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Q. 

PR!7ILED REBUTTAL TESTIMONY OF 
PAUL FREELS 

I~ERNATIONAL T!LZCHARGI, INC. 

Please state your nama and businasl address. 

A. Paul Freels, 108 South Akard, Dallas, Texas 75202. 

Q. 

A.. 

Q. 

Are you the same Paul Freels who pretiled testimony is 

this docket? 

Yea. 

What is the purpose or this testimony? 

A. This testimony will address the concerns raised by John 

Van Eschen, witness tor the commission, and rebut 

several ot the assertions made by Dianne Drainer, 

witneae tor the Public Counsel's Office. I also want 

to express my aqreement with and address the concerns 

ot other witnesses who prefiled testimony in this 

docket. 

COMMISSION STAFF RECOMK!NDA'l'IONS 

""· Q. Mr. Van Eschen for the Commission Statt made seven 

l:>road recommendations reqardinq conditions which must 

be met bator• an operator service provider could 

provide service. Since a number of his concern• ware 

concerns expressed by other witnesses in this docket, 

address each recommendation separately? 



!S. 

A. Yea. 

Q. Firat, Mr. Van Eschen recommended that operator service 

providers must not knowinqly bill tor any 1 ncomplete 

calls or nerqency calls. Do you ac;ree with this 

recommendation? 

A. Yea. I would also note that in re9ard to tha isaue ct 

billing tor incomplete calla, by the wordinq of this 

condition, I believe Mr. van !aehen ia reeoqnizinq that 

billing for uncompleted calla ia actually a problem o; 

anawar superviuion signalling. This is not a problem 

unique to I'l'I. Rather, ITI currently has the same 

problem au any o~er int!erexchanqa carrier utilizinq 

Paature Group B ace•••· on thoaa occaaiona when a 

caller allowa a telephone to rinq an exeaaaive amount 

ot time, approximately 12 rinqs or 72 aecon4a, current 

software suparviaion could show a call completion and 

therefore a bill would be rendered. Until the 

telecommunications industry can solve this problem, all 

a caller would have to do would be to notify either ITI 

or the billin9 a9ent i.e. local exchan9• company or 

major credit card company, and the call would be 

removed from the bill. 

I'l'I i• convertin9 ita service trom Feature Croup B 

facilities to Feature Group D facilities, wnich will 

eliminate the problem. For those areas where Feature 

Group o is not available or utilized, such as suburban 



G. Q. 

or rural areas, ITI is investi9atin9 changes on its own 

as well as its transmission vendor's soft,.,ars answer 

supervision. 

second, Mr. Van Eschen recommended that operator, 

service providers must provide id•ntificat.ion of the 

operator• s COI'.4pany to the caller <!urine; the initial 

verbal contact as wall as to the billed party on third 

nu=er billed calla and collect calls. Do you agree 

with this recommendation? 

A. Yea. I propoaed a draft requlation for provider• of 

operator services in my prefiled direct testimony. In 

subdivision 2, Notice, of that proposed regulation, I 

stated that ITI provides notification at the beqinninq 

and end of every call. This brandinq of call• also 

occurs at the b09inninq and and of calls handled 

automatically. 'l'hus, inatead of hearinq a tone, the 

caller hears a rec~rdinq which advises that caller that 

he or she ia uainq ITI. ITI believes the caller is 

entitled to Know what carrier is handlinq the call and 

entitled to know why he may be recaivinq a bill from a 

new carrier. ITI is excited about the array ot 

innovative servicea it is otterinq to the public, an~ 

want• the pW,lic to look for that I'l'I label. As 

consumers become familiar with the existence of 

competitive operator service providers, ITI is 

convinced that the current level of confusion and 

complaints will drop off, just as they cUd with the 



7. 

a. 

Q. 

emarqance ot 1+ competition. 

ITI believes tha~ ~he requirement to provide 

info~ation should be borne by all providers ot similar 

services. For example, I'l'I auqqests that the "bonq" 

tone utilized. :by several carriers be replaced 'by 

carriar•specitic information scripts. If the public is 

en~itled to know who is carryin9 its call (as it is), 

then every carrier should identity themselves on avery 

call. ITI has gone to conaidera~le expanse to ensure 

that callers reaching ITI know at the start and. at the 

end of the call that ITI is handling the call. 

