STATE OF MISSOURI
PUBLIC SERVICE COMMISSION
JEFFERSON CITY
March 30, 2000

CASE NO: TC-2000-596

Office of the Public Counsel
P.O. Box 7800
Jefferson City, MO 65102

Paul G. Lane/Leo J. Bub
Anthony K. Conroy/Mimi B. MacDonald

Southwestern Bell Telephone Company
One Bell Center, Room 3518
St. Louis, MO 63101

Ray & Janet Heaton
1317 Lexington
Mexico, MO 65265

General Counsel

Missouri Public Service Commission
P.O. Box 360

Jefferson City, MO 65102

Kevin Zarling

AT&T Communications of the Southwest,
Inc.

919 Congress, Suite 1500

Austin, TX 78701

Enclosed find certified copy of a NOTICE in the above-numbered case(s).

incerely,

Hhed Bobints

Dale Hardy Roberts
Secretary/Chief Regulatory Law Judge
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BEFORE THE PUBLIC SERVICE COMMISSION

OF THE STATE OF MISSOURI

Ray and Janet Heaton, !
Complainants,

vs. Cage No. TC-2000-596

Southwestern Bell Telephone Company and
AT&T Communications of the Southwest, Inc.,

B L L N

Respondents.

NOTICE OF COMPLAINT

Legal Department

Southwestern Bell Telephone Company
Cne Bell Center, Room 3518

St. Louis, Misgouri 63101

Kevin Zarling

AT&T Communications of the Southwest
913 Congress Avenue

Bustin, Texas 78701

CERTIFIED MATIL

On March 23, 2000, Ray and Janet Heaton filed a complaint with
the Missouri Public Service Commigsion against Southwestern Bell
Telephone Company, AT&T Communications of the Southwest, Inc., and
Connect One Internet Service', a copy of which is enclosed. Pursuant
to 4 CSR 240-2.070, Respondents BSouthwestern Bell Telephone Company
and AT&T Communicaticns of the Southwest, Inc. shall have 30 days from
the date of this notice to file an answer or to file notice that the
complaint has been satisfied.

In the alternative, the Respondents may file a written request
that the complaint be referred to a neutral third-party mediator for
voluntary mediation of the complaint. Upon receipt of a request for
mediation, the 30-day time period shall be tolled while the Commission

1 It deces not appear that Comnect One Internet Service is an
entity regulated by this Commissgion, and =0 this is not the proper
forum for Complainants to pursue a grievance against it.



o @ @

ascertains whether or not the Complainants are also willing to submit

to voluntary mediation., If the Complainants agree to mediation, the
time period within which an answer is due shall be suspended pending
the resolution of the mediation process. Additional information

regarding the mediation process is enclosed.

If the Complainants decline the opportunity toc seek mediation,
the Respondents will be notified in writing that the tolling has
ceased and will also be notified of the date by which an answer or
notice of satisfaction must be filed. That period will usually be the
remainder of the original 30-day period.

All pleadings (the answer, the notice of satisfaction of
complaint or request for mediation) shall be mailed to:

Secretary of the Public Service Commission
P.O. Box 360
Jefferson City, Missouri 65102-0360

A copy shall be served upon the Complainants at the Complainants'

address as listed within the enclosed complaint. A copy of this
notice has been mailed to the Complainants.

BY THE COMMISSION
lik //,17/ it

Dale Hardy Roberts
Secretary/Chief Regulatory Law Judge

(S EAL)

Dated at Jefferson City, Missouri,
on this 30th day of March, 2000.

Copy to: Ray and Janet Heaton

1317 Lexington
Mexico, MO 65265

Mills, Deputy Chief Regulatory Law Judge



5 i (. (.

BEFORE THE PUBLIC SERVICE COMMISSION OF THE F l L E D

STATE OF MISSOURI
MAR 2 3 2000
Missouwri Public
Ray and Janet Heaton ) =earvice Commisaion
(your name) )
Complainant )
)
VS, ) Case No. TC— 2000- 596
Southwestern Bell )
ATET )
Connect One Internet Service )
{company name) )
)
)
Respondent. )
COMPLAINT
Complainant resides at 1317 Lexington, Mexico, MO 65265

1. Respondent, Southwestern Bell, ATST, and Connect Cne
{company name)
of  Missouri , is a public utility under the jurisdiction of

the Public Service Commission of the State of Missouri.

2. As the basis of this complaint, complainant states the following facts:

On November 13, 1999, I subscribed to Connect One Internet Provider as an internet singls

user. This gave me internet access and free local telephone access. On December 19, I

received my monthly statement from ATST. I was charged long distance calls when I logged

on to the internet. On DPecember 20, I contacted AT&T and was told that my account would

be investigated. My internet provider was alsoc made aware of the situation. I made

payment to AT&T for my other long distance charges. On January 17, I received another

bill from AT&T and the calls were still routing long distance. Again AT&T was contacted

and I was told that my internet "pool” number was routing long distance. On February 1,




I was told by Connect One to change my setting on the computer from 1-573-582-0516 to
-582-0516. That did stop( number from routing long dls{ @ but since the prefix is a

local number, it never sh have been routed long dlstan.ay Southwestern Bell or
AT&T.

3. The complainant has taken the following steps to present this complamt to the
respondent:

On December 20, 1599, T contacted ATS&T and informed them of the long distance routing

when I connected to the internet. I was told that the matter was being investigated.

Connect One was alsc advised of the situation and assured me that the matter would be

resolved by AT&T. On January 17, when T received another monthly statement, more calls

had been routed long distance on the internet pool number. AT&T and Connect One were

advised. Southwestern Bell was alsc notified by me, but they referred me back to AT&T.

On February 1, when my pool number was changed by Connect One, I was no longer charged

long distance however AT&T demanded that I make payment immediately. On February 22, I

met with the Seigfreid Iaw Firm, who represent Connect One,

and conferenced ¢alled ATET,

Lut they denied responsibility. My long distance service was disconnected on March 17 by

AT&T and I was told that my account would be turned over to a collection agency "shortly.'

WHEREFORE, Complainant now requests the following relief:

I'd

concerning our charges for the local internet calls that were rouvted long distance.

When a connection fee 1s pald to an internet provider, it is with the understanding

that those calls to the internet will be local. Also, Socuthwestern Bell and ATAT

should never have charged for local long distance. /:xﬁbtuiﬂ, ‘Jj“ :12
March—22—2000
Date Signature of Complamaﬁ \) Q \_\QD&W\

577-58/-0411




#BWNCJIFM
#43041161990018# P 10901AB10.270B49A20075

Lllealdadedlsnlidnndlid sl inllhndadidl
RAY E HEATON
1317 LEXINGTON ST
MEXICO MO 65265-1041

MARCH 02, 2000 .

