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BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

(A)
ey RoGoeNin
COMPLAINANT(S)
VS.
(B)
O
A
DEFENDANT(S)
(lnclude lJtlllty “U-Number”, if known) (for Commission use only)
©)
Have you tried to resolve this matter informally with  Did you appeal to the Consumer Affairs Manager?
the Commission’s Consumer Affairs staff? ] YES @/NO D e~ V:& Vel e T
\ (= (VT 8 N?”\_
& YES 0 No L By ARE SHaueR
Do you have money on deposit with the = <%uc_ery 2j@ |
Has staff responded to your complaint? Commission?
D YES O ~No 3 yes @ No
Amount $
Is your service now disconnected?
0 YES = N0
COMPLAINT
(D)
The complaint of _ (Provide name, address and phone number for each complainant)
Name of Complainant(s) Address Daytime Phone
Number
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respectfully shows that:

(E)
Defendant(s) (Provide name, address and phone number for each defendant)
Name of Defendant(s) Address Daytime Phone
Number
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(F)
Explain fully and clearly the details of your complaint. (Attach additional pages if necessary and any
supporting documentation)

Dee NTrAceEN P\-@E% (-~ & Pousbt ©&W®\RiTS
@F TH o Com T

(G) Scoping Memo Information (Rule 4.2(a))
(1) The proposed category for the Complaint is (check one):
ﬂadj udicatory (most complaints are adjudicatory unless they challenge the reasonableness of rates)
) ratesetting (check this box if your complaint challenges the reasonableness of a rates)
(2) Are hearings needed, (are there facts in dispute)? XYES O No

3 3 Regular Complaint ﬂExpedited Complaint

(4) The issues to be considered are (Example: The utility should refund the overbilled amount of $78.00):

Ve ATohceens PReES 4. A-SS & ctyesn
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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): \ /Q,/\ i
Hearing (Example: 7/1/09) 2 (zal

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

T wwt 88 cuv et stAYte Vivs iy — =iy <Pr‘?nim<>

(H)
Wherefore, complainant(s) request(s) an order: State clearly the exact relief desired. (Attach additional
pages if necessary)

ﬁ'ﬁi A TA G E S PAGE & ox TY Qe ComPehus]

@
OPTIONAL: [/we would like to receive the answer and other filings of the defendant(s) and information
and notices from the Commission by electronic mail (e-mail). My/our e-mail address(es) is/are:

l

)
Dated F\\ Gourp , California, this Q yst~,  day of Decsmper , Qo @)

(City) (date) (month) (year)

S

e

Signature ofﬁch Cam%lant 5%

(MUST ALSO SIGN VERIFICATION AND PRIVACY NOTICE)
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VERIFICATION
(For Individual or Partnerships)

I am (oneof) 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.

(L)

Executed on "\“1,/ = ( \o© ,at Aéa—ﬁ:u‘k?\ , California
"(date) (City) -

——

A S,

(Complainant Signature)—_ \

D

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.

[ 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:
If you are filing your formal complaint on paper, then submit one (1) original, six (6) copies, plus one
(1) copy for each named defendant. For example, if your formal complaint has one defendant, then you
must submit a total of eight (8) copies (Rule 4.2(b)).
If you are filing your formal complaint electronically (visit http:/www.cpuc.ca.gov/PUC/efiling for
additional details), then you are not required to mail paper copies.

(0O) Mail paper copies 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 it 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.

L N \ :’;_{ P /( C

Signature - ‘\ Date
( ™ -
ARz~ KC) EoNind

Print your name
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FORMAL COMPLAINT (Please treat as an ECP)
This Formal Complaint supercedes a Supplemental Informal Complaint.

ISSUE:

AT&T should be held accountable for and made to abide by, representations
made by their employees and/or contractors in the course of their employment, to
induce or convince person(s) into signing up for an AT&T phone plan,
specifically, the representation that “there will be no plan price increase for as
long as you maintain the plan”.

FACTS:

1) On 11/13/08, | signed up for AT&T “Basic” DSL service at $10/month

2) On 12/11/08, AT&T had an offer on their website for what they call their
“Unlimited Nationwide Calling Advantage 3 Plan”.

3) On 12/11/08, after seeing the plan offer online, | prepared a list of 11 specific
questions regarding the plan and then called the AT&T west region
provisioning center (1-866-800-2506) to get preliminary answers to those
questions (please see Exhibit # 4).

Of the 11 questions | asked, the two key guestions and the basis for my
complaint are:

a) “l currently have Sprint long distance and AT&T local phone service and AT&T
“Basic” DSL. Do | qualify for purposes of the unlimited local and long distance
offer #1 (“Unlimited Nationwide Calling Advantage 3 Plan”)?”

b) “For how long is the plan price guaranteed?”

On 12/11/08, | first spoke with Walt Black in the AT&T Order Processing Center
for on-line orders, then with Danielle (ID 2931) in customer service and then to
Danielle’s supervisor, Girard.

