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BEFORE THE MISSOURI PUBLIC SERVICE COMMISSION

In the matter of the application of )
American Operator Services, Inc., for)
a cartificate of service authority to) No. TA-88-218
provide intrastate operator-assisted ) (consclidated)
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PREFILED REBUTTAL TESTIMONY OF
PAUL FREELS

INTERNATIONAL TELECHARGE, INC.
Please state your name and business address.
Paul Freels, 108 South Akard, Dallas, Texas 75202.
Are you the same Paul Freels who prefiled testimony is
this docket?
Yas.
what is the purpose of this taestimony?
This testimony will address the concerns raised by John
Van Eschen, witness for <the Commission, and rebut
saveral of the assertions made by Dianne Drainer,
witness for the Public Counsel's Office. I alse want
to express ny agreement with and address the concerns
of other witnesses who prefiled testimony in this

dockat.

COMMISSION STAFF RECOMMENDATIONS
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Mr. Van Eschen for the Commission Staff made seven
brecad recommendations regarding cenditions which must
be met before an operator service provider could
provide service. Since a number of his concerns were
concerns expressed by other witnesses in this docket,

could ycu address each recommendation separately?
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Yas.

First, Mr. Van Eschen recommended that operator service
providers must not knewingly bill for any {ncomplete
calls or emergency calls. Do you agree with this
recommendation?

Yes., I would also note that in regard to tha issue of
billing for incomplete calls, by the wording of th;s
condition, I believe Mr., Van Eschen is recognizing that
billing for uncompleted calls is actually a problem of
answer supervision signalling. This is not a problen
unigque ¢o ITI. Rather, ITI currently has the same
problem as any other interexchange carrier utilizing
Feature Group B access. on those occasiona when a
caller allows a telephone £0 ring an excessive amount
of time, approximately 12 rings or 72 ssconds, current
saftware supervision could show a call completion and
thersforse a bill would be randered. Until the
talecommunications industry can solve this problem, ail
a caller would have to do would be to notify either ITI
or the rilling agent i.e. local exchange company or
major credit card company, and the call would ke

removed from the bill.

ITI is converting its service from Feature Group B
facilities to Feature Group D facilities, which will

eliminate the problem. For those areas whera Feature

Group D is not available or utilized, such as suburban




A.

or rural arsas, ITI is investigating changes sn its own

as well as its tranamigsion vendor's software ansver
supervisien.

Second, Mr. Van Eschen recommended that operater
service providers nust provide identification of the
operator's company to the caller during the initial
verbal contact as well as to the billed party on third
nunber billed calls and cecllect callias. Do you agree
wvith this recommendatien?

Yes. I proposed a draft regulation for providers of
operator services in my prefiled direct testimony. 1In
subdivision 2, Notice, of that proposed regulation, I
stated that ITI provides notification at the beginning
and end of every call. This branding of calls alsc
occurs at the beginning and end of calls handled
automatically. Thus, instead of hearing a tone, the
caller hears a recording which advises that caller that
he or she is using ITI. 1ITI believes the caller is
entitled to know what carrier is handling the call and
entitled to know why he may be receiving a bill from a
new carrier. ITTI is excitad about the array of
innovative services it is offering to the public, and
wante the public to 1look for that ITI label. As
consumers pecome famillar with the existence of
competitive operator service providers, ITI |is
convinced that the current 1level of confusion and

conélaints will drop off, just as they dida with the




energance of 1+ competition.

ITI believes that the reguirement to provide
information should be borne by all providers of similar
services. For example, ITI suggests that the "bong"
tone utilized by several carriers bs replaced by
carrier~specific information scripts. If the public is
entitled to know who is carrying its call (as it is),
then every carrier should identify themselves on every
call. ITI has gone to considerable expense to ansure
that callers reaching ITI know at the start and at the
end of the call that ITI is handling the call.

Thizd, Mr. van Eschen recommended that, upon request,
the operator service providers mnust providi rate
quotes, at no charge, which include the ratas
agsociated with the initial minute and additional
minute (or other appropriate rate structure), operator
surcharge, and any additional charges. Do you agres
with this recommendation?