ACCOUNT SUSPENSION NOTICE
Re: Account Number 4304116189001

QOur records indicale that your AT&T Long Distance account is seriously past due. The total amount owed is
$625.16 of which $542.94 is severely delinquent.

Prompt payment will place your account in good standing. TO AVQID INTERRUPTION CF YOUR AT&T
SERVICE, PAYMENT OF $542.94 IS REQUIRED BY 03/09/00.

Please mail your payment today.

To ensure proper handling please write your account number on your check or money order and include the
attached coupon with your payment.

To discuss your account further, please call one of our representatives on 1-200-532-7486, Text Phone {TTY)
1-800-551-1602. It is not necessary to conlact us if your payment has already been mailed.

Thank you for your prompt attention to this matter,
Sincerely,

ATET
Credit Management Center

Failure to pay the outstanding balance due on your account may cause your account to be referred to the
National Consumer Telecommunications Data Exchange.

** Save a check. Save a stamp. Save time.**
Enjoy the convenience of Automatic Bill Payment: To enroll visit our website at; www.att.com/payatt
o make your payment via Credit Card and learn more about our Automatic Bill Payment feature, “or
call 1-800-532-7486 and ask the AT&T Representative for AT&T's Automatic Bill Payment.”

i1

Detach and Return with Payment

Piease write your account number on your check or money
order made payable to AT&T. Do not send cash. Do nol staple

tllll,lﬂﬂh
2

this portion 1o your payment. Thank you. RAY E HEATON
Amount due $625.15 Account No. 573 581-0411 P
Amount enclosed: § [I
"lllllllll"lllllIIIlIIIIIIIIII”IIIlII"llllI.lll‘l
ATAT
PO BOX 78628

PHOENIX AZ 85062-8628

430411619900100300000000b251600000625L600000L251b6
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® ® == ATeT

#BWNCJFM
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RAY E HEATON
1317 LEXINGTON ST
MEXICO MO 65265-1041

JANUARY 26, 2000

Re: Account Number 4304116199001

A\

Perhaps you did nof realize that your AT&T Long Distance account is pasi dua with an outstanding tedance ol

$563.93 of which $252.46 is delinquent. Although | am sure that this was an oversight, a prompt payment will
return your account to good standing.

To ensure proper handling please write your account number on your check or money order and include the
aftached payment coupon with your payment.

#is not necessary 10 contact us if your payment was aiready mailed or if you plan 1o mail it within the next two
days.

Thank you for using AT&T

Sincerely,

AT&T Credit Management Center
1-800-532-7486
Text Phone {TTY} 1-800-551-1602

Detach and Return with Payment

Please write your account number on your check or money
arder made payable to AT&T. Do not send cash. Do not staple

ATl

2

Ui

this portion to your payment. Thank you. RAY E HEATON
Amount due $563.93 Account No. 573 581-0411 P
Amount enclosed: $ ll
|IIIII]IIIIIIIIIIIIIIIIllillllillillllll'l!lllllllll
AT&T
PO BOX 8212

AURORA I 60572-8212

43041L6L9900L00300000000563330000056393000005L393b




Your AT#T Statement
November l.ecexnber 10, 1999

#BWNCJIFM
#430411619900184 D 43928AV10.243B195A08926"*5DGT

LS 1 PP 13 R P Y R P PP L R A
RAY £ HEATON
1317 LEXINGTON ST
MEXICO MO 65265-1041

Customer # 573 581-0411
Page 1 of 6

Customer Service: 1 800 222-0300
Text Phone (TTY): 1800 833-3232

Summary of charges @ Have you heard

Previous Balante ... st s 0.00
Payments... 000
Chaiges for other services . cerrrnesnsrenrreieeenses. .85
AT&T One Rate?® Seven Cents Plan Calis e, 250.87
Naiional access coniribution 289
Taxes and sWCharges .......ocveecncr s s snacseeraen 2 .04
Total amount due $284.75
Date due January 4, 2000

What vou saved . :

Your AT&T savings
Over the last 3 MONths you SaVed..........ccovmcrvinnrisine. $12.00
Savings are compared to AT&T standard rates.

Welcome to your AT&T Long
Distance bill. I¥'s filled with
valuable information you can use
to get the most out of your
service. Continued»-

N2 With you in mind

AT&T wishes you and your family
a happy and healthy holiday
season, and the very best for the
New Year! Continuedm

Continues ox back 5



Text Phone (TTY): 1 800 833-3232 Customer # 573 581-0411

b I Page 3 of 6
‘Charges for other services

Monthly service from Dec 10 - Jan 10, 2000

Dascription Amaunt

1 ATAT One Rate® Seven Cents Plan 5,85
monthly fee Dec 10 - Jan 10 , 2000 '

$5.95

AT&T Onc Rate® Seven Cents Plan Clls

Dascription

Amount

Direct dialed calls 250.87

Tolai AT&T One Rate® Seven Cents Plan calls after savings ..............$250.87
Direct dialed calls

Date Number called Where Tirme Rate Type Min Ameuni
2 Novid 4B0283-1815 Phoenix,AZ 7:42pm  night direct 22 {1 .54
3 Nov13 480 283-1816 PhoenixAZ 9:2gam night direet 20 A0
4 Nov13d 573582-0516 Mexica,MO 6:37pm  night direct 2 I8
5 Novi3d 573582.0516 Mexico, MO B:40pm night disect 14 126
6 Novi13 573582.0516 Mexico MO 6:54pm night direct 1 08
7 Novi13 573582-0516 Mexico,MQ 8:56pm night direct 9 .B1
8 Nov13 573582.0516 Mexico,MO 7:26pm  night direct 2 18
9 Novi13 573582-0516 Mexico MO 741pm  night direct 35 3.15
10 Novi4 573582-0516 Mexico, MO 7:19am  night direct 52 488
11 Novi14 573582-0516 Mexice, MO 10:29am night direct 26 2.34
12 Nov14 573582-0516 Mexico,MC 10:58am night direct 13 1.47
13 Nov14 573582-0516 Mexico,MO 1:21pm_ night direct 27 2.43
14 Novi1d4 5156573-6980 Oskaloosa,lA 5:25pm night direct 12 @4}
15 Novi4 673582-0516 Mexico,MO 3:46pm night direct 48 414
16 Nov14 636 980-3038 Ofallon, MO 8:22pm night direct 1 @
17 Nov15 573582-0516 Mexico MO T:42pm  night direct 8 ~72
8 Novi1s 573582.0516 Mexico MC 4:50pm night direct 11 99
1¢ Nov 15 573 582-0516 Mexico MO 5:26pm night direct 24 2.186
20 Novib 573 582-0516 Mexica,MO 5:54pm night direct 44 396
21 Nov15 £73582-0518 Mexico,MO 6:38pm night direct 28 252
22 Novi15 5735B2-0616 Mexico,MO 7:2ipm night direct 23 207
23 Novi1b 573582-0516 Mexico,MO 7:45pm  night direct 1 09
24 Novi5 636 980-3038 Ofallon MO 8:21pm _night direct 30/ 2.70
26 Novib 573582-0516 Mexico,MO 4:49pm  night direct 25 _2'2‘8
26 Nov16 573 5B2-0516 Mexico,MO 5:23pm night direct 108 17.82
27 Nov17 573 5B82-0516 Mexico,MO 5:07pm night direct B4 7.56
28 Nov17 480 283-1815 Phoenix,AZ 6:43pm night direct 36 LT
29 Nov17 636 980-3038 Ctallon, MO 7:19pm  night direct 17 hﬁf
30 Nov17 5735B2-0516 Mexico,MO 7:43pm  night direct 42 a.78
31 'Nov 18 §73582-0516 Mexico,MO 6:12pm  night direct 44 3.986
32 Novi8 573582-06516 Mexico, MC 8:10pm night direct 40 3.60
33 Novi19 573582-0516 Mexico,MO 5;29am night girect 42 3.78
34 Novi19 573582-0516 Mexico,MO 6:20am night direct 5 45
35 Novi19 573582.0516 Mexico,MO 4:29pm night direct 95 225

