e t h  Keat ing 
S u k l e c - , :  Docker No. 020119 (Me1 Citron vs. S u p r a )  

1 



Trl t n E  ir-:eriz, t l r e  f axed  l e t t e r  that consumer affairs received has been p.lezsd ir, the 
goc,ie: f i l e  w i t h  3 m e m o  indicating advisement to Mr. Citron. 

I spoke w i x k  Beth K e a t i n g  and she has advised me thay'we will be sending t L s  ZZSE to DOAH 
f o r  furzhex proceedings. I am still g a t h e r i n g  information about  DOAH 
Dro~eduros:proceedings and will let know more as t h e  information becomes a v a l l a b i e .  

I 

2 



Carmen Pena 3 

From: 
Sent: 
To: 
cc: 
Subject: 

Importance: 

Carmen Pena 
Tuesday, February 04,2003 10:25 AM 
Felicia Banks 
Carmen Pena 
RE: Docket No. 0201 I 9  (Me1 Citron vs. Supra) 

High 

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

_---- Original Message----- 
From: F e l i c i a  Banks 
Sent: Tuesday, February 04, 2003 9 : 1 8  aM 
To: John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks 
Subject: RE: Docket No. 020119 (Me1 Citron vs. Supra) 

You should be in receipt of a copy of  the draft recommendation to address MK. 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 w i t h  the shor r  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 
L E :  Carmen Pena; Rick Moses; Beth Keating 
Subject: RE: Docket No. 020119 (Me1 Citron vs. Supra) 

On J a n  2 9 ,  consumer affairs received the original copy of Mr. Citron's l e c t e r ,  although 
Mr. Citron had been instructed to f i l e  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 t h i n k  w e  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 wanred to allow enough time to file in case we can't complete the recc review next 
week. 

Thanks f o r  your consideration. 

----- Original Message----- 
From: Felicia Banks 
S e n t :  Friday, January 2 4 ,  2003 10:54 AM 
To: John Plescow; Don McDonald; Kate Smith 
Cc: Carmen Pena; Rick Moses; Beth Keating 
S u b j e c t :  Docket No. 020119 (Me1 Citron vs. Supra) 

1 

AS you are probably aware, Mr. Citron faxed a letter to consumer a f f a i r s  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 f o r  this letter to be considered as filed in this 
docket. 

1 



1 s ~ c k e  x x e h  Beth Keatin? 32s shs has advised me r h a t  we w i i i  be sending this case ~2 ;%AH 
f o r  f.:xzzzr proceedings. 1 ax. still gathering informaciox ZDOLL DOAH 
p ~ ~ - ~ 2 - r ~ ~ / p r o c e e d i n g s  a n a  t . i i l l  LeE know more as the .informaz:cK becomes availabLe. 
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Carmen Pena 

From: 
Sent: 
To: 
Subject: 

Felicia Banks 
Tuesday, February 04,2003 9 3 8  AM 
John Plescow; Don McDonald; Carmen Pena; Kate Smith; Rhonda Hicks 
RE: Docket No. 0201 19 (Me1 Citron vs. Supra) 

YOU should be in receipt of a copy of the draft recommendation tc address Mr. Citron's 
protest letter. As I mentioned previously, we are planning to f i l e  x n i s  recc on Thursday, 
Feb. 6. The recc is relatively short so I think that'even with the shorr: review time t h a t  
we have, we should be able to file on time. 

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

Thanks for your assistance. 

----- Original Message----- 
From: Felicia Banks 
S e n t :  Thursday, January 30, 2003 4:17 PM 
To: John Plescow; Don McDonald; Kate Smith 
Cc: Carmen Pena; Rick Moses; Beth Keating 
Sub7ect: RE: Docket No. 0 2 0 1 1 9  (Me1 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 o f f i c e .  

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 
Deginning of next week. It should be a relatively short recc so I think we might be able 
to expedite its review. S t a f f  is esentially recommending t h a t  this case be sent to DOAH. 

1 am revising the CASR for 2/20 recc filing although, 1 am planning to file next week. 
j u s z  wanted to allow enough time to file in case we can't complete the recc review next 
week. 

I 

Thanks f o r  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 
S u b j e c t :  Docket No. 0 2 0 1 1 9  (Me1 Citron vs. Supra) 

A s  you are probably aware, Mr. Citron faxed a letter to consumer a f f a i r s  on January 22, 
2003, in response to the PAA Order issued in the above-referenced docket, disputing a 
nxnber of facts in this case. Mr. Citron has been advised by phone thar he must file an 
ORIGINAL copy of this letter in order f o r  this letter to be considered as f i l e d  in this 
d o c k e t .  

I n  the interim, the faxed  letter that consumer affairs received has been placed in the 
d o c k e t  file with a memo indicating advisement to MI. Citron. 

9 s?oKe with Beth Keat ing  and she has  advised me that we w i l l  be sending t h i s  case to DOAH 
for farther proceedings. I am still gatihering information about DOAH 
proceciures/proceedings and w i l l  let know more as the information becomes a v a i l a b l e .  

T n a n k s ,  
I 
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John Plescow 

Front: 
Sent: 
To: 
Subject: 

Msanders@psc.state.fI .us 
Monday, February 03,2003 1050 AM . 
F BAN KS @ ps c. sta te. f I. us; D M C DO N AL@ psc . stat e. f I. us; J P L E S C 0 W @ ps c . s ta t e. f 1, us 
New filing in Docket No. 020999-TX (Me1 Citron et al.) 

DOCKET TITLE = Complaint of Me1 Citron against Supra'Telecommunications and Information 
Systems, Inc. regarding quality of service. 
UTILITY NAME = Me1 Citron (et al.) 

DOCUMENT DESCRIPTION = GCL/Banks - Memo dated 1/30/03 to C C A / F l y n n  forwarding attached 
copy of original 
letter from Mr. Me1 Citron (which was faxed to CAF on 1/22/03, DN 00787-03) fo r  
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 a l s o  be available i n  
Wordperfect or other formats. 

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

I f  you need to cut/paste/search in the document and find you can't, t r y  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 ctxl- 
C to copy, and using the paste i con  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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Merrill Citron 

1300 Funston Street 


Hollywood, FL 33019 

954-921-0287 'I' . '_ . ' b::. ,. . -.. 

.Y<'c.\._t:'-t C'c."> c' f-'!... '-: 

I. : 
1 \. ~'. IPublic Service Commission . ".: ~ '-­

2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

:; \, ') 9 ?"..... 
d~·. L- _'..) .. i~: 

Regarding: FPSC 411314T 

] anuary 16, 2003 

To whom it may concern, 

This is in response to your latest communication regarding my complaint \vith 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. Jwas 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 aM 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 ofSUPRA to perform on their promises for 
service, billing issues, and the array ofservice 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, 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 ITom 
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 infonnation 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 SlTPRA (each taking more than one h OUi Ie "-2: 
through), Bel! South called me and advised me 'that what SUPRA failed to do \-vas to 
ad\,ise me about the effects the block would have on my' service. Had SUPRA told me 
about the Information Call Block problems that would ~esult, 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 ~nresolved 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. I knew 
every day that there was a problem or I was unable to use my phones. The more SlJPRA 
"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 infonnation 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, I 
was in regular monthly contact with your offices both in writing and by phone with Ms. 
Demello and more frequently (at Jeast 6 times) with Noe1ia 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" . 

III 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. I have 
been advised both ways. 

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



r- .., - , , ) r'. ;-, " ,-. , ' , "- . 





hlerrill Citron 
1300 Funston Street 

Holly~ood, FL 33019 
954-92 1 -02 87 

Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee. FL 32399-0850 

Regarding: FPSC 41 13 14T JAN 2 2 
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 coiiuiiunicate riiy difficulties and probleiiis 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 correctIy 
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 a11 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 perfom on their promises for 
sewice, billing issues, and the m a y  of service issues for which they continue to bill me. 
1 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, 1 m now In 
receipt, from your offices. written communication which clearly references that your 
ofiice does maintain jurisdiction. Please clarify t h s  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 md discuss the issues at hand. In ths tape I am 
told that the VSC Will listen but cannot do mything 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 (41 1 and 555-12 12) 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 t he  infomation calk however, it is about the failure of SUPRA’S failure to 
advise me until after problems arose on ths one issue, that ifthey 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 piace, I 
complained about the inability to makk calls. They didn’t know why there was a 
probleni. SUPRA wrote numerous service tickets because I was unable to use ~ i iy  phone 
and they just couldn’t identi@ 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), Be11 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 Idonnation Call Block problem that would result, that block would never 
have been requested. 0 p I r‘. ! Pd,4 6 I L ’ I  
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 (4 1 1) issue. Virtually every service SUPRA promised me had 
to be disconnected because it failed to work. Voice mail prevented all inbound calk 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 searnless \vas absolutely untrue. I knew ‘ 

every day that there was a problem or I was unable to use my phones. The more SUPRA 
‘kvorked” 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 @at the information call 
problem represented only a fiaction 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, I 
was in regular monthly contact with your ofices both in writing and by phone with Ms. 
Demello and more frequently (at Ieast 6 times) with Noelia Santiago. What was accepted by 
me fiom SUPRA was the offer by phone fiom 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 wodd like to know which is fact, do you or don’t you have jurisdiction. 1 have 
been advised both ways. t 

’ 

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



Please respond. 