Third, Mr. van Eschen recommended that, upon request, 

the operator service providers must provide rata 

quotas, at no charge, which include the rates 

associated with the initial minute and additional 

minute (or other appropriate rate structure), operator 

surcharge, and any additional charfies. Do you agree 

with this recommendation? 

A. Yes. once again, I would refer you to ITt's proposed 

requlation, subdivision 2, Notice, paraqraph c, in 

Q. 

which I state that rate information should be available 

on request ot the caller to the operator and should 

also be available through the information on file with 

the Commission. 

Fourth, Mr. Van Eschen recommended that only cbarr;res 

established by certificated parties that have also 
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aubmittad ratea to the Commission may be combined into 

a ein9la charge on a cuatomer'• local •~change bill and 

alao receive discontinuance of service for nonpayment. 

He !urther raeoamen4e4 that all other chari•• 

eatablished by noncertiticatad partiaa must be 

separately identified and specifically aaaociated with 

G&Qb wo11. DQ rou •9••• wLtb thi• ••&gmaendo~ign1 

A. I have soma problema with thi• recommendation. Pirst~ 

initially, ITI tariffed a\:lbac:ri!:ler aurcharc;ea in its 

proposed tariff but were requested by Start to remove 

those provision&. Second, a number ot entities with 

whom ITI has billinq and collection ac;reements, both 

local exchanc;e companies and national credit card 

companiaa, either cannot or will not aaparately 

identity subscriber surcharc;e• on their bills to the 

end uaer. I ~ink it the comaiaaicn wiahea to impo•• 

·this requira .. nt it will have to do ao on those billinq 

antitiea. That will be an impoaaible requirement tor 

many ot thn. 

Q. Piftb, Mr. Van Eschen recommem1ecS that the operator 

service provider's nama should be listed on the locol 

exchanqe bill rather than the billinc; agent's name. co 

you agree with this recommendation? 

A. In theory I agree with this recommendation. ITI would 

prefer that our name be listed on the local exchanqe 

bill. However, soma local exchan9• companies do not 

have this capability and it is untair to penalize ITI 
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10. Q. 

A. 

11. Q. 

for thia ahortcominq on the LEC's part. 

Sixth, Mr. Van Eachan recommended that it telephone 

company c:allinq c:arc:!a are usee!, the oparatoJ:' aarvic:e 

provider must appropriately bill tor these charqes.,..... 

inclucUnq the correct identitication ot the caller's 

location and the cal1a4 party '• location. Mr. Van 

Zeehen further recommended that the operator aervice 

provider must alao utilize raaaonabla callinq card 

verification procedures, which are acceptable to the 

company isauinq the callinq cards. Do you aqree with 

this racommendation? 

~aolutely. It should ba noted that where the ITI 

operator transtere a call, the call will ~e redirected 

and recUalad from the point ot oriqination. TM.• 

ensures the user'• bill will always reflect the city of 

oriqination from where the uaer actually oriqinated the 

call. 

Seventh, Mr. Van Eschen recommended that operator 

service providers may event.ually handle "0-" calls, if . ./ 
~~ the company can satisfactorily c:!amonatrate that 

'u J \ 
, lYe\ ~cl \ ,y .,./ emerqaney calls woul4 ba a4equatcaly and efficiently 
1 -~ ;v~ {f · 1~andled. However, Mr. Van Eschen added that until this 

\~~{ . > t\: 1
. r can be duonatrated, all 11 0• 11 trattic will ba handle4 

/' "\ '>(.J ,. . ~ 
"'' · ~ ~;· · ~/ ~~~ by AT•T or the local axchanc;e companies. Do you agree 

.K ~S~ with thi• recommendation? 

,}-. ,,r}'\' < t, ~ Yeo. One• aqal.n, I woulc! rater you to tho propooac! 

f' ':-...'<!!' ~' ~ ~~ rec;Ulation of ITI, subdivision 3, Emar;ancy Services. 

