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GREENLINING’S COMMENTS ON THE STUDY PLAN ON LANGUAGE ACCESS ISSUES FOR CALIFORNIA TELECOMMUNICATIONS CONSUMERS

Moving the Study Plan from Good to Great

The Study Plan addresses some key concerns of Greenlining: identifying issues uniquely facing LEP populations; language and other barriers to obtaining consumer education materials relevant to LEP consumers; and the need for rules or programs to improve service to LEP consumers.  Yet, as Commissioner Grueneich, Asian Law Caucus, and Latino Issues Forum pointed out at the workshop on June 26th, in order to effectively address fraud issues perpetrated on the LEP populations, we must also review the topics of (1)resellers, (2) marketing techniques of resellers and carriers; (3) what carriers are doing to handle complaints of LEP consumers who obtained service through a reseller; and (4) what carriers are doing to prevent Resellers from fraudulently selling their product.  
Greenlining also agrees with Commissioner Grueneich, Asian Law Caucus and Latino Issues Forum that in order to effectively address contractual misconceptions, misunderstandings, and/or fraud perpetrated on LEP consumers, there must be an increase in the number of languages contracts and bills are published.  Spanish language contracts are a good start, but carriers must move to meet the demands of all LEP consumers.
Increased Focus on Fraudulent Resellers is Needed to Address LEP Concerns

The workshop established that despite the concerns related to resellers, we know little about them.  We don’t know which resellers are authorized and which are not; whether authorized sellers are more or less likely to use questionable marketing practices; what carriers are doing to prevent malfeasance or fraud by resellers; the contractual relationship between carriers and authorized resellers; whether the CPUC or the Carriers receive complaints regarding resellers; and in general, how much focus should be direct toward resellers as opposed to Carriers.  
Given the lack of data, Greenlining suggests the Study Plan also address these concerns as they are critical to evaluating LEP consumer issues.
Key Terms and Conditions Should be in Same Language as Marketing
To insure the LEP population is effectively served, the Study should address moving the carriers to present their product in a clear, understandable manner to LEP customers.  This is particularly important given that wireless contracts and billing information are only in English and sometimes Spanish.  Further, Public Utilities Code § 2890 (b) provides that "[w]ritten or oral solicitation materials used to obtain an order for a product or service shall be in the same language as the written order."  At the very least, we would expect wireless companies to comply with spirit of this law.  The Consumer Bill of Rights also requires that consumers receive clear and complete information about all material terms and conditions for which they requested information.  Finally, it is simply offensive to bind people into a contract they can’t read.  
Greenlining requests that the Study incorporate information regarding a rule change that would require contracts and/or material terms and conditions to be published in multiple languages.  Additionally, a new proceeding regarding the need for in-language contracts and bills should be recommended.  The Study will be transformed from just good to great with this addition.  Further, without this necessary change, the efforts of the Commission, Commission staff, and those groups and carriers involved with this proceeding will be insignificant at best.  
Respectfully submitted,
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