S incereiy, 

M e d l  Citron 
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Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Rhonda Hicks 
Monday, January 27, 2003 1:39 PM 
Carmen Pena; Bev DeMello; Richard Tudor 
John Plescow; Kate Smith; Felicia Banks 
RE: Follow-up to the Me1 Citron Vs. Supra Telecommunications case ...... 

Sarn?2n, _ .  
~ ~ e a s e  nake sure we see a copy of t h e  d r a f t  as soon as i . ~  is avaiiabie. - -  

_---- Criginal Message----- 
Z T O ~ , :  Carmen Pena 
S e ~ z :  Monday, January 27, 2003 1:15 PM 
To: 5ev DeMello; Ricnard Tucior; Rhonda Hicks 
Zz: C.armen Pena; John Plescow; Kate Smith 
Sub- jecr :  Follow-up to t h e  Me: Citron Vs. Supra Telecommunications 

+ 

E a S E .  . . . . .  

k-:, X c h a r d  and Rhonda: 

fcllowing is an update on the docket of Me1 Citron Vs. Supra  received from General 
co~ :nse l ' s  O f f i c e  while we were at the Bureau Meeting t h i s  morning: 

;. rezmmendation will be written recommending this case be forwarded to DOAH. 

The recommendation will be drafted by t h e  General Counsel's O f f i c e .  

" ,ne zttorney handling the matter is proposing to file The recc on FeDruary 6 to take 
---:fsre t h e  F e b r u a r y  18, 2003 Reguiar Agenda. 

I: 3ny one has concerr.s or G b j e c t s  to t h e  proposed f i i i n q  date, please l e t  attorney 
Fel:ci.a Banks know. If t h e r e  are nc  o b j e c t i o n s ,  ther. she  will be filing a revised CASR 
b J i t h  those dates. FYI 

1 



Carmen Pena +I 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Monday, January 27,2003 1:02 PM 
Bev DeMetlo; Richard Tudor; Rhonda Hicks 
Carmen Pena; Kate Smith; John Plescow; Richard Beltak 
Docket No. 0201 19 - Me1 Citron Vs. Supra Telecommunications 

Bev, Richard and Rhonda: 

(*This is to update  you on the Me1 C i t r o n  Vs. Supra Teiecomvunications case t h a t  went to 
Agenda. ) 

(1) Mr. C i t r o n  faxed  a l e t t e r  in r e s p o n s e  t o  the PAA Orde r  issued i n  t h e  above mentioned 
docket, disputing a number of facts in t h i s  case. 

( 2 )  The customer was advised by the Off ice  of the General Counsel, v i a  phone, that he 
needed to file an original copy of t h e  letter i n  order t o  be considered as  filed in this 

- -docket .  . . . . . - ._ . - .- .. _ _  . . . . . ~ 

(3) In the interim, the received faxed letter has been placed i n  the docket file with a 
memo indicating advisement to Mr. C i t r o n .  

(4) This case will be forwarded to DOAH for f u r t h e r  proceedings. FYI 

L 

I 



Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Felicia Banks 
Monday, January 27,2003 10:06 AM 
John Plescow; Don McDonald; Kate Smith' 
Carmen Pena; Rick Moses; Beth Keating 
RE: Docket No. 0201 19 (Me1 Citron vs. Supra) 

I j u s t  spoke with Mr. Citron and he has advised me that he will send an original hard copy 
of his proresx  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 l e g a l .  
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. 

I am proposing to file recc on 2/6 for 2/18 

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. 020119 (Me1 Citron vs. S u p r a )  

As you are probably aware, Mr. C i t r o n  faxed a letter to consumer affairs on January 22, 
2003, in response to the PAA Order issued i n  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 l e t t e r  in order for this letter to be considered as fiied in this 
docket  - 
In the iriterim, the f axed  letter that consumer affairs received has been placed in the 
ciocket  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 abour DOAH 
proceauresiproceedings and will let know more as the information becomes available. 

Thanks. 

1 
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Kate Smith 

From: 
Sent: 
To: 
cc: 
Subject: 

Felicia Banks 
Monday, January 27,2003 10:06 AM . 
John Plescow; Don McDonald; Kate Smith 
Carmen Pena; Rick Moses; Beth Keating 
RE: Docket No. 0201 19 (Me1 Citron vs. Supra) 

_ .  

I just spoke with Mr. Citron and he has advised m e  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. 

W e  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. 

*!hF P, .. 
-----Original Message----- 

' li !? i$? i?%jh* [? 
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 (Me1 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 m e  that we wiIl 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. 
1 

b 



State of Florida 1 

_ .  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 
RE: Docket No* 020999-TX- Complaint of Me1 Citron against Supra Telecommunications and 

Information Systems, h c .  regarding quality of service. 

T?@ 

Attached is a copy of the faxed letter from Mr. Me1 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 

t 



P II b I i c Ssrt.i ce C onimi ss i on 
2540 Shitinard Oak B o u l a ~ ~ r d  
Tal ~ ~ I I ~ S S C L  FL 323 99-0 8 5 0 

Regarding: FPSC 4 1 13 14T 

hlcrrill Citron 
1300 Funston Strect 

HoLlysoodt FL 33019 
9 3 - 9 2  1-0287 

J a n r i q  16.2003 

This is in response 10 your latest communication regarding my complaint with Supra 

Despite all of m y  cfforts to coiiuiiunicate niy difficulties and problems in writing as well 
as hy phone, your records are apparently incaniplete. This assumption is based upon the 
latzst communication from die FPSC. The reprssentation 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 li&t in ai1 of my written and telephone communications to the 
FPSC staff and directors regarding the failure of SUPRA to perform on their promises for 
senicz, billing issues, and the array of senricc issues for which they continue to bill me. 
I havz done my part regarding your advisemaits and noted, as was told to me repeatedly, 
that the FPSC “has 110 jurisdiction” in these niattsrs with SUPRA, however, I am now In 
receipt. from your offices: written communication which clearly references that your 
o f h  does maintain jurisdiction. Please clarlf?. this contradiction of the previous 
advisories . 

- - ~~l~~~~ ..- - ... -. abolit ... wjilc]l .-, - .- I - am . qultz . ---- upset. -- - - - -  - - - . . . . - - 

I am hereby requesting a copy of the taped recording of the informal hearing from 
Octobzr, 2002, where I clearly enurnerats 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 SC’PRA and that the complaint was not exclusively about information 
calls (4 1 1 and 555-12 12) but about a lack of dial tone, about my inability to make and or 
receivs calls for weeks on end. These issues occurred before during and after the 
problems with the information call issue. 

Specific to the infomiation calls howcver, it is about the failure of SUPRA‘S failure to 
advisc me until &sr problems arose on thls one issue, that $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. M e r  the block was in place, I 
complained about the inability to make calls. They didn‘t know why there was a 
probleni. SUPRA wrote Iiuiiierous sentice tickets because I was unable to use niy phone 
and tiley just cou1dn-t identifi, the problem(s). M e r  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 I&mnation Cali Block problem that would result, that block would never 
have been requested. 

However as discussed and written about to the FPSC. the failures in service and W ~ S  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 (31 1) issue. Virtually every service S U P U  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 persoFel,Iquest 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 senice 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. I 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, I 
was in regular monthly contact with your ofices both in writing and by phone with Ms. 
DemeIlo and more frequently (at least 6 times) with Noelia Santiago. What was accepted by 
me from SUPRA was the oEer by phone fiom 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 dificulty 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 iurisdiction over these 
matters. 1 wouid like to know which is fact, do you or don’t you have jurisdiction. I have 
been advised both ways. 

