COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:

SHIRLEY J. DAY
COMPLAINANT
V. CASE NO. 2007-00552

AT&T COMMUNICATIONS OF THE
SOUTH CENTRAL STATES

S Tt Nt o M Nt Mt i et ot

DEFENDANT

ORDER TO SATISFY OR ANSWER

AT&T Communications of the South Central States, Inc. ("AT&T") is hereby notified
that it has been named as defendant in a formal complaint filed on December 6, 2007, a
copy of which is attached hereto.

Pursuant to 807 KAR 5:001, Section 12, AT&T is HEREBY ORDERED to satisfy the
matters complained of or file a written answer to the complaint within 10 days from the date
of service of this Order.

Should documents of any kind be filed with the Commission in the course of this
proceeding, the documents shall also be served on all parties of record.

Done at Frankfort, Kentucky, this 7¢h day of January, 2008.

By the Commission
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Attachment A

Was asm&ued tha number (270) 725-9794 At that time I was asked to choose a long
distaricé company and I elected not to have a long distance carrier because of billing
erfoTs by- AT&T at my previous address, and the difficulty with which a resolution was

“achieved: 1 elected not to have a long distance carrier but instead opted for the security of
horne card

‘received on my BellSouth bill a charge for AT&T long distance service. I
pestion this charge and after a seemingly endless tier of automated voice
ssages, was told that T would have to contact AT&T 1o dispute the charges  Again, [
Su _gﬁcted to long hold times and having to explain the situation to four “customer!
representatives” before I could actually speak to a person in authority 1 ‘
d that I had never been an AT&T customer at this number and thus should not be
Is gatd.serv1ce The charges were removed

i Sepiginber 2007, 1 received a bill from AT&T Long Distance Because I do not have
long distance service with any carrier, I assumed the additional bill was a glitch resulting
from the restructuring of BellSouth/AT&T and paid only my normal phone bili from
BeBS‘ouﬂL-turneduAT&T

In October I recewed another bill for long distance service from AT&T along with a
e "tno‘uce for September’s fraudulent billing 1 called the “new AT&T to =~
5 bmmc and after numerous menu options, one and one half hours of being on.

oOrds or the ability to review the charges When asked to do so, each assured mf_:
£1 yould | ‘please hold” I would be connected to their supervisor when in fact T
b Jaced«back in the queue only to be answered by yet another India-based call

center einployes or finally placed in a perpetual hold which after forty-five minutes, no
one answered

After contacting the Public Service commission, I received AT&T s response which only
indicated that their records show that | have been a customer of AT&T long distance
since I began phone service in 2002

er did-anyone from AT&T call to speak to me about my complaint and it was not :
‘Rhody from PSC contacted them again that I was able to speak to an actual
'F&T "ré'preser-itative with access to my past records

$ked 11(3w cou]d 1 correct these erroneous charges and avoid a blemish on my other\m se

wt




k:nd', "i?_é-dged. ' £
e could provide no record of my ever requesting to be a customer of
&T for long distance

. ‘had not been a customer of AT&T and that the monthly charge was
‘ferminated

o That ] am unable to make calls from my phone with AT&T without using

my prepaid card

1\"

Stﬂl he c!auns that I am respon51ble to pay for a “service” thatI d1d not request, did not

Aelig at ]east 10 calls a week from AT&T offering me calling plans if I choose AT&T as
' If 1 were already a customer, T would not be asked to become a customer




Attachment B

;.stmo that these charges be dropped and that no representative of AT&T ever
ai} e thh Sohcﬁ;atzon of any lund Also that any records that are held 1 by

. g,}md exparience so much frustration only to have the use of a personal j:ahoae

ase’:: do.not allgw them to extort me or other loyal customers like me by the use of a
system Whicli prevents customers’ access to problem resolution and leaves them
powerless:-1o Tésolve their own issues without the involvement of a government entity




