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PROCEEDI NGS
(9:13 a.m)

M5. MLLER Good norning. GCkay, Rich, you can
sit down now. Good norning and welcone. Isn't it a
beauti ful nmorning outside? W're just delighted to see each
and every one of you this norning.

Today our Customer Service Forumis a first for
t he Federal Communi cations Commission. In a world where
advanced tel ecomuni cati ons services, with broad band, high
speed digital services, convergence and wrel ess
t echnol ogi es and networ ks are changi ng the way Anmericans
actually do their business, we are, in a very real sense,
having virtual reality and spawni ng new t echnol ogi es and
services and creating a smaller, a nore |inked worl dw de
comunity.

G ven that, the Consuner Information Bureau of the
Federal Comruni cations Comm ssion is conmtted and hopes
with this forumthis norning that we want to take the -- ask
t he peopl e who provide the services to our communities to
take a nonment and stop. Let's evaluate the kind of service
delivery we're giving and the effect that it has on the
consum ng public.

All of us realize that the American public now has
cone to accept and expect good consuner service. So today

we hope to take a critical |ook together at what we're
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4
doing. Let's highlight the positive and let's work together
to come up with sonme solutions for the problens we uncover

It is always a pleasure for the Consuner
I nformation Bureau to have the support and, nore
inportantly, the presence of our chairman. Ladies and
gentlemen, WIlliamE. Kennard, the Chairman of the Federal
Communi cati ons Conm ssion. Chairman Kennard.

(Appl ause.)

MR. KENNARD: Thank you very nuch, Lorraine, and
wel cone, everyone, to the FCC. | see a lot of famliar
faces. A lot of you have spent a ot of tinme here before,
and it's good to see you.

| woke up this norning and | thought that it was a
very propitious day to have this forum because | opened The

Washi ngton Post and on the front page is our own Roger

ol dbl att, Director of Consunmer Education at the FCC.
(Appl ause.) Were is he? There heis. | tell you, | was
so pleased to see that, and | said, God, that guy is good.

He got a plant on the front page of The WAshi ngton Post for

this event. The guy is good.

(Laughter.)

MR. KENNARD: That's right. | don't think you
need a press person. Well, I think a |lot of Roger's
comments in here really sumit up and that is, there are a

| ot of angry consuners out there about customer service and
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m sl eadi ng advertisenents and whatnot. And we wanted to
convene this forum because | know nmany of you are from

i ndustry and from consunmer advocacy groups and we're really
serving the sane custoner base. And we're all in this
together. | nean, that's what it's really all about.

One of the things we're going to tal k about here
today is how oftentines we're dealing with the very sane
consuners. That is, they'll call a tel ephone carrier and
the tel ephone carrier will just forward the call to the FCC

And Lorraine and | were tal king about this yesterday and
how this is becom ng quite a problemfor us, because
oftentinmes, by the tine that custoner is referred to our
assi stance center here at the FCC, we've got one angry
consuner. And Lorraine and | were tal king about how to deal
with that, and | said, well, let's just have a button where
we can send themright back

(Laughter.)

MR. KENNARD: But we can't do that. But what we
can do is we can work wwth all of you to inprove the way all
of us deal wth consuners in this really rapidly changing
environment. \Wat is happening in the world that we live in
of telecommunications is that it's changing so incredibly
fast and we're transitioning froman era of nonopoly
regul ation to an era of conpetition.

That's a huge chal l enge for those of us who care
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about consuner education, because that neans that nost
consuners who were used to being protected by governnment in
this area, where they had really one provider and that

provi der was highly regulated, now they're having to deal in
a conpetitive environnent, where they have to buy products
and services fromnmnultiple providers. They have to sort
through all these confusing calling plans. They are falling
prey to aggressive marketing tactics, oftentines deceptive
marketing tactics. And they're very vul nerabl e, because
they're not used to buying tel ephone services in an area
where they don't have lots of protection fromfederal and
state regul ators.

Vell, we know we can't go back. W can't go back
to the old nonopoly environnent, because ultinmtely,
conpetition is good for consunmers. W want themto have
t hese choices. W want themto have | ower rates and nore
i nnovation and all the good things that conpetition brings.

But we have to armthemwth the tools to protect
t hensel ves, and basically, that's information. And that's
what our Consuner Information Bureau is all about. It's
arm ng consuners with the information they need to nake
informed choices in this conpetitive market place.

|"mvery, very proud that we've set up the
Consuner | nformation Bureau under Lorraine's |eadershinp.

It's gotten off to a terrific start. A couple of weeks ago,
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| participated in a managenent retreat. All of Lorraine's
seni or managers got together. They left the FCC for a day
to talk about their plans for this Bureau. And | tell you,
there was a trenendous anmount of excitenent in that room
around the creation of this Bureau and the new tasks that
peopl e have.

But we can't be successful alone. W need the
hel p of industry and our colleagues at the state |evel and
consuner advocacy groups on the outside to help us pull this
off, and that's what this forumtoday is all about. [|'m
sure it's going to be a successful forumand |I'm | ooking
forward to the feedback that we get fromthe forum And if
you can't resolve this issue of, you know, consuner
conplaints comng to us fromthe carriers, Lorraine and |
will sit down and think about that button again that we
m ght have to inplenent for the FCC

Vell, thank you all for being here and good | uck
t oday.

(Appl ause.)

(Wher eupon a vi deot ape was shown.)

MR, GOLDBLATT: A little dramatization of sone
calls that we get. You m ght recognize sone of the voices.

These are recreations of real calls that we got. W didn't
want to put real callers on the spot.

One of the things we did during our |ast forum--
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and it worked really well -- was explain how we conme up with
these ideas for foruns, really, based on calls that we get
at our consuner centers, both in Gettysburg and here in the
Portals Building. For this one particularly, we did a
study, which is in your booklets, of a sanpling of 1,000-
sonme-odd conplaints that cane in during the nonth of May.
And we have what we call -- they're CAMS, Consuner Advocacy
Medi ati on Specialists, sitting here, and they' |l explain how
we did the survey, how we canme up with the results, and give
you another feel for sonme of the calls that have cone in.

So |l wll start with Tom Tom Shirl ey.

MR. SHI RLEY: COkay, thank you. AmI| on over here?

Ch, there | am Ckay, plenty of feedback

kay, well, listen, thank you all very nmuch for
comng. W really, really appreciate the chance to speak
with you. And we do want to speak with you

How many fol ks fromthe carriers are here this
nmor ni ng? Can we see hands of carriers? Okay, the reason
ask is because we're from Gettysburg, Pennsylvania, and we
don't know even a lot of the agency fol ks here. But thank
you, carriers, very much, and everyone el se, for com ng.

It's a great opportunity for us, this forum for
all of us to exchange sone ideas and naybe nake oursel ves
better able to provide the best customer service possible.

| think if we're in the custoner service business, we know
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t hat good custonmer service pays dividends in reduced
conplaints and foll owon benefits of reduced overhead,
reduced costs.

And by the way, your custonmers and our custoners
are the sane. Very often, they're the very, very sane
i ndi viduals who've called you and then call us. W share
t hose custoners. So what we want to do is to pronote
speaking in one voice to those custoners. W want to have
you have the sane information that we have, so that we can
be | evel and even when speaking to our shared custoners --
make that information the sanme. And I'Il be very frank with
you. We want to sell you our information. W have it on a
special low price of no dollars and zero cents. Please |et
us share this information with you

W want to relate to you -- we have a little bit
al ready -- sonme things that your custonmer and our custoners
that we share, that we're hearing. And then we'd like to
give you our version of that. W'Il|l do that when sone of ny
ot her teammates here, Kay and Wendy and Brenda and Steve,
speak to you. I'mgoing to be very quick here.

And really, believe nme, our purpose is not to beat
you up. W don't want to beat you carriers up. W want to
give you sone feedback. It's a little rough sonetines, it's
a little outrageous, but please renenber, we're just the

messenger. So don't shoot us quite today.
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Ckay, | want to show you the tools that we use to
talk to our custoners. Now, you saw on the video, those are
our people talking to our custoners and yours, and | want to
show you very quickly the tool we use to get information
fromthemand to provide information to them It includes
t heir phone nunbers, nanmes, addresses, and e-nmmil|l addresses
and fax nunbers and that kind of thing.

|"mon the video with ny -- okay, here we go.
Ckay, well, there we are, the Federal Conmunications
Conmmi ssi on Consuner |Information Bureau. There's our tol
free nunber right there, (888) 225-5322. That spells (888)
CALL FCC on your keypad, on your phone keypad. W have a
TTY that's (888) 835-5322 or (888) TELL FCC. Hang on here
and 1'Il give you a little simulation of what we see when
the custoners call us. GOCkay. There that is again.

The application software we use is called Expert

Adviser. It provides the neans for our CAMS -- that's
Consuner Advocacy and Medi ation Specialist -- that's all of
us -- to record the details of each call. And I don't nean
tape-record. | mean to record in our computers, in our

dat abases. As you will see, it's a collection of w ndows

and di al ogue boxes. W're going to look at it right now
When a call conmes into our consumer center, if the

cal |l er does not have his or her caller |ID blocked, we wll

automatically get the phone nunber right there, in the box
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11
right here, where you see the phone nunber. W do have to
ask themfor their nane. Here the state is actually keyed
to the area code, so that's provided to us right away.

And let us say that a caller calls. W begin over
here at level 1, sort of coarse-tuning. And the first few
words out of their mouth, we can tell whether they want to
tal k about -- whether they want to get FCC info or forns
that we have for them or whether they want to tal k about
their tel ephone, as they very often do. |In that case, we'll
click on tel ephone over there and then we get a second |evel
that provides various different topics under Tel ephone.

In this case, we've set up slamm ng. And what
we're able to provide to themare sone actions they can take
when they get slammed. W give them sone gui dance on how to
file a conplaint. W talk alittle bit about sanctions that
have been | evied on slamers.

Now, here is the information that we can provide
to them W can mail it to them fax it or e-mail it. So
this part right here, the nane is populated fromthe earlier
entries and the nunbers. So in this case, we're going to
fax this to this person in this exanple. O if the person
has an e-mail address, we can fill in their e-mail address
right here and send it to them

We al so have an on-line conplaint formthat we can

help themfill out as they speak to us or they can go onto
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12
our Web page and fill out the conplaint formthensel ves.
There's the other part of the conplaint form |It's
popul ated with their phone nunber, address, nanme -- that
ki nd of thing.

And then, in this case, you renenber it was it was
a slanmm ng case so we've highlighted slanm ng right here.

We have other things here too that we can highlight. So
onto the next step, and finally we'll conme down here and
submt the conplaint. And we get quite a |lot of autonated
processing of a conplaint that way.