By the way, SWR4 is billing me as a current customer with current monthly usage 
charges and is billing me for monthly service. 



.. . 

Please respond. 

Sincerely? 

Ivlmill Citron 

. . - 



Carmen Pena 
1 

From: 
Sent: 
To: 
cc: 
Subject: 

Felicia Banks 
Friday, January 24, 2003 1054 AM 
John Plescow; Don McDonald; Kate Smith. 
Carmen Pena; Rick Moses; Beth Keating 
Docket No. 0201 19 (Me1 Citron vs. Supra) 

AS  yo^ are prcmably aware, Mr. Citron faxed a l e t t e r  t o  consumer affairs on January 2 2 ,  
2003, in response to the PAA Order issued in the above-referenced docket ,  disputing a 
number of factls in this case. Mr. Citron has been advised by phone that he must file an 
ORIGINAL copy of this letter in o r d e r  f o r  this l e t t e r  to be considered as f i l e d  in this 
C l o C K 2 Y .  

I n  t h e  i n t e r i m ,  t h e  faxed letter that consumer affairs r e c e i v e d  has been placed in the 
docke t  file with a memo indicating advisement to Mr. Citron. 

I spoke with Beth Keating and s h e  has advised me t h a t  we will be sending this case to DOAH 
for further p r o c e e d i n g s .  I am s t i l l  gathering information about DOAH 

.____~-rocedu.~-es/pr_oceedings and W i J l l e t -  kn0-W m0r-e- as-- the information becomes available-. .. 

T h a n k s .  

1 



Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Monday, December 09,2002 11:42 AM 
Felicia Banks 
Carmen Pena 
RE: Docket No. 020999 (Me1 Citron vs. Supra) 

Importance: High 

Thank you.  I will annotate the case file. FYI 

----- Original Message----- 
From: Felicia Banks 
Sent: Monday, December 09, 2002 11:35 AM 
To: Don McDonald; John Plescow 
Cc: Carmen Pena 
Subject: Docket No. 020999 (Me1 Citron vs. S u p r a )  

~ ~~ . .. .- . .. - -. - - . ... . -. -. - .. . - . . . . . - . . - . ~ . -. - 

The recommendation in the above-referenced docket w i l l  be considered at the December 17, 
2002, Agenda Conference. A letter advising the consumer of the recc and how the consumer 
can participate in the agenda as w e l l  as a copy of the recommendation has been forwarded 
to t h e  consumer and the company has been cc:. This letter has also been filed i n  the 
d o c k e t .  

A copy of t h i s  same l e t t e r  is forthcoming to you. This is a new procedure regarding 
zonsumer complaints. Thanks. 

1 



From: 
Sent: 
To: 
Subject: 

Smoses@psc.state.fl.us 
Wednesday, January 08,2003 4:Ol PM . 
F BAN KS @ p s c. state . f I. us; D M C D 0 N AL@ psc. state . f I .  us ; J P LESCO W @ ps c . s ta ten fl . us 
New filing in Docket No. 020999-TX (Me1 Citron et al.) 

DOCKET TITLE = Complaint of Me1 Citron against Supra”Te1ecommunications and Information 
Systems, Inc. regarding quality of service. 
UTILITY NAME = Me1 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\O3\00230-03 

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

. .- . . . _ ... - .- _ ... . . . .-. .. . .  ~ ~ ~~~ ~ ~~ ~ ~~ ~~ 

The filing described above is now available in PDF format, and may a lso  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 i f  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 l a t e r  when the 
reformatted version is available. ( F o r  more information, see PDF Tips on the How To menu.) 

‘ L J U  can also go to the docket in CMS by triple-clicking on the DOCKET NUMBER, typing c t r l -  
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. 

1 



STATE OF FLORIDA - 
CO M M IS SlON ERS : 
LILA A. JABER, CHAIRMAN 
J. TERRY DEASON 
BRAULIO L. BAEZ 
MICHAEL A. PALECU 
RUDOLPH “RUDY” BRADLEY p 

1 - . - -  
.- 

iEzBk OFFICE OF THE GENERAL COUNSEL 

December 6,2002 

Mr. Me1 Citron 
1300 Funston Street 
Hollywood, FL 33019 ~ 

.. ~ 

Re: Docket No. 020999-TX - Complaint of Me1 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, 

FRWj s 
Enc 1 o sur e 

cc: Ann H. Shelfer 

**&.(I. wb 
Felicia R. Banks 
Senior Attorney 

CAPITAL CIRCLE OFFICE CENTER 2540 SHtlMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0850 
An AfTirmative ActionEqual Opportunity Employer 

pSC Website: http://ww~y.floridaPsC-Com lnternel E-mail: contact@psc.state.fl.us 



State of Florida 
p&lic$&355-im ao"tB#iaM 

CAPITAL CIRCLE OFFICE CENTER 0 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 
ADMINISTRATIVE SERVICES (BAY6) 

COMMISSION CLERK & 

FROM : OFFICE OF THE GENERAL COUNSEL (BANKS) 
D I V I S I O N  O F  CONSUMER AFFAIRS (PLESCOW) 
DIVISION OF COMPETITIVE MARKETS AND ENFORCEMENT -(MCCDONALD) ~ 

RE: DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST 
SUPRA TELECOMMUNICATIONS AND INFORl'vIATION 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 NAMF AND LOCATION: s:\PSC\GCL\WP\O20999.RCM 

CASE BACKGROUND 

On October 11, 2001 ,  Mr. Me1 Cit ron  ("Mr. Citron" or 
"customer") contacted the  Division of Consumer Affairs to register 
a complaint against Supra Telecommunications and Information 
Systems, Inc.  (Supra) - This complaint w a s  logged as Consumer 
Activity Tracking System Request No. 411314T. Mr. Cit ron  claimed 
t h a t  he asked Supra to provide h i m  with the  access numbers f o r  
programing his phone, to put a 9 0 0  c a l l  block on both h i s  accounts 
and t o  place a c a l l  block on both of h i s  accounts that would not 
allow calls to be completed through directory assistance. 
M r .  Citron alleged that Supra told h i m  the  blocks were in place,  
but he was billed for calls that should have been blocked. The 
customer f u r t h e r  alleged that he was b i l l e d  by and paid both Supra 
and BellSouth for  the same service. 



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

Supra responded t o  staff's inquiry on November 21, 2001. 
Supra indicated in its report t h a t  a c r e d i t  in the amount of $25 
was issued for each l i n e  for t h e  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 305L932-3546.  A credit of $50 
for inconvenience and $150 for misbilling were applied to this 
account. Supra reported that M r .  Citron w a s  satisfied with the 
resolution f o r  the 305 telephone numbers but not for t h e  954 
account. Supra alleges that it i s  not responsible fo r  the calls 
placed to directory assistance via \\555-121211 as the calls were 
dialed from the customer's home. 

On February 1, 2002, staff closed the--cr;zst-omer-' s complaint. 
On July 24, 2002, Mr. Citron notified staff that he was not 
satisfied with the proposed resolution to h i s  complaint by 
requesting to participate in the informal conference process. 

On September 11, 2002 ,  an informal conference was he ld  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 a l l  the  problems reported to it 
by t h e  customer and that it was not responsible f o r  the directory 
assistance calls made from h i s  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. 

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

- 2 -  



DOC-T NO. 020999-TX 
DATE: December 5,  2002 

DISCUSSION OF ISSUES 

ISSUE 1: Should the Commission deny Complaint No. 411314Tt filed 
by Mr. Me1 Citron against Supra Telecommunications and Information 
Systems Inc.  ? .. 

RECOMMENDATION: Yes. The Commission should deny Complaint No. 
411314T filed by Mr. Me1 Citron. (BANKS, PLESCOW, MCDONALD) 

STAFF ANALYSIS: As stated in the Case Background, Mr. Citron stated 
that he asked Supra to provide him with t he  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 
woula- not all-ow directory assistance calls. However, Mr ;---CTtron 
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. In order for any local telephone company to 
provide this t y p e  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 t he  customer that if a full toll block was 
placed on his line, it would prevent h i m  from being able to dial 
direct, use a prepaid calling card, or d i a l  10-10-XXX, he declined 
the block. 

- - 

The, customer f u r t h e r  alleged t h a t  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 t h e  
service t h a t  he used. When s taff  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 f o r  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. 