Walt Black and Danielle both said the same thing in answer to the above two
questions, that | do qualify for the plan since | have more than one AT&T
service, those being AT&T local phone service and AT&T “Basic” DSL and that
“the plan price is guaranteed for as long as | stay with the plan”. | also
discussed the remaining nine questions with Danielle.
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I then spoke to Danielle’s supervisor (Girard), to get confirmation of what both
Walt Black and Danielle had told me, i.e. “the plan price is guaranteed for as
long as | stay with the plan”. Girard did confirm that to me.

At this point, | held off on signing up for the plan until a later date, since | was told
by both Walt Black and Danielle that the plan offer is on-going.

4) On 3/12/09 | called AT&T 800-288-2020 at 12:59 pm (PST) regarding the
Unlimited Nationwide Calling Advantage 3 Plan. | spoke to a fellow named
Robert and went through the same 11 questions | had asked on 12/11/08 during
the discussions with Walt Black, Danielle (ID 2931) and her supervisor Girard.
Robert confirmed what | had been told by Danielle in response to 10 of the 11
questions, most significantly, that “the plan price is guaranteed for as long as |
stay with the plan”. The only exception was to question 6, where Robert said
that local toll calls for Zone 3 are included (Danielle had believed they were not).

Robert signed me up for the Unlimited Nationwide Calling Advantage 3
Plan. The price is $35/month. Please see Exhibit 1 (Pg 2/3) for the order
confirmation email from AT&T dated 3/13/09 for the Unlimited Nationwide Calling
Advantage 3 Plan, which lists the price of $35/mo and the services (features)
provided under the plan.

5) The dates and times (all in PST) of the conversations | had with the
people listed above under FACTS 3b and 4, are summarized as follows:

12/11/08 3:07 pm -3:16 pm (PST) Walt Black (order processing Center for on-
line. | was transferred to him by the West region provisioning center 806-800-
2506)

12/11/08 3:17 pm - approx 4:25 pm (PST) Danielle ID # 2931 (she said she was
located in New England) 1-800-288-2020

12/11/08 4:25 pm (approx) - 4:30 pm (PST) Danielle’s supervisor, Girard, who
verified what Walt Black and Danielle had told me "for as long as | stay with the
plan” in response to my question "for how long is the plan price
guaranteed?”

3/12/09 1:05 pm -1:30 pm (PST) Robert 1-800-288-2020. He confirmed all the
answers | had been given by the above three AT&T listed people to my questions
(please refer to Exhibit 5 of my 1/31/10 complaint) including that "the plan price
is guaranteed for as long as | stay with the plan".

Please see my notes of these calls (Exhibit 4) and reference in Fact # 3.
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6) On 1/25/10, | received an email from AT&T subject line “AT&T Order
Confirmation” (see Exhibit # 2). The email states that “...you no longer qualify
for the discounted rate on your ALL Distance package because you do not
subscribe to a qualifying AT&T High Speed Internet service plan. To qualify
for the discounted rate, you must subscribe to one of the following plans:
Express...., Pro...., or Elite....

As a result, your ALL Distance package will increase by $10 per month...."

It then goes on to say”...you will receive a discount over the cost of subscribing
to these services individually”

7) On 1/26/10 | called AT&T regarding the email | had received on 1/25/10 (see
FACT 6). | wanted to know why they were unilaterally changing my plan without
my consent, why “Basic” DSL no longer qualifies when in fact it did at the time |
signed up, get clarification on certain wording used in the email letter and how
the plan they are going to put me on differs from the one | currently have. | spoke
to a girl named Eva in the AT&T Pennsylvania call center. When | told Eva why |
was calling, she said that management made the decision to switch me on
1/18/10 (which was one week prior to AT&T’s email advising me of the
change of plan and resulting price increase) and that in order for me to keep
my current plan | have to subscribe to a higher (more costly) level of DSL. She
told me that if | do not, my internet DSL service would stay at “Basic” and | would
have to pay $10 more per month for it. In addition my phone line would go up
from $35/mo to $45/mo, an increase of $10/mo, for a total increase between
the two of $20/mo. This was clearly intimidation, an attempt to get me to sign
up for a higher and more expensive level of DSL service. While the calling plan
price was increased by $10/mo effective with the 2/5/10 billing, the DSL service
price was increased by $5/mo effective with the 4/5/10 billing, rather than the
$10/mo increase Eva had said it would be.

8) On 1/28/10 | received a formal letter in the mail from AT&T dated 1/25/10
which [ still do not completely understand (see Exhibit # 3) regarding their
switching me to a different calling plan, their Unlimited nationwide calling
Advantage 1 plan. | called AT&T DSL in St. Louis Mo (888-296-2000) to speak
with Judy Vaughn, the woman who had signed me up for AT&T “Basic” DSL on
11/13/08. | was calling to find out if they still offered “Basic” DSL service. She
was not available. | spoke to a fellow named Mike. He said that “Basic” DSL was
still available and qualifies for the AT&T Unlimited Nationwide Calling Advantage
Plans. This is in contradiction to the 1/25/10 email from AT&T (see FACT 6
above)