Yes. Once again, I would refer you to ITI's proposed
reqgqulation, subdivisien 2, Notice, paragraph ¢, in
which I state that rate information should be available
on reguest of the caller to the operator and should
alsc be available through the information on file with
the Comnission.

Fourth, Mr. Van Eachen recommended that only charges

established by certificatad parties that have also
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submitted rates to the Commission may be combined into

a single charge on & customer's local exchange bill and
also receive discontinuance of service for nonpayment.
He further recommendsd that all other charges
established by noncertificated partias mnust be
separately identified and specifically associated with
sach call. Do you agree with this recommendation?

I have scme problems with this racommendation. PMirst,
initially, ITI ctariffed subscriber surcharges in its
proposed tariff but were requested by Staff to remove
thoese provisionas. Second, a number of entities with
whom ITI has billing aﬁd collection agreenments, both
local exchange companies and national credit card
companies, aither cannot or will not separately
identify subacriber surcharges on their bills to the
end user. I think if the Commissiocn wishes to impoae
this requirement it will have to do so on those billing
entities. That will be an impossible requirement for
many of thea.

Pifth, Mr. Van Eschen recommended that the operator
service provider‘'s name should be listed on the local
exchange bill rather than the billing agent's name. Do
you agree with this recommandation?

In theory I agree with this recommendation. ITI would
prefer that cur name be listed on the local exchange
bill. Howaver, some local sxchange companies deo not

have this capability and it is unfair to penalize ITI




for this shortcoming on the LEC'®s part.

10. Q. 8ixth, Mr. Vvan Eschen recommendad that if telephons
company calling cards are used, the operator saervice
provider must appropriately bill for these chargas,.
including the correct identification of the caller's
location and the called party's location. Mr. Van
Eschen further recommended that the operator sarvice
provider must also utilize ressonable calling card
verification procedures, which are acceptable to the
company issuing the calling cards. Do you agree with
this reccmmendation?

" A. Absolutely. It should be noted that where the ITI
oparator transfers a call, the call will be redirected
and redialed from the point of origination. This
ensures the user's bill will always reflect the city of
origination from where the user actually originated the
call.

11. Q. Seventh, Mr. Van Eschen recommended that operator

v ssrvice providers may eventually handle "0-" calls, if

4" the company can satisfactorily dJdenonstrate <that

s VYo emergency calls would be adequately and efficiently
s handled. Howsver, Mr, Van Eschen added that until this

kgfffcan bs demonstrated, all "0-" traffic will be handled
by ATST or the lccal exchange companies. Do you agres

«© with this recommendation?
e Ay \ Yes. oOnce again, I would refer you to the proposed

(d \‘,,vy bf()‘y\ regulation of ITI, subdivision 3, Emergency Services.
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ITI has advocated that all operator service providers,

including local exchange companies, should have certain

capabilities in regard to emergency services. Operator

service providers should be capable of timely

identification at the operator's console of the

location from which the call is being made and of tha

verified telephone nuabers of emergency service

providers that sarve the teiephone lecation including,

but not 1limited to, police, fire, smbulance, bomb

squad, and poison control. Operator service providers

should be capable of dialing the appropriate emergency

provider from the operator's console. The operator

service provider operater should be capable of staying

on the line with the emergency call until the emergency

service ia dispatched. Lastly, ne charge should be

imposad on the caller from tha telephone or the

operator servicas provider for emergency calls. ITI can

;} ‘' provide this sarvice with three quick keystrokes from

' U’(:T&L*"\ its operator's console. Some local exchange company

/\\ ‘5,(" .‘((-W operators do not automatically know the location of a

\\./ 'k\'vx\:* _\0‘:\ caller, or do not automatically know the appropriate

(f,u‘ /\\fs *‘i <4 emergency service provider and must manually input the
»f‘ ¢ \L = _‘\(;) seven-digit number for that provider.

“PUBLIC COUNSEL'S RECOMMENDATIONS

12, Q. Ms. Drainer, witness for the 0ffice of Public Counsel,

UXV,\ nas made several recommendations regarding disposition
T E .