1 

- 3 -  
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DOCKET NO. 020999-TX 
DATE: December 5 ,  2 0 0 2  

During the informal conference, Mr. Citron indicated that he 
thought t h a t  he w a s  due more credits from Supra regarding the 
directory assistance calls on his bill. However, Supra stated that 
it had provided M r .  Citron w i t h  a number of courtesy and misbilling 
credits in order to 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 f o r  misbilling, as  w e l l  as additional courtesy credits. 
Furthermore, s t a f f  emphasizes that while M r .  Citron may have 
requested c a l l  blocking for calls to directory assistance, t ha t  
type of call blocking is not available. As such, since the 
1 n f o rmat 1 on p r  o-vi-de-d--i-ndi c a t e s that d i re c t o r y  a ss i st an-ce--c-a-l--Ss - - w e r e -  
placed from M r .  Citron's residence, s t a f f  believes Supra may 
properly charge f o r  these calls. Even though Mr. Citron may have 
understood this c a l l  blocking option to be available, staff 
believes t h a t  the charges a r e  appropriate because the service was 
a c t u a l l y  used and the charge was incurred as a result. Therefore, 
s t a f f  recommends that the Commission should deny Complaint No. 
411314T filed by Mr. Me1 Citron. 

__ -_ _-I . -.. .. 

- 4 -  



DOCKET NO. 020999-TX 
DATE: December 5, 2 0 0 2  

ISSUE 2 :  Should this docket be closed? 

RECOMMENDATION: The Order issued from t h i s  recommendation will 
become final upon issuance of a Consummating Order ,  unless a person 
whose substantial interests are affected by the  Commission's 
decision f i l e s  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 s t a f f '  s recommendation is approved or 
denied, t h e  r e s u l t  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, t h i s  docket should 
then be- closed upon issuance of a Consummating Order.  - - - 

I 

- 5 -  



c t i on  1 - Bureau o f  Records and Hearinq ServTces ComDletes 

lcket No. 020999-TX Date Docketed: 09/19/2002 T i t l e :  Complaint o f  Me1 Citron against Supra TelecomuniCZT1ons and 
Information Systems. Inc. regarding qua l i t y  of servlce. 

- Impany: Me1 Citron - . -  

' f i c i a l  Filing D a t e :  
, s t  Day t o  Suspend: Expirat ion: 

! ferred t o :  AUS CAF CCA CMP ECR EXT (GCL) MMS P I F  
X X X ' (  1'' indicates OPR) - - - - - - - - - 

~~ 
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' -dnscr ip t  del ivery t i m e  recommended: 

iormal - Expedited - Daily Copy - 

_ .  

* Events comr>leted; therefore unavailable for rev1  sion 

Current CASR revis ion level 
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3 .  PA4 Order 
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Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Tuesday, November 12, 2002 10:19 AM 
Felicia Banks 
Carmen Pena 
RE: Docket No. 020999 (Me1 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 
Zc: Don McDonald; John Plescow 
Subject: RE: Docket No. 020999 (Me1 Citron vs. Supra Telecom) 

P e r  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 
.'ou that I will be out of the o f f i c e -  Wed, Thurs and Friday of this week (11/13, 11/14 and 
13/15). 

?lease try to make the changes as soon as possible so thac this recc can be circulated. I 
w i l l  probably come in over this weekend so if you leave the suggested changes in my box. 
T will g e t  to it. 

Thanks. 

_ _ - - _  Original Message----- 
From: Felicia Banks 
Sent: Tuesday ,  November 05, 2002 4:18  PM 
To: Don McDonald; John Plescow; Carmen Pena 
S u b j e c t :  Docket No. 020999 (Me1  C i t r o n  vs. Supra Telecom) 

?er consumer affairs' request to have additional time to review the blocking issue, 
scaff's recommendation i n  the above-referenced docket is being postponed until the next 
r C 3 - r  -.-,-.- filing of 11/20 for the 12.12 agenda conference. Thanks. 

lqRMEN/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. 

I 



Carmen Pena 

From: 
Sent: 
To: 
Subject: 

Felicia Banks 
Tuesday, November 12,2002 10:21 AM 
Carmen Pena 
RE: Docket No. 020999 (Me1 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 (Me1 Citron vs. Supra Telecom) 
Importance: High 

Felicia : 
. ___ . . . . . ... - . . -. . _. . . .  .- .. 

Kate Smith w i l l  make the proposed changes this afternoon when she comes in. 

L a t e r  t h e  recommendation will be forwarded to Bureau Chief Rhonda H i c k s ,  whc in turn will 
forward it t o  Mr. Richard Tudor. 

I will e-nail you when the recommendation leaves my o f f i c e .  

Thank you f o r  your help. 

----- Original Message----- 
From: Felicia Banks 
S e n t :  Tuesday, November 12, 2002 9:31 AM 
To: Carmen Pena 
Cc: Don McDonald; John Plescow 
S u b j e c t :  RE: Docket No. 0 2 0 9 9 9  (Me1 Cicron vs. Supra Telecom) 

Per our conversation this morning, you indicated t h a t  you had been short-staffed and 
needed addirional time to make changes to the above-referenced recommendation. I advised 
you that I w i l l  be out of the o f f i c e -  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 t h e  suggested changes in my box. 
I will ge t  tG it. 

Thanks. 

----- Original Message----- 
From: Felieia Banks 
Sent: Tuesday, November 05,  2002  4:18 PM 
To: Don McDoRald; John Plescow; Carmen Pena 
Subject: Docket No. 020999 (Me1 C i t r o r ,  vs. S u p r a  Telecom) 

P e r  consumer a f f a i r s '  request to have additional time to review the b l o c k i n g  issue, 
scaff's recornvendaxion in the above-referenced docket is being postponed until the next 
recc fiiin9 of 11/20 for t h e  12/2 agenaa' conference. Thanks, 

CARMEN/;OHN: Piease go ahead and make any suggested changes to scaff's recommendation and 
leave your changes in my box.  I will p r o b a b l y  come in over the weekend. Thanks. 

1 



Carmen Pena 1 

From: 
Sent: 
To: 
cc: 
Subject: 

Felicia Banks 
Tuesday, November 12,2002 9:31 AM 
Carmen Pena 
Don McDonald; John Plescow 
RE: Docket No. 020999 (Me1 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. 
YOU t h a t  I will be out of the office- Wed, Thurs and Friday of this week  (11/13, 11/14 and 
11/15). 

I advised 

Please try to make the changes as .soon as possible so that this recc can be circulated. 
w i l l  probably come in over this weekend so if you leave the suggested changes in my box. 
I will get to it. 

I 

Thanks .  

----- Original Message----- 
. .. rl; - . 6- .. ~ ~~ 

Sent: Tuesday, November 05, 2002 4:18 PM 
To: Don McDonald; John Plescow; Carmen Pena 
S u b j e c t :  Docket No. 020999 (Me1 Citron vs. Supra Telecom) 

: elicia Banks 

Per consumer affairs' request to have additional time to review the b l o c k i n g  issue, 
staff's recommendation in t h e  above-referenced docket  is being postponed until the next 
recc filing of 11/20 f o r  the 121'2 agenda conference. Thanks. 

CARMEN/JOHN: 
leave your  changes in my box. I will probably  come in over the weekend. Thanks. 

Please go ahead and make any suggested changes to staff's recommendation and 

1 



State of Florida 1 

CAPITAL CJRCLE OFFICE CENTER 2540 SHUMARD OAK E % O U L E V m  
TAL~AHASSEE, FLORIDA 32399-0850 

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

DATE : NOVEMBER 7, 2002 

TO: 

FROM : 

RE: 

AGENDA: 

CRITICAL 

DIRECTOR, DIVISION OF THE COMMISSION CLERK 6r 
ADMINISTRATIVE SERVICES (BAY6) 

<+6 
OFFICE OF THE GENERAL COUNSEL (BANKS) ch ,, 
D-IVIS-ION--OF-C-QNSUME-R AF-F~I-R-RS- (PLESCOWU~U ~ 

DIVISION OF COMPETITIVE MARKETS AND ENFORCEMENT (MCDONALD) 

DOCKET NO. 020999-TX - COMPLAINT OF MEL CITRON AGAINST 
SUPRA TELECOMMUNICATIONS AND INFORMATION SYSTEMS, I N C .  
REGARDING QUALITY OF SERVICE. 