!

ATeT

Continuces on back




Customer Service: 1(' N1 222-0300

Text Phone (TTY): 1

.633-3232

Nov 11- ~=c 10, 1999

Customer #': 5814411
‘age 40f86

Direct dialed calls

Date Numbaer cailed Whers Time Rate Type Min Amount
38 Nov18 5735B82.05816 Mexico MO 7:15pm  night direct 14 1.26
37 MNovi19 48D 283.1815 Phoenix,AZ 8:31pm night direct 8 55
38 Nov19 636 980-3038 Otallon, MO 8:40pm night direct 11 /95
39 Nov19 573582-0516 Mexico,MO 8:58pm night direct 1 99
40 Nov20 573582-0518 Mexico, MO 7:27am night diract 4 36
41 Nov20 573 442.7615 Columbia,MO 8:21am night direct 22 @tﬁﬁ_@
42 Nov2) 573582-0516 Mexico, MO 9:40am night direct 27 2.43
43 Nov?20 573582-0516 Mexico,MO 10:10am night direct 9 B1
44 Nov20 5735B82-0516 Mexico, MO 11:38am night direct 5 45
45 Nov21 573582-0516 Mesxico, MO 10:42am night direct 3 27
46 Nov?21 573582-0516 Mexico MO 11:20am night direct 32 288
47 - Nov21 2288725713 Ocean Spgs,MS _12:26pm night direct 26 ( 182
48 Nov 21 3851 242-9785 Calallen,TX 12:52pm night direct 1 A7
49 Nov21 381 242-9785 Calallen, TX 12:53pm night direct 1 ;
50 Nov21 361242-9785  Calallen,TX 1:18pm night direct 44 ( 308
81 Nov21 5735820518 Mexico, MO 3:23pm  night direct 3] 54
52 Nov2i 573582.0516 Mexico,MC 5:07pm night direct 2 18
53 Nov?21 573582.0516 Mexico,MO 5:41pm night direct 12 1.08
54 Nov21 573582-0516 Mexico,MO 6:02pm night direct 39 3.51
55 Nov21 573582-0518 Mexico,MO 8:42pm  night direct 13 117
56 MNov2i1 5735820516 Mexico MO 6:55pm night direct 23 207
57 Nov22 §73582-0516 Mexico, MC 5:29am night direct 10 80
58 Nov22 573582-0516 Mexico,MO 6:36am night direct 23 2,07
52 Nov22 573582-05%8 Mexico, MO 6:43pm night direct 20 1.80
60 Nov22 $£73582-0516 “Mexico,MO 7:14pm  night direct 5 45
61 Nov23 §£73582-0518 Mexico, MO 6:35am night dicect 3 27
62 Nov23 &73582-0516 Mexico, MO B:05pm night direct 84 7.56
63 Nov23 £&73582-0516 Mexico, MO 7:28pm  night direct 21 1.89
64 Nov23 573582-0516 Mexico MO 7:60pm night direct 5 45
65 Nov23 §73582-0518 Mexico,MO 7:65pm  night direct 5 45
66 Nov23 B636980-3038 Ofallon MO 8:01pm night direct 8 JZH
67 Nov24 573582-0516 Mexieo MO 2:42pm  night direct 62 558
68 Nov24 &35 9B0-3038 Ciallon,MO 4:56pm  night direct 4 (36
69 Nov?24 5§73582-0518 Mexico,MO 7:42pm  night direct 40 360
70 Nov25 573 582-0516 Mexico MO B:24am nignt direct 5 45
71 Nov2s &73582-0516 . Mexico, MO 8:30am night dirsct 25 2.2
7¢ "Nov2s 5735820516 Mexico,MO 7:08am night diract 37 333
73 Nov26 573582-06186 Mexico, MO 9:52am night direct 24 2.16
74 Nov26 §573582-0516 Mexico,MO 2:29pm  night direct a0 360
75 MNov2s 573532-0516 Mexico,MO 3:15pm  night direct 22 1.88
76 Nov26 573582-0616 Mexico MO 6:16pm night direct 43 3e7
77 Nov26 573 582-0516 Mexico, MO 753pm nignt direct 12 1.08
78 Nov26 5§73582-0516 " Maxico, MO 8:08pm night direct 26 2.34
79 Nov27 573582-0516 Mexica, MO 6:31am night direct 38 3.42
80 Nov27 480 283-1815 Phoenix,AZ 6:13pm  night direct 1 (o
81 Nov?27 573682-0516 Mexico,MO 6:19pm night dirsct 30 270
82 Nov27 4B0283-1815 Phoenix,AZ 7:06pm night direct 1 /D7
83 Nov27 636 980-3038 Otallon MO 7:19pm  night direct t Q_g)
84 Nov?2B 573582-0518 Mexico MO 8:3%am night direct 22 1.98
85 Nov2B 5735B2-0516 Mexico MO 5:36pm night direct 34 3.08
85 Nov2s 573582-0516 Mexico,MO 6:16pm night direct 73 8.57
87 Nov29 573582-0518 Mexico,MC 8:1ipm night direct g 81
88 Nov30 573582-0518 Mexico,MO 6:48am night direct 3 27

