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Decision 91-02-043 February 21, 1991 
fEB: 2: 2 19911 

BEFORE 'THE; "PUBLIC'UT'ILITIES:' 'COMMISSION'OF' ''I'HE' STATE:'rOF'· cALIFORNI'J\' 
, ~ I'" " , ': .:,.. 

I " I"' 't ~ 
I,ll 0'" .... ,,' , ,. ..." ~' ,. • ' " ' j 

FRANCE.S~ ,M;.;:, ~~Rl:<'.' " "., ':J ,;;,. -': .. :~: "!; 

,,",' 'Complainant".,,:, . )., 
) 

.... '~r.r~n""'II"III' ~. .., ...... ..,.( ,r .. r.-:'l ;'.,'1 "".,.,1.11' ...... .1,.1 ... . ,. lib ·lliJ,,··r.1. .. • . ' . ".."1,. I, "" ), ." '-.. , "." .. 
• ' ,\,.~., + -.J. -._.,' 

,-, • ,- ; '1' , , ,r, ," r"", 

vs. ) . Case' '89-0'6-055.";""'" '. · .. i. 

:::.,:1 (Filed. ;June-,·27,:::1.9:8"9) 
'I ,.,.... ",' :, /. I ~~, .; 

\ ' , f' '.' I ;.f ~' ~; t • 

... ~ r:. I' /,,\ • ,,: f ',' I 

" " 
, .' "T , ' • •• ~ ..... " ~~ ,",' .,.,." , '_". -' _ • _. "'·',f.' 'f ',' 

'-Trances' won, for herself ~.compl:ainant .... ~ '. 
I" EMert '·N. ·Herrera'. and .. Kenneth' K., Okel'l.' for; ~:. 

GTE California" ,Inc., defendant. 
• ",: ',,' 'e' , I' ' I ',I". , ;< f ~ ( 

f;" 
, ;', ... ' : ",',' ,", • I" j' 

,,' .QJ I NJ....O N 
• I,:. i."" ••• .. " ',,1 ,-:) , '. 

J :;" 

. , 
'.", 

"" .The.complainant ,., Frances 'M, .. Work \.(:Mrs.W~rk) .·,i, :-i5:' .marrie~ 
to Earl .. Workt,-, a,residential, customer of the:,:defendan1:"General),., .:., 
Telephone Company:of,:Ca11forni4,.· Inc). ",S'ince the"time: .·:the;;e,omp-laint 
was . filed,., the' defendant, haechanqed its' name .to :GTECal:if~rn·iD.',. 
Incorporated (GTEC).. For the sake of consistency, defendant w~.;;~.~ .. 
be,'referred to· 1;)y. i:tspresent . name,.: .. , ',"'.,' ":. '.'~:' 

Complaint was filed on July 26, 1989 • Mrs·. Work::4sserts, 
that she, was~'wronqfullybill:ed, :for 1 ,,880 calls: .:eo.: ":9,7:6 "num.ber3" 
that no one at her residence had made.. Mrs. Work stAtes. th.at. she .. 

" 

dia not authorize the 976 charges appearing on her bills from 
January th:Cough. September 19a6~:' The complainant requests that 
GTEC' s J~n~~~"r988 billing 'inthe "a~ou~~ "0'£ $5·, lOS .75 be 
dis,allowed :anjd ':chat "full unrestr~,c,ted;~e~~?,hone service be 
res.tored with a change in the ca1;)le color code. II A copy of the 
GTEC:in';oice,dated'Janudry' 16'~' :19'8'8 wile' attllched. to the'!c'omple.int:." 

c I .,' .. .' •. • I '. " " . ' r. ,I ,: ',. ~. 

It ,is .,.entitled". ,"'Final Statement- VendorCh.arges" and shows unpaid 
vendor:.ch~q~~,'appe.ar,~·~q. on Feprua,XY, :1'9'S.o.:t:hrough September 1985 
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"·'I~,· '~' ~ ", .. "., 
• 'to b" 'N ':.., ,,' 

s.tatements f:r:om"1(:2l3 ),·921-04S.5~ .o,f·, ,$3-r50:5~ • .s.5,." "Also, shown. ,a.re, '" ,,' 
., ~ , ' .,,'., ). ' .... '. , • ,',' I,. ',' .• ' ,I :., ,,'.1 •• i ! I" .',... ... " ..:',... ( .... , './'. I'. , 

$959.24 of late payment charges associated with unpaid vendor 
charges, $5,0,1 .. 89'· of·' ""ass'ociated. billing surcharge",' ::and:" S14l;':::'07~' in 
taxes and California Public Utili ties Comm.i;ssi'On~;;(·CPUC) fees. 

'I'hese sums' "total' S-S, 108~~'75. . ',. ': 
" GTEC, '4n&Wer15 :that it has provided complainant with 

'I I,"" • ,I!'! I' "\ ',r ,,.. ,"" r ,', I -, ~ , ''i , r ,". " 
residential phone service at (2l3) 921-04S5"since 'A:ugust;:5:'",.',1..9S:6. 

'\ i • I' '_'" '.. ,_ .:.~., _, • 

Service had been provided at (2l3) 921-5885 from Oecem):)er 30, 197& 
until August 4, 1986. G'l'EC states 'that it' co:rrectly billed 
MrS. work for 976, calls. 

G'I'EC reques~s that the Commission deny the.,complaint and 
• ,. J.'.,. "j'" ,.,'." , •. 1 ", " I • 

find that all the d.is.putecl~ 9'7.5':vendor: cal~s:':were __ macle"from 
Mrs. Work's residentio1"teleph~ne' 'with her: cons'ent~" 

We grant complainant the relief sought because the 
/ ""', !",," (" , 

d.efendant did not apply the'Commission's 976 ad.justment policy 
properly and did not handle her complaint to phone company .1 ",(i, 

representatives properly.. We ·als.o'·find,: that· Mr~ .. :'.Work·,did not 
authorize' the ·976· ,eharges and' that the eh4rges..~ose out.(o.f:4 ' 
relatec!:'chain of events.' •.• 'l'he complainant'S: aeeountshould.·{be' . 
adj,ueted· by· $-5,108.7'5·' and: her cred.'it 'history 'should .. be:.-:restored.. I·· 

GTEC provided the following chronology 0'£; events-:in'itg.,~ 

answer to,·the complaint':: .", .,', : ,I', ~,.;. ,I':> 
'.' 'The -'fo-l'lowinq9.7·6 . calls ',were":,1 isted., on.. _the,:complainant '$ . 

telephone: st'atements-:' 

. , 

May 16, 1986 

" " . 
, :1.; "I' r J ' ,",," ,', ,I 

January. 1.6'r' 198.6- ' 
February 'l6, J:98'0' 
March, J:.5~r' 19'8:5' 
April 1.6,.198,5 ,',,, 
May 16, 1986" . , 

,,' ' • .J 

" 

,I ... A','" 

, .. ; 'I .. : j ':';",1 (~ ,J' 1. ' r J '," i I ... ~ i .' .. I 

. 13· calls .... 
-,..' 5 'c'al1-s ' ' 

: : 3.0.6 '"ec:Ll,;l'3, .. ~ :,,:' "'~.', 

, 1-03 ,·calls. " 
5'6' c'all:'s .', . ,. ," 

I • "", , I j :~ ~ '1\' ~ ... I·'::'! -; . :. }". 
Mr$. Work contaeted..G'I'EC~s customer ~illing. 
center to dispute 9'75' and' other toll calls ' 
which'~had appeared in herstatements:::£orthe 
.pasts,everal months •. M:c3 .• Work ,3tat0,d.,t,hat, 
she believed her son was placing those ' .. . 
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',':'1' 
.'1 . 