Now, those are the mechanics of how we take a
call. We want to tell you a little bit nore about sone of
the content of the calls. So Kay, can you give us your
little bit of the program please? Thank you.

M5. WALTERS: Good norning, my nane is Kay Walters
and I have worked for the CGettysburg Consunmer Center for
four years. 1'd like to talk to you today about sonme of the
calls that | have taken fromtel ephone consuners,
specifically calls fromsenior citizens.

My first tel ephone consuner was a senior |ady who
call ed and was very, very upset and she was on the verge of
tears. She was very concerned about this new charge, the
$1.04 fromthe |ocal exchange carrier. |It's called the
Pl XI E charge -- Presubscribed I nterexchange Carrier charge.

And that's in our Rule 69.153. Basically it is, it says,
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if an end user custonmer does not have a presubscri bed
i nt erexchange carrier, that is, a long-distance carrier, the
| ocal exchange carrier may collect the PIXIE directly from
the end user. And the FCC sets a cap of $1.04 on this
char ge.

Now, she was on a fixed incone of $450 and she
said she just could not afford this extra charge. She said
she never accepted nonetary help fromthe federal governnent
or the governnent at all and didn't want to start, and at
that point, she was just in tears.

The caller also stated that the | ocal exchange
carrier said the FCC mandates this charge and she had to
call the FCCto take it off. What | advised the caller was
that the charge was not mandated. | al so advised her that
not hi ng on her | ocal phone bill is mandated by the FCC and
that nothing on her bill goes to the federal governnent
ot her than the federal excise tax, which is around 3 percent
of her bill. Oherw se, the phone conpany keeps the rest of

the noney for the upkeep, except maybe |ocal taxes or state

t axes.

And | told her I was very sorry, but the FCC could
not take that charge off her bill because we didn't put it
on. | sent her sone information through the expert adviser

that Tomtold you about, on a Lifeline Program That's a

program for people on fixed incomes. They go through the
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| ocal phone conpany to apply for that. And | also sent her
i nformati on about the $1.04, the access charge information.

My suggestions for better customer service would
be for the | ocal exchange carrier to know their bills. They
shoul d know exactly what each charge is for and be prepared
to explain the charges. |If the |ocal exchange carrier gives
the correct information out the first time, they don't get
that second call back after they' ve talked to the FCC and
have | earned the actual facts. And always, when soneone
calls that's on a fixed inconme, it's a very good suggestion
if they suggest the Lifeline Program because usually the
t el ephone custoners, when they call us, are very surprised
there is such a programout there. Most inportant: enpathy
for distressed people. | think we need to appreciate the
situation they are in and try to find them a hel pi ng hand
any way we can.

My second tel ephone consunmer was an ol der | ady
calling, sobbing so hard I couldn't even understand anyt hi ng
she was saying. Finally | had to tell her to take a couple
of deep breaths and try to cal mdown so | coul d understand.

Then she started telling me her story.

She had charges on her bill for calls she didn't
make. They were Dial-A-Porn calls, areally high bill, and
they just didn't have the noney to pay for them since they

were on a fixed incone, also. She said the |ocal exchange
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carrier said they just couldn't help her. They only bil
for other conpani es because the FCC mandates that they do
this. And they demanded paynent or at least to set up a
paynment plan, or they would di sconnect her phone.

She said she was caring for her sick husband and
needed t he phones to call doctors and maybe even 911 and she
coul dn't have her phone di sconnected. She said the | ocal
exchange carrier al so suggested that she call the |ong-

di stance conpany that billed her. She called the |ong-

di stance conpany and they told her they wouldn't take the
charges off because they knew the calls were nmade from her
horme.

VWhat | advised the caller was that she coul d ask
the | ocal exchange carrier to do a branch tap search to see
if their line was tanpered with. Also ask the |oca
exchange carrier if they could recourse the charges back to
the | ong-di stance carrier and ask the | ocal exchange carrier
to block 900 nunbers. | also advised that neither the |ong-
di stance conpany nor the | ocal exchange carrier could
di sconnect her for nonpaynent of pay-per-call charges, and
this is according to the Communi cations Act of 1993, Section
228(c)(3). And it states, "A common carrier shall not
di sconnect or interrupt a subscriber's |ocal-exchange
t el ephone service or |ong-distance tel ephone service because

of nonpaynent of charges for any pay-per-call service."
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al so suggested the Lifeline Programto her and | sent her
information on the Lifeline Programand consuner tips
information. The consuner tips infornmation is a way to
| oner your |ong-distance bill. | thought maybe it would be
benefi ci al .

| al so advised her to call the Federal Trade
Comm ssi on, gave her that toll free nunber, because the FTC
takes information on probleminformational calls. M
suggestion for better custonmer service is, the |ocal
exchange carrier should either tell why they bill for other
conpanies or at |east don't say the FCC nandates they bil
for other conpanies. The |ocal exchange carrier could have
suggested the branch tap search of her phone line, the
bl ocki ng of 900 nunbers, and taken an application for the
Lifeline Program Additionally, enpathy for people in
di stress. Even though it m ght have been the 50th, 60th
call, you've got to treat it as if it were the first call of
t he day.

| ' ve brought information today if anybody cares
for it, on the Lifeline -- not on the program the Lifeline
i nformati on and consuner information regarding tips for
| owering your long-distance bill. |f anybody needs that, |
have it here. At this tinme, I'd like to turn to ny
col | eague, Wendy, for nore exanples of calls.

M5. CHAMBERS: Good norning. Can everyone hear ne
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all right? GOkay, ny nane is Wendy Chanbers and | work in

the Gettysburg Consuner Center. |'ve answered gazillions of
call s regardi ng anything and everything. | have talked to a
| ot of your tel ephone custoners. |[|'ve brought sone exanpl es

of the kinds of calls that | have taken day after day for
the last three years.

| naccurate information. W received a call froma
consuner who had been referred to us by her |ong-di stance
t el ephone conpany. This caller wanted an expl anation of the
federal, state and | ocal surcharges on her bill. She was
told that only the FCC could explain this charge. She was
also told that the carrier generates her bill, sends it to
the FCC, we put on the taxes and surcharges. It then is
returned to the carrier and then sent out to their
custoners. And that explains a |lot of the delays in the
billing. (Laughter.)

W received a call froma consunmer who had been
referred to us by her |ocal tel ephone conpany. She wanted
an expl anation of the charges on her bill. She was told al
the charges on her bill are mandated by the FCC. They
i ndi cated that the FCC sl apped these charges on her bill and
the FCC receives the noney, and to call us to find out why
we are chargi ng her

| told her the FCC did not put these charges on

her bill. She was very angry and did not believe a word |
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sai d, because she said her bill indicated "FCC charge.” A
few of us have half jokingly considered telling the callers
to wite two checks -- one to the FCC for these supposedly
mandat ed charges (laughter), and one to the |ocal phone
comnpany.

Anot her charge that is very m sunderstood is the
| ocal nunber portability charge. W have received tens of
t housands of calls from consuners who have been referred by
| ocal telephone conpanies with either incorrect information
or no information at all. One lady told nme her | ocal
carrier told her this charge is authorized by the FCC and it
allows her to keep her phone nunmber even if she noves from
California to New York. | told her, under Rule section
52. 33, that the | ocal exchange carriers may recover their
carrier-specific costs directly relating to providing | ong-
term nunber portability. So carriers are allowed to recover
the cost of providing portability. They nay; they are not
required to do this.

Hi gh expectations. A call was referred to us by
the | ocal tel ephone conpany this tine. She wanted an
expl anation of the network access charge. W weren't sure
what she neant by that, but she indicated it was $3. 50,
which to us indicated, that was the federal subscriber |ine
charge. She was told this charge was inposed by the FCC and

to call us to have it waived. W told her, according to
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Rul e section 69.152(a), a charge shall be assessed upon end
users that subscribe to | ocal exchange tel ephone service.
However, under subparagraph m it allows for charging | ess
than the maxi mum including 100 percent |ess or zero.
Anot her caller we had was referred to us by her
| ong-di stance carrier. She had one of those charges on her
bill to Madagascar. She told the phone conpany she did not
make this call. They said they could not help her.
However, if she called the FCC, we could pull up her bill on
our conputer (laughter), we could tell her the phone nunber
and the conpany that the nunber belonged to. And they
recommended that she call this nunber to have this charge
renoved fromher bill. W told her, of course, we couldn't
pul | up her account on our conputers and she probably really
didn't want to call Madagascar, because then anot her
international call would appear on her bill.
We had another call regarding the nonpresubscribed
i nt erexchange carrier charge, otherw se known as the PIXIE.
She was told the FCC nakes the | ocal conpany charge this
fee, because she did not have a | ong-di stance carrier. She
was told to call us to find out why she was bei ng puni shed
for not having a | ong-distance carrier and demand renoval of
thi s charge.
| explained to her, according to the rule section

that Kay indicated earlier, that -- you know, that rule
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section. After that, she appreciated ny explanation and
told me she didn't |ike this charge but now understood why
it was on her bill. She wondered why the FCC al |l ows
conpanies to lie to their custoners.

| nproper referrals. W receive nmany, nmany calls
from consuners who are very frustrated because they are sent
from one conpany to another, fromone agency to another. W
received a call froma snowbird who wanted to put his
t el ephone on vacation status during the nonths he was out of
state. He had been doing this for the |ast eight years. He
was told this tinme that there were new FCC regul ati ons that
require himto call the FCC, that only we could put his
phone on vacati on service.

And for nmy | ast exanple, a |lady called regarding
the federal, state and | ocal taxes on her tel ephone bill.
She had called her | ocal phone conpany earlier and was
quickly sent to the FCC. | told her I could explain the
federal excise tax. However, | could not help her with her
state and | ocal taxes because they varied, depending on
where she lives. | suggested, why don't we do a conference
call with the local tel ephone conpany. So I got themon the
line, identified nyself as Wendy fromthe FCC, and | said |
had one of their customers on the |line who had called
earlier about her local and state charges and was referred

to us. And the custoner service representative said, oh,
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now, that should have never happened. W could explain
t hose taxes to her.

This custonmer service representative was
out standi ng. She expl ai ned each tax, the percentage, the
address and a contact phone nunber where their custoners
could call for further information. | thanked the custoner
service representati ve and when we get off the phone, the
custoner said to ne, why didn't | receive this excellent
custoner service the first time | called? Isn't it a shane
to have to escalate to the FCC before good custoner service
was achieved? It makes you wonder, doesn't it? Thank you.

Now I'd like to -- Steve is next.

MR. ALLBAKER: Good norning, my name is Steve
Al | baker (phonetic), and |I've answered these kind of calls
for the last four and a half years.