@ Recycled paper

T




Customer Service: 1 B00 222-0300 Nov 11-Dec 10, 1993

Text Phone (TTY ‘g 00 833-3232 Custome{g. ‘73 581-0411
! b . Page 5of 6
Direct dialed calls
Date Number called Where Time Rate Type Min Amount
"89 Nov30 573582-0516 Mexico, MO 6:5tpm night direct 33 297
90 Dec1 573 582-0516 Mexico MO 8:37am night direct 9 81
91 Dec1 §73 582-0516 Mexico,MO 6:24pm night direct 28 252
92 Dec1 573 582-0516 Mexico,MO 8:53pm night direct 42 3.78
93 Dec2 573582.-0516 Mexico,MQ 6:55pm night direct 46 4.14
94 Dec3d 573582-0518 Mexico,MO 6:2Bam night direct 15 1.36
95 Dec4 5735B2-0516 Mexico MO 10:55am night direct 8 72
%6 Decd4 573 5B2.0516 MexicoMO | 12:39pm night direct 21 1.89
97 Dec4 573 582-05186 Mexico,MO 4:27pm  night direct 11 .89
98 Dec4  573582-0516 Mexico.MO 6:25pm  night direct 26 2.34
99 Dech 573 582-0516 Mexico,MO 8.02am right direct 36 3.24
100 Dec5 573 582-0516 Mexico,MO 8:4dam night direct 89 8.01
101 Decbs 573 582-0516 Mexico,MO 3:16pm  night direct 17 153
102 Dec®  573582-0516 Mexico,MO B:22am night direct 20 1.80
102 Dect 573 582-0516 Mexico,MO 6:20pm night direct 458 4.41
104 Decd  573582-0516 Mexico,MO 7.46pm night direct 24 2.186
105 Dec7  573582-0516 Mexico MO 6:35pm  night direct 21 1.89
106 Dec8  5735B82-0516 Mexico,MO 6:24am night direct 19 1.71
107 Dec8  5735B82-0518 Mexico, MO 5:38pm night direct 154 13.86
i08 Dec9®  §73582-0516 Mexice, MO 6:22am night direct 15 1.35
109 Dec9  573582-0516 Mexico, MO 4:35pm  night direct 70 6.30

2811 $250.87

National access contribution

Date Description Amaount

110 Universal connectivity charge 1.38
111 Carrier line charge 1.51
$2.89

For an explanation of these charges, please call 1 800 532-2021.

Taxes and surcharges

Doscription —— Aot
Federal tax 775
Local tax . 7.16
State tax 10.09

$25.04

0

5
]

Continues on back B




: Your AT&T Statement

December 1‘]1er 10, 2000 .

¢||H;iﬂlw

#BWNCJFM ‘
#430411619900184 D 25568AV10.2438148A13271*"3DGT Customer # 573 581-0411
h”iI.I‘l!lll!l‘l“lll‘l‘IIII“”IIIIIllilll“ll}l"lll'llll” Page10i6

RAY E HEATON

1317 LEXINGTON ST Gustomer Service: 1 800 222-0300
MEXICO MO B852685-1041

Text Phone (TTY): 1 800 833-3232

A e :-i-;»,:,-;:-_'-_ "Slflnlnary ()fChﬂfgCS N

Previous balance .. S TRURORO - - B A1 T = 3
Payment received Dec 28 Thank you IR << 7-J~ PN
UNPAID BALANCE DUE UPON RECEIPT .................... $252.46 o !
Charges foi clher services . " FROUSUPURUIVRUIN -3 - 7

AT&T One Rate® Seven uenls Plan Calls oo 274,85

National access cortribulion .........ocoooeooeiiineneee e 2.89

Taxes and SUTChAIGeS ......cocvvrve v eerncrae e e s 27.77

Current charges due Feb 04, 2000 .........cccovercvieenenn $311.47

Total amount due ‘ $563.93

We did not receive full payment of your previous balance. You

A

will be charged a late payment fee of up 10 1.5% on any future
unpaid balance.

-

g, eIty F_ T X
/’4 | TE#T Continues on back




Text Phone (TTY): 1800 833-3232 Customer # 573 581-0411

b il Page3of6

Charges for other services

Monthly service from Jan 10 - Feb 10, 2000

Desaription . ) ' Amount
i AT&T One Rate® Seven Cents Plan 588
monthly tee Jan 10 - Fab 10, 2000
$5.95
Descrigion . Amount
Direct dialed calis . 274.86
Total AT&T One Rate? Seven Cents Plan calis after savings .............. $274.86
Direct dialed calls
Date Number called _\_y.here Time Rate Type Min Amount
2 Dec10 636980-3038 COfaIIon,MO) 8:43pm night direct 1 09
3  Dect0 &£73582-0516 Maxico, MO 8:49pm night direct 23 2.07
4 Deci12 573582-0518 Mexico,MO 8:17am night direct 27 2.43
5 Deci12 573582.0518 Mexico,MO 9:13am night direct 3 27
8 Dec12 635980-3038 (Tlallon MO 10:12am night direct 4 36
7 Deci2 5/35B2-0816)  Mexico,MO 1:14pm night direct 26 2.34
8 Dec12 573582-0516 Mexice, MO 2:40pm night direct 13 1.17
9 Dect12 5735B2-0518 Mexico,MO 8:08pm night direct 3g 3.24
10 Dec13 573 682-0516 Mexice,MO 5:28pm night direct 85 7.65
11 Dec13 5735B82-0516 Mexico MO 7:55pm night direct 3] 54
12 Dec13 573582-0548 Mesico MO 8:42pm night direct 4 38
13 Deci4 573582-0518 Mexico, MO 6:28pm night direct 51 459
14 Dec14 573 582.-0516 Mexico,MC 7:53pm  night direct 8 L4
15 Dec15 573582-06168  Mexico,MO 6:49pm night direct 45 4,05
16 Dec15 5735B2-0516 Mexico MO 7:34pm night direct 37 3.33
17 Dec18 573582-0516 Mexico,MO 8:42pm  night direct 1183 1017
18 Dec17 673B42-8677 ( FultonMOD  7:04am night direct 1 09
19 Deci7 573 582-0516 Mexico,MO 9:08pm  night direct 168 1.44
20 Dec18 573682-0516 Mexico,MO 8:32am night direct 13 117
21 Dec18 480283-1815  {PhoenixAZ)  10:01am night direct 17 1.19
22 Dec18 573582-0518 Maxico MO 10:30am night direct 7 83
23 Dec1B 480283-1815 ' /PhoenixAZ ) . 3:58pm night direct 2 14
24 Deci8 573582-0516 Mexico,MO 5:56pm night direct 6 54
25 Dec18 573582-Lu16 Mexico,MO B:18pm night direct 15 1,35
28 Dec18 573682-0516 Maxico,MO 6:45pm night direct 11 99
27 Dec 18 573582-0518 Mexico, MO 7:43pm  night direct 18 162
28 Dect8 §73582-0516 Mexico,MO 8:04pm night direct 2 18
29 Dec19 5738820516 °  Mexico,MO 7:.57am night direct 63 567
20 Dec19 573582-0516 Mexico,MO 2:02pm night direct 1 08
31 Dec19  615673-6980  (OskaloosaA)  6:08pm night direct 12 B4
32 Dec19 5735B2.0518 Mexico MO 7:44pm  night direct 24 2.8
32 Dec19 &73582-0516 Mexico,MC 8:37pm night direc 3] 54
24 Dec20 573582-0516 @ MexicoMO 5:33pm night direct 76 6.84
35 Dec?20 573582.0516 Mexico, MO 6:48pm night direct 18 144