,", .. 1 C 
'., ' ~. ' 

disputed calls, although he d.enied mAking the 
'calls ',when' 'she confronted him.: ~ MrS'r. work·.:' <:, 
'41'so: told. G'I'EC' that: she had placed a lock 'on 
1:he . phone '. .. . " 

I • ~':" .' , .... ,: • : '" I ; ,c " ~. ; 

SubeequEmtly, <the' 'complainant'''s ~ills reflected'these 

additional 976 calls: 

.... " 

June 25, 1986 

July 16, 1986 

July 25, 1986 

August 1, 1986 

August 5, 1986 
.,i 

August 28·/ 19:86 

"4'" :.~! , ,.) , : .~,. /', ' 

June·· 16·, 1986. ..,. 
. July~;l6, ·1986:···· , 

. Auguet 16, 198,6,:1 
. I , j ~: " \ " t .. '" 

" ' ", ~ 

.462 calls 
219 calls 
532 calls 

' ... ::r o
", : 

G'I'EC··notifiec!.· complainant that the company 
would:· conduct aline check. G'I'EC' s 
representative'also"informad Mrs. Work that 
she:eoulct 'deduc:t,<, the $2,011.56 in 976 vendor 
charges from' her statement pending the 
outcome of the investigation. 

. ':.r::·· 
.' ~!rs. Work discussed.; the 976· vendor chArges 
contained on the July 16, 1986· statement with 

. a' 'company representat'ive. As, a·, result·::of . 
. this convers.ation,the G'l'EC representative 
issued; ~ creditof"S21.70 for l~te payment 
cha~ges .. on' the· July statement. 

G'I'EC thoroughly inspected the central office 
~,nd outside equipment which provided 
complainant's residential telephone service. 
GTEC's teehnicians~ found no trouble with any 
of its equipment which serve5 the 
. compl~in~nt' s h?me. . 

'" . 

GTEC informed Mrs. Work of the results of the 
July' 2'5 inspections.. Mrs. Work: stateci: that 
she was certain 'that the 976 cdll3 were not 
placed: from· her line; she requested. 4 number 
change at no,' char9'e. 

GTEC ehan9'ed Mrs. Work's number at no charge. 
• I' • ."; \. .,\' r '," I ,. ,'j'" " \ i'" ;": ,r ,,', , f" 

GTE c.: cred"ited:· Mrs·.': Work's account with $31.3·1 
for:the l~te,payment charge which had 
appeared on· the August 16, 1986 statement. 
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. .' . ~ ;. :'~:; 

Septeniber '3 ,: 19 as ' 

September 10" 1986 

September 12, 1986 

September 22, 1986 

January 1, 1987 

January 30, 1987 

June 17, 1987 

, ' : ' ,.,' . , n",: I I,,; ': ;., '. I .'. ~.:: I 

: G'l'EC, , informed, ,Mrs~. ;Work that her service 
.would;,not'·:be disconnected for failure to pay 
the vendor c~arges." MrS. Work agreed to toll 
restrictions on the line. Toll 
restriction' was::established:.on:;September 5, 
19'86. 

Mrs. Work,spoke~with"a G'l'EC customer 
representative andv su9'gested that her 
neighbor's cordlesspphone was the cause of 
the vendor charges appearing on her bill. 
G'l'EC.",explained·: that:. was not poss.i:ble, unless· .. 
the complainant had a cordless phone having 
the, same ,frequency: as her neighbor"s. 
Mrs. work then'requested listings for a total 
of 28 calls, .. '" 

I ~'.'. \., , , 

GTEC mailed to complainant the listings she 
had, requested on", September 1 0, 1986.. . , 

: / '. I 

,Mrs. Work·contac.ted~;a:,.GTEC customer 
representative ,and stated that someone had 

. told·~·.her. that changing the cable pair would 
stop .. the, 976, calls. " 'rhe G'rEC customer 
representative advised the complainant that _ 

. no· trouble., had. been· found during:~ the, :'" '. ~' ' -
"ins,pection on July 25,1' 1986, and. that 
changing the·, cable: pair would not resolve the 
proD·lem • 

. ,1., !." ,:j .,' 
Mrs.· Work. requested· the extra drop wire 
connected to her neighbor's home be removed. 

GTEC performed ":no:~her special' inspe6ti~h . i~ 
its, central,o'ffice and outside plant and 
found no,;trouble .. , <,On this date, GTEC removed 
an, ,inactive-: drop wire', from Mrs. Work's 
neighbor'S home. ' 

" . ',,' . .. , " ":.;/, 
GTEC advised Mrs. Work tha~ cred.it would be 

""is,sued ·for. the- ,." first: month' s.~, disclaim ' •. : 0;£;.:," 
'. 97& ca.lls r' plus five· days past the next 

month:.~ s·· ,b-ill·. .' 

, l "Toll restriction" on an access line prevents the completion 
of nonlocal calls. 

" 
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October 28, 1~~7 

November 12, 1987, 
~ • ' J • 

" 

December 11, 1987 

December 17, 1987 

" . ',' ',-

Oecember 17, 1987 

March 1, 1988, 

March l7" ;,~88 

March 30, 1988 

M::s. Work contacted a GTEC customer 
r(~presentative"; and" questioned;ithe:;time of day 

,on' some,: calls ;,on~:the-: :June:; 19,8:6:d~il.l: .. :' ,1',he-,<·,)c 
G1'EC customer representative explained t~,her 
tMt t:hey were operator-handled calls. ,," 

j"',,' ",' ""'.' ", r, _; ...... (~ 1\ (".... __ , . 

Mrs. Work .filed an' info~l',c'o~p.ia'int' with 
the 'Commission,,'on"November" «'Z', 'J;987. 
I' . ) ." I': '. ~~ () (: . . .', " "'..' 

GTEC issued Mrs. Work a~one-time 976 
'" adjustment of '$3'5'~ 35~,i ,: ' ',' " 

GTEC trads£~rr~~r("Mrs., ,~ork"S o~tsta~d.,~ng 976 
charges to 'J a vendor"s final account~ I" .", , 

consisting-o,f: ,$,4',06,0 .;10, of vendor~chaJ::9'es: and 
$;1,048.65 for late payment,chax:ges, a~so~iated 
with 9'76 calls ~,' '" , ' " ' " ,,' ' ", . "" 

'. f j • • " • ~ , "':.;' "',I: . .: I I .. ~ " " w)' : " ~ .•. ' -.. • • 

GTEC ,completed a special inspection 0,£ " 
outside 'pl'antequ;i;pment aSSOCiated 'wi~h ' 
Mrs. ,Work,,' s .telephone- service,' and. found no 
trouble. GTEC also, ad.vised Mrs. Work, that, 
'''a ered'it of $'5,018'.75 was' i'ssued and~,the-: 
amount was transferred, to ,~'final ,status,"'. 
The"GTEC ;representative further advised 
MrS'.:- work': that; 97'6 : blocking would'b"ecome- ", 
available'in March 1988 ... 'Mrs'. ,Work ,asked., ,to· 
remove eall restriction and establish 976 
blocking 'at 'that time.' ; , ,;: ".. . -, ,- " 

.. I '. • • , ' , •• ,~, 

GTECremoved. . toll restriction and eS,tabl,ished 
976 blocking. ':'.' 

G'l'EC: reeeived a,- call ,from: c~~Pl~inant, where 
she disputed' 2" 20M ealls ::and. 40' toll':ealls~" 
GTEC issued a :cr,edit ,of '$:10'.4.7 ~,:per,reompany: 
policy, as "'the first disclaim of 1'01.1". 
Mrs ~',' Work' requested that' 9'76 . bloeking 'be " 
removed and, that .. toll restriction :be:. 
reestablished. . 