9) Attempt to resolve the issue with AT&T: | have spoken with Robin Stout of
the AT&T Executive Resolution Team a number of times (2/17/10, 2/18/10,
2/1910 and 3/22/10), who initially contacted me on 2/10/10 as a result of the
CPUC sending my complaint (later treated as a supplemental informal complaint
by the CPUC on request from AT&T) and left a message on my answering
machine. We played phone tag for a week.
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When we finally spoke on 2/17/10, | told her that AT&T needs to be
responsible for what their employees tell a prospective customer before
and during the signing up of that person for service and that what | was
told served as the basis for my decision to sign up. | told Robin that | assume,
based on the recorded message, which says that “this may be recorded for
quality control purposes” and my not stating an objection to such recording, that
the conversations were recorded and that you should be able to listen to the
recordings and verify that what | have told you was said to me during those
conversations that | had with all the people | named in my complaint which also
included dates and times, is fact. She said that some or all of those
conversations may or may not have been recorded. She said she would call me
back tomorrow

On 2/18/10 Robin Stout called. She had spoken to her supervisor (a Ms. J.
Davis), who told her the only thing they can offer me is to keep me on my old
plan for a $45/mo retention rate and she (Robin) said that she could also give me
a $5 retention discount, for a net total of $40/mo, a net increase of $5/mo. | told
her that | am a reasonable person and am willing to compromise to get this
resolved, that | would be willing to pay the $40/mo (a $5/mo increase) but in
order for me to agree to that, | want it stated in writing from AT&T that the
plan price will remain the same for as long as | stay with the plan and that
the reason | want it that way, is because if | agree to a price increase now, a new
agreement would be created and | would lose the original plan price
guarantee that | was assured of by the AT&T people | had conversations with
prior to and at sign up, for the plan. So unless | get that guarantee in writing, my
offer will be off the table and there will be no new deal.

| asked Robin to please speak to her supervisor and put forth my offer and then
to please get back to me with her supervisor’s final decision. Robin said she
doesn’t think her supervisor will go for my offer because the computer system will
not allow for that (price guarantee) to be done. Robin said that hopefully she will
get back to me tomorrow.

On 2/19/10, Robin Stout called. She said that her supervisor, Ms. J. Dauvis, told
her that they will not agree to my offer of $40/mo which would include a
guarantee of no price increase for as long as | stay with the plan (the same
guarantee | had been assured | would have with my original plan, before
they changed it).

| asked Robin to ask Ms. Davis to see if she can access the recordings of my
conversations on 12/11/08 with Walt Black (3:07 pm -3:16 pm PST), Danielle ID
#2931 and Girard, Danielle’s supervisor (both of which took place between 3:17
pm - 4:30 pm PST, the last five or so minutes being with Girard), as well as that
of 3/12/09 with Robert (1:05 pm -1:30 pm PST), who signed me up on that date,
which recordings would verify that each of the aforementioned individuals told me
that “the plan price is guaranteed for as long as | stay with the plan”.

She said that she will ask Ms. Davis if she would be willing to do that and she will
call me on Monday, 2/22/10 after she has again spoken to Ms. Dauvis.
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On 3-22-10, 30 days after we last spoke, | received a call at 1:42 pm from Robin
Stout of the AT&T Executive Escalation Team. She said they were re-opening
the case and that she thought the case was closed, since Ms. Davis would not go
for my offer to up the monthly charge from $35 to $40, because | want a
guarantee in writing that there will be no plan price increase for as long as | stay
with the plan.

She said "you know that | cannot provide you with the guarantee in writing and |
had told you that". | said | thought this matter is out of your hands since | have
not heard from you in over three weeks at which time | had asked you to ask Ms.
Davis if she could locate the recordings of my conversations with the four AT&T
employees and/or contractors and you said you would get back to me, which you
never did.

Ms. Stout seemed somewhat confused about what is going on. She said
something about an internal letter that they received from a Mr. Rathman, of
AT&T. She thought | had contact with him. | told her | have not spoken to him
and in fact, | do not know who he is. Because Ms. Stout spoke so quickly when |
asked her who Mr. Rathman is, | think, but am not absolutely sure, that he
ordered the case re-opened.

| told Robin that at this point it is my understanding that your superiors will be the
ones to make the decision on my offer, so | am surprised that you have called me.
She said "l am going to check this out and find out what is going on and I will get
back to you".

After | spoke with Robin, | sent Arif Khalik of the CPUC, an email about today’s
conversation with Robin, in which | wrote:

“Arif, | had called you on 3/18/10 at 11:03 am and we spoke. You said you
were going to call the person at AT&T to try to get the issue resolved. You also
told me to hold off on filing an appeal with the CPUC (in response to a letter
dated 3/15/10 from Mr. Rosario Cervantes of the CPUC regarding file # 85386).
You then called me back at 1:23 pm (the last time we spoke) and said that “Ms.
Davis told you with regard to my offer (i.e. that | would be willing to pay $40/mo
(up from $35/mo), but that | want it in writing that the plan price will not
increase as long as | stay with the plan), that she would need to get her
Superior’s approval and advised you (Arif) to send a SIC (Supplemental
Informal Complaint) instead of re-opening or opening a new complaint and
that you are going to do that”.

| then asked Arif, why would Robin be calling me unless they re-opened (which |
believe is what Robin said) and assigned the case back to her, which is fruitless,
since she does not have the authority to provide me with the guarantee in writing
that there will be no plan price increase for as long as | stay with the plan.