';_,~ ~¥\~'(f·~~~Jr~-Ltz~~ h>·n\ 
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ITI has a4vo~ated that all operator service providers, 

ineludint local exchan~• companie•, •bould have certain 

capabilitiea in re9ard to emer9ency •ervic••· Operator 

service provi~ers •hould be capable of timely 

identification at the operator•• console ot the 

location from which the call is bain9 ma4e an4 of tha 

verified telephone num~ers ot amer~ency service 

providers that serve the telephone location including, 

but not limited to, police, fire, ambulance, bomb 

squad, and poison cofitrol. Operator service providers 

ahould be eapabla of dialinc; the appropriate emergency 

provider from the operator • s console. The operator 

service provider operator should ~e capable of stayin~ 

on the line with the emergency call until the emergency 

service ia cUspatcha4. Lastly, no charc;e should be 

impo•ed on the caller tram the telephone or the 

operator service provider for emerqancy calls. ITI can 

t\' ~- provide this service with three quick keystroke• from 

. lu~~~~-'\ it~ operator'• console. Some local exchanqo company 

\ ,'> ~ ·,\ W operators do not automatically lmow the location of a 
/'.i!\ '· 
\\. '(' "'...., 0'-Q." caller, or c!o not automatically know the appropriate 

, ~" . '\ \. ,. 
( · rU- ~ ..,.. ~·· J-~~-, ~ emerqency ••rvice provider and must manually input the 

;Jr! )i...,\-' ·,/ i. ( . aoven-diqit nUJD!:)er !or t...,_at provider. 
(; \ ., ----;; 

'PUBLIC COUNSEL'S RECOMMENDATIONS 

12. Q. Ms. Drainer, witness for the Office of Public Counsel, 

ha• made several recommendations raqardinq disposition 

of this proceeding baaed on the PUblic Counsel's 



A. 

.... 

poaition that operator aervica providers are not in the 

pu.blic intereat. antl have bean "a neqative force in tha 

taleecmmunieationa environment fer end user•"· Do you 

aqree with that •••easmant? 

Absolutely not. Operutor servic;e providers, such as 

local axchanqe carrier• or interexchanqe companiea. As 

I previoualy atate4 in my direct te•timony, there are a 

multitude ot service• otfered ):)y !'l''I which the local 

exchanqe compani•s do not provide. 'l'heae services 

include allowinq a caller to bill a call to any one ot 

seven major c~edit cards. If thia method ia utilized, 

I'l'I otters a 5' discount from our tariffed ratea. I'l'I 

offers an ilamecliate troutlle reportinq service as well 

aa repair and maintenance aervicea. These are 

invaluable services to private pay phone owners which 

are not offered by the local exchange company. ITI 

offers encl users the availability of multilinqual 

operator•. Presently, ITI can assist end uaers in 

eighteen lancauages in addition to English. I am not 

aware ot any local axchanqe company or interexchanqe 

company which can provide this service. ITI otter• 

hotel bill to room arranqements which are not always 

available in every area ot a state from local axchanqa 

companies or interaxchanqe companies. ITI offara 

stata•ot-tha-art emerc;rencv response service which can 

inatantly pinpoint the exact location ot the caller and 



l3. Q. 

immediately connec~ the caller to the appropriate 

Moat telephone company 

opezoatozoa have no way ot pinpointin9 the location ot 

the caller without eonaultint o~her terminala or 

ITI operator• can provi~a 

" dialing instructions to hotel q\leata. AT'T operators 

muat rater thoae queationa to the hotel operator. And 

ITI operator• provic1e 24•hour dialinq asaiat:ance tor 

patients in hcapit:ala--a service which ia uaually not 

available in boapitala. 

Will the presence of operator service providara foater 

the intzooduotion and davalopaent of innovative 

aarvicea? 

Because of the presence nationally of the operator 

aervice provider inc1uatry, new anc1 innovative aervices 

have ~•en introduced to serve the pUblic. The presence 

ot thia induatry baa alao prompted the dominant 

carrier• to introduce new services. For instance, 

recently AT•T announced the nationwide, 24-hour 

availability ot a Spaniah-apeakinq operator. Aa I 

atated in ay direct teatimony, ITI ia in the process ot 

otterinq two enhanced services--teleconterencinq and 

meaaage toz:warcUng. Theae feature• are not available 

from moat local exchanqe company operator• or, with the 

exception of more limited telecontarencinq, ATiT. ITI 

ia expandinq into the cellular and maritime marketa and 

has· added an international callinq card. These 



~ .... 

