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BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA
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()
Explain fully and clearly the details of your complaint. (Attach additional pages if necessary and any

supporting documentation)
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(G) Scoping Memo Information (Rule 4.2(a))

(1) The proposed category for the Complaint is (check one):
adjudicatory (most complaints are adjudicatory unless they challenge the reasonableness of rates)
El ratesetting (check this box if your complaint challenges the reasonableness of a rates)

(2) Are hearings needed, (are there facts in dispute)? YES [ONo

3 O Regular Complaint = Expedited Complaint

(4) The issues to be considered are (Example: The utility should refund the overbilled amount of $78.00):
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(5) The proposed schedule for resolving the complaint within 12 months (if categorized as adjudicatory)
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or 18 months (if categorized as ratesetting) is as follows:

Prehearing Conference: Approximately 30 to 40 days from the date of filing of the Complaint.
Hearing: Approximately 50 to 70 days from the date of filing of the Complaint.

Prehearing Conference
(Example: 6/1/09):
Hearing (Example: 7/1/09)

Explain here if you propose a schedule different from the above guidelines.

e, . Shic

(H)

Wherefore, complainant(s) request(s) an order: State clearly the exact relief desired. (Attach additional
pages if necessary)
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OPTIONAL: T/we would like to rccerve the answer and other filings of the defendant(s) and information I
and notices from the Commission by electronic mail (e-mail). My/our e-mail address(es) is/are:

)
Dated sk Bl ol , California, this .2/  day of M avch e > 77
(City) : (date) (month) (year)

A L

Signature of each complainant

(MUST ALSO SIGN VERIFICATION AND PRIVACY NOTICE)
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X)
REPRESENTATIVE’S INFORMATION:

Provide name, address, telephone number, e-mail address (if consents to notifications by email), and
signature of representative, if any.

Name of
Representative:

Address:

Telephone Number:

Email:

Signature
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VERIFICATION
(For Individual or Partnerships)

I am (one of) the complainant(s) in the above-entitled matter; the statements in the foregoing document are
true of my knowledge, except as to matters which are therein stated on information and belief, and as to
those matters, I believe them to be true.

I declare under penalty of perjury that the foregoing is true and correct.

@)

Executed on MC(/OA 23 (ol at & A \7 ok , California
(date) (City)

Ot ’

(Complainant Signature)

VERIFICATION
(For a Corporation)

I am an officer of the complaining corporation herein, and am authorized to make this verification on its

behalf. The statements in the foregoing document are true of my own knowledge, except as to the matters
which are therein stated on information and belief, and as to those matters, I believe them to be true.

I declare under penalty of perjury that the foregoing is true and correct.

M)

Executed on , at , California

(date) (City)

Signature of Officer Title

(N) NUMBER OF COPIES NEEDED FOR FILING:

FILE the original complaint plus 6 copies, plus 1 copy for each named defendant, with the
Commission. Total of eight (8) copies altogether for one defendant.

(O) MAIL TO: California Public Utilities Commission
Attn: Docket Office
505 Van Ness Avenue, Room 2001
San Francisco, CA 94102
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PRIVACY NOTICE

This message is to inform you that the Docket Office of the
California Public Utilities Commission (“CPUC”) intends to file the
above-referenced complaint electronically instead of in paper form
as i1t was submitted.

Please Note: Whether or not your Complaint is filed in paper form
or electronically, Complaints filed with the CPUC become a public
record and may be posted on the CPUC’s website. Therefore, any
information you provide in the complaint, including, but not
limited to, your name, address, city, state, zip code, telephone
number, Email address and the facts of your case may be
available on-line for later public viewing.

Having been so advised, the Undersigned hereby consents to the
filing of the referenced complaint.

4 i .
M e B 32 far /a0y
Signature Date

Print your name
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Fully Explain the Details of your Complaint:

I had/have an intermittent problem with the voicemail on one of my Sprint phone lines,
415 235 2131. On occasion, rather than receiving a voicemail, I receive notification that
I have a voicemail, but then there is dead air rather than the message (it first states the
number the call came from). This has happened at least 20 times starting in April 2010
(Sprint inaccurately states that I first notified them in May. This is false). I have lost
income due to losing a job due to this problem (I realize I cannot ask for reclaimed
monies from this with this venue, but Sprint needs to fix the problem so this doesn’t
happen again).

Please see both files 108383 and 131162 for further details, and the 2 enclosed faxes I
had sent in for clearer understanding of the issues.