Would you be able to please tell me what is going on with AT&T, what they are
doing? He said he would get back to me.

On 3/23/10 at 8:05 am, Arif responded via email and said “Mr. Rogovin, when we
send a SIC to a utility we have to reopen the case otherwise the system won't
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send it to the utility. That's why the case had to be reopened. As for who is
handling your case on their side is beyond our control. | don't know who Ms
Robin Stout is but | do know who Mr. Rathbun (I believe he misspelled
Rathman) is and I will call him later today and talk to him about this case
than let you know what's going on”.

On 3/23/10 at 9:25 am, Robin Stout of the AT&T Executive Escalation Team
called and left the following message on my answering machine: “| found what all
the confusion was all about, about my manager thing. That’s not my manager,
she’s a case manager. Miss Davis is not my manager and Ms. Davis was gonna
go to her manager. | don’'t know what's come up with that, | don’t know what
they've done with it. If | need to call you back on anything or if they have me call
you back, | will. Otherwise, | may speak to you another time”.

| have not heard from Robin Stout or anyone else from AT&T since.

10) Effective with the 4/5/10 billing, AT&T raised the price of my “Basic” DSL
service from $10/mo to $15/mo. | have no problem with this since | had
specifically been told when | signed up for the “Basic” DSL service on 11/13/08
that the $10/mo price was guaranteed for 12 months.

11) On 1/29/10, | was told by Mr. Eddie Smith of the CPUC, that once the
complaint is filed (filed 1/31/10), | need pay AT&T only the monthly amount |
believe to be correct. Therefore | have been paying on-line every month and
on a timely basis, a flat amount as follows:

$51/mo against both the 2/5/10 billing (the first billing on which they raised the
monthly plan rate from $35 to $45) and the 3/5/10 billing

$56 against the 4/5/10 billing (which includes a $5 monthly increase on my
Internet DSL service, from $10/mo to $15/mo) and for each monthly billing
thereafter, including through the date of this Formal Complaint

12) AT&T is bullying and intimidating me by sending a disconnection
notice which threatens to cut off my phone and internet service. Its
intention is to coerce me into paying disputed amounts ($104.09 according
to their disconnection notice dated 11/14/10).

On 11/17/10 | called AT&T regarding the disconnect notice of 11/14/10 and
spoke with a woman named Gina P.

As a result of our conversation, | believe she “routed inactive” my account,
reversed the $4.58 late charge that appeared on my 11/5/10 AT&T billing and
reinstated the “pending claim” (I believe for $120) on it, which was removed on
10/18/10 and which removal triggered the disconnect notice of 11/14/10. The
purpose of her action is to temporarily prevent disconnection of my service, in
order to allow time for the CPUC to consider my Formal Complaint.
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DISCUSSION:

AT&T’s email of 1/25/10 states that | no longer qualify for the discounted rate on
my ALL Distance package because | do not subscribe to a qualifying AT&T High
Speed Internet service plan (see FACT 6). At signup on 3/12/09, | did qualify by
virtue of having two AT&T services, “Basic” DSL and AT&T local phone service,
and on 1/28/10, 3 days after AT&T’s 1/25/10 email, “Basic” DSL was still
available and still qualified for the AT&T Unlimited Nationwide Calling
Advantage Plans (see FACT 8). This is in contradiction to the 1/25/10 email.

AT&T unilaterally decided in violation of the agreement | have with it that
“Basic” DSL does not qualify for the “Unlimited Nationwide Calling
Advantage 3 Plan”, the plan | originally signed up for.

That is untruthful and nonsense. It is AT&T's pretext for unilaterally throwing me
off my existing plan and putting me into a different plan (with the exact same
features), so that they could charge more money.

The bottom line here is that AT&T needs to be held accountable for
statements made by their employees and/or contractors in the course of
their employment, to persons responding to and/or signing up for, AT&T
phone plan offerings, something which they apparently are unwilling to do.

AT&T's position is that what | was told by their employees and/or contractors
could not be the case, or if indeed | was told that, then | was given erroneous
information.

How then is a consumer supposed to be able to rely on what he or she has been
told by AT&T customer service people and/or its contractors, in order to make an
informed decision on whether or not to sign up for a plan?

How can four different AT&T customer service people (including a supervisor)

and/or its contractors, on two different dates, 12/11/08 and 3/1 2/09, tell me the
same thing, that “the plan price is guaranteed for as long as | stay with the
plan”.