• . ,' I ~, J, , , " 

GT.ECaga'in,completed a special-, inspection; ,of.;: 
outside facilities which included multiple 
terminals assoeiated." with -Mrs. -Work' 5 
telephone, "serviee ,and, found -no: troul>le. The 
GTEC billing ,center also re,viewed .all , 
'aceou'nts on 'the" 14000"block of E'. 'LynmArk 
where the- Work residence is loca:ted"f~r '. 
possible 976 call d.isputes and. found. no 
problems. 
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. , 

... ,.' ,~ 

'f·· ,-: ..... ,,,. ... ' 

·E~h~erit·iary:'heA~inq·>~~~s. '?-e.~d", in' Los Ang-ei~s':on' 'J .. ..',.i 

December 4-': ::t99:9".'· Concurrent, brie·t,g:' were, filea on January 22, 
'1990. "":<,,,'., ."},,," ,"!.",' ,'" ':',: ~,,:" ,', 

, , ',J:" .,.. J':' i,I(', .• ' •• ,'." ",f", : " 
.' .• 1 

~be Compla~nant'3 Testimony 
!.: , . . .' . ',' . t • •• I'" ~e' ,I .', .) r' :>. I' ., I' ,'. " ,. 

. "Mrs,. Work" rep:z:esented."hers'elf' and. testified' otCher own'" .' 
. _.,', ...' ... ~." I , , • 

~ehal£. Her photogrAphs of the home Ana compilations of the bills 
'. I •• ::.oR ''',' ,l '~t r' '. / I , I ' ....... ---: .- ' • .' ;> I • ~. I " ",' ...... jl' 

for the period in question were' accepted .in evidence'. Mrs." Work' -
, • ';' • - .' , •.•• t. 

did not disagree with the above chronology except for one fact. 
. .', .', , '" ~ ... / ~''\I'' . c ·.'I'~', rlf" .' ... -"' .. I , ..... 

She state,s- th4t,she"fir:3t"complA~lled. About ithe 976 'ehar9'es in ~rch 
of, 1985',not May of 198:6· as) cl<'1l.med':':Dy GTEC. At the hearing, 
Mrs. Work stated that each tun,~ s.he, ~pOke, ~o: a G'l'EC representAtive 
she requested the name l1nd address of 976 vendors ~ut was told that 

" • ". :",:' ," , 'J" I I ,.' "': "," '." ,1',(; 

G'l'EC would not give out that information. '< . 
• J ( , • ..' • 

'Mrs'.· Work st,,:ced- that· when, she called GTEC in March of 
1986", the, ut:il.l.ty represent<'1t,iye stated:~hAt: her service would be 
disconnected if s.he cfid-'not pay' thebill,of $546.74, th<'1t the CPUC 

, . " . 
was investigating 97~cal'ls ,: ,and.t.h~t:'G'l'E.C ~.would call her when they 
learned of the CPUC's- decision~' IMrS: .. : Work alleges that the 
representative stAted tha:t ,:sh.e::w9~ld J~~,;rei~ursed for those 
charg-es After the CPUC's investigation. Mrs. Work paid the March 

. J'~.' '" 1 -- . . . I • J ' ," • • 

And April chArges, which totAled $8;'83'-,8,0, on Mc'ly 9, 1986 ' .. 
When Advised oy GTEC's representAtives thAt the compAny 

was-' goi'ncj to perform ,,: .linQ,~heck:o'n .. hor '3~~ice, Mrs .Works<'1id . 
she' dssume~"thl1't GTEC was qO,ing to/place :a"tap on the line to 
ascertAinwh6' WAS placing' the.' ~a:lls : And,' ~here they were cominq 
from. She stated that' shewould~ not alJ:ow, her family members to 
use the phone to make local calls bec'~use she believed the phone 
company was conducting such an. investigation. 

t .-, '., 

MrS'. work ,quest.ioned"the~ accuracy, of the 976 Dillings 
attributed'to herphorie_ :·service·~ecllu8e ·the, GTEC bill does not list 
the 976, calls'in the Chronol~gicai'order,i~'whiCh they were 
supposedly'made. Also:,'at certdi~,times.;"more than one 976· call 

, ; "' . ' . 

- '-6 "-



C.89-06-055 COM/GMW/jft 

was made, during,:the same minute, ,sometimes to the., s~e.,number; ,at, " 
.. '. • - ,. , ,', • , " ., • • • • ,.. ' • I • ,I , • "",' ~. • .' .~" .,' ... ' • ..' ". " , , • ,'" 

other,times to. different numbers." ' . .... "" ._:. '..... _ I I,' '<," :':J' , II ~(: '." ... ~,,' I~·~:·~.:'.".: :.: ~> "'rf':.::" ~ .• ~ 

,Mrs,., Work ,c,lAimed, thAt the ,9t~.6 calls.,were~,not"m.ade", from." 
• .,"," • ,.. J .'. " J._."., ... I .J.~" ..... ,-.. '" ,.,.)'._ \"... -" .. w' 

her house or outside of it,;with .. her know~~dge'.and,,~,?~S~?~.;'Jt~She,:,,;: : 
stated thAt only her husband,. .. herself, And her, ,son, had,. ~ccess to 

• '.. " • .... ' • '. '" • , -,I ..... '. t ,of • J,Ih.) • 

the' phone~-" Her son is, 27. years .. old. ,In, resp~ns~l"(to suqgest,ions.,by 
• . • • - • •. c.. . , • , , ",.' .. I " .. _ ,,~ I . ' • , '. /' J _0.' J '. .I' I. , 

G'I'EC,',s: representatives. that her son"was dOingthe",callinq,.,she " ,,' 
, ' '", , , " " ,', ,,'" ,', t, ',' .. , ' " .' .-

denied tho..t, he could. have made. the. call,S. because, .. she" pu.t a lock on, 
- .. • '.. .' " ; ,,' & • • • , •• .., _. ~. \ J' • '. ..,., , .,' 

the phone and kept. the phone,., next_ to, her, bed ,at" niqht. and""" 
",' '" •• ',' ,. .... .' '., .. '... , .... .1 .' , c. .,~.. ~. ' ,.I I 

constantlY,:witb.; herdur~g~:.<th~ day,o",:", ~ . ,':"':. , I,' "Ii, ,,'; " .. ' 

',;" ,.:".< Mrs ... Work,cl,aims that ,she. attempted t,o"stop the, un)(no,~ . 
• , , ,~,. ." . , -" -.. ' .' -, • , ' , ,' ..... ,.,'.. ',. " ',,, .J. .' ,J.". • _ ' 

calls by. changing the. phone nUnWer, in Auqus,:e ,198,6, .and. by,_ constan:t.ly 
,~ ., ' -', , " , ' '. ... • .. J •• ' ., ,_" ,I '" ! .' '. I... ,~. 1 

watching. the. phone. She claims ,tp.at "she is, not, at fault" f,orrthe .... , 
calls .. because she ,did ,everything. pO,ssible to cont~o:l,' ~~~~~';"t~, ·.he~_· 

, .. ,' ~ I .' ,. ' , £ ','" " ., • ',' .. '- I, ," .. ' • .-,1 ~.. .... ',,~, ,., •• ,1 

telephone.:;,She.,4r.ques that,~hile GTEC did advise. her .. in ,Septe~r 
< , • •• ..'., ., " • " .. ' •• ,I ' •. ' ~ • ' • .,.'. \ , I L'" • " ' .,' ',J • , 

1986 that, the phone l.ine ,.could ~e restricted to hal,t fux:ther,. ,. 
" ,', I I' j , ' • I ' ' f ! . .. , .. J f ',..,' ,_. ~ '. "; .. '.!':. '" :.. .. 

unauthorized use, it should have notified her of this option ,sooner 
• '_1' (' .... ,_"I,.J '.' : •• ". 

in ,order., to stop, this problem, whil.e. G'I'EC, ,investiqated the calls .. 
~ • ..,' ~, "", •• " I ',' '. • • " • I... . ... , 

.~ D;e£~nMnt'8 '.re8t~ , .. ) >' ,:, t, ";';, "'{I:i': ':<,.!",>_: ~' 
,,' G'l'EC prese,nted .the testimony, of .six., G'I'E,Cempl,oyee,s .. 