il

-

Continues on back 53




Customer Service

(1 800 222-030?; AN
Text Phone (TT )y - ’

vec 11-Jan 10, ZUUU
Customer # 573 581-0411

Page 4 of 6

Direct dialed calls
Date Number called Wherg Time Rate Type Min Armount
3 Dec20 573582-0516 Mexico, MO 8:08pm night direct 8 T2
37 Dec?21 573582-0516 Mexico, MO 3:49pm  night direct 18 162
38 Dec2i 573582-0516 Mexico MO B:30pm night direct 22 1.98
39 Dec21 573582-0516 Mexico,MO 6.57pm night direct 54 486
40 Dec 22 5£73582-0516 Mexico, MO 5:28pm night direct 18 1862
41 Dec22 E£73582-05186 Mexico MO 6:04pm  night direct 18 1.62
42 Dec23 573582-0516 Mexico MO 8:4%9am night direct 3 27
43 Dec23 §73582-0518 Mexico,MO 8:57am night direct 27 2.43
44 Dec23 573582-0516 Mexico,MO 6:23pm  night direct 12 1.08
45 Dec23 5735B2-0518  Mexice, MO 7:54pm  night direct 37 3.33
46 Dec24 5736428677  (FutonMO D  7:18am night direct 3 27
47 Dec2t 573382-0518 Aaxico, MG B:Z2am  nighi airact 7 83
48 Dec24 573582-0516 Maxico,MO B:28am night direct 45 4.05
45 Dec24 573582-0518 Mexico, MO 10:52am night direct 3 27
50 Dec24 573582-0518 Mexico,MO i0:55am night direct 7 B3
51 Dec24 573582-0516  Mexico,MO 11 0tam night direct 108 9.81
52 Dec24 573582-0516 Mexico,MO 6:56pm might direct 155 13.85
53 Dec25 480283-1815  PhoenixAZ 8:40am  night direct 26 1.82
54 Dec?25 636 379-2356 ¢ Ofallon,MO 9:1%am night direct 8 7e
55 Dec25 673582-0516 = Mexico,MD 9:41am  night direct 27 2,43
56 Dec25 573582-0518 Maxico, MO 2:15pm  night direct 3 27
57 Dec25 573582-0518 Mexico MO 3:50pm night direct 40 3.60
58 Dec2t 573582-0516 Mexico,MO 435pm might direct 20 1.80
59 Dec25 573582-0518 Mexico,MO 5:0%9m night direct 32 2.88
60 Dec?25 573582.0516 Mexico,MO 8:27pm night direct 3 27
6t Doc25 480283-1816  ( PhosnixAZ > 8:4B8pm night direct 1 o7
62 Dec26 5735B2-0516 Mexico,MO 8:25am night direct 1 .89
63 Dec26 5£73582-0516 Mexico, MO 11:.00am night direct 126 11.34
64 Dec26 573582-0516 Mexico,MO 3:11pm night direct 12 1.08
865 Dec26 573582-0516 Mexico MO 4:12pm night direct 10 .80
66 Dec?26 573582-0516 Mexico, MO 7:33pm night direct 22 1.98
67 Dec27 &73874-2028 @Iumbia,MQ) 1:59pm  night direct 7 1.05
68 Dec?7 573G6B2.0518  Mexico,MO 8:27pm  night direct 28 234
g9 Dec27 5735B82-0516 Mexico MO_ B:54pm  night direct 2 18
70 Dec?27 635980-3038  /ClalonMO.®  7:53pm might direct 1 09
74 Dec27 5735B2-0516 Mexico, MO 7:54pm night direct 43 387
72 Dec 27 436920 2038 {O!allsn,?.‘l(:z} 34Ypm  night diract 7 83
72 Dec28 573 582-0516 Mexico,MO 9:47am  night direct 31 2,79
74 Dec28 5735B2-0516 Mexico,MO 5:07pm night direct 20 1.80
75 Dec28 573582-0516 Maxico MO 6:25pm  night direct 68 6.12
76 Dec28 6573 5B2.0516 Mexico MO 7:42pm night direct 12 1.08
77 Dec?29 673 582-0516 Mexico,MO 10:.57am night direct 15 1.35
78 Dec?9 573 582-0516 Mexico, MC 530pm night direct 89 - B91
79 Dec29 573582-0516 Mexico,MO 7:24pm  night direct 23 2.07
80 DOec30 573582-0516 Mexico MO 11:16am night direct 12 1.08
81 Dec30 573582-0518 Mexico,MO 3.08pm_ night direct 15 1.36
82 Dec30 573582-0518 Mexico MO 4:51pm night direct 90 8.10
83 Dec30 480 283-1815  (PhosnixAZ”  6:22pm night direct 29 2.03
84 Dec31 573582-0518 Mexico, MO 7:25am night direct a3 297
85 Pec31 £73582-0518 Maxico MO id44am night direct 19 1.71
86 Dec31 573 582-0516 Mexico, MO 5:56pm night direct 105 9.45
87 Dec31 §K73582-0516 Maxico MO 7:44pm night direct 2 .18
88 Dec3t 573582-6516 Mexico, MO 8:2Cpm night direct 2 18