Has AT&T become so large that management has lost control over its people?
Doesn'’t the right hand know what the left hand is doing? Are these AT&T people
and/or its contractors, not properly trained and/or provided with the correct
information to give to customers? Does AT&T not monitor its customer service
personnel and/or its contractors properly? Does AT&T not communicate the
terms and conditions of its plans to its employees and/or its contractors on a
regular, consistent and timely basis so that these people do not provide
disinformation to prospective customers? Do they just let these people tell the
customer whatever, in order to sign them up and then in essence say: sorry, you
were given erroneous information, so we cannot honor our agreement with you.
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AT&T has a monopoly on local phone service in my area, so they know |
have no where else to go for combined local and long distance plans with
any other provider. They should not and cannot be allowed, to use their
immense financial and political power, to run over and trample California
consumers such as myself.

CONCLUSION:

In summary, AT&T should be held accountable for and made to abide by, the
representations of its customer service representatives (employees or
contractors) and its supervisors.

The phone plan offer that AT&T had on its website at the time | signed up was
just that, an offer. The offer did not use the word “promotion” anywhere on the
website. AT&T would like to call every offer they make a “promotion” to escape
regulation by the CPUC. Every commercial transaction consists of Offer and
Acceptance. An offer is not necessarily a “promotion”, unless stipulated as so.
| believe that this issue falls within the CPUC'’s regulatory purview of oversight

Accordingly, | ask that the CPUC treat this as an ECP and order AT&T to:
1) Re-instate my original phone plan price of $35/mo,

2) Recalculate their previous and future billings to me based on the original
monthly rate of $35/mo, beginning with the 2/5/10 billing on which the $10/mo
increase took effect due to AT&T switching me to a different plan,

3) Reverse the past due balance of $104.09 per AT&T’s 11/5/10 billing (which
balance excludes a $4.58 late charge) and per AT&T’s disconnection notice
dated 11/14/10.

| have been paying each month (see FACT # 11 above) only the amount that
would have been due for the month had they not raised the calling plan price.
That amount, totaling $56, currently consists of $15/mo for DSL+ $41/mo for the
calling plan, rounded up to the next dollar from an average, based on the portion
of the monthly bill designated as “Plans and Services”, over the six months
immediately prior to 2/5/10.

As such, the portion of the unpaid balance attributable to the calling plan price
increase of $10/mo effective with the 2/5/10 billing, approximates $100 calculated
as follows: 2/5/10-11/5/10 = 10 months X $10/mo (disputed increase) = $100.
The residual difference of $4 or $5 ($104.09- $100), is due to surcharges, other
fees and Govt. fees and taxes, computed on the $10 monthly increase, as well
as on the long distance calls, which vary slightly from month to month.

4) Reverse any additional increases to the past due balance of $104.09, which
would again trigger a “disconnect notice”, until such time as this issue is resolved.
It is my intention to continue paying $56/mo, which includes the monthly $15 DSL
charge, while this Formal Complaint is in process and until it is adjudicated.

I will be out of state 1/15/11-2/15/11. Please set the hearing date accordingly.
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Gary Rogovin

From: <ATT.03132009.35128@econfirmation.att-mail.com>
To:

Sent: Friday, March 13, 2009 11:25 AM

Subject: AT&T Order Confirmation

S
g

& atat Order Confirmation

[ Thank you for choosing AT&T |

Please do not respond to this email.
Send us your comments by visiting www.sbc.com/econ/mw/res/contact-us

March 13, 2009

GARY ROGOVIN ORDER CONFIRMATION: C83462168
27073 ESWARD DR ACCOUNT NUMBER: 818-865-8679-960
AGOURA HILLS, CA 91301-2322

Dear Gary Rogovin,

Thanks for choosing AT&T! With AT&T, you're backed by the nation’s largest telecommunications company
unsurpassed array of voice, wireless, entertainment and IP/data communications products and services. We v
a customer and hope your recent change of service request was handled promptly and professionally.

Confirmation of your recent account activity is provided in this e-mail. Please review the information carefully
we've accurately made the changes you requested.

AT&T LONG DISTANCE

With your new AT&T Unlimited Nationwide Calling Advantage 3 plan, you have the freedom to call anywher
United States and most U.S. territories, including Puerto Rico, the U.S. Virgin Islands, Guam, the Northern
and American Samoa. (Calls to Palau are rated as international calls.) Call all day, every day for a low rate
$9.00 per month for all your instate and state-to-state, direct dialed, nationwide long distance calls. Note:
monthly charge for AT&T Unlimited Nationwide Calling Advantage 3 plan is included in the cost of the ALL [
package price.

While this plan includes unlimited calling as described above, it is for residential use only, not for business
(including telemarketing, autodialing, or commercial or broadcast facsimile i.e. fax). This plan cannot be us
distance or local toll access to the Internet. To continue receiving these great benefits, you must be subscr
AT&T Long Distance as your provider for both local toll and long distance services and maintain your All Disc
plan. Customers who remove a component required for this plan, or misuse this plan, will be moved autom
our AT&T ONE RATE® Nationwide 5¢ Advantage long distance plan. This plan allows you to make nationwic
dialed calls from home to anywhere in your state and all over the United States, 24 hours a day, seven day
for a rate of $.05 per minute and a low monthly charge of $4.00.