• I , ~., • '. , ,j , ,~ , " .' +, + ' '. ',,,' JoJ , ."J'. ." If.' ,~) 

Scott England" a senior administrator in. the network operatio,ns 
., '" • . '., '." , '.J ". ..'. _. .. _~ .. , .... ' I 

teChnical, s.upport s:taff,group, .. desc.ribed ..how ,a call .. ,i,s, connec,ted. •. , 
'. • . e. ..,' ."., "'.. • :,. . ',', ... '.J (" '.. " .', 

According' ,to Mr. Eng'land,., . the ,electronic s~i tch, ,to which, the" Work' 3 
. • . , . .. .1. . , '. f f J. ',., .' ." ,', . ,,! . ' j ~ .''''' ,'., ' '.' 

c.i.rcu.i.t is connected would have detected ll.ny eross-connects during. 
~ , .. ' , •. ' ',.' .• \ - ~'I •• j , ,',1' 

the, course, of its ongoing'" maintenance. He., concluded .. t.hl1t 
• .,. .. , , ~, '. '. ....' •. ' '. '" '., , ..... ,j • ~ ... '" ' '," ....... ".01,... ' .... 

Mrsw Work.' s ,line. was .. .not reg.isterinq calls., .from ano:the,r~number .. '" 
• ~, .'.. ., • ' , , .,', .,' .~. -,/ ., ' , '..... .,." .A, ~ ... ! • .,J f .' "c " 

Jim DeBoer,. an installer~maintainer .. ,for outside plant". 
. i" " '., '" .' , . .. .I', ,....... .', .,1" . .. ' I" ,. 

testified, about his July, 1986, ,special. ,inspection,on .1:he outside. '. 
.. '., .. . ., ' •. ) " • • •• " \,. " .. " I •. ' • • '. I ~ "," .. .. • .... J "''' ~ '~.1 !. " ..... 

facil.i.ties which leAd"up .to Mx:s., Work'S, ,residence." .He looxed.. to 
• ". J" ". " ' ... ' , •• : ,_! .' j, ,i., ; , ,J ', .. J..,' .' 

see if ,any wires ,had .been spliced ,into the Work~s ,cable pai~s., He 
.. ' , •. " c' . , " , . "', ' " .1, • ..',..... (.... .1, .. :. " . ,I'., " ~ 

found no t~pering with Mrs. ,work>s"wires d.uring ,his".i.nspec:eion •. 
" • " , ' .'-" . , '. . '. , .. .. L, .j' _ " ...... ',.. ._ '.' Ii .~, I.} ..... I . 

Bob Birchem, an installation and maintenance supervisor 

for G'I'EC, then testified.. In September of 1989 he inspected. the 
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service"d,5:.ops'to residence's::: located' behind. Mrs ~ Work:"g· house' 'to see 
if any of those had. been connected' to ·C:6mplainant/s~'house~~:~::He·:·i'A 

r I' " ~. ': '. ' I , r". -' " _ I , " . I • no ", , f !..' ( • • '.. ,.. I' • 

found no"s,uch'connections, nor did he'find"anY"'evidence'of 
tampering' wi th"~ the': 'terminals' or 0'£" tampering ~ .', ".<> .. ': : ... ;, ~:.':' . '.;: ,>;: ::"" 

',: ~ '.;:"!'. Jean' Jeu'::Oevine~' testified:'xorjG'l'EC';that:, as':a bi'iling:: i ,,::: 

representative, shErh'ad'responsibi'lity ·for·"Mrs. Worlt's: account' ,from 
Julyl'986' to' November 1987'. . She' works' exelusive'ly on"97'6t:';vendor'~':';J 
d'fsput'es ." G'l'EC:'~ttempt:ed" to' show the 'history of: Mrs" 'Work" 5-" ":: '::) 

contact with·' G'l'EC: t1U:ough ' MS,~-, Jeu-Oevine I's"int'erpretation of) a~" .', 
sheaf of memos allegedly prepared'{by GTEC:' representatives": to::"" ;":. 
menlor1'alize the: substance of each": customer' eontact~ .- This testimony 
was intended.~ to '. re':f~te Mrs':~:' Work's' . statement·: that she;' contacted' . , 
GTEC "to "quest.!ion the' 9'76'charges "as early as' March') of ,19'8'6 ,i?r,~,;-~:" ::,; 

Al tbouqh MS"~::' JeU::"Oevinetes.e'ified ' that' c'6mpany' pol',icy requr-reci' .. .. 
customer: ~epre-sentatives ·to· document: each' . eUstomer'contaet'''':' '. " . 
testimony' S"h6wed' that c'ompan-Y policy was' not obserVed on~ at:" ieast~' 
twO'> occasions ." , ' ,,'.. '....' ... ;:. ,::1,',7: ,:_'~l,':':' ,,',f::; 

'. • I """ ,.' '· ... 1 • " " ' • • , • • ..... /' _'" _',." ~ /. 

Ms. ·Jeu-Oevinealso' stated" that . Mrs • 'Work' never requested 
a customer name and acidress (CNA) of the 97&)'cal'ls.::appeanriq.':on~:her 
bills duri'nq>thedpproxiinately' I:X6 . months shehAn'cll'ed Mis~~ Work's 
account'~ . Mis. Work: disputed' this statement. "Mrs~ work'als'O:: askecr: 
why the '976" charg.es on her b.ills:were' 'grouped by: dat'e~«butLnot' fn:,'~~ 
order' by t1IUe ofeall-":: 'Ms. 'Jeu:":Oevine replied 'that· "those calis; ~.,,/\ 
were ""han:Ci::':;posted<"-:' ... "; ;'0···'·.'·, ,,' . ::'" ",. ';'~':o~'·. ). ;,' ':, " 

'<:.rEC ;5' ne;ce~'witness" was "Laurie: Walker/ a: custbmer~bJ:lli'n9' 
. • -. r I ".'. f' ,. "'..' , .' co '.. -,., ., • .~ _ • ,. 

representative i:nthe customer relations' d.epartm~nt "'for bi-ll'i:n9",' : " 
who'handles:' cPUC~s:informal complaints' :and any "executive 
contacts·'~" She 'testified' that' ~she" 'called.: Mrs." Work i.n'·oecemb-e£ of~ 

" . . r" , . ' , .",', _", ,. I , ", ' , .' " ' ... •• ~. • ... ( • , 

1987 concerning her 'informal complaint and advised ·her·that: .' .>, .. :);. •• 

blocking would::'be avail'able during: the'first' ~'arter'of'; l~:SS .,:" She' 
saic('thatblocking was"instal'led e'ffect'ive March 1~ 19:9·g:~·' ,,~: ",,>. 

'''.' ~ . .'. '" . ",,'. 
'\ ..... :., • ',. 'J.,' 
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Ms. Walker confirmed that there was no documentation of a 
request for listing information on 976 calls.. She stated()that~'the 

"', : • , •• .,. • •• ~ J" " ••• ,". r" r' O 
.: ,': "'-j '" 'j....., .. .-.4> 'r f .. ; f ,. , .... , ..; .~, 

information' is' always' given to customers "who·' request .i:t; 
" ', .... ' • :. -. ""1 , ..••• ,'. " " • ,- I" " "'.' .• ·1· '.,' ,~. ,'0; <+'" ,.-.:;.... • .' ,," h,'~ r, ...... , ••• ,. f ,(," ',_ ..... , •• " ''y ,..', • 

. MrS., ~ork was clearly astonl.sl,'led'by' Ms';' -Walker'l·s'.! ,,' -~.' 
, .' " •• , " " 'f (. r( ~. /"".. .' '.,' '. • '\ ., ''''\'', r r 1- .... _,. 1 '""';''' '. .. 