My first exanple is a gentleman who was totally
confused about his phone service. He has two phone lines in
hi s home, both of which have the sanme preferred | ong-

di stance carrier. At least that's what he thought until he
received his nost recent bills. Calls on his second |ine
were now being billed by a carrier he neither chose or ever
heard of.

He did contact the conpany and asked them what
t hey thought they were doing by billing himwhen he never

authorized it? And their reply was, the other phone conpany
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couldn't handle the calls, so they took over. To this he
replied, well, how cone they're still handling those calls
on ny first line, and he wanted to know what was goi ng on.
Their reply to this question was that they were the sane
conpany and again stated that they were handling his calls
because the ot her conpany couldn't.

| asked himif he contacted his preferred carrier
and he said he would, but the phone nunber on the top of
both bills were the sane nunber and he kept getting the sane
answer. He also stated that the second conpany was billing
himat the rate of one-mnute call, 75 cents; four-m nute
call, 75 cents, while his preferred carrier was charging him
10 cents a mnute, which he was happy about. He then asked
me if this was a formof slamm ng, at which point | couldn't
reply because | was confused about how this was being
handl ed. (Laughter.) So | sent himinformation and advi sed
himto file a conplaint wwth us and we'd look into it and
find out exactly what was goi ng on.

My second exanple was a retired couple who were
totally disgusted with the phone service. They were
contacted by a | ong-distance carrier about unlimted calls
for a flat rate per nonth. Since they live in Texas and
have a son who is in his first year at West Point in New
York, they figured it was a good deal. So the caller took

the information and did the verification and everything and
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told themthat the service would be hooked up in
approxi mately 10 days.

After three weeks and still not being hooked up to
this service, they contacted the conpany and requested that
their order be canceled, since if the conpany wasn't
reliable enough to hook themup one tinme, they couldn't be
trusted to handle their calls. So the representative at
this time took their information and stated that he woul d
have the order canceled. They thought everything was fine
until they received their first bill fromthis conpany for
the nonthly service charge. At that point again, they
contacted the conpany and asked them what was goi ng on.

The representative did respond that, yes, they
i ndeed were hooked up to their service. At this point, they
asked them could you pl ease have the service cancel ed? And
the representative stated that he woul d take this conpl ai nt
and put this in for a disconnection, but they would probably
be receiving another bill because it's in the next billing
cycle. So they then contacted their previous carrier and
request ed reconnection to them and al so contacted their
| ocal phone conpany about verification for the reconnection,
whi ch was done on April 17.

On May 1, they did pay the unwanted conpany's
bill, but then on May 10, they received a nonpaynent notice

fromthis conpany, which stated that unless the bill was
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paid by May 16, they would be turned over to a collection
agency. So after all this frustrating information and
everything, they keep calling back, they keep getting placed
to another |ocation, all around the U S. They never get to
talk to the same individual. And nost recently what has
happened is they're being transferred to an automated system
which puts theminto different |ocations and everything, and
it helps themnot at all because it always asks themfor a
PI N nunber, which they don't have because this conpany never
actually was their conpany.

And so far they've done this for eight tinmes. And
the end result of this, they're now visiting their son in
New Yor k, because he's concerned about what this is doing to
their health, because the husband has a heart condition and
the wife does have seizures. And | told them about the
possibility that their paynent and the nonpaynent notice may
have crossed in the mail, so that may take care of itself,
but keep trying to resolve this with the conpany.

But the thing of it is, the problemcould have
been elimnated right fromthe start if the first
representative that took the cancellation notice wuld have
advised themto contact their |ocal phone conmpany, that
there may have been a request for a change in service. And
they could have put a PIC-freeze on at that tinme and that

woul d have elimnated the whole problemfromthere on
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And that's the end of ny stories, and I'l| give
you to Brenda.

M5. ALTHOFF: Good nmorning. |'mgoing to cover
di scl osing and di ssem nating correct information. W
received a call froma custonmer asking for a definition of
t he access and uni versal charges on their phone bill. The
phone conpany gave a definition that the charges were
mandat ed by the FCC and given to the FCC to support their
cost-of-living raises in January. (Laughter.) So | thought
if this was the case, that now would be a good tine to ask
for the raise for next year. (Laughter.)

We received a call froma |ady asking the phone
conpany to explain a charge on her bill. The representative
stated, she could not help her. She refused to give her
name and woul d not transfer the lady to a supervisor. The
representative then put her on hold. She was on hold for
approximately 10 m nutes and was finally connected to what
she thought was anot her departnment. This was actually a
blind transfer, where she was then transferred to a
por nogr aphi ¢ nunber by the representative.

We had anot her custoner tell us that his wait tine
to get into the service departnent of a major carrier to
rel ease his blocked Iine back to his preferred carrier was
three hours. He put the call on conference until he finally

got through
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My next caller was froma nother whose chil dren
were in college. She set up a calling card so her children
could keep in touch, and at that tinme, the rate was 25 cents
per m nute and she had the card for several years. She
recently received a phone bill anounting to $400. She
i mredi ately got on the phone with the carrier and was told
that she was put on a different calling plan and rate. It
was $1.25 each tine she connected with the card and 97 cents
per m nute.

She asked the representative why she was not
informed of the increase and the representative told her
t hat because her billing statement was fromthe |ocal
exchange carrier, that they, the |ong distance conpany, were
unabl e to disclose rate information because of privacy. The
only privacy issues we are aware of are the custoner
proprietary network information, which was enacted under the
Tel ecommuni cati ons Act, section 702, and state that,
"Nothing in this section prohibits a tel ecommunications
carrier fromusing, disclosing or permtting access to
custoner proprietary network information obtained fromits
custoners, either directly or indirectly, through its agents
toinitiate, render, bill and collect for telecomrunications
services." So the rate information may be di scl osed.

The | ast subject that | would like to cover is

broken promses. | received a call and this was ny call
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| ast week froma man who was close to tears, and | don't
know i f you've ever taken a call where you' ve had a person
that's so distraught, pleading for help. He was a mnority
smal | busi nessman with seven children. He opened a snall
autonotive shop | ast Septenber, and at that tine, he set up
two lines with his | ocal exchange carrier. One nunber had
| ong-di stance, the other did not. The second line was for
his fax and conputer.

Hi s average | ong-di stance amounted to $10, so in
May of this year, he disconnected the | ong distance on his
first line. 1In April of this year, he received a | ong
di stance bill for the second line, which had his fax and
conput er, which had no |ong distance, totalling $2, 700.
Before this date, no | ong-di stance charges were ever
recei ved.

The next day, he placed a call to the | ong-
di stance conpany. The representative told himthat the
second nunber was |isted under a different nane and
di fferent social security nunber and the representative
woul d be sure to correct the nanme and social security nunber
on this account. The |ong-distance provider advised himto
call his I ocal exchange carrier, so a call was placed to the
| ocal exchange carrier the next day and the order was pl aced
again to cancel all |ong-distance.

A three-way conversation was placed by the |ocal
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exchange carrier to settle this dispute. The |ong-distance
representative informed her supervisor and stated that the
probl em woul d be corrected. She assured himthat the
probl em woul d be corrected and if -- to call within 30 days
if the problemdid persist. She gave himher name and phone
nunber.

At the end of April, he received a second bill,
totaling $10,000. The summary of charges presents him as
pl aci ng calls throughout the United States, seven days a
week, on a 24-hour basis. He imediately tried to contact
John or Jane Doe, the person who gave her nane and nunber to
him and was told that no one with that name worked at that
nunber.

He tal ked with several supervisors and was then
told the bill must be paid. In May, he received a third
bill, totaling $23,000. This is a true case. It's a rea
horror story. The point here is that there were a | ot of
prom ses that were broken

|'"d now like to turn this over to Tom Shirley to
add sone cl osing remarks.

MR. SHI RLEY: Ckay, | don't really have anything
further, Roger, so go ahead, please.

MR. GOLDBLATT: Thanks. Thank you all. W' re now
going to have a panel -- you would think that we get all the

conpl ai nts about custoner service and tel ephone conpani es.
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Qur next panel are other consumer groups or organi zations
and they're going to tell their experiences, as well. So
why doesn't the next group cone up, please? Have sone
cof f ee.

By the way, if the FCC was really getting all that
money, we'd probably have bagels at that table. (Laughter.)

Ckay, I'mgoing to ask each person to introduce
t hensel ves and tell the organization they're from before
they go into their little stories. So why don't we start
wi th Nancy Brockway?

MS. BROCKWAY: Good norning, my name i s Nancy
Brockway. |'ma comm ssioner with the New Hanpshire Public
Uilities Comm ssion and | don't have the sane kind of
specific anecdotes to relate, although | can tell you that
fromnine years working as a |l egal services attorney and
nine or ten years -- eight years working as a staff nenber
in various public utility comm ssions and now for a couple
of years as a conm ssioner in New Hanpshire, everything that
we heard this norning are the same types of conplaints that
state comm ssions get. And these are the types of problens
that consuners face when they're trying to navigate their
way through what is an increasingly conplicated naze of
regul ati ons, nunbers of conpanies they have to deal wth,
and changi ng situations.

| want to start by appl audi ng the Federal
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Communi cati ons Conmi ssion for their expanded response in
recent years to consuner conplaints. | renmenber when | was
a |l egal services attorney back along, we would try, as
attorneys, to call the FCC and get help for our clients with
an interstate bill and we couldn't get through as attorneys.
And there were very rigid requirenents about filing
conplaints in witing. You couldn't talk to anybody on the
tel ephone. It seenmed as if it was extrenely bureaucratic,
and not intentionally, but effectively designed to keep
anybody from bothering the FCC with their consuner
conpl ai nts.

And so the states had an unfunded mandate, if you
will, to clean up whatever nesses there were. But we didn't
have the jurisdiction. This is changing and it's changing
rapidly and for the better. These calling centers that the
FCC has created and the increased cooperati on between the
federal government and state commissions to try to handle
these problens is a very welconme sign. And | think has
already led to great inprovenents in the quality of
governnmental response to consuners' problens.

| want to nention that the CI B, Consuner
| nformati on Bureau, of the FCC has been participating
actively in the new Consuner Affairs Commttee of the
Nat i onal Association of Regulatory Uility Comm ssioners and

we are grateful for this institutional cooperation. W
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exchange ideas. It has led, for exanple, to a recent
del egation of authority by the Federal Comrunications
Comm ssion to the states to deal with slamm ng conpl ai nts.
And sl amm ng conpl ai nts have been anong the nost difficult
for consuners to understand.

| renmenber, again, when | was representing
i ndi vi dual consuners that it was this business of being |lied
to or betrayed, nore even than the noney that was at stake,
that notivated people to try to nmake their way through the
bureaucracy to get justice. As we nove to a nore
conpetitive world, we get nore and nore of these types of
probl ens, confusion, |ack of understanding of how the new
system wor ks, and then the bad apple that spoils it for
ever ybody.