Remember, AT&T Long Distance has terrific international calling plans. Even with occasional international c
savings can be significant. Please visit att.com/intplan or call us at 1.800.288.2020 to begin saving today!

Information on how to operate your services can be found at att.com/tours. Calling feature instructions are
located in your AT&T White Pages.

Your satisfaction is our #1 priority. If this letter does not accurately reflect the services you ordered or cha
requested, or if you have questions regarding your service, please call one of our knowledgeable Customer
Representatives at 1.800.288.2020 or visit our web site at att.com.

Thanks again for choosing AT&T - setting the standard for a new era of integrated communications anc
entertainment services.

Sincerely, E‘F\J\\Q’ \t. 1 \Ql‘s /}’{5

1/31/2010
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Your AT&T Customer Service Representative

Confirmation of Service Order

L3

SUMMARY

The following is an itemized list of the changes you requested to your AT&T account. Unless otherwise requested at the
time of order, changes are usually activated within 7-10 business days of your order/request date. Please confirm that
this list is accurate, and call us if there are any discrepancies.

SERVICES ADDED:
(818) 865-8679

ALL DISTANCE® CALL SCREEN

CALL RETURN PRIORITY RINGING

CALLER ID SELECT CALL FORWARDING
THREE-WAY CALLING SPEED CALLING 8

CALL FORWARDING CALL WAITING ID

PRIVACY MANAGER METRO PLAN

UNLTD NATIONWD CLG ADVANTAGE 3

The difference in your Monthly Rate* and any One-Time Service and Equipment and/or Installation Charges for the
SERVICES ADDED/REMOVED as indicated above are:

@hly Rate: $®

*Your Monthly Rate includes the Federal Universal Service Fee, E911 and the Federal Access Fee AT&T is required to
collect. Your Monthly Rate could vary if any waivers or discounts apply. Your bill will include and itemize Federal taxes,
currently set at 3% of your charges, and any applicable state and local taxes.

BILLING INFORMATION AND PAYMENT OPTIONS

For more information about your bill, as well as billing and payment options, please visit att.com/billingbasics where
you will find a Billing Basics Interactive Guide and links to other valuable information. Take a tour or view a sample bill
to understand the different charges that may appear on your monthly phone bill.

SPECIAL TERMS, CONDITIONS AND EXPLANATIONS REGARDING YOUR AT&T SERVICES:

Not all services available in all areas.

AT&T California is required to charge rates listed in official documents called tariffs, filed with the California Public
Utilities Commission (PUC). In the unlikely event there is a difference between the rate we quoted you and the rate
specified in the tariff, the tariffed rate prevails. Tariffs are available for inspection at the office of the California PUC or
at att.com/public affairs.

Products in our packages and bundles can be purchased separately. By purchasing them in a package or bundle, you
receive discounts.

A Carrier Cost Recovery Fee of $1.99 per month for your Long Distance plan may apply. The Carrier Cost Recovery
Fee is not a government required charge.

ALL DISTANCE®: excludes taxes, fees, surcharges, subscriber line, extended area, installation charges, and universal
service charges. ALL DISTANCE® service includes an access line for unlimited local service with 9-13 calling features,
including voice mail services, and unlimited long distance service with the AT&T Unlimited Nationwide CallingSM
Advantage 3 plan. This long distance plan is available only in combination with the ALL DISTANCE® package and
customers must subscribe to one qualifying service from an AT&T qualified affiliate. This long distance plan cannot be

Eyyisiv 4. (‘51/3 1/31/2010
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used for long distance or local toll access to the Internet, or for business purposes such as telemarketing, auto-
dialing, or commercial or broadcast facsimile (FAX) where any of these calls would be long distance or local toll calls.

If the AT&T Unlimited Nationwide Calling>™ Advantage 3 plan is used for unauthorized purposes, customers will be
moved to the AT&T ONE RATE® Nationwide 5¢ Advantage long distance plan with a rate of $4 per month and 5 cents
per minute. If non-long distance qualified affiliate(s) are removed, customers will be moved to ALL DISTANCE® with
AT&T Unlimited Nationwide Calling Advantage 1 SM for $45 per month. If long distance provider is removed, your
local service package will be Complete Choice® Enhanced. Long distance service provided by AT&T's long distance
companies. Calls are billed in one-minute increments; partial minutes are charged as full minutes. Prices may vary
based on additional options and class of service. Display equipment is required for Caller ID, Call Waiting ID and
Privacy Manager®. Call Waiting ID requires subscription to Caller ID and Call Waiting. With Caller ID and Call Waiting
ID, some call information may be blocked or not displayed, including information for some calls originating outside of
AT&T’s network and calls carried over facilities that do not transmit Caller ID information. With Call Forwarding,
Selective Call Forwarding, Speed Calling 8, Three-Way Calling and Call Return, local usage, local toll or long distance
charges may apply, depending on the location of the called party. Privacy Manager® is included in Connecticut and
available upon request elsewhere. Additional charges may apply for Privacy Manager®. In certain California
metropolitan areas (ZUM 3), usage charges are incurred for calls that are beyond a customer's local calling area but
are not local toll or long distance. Subscription to the AT&T Metro Plan®M will ensure unlimited local and long distance
calling. The AT&T Metro Plan is available on this offer at no extra charge in California. Availability, rates, terms and
conditions are subject to change. All features and services may not be available in all areas or on all calls and may
not be available internationally.