14. Q. 

eervicae are no~ available from any sin,le phone 

company. lTI will continue to develop and introduce 

further enhancements for the benefit of the callinq 

public:. 

provi<iera are not in the public: interest. 

pleaee a44re•• tho•• concern•? 

woulcl you 

A. Yaa. Mil. Drainer refera to "excessively hiqh toll 

rates and surcharqea" imposed on and users. ITI 

believes tha1: competition has, and will continua to, 

requlate rates. ITI has reduced ita rat•• in order to 

atay compe~itive. The ratea cbarqed to end uaere are 

aleo of critical importance to aubecribers. Por 

instance, the hoepitality industry has a veatad 

interest in saainq that the rata• charqed the user of 

its telephone are not exc:eaaive. ~ the attached 

·article• trom the trade pr••• indicate (Attachment 1), 

property owner• are very c:onc:erned about the rates 

charqad their uaere. Weatin'• telecommunications 

manaqer, Larry Barth, told Pay Phone Neve "Basically, I 

like the idea of the extra revenue, but would not want 

to jeopardize our 9U••ts ae tar as service quality or 

the charqee made to them." Hyatt Hotels persuaded its 

operator service provider, Teleaphere, "to roll back 

its rat••"· Thaae reactions are common, tor owners of 

telephones have a qreat interest in the charges 1mpos•4 

upon the users of t:h•ir phones. At: least: one Ball 
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company ha• recC)9nized that market torcee, it allowed 

to work, will re•olve any problema in thia area. 

Pacific ~orthweat Dell •tated in it• comments tiled in 

a qer.eric operator aervica provider proceedinq before 

the oreq!ln Public Utility commiaa.ion that: 

"It a hotel chooaea an AOS to handle ita calla an~ the 

AOS charq•• a rate aiqnificantly hiqher than the LEC or 

other carrier•, the hotel• s cua·tomer will not only be 

anqry at the AOS, but at the hotel as well. PNB 

belie"Ves that hotels/motels, hospital•, univarsitiea, 

etc. should have the riqht to set up their 

telecommunications aervice aa they see t 1 t. However, 

it a particular hotel'• cuatomera teal they have been 

overcharqed, over time they will ceaae to patronize 

that eatabliahment. It a hotel receives many 

complaints about ita telecommunications service or •••• 

ita busineaa declininq •• a conaequence ot that 

service, it will no doubt look tor a ditterent method 

ot providinq the service. It the AOS loses client• or 

tinda itself havinq to settle too many claims, it too 

will restructure its rates and service or ultimately qo 

out ot buaineas. AOS provider• who do not reapond to 

c;;\ia~o-r concerns Will no~ s~ay 1n l:)us1nese l.onq as 

J~MrJc•~ ~orcea anct 1ncreas1nq cue-comer awareness ero<1e 

their cuatomer base." 

Ma. · Drainer• s seconc1 concern was notification -eo the 
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end uae~. The coamiaaion Staff also axp~aeaod concern 

in t:hia area. As I atatad above, ITI auppol'ta the 

Commission Staff'• ae~ona recommendation regarain~ 

Notice. 

Ma. Drainer • • thirc1 concern was in regard to the end 

uaer having access to the long diatance carrier ot his 

choice. Pirat, I would rater you to ITI • • propoaed 

regulation aat forth in my direct teatimony-­

sUb4iviaion 4, Interconnection. Sul)acri):)ers to all 

operator aarvice providers ahould allow accaaa to other 

carriers by allowinq access codes to be dialed. 

SU):)acription to ITI ahould not affect the manner in 

which the CPE reacts to any ace••• code. That choice 

is made ):)y the CPE owner. XTI stronqly encoura9ea its 

su):)scribera to ensure that 950-XXXX and 1-aoo dialintJ 

is available troa the phones that ITI servicaa. 

Althou;h ITI does not have the a):)ility to police the 

routing reatrictiona ot the phones on ita network, wa 

believe that access to alternative carriers ia possible 

trom virtually avery phone connected to ITI. However, 

):)ecauaa of the risk ot :fraudulent billing to thair 

linea, moat privata pay phones and many hotels block 

1oxxx ace••• to alternatives carriers. Moreover, a9ain 

because of the risk of fraud, most carriers will not 

proceas lOXXX calls with IO diqits in4icatinq that they 

oriqinate trom hotels or public or private pay phones. 