11/19/2002 - REGULAR AGENDA - PROPOSED AGENCY 
INTERESTED PERSONS MAY PARTICIPATE 

DATES: NONE 

SPECIAL INSTRUCTIONS : NONE 

FILE NAME AND LOCATION: s:\PSC\GCL\WP\O20999.RCM 

ACTION - 

CASE BACKGROUND 

On October 11, 2001,  Me1 Citron ("Mr. Citron" or "customer") 
contacted the Division of Consumer Affairs t o  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 t h a t  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 h i s  
l i n e  that would not a U o w  calls to be completed through directory 
assistance. Mr. Citron alleged that Supra t o l d  him the  blocks were 
in place; but he was billed for calls t h a t  should have been 
blocked. The cus tm~er  f u r t h e r  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 i ts  report  that a credit in the  amount of $25 

4 



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

was issued €or  each line for the  incdnvenience. As a result, t h e  
account for telephone numbers 954-921-0287 and 954-921-0322 had a 
balance of $287.02.  The customer a l so  had a second residence with 
telephone numbers 305-932-4893 and 305-932-3546. A credi t  of $50 
for inconvenience and $150 for misbi'lling were applied to this 
account. Supra reported tha t  Mr. Citron was satisfied with the  
resolution for t he  305 telephone numbers but not for t he  954 
account. Supra alleges that it is not -responsible for t h e  calls 
placed to directory assistance via "555-1212ti  as the calls were 
dialed from t he  customer's home. 

On February 1, 2002,  staff  closed the customer's complaint. 
On J u l y  24 I 2002 , Mr:--Cltron notif i d  -st-af f ~ -that- xe was -not 
satisfied with t he  proposed resolution to his complaint, by 
requesting to participate in the informal conference process. 

On September 11, 2002,  an informal conference was held w i t h  
Mr. Citron, Supra representatives and Commission staff. During 
the informal conference, Mr- Citron stated his position that  Supra 
was billing h i m  for services it did not provide and that  he 
believed t h a t  he was due credits for these services. Supra stated 
its position that it had corrected a11 the problems reported t o  it 
by the  customer and t h a t  it was not responsible fo r  the  directory 
assistance calls made from his home. Supra declined to provide any 
additional credits and s ta ted  tha t  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 t h i s  matter pursuant to 
Section 364.604, Florida Statutes. 

- 2 -  
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DOCKET NO. 020999-TX 
DATE: November 7 ,  2002  

ISSUE 1: Should the Commission deny' Complaint No. 411314T, filed 
by Mr. Me1 Citron against Supra Telecommunications and Information 
Systems ~ n c  . ? 

.. RECOMMENDATION: Yes. The Commission should deny Complaint No. 
411314T filed by Mr. Me1 Citron. (BANKS, PLESCOW, MCDONALD) 

STAFF ANALYSIS: As stated in the  Case Background, Mr. Citron stated 
that he asked Supra to provide h i m  with the  access numbers for 
programing his phone, to put a 900 call block on his l i n e  and to 
place a call block on h i s  line that would not allow directory 
assistance calls. However, Mr. Citron was billed for calls that 
should have been blocked: ~ The- customer further alleged thatlie 
paid both Supra and BellSouth for the same service. Sta f f  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 Mx. 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 t h e  informal conference, Mr. Citron indicated t ha t  he 
thought- that he w a s  due more credits on his bill from Supra. 
However, Supra stated that it had provided MY. Citron with a number 
of courtesy and misbilling credi ts  in order in resolve the dispute. 
Hence, Supra declined to issue any additional credi t s .  

Based on the information tha t  has been provided by parties, it 
appears to staff t h a t  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. Me1 Citron. 

I 

- 3 -  



DOCKET NO. 020999-TX 
DATE: November 7 ,  2 0 0 2  

ISSUE 2: should t h i s  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 a f fec t ed  by the Commission's 
decision files a protest with in  21 days of the issuance of the  
Proposed Agency Action Order. This docket should then be closed 
upon issuance of a Consummating Order. I (BANKS) 

STAFF ANALYSIS: Whether staff's recommendation is approved or 
denied, t h e  result will be a Proposed Agency Action Order. If no 
timely protest to t h e  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. 

- 4 -  



Carmen Pena .I 

From: 
Sent: 
TO: 
Subject: 

Felicia Banks 
Thursday, October 31,2002 10:39 AM 
Carmen Pena 
RE: Recommendation of Me1 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 
Sub jec t :  Recommendation of Me1 Citron - Docket Number 020999-TX 
Importance: High 

1 

Felicia: 

John and I have read t h e  d r a f t  recommendation of the docketed case  belonging to Me1 
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 s e c t i o n ,  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 

1 



Carmen Pena 

From: 
5ent: 

Subject: 
,o :  

Don McDonald 
Thursday, October 24, 2002 3:OO PM 
Carmen Pena 
RE: Me1 Citron 

T h a n k s .  
4 

__--- Original Message----- 
From: Carmen Pena 
Sent: Thursday, October 24, 2002 3 : O O  PM 
T o :  Don McDonald 
C c :  Carrnen Pena 
Subject: Me1 Citron 
Importance: High 

Don : 

John Plescow is on his w a y  tc y o u r  office w i t h  t h e  copy of t h e  Me1 Citron informal 
c o n f e r e n c e  recording. FYI 

1 



Carmen Pena 
3 

From: 
Sent: 
To: 
Subject: 

Don McDonald 
Thursday, October 24,2002 8:31 AM 
Carmen Pena 
RE: Informal Conference-Me1 Citron-CATS 41 1314T 

Thanks .  

----- Original Message----- 
From: Carmen Pena 
Sent: Thursday, October 24, 2002 8 : 3 1  AM 
To: Don McDonald 
Cc: Carmen Pena;  Rhonda Hicks 
Subject: RE: Informal. Conference-Me1 Citron-CATS 411314T 
Importance: High 

Don : 
- - - 

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

----- Original Message----- 
Yrom: Rhonda Hicks 
Sent: Thursday, Octobe r  24, 2002 7 : 4 1  AM 
To: Carmen Pena 
C c :  Leroy Rasberry 
S u b j e c t :  FW: Informal Conference-Me1 Citron-CATS 411314T 

P l e a s e  handle. 

----- Original Message----- 
From: Leroy Rasberry 
Sent: Wednesday, October 23, 2002 9 : 5 9  AM 
To: Don McDonald 
: :: Rhonda H i c k s  
S u b j e c t :  RE: Informal Conference-Me1 Citron-CATS 411314T 

Don, 

Tha t  was handled by Rhonda Hick's group. 

Rhonda , 

Can you provide t h i s  information f o r  Don? 

Thanks  

----- Original Message----- 
From: Don McDonald 
Sent: Wednesday, October  23, 2002 8 : 4 3  AM 
To: Leroy Rasberry 
S u b j e c t :  Informal Conference-Me1 Citron-CATS 411314T 

L/J 
V -  

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

1 



From: 
Sent: 
cc: 
Subject: 

FYI 

John Plescow 
Thursday, October 17, 2002 954 AM 
Carmen Pena 
FW: Docket 020999-TX 

----- Original, Message----- 
Frox: F e l i c i a  Banks 
SenE: Thursday, October 17, 2002  9:22 AM 
T o :  Don McDonald 
Cc: John Plescow 
Subject: RE: D o c k e t  020999-TX 

Yes, 1 will be writing the recommendation. Tentatively, we are scheduled to file on 
Thursday, November 7 .  T h a n k s .  

~ ~~~ ----- Original Message----- 
From: Don McDonald 
S e n t :  T h u r s d a y ,  October 1 7 ,  2 0 0 2  9 :22  AM 
T o :  Felicia B a n k s  
S u b i e c t :  Docket 020999-TX 

; J i l l  you be writing the recommendation? 

1 
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late September 19,2002 Docket No. 

L. Division Name/Staff Name: 1 Office of the General CounselfF. Banks 
-. . 

1. OPR: 

5. OCR: 

F. Banks - -- . 

3. Plescow, D. McDonald _ - *  _ _ _ _ _ _ - _ , . . . _ . - . - _  

i .  Suggested Docket Tikle: Complaint of Me1 Citron against Supra Telecommu I Systems, Inc. regarding quality of service 

~~ 

Y e 1  Citron 

1300 Funston Street 

Hollywood, Florida 33019 

1954) 921-0287 (phone) 

5. Suggested Docket Mailing List (attach separate sheet if necessary) 

A. Provide NAMES OR ACRONYMS ONLY if a regulated company. 

Supra Telecommunica tions and Information Systems, 
1 nc. 