testimony.:' She" emphatically" stated]' that' the bil:L!ng representative 
. / .• ," ,.. I , I...·! r "'-', " • ""1 "r' /,' • ;:.. "~"..,..., I," .... ~ ..... , .' • I • ", ~', 

with. whom she" had. spoken said' 'that the 976 "'vend.or· 'name~/and. address 
•• " "', ., •• ,','. • ... , , '.'''' 4. of""",' : • " :" " .... ,.: ,,. •• ... .'. • ",,,_ .'~ 

could not be given' out.' Mrs.' WO'rk askecf'Ms'.WalJCer to explain-why 
':: ,,' ,..' '" '"" ,.' •. t I ~-, • I~ ..., f. ,~. • , 

the 976 calls appearing on he'r bill 'were"not listed .:tn" ':,,',. ",.', 
.~ ~- J. ," "~,to ~ "'.:" j. ., ""J'\, I ':-'. If:.~,(/' t >,r'i

O

• .' 

chronological order but" were "hand'~posted It. Ms. 'Walker stated. thAt 
.~ I, : ,)" ~ t·...-"' -, -' . ' • .... t, . " ',', ""', . ,,".,.. ," ., ! ,.. " .• "," _ •• ', It • • , " ;." 

a call' is: hand-posted' when It'for some reason or" other'" they' are not 
i ". , "', 'I" ,-. . I. I • ,r"·'. " . , ," ~ " t'-~) '" r''', .-.,. " , '" . 

able to bill' it through' the normal equipment l.ike· they do." It' '. 
• , , • - ,'. '".' • '" .'," ''',. • '. ; • .,' ,"', -, ...... • • • r • .~, • .' 

could have fallen out" '0'£ the billing system. 'Sometimes it happens 
~h'ena t:elephon~;:; n~er change~ :i'sinvol ved·. · lim' not familiar with 
, " I: I j'.,': • I' (;' , " " " .:' I .. , '. ""i., '. J -" : ' ~, .,. __ , , f • 

all the diffe'rent r'easons,'but' I"do'know that 'they do occasionally 
manually bil,l calls where th~yhav~ aprob1em~ . 'MAybe' tlie~'bjJ~tin(i 

.- "", ",.. ( . .~.' '" '.' '-. " • • /- '" I '. . '. '. . ,~" • 

'tap'e"ran . OU't. I don't know.·.. She further te'st'ified. that G'l'EC 
would have been able to provide an exi?l'anation: for the~"j~~ied' " 
sequence i:£ <G'l'EC' , had:" beencontacted\~"ithin' a "s·ix~month':per:i.od, but 

., , ~. ~. ~ ,. •• • ..J _ •• • '-. '., ._.... " • 

that the request for; explana.tion. 'was "too late. ','I , 

Ms., Walker explain~d "that Mrs.,' Work.' was' g'iyen.:, an 
adjustment for: 9'76·C:ha~ges.; j'-n'oe~ember,,19S~7' wh~; Ms;~ '.', w~iker 
discussed .th'e . informal: complaint' with,'Mrs. 'Work.. MS;~:: Walker 

'I _, ....... • J . . " ,,/ r. _" '"".'. , "" 

testified, "'When she called in May it was vague, 'as' to', ~ •• which was 
the,j·first disputed statement. When the. informal complaint came 

. _ .' i.. " , " ., .f~"". 0" • , • ' , ' , '. '.' " • ",' ' 

through" it, clearly identified, it as, January. ,. ,So she, wasis,su~d. a 
• .". ,. "h" • \ - ' r' •. ..' '.'." • ,.~. I~", •• ' ;. '." ' •• c 

credit, ,for. the January 16, 1986 statem~nt plus call,S, appear,.i.nq on, 
~he"Feb~,a~ stat.~~ent:,:O~l~~,? 't~o~g~ J.~~uary .~~~'S~<~·, -',' --'", ,; "'~ 

GTEC also presented Edward Ouffy., state staff. '. .', ,: , 
.', ,f .,J' . p •• ~_ "'./ :." t:. I • _ ". , • 

administrator for regulatory affairs,,,.as ,;,. w,itness .• ".He,·~ tes,tified 
,'. ""~ 1_, ".J . J .. .", -t', .J ... ·~i ... ',~ ' .. \ 

that th~ multiple calls during"as:i:ngl:e minu:e,e'·, cou-ldi.occur<if the 
.d.ial,er ,placed the call" hung, ,up" ,and. placed. another call or several 

• L. • ,'. •• • , .. • • • '. " .... ,.' ,.'" ....... I • • ~ .. 

other calls .. again during one minute,,]:)ecause oneminu~e is the, , 
\. '.' '.. 1.""._· ': ... ,', ,'_ " " / ",i.Jof',' •• i:.1 '),',~ ..• '':'~ 

shor~est time GTEC can ,bill, for,., " 
'" ,.'." ')~:' .. ~. '".0,1'/.> ,1',7·, :.' .. 'C(·: ..... ~I.;;.,.:.'.I 
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., I ~ ~ •• __ '., ... > i):; :' .;.' .,' •. :' I
j
,.··· 

Discussion " .-,: "'''-,.'': .. ,,;:,~'.'.;:j ,:".:"., ',~,(> I~JI~:J .. . :: •. ,r:, _ I-:~ ';"):~.;.:j, .... ~.:, ~:,/_~i . ,:' ;J',:~"'~: 

The avail~bi~i~y, o,~ 976 ,,~a,lli~,g .'s~ry,~~~, ha~: C~?sed,,",,', '" . 
... _ • ...,.1 • .... _, j' .J ., I. I • .,' , , ~,_~ ' ••• ,) I. '.. . .. I •• 0_ ..... ~ ~ .... ., . r •• j' I j I, .' '".J . . 

unprecedented difficulties,! for many t,elephone customers"such as the 
• .1 '. • • I " ..' • '" • I. ~ .,: c·" .. ".' " . ~ .... ~ .' ! .. '~.J , ,'",/ ,"" (..II, ... ; 'p"". " 

complainant., GTEC,was well, aware .. of. the enormous billings that a 
. ,',.,' , •. ,. ','." ,.,' .,' 'I""., .,-'~ .• j • .' , .. ,'.~" ,.' •• ' ... , ,j,:".,':)'::' ... "j'.~ .. vr'I,"': .. ~I. 
cust~mer might incur for 976"charges.: ,GTEC was,·an,acti~e,". "',, , , 

•. ,+' •. ,..... , .•.•.. ~. '. i ... I, .',1" .• '1;,. 'iJI.' ,;~(J .• , • ~.: 

participant in the Commission's investigAtion into 976· services 
, ~ '_. • .. ' , • -' ~, • ' " " '" '. ' k' ,'t' • .'.. .;, I ' ~! , ' •• ,,' , ;',' "'.,,,, •• ' ,.: •• •• ",' f~ • , 

which was held. from 1984 through 198,8. . 
In' No~~inoer o:f" 1985', the Co~i'ssiO~~d~p~ed', an 'inter~- ~; 

, .. ~)." .' , • ,.'1 ~,','I,,' .. : ," ',~,~: "":,,, ~.;, ~,_".:."'.;':.'.~ (,.:,:~, .. :, 'IL" 

adjustment policy for. 976 char,ges whereby the customer,. would be 
, " ,_ ' , c· ~ ." , ,)'. • j ,:, j ~.,}, .' .. ~ ) .' 

relieved. of 975 vendor charges, (i.,e.~..1 ... th,e, moneY."due to 97,6 ,_ ' 
operators,' but' not. the toli'~harges ~ssociated W:ith"the' calis made) 

" • . '.' ,,' ' , \ I • . ,'. , " , ... ' 'i ~ _" ' , • " ~,~" " "/ : j,.J '" '", 

on anY,bill, rendered.. after" the, effective,l,elate of t,he d~,cis,ion '1hen 
• ' ,." ,. ." • .... ',',' , • '.', • " , ) , , ,." "., { , " 1 Cj f • '_, I. '...... ~ .. ' • I "'"' 

it, was established that the c.~s:tomer did not know, that 97.5 calling 
, .' ' "_ ,., ~., '.~' ,~', ..., •• '.. " • i •• , I, ' , • ' , 'I":' • ~' ' '_, ' • 

charges applied .. (Oecisio,n.(O.) 85,-11~02S) ... ,. - ",,', , :,' ".' " , 
,. , The ad'justment 'policy was made peim~n'~nt, and' ~as~ e,Xpanded. 