@ Recyciod paper

(RO




Customer Service: 1 800 222-0300 Dec 11-Jan 10, 2000

Text Phone (TTY): 7 "0 833-3232 Customer #- "73 581-0411 ==
: . g Page 5 of 6 '_——=...~__.AT&T
Direct dialed calls
Date Number called Where Time - Rate Type Min Amount
83 Dec31 5735B2-0516 Mexico,MQ 8:23pm  night diract 5 45
% Dec31 573582-0516 Mexico,MO B:53pm night direct 2 18
91 dJan1 573 582-0516 Mexico, MO 9:06am night direct 18 1.44
92 Jan1  §73582-0516 Mexico,MO 11:32am night direct 10 20
93 Jani 573 582-0518 Mexice, MO 11:51am night direct 32 2.88
94 Jan i 573 682-0518 Mexico,MO 3:43pm  night direct 21 1.89
REp g5 Jani §73582-0518 Mexico,MO 7:53pm night direct 51 4,58
96 Jan?2 573 582-0518 Mexico,MO 7:26am night direct 12 108
97 Jan2 573 582-0518 Mexico, MO B:05am night direct 75 6.75
98 Jan? 573582-0518 Mexico,MQ 11:¥1am night direct 7 B3
99 Jan?2 §73 5B82-0516 Mexico MO 12:23pm night direct 2 .18
100 Jdan 2 573 382-05i18 naxico MO 1iAlLm night direot 13 117
101 Jan 2 6§73 582-0516 Mexico,MO 4:49pm  night direct 31 279
102 Jan 2 B73 582-0516 Mexico, MO 5:46pm night direct 19 1.71
103 Jan3 573 582-0516 Mexico, MO 4:32pm  night direct 4 36
104 Jan3 573 582-0516 Mexico, MO B:21ipm night direct 15 1.35
105 Jan 3 573582-0518 Mexico,MO 6:85pm might direct 39 3.51
106 Jan 4 573 582-0516 Mexico, MO 7:33pm  night direct 37 3.33
107 Jan$ 573 582-0518 Mexico,MO -6:119pm  night direct 48 432
108 Janb 573582-0516 Mexico,MO 8:04pm night direct 1 09
169 Jans 573582-0516 Mexico,MO B:09pm night direct 1 09
110 Jang 573 582-0516 Mexico, MO §:3tam night direct 4 36
111 Jané 573 582-0516 Mexico,MC - 5:42pm  night direct 101 9.09
112 Jan7  573582-0516 Mexico, MO 5:07pm night direct 13 117
113 Jan7 573 582-0516 Mexico, MO 8:36pm night direct S 81
114 Jan8  573442-2110  (ColumbiaMO™> 9:10am night direct 3 45
115 Jan@8 5§73 582.0516 Mexico,MO 12:48pm night direct 14 1.28
116 Jan8g 573582-0516 Mexico MO 2:32pm  night direct 13 117
117 Jan8 573 582-0518 Mexico MO 4:13pm night direct 15 1.35
118 Jang 673 582-0516 Mexico,MO 8.07pm night direct 1 Go
119 Jan#8 573 582-0516 Mexico MO 6:48pm night direct 33 2.97
120 Jan @ §73 682.0516 Mexico, MO 8:04am night direct 40 360
121 Jan 9 573 582-0516 Mexico MO 2:28pm  night direct 3 27
t22 Jan$9 573 582-05186 Mexicao MO 5:25pm  night diract 17 1.53
123 Jan9  480283-1815  ~~ PhoeniAZ) 6:36pm  night direct a3 231

3074 $274.86

Continues on back £J




Lustomer # 543 581-0411
) Page b oi6
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National access contribution

Date Description Amount

124 Universal connectivity charge 1.38
125 Carrier line charge 1.51
$2.89

For an explanation of these charges, please call 1 800 532-2021,

Taxcs and surcharges

Description Amount
Federal tax 851
Locaiax B.60
State ax 11.26

$27.77

Important information about your telephone service

All'long distance companies are required to contribute to

the Universal Service Fund. As of November 1, 1999, this
required contribution increased. AT&T racovers its

contribution to the fund through the Universal Connectivity
Charge. This charge changed to $1.38 beginning November 2,
1988. For more informatian pleasae call 1 800 532-2021.

@ Recyclod paper
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Your A& Statement e 7 vee E=ATST

. [GATaN
January II-Fbm.ry 10, 2000 b
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Customer # 573 581-0411
hiabdialidleodilend i laadishist b B kil Page 1ol 5
RAY E HEATON

1317 LEXINGTON ST Customer Service: 1 800 222-0300
MEXICO MO 65265-1041

Text Phone (TTY): 1800 833-3232

Summary of charges @ Have you heard

ime!

Pravious Balance ......c.eevceveceiise e e ne st 563.93 Same low rate anytime! Just Ca," !

. 800 CALL ATT® whenever you're
Payment received Jan 28 - Thank youU......cc.eevereververnineen, -20.99 away from home and need to cali
UNPAID BALANCE DUE UPON RECEIPT ....ccccevcvrrnee $542.94 y ,

home. W's fasl, easy and clear.

Charges for offierservices @’ . Continued s
AT&T One Rate® Seven Cents Plan Calls ......cceveeeeiecenee. £.63

National 2ccess CONABLBON .........oo.vveveeeerereonres s eeeeresenenens 23
Taxes and SUFCHAIGES ... et e 6.7

Current charges due Mar 06, 2000 $82.22

Total amount due i $625.16

Prompt payment of your unpaid balance is required. You can -
visit www.att.com/payatt to make a credit card payment.

Continues on back 5




M AT A W ILG .,

1 WUY LoL™uauw

Text Phone (TTY): .1 800 833-3232

@

Charges for other services

Jan 1i-rep 10, 2U00
Customer# 571 581-0411

(.Pageaofs

ATeT

il

Monthly service from Feb 10 - Mar 10, 2000

Description

Arnount

1 ATA&T One Rate® Seven Cents Plan
monthly fee Feb 10 - Mar 10, 2000

595

Description

AT&T Once Rate? Seven Cents Plan Calls

$5.95

Amount
Direct dialed caits 66.83
Total AT&T One Rate® Seven Cents Plan calls after savings ................ $66.63
Direct dialed calls
Date Nurnber cailed Whare Time Rate Type Min Amount
2 Jan10 5B735B82-0518 Mexico MO 6:50pm night direct 5 A5
3 Jan10 573582-0516 Mexico,MO 8:85pm night direct 14 1.26
4 Jan10 573682-0516 Mexico,MO 7:54pm night direct 15 1.35
5 Jan11 573582-0516 Mexico,MO 6:36pm night direct 52 468
6 Jan11 573582-0516 Mexico,MQ 7:52pm night direct 13 117
7 Jani2 673582-0518 Mexico,MO 7:1%pm  night direct 54 4.88
8 Jan13 6573 582-0516 Mexico,MO 5:34pm night direct 28 252
9 Jan13 573582-0518 Mexico, MO 8:23pm night direct 47 423
10 Jan14 314 432-6644 ST LovisMC  953am  night dirsct 1 09>
11 Jant14 573 582-0516 Maxico MO 408pm night ditect 14 1.26
12 Jan14 573582-0516 Mexico, MO 8:4Bpm night direct 4 36
13 Jan14 573582-05168 Mexico, MO B:52pm  night direct 2 .18
14 Jan16 573582-0518 Mexico,MO 8:45am night direct 13 1.17
15 Jan 15 6573582-0516 Mexico,MO 11:38am night direct 15 1.35
16 Jani5 480 283-1815 Phoenix,AZ - 2:05pm night direct 6 (42>
17 Jan15 573 442-7615 Columbia, MO 2:11pm night direct 7 (105)
18 Jan15 573582-0516 Mexico,MO 2:31pm night direct 2 .18
18 Jan15 573582-0516 Mexico, MO 4:13pm night direct 3 27
2¢ Jan15 573582-0516 Mexico MO - 65:00pnr. night -direct- - - 7 B3
2t Jan15 573582-0516 Mexico,MO 6:20pm night direct 7 B3
22 Jan15 573582-0516 Mexico,MO B:32pm night direct 4 36
23 Jan1s 573582-05186 Mexico, MO 7:33am  night direct 17 153
24 Jan16 573582-0516 Mexico,MO 7:50am night direct 1 08
25 Jan18 573582-0516 Mexico MO 8:4%9am night direct 43 387
26 Jan16 573582-0518 Mexico, MO 9:44am night direct 23 2.07
27 Jan16 480283-1815 Phosnix,AZ 2:57pm  night direct 4 (28
28 Jan16 5£73582-0516 Mexico,MO 3:32pm  night direct 2 © .18
23 Jan18 573582-0516 Mexico, MO 3:35pm  night direct 5 45
30 Jan16 573582-0516 Mexico,MO 6:15pm night direct 3 27
91 Jani6 573 582-0516 Mexico,MO 6:25pm  night direct 2 18
32 Jani17 5735B2.-0518 Mexico,MO 8:19am night direct 2 18
93 Jan17 573 582-0516 Mexico,MO 9:15am night direct 2 18
34 Jan17 573 582-0516 Mexico, MO 9:22am night direct B 72
a5 Jan17 573582-0516 Mexico,MC 3:30pm  night direct 14 1.26