Ann Shelfer 

Koger Center- Ellis Building 

1311 Executive Center Drive, Suite 200 

B. ~ Provide COMPLETE h M E  AND ADDRESS for all others. (Match representatives to companies.) 

1. Parties and their representatives (if any): 

~~ ~~ ~~ ~~ 

Tallahassee, Florida 32301-5027 

(850) 402-0510 (phone) 

2. Interested persons and their representatives (if any): 

6. Check one: 

Documentation is attached. 

Documentation will be provided with recommendation. X 

1 

psc\ccAoiO-C (Rev 02/02 1 



Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Rhonda Hicks 
Tuesday, September 03,2002 8:38 AM 
Carmen Pena; Kate Smith; John Plescow- 
Bev DeMello 
FW: Upcoming Informal Conferences - September 2002 

_ .  

fyi 
----- Original Message----- 
From: Wanda Terrell 
Sent: Tuesday, September 03, 2002 8:34 AM 
To: Rhonda Hicks 
S u b j e c t :  FW: Upcoming Informal Conferences - September 2002 

Rhonda, 
~~ ~~ 

FYI. See Beth's assignments below. 

Linda Dodson - Sep. 5 

Felicia Banks - Sep. 11 

. . . . - .-.. . . 

----- Original Message----- 
From: Beth Keating 
Sent: Wednesday, August 28, 2002 1:27 PM 
To: Wanda Terrell 
Subject: Ew: 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 : 1 6  PM 
To: Rhonda Hicks 
Cc: Beth Keating 
Subject: RE: Upcoming Informal Conferences - September 2002 

I t a lked  w i t h  Wanda and Beth would be handling this. I: will forward this on to Beth a l s o .  

----- Original Message----- 
From: Rhonda Hicks 
Sent: Wednesday, August 28, 2002 9 : 1 2  AM 
To: Mary Diskerud 
Sub jec t :  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 S m i t h  
Sub jec t :  Upcoming Informal Conferences.- September 2002 
Importance: High 

I 



Rhcnda : , 

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 S m i t h  
Case number: 438467T 
PHILLIP BROWN V BELLSOUTH TELECOMMUNICATIONS,INC. 
(Telecommunication issues - Out of service, installations, etc.) 
*An attorney needs to be assigned t o  this informal conference." 

L Wednesday, September 11, 2002 

Telephone conference 
Room 136 B e t t y  Easley Bldg. 
Assigned BCO Informal Conference C o n s u l t a n t :  John Plescow 
Case number 411314T 
MEL CITRON V SUPRA TELECOMMUNICATIONS, INC. 
(Telecommunication issues - Quality of service promised and not given,  e t c . )  

- 9: 30 a . m . -  ~ . . -. . . . . . 

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

Thank you for your cooperation. 

2 
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SENDER: 
OD Complete items 3,4a. and 4b. 

E .Attach this form to the front of the mailpiece, or on the back if space does not e pemrlt. 
Write ’Refum Receipt Repuesred‘on the mailpiece below the article number. 

E delivered. 

u .Complete items 1 and/or 2 for additional services. 

al - .Print your name and-address-on the reverse of this form so that we can retum this 

- 
. . . . . - . . . . - 

.. . .. ..... -- - - - -  

card to you. 

5 
0 

The Retum Recerpt mll show to whom the artide was delivered and the date 

I also wish to receive the 
..followingservices-(-for-an- ~ ~ ~~ ~ 

1. 17 Addressee’s Address 2 
2. Restricted Delivery 8 

Consult postmaster for fee. 2 

extra fee): 
i!! 

CI 

*uI 
I 

Mr. Me1 C i t r o n  
1300 Funston Street 
Hollywood, FL 33019 

P 
i 

5. Received By: (Print Name) 

5 6. S i g n f l c ; c  * ~ 

v) g x  
I 

- 3  
‘ W  

8 
4b. Senrice Type 
El Registered Certified 

Express Mail 0 Insured 5 
0 Retum Receipt for Merchandise CJ COD 

5 * 
3 
0 * 
cp r 

I- 

8. Addressee’s Address (Only if requested < 
and fee is paid) 



3 Carmen Pena 

From: 
Sent: 
To: 
cc: 
Subject: 

Carmen Pena 
Wednesday, August 21,2002 1:26 PM 
Rhonda Hicks 
Carmen Pena: John Plescow; Kate Smith 
Upcoming Informal Conferences - September 2002 

Importance: High 

Rhonda : 

 he following are the informal. conferences scheduled so f a r  f o r  the month of September 
2002: 

Thursday ,  September 5,  2002 
9 :30  a.m. 
Teiephone conference 
Room 162 B e t t y  Eas ley  Bldg.  

Case number: 438467T 
PHILLIP BROWN V BELLSOUTH TELECOMMUNICATIONS,INC. 
(Telecommunication issues - Out  of service, installations, e t c . )  

- -  A s 3 5 g n e d - - B C O  Informal Conference Consuitant : Kate Smith 

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

Wednesday, September 11, 2002 
9 : 3 0  a . m .  
Telephone conference 
?(?am 136 B e t t y  Easley Bldg.  

L d ~ e  number 411314T 
MEL CITRON V SUPRA TELECOMMUNICATIONS, I N C .  
(Telecommunication issues - Quality of service promised and not given, etc.) 

.-igned BCO Informal Conference Consultant: John Plescow 

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

Thank you for your cooperation. 

I 



STATE OF FLORIDA 
COMMISSIONERS: 
LILA A. JABER, CHAIRMAN 
J. TERRY DEASON 
BRAULIO L. BAEZ 
MICHAEL A. PALECKI 
RUDOLPH “RUDYyy BRADLEY 

DNlSION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

August 21,2002 

Certified -& Regular Mail 

Mr. Me1 Citron 
1300 Funston Street 
Hollywood, FL 33019 

Re: Informal Conference Request 
PSC Inquiry No. 411314T 
Mr. Me1 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. 

I 

CAPITAL CIRCLE OFFICE CENTER 2540 SHU~IAKD OAK BOULEVARD TALLAHASSEE, FL 32399-0862 
An Affirmative ActionlEqual Opportunity Empioyer 

pS(3 Website: htt~:llwww.floridansc.com Internet E-mail: contact@psc.statc.n.us 



Mr. Me1 Citron 
Page 2 
August 2 1,2002 

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, 

. . .. . ... .... . 

KatLerine E. Smith 
Regulatory Consult ant 
Bureau of Consumer Outreach 

c:  Supra Telecommunications, Inc. 

I 



COMMISSIONERS: 

J. TERRY DEASON 
BfwuLro L. BAEZ 
MICHAEL A. PALECKI 
RUDOLPH "RUDY" BRADLEY 

Llm A. JABER, CHAIRMAN 

STATE OF FLORIDA 
DIVISION OF CONSUMER AFFAIRS 
BEVERLEE DEMELLO 
DIRECTOR 

TOLL FREE 1-800-342-3552 
(850) 413-4100 

August 20,2002 u-?l& &.A f- 

Certified M d &  Regular Mail 

Mr. Me1 Citron 
1300 Funston Street 
Hollywood, FL 33019 

Re: FPSC Inquiry No. 411314T 

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 teIephone 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. I can be reached at 1-850-413-61 05, at 1-800-342-3552 (ask for 
Kate) or by e-mail at ksmith@psc.state.fl.us. 

Sincerely, 1 

Katherine E. Smith 

Bureau of Consumer Information 
I Regulatory Consultant 

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0862 
An Affirmative ActiodEqual Opportunity Employer 

PSC W e  bsi t e: h t t p :h w IV. no r i d 3 n w. co m internet E-mail: contact@psc.statr.ll.us 
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FLORIDA PUBLIC SERVICE COMMISSION 
INFORMAL CONFERENCE REQUEST FORM 

FPSC Complaint Number: 

Customer's Name: 

Authorized Representative: 

Address: 

Address: 

Telephone Number (voice): 

E-mail address (if any): 

~ ~ 

41 1314T 

Me1 Citron 

_ -  

1300 Funston Street 

Hollywood, F133019 

954-921-0287 (Fax): 954-92 1-0287 

Please address the following statements using additional pages if necessaly. 

0 0  
Please identify the dollar amount in dispute. 1 5 50, - 

\NOTICE: This furm misf be postmarked by Ailgust 9,2002 . Failure to provide this iiformarion 
niuy result in denial of the iiformal cunference request. 

PSCKAF Form X (09/200 1) 



Mel Citron 

1300 FWlSton Street 


Hollywood,Fl33019 

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; 

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 I 
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, 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 
communica tion .. 