I , "I,) /_.. ., .'. I .' ' ~ , 'I '" ' ,~ • -, " • 

by 0.87-01-042, which states,:, 
.' " ". I" • I 1 e '. , ' ,j: ' !\,f r J 

,,"'The one~time adj,ustment, per res,idence cus,tomer, 
shall 'apply to a:l'!" pend:ing, past, and "future ,.' .. '.' 
claims when ,it is::established.~,that the' ,:~' '. " .':' .,', 

, (l) customer, did not know that 97.6 billing " 
charges' were' applied,' (2') forcal'ls by ~minor 
child. ,;' the' cal:1'. was ,made by- the minor ,child", 
without parental cO,nsent, or (3) thec,alls were 

, not' a.uthorizecl" by 'the' su.bscri~er ... ,( Z3CP'O'C '2d-' 

( '~-.. 

443'1 46,2 •. )., "'1/ , ,', .,' .. 

This adjus'tment policy~as reviewed' and 'applied;'to GTEC:' 
in 'a recent" dec:ision,. 0 .9:0'-'01";0'14 {Case S'9:'0'4-013~,"HOll~idaX'v:"'~mC 
Calilorn1a {. Inc.:,.'- There:" .. we reviewed:' whether' :GTEC 'pr'operly: .: ','-:: ;i 
handled the c~stomer;5' c'omplaint:andwhe:ther~GTEC :prot:ierlycappl±'ed 
the 976 ad.justment' poliCY~ '" .. ;:,:: ";-~",,..,.,> :.: I., :"i~;':'~: 

. 'Did~GTEC Prope:rly'Apply'tbe:"" ',";',,'; "".,, './''; ::C'';''.-;':;;,~,,::':!':;j.,. 

~2mmi815;i;on"s' Ag1u8tD!entPolis:Y?', >. ':' ..:',: . 'I,' ,; ;:! .. :~~ 

, In' J\':riuary of"19'si, 'theCommii:rsion eXpanded)'the ·:one.:..time 
, " ,~.' • .' , • "J ' .. ·.1' ,,"", . , , .' , . ,.', ,(",.. ... , ,- ( .. -

billing ad.'just.ment. policy to provide adjustments 'for- 'any"'" . - .' '-' 
unauthorized calls, whether made bya minorehiid.~'or 'n'o:t'. " :The:("/; 
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ad.ju3tme.nt,;:poli.cy';..did; ,no,t .sp~.c,i:f~r!~., ,~im~ l,im~t :'?-l1:d""w~~;. ~o,:'l7'~ma~n,::in 
effectuntil,blocking"was available •. ::"~ '" ,., ," ," 

• , ' • ~.. _. '... , \. •• '. " '. " ~ F ." • < • I I 

A,.s.u:bg.equen~ .:Commissiondec.is.ion, .. issued .. in August .. ,of ~. 

1987, limited the adjustment peri;cit~,6.0 d~Y.s"pl~snO~ejili:i~g:· 
• ~. ~.' ", "'j'~" _I .... ~ .. ,./, . 

cycle (D.S.1-.0.8~o.6,4).' More,:than :nine,"months.later, .we,..observed that 
, • a ,.' ,J J. ~.. . •• l ' .• ...." •• ...,,. '. 

the .. utilitieshad ,n~t proposed"'the,requi~ed ... custoxner nO,tice., and" .. / . 
. '. , __ . . ,~ ,...'... · ...... w. .' ,. ', •. " .. ' .•. It . I, , .. j 

tariff. modifications "to implement the, sho.rtened adjus;tment period. 
.• •. .' ," _. •• ' • . 1. '.-' w .... ',.__ ., J • . .' 

(0.88-05-073) .. We·found in!,Holl~(J,Y; v. GTEC, .. (D.,9.0-01~O-l4). thAt .the 
• • • •• " ..... 1 .••• '.).. ' 

limitation of· the adjustment .. period to 60 days .never .. be.came ," '''' 
_ , '. ,Jr " ,. .,.,' ~.' +.' , ,. ... _, '. ' ...... 1 ,.' I, . I' 

effective/for G'l'EC. ,'l'hus"the 976.,adjustment,policy i1n .. ,effect,. " ..... ,. I '., , I... ..' ,~_, '. . '. ., .,.. -' ' . ~ I ,', • _ .• I'.. . ... 

during the period of complainant's. disputed billings ,.was the. policy 
• • • _ , " '1' ... '. ;, • J ", ,", ... 

adopted in 0.87-01-042, which stat~s:_ . '.' ;'.;:"'::'::~ ..... 
,"'As used. in this, order ,. ,.'.one time ,adjustment' , , 
'refers to the crediting of all' the costs of" 976 ' 

.. phone c:harges (a) incurred:';before' the<customer·. ' 
first cliscovers his ,liability, for .976 charges,. " .' . 
or (b) arising out of' a single cause, episode," 
or chain of events. The adjustment is to be.'
applied. one .. time·only to pro:",ide, the incentive 
for the customer· to rectify' the' situation' '., 

. gi v-inq: rise d to the· unauthorized calls. -:-;" ...... -
The. phone c:ompanies mus.t.,exerc.ise their ... , 
discretion fairly to ' .. interpret this rule,' 
bear'ing in· mind: that the- ,ad.jlls.tments .. ordered, in: "I . 

. :this decision may reldte. to ,calls made when ... 976 ... 
servlce was first tariffed.'''·· '" ." '. '" 

.... , 
In the course of the ongoing d.iscussions betwee':1 ... , 

MrS .•. e., Work· and. G'l'EC from. early 19.86 , tlu:ough October .1987, GTEC' s 
• • ,... • , '" . " ,I. ,..... , ';'.. ••. ~ ~ 'or' ~ 

. billing representatives" never, cl:'edited. Mrs.· Work with, d,. 97.6·" billing 
• ,,-' • __ ,,' ''r ~ "'", I . • "." .'~.' , . .' ,"1,. '. ....... ,_ ' . l '" ~. • J 

ad..j,ustment,. The adjustment ,was made ,only .after Mrs,. ,Work .. had .. filed 
'. .• .,., • r • " • . '. '.',.' • , • , ",.,' ~ •• ' ,.' i , 

an info~l., complai?-t; .. w~~h, ,~h,e.~),Cl>UC ,~~:r:' ::e1,ief:. ,fr0In .. ~h~:: 9?~. ;r_. 

c~rg:es. ... , . i G'l'Ee '.s.witness .. WalJ<:er, ,st~ted th~t it. ,was, . unclear whi~h 
. . .....,. ,.'. ',' ,'-. -.' ....,. '-.... "....., -. ,," ', .. ,. 

month.'.se .. 97.6..,billingswer.e .. disputed. However, G'l'EC .never.· asked,. ",--\ 
... ', ~ .,."" ,, •• ,_ • "". , .. ~ '.'. '. ..... ......... hl.,',J I,. -,,:~_ .•• _I' 

Mrs. ... Work,to ,clarify. w,hich bills. s,he disputed during.,.the numerous,. 
• • • •• ,. • ~ ~. ., • I • _ ••• , •• '..' . , '.. r... . _. _... •. 

contacts documented by· .GTEC' s representatives. 
• ., • .,. .j ~ " " "" .,' '" : -;' 'J >~: :'~' .. ;.") I ....... I,' 

Based on the informal complaint, the company determined 
.. , • . .•. /1, ... ' '., 

that the first disputed statement was that of January 16,' 1986. 

- 11 ,-. , .' 