I have spent over 40 hours on the phone with various entities from Sprint trying to get
this resolved. Each time it happens they ask that I save the blank message for them to
hear so they can fix the problem. The problem is still not fixed, and Sprint has only
responded to my call for help on one of the last 3 times it happened. Sprint is not honest
in their response when they claimed I told them the problem was fixed. That is
completely false. In fact, Sprint (Mr. Shipman-the person that the PUC case was
referred to on their end) told me this was fixed early on, and it happened again twice
afterwards during the time Mr. Shipman and I were still in contact). I kept telling Sprint I
could not tell them that the problem was fixed until it did not happen for a little while.
I’ve had the problem with my voicemail twice in one day, and then there were times
when it did not occur for a couple of weeks or more. I was continuously asking Sprint to
tell me if it was fixed or what they did to fix it, but after a while they refused and would
tell me that could not promise it would not happen again.

Around the same time that I was seeking help from Sprint and told them I was going to
contact the PUC to get some resolution and make sure this didn’t happen to other
telephone customers my cell phone bills suddenly shot up for no reason. There was an
employee discount that was discontinued which I was getting from my employer, but this
did not account for most of the amount of the discrepancy (and the timing didn’t coincide
regardless).

When I asked Mr. Shipman why my bill suddenly went up he told me he would check
into it. When I contacted him again he told me that it had not gone up. I insisted it did,
and after doing further research he told me about an employee discount that had ended.
That did not account for most of the discrepancy, so Mr. Shipman did more “research”
once again. Then he told me that I had a 2 year discount which was supposed to end in
August but was mistakenly ended in May, so they were going to credit me the 3 months
“discount”. However, he refused to provide any documentation about any “2 year
discount” or have any information about why it would be “mistakenly” rescinded “early”.
I never had a “2 year discount” or any expiring discounts of any kind that I was aware of



so repeatedly requested documentation (I asked for this in my Sprint complaints as well,
but it was not provided. It also seems odd that if a two year discount actually existed
(which I should have been made aware of had that been true) it “accidentally” got
discontinued 3 months early (which no one could explain and also it is interesting that I
had to point it out).

Furthermore, as you will see in the attached letter, the fact that there was no “expiring
discount was confirmed by a Sprint employee named Chris on December 19®. He told
me that I never had any discounts that expired and that the large increase on my bill was
due to being charged for text messages that were not made (he claims I went over every
month since my bill increase including 1032 text messages sent from my parent’s phone--
-they do not text!). This is not true either and, again, I wrote about in the fax I sent to you
but Sprint did not really address it! Did the employee that I spoke to lie also??? He told
me he was reading to me from my account information off their computer screen! Again,
please see the attached fax for further details.

I am writing this letter and appealing to you now because Sprint is not honestly
addressing the issues I am bringing up. Some of their statements are dishonest or they
are not addressing things (for example, my conversation with Chris regarding the texting,
the request for documentation, the unfixed voicemail issue) . As I previously stated I
NEVER advised Sprint that my voicemail was working properly and Sprint was
contacted several times both before and after the dates mentioned in the letter. Several
times the technicians acknowledged the problem (after listening to messages I had to
save!), and I have other witnesses who listened to these “dead air” messages as well.
Most of the time Sprint did not return my calls or do so in a timely manner, and most of
the time after one of these “dead messages” was reported they could not give me an
estimated fix date and I would be asked to be contacted but was not. Sprint ¢nly
acknowledged 1 messages to which they did not claim responsibility, one of which they
said came from an AT&T number so was an AT&T problem for that particular call.

Thank you very much for your help.

Regards,
Sherry Tesler



FAX: 415703 1158

1816 Frobisher Way Dec. 19, 2010
San Jose, CA 95124

Public Utilities Commission
505 Van Ness Avene
San Francisco, CA 94102

RE: File Number 131162, 108383-NEW INFORMATION TO ADD TO MY CASE!!

Since I sent the last fax to you I had another yet incident of a lost message happen, which
Sprint is aware of and I saved for them, yet again, on my voicemail at their insistence. I
received a voicemail a couple of days ago from them saying they are still researching the
problem to figure out what it is (9 months after my initial call-still the same problem
happening of their losing my messages and they still have not fixed it).

FURTHERMORE, today is the 19™ of the month, the beginning of a brand new cycle of
billing minutes. Knowing I came close to using my allowable 500 texts on my last cycle
from my 415 235 2131 phone number, I decided to call Sprint because I know that I have
text messages allotted to n my other phones on my plan, so I wanted to see how many [
was allowed on each or find out if I could switch allotments if one phone had more. I
called Sprint to verify which phone had how many and got some interesting news that
furthers my case against Sprint. I spoke to Chris from the Topeka office, employee
number YW800884 (he would not give me his last name).

First off he thought I was asking how many texts I have used this month, which includes
just today, December 19®. He told me I have used 3. I have used 0, I haven’t texted
anyone and no one has texted me. He verified that that is the information they have, he
couldn’t explain why or tell me what numbers they were from and to (nor did he offer to
fix it).