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. I 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. I 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 



FAX Voice: 954-92 1-0287 
Fax Number: 954-921-0287 - 

1300 Funsfon Street 
Hollywood, FL 33019-2220 f 

! '  
v :  

Name- Neoelia Santiag 
Fax Number: (800) 51 10809 
Voice Number: 

_ .  

hte:  6/13/02 

Subject: FPSC 411314T 

Note: Dear Ms Santiago, 
This is my fourth attempt in contacting your office via fax regarding the complaints that have been pending far 
months against Supra Telecom. As discussed and requested, I am forwarding iwo 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 bnfi-fm yourreceipt of thk inforbaaan. I am still 
uninformed of the disposition of the complaint. 

As mentioned, they indimterd 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 bemuse 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, I mentioned the letter sent 
to Ms Demello on February 28,2002 about these same issues and their now ofier of $25.00/ line which is not 
acceptible. We are talking about 16 months of literal HELL that I 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 16 112 months. 

Thank you for your continued support and interest 

L 



FAX Voice: 954-92 1-0287 

1300 Funston Street 
F ~ x  Number: 954-921-0287 - 

HollywOOd, FL 3301 9-2220 

Name: Noelia J. 
Fax Number: (800) 51 'I0809 
Voice Number: 

Subject: FPSC Inquiry #411314T 

Note: Dear Ms. Santiago, 
As you requested, I am forwarding these current copies of the Supra Telecom Bllls 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, I 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 isttotiilty unacceptible to me as I am sure it would-be3o 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 I C )  or 15 calls to them alerting them of their failure to perform as 
they promised. 

As mentioned, on February 28,2002, 1 addressed a letter to Ms. Demelio regarding these matters, as well as, their 
failure to iive up to any of their promises. 
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I I 

2540 SHUMARD OAK BOULEVARD 
TALLAHASSEE, FL 32399-0850 

STATE OF FLORIDA 

~~ 

Voice: 850-413-6109 

Fax: 850-413-6362 

I -  July 25 2002, 00: 16 PM 

TO: 

Supra Telecommunications 

850-402-0522 

Carmen Pena PUBLIC SERVICE COMMISSION 1 

Notes: 

Informal Conference Request FPSC 
InquiryNo. 411314T 

Attention: Ann Shelfer 

This is an acknowledgement letter regarding Informal Conference Request FPSC hquiry No. 
41 13 14T with Form X included. 

Note: Total pages 4 including cover sheet 

Thanks. 

I 



COMMISSIONERS : 
LIU A. JABER, CHAIRMAN 
J. TERRY DEASON 
BRAULIO L. BAEZ 

RUDOLPH “RUDY” BRADLEY 
MICHAEL A. PALECKI 

DNlSION OF CONSUMER AFFAIRS 
STATE OF FLORIDA 

BEVERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

_ .  

July 25,2002 

. . . .. . . ~~ ~~ 

Certified and Regular Mail 

Mr. Me1 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 retum it to the Commission within 15 days from the 
date of ths 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 Fonn X and 
In the event that the conference is recommend if an informal conference should be granted. 

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 C~RCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE, FL 32399-0862 
An Affirmative Action/Equal Opportunity Employer 

PSC Website: http://www.floridspsc.com Internet E-mail: contact@psc.state.fl.us 



Me1 Citron 
Page 2 
July 25,2002 

I hope this information is helpful. If you have any questions, please contact me at 1 - 8 O O - W -  
3552, by toll-fiee fax at 1-800-5 I 1-0809, or by e-mail at c.penak2psc.state.fl.us. 

S inc ere1 y, 

Carmen R. Peiia 
Regulatory Program Administrator 
Bureau of Consumer Outreach 

CRP:njs 

Attachment 

c: Supra Telecommunications 



'1 

FLORIDA PUBLIC SERVICE COMMISSION 
INFORMAL CONFERENCE REQUEST FORM 

411314T 

Me1 Citron 

FPSC Complaint Number: 

Customer's Name: 

Authorized Representative: 

Address : 1300 Funston Street 

Address: Hollywood, F133019 
. I ._ ~ ____ .. ._ ... . ~~~ -. ~ ~ 

Telephone Number (voice): 954-921-0287 

E-mail address (if any): , 

(Fax): 954-921-0287 

Please address the following statements using additiona I 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. 

I 

I 

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

PSCKAF Form X (09/200 1 ) 



ST 
COMMISSIONERS: 
LrL+ A. J A ~ E R .  CHAIRMAN 
1. TERRY DEASON 
BMULIO L. BAEZ 
MICHAEL A. PALECKI 
RUDOLPH “RUDY” BRADLEY 

ATE OF FLORIDA 
Dn’lSION OF CONSUMER AFFAIRS 
BEERLEE DEMELLO 
DIRECTOR 
(850) 413-6100 
TOLL FREE 1-800-342-3552 

July 25,2002 

._ - ~~ 

Certified and Regular Mail 

Mr. Me1 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 compIeted Form S 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 
In the event that the conference is recommend if an informal conference should be granted. 

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 reIief 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 CESTER 2540 SH~:>I.AKD OAK BOI’LEVAKD TALLAHASSEE, FL 32399-0862 
An Affirmatiye Action/Equal Opportunity Employer 

PSC Website: http: / /~vwlv . f lnt idap~~.com lntrrner E-mail: contnrt@psc.state.fl.us 



Me1 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 1-800-5 1 1-0809, or by e-mail at cpena~,psc.state.fl.us. 

S inc ere1 y, 

.. . -_ ~ .. ...- . 

CRP:njs 

Attachment 

c: Supra Telecommunications 

Carmen R. Peiia 
Regulatory Program Administrator 
Bureau of Consumer Outreach 

I 



FLORIDA PUBLIC SERVICE COMMISSION 
INFORMAL CONFERENCE REQUEST FORM 

FPSC Complaint Number: 

Customer’s Name: 

Authorized Representative: 

Address: 

Address: 

Telephone Number (voice): 

E-mail address (if any): 

-- --  - - - -  .- . .- .- . .. .. . 

41 l314T 

Me1 Citron 

1300 Funston Street 

Hollywood, F133019 

954-921-0287 (Fax): 954-92 1-0287 

Please address the following statements i~siizg 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. 

\NU T I C . :  This form mirst be postinarked by Airgrist 9, 2002 . F d i { r e  to provide this informatimi 
may result iri denial of the irfurmal conference request. 

PSC/CAF Form X (091200 1 } 



- 
Carmen Pena 

From: 
Sent: 
To: 

Pamela Johnson 
Wednesday, July 24,2002 3:23 PM 
Carmen Pena 

COMPLAINT 411314T IS A INFORMAL CONF. CASE 

1 



Monday. July 22,2002 1 t o 4  PM To: Ms. Bev deMelio From. , 954--921-0287 Page 1 of I 

. i l  Voice Number: 

P 

Merriil Citron 

r I J i (y)riisj I'19y?Fp !,r;fi :qv , 

Voice: 954-92 1-0287 
Fax Number: 954-921-0287' FAX 1300 Funston Street 0 R I G I N A L 

Name: Ms. Bev deMello 
Fax Number: (800) 51 10809 

After five attempts to contact your office, as a follow to Ms. Santiago, regarding numerous complaints pending for 
months against Supra Telecom. 1 am again writing to you. 

As discussed and requested by Ms. Santiago, I 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 I have been waiting for resolution to these issues despite the fact that they have failed to do any of the 
things they promised. 

I 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 settlement 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 I O  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, I previously mentioned this in a letter sent to your attention in February, 2002 about the revised, 
unsatisfactory, offer of $25.001 line which is not acceptible. We are talking about more than 16 112 months of literal 
HELL that I 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 Bell South. 
Thank you for your continued support and interest. 

Me1 Citron 



Wednesday. July 17,2002 8.31 AM To: Neoelia Santiago From: ,954:921-0287 Page. 1 of 1 

Merrill Citron 
Voice: 954-92 1-0287 

Fax Number: 954-921-0287 . FAX 1300 Funston Street 
HollyWood, FL 3301952220 - _ _  

0 R I G I N A, L 

Name: Neoelia Santiag 
Fax Number: (800) 51 10809 

I- 

Dafe‘ 7/17/02 

Note: Bear Ms Santiago, 

pending for months against Supra Telecom. 
is  attempt- n-c-olita-c-ti-ng- y-our- -o-m-c-e- -by-b-o-t-h--v-o~o-r-rx regs r-d-i-n~~~e~comp)aints hat~~have~b-en-- 

- - 

As discussed and requested, I 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. I 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 I spent trying to get them to do things right. 
Many times it required 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, I mentioned the letter sent 
to Ms Demello in February, 2002 about these same issues and their now offer of $25.001 line which is not acceptible. 
We are talking about 16 112 months of literal HELL that I 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 17 112 months. 