,\,\,w\\w \, 7 J}O of this proceeding based on the Public Counsel's
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pesition that operator service providers are not in the

public interest and have been "a negative force in the
talecommunicacions environment for end usars“., Do you
agres with that assessment?

Absolutely not. Operator service providers, such as

ITI, 4o provide aservices neet currently available frem
local exchange carrisers or interexchange companies. As
I previously statsed in my direct testimony, there are a
multitude of sarvices offered by ITI which the local
exchange ccmpanies do not provide. These services
include allowing a caller to bill a call to any one of
seven major cradit cards. If this method is utilizeq,
ITI offers a 5% discount from our tariffed rates. ITI
offers an immedlate trouble reporting service as wall
as repair and naintenance services. Thesa are
invaluable services to private pay phone owners which
are not offered by the local exchange company. ITI
offers end users the availability of multilingual
cperators. Presently, ITI can assist end users in
eightesen languages in addition to English. I am not
awvare of any local exchange company or interexchange
company which can provide this sgervice. ITI offers
hotel bill to room arrangements which are not always
aveilable in every area of a state from local exchange
companies or interexchange companies. ITI offers
stats~-of~the-art emergency response service which can

instantly pinpoint the exact location of the caller and




caller to the appropriate

immediately connect the

emergency service provider. Most ctelephone company

cperators have no way of pinpointing the location of

the caller without consulting other terminals or

ITI can provide

information rescurces. operators
L 3
AT&T operators

Ana

dialing instructions to hotel guests.
nust refer those questicns to the hotel ocperator.
ITI operators provide 24-hour dialing assistance for
patients in hespitals--a service which is usually not
available in hospitais.

Will the presence of operator service providers foster
the introduction and development of innovativae
sarvices?
Because of the presence nationally of the operator
service provider industry, nev and innovative services
have been introduced to serve the public.

of thie

The presence

industry has alsc prompted the dominant

carriers to introduse new services. For instance,

recently AT&T announced the nationwide, 24-hour

availability of a Spanish-speaking operator. As I
stated in my direct testimony, ITI is in the process of
offering two enhanced services--teleconferencing and
message forwvarding. These features are not available
from most local axchanga company operators or, with the
excepticn of more limited teleconferencing, AT&T. ITI
is expanding into the cellular and maritime markets and
These

added card.

calling

has’ an international
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services azrs not available from any single phone

company. ITI will continue to develop and introduce
further enhancsments for the benefit of the calling
public.

Ms. Drainer lists osix reasons why operastor service
providers are not in the public interest. Would yecu
plaase address thoss concerns?

Yas. Ms. Drainar refers to "excaessively high toll
rates and surcharges" imposed on end users. ITI
beliaves that competition has, and will continue to,
regulate rates. ITI has reduced its rates in order to
stay compatitive. The rates chargad to end users are
alse of critical importance to subscribers. Peor
instance, the hospitality industry has a vested
interest in seeing that the rates charged the user of

its telephone are not excessive. As the attachad

‘articles from the trade press indicate (Attachment 1),

property owners are very concerned about the rates
charged their users. Westin's telecommunications
manager, lLarry Barth, told Pay Phone News "Basically, I
like the idea of tha extra ravenue, but would not want
to jecpardize our guests as far as service quality or
the charges made to them.” Hyatt Hotels persuadaed its
oparater service provider, Telesphere, "to roll back
its rates". These reactions are common, for owners of

telephones have a great interest in the chargas imposed

upon the users of their phcnes. At least ons Baell




Conmpany has recognized that market forces, if allowed

to work, will resolva any problems in this area.
Pacific Northwest Bell statad in its comments filed in
a gereric operator servics provider proceeding before
the Oragson Public Utility Commission that:

"If a hotsl choocses an A0S to handle its calls and the
AOS chargee a rate significantly nigher than the LEC or
other carriers, the hotel's customer will not only be
angry at the A0S, hut at the hotel as well. PNB
believes that hotels/aotels, hospitals, universities,
etc. should have the right to set up their
telecommunications sarvice as they see fit, However,
if a particular hotal's customers feel they have been
overcharged, over time they will cease to patronize
that aestablishment. If a hotal receives many
complaints about its tslecommunications service or sees
its business declining as a consequence of that
service, it will no doubt look for a differsnt nethod
of providing the service. If the AOS loses clients or
£inds itself having to settle too many claims, it too
will restructure its rates and service or ultimately go
out of business. A0S providers who do not respond to

customer concerng will not stay in business long as

market forces and increasing customer awareness erode

their customer base."