Sonetinmes the bad apple is not just alittle fly-
by-night. Sonetinmes the bad apples are very large and well -
respected conpanies, and the irony is that as we're noving
to a system where conpetition is supposed to police various
aspects of the business and provide higher quality service
and | ower rates, we're ending up with state conmm ssi ons and
the FCC needing to do nore enforcenent and nore consuner
educati on and nore conpl ai nt nedi ati on.

JimBerg of the South Dakota Conmm ssion reported
recently that they've had to triple the size of their

cust oner assi stance or consuner division because of the
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nunber of inquiries that they're getting.

Anot her developnent |'d like to report on is that
states are now cooperating anongst ourselves. W recently
had a problemwith a magjor, very well respected utility and
all the six New England states got together and we brought
representatives of this tel ecomconpany in and sat them
down, because we had conpared notes and all of us were
experiencing the sane problens of that conpany's |eft hand
not knowi ng what the right hand was doi ng and the custoner
falling between the cracks. And the nost difficult,
terrible thing of all, of course, was that they didn't give
us any respect. It's one thing for themto "dis" the
custoner, but when they were "dissing” us, that really got
us goi ng.

And |I'm being facetious, but it indicates that
there was no fear on the part of that conpany that any kind
of disrespect that they were showing to the consuner or to
us was going to cone back to haunt them Well, we all got
them together in one roomtogether and at |east for
residential customers, the turn-around tinme on their
internal dealings with conplaints has dropped dramatically.

So this kind of cooperation across states, between the
state and the federal governnent, is essential and it's very
useful .

| just want to end by saying that because the
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Federal Communi cations Comm ssion is increasingly seeing the
network as a seanless |oop fromthe custoner's prem ses
t hrough to whonever they call and back -- and in sonme ways
that's justified, and in any event, in many cases, the
Federal Communi cati ons Comm ssion has been upheld in its
assertion of this jurisdiction of seeing this as an
interstate network -- well, wth that assertion of
jurisdiction over the rates conmes the responsibility that
the former panel has expressed of responding to consuners'
conplaints. And we at the state level will continue to work
very closely with the FCC to help themin their response and
to receive help fromthemin dealing with custoner
conplaints that cone to us.

We see oursel ves, despite the | arge nunber of
conplaints that go to the FCC, we see ourselves as a first
line of defense for consuners and hope to continue this
cooperative relationship that we have with the Federa
Communi cati ons Conmm ssion and thank themfor this forum

MR. GOLDBLATT: Thanks, Nancy. What we want to do
is show that when we do things in Washington, there are
ot her states, other areas of the country, that hear the sane
thing. W want to bring themin, because a | ot of our
consuner problens are obviously shared by all over.

The next person, JimHurt, from Georgi a.

MR HURT: I'mJimHurt. |'mthe public advocate
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in the state of Georgia. | represent the residential and
smal | busi ness custoners as classes in any | egal proceedi ngs
i nvol ving the tel ephone, where we think that they have a
direct interest.

" m going to bypass the unfair and decepti ve,

m sl eadi ng practices this norning. | think those were to be
expected as we noved toward conpetition and no one should
have been surprised that such things as slanm ng and
cranm ng and so forth occurred.

O herwse, | think that there are three forces
right now that are di m nishing what we think of as
traditional custoner service. And those forces are
conpetition, conpetition and conpetition. First,
conpetition for |arger custoners, the |arge business
custoners, is creating a tendency in the conpanies to
provi de better service for themat the expense of
residential and small business custoners. | spoke earlier
this week with Conm ssioner Wse (phonetic) wth the Georgia
Comm ssion and he affirnmed for ne that he had al so di scerned
a clear pattern on this.

Second, the | aws of corporate behavior in a
conpetitive situation. The loss by the RBOCs of | arge
custoners creates pressure to replace |ost revenues with
vertical services. And | think as a result of that, we're

seeing increases in the cost of vertical services. W're
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al so seeing vertical services that are being rolled out too
qui ckly before they're really ready to be used. And then,
when the glitches occur, that engenders a | ot of service
conpl ai nts about those vertical services.

And third, the smaller conpanies are follow ng
suit in a conpetitive environnent, sinply because they can,
raising the costs of vertical services, such as directory
assi stance and trying to neet public demand for other
vertical services, particularly the nore trendy ones, which
also tend to be the ones that have nore glitches in them at
this point.

| have an anecdote. It is a personal anecdote.

It occurred with ne at ny honme, ny tel ephone service. W
woul d notice that the tel ephone would be on in the m ddl e of
the night. W have one of those lights that tells you when
t he phone is being used, and | would pick it up to find out
what was goi ng on and we woul d hear soneone speaking in an
African dialect and these calls would go on for quite a | ong
time. And the African dialect later turned out to be that
calls were going fromAtlanta to Ganbi a.

The bills, eventually anpbunting to nore than
$1, 200, accumul ated on ny tel ephone bill for this. And we
had to have six visits by the tel ephone conpany to our hone.

And we went for four nonths, trying to get these charges

off of the bill and they kept com ng back every nonth. Now,
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| did not go through regular channels in trying to clear
this up. | have channels that | can use --

(Laughter.)

MR. HURT: -- and so that, of course, raises the
gueen question. |If the state representative, the officially
sanctioned representative of consuners in the state of
Georgia, has this much difficulty with this problem what in
the world is happening to "Joe Six-Pack" out there when he
has a probl en?

| think the queen question at this point is, wll
conpetition eventually correct these problens, or wll
regul ar custoners just have to accept the shortcom ngs in
traditional custoner service? And the answer for ne, and
certainly this is an opinion, is that in our rush to create
conpetitive markets with a nmultitude of business players, we
have forgotten that tel ecommunications were regul ated not
only because they were of nonopoly status, but also because
of their essential nature to our way of |ife.

| woul d suggest that close nonitoring of service
conplaints at this point, closer nonitoring, is appropriate
and that we not be so ideologically bound to conpetition
that we rule out any possible tougher reregulation of the
service aspects of the tel ecommunications industry. Thank
you.

MR. GOLDBLATT: Thank you. Qur next speaker --
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|"m sure many of you turn on the radio once in a while, you
m ght have heard Shirley Rooker from Call for Action.

M5. ROOKER And if they haven't, you shoul d.

(Laughter.)

M5. ROOKER: Qur nunber is 1500 AM You can even
get us over the Internet, actually. Thank you very nuch,
Roger, and thank the FCC for holding this very inportant
di scussion this norning.

Briefly, Call for Action is a nonprofit
organi zation that starts partnerships with radio and
television stations. W have 24 offices around the country.

We're about to open three nore. W have over 1,200

vol unteers who deal w th hundreds of thousands of consuner
conpl aints each year. W reach about 40 mllion consuners
with a network of Call for Action reporters that work with
us. So we hear froma | ot of consuners.

Now, | will tell you that when |I started going
back and started | ooking at sone of the types of conplaints,
not only did we find that the tel ephone industry gets a | ot
of conplaints, but we're seeing a | ot of custoner service
conplaints across the board. But | will focus primarily on
custoner service.

|"mnot going to try to tell you about the
conplaints that we get, because | think the CI B

representatives very eloquently expressed to you the
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concerns and problens that we have sonetines in getting
correct information in a tinmely fashion.

But | would like to focus instead on a study that
| think is a very conpelling reason. It's a study that
shoul d be brought to the attention of all conpanies, no
matt er what your business or what service you offer. And
al ways, when | listen to our custoner conplaints, it makes
me think, is custoner service an oxynoron? And certainly
sonme of our consuners, our callers, would tell you it is.

But going back to the study, there was a study
comm ssioned by the Society of Consunmer Affairs
Professionals in Business. It's not a new study -- | nean,
it'"s a new study, but it just reaffirnmed studies that have
been done in the past. And what it reveal ed was that
custoners cone back to busi nesses, not because of pricing
and nerchandi se, as you m ght have guessed, but because of
how well the conpany treats its custoners. Now that's
sonething that all tel ephone conpani es should keep in m nd.

The study found that there was a direct
correl ati on between buying intent and a custoner's
experience with a conpany's consuner affairs departnent. In
fact, the study di scovered that when consuners were
satisfied with the way a conpany had handl ed their
conpl aint, they becane nore | oyal than custoners who had

never had conplaints to begin with, which is really a very
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interesting revelation. [It's kind of converse to what we
m ght have expected. You' ve had a problem but because the
conpany satisfied it, that custoner becane even nore |oyal.

But there was a word of warning there that should
be i ssued to conpani es that use 800 nunbers to handl e
consuner conplaints. If it isn't user friendly, custoners
are likely to hang up and take their business el sewhere. |If
an aut omat ed 800 nunber gives consuners a long |ist of
options without the ability to speak to a human being in a
short period of time, the customer is going to wal k.

So this study should really serve as a guide for
busi nesses: Take care of your custoners and they'll cone
back to you. So given this evidence, it seens to nmake good
sense that businesses woul d provi de excell ent custoner
service. Now, | believe there are a nunber of reasons that
consuners are experiencing frustration in dealing with it.
| think that the two precedi ng speakers have hit on sone
i ssues, but let ne just add sone thoughts to it.

First off, I think automation is -- | hate going
into "voice-mail hell." | hate going into selections of
menus where there are six, eight, nine choices and |I've
forgotten the first four before | get to nunber five. You
know, this drives consuners nuts, | wll tell you. So I
find that sonetinmes technol ogy gets in the way of service.

But whether it's perception or reality, the consuners that
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we hear fromthink conmpanies are not interested in hel ping
them They find that technology gets in the way. They want
to pick up the phone and hear a voice, hear soneone there to
hel p them

| think that's one of the reasons so many people
contact Call for Action, because we don't have an answering
service. They get to us directly.

Secondl y, consuners conpl ain because they're on
t he phone for too long. They're being put on hold and
they' re angry.

And then third, consunmers are irate when they
can't get back to the sanme individual that they' ve talked to
before and they have to repeat the story. Now, those are
sone of the things that we've seen. As | said, |I'mnot
going into nmy consuner conplaints, but I will tell you, I
think there are opportunities for all of us to inprove the
way custoner service is handled and | think the key el enent
-- and let nme repeat it -- the key elenent is training,
because information di spensed to consuners needs to be
accurate. Thank you.