Thank you for your continued support and interest. 

Me1 Citron 



STATE OF FLORIDA 
7 

Commissioners: DIVISION OF CONSUMER AFFAlRS 
LILA A. JABER, CHAIRMAN 
3. TERRY DEASON DIRECTOR 

MICHAEL A. PALECKI 

BEVERLEE DEMELLO 

BRAULIO L. BAEZ (850) 413-6100 
TOLL FREE 1-800-342-3552 

RUDOLPH “RUDY” BRADLEY 

February 4,2002 

RE: FPSC Inquiry ##411314T 

Dear Mi. Citron: 

T ~ E  is a response to your communications with the Florida Public Service Commission 
(PSC) concerning Supra Telecommunications. 

A review of the information developed in OUT 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 1-800-5 1 1-0809, or by e-mail at 
nsantiag@psc. state. fl .us. 

Sincerely, 

Noelia J. Santiago 
Regulatory Specialist ZT 
Division of Consumer Affairs 

NJS:ewe 

CAPITAL CIRCLE OFFICE CEXTER 2540 SHUMARD OAK BOULEVARD TALLAHASSEE. FL 32399-0850 
An Xflirmative ActiodEqual Opportunity Employer 

PSC Website: ~ttp://wwW.noridapSc.Eom internet E-mail: contact@;psc.state.fl.us 



From: 
Sent: 
To: 
cc :  
Subject: 

Stephen s , S h a s t a [ S h a s t a. S te p hens @ st is. com] 
Wednesday, November 21,2001 507 PM - 
'pscrepty@psc.state.fl.us 
Miriki, Dakore; Issues, Resolution Desk 
Final Response to Request No. 41 1314T-Me1 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. 
resolved. We have also placed a block on the requested lines. We have 
issued him a $25  credit f o r  each line for h i s  inconvenience. As a result, 
his account with numbers 954/921-0287 & 954/921-0322 has a balance of 
$ 2 8 7 . 0 2  ( $ 5 0  credit for 2 lines @$25 each and $61.60 credit for 411 calls). 
T h e  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 f o r  misbilling. 
The customer is satisfied with the 3 0 5  numbers but is not satisfied with the 

c r - e 3 T t s i s s u e d  to the-954 numbers. Supra does not- be-li-eve it -is- responsible ~ 

for t h e  555-1212 calls that were placed at the customer's premise. 

The customer's access number issue has been 

If you have any questions, please contact me. 

Thanks, 
Ann Shelfer 
V . P .  - Public Policy Advocate 
qupra Telecom 

33 /402-0510  

. 

1 

1 



Angie Hashish0 TL - AD ;3HL/S 
4 

From: 
Sent: 
To: 
CC: 
Subject: 

Stephens, Shasta [Shasta.Stephens@stis.com] 
Thursday, November 01, 2001 3:46 PM 
'pscrepty@psc.state.fl.us ' 
Miriki, Dakore; Shelfer, Ann; Issues, Resolution Desk 
4 1 13 14T-Mel Citron 

This is a n  interim response t o  the above request. 
f o r  an additional 20  days to resolve t h i s  complaint. 
account information from M r r .  Citron's long distance p r o v i d e r .  Your 
consideration in t h i s  m a t t e r  would be greatly appreciated. 

Supra r e s p e c t f u l l y  a s k s  
We are waiting on 

I f  you have a n y  questions, p l e a s e  c o n t a c t  m e .  

Thanks,  

S h a s t a  M Stephens 
Reg u 1 a t or y- -Spec  i-a 1 i S t 
Supra  Telecom 
402-0510 

- _ ~  

1 



R e q u e s t  No, 399968T Name CITRON ,MEL MR. Business Name ~ 

consumer Information I-- 
Name: MEL CITRON 

Business Name: 

Svc Address: 1300 FUNSTON STREET 

County: Broward Phone: (954)-921-0287 

City/Zip: Hollywood / 33019- 

Account Number: 

CaAler's Name: MEL CITRON 

Mailing Address:1300 E"ST0N STREET 

City/Zip:HOLLYWOOD ,E% 33019- 

Can Be Reached: 

E-Tracking Number: 

Florida Public Service I 
Commission - Consumer Request 

2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 1 

850-413-6100 I 

Utility Information 

I Company Code:TX088 
Company:SUPRA TELECObMJNICATfONS AND 

A t t n .  

Response Needed From Company? N 

D a t e  Due:08/23/2001 
Fax: 402-0522 R 

t n t e r i m  Report R e c e i v e d :  / / 

Xeply R e c e i v e d :  / / 

teply Received Timely/Late: T 

Cnformal Conf. : N 

PSC lnformation 

Assigned To: ANJANA KAMBO 

Entered B y :  AK 

D a t e :  08/23/2001 

Time: 11:31 

Via: PHONE 

Prelim Type: 

PO: 

0.00 D i s p u t e d  A m t :  

Supmntl R p t  Req'd: / / 

Certified Letter Sent: / / 

Certified L e t t e r  Rec'd: / / 

Closed by: 

D a t e :  08/23/2001 

Closeout: Type: GI-02 , 
Apparent Rule Violation: N 

WARM TRANSFER Customer says he had been having problems w i t h  the service for over 6 months during which time 
he tried to contact the company at least  a 100 times. Customer says his voice~mail comes on the first ring 
instead of on the ninth and he has problems w i t h  local and long distance service. 

Business Name equest  No. 39996811 Name CITRON ,MEL MR. I 

!AGE NO: 1 



FLORIDA PUBLIC SERVICE COMMISSION 

FPSC Complaint Number: 

Customer’s Name: 

Authorized Representative: 

Address : 

Address : 

Telephone Number (voice): 

E-mail address (if any): 

__ . ~ 

INFORMAL CONFERENCE REQUEST FORM 

411314T 

Me1 Citron 

1300 Funston Street 

Hollywood, Fl33019 
-~ ~~ 

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

Please address the f o h w i n g  statements using additional pages if necessary. 

0 0  
Y 

Please identify the dollar amount in dispute. 1 fs 50, - 

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

PSC/CAF Form X (09/200 1 ) 



Me1 Citron 
1300 Funston Street - 

Hollywood, F133019 
954-921 -0287 

State of Florida Public Service Commission 
Capital Circle Office Center 
2540 Shumard Oak Boulevard 
Tallahassee, FI 32399-0850 

February 28,2002 
Re: FPSC Inquiry #4 I 13 14T 

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 1 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 fiom 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. AAer countless reassurances fiom 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 
eontact her regarding its content. 1 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 someme named Shasta in Tallahassee. I 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, 
1 

Me1 Citron 



Name: Nmelia Santiag 
Fax Number: (800) 51 10809 
Voice Number: 

_ -  

kte: MI 3/02 

~ ~~ ~ ~ ~- 

Subject: FPSC 41 131 4T 

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 Telet". As discussed and requested, 1 am forwarding two previous bills from Supra 
Telecom. lncfuded in the bill are added " t h y  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 tb -tonfirm your receipt of thls information. 1 am still--- 
uninformed of the disposition of the complaint. 

As mentioned, they indiwterd to me they would be making an adjustment of about 75% to the bills for their failure 
to perform their pramises 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 I O  to 15 calls just to speak to the correct party only to have them fail to ac? and requiring me 
to start over. 

In addition, I mentioned the letter sent 
to Ms Demello on February 28,2w12 about these same issues and their now offer of $25.001 line which is not 
acceptible. We are talking a b u t  I 6  months of literal HELL that I 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 16 112 months. 

Thank you far your continued support and interest 

Me1 Citron 



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

1300 Fu nston Street 
I Ho l l~ood ,  FL 3301 9-2220 

Name: Nczelia J. 

Voice Number: 
Fax Number: (800) 51 10809 .. 

Subject: FPSC Inquiry #411314T 

Note: Dear Nls. Santiago, 
As you requested, I am forwarding these current copies of the Supra Telecom Bills received. As discussed they 
contain errors. In addition, there is approximately $32/morrth in late fees and interest charges added to my bill. As 
mentioned, I 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 I am sure it wouid be, to you too. They --- 
soIved nothing without my spending hundereds of hours with them on the phone. They never returned calk, and 
they never got anything done without my making I O  or 15 calls to them alerting them of their failure to perform as 
they promised. 

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