OTHER IMPORTANT LINKS:

att.com/LDtermsandconditions

Simplify your life with
AT&T eBill™ service!

By * 8T Check it out now for
+ R 8 A
g‘%g Limited Time OGffers,

AT&T eBill

L

Please do not respond to this email. Send us your comments by visiting

www.she com/econ/mw/res/contact-us.

© 2009 AT&T Intellectual Property. All rights reserved. AT&T, AT&T logo and all other marks contained herein are
registered trademarks of AT&T Intellectual Property and/or AT&T affiliated companies.

Exn g a G 3/3
1/31/2010
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[Print] [Close]

From: econfirmation.att-mail.com <ATTCTCS.01252010.038587@econfirmation.att-mail.com>
To:
Subject: AT&T Order Confirmation
Date: Monday, January 25, 2010 5:47:17 PM

%,at&t Order Confirmation

Thank you for choosing AT&T

Please do not respond to this email.
Send us your comments by visiting www.sbc.com/econ/mw/res/contact-us

January 25, 2010

GARY ROGOVIN

27073 ESWARD DR

AGOURA HILLS, CA 91301- ORDER CONFIRMATION: R69682434
2322 ACCOUNT NUMBER: 818-865-8679-960

Dear Gary Rogovin,

We trust you are enjoying the benefits of your ALL DISTANCE® package of services. ALL DISTANCE
packages are designed to save money for AT&T customers who combine select products and services
into one convenient bundle.

A recent review of your account indicates you no longer qualify for the discounted rate on your ALL
DISTANCE package because you do not subscribe to a qualnfylng AT&T H|gh Speed Internet service

downstream speeds).

As a result, your ALL DISTANCE package will increase by $10 per month, a rate consistent with the
qualifying AT&T products and services to which you currently subscribe. Your new total monthly rate
includes your new package price, certain applicable taxes and fees, and additional products or services
included in your monthly AT&T bill.

Although your package will be billed at a higher rate, nothing related to your service will change. Your
services will function as they do today !'u=on!and!u=off! you will receive a discount over the cost of
subscribing to these services individually. Your adjusted ALL DISTANCE package price will be reflected
on your AT&T bill within one billing cycle.

As a valued member of the AT&T family, your satisfaction is our first priority and we want to continue
to provide you with the best possible savings for your choice of AT&T products and services.

Customers subscribing to AT&T High Speed Internet service (Express, Pro or Elite), Wireless from
AT&T, or AT&T | DIRECTV qualify for our most attractive discounts. Please visit us online at att.com or
call us toll free at 1.800.288.2020 with any questions about your current package or to learn about
other package possibilities. o

Thanks for choosing AT&T. We appreciate the opportunity to serve you. E* \J(, &'\" 9\ M

http://webmail.att.net/wmc/en-US/v/wm/4B5F45540007DBE000001 AAD22230650629B0A02D29B9BOE...  1/26/2010




From: econfirmation.att-mail.com

Sincerely,
AT&T Consumer Marketing

Confirmation of Service Order

The difference in your Monthly Rate* is:

Monthly Rate: $10.00

Page 2 of :

BILLING INFORMATION AND PAYMENT OPTIONS
For more information about your bill, as well as billing and payment options, please visit

att.com/billingbasics where you will find a Billing Basics Interactive Guide and links to other valuable
information. Take a tour or view a sample bill to understand the different charges that may appear on

your monthly phone bill.

Terms & Conditions:

Not all services available in all areas.

Speed claim(s) represent maximum downstream and/or upstream speed capabilities which may vary
and are not guaranteed. Many factors can affect actual speeds. In order to enhance reliability and
consistency of performance, some lines may be provisioned at less than the maximum speed capability
but within the range of speed purchased. See the Terms of Service: att.yahoo.com/terms. Service and
speed not available in all areas. Subsidiaries and affiliates of AT&T Inc., provide products and services

under the AT&T brand.

Simplify your life with
AT&T eBill” service!
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Thank you for choosing AT&T.

Reen (2sfio
GARY ROGOVIN

January 25, 2010
27073 ESWARD DR

AGOURA HILLS, CA 91301-2322 ACCOUNT NUMBER: 818-865-8679
L A L L A e

Dear Gary Rogovin,

Thanks for choosing AT&T! With AT&T, you're backed by the nation’s largest telecommunications
company offering an unsurpassed array of voice, wireless, entertainment and IP/data
communications products and services. We value you as a customer and hope your recent change
of service request was handled promptly and professionally.

Confirmation of your recent account activity is provided below and/or in the Summary section of this
letter. Please review the information carefully to ensure we've accurately made the changes you
requested.