Me. DJ!'ainer vae also concerned reqarcUnq "apl.aa~ack". 

I previously a44resaacl this eonearn in response to 

Comaisaion Staff's sixth recouendation. Ma. Drainer 

also referred to operator service providers 

misrepJ:"eaantinq theaaelvea to and uaers by acceptinq 

another company' • c:allinq card. I'l'I is parmi ttefi to 

accept and bill callinq cards by all telephone 

companies which furnish billinq and collection services 

to ITI. In the Department of Juatica 1a view, all Bell 

operatinq Companies must provide I'l'I with non­

discriminatory billinq and collection services, 

includinq proeaasinq of eallinq card calla. 

Ma. Drainer's fouth concern was in raqard to the 

proeeaainq ot •••rqency calla. I have p~evioual~ 

addressed thia concern in response to Colllliseion 

~~aft'• raooamenclation number seven and would theretora 

rater you to my reaponae above. 

Ms. Drainer'• fifth concern was the disconnection 

policies by the LEC for nonpayment of charges by an 

operator service provider. Disconnection policy is one 

eatablishe4 by the state requlatory body and should 

properly be cliractocl to that ~ody. 

Ma. Drainer• • sixth concern was in roqarcl to billing 

for ·uncompleted calls. I have previously addressed 
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15. Q. 

this concern in response to eomaiaaion Staff'• 

racomman4ation number one and would therefore rater you 

to my response &Dove. 

Ms. Drainer makes recouend.ations tor requlation ot 

operator service providers. What is your response to 

those recommendations? 

A. As Ms. Drainer notes in her testimony,. thoaa 

recommendations, with the exception of the last one 

reqardinq uncomplatac1 calls, are taken troa the NARUC 

resolution. Oen•ra11y, ITI supporta the 

recommendations contained in the NARUe resolution With 

the exceptions I have already noted atlove reqaJ:"dinq 

rata regulation in a competitive marketplace. 

SOUTHWESTERN BELL'S CONCERNS 

16. Q. Have you read the testimony ot William c. Bailey, 

witneas tor southwestern Bell Telephone Company? 

A. Yes, I have. 

17. Q. 

A. 

What are your areas of disagreement with MJ:". Bailey? 

I cUsaqree with Mr. Bailey 1 s assessment that operator 

service providers c1o not permit end users a choice. I 

have already ac1dreaaed that argument above and 

therefore would rater you to my response there. 

However, Mr. Bailey also retera to enc1 user 

expectations--and his "first choice racommendation"-­

that when a useJ:" places an intraLATA o+ or o- call tram 

a hotel or pay phone that the end user expects that 

trattic to be routed to the local exchan9e company. 
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The zero button it juat like all the other b~tton• on 

the keypad and does not "belonq to" anyone ocher than 

the en owner. The fallacy that the "O" belonqa to the 

L!C i• •hown by the fact that in hotel•, hospital• ancl 

many office•, when a caller pr•••e• "O", he or she 

reachea the front cteak or receptionist. :rt loc;ically 

extende4, thia would mean that the common practice of 

ho.vinCJ ca PBX operator would have to be d,i.agontin\:iad. 

Thia ia clearly not a reault that the Committion would 

t1e1b:e • 

uaer expectations have ehan9ed. Firat, tor many years 

operator calls were handled by ATIT, not the LZCa. In 

fact, ATIT atill provide• operator aervicea tor aeveral 

u:ca and for hotel a under HOBIC. 'l'hua, end uaer 

expectations have chan~ed in the pa1t, and can chan~• 

·a9ain. 

Second, end u1er expectations vary on who will anawer a 

"O-" call. u noted above, it you ju•t dial "O" in a 

hotel, you will reach a awitchboard or the front desk. 

'l'hua, the expectation it not univer•al that the LEC 

will alwaya be reached on a "O·" call. 

Thirct, it competition benefits the pUblic, expectations 

ahoulc1 change. 

all· interLATA 

The expectation that AT'T will handle 

calla will (and should) chan9e. 