9

Continues on back B




Text Phone (TTY): 1 800 833-3232

I3

Customer # 573 581-0411

. . Page 4 of 5
Direct dialed calls
Date Number called " Where Time Rate Type Min  Amount
36 Jan17 573 582-0516 Mexico,MO 3:46pm  night direct 96 B.64
37 Jan17 573 582-0516 Mexico,MO 6:15pm  night direct 10 80
38 Jan17 573582.0518 Mexice, MO 6:29pm night direct 16 1.44
39 Jan18 573682-0516  Mexico,MO 6:3tpm night direct 44 3.96
/%__Jan18_1573582-0516 Mexico, MO 747pm night direct 8 72
41 Jan22 480 283-1815 Phoanix,AZ 1:58pm  night direct 1 07
42 Jan23 515673-6980 Oskaloosa,lA -9:.08am night direct 18 1.26
43 Jan23 636 980-3038 Cfallon,MO 2:05pm night direct 1 08
44 Jan23 636 980-3038 Ctalion,MO 4:35pm  night direct 1 09
45 Jan27 836 980-3038 Ofallon, MO 7:57pm night direct 26 234
46 Jan29 573 449-8018 Columbia,MO 12:23pm night direct 1 15
47 Jan30 480 283-1815 Phoanix,AZ 9:3%am night direct 1 07
48 Jan31 836 327-5636 Wentzville MO 3:41pm  night direct 4 38
49 Jan31 573 443-8018 Columbia,MO 5:38pm night direct 1 18
50 Jan31 636 980-3038 Otallon, MO 6:54pm night direct 1 09
51 Jan31 636 980-3038 Ofallon,MC 7~ 7:37pm night direct 26 2.34
52 Feb3 480 283-1815 Phoenix,AZ 5:08pm night direct 36 252
53 Feb8  314645-3300 ST Louis, MO 7:01pm night direct 1 .09
54 Feb9® 636 980-3038 ‘Ofallon,MO 8:41pm night direct 18 1.62
749 $66.63
(.24

National access contribution

Date

Description Amount

55 Universal connectivity charge 1.38
56 Carrier line charge 1.51
$2.89

For an explanation of these charges, please call 1 800 532-2021.

Taxces and surcharges

Description Amount
Federal tax . 2.27
Local tax . 1188
State tax 282

$6.75

@ Recycled paper
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Your ATéT Statement

February 11-March 10, 2000 .

tlllﬂﬂlh'
B

H#BWHNCJFM ’
#43041161990018# D 19337AV10.243B121A22201°"5DGT Customer # 573 581-0411
191 PP 10 YY1 S 1 YL EYY L T AL Page 1of4

RAY £ HEATON

1317 LEXINGTON ST Customer Service: 1 800 222-0300
MEXICO MO 65265-1041

Text Phone (TTY): 1 800 833-3232

Summary of charges @ Have you heard

Provious Dalanece ... e e 625,16 Visit our Web site 10 isam about

Payment received Mar 05 - Thank you .. -28.67 and erder ATST products ar.rd

UNPAID BALANCE DUE UPON RECEIPT ..cvvvovorveren, $596.49 services. You can even navigate
the site in difierent languages.

Charges for other services .. crteementeeraitee e 5,95 Continuede—

AT&T One Rate® Seven Cents Plan Calls verrreneennn 1427

Other charges and credits ... 885

National access contribution .......coco.oceericremrv e 2,89

Taxes and surcharges ............... weeenrersnereesssnservnnsenereasees 1. 18

Current charges due Apr 04 2000 ................................... $33.24

Total amount due $629.73

We did not receive full payment of your previous balance. Your
total armount due includes a tate fee for the unpaid balance.

Continues on back B

Detach and return with payment

Please write your account number on your check or money __=,
order made payabie to AT&T. Do not send cash. Do not staple
this portion to your payment. Thank you.
. RAY E HEATON
Total amount due ) $629.73 Feb 11-Mar 10, 2000
Date due April 4, 2000 Customer # 573 581-0211 D
Amount enclosed: $ “ Moving? Check the box and
print new address on back.
lllllllll]i"llll}lllll]l"ll]II“IIII'I"IIIIIIIIII
ATaT
PO BOX 78628

PHOENIX AZ 85062-8628

¥304116199001.00300000000b2%730000003324000006297348
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Text Phone (TTY): 1800 833-3232