C.89-06-055 COM/GMW/jft 
I ';' __ , ' _ I~ (,. , 

That 'statement 'would. :ha';'e refJ;eet:.ed"e'alls,,·:tMde,~durinq<ther:month.,of· 
Oecember. On that basis, GTEC' issued.' Mrs;' work··a'~'eredit~for·:that' 
statement:plus calls on . the Fe:bruary 19S6' statement'for/calls 
billed throuqhJanuarY 1, ;'1986. " ';~' .',", .. 

. GTEC "s acts are' incons is tent ' with' the test.unony· of its", 
own witnesses'. ~ Its service "i"epresentatives claimed . that 'Mrs. :, work 
d.id 'not con't';':ct GTEC to complain about 976 charqe8:~until;'M4y of': "'" 
1986~' In that case~~3. 'work··would' have been':contes.tinq·"her 976 
charges' appearing' on -her January, February, Marc:h,"-'April;'c'and'May 
bills~Those are the charqes':·wh.i:eh GTEC'should-h4ve adjusted~" 
pursuant to the: Commiss.:!.on's:policy:~·'· """,-

The Commission has, never: stated.···that: a' 976: adjustment 
should be 1un1ted to,the 'first"month,that 976 char9'es appear on the 
customer/~·bi;ll ... G'l'EC/'~·:refusal. to adj~st ~~.'·work,,'5<account for 
anything more' than the January19S6'bl.ll is.unsupportable under the 

c' ",,',', •. ",'" (, ', . ..-

facts shown. ; '.' 
It·, i3 ,clear. that' GTEC reasonab1y investigated: 'Mrs. Work's 

, • • I .' , • : 'J .. , • +. '., 'I': '..) ~ 

telephone service to determine· whether,··i:t was, in·, proper,· working 
order. We belj,eve that' themajorj,ty.'if:not 'all of,the;dispute<i 

• ' J, •• " ,.;... '.' I.'. . ," ...•... ... ' •.• .'1 

calls were. made,.by someone, in: "her househo'ld,,::despi;t0-.: her testimony 
to the contrarY ~.,', The enormous,' volume: of '(:4'115 :makes ',it:, highly 
unlikely that she was unaware that her telephone wa$'~ein9 put to 
this use.' ,:. '·f' . 

, , ',' .,':, Howe';'er;' we:' also :'oelieve": that: Mrs"'- 'wor'k:'(iidnot:: place' the 

calls\ he~self and.:in> all like'l"1hood'wa5!'unable-'to: cont'ro'l'; th~' other 
person or' persons" in her househoJ:d who were:: do'long 'so.'~ Hel:'''e£'£ores 
to obttd.~' ad:jUs'tments:' and' to -have' o.cc'ess:':to" 9:7:6:' res'tr1ctoa;'0r'; ,. ";' 
blocked spe~k to her intent to have~'the call's: stopped;'~:"Given::-"t~t 
GTEC'S' one-time ~adj:ustment" policy never became effeet'ive':- d:u:rJ.nq'··':r;; 
this: period;~' these"fa:cts 'are sufficient to :est'abli'sh unauthorized--: 
use and to order the' 'removal from Mrs.' 'work"s b'ifr'of;·'the dispute(!. 
9iS'charges. 

. , ~. 
,I • , • t " :.,1 

,I t •• ' ,"~'.~ A...: ~':,..'. :~ ~I: ., 
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o '.,l,,' .• ,... .... 

• r' We ,no.te that Mrs. Work apparently reques,ted the removal 
., • t. '.' _ . .'," ,,' \', ,'~,.. . '.", ":" " '" .' ' I':~ .':-": ,J. :: " .• ~ r:: ... ' ' .. };~, ,: 

of 976 blocking on March 17, 1988. We would. advise the. complainant 
, ;. ':. • ~.,4. /"~,, .).~: (,':'",' , --,t" ,,::.~r~'-',: ~"'I\;·.~ 

that she" wil.l bear 0. heavy burden in seeking the extrao:r;dinary , 
"_..' .:., ",,, '" .. I'~_ ' ...• :, '. ,1j",~',_,;, '~lr:I" " I .. :1 .~~·,'·!~).:;Ir'··'~' ;I.~ • i! 

removal of any future charges for 976 or 900 services from her 
, ' . I '. I f,' ,~ " '. I," " '.., ,,- I • t· ( 'v.~ ,'" " ,..~ ,. 

bill, qiven that free "blockin'g is "availabie . and "that she ''£s'' . 
. _ .:.::," ,I". ('. I I ," i ""J .•. ~ .• ,:; :.,-.": _.', >."' •• ,: .:' ",",;""",\(/:;:(, J":" . ;~, 

indisputably informed about it. and the nature 0,£ these services . 
...... 1 .• ".,,-_' /;. " " "". ' .1,.1"._.J ',~',"'I' .', .:1.':'.,; ":<')~, 

Conclu.sion 
., .' .. We find that the 976 "charges: appe'iri~q ~';;" ~~' •. wo~k',"s .. ' 

, ' ,) -' ,~" ',. . ;'" If. '." , ... :"" ' • ,.;.,.....1 '.' ",' '~ 1 1 ,~ ,,: .' , ' .. ,' J (, '"" • I 

bi.lls were unauthorized, and arose out of a.sing.le chain of events .. 
. , "'.r;'I.,',,", . , " I," \, ,", ,' .. ..-'J. ',;"J,:\-'j," ~:,I ','.),< ,i • '" .. J:: :'/:: ;''''Jt;','~I''~'r~I':)I I.","," 

Therefore I complainant is entitled to an adjustment of her ~cco.u.nt. 
deleting-all.976 charges. Fin4i'n9S' '!;£ Fact"'" " ... ;.' ~, .. . . :.';' ' ~.r",'" .. 

., cO, ,. ,.. ' • ' •• ,., .. " .' j ;:. I ' !,'.' '.' , , t I ..... ..' , , • I:.. ~, '. r " .... ':.":" .. 

1. The defendant, G'I'EC I .has provided the complainant with 
"~~.' ~. ,.:~J j,",;' 10 .. ; " : I-.'~' I" •• ";, .n.)"· ',' ',,) .... ," .',' .'. ' .. '~' .. I'''~·.: )()''"_}''::. ~ ('~:~: r 

one-party residential telephone service at (213) 921-0455s;ince -" 
AU~s;t.·5t:·~~,~6'.~:,:: ,': .;: .. ; : .. '.', .. ::1 .. ..:,' .,: '<;'.:,,; ... _:~-_:.;.::, .. :_: :~':.'.;' ,~,~.~\:~~:.··.::.~l::' 

2. The complainl~nt, Mrs. Work, waf! billed for calls to 976 
I I ''', ".' ,' .• " I~ • I ", 'I • " 

numbers d.uring 1986. The complainant disclaimed 'those "calls,' " 
.' .' ' "~ , '''.. ' . • • r .; J '; I 'l • " ".' " J ••• , " '..1 I • :~) • ) ' .. "~,I , . ~ , :'l ,,' - . 

stating that nobody at her residence made the ,calls: Compla"inant. 
',.':"".,.,,' .r'.,·. <, '1',." ',,";.::,.,'-Iv' .,'., ..... I"', ,':. ,..1~·;r,:I.'.I ...... ,.!~-''':'';'''~!; II· 

did not authorize the 976 charges which appeared on herb~ll. 
, \ ,"'~ .. : ", ''" ;",i"': I I'~ ," .' .'" • ,',.:-, ';',':"1;. .~": r".:;,~;.~,!· 

3 •. Complainant contacted. defendant on May.Zl, 198.6· to 
'.. tl' .'.,"" ",,': ,I , to' •• ~. 'J ." , ' ~\' I:."'.:::'~_l'·· '/.~'_.I " 

complain of 976 calls appearinq on her bill. At that time, she had 
• ' • ..' ". , • I· ,.~. t, .,.' ..... .' . . .... ':.' ~ .. : 1" " 

been billed approximately $96·6 for 483 'r976" calls •... . ,. 
4. On June 25, 1986, defe~do.nt advised.co~plai~~nt':th~t:.'it~' 

would ~~dertake a line check ~f: her·t~leph~ne··f'aciiiti~~.. '. 
5 .. On August 1, 1986,·defend.a~t:advi~~d·eo~pic~i~a~t t~:t the 

line ch~ek,' h~d not uneove~ed any'irr~~la%.;ities i'~h~;;'-i~hon~ 
" ,,' , " , ',., • .! " '; ,:, I '.... " (': • ..,', ~ • ., ," I I ".,' j" -:,: ' ,.~ ,., I 

servl.ce. 
"')1'/1" , •..• ..-)"'." , ..... ' 

6. Complainant was billed for 219 "976" calls on July '16," . 
• ~ , .' (' • '. • • I ) /]'" • " .' .' .. ,;,', I : n, .' : ',,", -, .... ; • .' ':-.' .: .. 

