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Reply B r i e f — D o c k e t No.0-2015-2515583 

Altman v . V e r i z o n 

ARGUMENT: p g . l ? 

V e r i z o n ' s i n i t i a l l e t t e r t o us served , as they s t a t e , 

as the n o t i c e of suspension of our phone s e r v i c e w i t h i n 30 days 

i f we r e f u s e d t o migrate our eoppt r se rv ice t o f i b e r - o p t i c se r ­

v i c e . At tached was the "Frequen t ly Asked Quest ions" page, which 

placed suspension at 4-5 days , adding c o n f u s i o n to our shock t h a t , 

a f t e r be ing long- t ime customers of V e r i z o n , i n good s t a n d i n g , we 

were th rea tened w i t h loss of phone se rv i ce and be ing g iven an u l ­

t ima tum. 

: pg.18 

Regarding our l e t t e r f r om N e i l ' s n e u r o l o g i s t ( r e : h i s se r ­

ious medical c o n d i t i o n t h a t r e q u i r e s cont inuous telephone access 

f r o m our phone) ,Ver i zon contends t h a t the l e t t e r does not s p e c i f y 

the type of phone c o n n e c t i o n . Nowhere i n V e r i z o n ' s requirement of 

medical c e r t i f i c a t i o n does i t make i t mandatory t o s p e c i f y , so i t 

i s assumed t h a t the s t a t u s quo of copper i s b e i n g r e f e r r e d t o . I n 

a d d i t i o n , the " s o f t suspend" t h a t cont inues 911 access does not take 

i n t o account the neces s i t y of urgent c a l l s t o h i s d o c t o r f o r what 

d i r e c t i o n t o take i n an impending n e u r o l o g i c c r i s i s , or o ther impor­

t a n t a d v i c e . Fur thermore , f o r ch ron ic h e a l t h c o n d i t i o n s , l i k e N e i l ' s , 

no p r o v i s i o n or accommodation i s made a f t e r s p e c i f i e d 30 days . 

o f impending suspension. We d i spu te t h a t Kevin Organ s p e c i f i c a l l y 

o f f e r e d us more time t o make a d e c i s i o n about m i g r a t i o n . I n f a c t , 

he made the u n c e r t a i n t y of l o s i n g our phone se rv ice even more c e r ­

t a i n by r e i n f o r c i n g the December 1st d e a d l i n e , and then sugges t ing 

t h a t we use h i s persona l phone number. The u l t i m a t e purpose we r e c ­

ognized would be t o permi t m i g r a t i o n w i t h no other r e s o l u t i o n f rom 

V e r i z o n , fiir.Organ's comment i n t es t imony about customers hav ing med­

i c a l condi t ions—"We take those v e r y conce rn ing . We r e a l i z e t h a t our 

customers are peop le"—is d i s ingenuous , i n l i g h t of h i s a t t i t u d e over 

the phone. ( T r a n s c r i p t , p .192-193) Knowing N e i l had a medical c o n d i ­

t i o n , Mr.Organ s a i d , i n t e s t imony concern ing the November 12,2015 

phone c o n v e r s a t i o n , " . . . s u s p e n s i o n would beg in on D e c . l i s t , and i t 

would l a s t f o r approx imate ly two weeks and then the f i n a l s e rv i ce 

i n t e r r u p t i o n would occur on Dec. 1 6 t h . That was the p l a n . " 1 (Trans ­

c r i p t , p .214) I n f a c t , P h i l i p Wood, a Ver i zon e x e c u t i v e , i n an e-

m a i l t o the OCA, i n d i c a t e d t h a t the medica l c e r t i f i c a t e *oul6 on ly 
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mat te r i f and when we c a l l e d t o schedule an appointment t o s w i t c h 

t o f i b e r . I n "Frequen t ly Asked Quest ions ,#14," ' the c o n d i t i o n s of 

not hav ing our te lephone se rv ice cut o f f are:; "a.have a p h y s i c i a n 

c e r t i f y by phone or i n w r i t i n g t h a t such an i l l n e s s e x i s t s and t h a t 

the person w i l l be endangered i f telephone se rv i ce i s s topped; and 

b . c o n t a c t us at 1.877.4-39.7442 t o place an order t o t r a n s f e r your 

vo ice se rv ice t o f i b e r no l a t e r than t h i r t y ( 3 0 ) days f rom the date 

of the a t t ached N o t i c e . " Th i s has been the c o n s i s t e n t a t t i t u d e of 

V e r i z o n t o us , and a l l of t h e i r con tac t s w i t h us have been t o t h a t 

sole purpose of g e t t i n g us t o s w i t c h . 