Ms.  Drainer's second concern was notification to the




end user. The Commission Staff also expressed concern

in ¢his area. As I stated above, ITI supports the
Comnmission Staff's second recommendation regarding

Notice.

Ma. Dralner's third concern was in regard to the ena
user having access to the long distance carrier of his
¢hoice. Pirst, I would refer you to ITI's proposed
regulation aset forth in my direct <testimeny--
subdivision 4, Interconnection. subscribers to all
operator sayvice providers should allow access to other
carriers by allowing access codes to be dialed.
Subscription to ITI should not affect the manner in
wvhich the CPE reacts to any access code. That choice
is made by the CPE owner. ITI strongly encourages its
subscribers to ensure that 950-XXXX and 1-800 dialing
is available from the phones that ITI sarvices.
Although ITI does not have the ability to police the
routing restrictions of the phones on its network, we
believe that access to alternative carriers is possible
from virtually every phone connected to ITI. However,
because of the risk of fraudulent billing to theilr
lines, most private pay phenes and many hotels block
10XXX acceas to alternatives carriers. Moreover, again
because of the risk of fraud, most carriers will not

process 10XXX calls with ID digits indicating that they

originate from hotels or public or private pay phenes.




Ms. Drainer was also concerned regarding "splashback",
I previously addreesed this concern in response to
Commission Staff's sixth recommendation. Ms. Drainer
also referred to operator service providers
nisrepresenting themselives to end users by accapting
another company's calling card. ITI is permitted to
accept and Dbill calling cards Dby all tslephone
conpanies which furnish biliing and collection services
to ITI. 1In the Department of Justice's view, all Bell
Operating Companies wmust provide ITI with non-
discriminatory billing and collection services,

including precessing of calling card calls.

Ma. Drainer's feouth concern was in regard to the
processing of aemergency calles. I have praviously
addressed this concern in response to Commisgion
Staff's rescommandation numbar seven and would therefors

refer you to my response above.

Ms. Drainer's <fifth concern was the disconnection
poelicies by the LEC for nonpaymant ¢f charges by an
operator service provider. Disconnection policy is one
established by the stats requlatory body and should
properly be directed to that body.

Ms. Drainer's sixth cencern was in regard t¢ billing

for ‘uncompleted calls. I havae previously addressed
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this concern in response to Commission Staff's

racommendation number one and would therefore refer you
to my response above.

Ms. Drainer makes recommendations for regulation of
operator service providers. What 1s your responze to
those recommendatisns?

As Ms. Drainer notes in her testimony, those
recommendations, with the exception of tho>last one
regarding uncompleted calls, are taken from the NARUC
resolution. Generally, ITI supports the
recommendations contained in the NARUC resolution with
the exceptions I have already noted above regarding

rate regulation in a competitive marketplace.

SOUTHWESTERN BELL'S CONCERNS

16.

1i7.

Q.

A,
Q.

Have you read the tastimeny of William c. Bailey,
witness for Southwestern Belil Telephone Company?

Yes, I have.

What are your areas of disagreement with Mr. Bailey?

I disagree with Mr. Bailey's assessment that operator
service providers do not permit end users a choice. I
have already addra:iod that argument above and
therefors would refer you to my response there.
However, Mr. Bailey alsc refers to end user
expectations--and his "“first choice recommendation'=--
that when a user places an intralATA 0+ or O~ call from
a hotel or pay phone that the end user expects that

traffic to be routed to the local exchange company.
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Tha zere button is just like all the other buttons on

the keypad and does not "belong to" anyona other than
the CPE owner. The fallacy that the "0" balongs to the
LEC i{s» shown by the fact that in hotels, hospitals and
many offices, when a caller presses "0¥, he or she
reaches the front desk or receptionist. If logically
extended, this would mean that the coumen practice of
having a PBX operetor would have to be discontinued.
This is clearly not a result that the Commission would

desire.