MR. GOLDBLATT: Thank you, Shirley. Wen we set
up this panel, we were trying to think, well, before there
were consuner offices, who did people conplain to, and
sonebody said, Better Business Bureau, and we said, hmm So

now, fromthe Council of Better Business Bureaus, Stephen
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Jones.
MR. JONES: Thank you. M/ nane is Stephen Jones.
I"'mw th the Council of Better Business Bureaus, which is
t he headquarters or unbrella organization for the 132 or so
Better Business Bureaus in the U S and 15 in Canada. W
were the people that people went to to conplain and we are
t he people that people go to to conplain about tel ephones.
|"mvery pleased to be here today. Two ideas have
cone to ne that we can do to really facilitate our conplaint
handling. One, we're going to get a button to press so that
we can transfer all the calls to the FCC
(Laughter.)
MR. JONES: And the second was, we plan to inpose
a confiscatory tax on nost phone bills so that it will cover
our phone bills thensel ves, which are excessive. As | said,
there are 132 BBBs in the United States and we often rank
conplaints by the nature of the business. W have 1, 059
di fferent types of businesses categorized and for 1999, the
t el ephone conpani es, not cellul ar equi pnent, just plain
t el ephone conpani es, ranked nunber nine anong the 1,059
conplaint categories. They were tucked cozily between wor k-
at - hone schenes and used car sal esnen. Not to suggest that
t he phone conpanies are in that class of business or class
of sal espeople, but | would also point out that for the year

2000, the first quarter, the nunber one conpl aint category
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has been cellul ar tel ephones. That's not including the
ot hers, the regul ar tel ephones and | ong-di stance carriers,
which if all ranked together, would be higher than eighth,
for sure.

The increase for 99 in cellular conplaints al one
has been -- I"msorry, 2000 -- it's over 400 percent over
1999. So sonething nmust be going wong or business is
certainly burgeoning, which naturally brings conplaints.

| don't nmean to overdramatize the position of the
phone conpanies with conplaints. In universally used public
utilities |Iike tel ephones, these al ways expect to get |arge
nunbers of conplaints, just because there's a huge nunber of
custoners.

Nevert hel ess, our conplaint statistics and from
the conplaint statistics and fromconversations | had with
Better Business Bureau staff and CEGCs in preparation for
this forum it becane clear that there are new problens with
t el ephone service that have arisen since deregul ation, and
that the nunber is growing and that it can be quite serious.

We think that's in part -- and | guess we agree
with the other speakers -- that it's at |least in part
because of the change in the nature of the business and the
growh in conpetition and products.

Cenerally, the conplaints we get at the BBB are on

w rel ess and regul ar phones, break down into two main
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service categories -- billing and the quality of service.
The alleged errors in billing have continued to be the nost
common area of consuner dissatisfaction as expressed to the
BBB. The problens are magnified and conplicated by two
factors. One is the deregul ation of the phone system
causing these incredibly long and fat tel ephone bills that
are so conplicated that nost folks -- and |I'm not saying
just slack-jawed yokels, we're tal king nost fol ks, whet her
t hey be geniuses or rocket scientists -- have trouble
understanding the bills. And when they do, they cone to the
Better Business Bureau and others -- but they conme to us in
| ar ge nunbers.

The second aspect of billing problens is that even
when customers do understand their bills, and especially
when they do understand the bills, they believe that they've
been m scharged, that there are mstakes in the bills. BBBs
report that typically conplaints allege being charged for
calls not nmade or charged for services that have been
cancel ed, as has been very wonderfully told about earlier.

This billing nmess is exacerbated by the continued
probl enms with slamm ng and cramm ng. BBBs across the
country still regularly get conplaints fromconsuners who
are unaware that their |ong-distance carrier had been
changed or that they had "signed up" for another service

t hey never intended to buy.
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Whi ch brings nme to the second area of frequent
conplaint, which is service. The BBB -- as a rule, we tell
peopl e who conplain to us, we ask themif they have al ready
contacted the conpany to present their conplaint and we ask
that they do that before they cone to us for help in
presenting a conplaint. WelIl, it turns out that one of the
t hi ngs nost conplained of to the BBBis the difficulty
custoners have getting through to sonebody, a living person
at their phone conpany, sonmeone who can help themresol ve
their probl ens.

Time and again, we've expressed -- consuners have
expressed frustration at their inability to navigate the
voi ce response nenus, as Shirley and others said.
Compl ai nts report that when they get hold of an actual phone
conpany enpl oyee, the person cannot or will not help them
shunts themto anot her department, still another nenu.
Conpl ai nants report that when they do get a service rep
they are frequently brusque, rude and unhel pful.
Conmpl ai nants to BBB on cel lul ar phone services have al so
clainmed the representatives will make prom ses that they do
not keep, for exanple, changing billing plans or term nation
of a service, and thus requiring repeated attenpts to
straighten things out with the conpany and calls to the
Better Busi ness Bureau.

Several bureaus report conplaints to the effect
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t hat phone conpany staff would refuse to transfer conplaint
calls to the supervisor or refuse to identify thensel ves or

their supervisors. This is very frustrating to consuners

and they express their frustration to us. It genders sone
really ill wll towards the phone conpanies. And it hel ps
nobody.

Sonet i mes when consunmers conplain to the billing

phone conpany about being cramed or sl anmmed, the conpanies
say they are hel pl ess, as has been said before, or other
even nore inventive excuses, such as that they cannot keep
fraudul ent | ong-di stance swi tchers or people signing people
up, off of their bills. Now, there mght be a truth in
that, but it's certainly cold confort to the custoners who
pronmptly and continually see the phone conpany as conplicit
in the scam

W' ve al so received conplaints alleging |ong
periods on hold, being sold one plan and signed up for
anot her plan, these kinds of things that have been
enuner at ed here today better than | can do.

But one thing | can tell you about is the Better
Busi ness Bureau experience with presenting conplaints, and
it's like the consuners'. Not surprisingly, their
conplaints mmc the conplaints we hear from consuners.
It's very difficult to get through to phone conpanies --

sonetinmes, to get through to the right people at phone
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conpanies. It's hard for the Better Business Bureau to do,
even though we've had a relationship with the phone
conpani es in handling conplaints for 75 years.

A nunber of unscientific conclusions that sone
Better Business CECs have drawn and told to nme -- |'d just
like to report a couple of sort of anecdotes here. One
Bureau noted that they get phone conplaints fromboth big
conpani es and small conpanies -- start-ups. They get
conplaints fromold conpanies and they get conplaints from
new conpanies, but it's been their experience, at |east sone
Better Business Bureaus, that the older and | arger conpanies
wi Il handle the conplaints in tinme, while the ones in the
smal l er start-up conpanies tend to fall through the cracks,
per haps because of |ack of resources. W don't know for
sure.

But they've also said that, for exanple, one
| arge, regional phone conpany, one of the Baby Bells, |
guess it probably was, when people conplained to the Better
Busi ness Bureau, and they do by the hundreds, they had, the
Better Business Bureau had a great deal of difficulty in
reaching the right person to contact to fix the problem It
ends up that it took an average of two nonths to get a
conpl ai nt resol ved when the Better Business Bureau is
working on it. And that's certainly not a satisfactory way

of handling conpl aints.
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It probably is the belief of the Better Business
Bureau in sone of these cases that the conpany sinply does
not put the resources into handling conplaints, but they're
putting the resources into new products and new servi ces.

We still do receive reports on sales tactics. W
receive themparticularly on the people who get slammed and
crammed. It happens despite the assurances that we keep
hearing that this is a problemthat's being addressed and is
over. It's typical at BBBs across the country.

W will say that nost phone conpanies that we dea
with give good service and also are pronpt in fixing the
conplaints. But the problem does not seemto be going away
and it seens to be getting worse anong the phone conpani es
and the phone service providers. And we are there, as the
Better Business Bureau, to help and are ready, willing and
able to work with comruni cati ons conpanies to inprove
conpl aint resolution and increase custoner satisfaction.
Thanks.

MR. GOLDBLATT: Thank you. The next consuner
group we thought would be represented is -- | don't know
about many of you, but as many of us get closer to a magic
nunber which keeps getting |ower and | ower, we get cards in
the mail to join a certain major organization, AARP, which
now, | guess, is lowered down to 50. | think it's one of

the | argest consuner organi zations in the country now, isn't
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it, Jeff?
MR. KRAMER | believe so, yes. Thank you, Roger.
|"'mJeff Kramer. |'ma legislative representative in
federal affairs at AARP. It's a pleasure to be here today.

| want to thank the Comm ssion for inviting AARP to

participate. And | also want to commend the Consuner
| nfformati on Bureau for being an essential link to the
consuner community. It's really nice to have a |link between
consuners and the Conm ssion, which heretofore was
nonexi stent. So | want to thank you for that.

| don't think anything I'mgoing to say today is
news, but hopefully we'll bring it to you in an AARP-type
perspective. Certainly the reason we gave for a |ot of the
conplaints fromconsuners is because they feel that they're
getting the runaround, they can't get a live person, and
we' ve heard that a nunmber of tinmes. And | think it's
i nportant to point out that what makes this nore frustrating
for our nmenbers is that, unlike other industries where you
can go to a store and talk to a live sales representative or
talk to sonmeone when you nmake a | ot of other retai
purchases, with phone service you can't. You're talking on
t he phone. And so they nove you around and transfer you
around, that's the only option you have.

You know, unlike years past, when you could go to

a phone conpany and pay your bill and talk to a consuner
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representative, a lot of those offices are no longer in
exi stence, so consuners have to rely on that. And for our
menbers, that becones very, very frustrating when you're
pushed ar ound.

| also want to point out, | think -- and I've
mentioned this at sone other forums when | tal k about other
issues related to tel ecommunication -- is good custoner
service is good for the carriers, too, specifically for
AARPs' nenbers. As conpetition has started to develop in
t he tel econmuni cations industry and it's thriving in a |ot
of areas, our nenbers are starting to get intoit. Mre and
nore are on the Internet, nore and nore are buying wrel ess
phones, nore and nore are getting advanced services

regardi ng |l ong di stance or | ocal service.

But a lot of themare -- when they do start to do
that and find that they have bad experiences -- are saying,
no, no nore, |I'mjust going back to what | have, keep ne

away fromall of this. So it's in the carrier's best
interest, really, to deal with these consuners and try to
handl e their conplaints as expeditiously as possible.

Wth that said, | want to nention that, you know,
agai n, AARP gets conplaints fromnenbers, but we're
certainly not the first line, I don't think. | think by the
time sonmeone gets to call AARP or e-mail AARP or, you know,

wite AARP, that they've talked to soneone el se about it and
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their conplaint hasn't been resol ved.

Still, in 1998, we got 178 conmuni cations from
menbers regardi ng custoner service in tel ephone service. In
1999, it doubled to 346, so just in a year, we got a whole
different anount. And if 2000 is an indicator, in the first
five nonths we've gotten a whole bunch of them In fact,
the ones I"'mgoing to point out today were just received in
the nonth of May. And that's where I'mgoing to go. |I'm
going to quickly go through sonme exanples which | think
provi de a range of the kind of conplaints we get from our
menbers | ooki ng for assistance.

