BEFORE THE

PENNSYLVANIA PUBLIC UTILITY COMMISSION

Neil H. Touchet




:








:


v.





:

C-2010-2204479







:

Frontier Communications of Pennsylvania, LLC
:

ORDER



On October 7, 2010, Neil H. Touchet (Complainant) filed a formal Complaint against Frontier Communications Of Pennsylvania, LLC (Respondent or Frontier) alleging that the billing process used by Frontier resulted in his receiving bills later than he should, and sometimes after the due date.  Despite numerous contacts with the Respondent, the problem was not resolved.  In addition, when receiving calls from Frontier, his caller ID display showed “Unknown” or Unavailable,” which he claims is unconscionable when he pays a monthly fee for caller ID to Frontier.  He asks that Respondent be directed to provide bills in the correct billing format in a timely manner, that the Frontier billing system be investigated and the results made public, and that Frontier be directed to use caller ID on its calls.


On December 7, 2010, Frontier filed its Answer which alleged that Complainant had requested special billing treatment, which had been provided even though Frontier usually charged $2.00 monthly for customers who want to receive both hard copy and electronic bills.  The Answer suggests that Complainant would be better off with hard copy only.  Frontier denies any wrongdoing.


Complainant filed letters on January 4, 2011 and February 21, 2011.  On May 23, 2011, a Hearing Notice was issued which set the evidentiary hearing for Tuesday, June 28, 2100 and assigned the case to me.  On May 24, 2011, I issued a prehearing order which set forth some of the requirements for a formal hearing before the Commission.  Included were directions for seeking continuances, directing the parties to discuss the matter with each other prior to contacting the presiding officer.  


On June 13, 2011, I received a letter from Andrew J. Katsock, III, Esq., which indicated that he had been retained to represent Frontier and sought a continuance due to a prior commitment on the scheduled hearing date.  In response, Mr. Katsock was directed by letter to contact the opposing party and to provide three additional dates between June 20th and July 15th when he and Complainant were both available for a rescheduled hearing.  Complainant filed a letter dated June 15, 2011, objecting to a continuance.



Following receipt of the three dates, a Hearing Cancellation/Reschedule Notice was issued which rescheduled the evidentiary hearing for Friday, July 1, 1011.  The hearing commenced at the scheduled time, with Complainant representing himself and submitting seven exhibits.  Mr. Katsock representing Frontier.  He presented the testimony of Jennifer Brown, senior manager of customer care.  A transcript was generated.


At the hearing, Complainant sought three additional remedies:  a “clean” billing history beginning in March 2010, which would show the calculation of his bills each months without any of the late charges; that the presiding officer check the number of complaints against the Company on the internet; and that the Commission sanction the Company for its actions.  After presentation of the case, the parties were directed to cooperate to seek an amicable resolution.  To further this effort, the Company is directed to prepare the clean billing history so that the Complainant and the record is clear that his monthly bills were not affected by the repeated addition and subtraction of late charges.  In addition, the Company testified that their telephone system is being revised to show a name or number when calls are returned, and this should be in place by sometime in August.  If the parties fail to reach an amicable resolution by August 31, 2011, I will prepare and issue an Initial Decision.


THEREFORE,



IT IS ORDERED:



1.
That the Respondent, Frontier Communications of Pennsylvania, LLC, prepare a document which shows the Complainant’s bills beginning in March 2010 through the current bill without the addition and subtraction of late charges.  The goal of this analysis is to show whether the exclusion of late charges would affect the bills as rendered, especially in terms of changes to applicable taxes or other fees.  This analysis, marked as Respondent’s Exhibit 1, shall be served on the Complainant and upon the presiding officer on or before July 29, 2011.


2.
That the Respondent, Frontier Communications of Pennsylvania, LLC, shall prepare an account summary which documents the billing periods, amount of the bills, and date and amount of each payment from March 2010 to the current billing cycle.  This account summary shall be marked as Respondent’s Exhibit 2, and shall be served on the Complainant and upon the presiding officer on or before July 29, 2011.



3.
That the Respondent, Frontier Communications of Pennsylvania, LLC, shall prepare a customer contact report which reflects the dates and substance of contacts with the Complainant from March 2010 to the present date.  The customer contact report shall be marked as Respondent’s Exhibit 3, and shall be served on the Complainant and upon the presiding officer on or before July 29, 2011.  


4.
That Respondent’s exhibits shall be accompanied by appropriate verifications or affidavits.



5.
That upon receipt of the Respondent’s exhibits, the Complainant shall have ten days to submit a written objection to any portion of them or they will be admitted to the record as unopposed.  Should the exhibits raise additional questions, Complainant may ask for an additional hearing.  


6.
That the parties have until August 31, 2011, to reach an amicable resolution to this Complaint and to file a certificate of satisfaction, or another hearing will be scheduled or an Initial Decision will be issued, as appropriate.

Dated:
July 1, 2011




____________________________________








Susan D. Colwell








Administrative Law Judge  
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