Charges for other services

Feb 11-Mar 10, 2000
Customer # 5772 581-0411
age 3 ol 4

tlllﬁi’lmt

Monthly service from Mar 10 - Apr 10, 2000

Dascription

Amourt

1+ ATAT One Rate® Seven Cents Plan
morthly fee Mar 10 - Apr 10, 2000

5.495

AT&T One Rate®

Description

Sceven Cents Plan Call

$5.95

Ameunt

Direct dialed calls

14.27

Total AT&T One Rate® Seven Cents Plan calls after savings ...............$14.27

Direct dialed calls
Date Numbser callad Where Time Rata  Type Min Amount
2 feb10 626 980-3038 allon MO 7:48pm  night direct 1 fals!
3 Feb12 480 283-1815 Phoenix,AZ 8:54am night direct 20 1.40
4 Feb14 515673-6980 Oskaloosa,lA 7:4ipm night direct 44 3.08
§ Feb15 ©636980-3038 Otallon,MO 7:12pm night direct 1 09
& Feb18 5738170770 Columbia,MO 5:28pm  night direct 1 RE:S
7 Febi18 573 446-3223 Columbia, MO 5:28pm night direct 2 .30
8 Feb 18 636 980-3038 OfallonMQ 7:39pm  night direct 25 2.25
g Feb25 480 283-1815 Phoenix AZ 6:35pm  night direct 1 07
10 Feb 28 314 432-6644 ST Louis,MO g:00am  night direct 1 08
11 Feb26 314 432-6644 ST Louis MO 9:51am  night direct 5 45
12 Mari 480 283-1815 Phoenix,AZ 8:56pm night direct 1 o7
13 Mar5 480 283-1815 Phoenix AZ 9:13am night direct 42 2.94
14 Marb 816 464-50B2 Ferreiview, MO  10:3%am night direct 1 A8
15 Mar5  B16 464.5082 Farralview, MO 10:45am night direcl 1 15
16 Marb 636 980-3038 Ciallon,MO 7:29pm  night direct 30 2.70
17 Maré 573 526-1500 JeffersnCy,MO  3:31pm  night direct 1 15
18 Mar? 602 5490-3008 Phoenix,AZ B:28pm night direct 1 07
19 Mar7 480 283-1815 Phoenix,AZ 7:18pm  night direct 1 a7
179 $14.27

Continues on back
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Other charges and credits

Dats Description Amount
20 Mar10 Late payment fee { 1.5% of $596.49) 895
$8.95

National access contribution

Date Description Amount

21 Universal connectivity charge 1.38
22 Carrier line charge 1.51
$2.89

For an explanation of these charges, please call {1 800 532-2021.

Taxes and surcharges

Description ) . Amount
Federal tax - 70
Local tax 20
State tax .28

$1.18

Important information about your telephone service

Telecommunications companies are required to contribute to the
Universal Service Fund. AT&T recovers its contributions for the fund
through the Universal Connectivity Charge. Beginning with your April
bill, this charge will change from a flat monthly fee of $1.38 to

about 8.6% of your state-to-state and international long distance
charges as well as any service charges. AT&T is making this change to
be consistent with the approach adopted by all other major camiers in -
the industry. For more information call 1 800 532-2021 or access our
website: www.att.com/connectivity_charge.

@ Recycled paper
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BRIAN I). KINKADE
Executive Director

. GORDONL. PERS[N(.;ER .
Miszouri Public Fertice Conumissiay Drecon Resrch and Publie Aais

Tommissioners

SHEILA LUMPE WESS A. HENDERSON
i Director, Utilit i
Chair POST OFFICE BOX 360 irector, Utility Operations
HAROLD CRUMPTON JEFFERSON CITY, MISSOURI 65102 ROMERT SCHALLENBERG
573-751-3234 irector, Utility Services
CONNIE MURRAY 573-751-1847 (Fax Number) D].)(}NNAAN;' KOLILIS
http://www.ecodev.state.mo.us/psc/ trector, Administration
ROBERT G. SCHEMENAUER DALE HARDY ROBERTS
M. DIANNE DRAINER Secretary/Chief Regulatory Law Judge
Vice Chair DANA K. JOYCE

General Counsel

Information Sheet Regarding Mediation of Commission Formal Complaint Cases

Mediation is process whereby the parties themselves work to resolve their dispute
with the aid of a neutral third-party mediator. This process is sometimes referred to as
“facilitated negotiation.” The mediator’s role is advisory and although the mediator may
offer suggestions, the mediator has no authority to impose a solution nor will the
mediator determine who “wins.” Instead, the mediator simply works with both parties to
facilitate communications and to attempt to enable the parties to reach an agreement
which is mutually agreeable to both the complainant and the respondent.

The mediation process is explicitly a problem-solving one in which neither the
parties nor the mediator are bound by the usual constraints such as the rules of evidence
or the other formal procedures required in hearings before the Missouri Public Service
Commission. Although many private mediators charge as much as $250 per hour, the
University of Missouri-Columbia School of Law has agreed to provide this service to
parties who have formal complaints pending before the Public Service Commission at no
charge. Not only is the service provided free of charge, but mediation is also less
expensive than the formal complaint process because the assistance of an attorney is not

necessary for mediation. In fact, the parties are encouraged not to bring an attorney to the
mediation meeting,

The formal complaint process before the Commission invariably results in a
determination by which there is a “winner” and a “loser” although the value of winning
may well be offset by the cost of attorneys fees and the delays of protracted litigation.
Mediation is not only a much quicker process but it also offers the unique opportunity for
informal, direct communication between the two parties to the complaint and mediation
is far more likely to result in a setttement which, because it was mutually agreed to,
pleases both parties. This is traditionally referred to as “win-win” agreement.

Informed Consumers, Quality Utility Services, and a Dedicated Organization for Missourians in the 21st Century




The traditional mediator’s role is to (1) help the participants understand the
mediation process, (2) facilitate their ability to speak directly to each other, (3) maintain
order, (4) clarify misunderstandings, (5) assist in identifying issues, (6) diffuse unrealistic
expectations, (7) assist in translating one participant’s perspective or proposal into a form
that is more understandable and acceptable to the other participant, (8) assist the
participants with the actual negotiation process, (9) occasionally a mediator may propose
a possible solution, and (10) on rare occasions a mediator may encourage a participant to
accept a particular solution. The mediator will not possess any specialized knowledge of
the utility industry or of utility law.

In order for the Commission to refer a complaint case to mediation, the parties
must both agree to mediate their conflict in good faith. The party filing the complaint
must agree to appear and to make a good faith effort to mediate and the utility company
against which the complaint has been filed must send a representative who has full
authority to settle the complaint case. The essence of mediation stems from the fact that
the participants are both genuinely interested in resolving the complaint.

Because mediation thrives in an atmosphere of free and open discussion, all
settlement offers and other information which is revealed during mediation is shielded
against subsequent disclosure in front of the Missouri Public Service Commission and is
considered to be privileged information. The only information which must be disclosed
to the Public Service Commission is (a) whether the case has been settled and (b)
whether, irrespective of the outcome, the mediation effort was considered to be a
worthwhile endeavor. The Commission will not ask what took place during the
mediation. :

If the dispute is settled at the thediation, the Commission will require a signed
release from the complainant in order for the Commission to dismiss the formal
complaint case.

If the dispute is not resolved through the mediation process, neither party will be
prejudiced for having taken part in the mediation and, at that point, the formal complaint
case will simply resume its normal course.

L i s
Dale Hardy Roberts
Secretary of the Commission

Date: January 25, 1999
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STATE OF MISSOURI
OFFICE OF THE PUBLIC SERVICE COMMISSION
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. 'TINESS » ce Commission, at Jefferson City,
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