We have one who says they called their conpany --
they're on a fixed incone, |like we've heard fromthe
CGettysburg Center, and they're really concerned about a | ot
of the line itemcharges that are on their bills and what to
do about them So they called their carrier to see if they
could have it waived. They got no clear answer and were
told to call the county and were told that the county -- and
this was after, they said parenthetically, after they had
gone through the voice-mail systemand all of that and it
had taken a while to get to a |live person.

They called the county who, of course, had no idea
what they were tal king about, and sent them back to AT&T.
Anyway, the bottomline is, this took nonths and nonths to

resolve the conplaint. And again, these people were very
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frustrated -- and obviously, the charges were not waived --
but before they could even get an answer, it was quite a bit
of tine.

| have a custoner, a menber of ours, who's | ooking
for cellular service and talked to a custoner service
representative of a conpany, explained what that person's
needs were. He said he didn't need it for nuch, he was just
going on a trip, he wanted to have sonething for energency
purposes. He spent a lot of tinme with this custoner service
representative. He went on the road, hardly used his phone.

He canme back and got a bill of $672 and tried to call this

person to find out what was going on. And he said, well,
this is the service you signed up for

And the reason | bring this up is not for the
anount as nuch as, here's a consuner who spent tine talking
to the custoner service representative, asking for sonething
specific, and I'm sure the plan he asked for was not, you
know, $672 worth of services. He just wanted to use it for
ener gency purposes. Again, one of the things |I'mgoing to
get tois the fact that | think the carriers need to get to
know their custoners.

Here's another one again fromlast nonth. It
says, "Dear AARP, Please help ne," is the first line. "This
conpany is trying to collect noney fromne and |'ve never

used their services and each nonth the costs keep
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escalating.” And this person has never even, you know,
signed on to the service. |I'mnot going to go into the
details of it, but there are a nunber of followup letters
to a nunber of different agencies and as of yet, and |
call ed yesterday, this hadn't been resolved yet. So this
person continues to get higher and higher bills for a
service they claimthey never had.

Anot her here, an 85-year-old person who is an AARP
menber just discovered that they'd been paying $5 a nonth to
| ease their phone since 1970. So for 30 years, they've been
| easi ng their phones. The consuner says they weren't
notified during deregulation that they no | onger needed to
| ease their phone and they called the carrier to see what
could be done. Well, the carrier did term nate the
contract. This consunmer was going into -- they would like a
bi gger refund. But the point |I'm making here is, again,
maybe what the carriers need to do is |look at their records
and say, boy, we have a whole list of people who are |easing
their phones. Perhaps we should send sonmething to them
letting them know that they don't have to pay $4.95 a nonth,
they can go out and buy a phone for a whole |ot |ess and not
have to, you know, continue to |ease this phone for al
t hese years.

And the final one | have is, again, one where it's

a daughter of one of our nenbers who is in ill health, who
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had their phone service term nated. And the nother was
afraid to tell anyone, but they obviously couldn't get a
hold of her. They were told it was done for nonpaynent.

Now, this person doesn't understand why, because she had
been paying the bills. Though they weren't comng to her,
she thought she'd been paying the bills.

Anyway, she tal ked to the phone conpany, said, we
need to restore the service, send the bills to me. This was
in February she nade the call, the service was supposed to
be restored that next week. It was into April before the
service was restored. So this ol der woman was w t hout
service for literally three nonths for nonpaynent of a bill
that the conpany |ater admtted was actually paid on tine.

So these are the kinds of conplaints we're getting
frompeople. You know, it runs the gamut. So what do we
do? You know, obviously AARP wants to work with the
conpanies, work with the carriers, make sure that the
information that they need to get is getting out to our
menbers.

Sonme of the things | would bring up and | think
peopl e have nentioned it, one of themis a working phone
nunber. And by wor ki ng phone nunber, it nmeans a phone
nunber where maybe a senior can call to get sonmeone
directly. They don't have to go through, you know, a whole

voi ce-mail system They can actually talk to soneone who
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can deal with senior interests on the phone. That's very
i nportant.

VWhat's even nore inportant is, if they're calling
Wi th a custoner service conplaint or a custonmer service
i ssue, that there not be a marketing person trying to sel
them addi tional services or tell them you know, this is
what you need to do. You know, nost of our nenbers are
pretty savvy and if they want an additional service, they'll
make that call or they'll tell the custoner service rep
wel |, maybe | need a different service. Can you send ne to
sonmeone who does those things? Because again, people are
turned off if they're calling to register a conplaint.
They're saying, well, that's too bad, but how about if you
buy this additional add-on, then you won't have to worry
about this anynore -- those kind of things.

And if you're marketing soneone, tell themin
plain English what they're getting. Let people know, if
there's a contract, they're signing for a two-year term
Make sure they know that they're signing a contract for a
two-year term not just for nonth-to-nonth service,
especially ol der people who aren't used to getting into
wireless contracts and things like that. It becones a
problem O any kind of service you're trying to sell to a
consuner, naeke sure they understand the terns and conditions

as best as possible. Then you alleviate a | ot of these
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concerns down the road.

And | guess the final point is really for the
carriers to get to know the custonmers. Spend tinme -- | know
bi g business has mllions of custoners. But if there's any
way possible to do a little nore personal relationship with
a custoner, to get to know what their needs are, the
services they've gotten in the past and how you can help
themto enhance their, you know, their experience with the
carrier, it would be helpful. Thank you.

MR, GOLDBLATT: When we were setting up this
panel, | was going over all of the groups that we should
i ncl ude and who handl es consuner conplaints, and | guess,
sublimnally, the TV was on Channel 4. And | kept
dreaming -- Liz Crenshaw, Liz Crenshaw. And next is Liz
Cr enshaw.

M5. CRENSHAW |If you're dream ng about ne, |'m
going to start worrying about it, actually, and let ny
husband know.

(Laughter.)

M5. CRENSHAW | amthe consuner reporter with
NBC-4 here in Washington. W do not call ourselves a
consuner conplaint office. W don't pretend to solve
consuner conplaints. W try to cover stories that we think
wi |l help people save tine, save noney, etc.

Havi ng said that, of course, we get hundreds of
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phone calls a week from peopl e who want us to solve their
consuner problenms and we try to direct themto people who
can, in fact, help them That's what ny goal is, is to not
| et people think that if you call a TV station, the TV
station is going to call Bell Atlantic or AT&T or Sprint and
sol ve your problem because in ny opinion, that just sol ves

that person's problem but it doesn't solve anybody el se's

probl em

So we tend to do stories when we think the problem
is big enough. Unfortunately, | think we do too many
tel ephone stories. And what that neans is, | think we do

too many stories about people very confused about their
t el ephone servi ce.

| ' ve been covering consuner stuff since 1982, so
obviously |I covered the breakup and obviously we had | ots of
problenms in the early days. But | can tell you that,
out si de of used cars, tel ephone conplaints tend to be right
up there on the list. And | find that to be a disturbing
sort of trend. | nean, obviously tel ephone service was
never neant to be terribly conplicated. People are
har keni ng now, in 2000, back to the days when we didn't have
all these choices. W try to convince people on the
t el ephone that because they have choices, maybe they're
savi ng noney. But the people that we get to are at the

poi nt where they're saying, | don't care anynore about the
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saving of noney. This is driving ne nuts.

| had the researchers in ny office -- and | won't
go through -- this is just the past two nonths of
conplaints, of just phone conplaints. It is everything from

cellular to straight Bell Atlantic service to AT&T to Ml to
Sprint, everything from people being overcharged and not
being able to get a custoner service rep to talk to them to
actually being what they call "lied to" by custoner service
representatives.

My nother calls nme on a regul ar basis and nost of
her conpl aints are about her phone bill. A lovely woman,
but 1'm beginning to go crazy.

The truth is, I'mconfused about ny tel ephone
service. That's not good. | think that I"'ma relatively
intelligent person. | have many phone bills that cone to ny
house. | think one of the inportant things that these
tel ephone -- the variety of tel ephone services that we have

must do better is they nust communi cate better with their

custoners. | amnot tal king about a tiny little insert
slipped into a phone bill that gets thrown away. | can tel
you that out of the blue, in ny mnd, last nonth, |I got a
brand new bill fromAT&T. |'d never gotten a bill from AT&T

inny life, and I've had AT&T service, | think, since the
day | bought ny house. Wiy did | get a bill from AT&T?
Because AT&T decided that they're going to bill my | ong-
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di stance separate fromny local service. And since | don't
use that nuch | ong-distance at this particular phone, |'m

only going to get my bill every three nonths. Wat are they

talking about? | did a story on this and | still didn't
understand the bill when it cane in.
There is a serious problemout there, | believe,

in the fact that the phone services are nmaki ng deci sions
about how we're going to be billed, the kinds of services
that are being offered, and whoever is witing the inserts,
whoever is deciding how to communicate that to custoners is
doing a lousy job. [I'msorry, they' re just doing an
absolutely | ousy job, because consuners are terribly

conf used.

Now, the people that wite to ne, | nmean, we're
talking letters that go on and on, you know, page after
page: | called at 1400 hours, | called -- | nmean, these are
not people that are confused because they have a low | Q or
because they never had phone service before. These are
peopl e that have had phone service, they' ve had DSL |i nes,

t hey have nultiple cellular phone services. They can't
figure it out, and obviously you don't need ne to go through
every little detail in these conplaints. Sonme of them!]
can't read here. It's a public forumand there's words |
can't use here or on television.

Peopl e who are trying to figure it out and then,
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when t hey make the wonderful phone call to the place where
they' re supposed to call, again, as other fol ks have said,
they're on hold, they punch a series of nunbers, they get to
a person who tells themthat they've gotten to the wong
person. They ask to be bunped up, they can't be bunped up,
they have to start the process all over again.

Qovi ously, | understand how expensive it is for
custoner service people to be on the phone with a custoner
for a long period of tinme. | did a story called "America on
Hol d* | ast nonth. We know how expensive it is for a live
person to handle a call. W know that conpani es woul d much
rat her you solve your problemthrough a series of nmenus. W
understand it's a nonetary thing.

The bottomline, though, is people have to be able
to understand what they're paying. And the smart people are
going to try to figure it out. And when they can't figure
it out by the stuff that they get sent in the mail, they're
going to call you. So ny position is, make the stuff they
get in the mail understandable, and guess what? You're not
going to get that many people calling you, trying to figure
out what in heaven's nane is wong wth their phone bill.

You know, we've got conplaints, everything from
cellular to regular service. The Guardian Plan, you know,
everybody at Bell Atlantic got a lovely little note a couple

of nonths ago that said that your guardian service is going
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up X nunber of dollars. Do |I have guardi an service? Wat
is guardian service? | thought | declined guardi an service
16 years ago when it was offered to ne, because phone |ines
i nsi de honmes don't break very often. But | get a note in ny
phone bill that says that my guardian service is going up.