Your service now comes with:

ATE&T LONG DISTANCE

With your new AT&T Unlimited Nationwide Calling Advantage 1 plan, you have the freedom to call
anywhere in the United States and most U.S. territories, including Puerto Rico, the US. Virgin
Islands, Guam, the Northern Marianas and American Samoa. (Calls to Palau are rated as
international calls.) Call all day, every day for a low rate of just $19.00 per month for all your
instate and state-to-state, direct dialed, nationwide long distance calls. Note: the $19.00 monthly
charge for Unlimited Nationwide Calling Advantage 1 is included in the cost of the ALL
DISTANCE® package price.

While this plan includes unlimited calling as described above, it is for residential use only, not for
business use (including telemarketing, autodialing, or commercial or broadcast facsimile i.e. fax).
This plan cannot be used for long distance or local toll access to the Internet. To continue
receiving these great benefits, you must be subscribed to AT&T Long Distance as your provider for
both local toll and long distance services and maintain your All Distance® plan. If you choose
another carrier to provide your local toll service, you will not receive unlimited local toll calling
from AT&T Long Distance. If plan is used for unauthorized purposes or required affiliate products
are removed from the customer account, the Company may immediately suspend, restrict or
cancel the Customer's Service.

Remember, AT&T Long Distance has terrific international calling plans. Even with occasional
international calling, your savings can be significant. Please visit att.com/intplan or call us at
1.800.288.2020 to begin saving today!

Your satisfaction is our #1 priority. If this letter does not accurately reflect the services you ordered
or changes you requested, or if you have questions regarding your service, please call one of our
knowledgeable Customer Service Representatives at 1.800.288.2020 or visit our web site at att.com.

-QVER-
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SUMMARY

The following is an itemized list of the changes you requested to your AT&T account. Unless

otherwise requested at the time of order, changes are usually activated within 7-10 business days of

§pur order/request date. Please confirm that this list is accurate, and call us if there are any
iscrepancies.

ERVICES ADDED:
818) 865-8679
UNLIMITED NATIONWIDE CALLING ADVANTAGE 1

BILLING INFORMATION AND PAYMENT OPTIONS

For more information about your bill, as well as billing and payment options, please visit
att.com/billingbasics where you will find a Billing Basics Interactive Guide and links to other valuable
information. Take a tour or view a sample bill to"understand the different charges that may appear
on your monthly phone bill.

Terms & Conditions:

Not all services available in all areas. -

{XTBT California is required to char_ge rates listed in official documents called tariffs, filed with the California Public Utilities Commission
PUC). In the unlikely event there i$ a difference between the rate we quoted you and the rate specified in the tariff, the tariffed rate
prevails. Tariffs are available for inspection at the office of the California PUC or at att.com/public_affairs.

Products in our packages and bundles can be purchased separately..By purchasing them in a package or bundle, you receive discounts.

A Carrier Cost Recovery Fee of $1.99 per month for your Long Distance plan may apply. The Carrier Cost Recovery Fee is not a
government required charge. a
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Questions for AT&T about signing up for the unlimited local and long distance /
lan® offer #1 for $40/month.
\,L,\WME 1) I currently have Sprint long distance and AT&T local phone services and AT&T /
))”' Basic DSL. Do | qualify as a new customer for purposes of the unlimited local L
and long distance offer #1 for $40/month? -3
\g/ S | M 3@
2) when does this offer expvre” ‘ wbquﬂwwss%
G- LTl fon opy Lol

3) for how-long is the plan price guaranteed? og-ale c,u(g/:- Sues
baw A NS el k> & SN w[Y ;?V"SD,\ Siang. (o) )
Erxpma))

4) is there a term comritment required? \%""‘s-»/n L%t
) O —_— CiaPon (SMLM
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5) are the lans terms and conditions provided in writing? NN =
: @p\ﬁ—s o s tgv«fw\ A e n%cshvvaw&”r:ws
/%are local toll calls (for example to the 213 323762 etc) included in unlimited W Puye
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7) what are the calling fea that are included with this plan (for ex: caller ID)?7 2% 15 weoupun
> Q Cprin- 1D Ynionty Lrnlon . MRt d—C Yon
nghat is call waiting ID? "’;":‘-*ﬂj’/\:‘:"“"’“" RSN . L
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8) what DSL level of s‘irwce is included as part of this plan? at®
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Me'*% “9Y 1 read that otherr charges E'B fy, such as taxes ?ees surcharges subscri

line, extended area, installation charges, and universal service charges. NS "“"MS_,&

a) what specifically are fees? Lagie s (® S

b) is there a subscriber line charge and if so, how much? ™~ Yies = Wvaonyg 39 ' g
¢) how much is the universal service charge?: @____,/
d) what is meant by extended area charge? does it include phone numbers that !
are considered to be a local toll call?2 ® Ymareg &S >

o

-
10) a) do | need a separate peripheral device for caller ID or does the caller’s Q
@) phone number appear in the handset window of my AT&T digital phone?— %LS
- b) does the phone retain the phone numbers of callers that hung up ‘M& leaving a

guessage'? Lt Ba_Seomd o {(hnd.  Svamt )y Yo R T S Cpicks
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11) how long does it take to activate the plan and have the services available?
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