Secondarily, I asked him why my bills had been going up from around $93-$96 per
month to over $110. He told me that part of it was my airline discount had ended in
August (which I knew about, but didn’t explain the rest of the ncrease). I asked him
whether there was any other type of discount that ran out or discontinued between April
of this year and now to explain the difference and he verified and assured me that no,
there was/is no other discount that has run out or expired or been removed (which was the
reason that Sprint gave for suddenly charging me more when I started having this
problem and complaining about it though they never would provide proof or paperwork
and it wasn’t anything I ever heard of-I believe that is also what they told you, but didn’t
provide documentation.



FURTHERMORE, Chris told me that the reason I’ve been charged more the last several
months is that I am going over my text messages on all three lines. The irony is, that of
all the people on my plan, the only one that texts is me, and only from the 415 235 2131
number!!!! For example, n August, I‘m told that 415 235 2131 used 527 texts with 500
allowed, 408 373 1252 used 1032 texts out of 1000 allowed, and 408 230 6378 used 532
out of 500 allowed, so the difference I was paying was for the text overage!!! He gave
me similar examples for other months, telling me 408 230 6378 used 517 texts out of 500
this month this month, for instance (they did not use any!!!!). So Sprint is being
dishonest and corrupt here-the other phones aren’t being used to text!

That is what Chris says I’ve been paying for, though I don’t see it in my bill and can’t
understand or explain my bill which is why I contacted Sprint and can’t get an honest
answer!!!

Another odd thing Chris told me was that he showed 500 texts allowed on two of the
phones and 1000 allowed on the 408 373 1252, but he said 500 extra of those were added
on 5/26/2009. I was not aware of anyone adding anything in 2009772

Please help. I would change plans and have been looking into it, but the plans are all
more expensive right now. Many people I know are grandfathered into cheaper contracts
(many paying less than I do for more) as I thought I was with Sprint-a benefit to many of
brand loyalty. I will likely have to change plans anyway, but this needs to be resolved
with Sprint and it needs to be fixed or the public needs to know about it (as do you), and
also I have been having to pay fake charges on bills for the past several months (and
possibly prior to that!). They have been dishonest with me and with you and in this fax
and conversation today just another example.

Thank you very much.

Sincerely,

Sharon Tesler



Sincerely,

Sharon Tesler



FAX: 415703 1158

1816 Frobisher Way
San Jose, CA 95124

Public Utilities Commission
505 Van Ness Avene
San Francisco, CA 94102

RE: File Number 131162, 108383

I received the reply to my complaint regarding Sprint PCS, and Sprint was dishonest in
the statements they made in their letter(s).

In the most recent letter I received regarding (case 131162) it states that “the utility
informed us on November 22, 2010 that their technical support representative contacted
you on November 7, 2010 and resolved your voicemail problem”. This is completely
fictitious. The last dealing I’d had with Sprint PCS at the time of this complaint was a
call from William Shipman after he had received my complaint and we discussed the fact
that the issue was not yet resolved. I’ve had many people there (including William
Shipman) tell me that the problem was resolved at different times, only to have it happen
again (and Sprint concurs it happens again because they insist on my saving the
voicemails in question because this supposedly is what they need to resolve the issue).
They will not, however, put it in writing that it is fixed which leaves me dealing with the
consequences and financial repercussions when it’s not fixed and I miss/lose a message
and a paying job. The problem has occurred again since I spoke to Mr. Shipman (and
twice since the last time I was told it was fixed), and I spoke to a technical representative
after I contacted them again the last time who said he would call back within 48 hours but
he did not.

Furthermore I've never heard of a “discount” that Sprint is now claiming I was only
receiving for two years after they raised my rates upon my complaining about my service.
I was told that the pricing I had was what I was being given for my plan which remains in
effect until I change plans (as has always been the case with the account that I’ve had
with Sprint for many years as well as my friends and coworkers with their respective
plans).

I had noticed that my bill suddenly went up when I complained about my voicemail
issues and told them I would call the PUC with my initial complaint (108383) and
contacted Mr. Shipman about it. He insisted several times over several phone calls I
made to him that my charges had not increased and that my bill was the same as it was
previously. This did not make sense to me because I knew the approximate price I had
been paying and rarely, if ever, do I go over my minutes. Mr. Shipman finally



acquiesced that my bill did go up, but he did not know why. He later stated that after
research he was told that I had a “discount” that was supposed to be have been applied
for two years (up until July, he purports), but Sprint ended it in April (coincidentally
when I complained about my service and mentioned contacting the PUC-but, again, Mr.
Shipman did not know why nor could he give me an explanation). He could not explain,
whey they had “mistakenly” raised my rates in April, but said all they would do to “fix it”
was to credit me for 3 months up to July. I asked him to kindly send me the
documentation regarding this “2 year discount” which I’d never heard of any or had any
paper work to substantiate it since I had never heard about it or seen anything, or signed
anything regarding this, and he refused to provide it. He did tell me he would send it to
you with his reply letter upon my insistence, but I have not seen it nor am aware of its
existence. I see no reason why they would not provide it.