Well, | figured out that | didn't have guardi an
service and that they were just warning the people who did,
but guess how many phone calls we got from peopl e saying, do
| have guardian service, and why is it going up? First of
all, they shouldn't be calling me about this, right? And if
the note in the phone bill, or a separate letter comng to
themhad said to them this is guardian service, you nay
have it, you may not have it, and if you do have it, it's
going up -- guess what? Nobody woul d have called ne, you or
anybody el se.

| know | seemkind of agitated by this. | am
It's my time. It takes a lot of tinme in the consuner unit
at NBC-4 to deal with this, and personally, it's a waste of
time. | nmean, it's truly a waste of tine. These conplaints
are not because, you know, the conpany ripped ne off and
t hey overcharged. These conplaints are because there's been
some kind of error or the custoner doesn't understand what's
going on. And ny positionis, if the initial material to
them was clearer, they wouldn't have this problem

And | think it goes everywhere fromselling
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original cellular service -- | bought a new cellular service
last nmonth. | got ny bill yesterday. Honest to God,
cannot understand one charge on it, because | have a
crossover service. You know, | had a service before and now
| have a new service and they prorate the new service onto
the -- okay?

And then the new phone bill with all the lovely

words on it. | nmean, a guy here tried to type for ne all
the new words on his phone bill. | thought he couldn't type
because it was all msspelled. | checked. He typed every
word right. | can't say half of them so |I'mnot even going

to go through that.

Anyway, you don't need to listen to nme go on and
on. The truth is that obviously | believe that conpetition
is agreat thing. And | think if people can get |ower
prices, that's all good for the consuner. It doesn't help,
obviously, if they spend nost of their tinme confused about
it, because guess what? They think they didn't get a good
deal after all that. And in fact, they may have a good
deal. But the bottomline is, if they're confused about
their charges, if they don't understand their phone bills,
if they have to spend 20 m nutes every nonth figuring out
who to send what check to for what service, no matter how
much noney they save, they're still pissed off at you.

So | would say, you know, figure out a way to
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communi cate clearly with these people and they actually
m ght really want to do business with you. Thanks.
MR. GOLDBLATT: As people have pointed out, the

article like the Chairman nentioned that Caroline Mayer of

the Post wote this norning -- |I've done consuner education
since 1969, 30 years. | got nessed up. |t happens to
everybody. It's very, very confusing and while a |lot of the

carriers are doing the right thing and answering right, it's
the perception of consumers. |If they perceive that they're
getting bad custoner service, that's bad enough,
unfortunately.

The way we've crafted the day is we're going to
take a little break. Then we're going to have a panel that
tal ks about special constituency issues. There are speci al
groups of people that a | ot of service organi zations
unfortunately forget. And then we're going to say, okay,
we'll tell you all the problenms, we'll bring themto the
forefront. W're not going to regulate, we're just telling
you what the problens are. But what is good custoner
service? Then we'll have an expert break down what exactly
i's good custoner service.

So enjoy the water, the coffee, the restroom and
we'll have, like, a five-mnute break. Thank you.

(Wher eupon a short recess was taken.)

M5. PELTZ- STRAUSS: We're going to try to begin.
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Thank you. Hi, I'mKaren Peltz-Strauss and |I'mthe deputy
bureau chief of the Consuner Information Bureau. And we are
delighted to have you all here.
| just want to say that, of course, as we've heard

this norning, none of us are inmune fromthe probl ens

occurring with custoner service. |, nyself, amup to here
wth a maze of prerecorded nessages. |'ve had ny own share
of horror stories over the |last few weeks. |[|'ve been thrown

in mazes, not been able to get out of them only to be put
on hold and then be di sconnect ed.

|"ve tried to call back and cancel service and
still not gotten through. | think that that m ght have been
intentional. But the greatest indignity was recently when
tried to inquire about ny |ong-distance service and was told
that | could not even access ny bill, could not ask, even
begin to ask any information about my bill because the phone
service was listed in ny husband' s nane, despite the fact
that | had signed up for the service. | could not figure
out why they put ny husband's nane on the account. They
woul d not even | et nme ask about the service.

But as hard as it is for many people to access
information, it's even harder for special constituencies to
access this information. Prerecorded announcenents are not
accessi ble to deaf and hard-of-hearing people. People with

cognitive disabilities have troubl e accessing them and
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respondi ng quickly. People who are senior citizens who have
sl ow response tine have difficulty. People who speak
foreign | anguages and may not understand the prerecorded
announcenents may have difficulty.

These are the kinds of things that we're going to
hear fromthis special constituency panel. | thank you al
for comng and | think we'd like to begin wwth Charlie
Crawford fromthe American Council of the Blind.

MR. CRAWFORD: Can everybody hear ne all right?
How about that? 1Is that about right? Onh, it's working, was
working. Is this working, can people hear me all right?
Ckay, great.

To hear the speech from ACB, press one.

(Laughter.)

MR. CRAWFORD: |'m pl eased to have been invited
and | thank the FCC for acknow edgi ng and extending to the
bl i ndness community an opportunity to share with you our
perspective on the facts that have been presented this
nor ni ng.

| think it's fair to say that comng up here to
the podium | felt as if | share a great common confusion
Wi th everybody with respect to what it is that we can
reasonably expect within a conpetitive environnent. But
there are clearly sonme things that | think not only are a

guestion of commopbn sense and courtesy and a matter of |aw
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There are things that we really need to pay attention to if
we're going to have a society in which the various
conponents of that society can participate fruitfully within
the service environnents available to them

Well, what does all that nmean in English?
Essentially, the big fact about blindness, and it really is
no secret, we can't see. And the fact that we can't see
does create a problem when you send us a print bill or when
you put sonmething on a TV screen that's a graphic or a text
that is not spoken that advertises a particular service or a
di scl ai mer associated wth the service, so that the person
trying to nake a decision relative to what they want to do
wth this information is really at a loss to properly be
able to handle that information and to respond to it in a
way that's productive both for the conpany and the person.

So unnecessary and difficult situations are
oftentimes created sinply because -- it's not just the |ack
of clear information, the reality is the |ack of any
i nformation.

So what we are here to probably try to share with
you as first priority is, take a look at the ability of your
conpany to properly display information to a person who is
not |l ooking at it. Now, we have sonme natural allies in our
presentation here. One of themis that, for exanple, with

cell phones, we all know that it's very difficult to drive
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and tal k on the phone and nonitor the little display and do
anyt hing but | ook out the w ndshield.

The i ssue becones, how do you get that person
who's driving to safely use a cell phone and at the sane
tinme be able to drive safely? And to use that cell phone so
that you earn noney? Wll, there are sone strategies that
are being devel oped in technology that | think nmake a | ot of
sense, not only in that application, but also in terns of
blind persons -- | nean, if you have a phone that tal ks and
you can hear what it's doing, as opposed to having to | ook
at it; if you have text to speech conversion in your phone
system so that when you're on a cell phone, you can
actually listen to what's going on on the Internet, versus
trying to read the Dow Jones while you' re steadily headi ng
towards the front of that bus in front of you.

Those are things that | think we should take
advant age of and think about when we think in terns of the
markets that we utilize, so that blind persons are a natural
ally in many ways to the basic function of a tel ephone,
which is an audio output. So we believe that that's one
i ssue that has to be handled correctly.

A second issue has to do with billing. |If you
send ne a print bill, the likelihood is that |I'm not going
toread it. The dog doesn't care about it, nmy nother's in

Fl orida, and your getting paid is growi ng nore and nore
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distant. So there have to be strategies inplenented to
provide the billing information in an accurate way to a
person who is blind. Now we've got sone real issues with
that with various phone conpani es, and ot her phone conpani es
have been real cooperative and hel pful.

So | think that it's inportant that all phone
conpani es take a real close | ook at how you do your
processing of your bills so that ways to produce that bill
in alternative formats, whether it's Braille, whether it's a
file on a disk, whether it's on the Internet -- strategies
that work to give the sane information to sonebody who is
blind should be incorporated into your billing cycles. And
that's inportant to do.

There are certain representations that have been
made to blind people by custoner service fol ks that border,
in some cases, on insanity and in other cases are just
basically a little bit of deceptive practice. To tell a
blind person that they don't have a right to receive
information in an alternative format is not only not good
custoner service, but illegal. To provide people with
information that is only half the information because,
golly, if we had to print up this whole bill in Braille,
it's going to take four pages rather than three, that |eaves
the person that much lacking in the information that the

original bill has. To tell sonebody that what conmes in the
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Braille bill is not necessarily a representation of what the
real amount owed is really kind of frustrates the purpose of
sending the bill in the first place.

| mean, those are issues that -- common sense
dictates we need to make sure that we provide people with
information that they can use. And | want to take just a
monment to wrap up and maybe expand the commentary a bit.
This norning we've heard a parade of consuner conplaints,
but we've also heard sonme synpat hy towards tel ephone
conpanies that are trying to conpete in an environnment that
is so rapidly changing that the nature of tel ephones
t hensel ves may not be recogni zable within 10 years.

We all know that the electric plug beside you can
carry data on a magnetic field around that coil. And we all
know that if everybody suddenly could just plug into the
el ectric conpany's socket and get that data, that spells big
trouble for a ot of conpanies. That's one big threat out
there. There are a |lot of them

And so we are synpathetic to the fact that phone
conpanies, while trying to build business, are also trying
to find ways to preserve the way that you deliver that
busi ness and recapture your investnent, which is substanti al
in nmost circunstances, in order to get the job done and to
have the product to sell. And the product that gets sold

may not even exist a year fromnow. So we're very
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synpathetic to that.

| think that we all need to start realistically
thinking in terns of, what are the drivers in the equation
t hat cause custonmer service to be a problen? Cdearly
there's a problemin conmuni cati on between one part of a
conpany and the other part of the conpany and all that sort
of thing. But what really drives that? Well, it's the
conpetitive, chronic need to be out front, chronic need to
be com ng up with sonething new, never really having tinme to
conplete the | oop of conmmunications, always pushing your
conpany in new directions so that it expands so far that
parts of it no longer feel that they're related to other
parts of it. W understand that, and so that's the synpathy
part.

Now, here's the threat. | believe that it has
been nentioned nore than once this norning, consuners are
not only confused, but they're getting angry. And that
anger is ultimately going to translate into either one of
two things -- sonme |evel of constructive action on the part
of consunerism whether it's blind or otherw se, or
together, that will result in demands on Congress, either
you fix this problemor you're not going back to Congress.
| don't care whether you' re Republican, Denocrat or
what ever .