Similarly, if competition in the intraLATA market 

prov14ea new services an4 the potential to~ lower 

rates, "0-" and "0+" expectations should al•o change. 

liqht of such chanqa, the appropriate thinq to do is 

educate the conaumar that competition has coma to the 

operator services industry. This ia a ta•Jc on which 

all of the participant• must join together. The 

commis•ion, the LZCa and the competitive operator 

service provid.er• havoa an obliqation to educate the 

public, and to work to;ether to minimile customer 

contusion. That is why I proposed in my direct 

teatimony a bill stuffer that would halp explain the 

new competitive realitie•· ITI, tor ita part, plans a 

broad-baaed publicity campaign to acquaint callers with 

the new services and enhancements ITI otters. The 

Commi•aion should racoqniza that old expectations 

cannot be a ):)arrier to new innovation. otherwise, 

benefit• of competition could navar coma to Mi•aouri 

nor would the information aqe. 

GD NOR'l'H 's CONCBJUIS 

18. Q. What are your areas ot disaqreement with Meade Seaman, 

witneaa ~or GTE North? 

A. Mr. seaman and I are baaically in aqreement. Mr. 

Seaman'• position is that all providers should be 

subject to equal levels of requlation--that there 

should be a laval playinq field tor everyone. I also 



agree with Mr. Sea11an that when the end 1.1eex:- haa il 

ehoice, then the end uaex:- alway• banefi~a. Laa~ly, I 

a9r•• with Mr. sea11an that rate• ahould be eatabliahe~ 

-------------------------------------------------------~a sed on the coet structure of the aervica provider and 

the market. It c011petition is permitted by this --- _....../ commieaion to work, then rate• will be coat-baaed and 

not artificially low because ot cro&l-si:&lnrtdi"Z&tton. 

Aa tor Mr. Se4B4n'a statement that GTB 1 a operator 

handled revenuee and intraLATA toll revenue• are beinq 

\ne9atively impaetec! by competinq operator service 
I 
!providers, I would need to see the hard data backinq up 

\

that aaaertion. Aa tor the customer concern• of aTE, I 

have addressed thoae concerns above and woul4 refer you 

to thoae reeponaea. 

M~SSOUR! TELEPHONE COMPANY AND EASTERN MISSOURI ~ELEPHONE COMPANY 

COHCEJUf'S 

19. Q. 

A. 

Do you have any reeponae to the testimony submitted by 

D. Wayne Cl:arlc, witness for Missouri 'I'elephcne Company 

and Eastern Mieaouri Telephone Company? 

Yea. ITI shares Mr. Clark's concerns regar~inq 

"aplaahin;" of calla which later appear on the end 

ueer • s bill a a ori9inating froJil incorrect locations. 

Since I can only speak tor ITI in this proceedinq, and 

•• I stated earlier in my response to Commission Staft 

recommendation number six, where the ITI operator 

transfers a call, the call will be redirected and 

recUaled ::rom the point ot oriqination. This enauras 
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the user'• bill will always reflect the city ot 

ori9ination trom where the u•er actually ori9inated the 

call. As for Mr. Clark'• other cuatoaer concern•, I 

have previously a44r••••d thoaa concerns and would 

retor you to my re•ponses above. 

CONTEL OF MISSOURI, INC., CONTEL SYSTEM OF MISSOURI, INC.; AND 

WEBSTER COUNTY TILZPHONE COMPANY CONCERNS 

20. Q. Do you have any reaponae to the testimony aubaitted by 

Mr. Schmeraahl, witneas tor Contel? 

A. Mr. Schmersahl related contel's concerns reqardin~ 

SUMMARY 

21. Q. 

customer contusion and splashinq. 

addressed those concerns above. 

I have already 

could you briefly summarize your testimony? 

Yes. PUblic Counsel as wall as Commis•ion Staff have 

relied heavily upon the recommenct.ations contained in 

tha NARUe reaolution. ITI supports those 

recommendation• except in the area ot rates. We 

believe that ultimately competition in the martetplace 

should set rates and that such rates should be cost-

based. Lastly, a great many of the concerns expressed 

by the other parties to this proceedinq actually can be 

atated as a need to edUQata the public. I'l'I haa 

auqqasted ways to do just that in its direct testimony. 

The necessary consumer information can be accomplish•~ 

throuqb information on or near the phone, at the time 

ot the call, and troa the local exchan9e company. ITI 