1986; 5·32 "9.76", calls. on August 16, 1986; and 164 "976· w calls on 
, "'.' : .. ,,~ ,. .' . ,~ . ,··"I·.i·.·· j! ') •. ,' ': ... ' ... )'.~ :,:.:~,I;'~~i::·IJ.\ ,.'.:I~-.;:}tj.'.;'" .. '-")0~' 

September 16, 1986. 
7. On September 3, 1986, defendant offered ar,d complainant 

accepted toll restriction on her service. 

- 13.-
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, ,I , ,''', , ,.: . _.: • ,~"l" :". .:".1.' '" r r', ' ........ -. ' " ..... ., I .,', ) " .... ",., , , I 

'8. No toll 976: -charges happeare'd orl"compl'ain~nt's"bills from 
. '. ' '. , ••.. , ~ , .... -, ,r ,,' I , • .'~, ".j' \ . l' ., " • " I' '. • ;;',.... ", ... '" .:. .r I ,._1 , .'- ,- , 

Septefnber '1986 to Mar'ch -19.8'8. . . ", . '... ,., ..... , ... , I' 

·'·":' .. ·',)/~'-<;\~'I I"':' ")'~'.'!.":' . i.,' ';':", .,'-\/,"" .. / ,,~( ... '·,.'"r...(· ·I.,',! 

9 .Oefendant billed comp:lainant' $5,108.75 in -January' of -1988 
;' .... ·'1· - .. ,; j·,·;'f.\"··' ':: '.",:. ·'1,' , " ' .. "" ; t', • ''', " .:.~.~~':- .... "~ ... ~~r:. I :I"'/'(~"': ,.:~ 

for unpaJ.d 976· vendor charges and related charges.. .. . 
10.> On' Nov~~e~:' :'2, '1987'," complain~nt'''f.i:led· an::informal ' ,. '. 

• .. .. , , " " , ; ,'-', ',. ,. t " , I -i./ . \ I I ' " ~" '(' ., ... ,.. .• ' "., ~ f ' ..... ". f • ", • 

complaint with the'CPUC 'alleqinq' that she s'houl'Q'" not 'be "l·.:i:'d~!e· for 
.' ,,"-., '., " " Of ,,-' 

the unpaid 976. vendor charges.. .' .. .' ' '. ' '.' 
• ' •• , ( , " /.r ' •• ;,'" ," • ... I"', .·t ", 'n " I' , '," 

, 11.' . On' oeceinl:>er )~'1';'t987, G'l'EC '-issu'ed Mrs; Work a'''one-time 
" r .. , - j ':,.' .' ••• r .' ~,#"'. I.,,~: :,., f , ... , ".t ,', • f "', ' r., ,t' / " : ·'1 '., J'; .,,' ; ( :' I ,"'; ,'" .. .,. ,"f, ' ••• /' 1,. 

976 adjustment of $35. 3S for eharges appearinq' on her' Janu'aryI98'6 
'.' . '1 • ; L I r \ • : j ,"j:f~" ) " " ' "f : I I /"':" \ ; r·.,' , ' \ ' ! "., '," r ~ • , :.. II'." , 

bill. . , 
" I""~' • I I ';, ,'_ /' :, .. 1,,,- "". 

12. The 976 calls complained' of are unauthorized 'because ' . 
. ~', •. " : t", .!' ./ .... , I '. 

complainant did not place the 976· calls herself, was· in all'" 
. ' ,:' • • " - ~ , • I" ,. .,' I ' ' , ; '! '.- ": . - -", .r. ":' I ,,~ I " ,; " , ... ' r • r , ',! ' <, (' . r" 

likelihood. unable to control the other' person or persons in" her 
, ,'. ,,: '.,' I' I L, f ,. .'. .' I • I ,. ": \ ': " / J',. ' , .' d -', • I -, '. I' t,'" " ~, &_ ' ,'" 

household who were dOinq so; she attempted to, restrict or "bloek" 
" ~', . 

access to ,976 calling; and she sought adjustments toeI.iminate 975 
I' , •• ' ", I '., - " , • -" " ,. ., ...., ., , ... / ,', 

charge's from her~bills~" ' " ,'. . .. ' ... ,.'. j '.' "'. '.' ",. • •• 

• ,,', '.' ". I' j' " ~" " " , • " - ~ I ' • , ,,.. I ... , 

13. 'l'he 976 ,charges appearing' on the bills in qUesti'ondri'se 
( . ,'~, I • I ,. . I 'I , • ) , , - ',' .,." ~.' 1', • • • .... (' , I " ,'I' • 

from a single cAuse'because they were made' repeatedly to 'certain' 
976 n~e'r·s.,··.manY only iasted one '~i~ute, they' were logged. d~fing:
the ea~iy.'h~urs of "the/ 'mo~ninq;' . a~d"they ~ere h4nd~posted out of 

. i ',' I \ , • f·- •• '" 

ehronological o'rder on ·.complainant' sbi11." . 
"",., .:,' .'t _ ',',' : ('\'.' ,:!I ',/f' .'! 

Conclusions of Law '. .. 
" . 'l' .'G'l'E'Cfliiled· to p~operiy ~pply th~ commissi~n' s one-time 

adjustment :p'olicy' orde'~ed' in D. 8S~11:"'028'.': '., 'i.' ,.' ",': "'A 

; • " ',: " .', • ~i.<, :.'. , ',1 " " 1 : ~. \ ,', :-/ ,',',' J ''': 0..' /" I' • . , 

2 . G'l'EC should h.ave .. applied the' Commission's one':"time 
, r','" • " "",; d, ', •• \. ' ••• r." " " I .:'\ .. ;., .,. I' ••.• 

adjustment policy ordered in 0.87-01-042 because the 976 calls were 
, ~ .: • r',~ '.' I 

unauthorized. 
i ~ ····GTEC sli.o~ld;'m~ke a one-ti~e adjustme~t to' the' 

complaina~t' ~ account~to delete' ail:' 976"ch~r9'e~ 'bili~d,"du~i~9': i986, 
• ,-_' :. " .... (,'; " .... ' I ',1:. ';:- '" ." r \ '., 

. '. (,~ ~ ,....! 
.",''' • r 1., ,', "", " .. -, ... 

I, ; \,r'. I!; • : ' '. • , I" 
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o R Q...E....R 

IT IS ORDERED that: 
1. Relief is granted to Frances M. Work (complainant) in the 

amount of $5·,108.75. 
2. GTE California, Inc. (GTEC) shall restore complainant's 

account and credit standing to reflect this order. Complainant 
shall not be liable for late payment of 976 vendor charges 
appearing on February 1986 through September 198·6 statements. 

This order is effective today. 
Dated February 21, 1991, at San Francisco, California. 

I abstain. 

DANIEL WM. FESSLER 
Commissioner 

I abstain. 

NORMAN O. SHUMWAY 
Commissioner 
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PATRICIA M. ECKERT 
President 

G. MITCHELL WILl< 
JOHN B·. OHANIAN 

Commissioners 

J CERTIFY THAT THl$ . .D::C!$iON 
VIAS A~PROVED' e,y 'r:·a: J\~O·" 