: Pg.19 

We s t r o n g l y disagree tha t Mr.Organ o f f e r e d to postpone suspen­

s i o n i n an e f f o r t t o p rov ide us more t ime and be reasonable , because 

" d a t i n g the m i g r a t i o n order weeks or months i n the f u t u r e ' " amounts 

t o the same t h i n g as our a c c e p t i n g the m i g r a t i o n . I n a d d i t i o n , had 

he t r u l y been t r y i n g to he lp us , he would not have wa i t ed u n t i l 

November 29,2015 t o p u l l us out of the process , when, i n f a c t , the 

OCA had a l r eady in te rvened on our beha l f t o s top the c l o c k of the 

Dec. 1st suspension. Nor , w i t h a l l of h i s , l concern" tha t we have h i s 

pe r sona l phone number, d i d Mr.Organ d i r e c t l y n o t i f y us t h a t we 

would not be suspended, thus a l l a y i n g our f e a r s t h a t we would lose 

our phone number. 

I n a d d i t i o n , there i s an i n t e r e s t i n g f o o t n o t e ( 8 ) on page. 6. of 

V e r i z o n ' s main b r i e f : "One of the changes Ver i zon has subsequently 

made i n c o n s u l t a t i o n w i t h Commission s t a f f i s t o add a s p e c i f i c 

suspension date t o each i n d i v i d u a l l e t t e r and p o s t c a r d , r a t h e r 

than j u s t s ay ing 45 days ." Th i s i s a ve ry impor t an t p o i n t t h a t 

should not be b u r i e d i n a f o o t n o t e . Ver i zon i s downplaying the 

f a c t t h a t we were unreasonably t r e a t e d and had t o p o r t our phone 

number i n sheer panic due t o t h e i r omiss ion of i n f o r m a t i o n such 

as t h i s , and because of a l l the c o n f u s i o n about suspending us , 

which was going on behind the scenes wi thou t our knowledge. 

Under the heading "Ver i zon O f f e r s a Robust B a t t e r y Back-up" 

Ver i zon s t a t e s , "The Altmans have never a r t i c u l a t e d a c l e a r and 

s p e c i f i c o b j e c t i o n t o f i b e r t echnology but one concern they r a i s e d 

i s c o n t i n u i n g t o have se rv i ce o p e r a t i n g d u r i n g a commercial power 

2. 
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outage ." We have c l e a r l y a r t i c u l a t e d more than one o b j e c t i o n t o 

f i b e r - o p t i c s as i n s t i t u t e d by V e r i z o n . I n extended outages, "inore 

than 20 hours" of back-up i s not even a day and h a r d l y " robus t " 

f o r such e v e n t s . The i r system of ba t t e ry -backup i s u n r e l i a b l e be­

cause i t i s dependent on b a t t e r i e s supp l i ed by the customer. I n e f ­

f e c t , customers have the r e s p o n s i b i l i t y , i n a d d i t i o n t o pay ing t h e i r 

b i l l , of powering t h e i r own phones. Twelve D b a t t e r i e s t h a t w i l l 

g e n e r a l l y l a s t up t o 8 hours of c o n t i n u a l use c u r r e n t l y cos t about 

fc25, so f o r people on a f i x e d income, j u s t 24 hours of. b a t t e r y - b a c k ­

up becomes ve ry expens ive , i f the Power Reserve i s dep loyed . 

: Pg.20 

The steps a customer can take to extend the back-up time can 

put the customer at r i s k , e s p e c i a l l y at n i g h t d u r i n g s leep when the u n i t 

may be tu rned o f f and a sudden storm or o ther outage occu r s . New 

b a t t e r i e s may not be "eas ie r t o purchase or keep on hand." These 

D b a t t e r i e s are used p r i m a r i l y i n f l a s h l i g h t s and may become u n a v a i l ­

able i n an impending s to rm. The b a t t e r i e s a customer s to re s may be 

dep le ted by the time they should be used. G i v i n g the customer the 

f i r s t set of b a t t e r i e s f r e e of charge i s l u d i c r o u s because the cus­

tomer w i l l be pay ing f o r f u t u r e b a t t e r i e s f o r the r e s t of h i s l i f e . 

That the f i b e r - o p t i c system must be extended r epea ted ly i n outages 

w i t h f r e s h b a t t e r i e s only serves t o prove the v u l n e r a b i l i t y of the 

system, and does not take i n t o account t h a t heavy b a t t e r y use i s no t 

e n v i r o n m e n t a l l y b e n e f i c i a l . Fur thermore , the Power Reserve i s not op­

t i o n a l f o r people l i k e us who depend on cont inuous telephone access. 