That's a real possibility and I think it's
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sonmet hing we need to think about in the consuner comunity,
because really, we cannot continue to exist with any degree
of confort if we're not able to realistically relate to the
conpanies that we deal with. That's one issue and an
i nportant one. | know -- alnost out of tine, thank you.

Tal king conpetitively, this is subject to an ABR

The other issue, and | think it's inportant, is
that we as consunmers and as industry, need to settle on ways
of communi cating with each other which are nutually
respectful and deliver on the product that's represented.

O herwise, we will sort of dissolve into this kind of
l[itigious and, | think, very destructive environnent. And
since I'malnost out of tinme, | guess |I'm al nost out of
time. So good-bye. Thank you.

(Appl ause.)

MS. PELTZ- STRAUSS: What can | say? That was so
el oquent, as usual. Thank you so nuch. And the next
speaker is Mattie Robinson. This norning we heard from Jeff
Kraner on sone of the problens that senior citizens
experience, and Mattie will tell us firsthand the kinds of
things that she has experienced and the kinds of special
needs that senior citizens mght have with respect to
custoner service.

M5. ROBINSON: Thank you so much. | amvery happy

to be here and | nust say, when | was first approached about
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comng, | certainly was very reluctant to say yes, because
there is so much I needed to know, rather than to cone and
to tal k about what | already know.

| amdelighted that this kind of information is
bei ng nmade avail able here this norning. Many of us really
need it. And as a retired person after working over 35
years in public education and then in private education and
then finally making a second retirenment and now approachi ng
my 80th birthday, | just feel that |I'm somewhere -- | just
need help. And one of the things I've |learned this norning
is that maybe, after all, | do not have to go and try to
find a psychiatrist to find out what's happening to ne
mental | y.

Because what has really driven ne up the wall is
this terrible increase in the charges that | have to neke in
so many instances, particularly with the tel ephone service.
| remenber when ny bill of six nonths ago went up to what |
said never a retired person should be paying. | called and
made threats that | would certainly have ny phone
di sconnected. | just didn't need anything that expensive in

my househol d at that tine.

Vell, when | finally got to a person, a real, live
voice, | was very thankful and told her exactly what |
wanted -- all the explanations to be explained, why ny phone
bill suddenly al nost doubled in cost, and if that this is
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really true, then I would have to have the service
di sconti nued.

Well, when she finished telling nme, oh, yes, |'ll
tell you all the things you need to know, | found out at the
end of that conversation | needed a | awyer, and | didn't
have one. | didn't have anybody in nmy famly that | could
even go to for legal advice. Then | went around and started
talking to some of ny former co-workers, ny church nmenbers
and what not, and found they were having the sane problem

So then | said, well, |I guess | better not have
t he phone di sconnected now. |If | have to, maybe go borrow
the noney in order to keep the service. But what it al
boils down to is what | heard this norning fromthe AARP
presentation, also fromLiz Crenshaw and then fromthe
Better Business Bureau, because that was one of our next
steps, do we go to the Better Business Bureau? Well, |
found out this norning, they may not be able to know any
nore than we know.

So I'"'mhere to plead on the behalf of the senior
citizens who have long retired, who are not up to par in al
t he new technol ogi es, help us to survive through this crisis
by being nore communicative to us. And |et us know why
certain changes are bei ng made.

Li z Crenshaw nentioned sonething that has just

happened in our household. The last two nonths, we are
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getting these separate bills from AT&T, and we just could

not understand, well, why all of a sudden this change is
bei ng made and we were never told. | did, just two days
ago, before I even knew about this panel -- said, well, 'l

pi ck up the phone and try again. And the first thing | did

receive was this long wait. And | was just too busy that

day. | have other things | have to do as a grandnother and
whatnot. | could not wait to get an answer. So | put that
on hold. | said, well, what will be ny next step? Il

have to call and be put on wait again.

So |'' m suggesting, as has just been nentioned by
t he speaker before ne, that if we could get nore help in
under st andi ng the changes, if we could get a real, live
person to talk to, and if we could get sone inkling that the
service is going to get better. It just seens to ne that in
the last two years, the service has been getting worse.
Last year it got worse, and again this year, | don't see
where there is any inprovenent whatsoever. So | speak now
as a retired consunmer who has been around for many, many
years and desperately in the need of hel p of understanding
the new technol ogy in the new age. And we woul d appreciate
any help that you can give us, so that we won't feel that we
have a low 1Q all of a sudden in our old age.

(Appl ause.)
M5. PELTZ- STRAUSS: Thank you so nuch. | think
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that all of us have felt that we have a low I Q at vari ous
times. | can tell you that the last tinme | purchased a
t el ephone, | purposely purchased one with a speakerphone so
that when I'mput on hold for very |ong periods of tine, |
coul d press the speaker and do things around ny house.
However, that doesn't work either, because | didn't
understand the directions for the speakerphone. So when
have call ed and been put on hold, there's two problens.

First of all, the nusic in the background is very |ow, |
have to keep ny kids quiet. | waited on one particul ar
occasion -- on actually one particular occasion, |I'm
enbarrassed to admt, | waited and | waited and | waited.
Finally somebody canme to the phone. | pressed the wong
button. This is about 30 mnutes of waiting. | pressed the
wrong button and | had to start all over again.

(Laughter.)

M5. PELTZ- STRAUSS: | wanted to cry. | thought,
finally I had the solution and | blewit.

Ckay, the next speaker is Claude Stout. And
Cl aude cones to us from Tel ecommuni cations for the Deaf,
Inc., which is an organization in Silver Spring that
specifically works on tel ecommuni cati ons issues for deaf and
har d- of - heari ng peopl e.

M5. STOUT (Interpreter speaking): Thank you,

Karen. 1'mgoing to try and stay wwthin my limt of five to
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ten mnutes. I1'mgoing to try and identify the different
problens that we face in our daily use of the phone. And
then | wll try and present sone sol utions.

There's a problem but | also want to comment on
several things that have happened in our everyday
experiences. Are you follow ng ne now okay? W deaf and
har d- of - hearing, and deaf and blind, we use a relay service
in many different situations. W use a telecomunications
relay service, but we don't have the sanme billing
arrangenment while we're on the TTY to TTY calls. And that's
been a big problemfor us. Oten, we end up paying nore
t han we shoul d.

Anot her thing, when we use TRS and | ong-di st ance
calls, very often we don't know that our calls are being
charged through a default |ong-distance conpany, not to our
preferred | ong-di stance conpany. Also, when we nmake a TTY
call, we look at the blinking light on our TTY machi ne and
we see the light blinking and we think either the line is
busy or soneone is not there. But in reality, the blinking
Iight was from sonebody' s voi ce provided by the phone
comnpany.

O her tines, if we see the light blinking on the
TTY, we think naybe it's voice-autonmated or it's voice mail,
but we can't tell the difference. W want to participate in

the wirel ess phone market with the cell phones, with the TTY
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attached to that. Now we have that in anal og, but we have
yet to have that in the digital node. But that causes a | ot
of problenms when we use TRS, the Tel ecomruni cations Rel ay
Service. Either TRSwll not allow us to proceed with the
cell phone through TRS, because of billing issues -- very
often, TRS doesn't have the billing arrangenents already set
up with the cellular conpanies that we have a contract with

Very often, us deaf and hard-of-hearing people and
deaf /blind, we don't have access to information. You don't
see nmuch information services in the papers and in
magazi nes. W don't see enough of the tel ecomuni cations
conpanies, of their staff and their adm ni strators goi ng and
intermxing with us at the neetings and social events or in
conferences. There's not enough of them around.

Oten, when we call cellular service reps with any
particul ar phone conpany, we call on the TTY and we wait and
t he person who answers the phone is |ooking around for a
TTY. They find the TTY buried under the desk and that TTY
has so nmuch dust on it, they have to dust the TTY off and
the deaf person is sitting there waiting. And we're
thinking that they're not going to respond to us, so we hang
up.

| want to share with you several situations from
observing the deaf/blind consuner. They can't access a pay

phone because they don't have the large print or they don't
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have the Braille capabilities. Another thing with the
deaf/blind that's really frustrating is they can't enjoy the
W rel ess pagers because they don't have Braille capabilities
or they don't have large print.

Oten, also, wwth a deaf/blind person calling the
relay and having access to voice nmail, the voice-nai
information conmes in so fast that the deaf/blind person
doesn't have the opportunity to ask TRS operators to sl ow
down. The voice mails are often automated information in
the system It just cones in so fast, and they don't have
the capabilities to request themto sl ow down that
information so that they can read it. Very often deaf/blind
are frustrated with the cell phones thenselves. They don't
have the anplifiers.

Now | want to present a solution. For the phone
conpani es who are staying in tune with our needs and our
desires and our wants, with this service, we encourage you
to include us in your consuner advisory boards. W're
tal ki ng about specific service like TRS, so if you devel op
t he new product or you design the new service, please do
involve us. Do include us. You will be surprised at how
much we can offer with ideas and recommendations, than if
you don't involve us upfront.

W really want to see TRS work out with different

| ong-di stance phone conpanies so that when we identify that
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| would like to use ny preferred | ong-di stance conpany
carrier, | wuld like TRS to proceed with that and not put
us onto the default situation.

It's not happening now, but we very much want to
see TRS becone nultivended. That is, we want nore
conpetition for TRS. For exanple, if we dial 711, we
want -- on mne with 711, it wll tell you what ny preferred
TRSis. It wll tell you which node of comunication that I
use, if | use the TTY or VCO or ASCI. That way we don't
have to repeat ourselves every tine we nmake a TRS cal |

How nmuch tine do | have left? Ckay.

This material | have, we have a chart of voice
conpared with TTY intercepts. That way, if we dial the
wrong area code or if we -- if we don't know if the nunber's
been di sconnected, you give us a TTY intercept so that we're
not struggling with this blinking light with no information.

| want to share with you all one inportant
situation where a tel ephone conpany really involved us in
trying to instruct us on their services. One conpany here
in the Washington, D.C./Maryland area, Bell Atlantic, about
two or three weeks ago called a person from Massachusetts.
This gentl eman just happened to be deaf and cane down to
Northern Virginia to give a speech to deaf senior citizens.

The deaf senior citizens were just puzzled about the

different lines on the phone bills. So this personis
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explaining to themin straight ASL, making everything,
maki ng the nmessage go through perfectly clear so they
under st and everything. The nessage was so clear that these
about 60 deaf senior citizens were just so overjoyed that
t hey understood nore what was involved with each Iine on
t heir phone bill.

That's one exanple in where we deaf and hard of
heari ng and deaf/blind, we often ask for sonething and we
don't get enough support. | ask that that kind of support
be provided to us from other tel econmunications conpanies.

| thank you all and | thank the FCC for providing
us with this opportunity to give this feedbac