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March 30, 2004

Dale Hardy Roberts

Secretary of the Commission

Missouri Public Service Commission

PO Box 360

Jefferson City, MO  65102

RE:
TX-2001-512

Dear Mr. Roberts:


AT&T has reviewed the Proposed Rules pertaining to Chapter 33 and provides the following comments:

4 CSR 240-33.040(4) 

The proposed requirement to notify all presubscribed customers of an increase in rates for any service available to a presubscribed customer is overly broad and unnecessarily burdensome.  As AT&T interprets this rule, AT&T would be required to notify all presubscribed customers of a rate increase for a service such as a collect call or a call billed to a third number; regardless if the presubscribed customers has ever used the services or may ever use the service.   Direct mailed customer notice is not appropriate as these types of services are available to both presubscribed and non-presubscribed customers.  Further, customers have the ability to request a rate quote prior to using these types of services.   Given the ability to request a rate quote prior to purchasing the service, AT&T believes the ultimate responsibility to shop for the best rate resides with the customer.    

The proposed rule waives the written customer notice requirement for services where the applicable rate is regularly announced prior to each time the customer uses the service.   AT&T suggests that this waiver should be expanded to apply to services that are available to both presubscribed and non-presubscribed customers where the customer is able to request a rate quote prior to using the service.   This approach would balance the interest of the consumer with the additional cost of customer notice.    

Additionally, AT&T believes the rule should be modified to permit “electronic communication” to be an acceptable form of written customers notice.   This is consistent with other parts of the rule that permit the customer to request certain blocking arrangements via electronic communication or in writing.  

4 CSR 240-33.060(3) thru 4 CSR 240-33.060(6)

These rules allow customers to restrict all 900 numbers, calls made from prisons, add toll restriction, and block all 10-10-XXX from the customer’s number at no charge upon the request of the customer by electronic communication or by writing.   AT&T suggests that customers should also be able to verbally request each of these options, as it will make it easier for the customer to request these options.  

4 CSR 240-33.060(7) 

Currently, AT&T provides this information in a “Fulfillment Package” or “Welcome Kit” that is mailed to the customer at the time the customer orders service from AT&T.  Once the customer reviews that information, the customer may contact AT&T to request the appropriate restrictions.  AT&T also provides this information to customers that complain to AT&T that the customer’s bill contains charges for these types of service that the customer did not order or did not request.  Also, at the time service is ordered, the customer may request each of these blocking arrangements.   AT&T believes these procedures are more than adequate notice that properly balances the interests of the consumer and of the company providing these options.  

AT&T objects to the part of the rule that would require a telecommunications representative to identify and explain each of these options at the time service is ordered.   Many customers order telecommunications service by telephone.   AT&T believes that it would be burdensome to both the customer and the company to review and explain each of these options verbally at the time service is ordered and at each customer contact.  

AT&T requests the rule be changed to allow telecommunications companies to provide information regarding these restrictions through written material provided shortly after service is requested and also require companies to notify customers of these restrictions when the customer makes a bill inquiry or complaint for charges related to these services.

AT&T also objects to the requirement to provide annual written notice by bill insert or a statement on customer bills.    If the Commission wishes to make more information available about these restrictions, AT&T believes that it would be more effective to include that information in the local directory rather than require multiple carriers to provide direct mailings to customers.     

To incorporate AT&T’s recommendation, AT&T suggests the proposed rule be amended as follows:

Customers shall initially be notified of their rights in section (3), (4), (5) and (6) above [at the time of application for service].  Additional information regarding their rights in sections (3), (4), (5) and (6) [notice] shall be provided [annually thereafter by bill insert, statement on customer bills or annually] in the telephone directory.  If multiple telecommunications companies are represented in a telephone directory, the information only need appear once.  Each time a customer notifies a telecommunications carrier or its billing agent that the customer’s bill contains charges for products or services identified in sections (3), (4), (5) and (6) that the customer did not order or that were not received, the customer will be informed of their rights in Section (3), (4), (5) and (6) at the time the customer notifies the telecommunications carrier or its billing agent.   

4 CSR 240-33.070

This rule requires telecommunications carriers to provide immediate written notice by certified, overnight mail, or door hanger in the event service is immediately block or discontinued for suspected illegal use or unauthorized use of telecommunications company equipment in a manner which creates an unsafe condition or creates the possibility of damage or destruction.   

AT&T objects to the requirement to provide notice via certified, overnight mail or door hanger.   AT&T believes that notifying the customer if service is blocked or discontinued by regular mail is sufficient.    The requirement to send notice via overnight mail will create additional cost that is unnecessary and burdensome.   For example, when service is disconnected in the case of suspected fraud, AT&T will have made numerous attempts to contact the customer by phone, letter, or both as part of the normal investigation process that AT&T undertakes.  Given that the company has already suffered a loss as a result of the fraud as well as incurred the cost of investigating the fraud, AT&T believes this additional requirement will only increase the cost of doing business.   

AT&T suggests the rule be amended as follows:

(10) If service is immediately blocked or discontinued pursuant to section (9) above, the telecommunications carrier will provide immediate written notification of such blocking or discontinuance to the customer by [certified overnight] mail or door hanger.

Please do not hesitate to contact me if you have any questions.






Sincerely,

Matt Kohly

R. Matthew Kohly
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