Going back to the initial problem regarding my voicemail, the problem is intermittent and
what happens is that occasionally when someone leaves a voicemail, I will get the
number the call came from and then a long pause where there should be a message (but
the voice gets lost). I have lost income (2 jobs now that I know of) due to this problem,
and Sprint is well aware of this. I spent over 40 hours over the phone with several people
trying to get this resolved, but to no avail.

After I wrote to you the first time (file number 1083 83) , I was contacted by a Mr.
William Shipman. He told me that the issue was resolved, and then it happened again!
He actually told me they fixed the problem on 2 different occasions, and after each of
those it occurred again (one of which resulted in my second loss of income). After each
time that it happens they insist that they need an “example” (which I save on my
voicemail) which they insist will enable them to fix it. The problem still keeps
happening and just happened again (on November 22"?), and at this point they don’t even
bother to follow up with me regarding resolution (I was told I’d be contacted within 48
hours to tell me what they found and when it would be fixed) but I was not and have
heard nothing!!!). When I’ve called customer service (*4) since I initially contacted you
they refuse to speak with me and I’m told someone will have to call me back (I’'m told
they’ve “marked” my account) but the promised help/calls do not arrive (which is part of
the reason I’ve had to call Mr. Shipman even though he has not proved helpful-I initially
tried calling customer service about my bills but not one would call me back or talk to
me. I was also told to email their CEO directly (which I’ve tried after being told he
personally answers all his e-mails), but to no avail.

Going back to my first complaint (108383), Sprint falsified the information regarding the
month in which I made them aware of the problem, as well as the fact that they had not
fixed the problem. They also don’t fully disclose the facts and circle the complaints
without answering. They tried to make it sound like they voluntarily gave me a new
device. They did give me a new device (which has many problems and I don’t like)
because one of their “supervisors”, Debbie, who I was on the phone with for over 3
hours, erased all my messages (without forewarning me) and then insisted she did not do
that and that it was coincidental timing and that the deletion of my messages (and the
problems with my voicemail) were due to my device which she claimed was faulty.



Therefore she sent me a new device, and I gave away my other one (which I liked much
better).

To explain in more detail what happened with Debbie, she had called me and said she
needed to call me on a landline so she could work with me on my phone, and when she
called back my messages were all gone (I had saved them because I needed the numbers
and information on them). Debbie said all she had done was a phone reset, and that
resets don’t affect my voicemail or outgoing messages (both my outgoing and saved
messages suddenly disappeared). However, everyone else I’ve spoken to since at Sprint
has said that when they do a reset it will wipe out your messages. IF, in fact, that needed
to be done (though it obviously did not fix the problem), she needed to have told me so I
could have gotten the information I needed first. I also should not have been told that it
was caused by a faulty device (I told her several times that it did not make sense to me
but she insisted) so I could have kept my old phone (in fact, I asked them for the same
type but was told they could not provide it and no longer had them or anything
comparable). My “new” phone does not have a good locking system (I’ve brought it in
to several sprint stores to ask them how to resolve the problem and am told there is no
solution) and I constantly inadvertently calls people when the phone is in my purse or
pocket.

I was given some courtesy adjustments after I wrote to an email address which I was told
belonged to the CEO, some of which was to offset the replacement headset and chargers I
had to get with the new phone. It did not come close to offsetting the income I lost due
to their not resolving the problem after my repeated attempts to get their help (and though
I know about two there could have been more that I don’t know about), nor compensating
me for all the hours and time I’ve endured trying to resolve this (and note that no
adjustments were made since July thought the problem is still occurring 4 months later!).
However, the issue is really the greater one of their still not resolving my voicemail issue
and now charging me more for my plan since I’ve complained, and falsifying statements
in their reply to my complaint to you.

Please also note that in Sprints initial reply to my first complaint (108383), they state that
“we were unable to duplicate Ms. Tesler’s issues”. However, they as I stated previously,
they had me save the “blank” messages that I received and noted for them the time, date
and phone number they came from, which they reviewed with me and acknowledged
several times. So, I’m not sure what the significance of them being unable to duplicate
them, since they personally observed the problem on several occasions and told me that
they either fixed it or were trying to fix it. Does that mean that since they couldn’t
“duplicate” it they didn’t feel the need to fix it? Apparently so, since they didn’t and they
made that statement to you which I don’t understand the significance of. The problems
have occurred and voicemails saved before, during and after both response letters were
received.

Thank you for your kind assistance in this matter. Please let me know if you have any
further questions.