: pg .21 

Under the heading "Ver izon Responded Reasonably t o the Febru­

ary 2015 Service Outage,"' our t e s t imony shows t h a t we were repea ted­

l y t o l d each day f o r s eve ra l days t h a t r e p a i r s would be made. The ex ­

p l a n a t i o n i n the main b r i e f i s t h a t the problem was a wet copper c a b l e . 

: pg.22 

" I f the t r o u b l e i s ' o f an emergency n a t u r e , * Ver i zon must r e s ­

pond and take s u b s t a n t i a l a c t i o n ' w i t h i n 3 hours of the r e p o r t e d o u t ­

age c o n s i s t e n t w i t h the needs of c u s t o m e r s . . . . ' " We c l e a r l y informed: 

V e r i z o n ' s r e p a i r u n i t t h a t N e i l has a se r ious medical c o n d i t i o n . I n 

f a c t , N e i l needed poss ib l e emergency he lp d u r i n g the outage at 5 am; 

w i t h no phone a v a i l a b l e , i t was ve ry sca ry , but our c a l l s were t r e a ­

ted as a t r o u b l e not r e q u i r i n g "unusual r e p a i r . " 

3. 
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CONCLUSION: pg.23 

Throughout V e r i z o n ' s dea l ings w i t h us , they have used 

m a n i p u l a t i v e and unreasonable p r a c t i c e s t o convince us t o migra te 

t o a system t h a t has s e v e r a l f l a w s , the most g l a r i n g of which are 

i t s v u l n e r a b i l i t y and consequent u n r e l i a b i l i t y f o r customers. 

The i r t h r e a t e n i n g behavior cannot be downplayed w i t h skewed ex­

p l a n a t i o n s f r o m them t o i n v a l i d a t e what we have s t a t e d . We have 

o f f e r e d the Commission a l e t t e r f r o m N e i l ' s doctor and have ex ­

p l a i n e d the mental anguish V e r i z o n has put us t h r o u g h , f o r c i n g 

us t o apply our own remedy t o the problem t h a t they c r e a t e d , by 

go ing t o another company i n order t o r e t a i n our phone number. 

I n consequence, G i lda f e l l and broke her w r i s t and two f r o n t 

t e e t h i n go ing t o make the t r a n s f e r . 

I n d i r e c t t e s t imony and i n our main b r i e f , we have 

a l r eady shown evidence t h a t doesn ' t support V e r i z o n ' s t e s t imony and 

arguments as presented i n t h e i r main b r i e f . For the f o r e g o i n g 

reasons, our f o r m a l compla in t should NOT be dismissed and d e n i e d . 

APl^NDIX C: (Altman G a l l Notes) 

The phone c a l l notes f rom Ver i zon a t tached t o t h e i r 

main b r i e f are incomplete because we remember conversa t ions w i t h 

and kept notes on some r e p r e s e n t a t i v e s o f Ver i zon t h a t we spoke 

w i t h . For example, not i nc luded i n the Appendix i s N e i l ' s c a l l on 

November 6,2015 t o the 1-877-4-39-7442 ntimber g iven on the "Frequen­

t l y Asked Questions #14" f o r people w i t h medical problems. He spoke 

w i t h M s . T a t e l , r e p r e s e n t a t i v e , w h o sa id even before N e i l cou ld speak 

w i t h her t h a t she has t o read him the v a r i o u s s e rv i ce s V e r i z o n p r o ­

v i d e s ; then she spoke t o her s u p e r v i s o r , Ms.Young, who t o l d her to^ 

ask why N e i l doesn ' t want FIOS. M s . T a t e l sa id t h a t she doesn ' t r e ­

cord N e i l ' s h e a l t h issue because her system c a n ' t take t h a t i n f o r ­

m a t i o n . 

-w^-iXke notes p rov ided i n V e r i z o n ' s Appendix C are not on ly 

ih$"QDtf]33tfete but c r y p t i c at p o i n t s . 

99=6 MV S2AW9I0Z R e s p e c t f u l l y s u b m i t t e d , 

a3AI303M Mhfr^ 
Gilda Anne Altman 

4. N e i l Altman 
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Today, May 19,2016, we served by f i r s t - c l a s s ma i l a 
copy of our rep ly b r i e f to Suzan Paiva, at torney f o r 
Verizon; by f i r s t - c l a s s mail an o r i g i n a l copy to 
Rosemary Chiavet ta , secretary to the PUC; and by hand 
de l i ve ry two copies to the Honorable Judge Darlene Heep, 
Adminis t ra t ive Law Judge. 

N e i l and Gilda Altman 
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