User axpectatiocns have éhanqod. First, for many years
operator calls were handled by AT&T, not the LECs. 1In
fact, ATGT still provides cperator services for several
LECs and for hotels under HOBIC. Thus, end user

expectations have changed in the past, and can change

-again.

Second, end user expectations vary on who will answer a
W0~" call. As noted above, if you just dial “o" in a
hotel, you will reach a switchboard or the front desk.
Thus, the expectation is not universal that the LEC

will always be reached on a "0-" call,

Third, if competition benefits the public, expectations
should change. The expectation that ATLT will handls

all interlLATA <c¢alls will (and should) change.




»

Similarly, if competition in the intralATA market

provides new services and the potential for laver

rates, "0-" and "0+" expectations should also change.

In light of such change, the appropriate thing to do is
educate the consumer that competition has come to the
operator servicas industry. This is a taek on which
all of ¢the participants nust joia together. The
Commission, the LECs and the competitive cperator
service providers havo an obligation te educate the
public, and to work ¢together to mninimize customer
confusion. That is why I proposed in my direct
tastimony a bill stuffer that would help explain tgo
nevw competitive realities. ITI, for its part, plans a
broad-based publicity campaign to acquaint callers with
the nevw servicas and enhancements ITI offers. The
Commission should racognize that old expectations
canrot be a barrier to new lnnevation. Otherwise,
benefits of compatition could never come to Missouri

nor would the information age.

GTE NORTH'S CONCERNS

8.

Qc

What are your areas of disagreement with Meade Seaman,
witneass for GTE North?

Mr. Seaman and I are basically in agreement. Mr.
Seaman's pesition is that all providers should be

subject to equal lavels of requlation--that there

should be a level playing field for everyone. I also
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~handled revenues and intraLATA toll revenues are being

e T8 |
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wr"flj'ju 7 | providars, I wouid need to see the hard data backing up
e 0( s .‘/s/‘ that assaertion. Az for the customer concerns of GTE, I
”,J Cu;ﬁJﬁ(" | have addressed those concerns above and would refer you
jvk”h(/: to those responaes.

MISSOURI TELEPHONE COMPANY AND EASTERN MISSOURI TELEPHONE COMPANY

CONCERN'S

19. Q. Do you have any response to the testimony submitted by
B. Wayna Clark, witness for Missouri Telephone Company
and Eastern Missour!{ Telephone Company?

A. Yes. ITI shares Mr. Clark's concerns regarding
"gplashing® of calls which later appear on the end
user's bill as originating from incorrect locations.
S8ince I can only speak for ITI in this proceeding, and
as I stated earlier in my response to Commission staff
reconmendation number six, where the ITI operator
transfers a call, the call will be redirected and

redialed from the point of origination. This ensures




the user's bill will always reflect the city of

origination from whers the user actually originatesd the
call. As for Mr. Clark's other customer concerns, I
have previously addressed ¢thoss concerns and would

refar you to my responses above.

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

WEBSTER COUNTY TELEPHMONE COMPANY CONCERNS

20. Q.
A.
SUMMARY
23. Q.
A.

Do you have any response to the testimony submitted by
Mr. Schmersahl, witness for Contel?

Mr. Schmersahl related Contel's concerns regarding
customer confusion and splashing. I have already

addressed those concerns abova.

Could you briefly summarize your testimony?

Yes. Public Counsel as well as Commission Staff have
relied heavily upon the recommendations containad in
the NARUC resolution. ITI supports those
recommendations exéept in the area of rates. Wa
bellieve that ultimately competition in the marketplace
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 proceeding actually can be
stated as a need to educate the publie. ITY has
suggested ways to do just that in its direct testimony.
The nacessary consumer information can be accomplished

through information on or near the phone, at the time

of the call, and from the local exchange company. ITI






