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Amy Crawford <amylcrawford2407@gmail.com>

About AT&T Office of the President Inquiry 0004801420
3 messages

Jacob Hrk <g03522@president.att-mail.com> Mon, Jun 22, 2026 at 4:21 PM
To: "Amylcrawford2407@gmail.com" <amylcrawford2407@gmail.com>

Dear Ms. Crawford,

Thank you for sharing your recent experience with us. We’re so sorry this
happened, and we’d like to fill you in on what we’ve done to address the
matter.

Following a full review of your account, we are providing a final update
regarding the billing concerns raised.

• Unintended line 909-536-3153 was added on 02/04/2021 and removed
on 10/05/2023. As these charges date back approximately five years, we
are unable to issue full credits. As a courtesy, we have applied a credit
equivalent to six months of charges, calculated at $50.99 per month,
totaling $305.94. While you indicated you were unaware of the line for an
extended period, customers are responsible for reviewing their bills and
reporting any discrepancies in a timely manner.

• Tablet line 951-432-1312 was added on 12/29/2025 and removed on
06/16/2026. The monthly recurring charges were $15.74 for three months
and $20.99 for three months. As the promised $0.99 tablet pricing was not
honored, we have applied a courtesy credit totaling $105.00.

• The Next Up feature was billed in error on line 408-329-0294 (Jan 26
bill) and line 951-298-7117 (Nov 25 and Dec 25 bills). A total adjustment of
$30.00 has been applied.

• The military promotion of $7.75 was removed in error on lines 408-
329-0294 and 951-298-7117 on the April 2026 and May 2026 billing
cycles. This results in an adjustment of $15.50 per bill, totaling $31.00.

The total adjustment applied to the account is $488.87.

The current account balance after the adjustments is $0.00. However, the
final bill will include charges for any remaining service usage as well as
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accelerated installment balances for devices that were cancelled prior to
completion of the 36-month agreement. These charges are valid and will
not be waived.

Please note that this represents our final determination following a
thorough investigation. A significant portion of the credited amount has
been provided as a goodwill courtesy due to the age of the charges, which
would typically fall outside of normal billing adjustment guidelines.

We appreciate your understanding.

Sincerely,

Jacob Hrk

Office of the President
AT&T Services, Inc.

p (858) 874-9114 | g03522@president.att-mail.com

This message and any attachments to it contain confidential business
information intended solely for the recipients. If you have received this
email in error, please do not forward or distribute it to anyone else but
reply to report the error and then delete this message from your system.

ref:!00D6g05jkYJ.!500fg0LJRoP:ref

Amy Crawford <amylcrawford2407@gmail.com> Mon, Jun 22, 2026 at 7:06 PM
To: Jacob Hrk <g03522@president.att-mail.com>

RE: REJECTED: Office of the President Inquiry 0004801420 / CPUC File No: 734509

Dear Mr. Hrk,

I am formally rejecting your determination regarding CPUC File No: 734509.

While I acknowledge the $488.87 credit to clear the current monthly bill, your review completely fails to address the
breach of promotional contract on line 951-298-7117 (Eliza Crawford). Your email acknowledges that the Next Up feature
was added in error, but completely ignores that when your agents removed it, they systematically deleted her 36-month
smartphone trade-in promotion. She has missed 8 months of credits, and I am now being billed an accelerated hardware
balance of $505.51 on a contract AT&T broken.

Furthermore, limiting the fraud credit for the 2021 ghost line (909-536-3153) to just six months is unacceptable. Your own
back office verified that this line sat active for over two and a half years with exactly 0.00 GB of data usage. AT&T
collected over $1,350.00 in fraudulent revenue due to conditional sales fraud committed by your retail staff. Telling a
consumer they are responsible for discovering a hidden commission-padding line does not absolve AT&T of the legal
requirement to return stolen funds.

I will not authorize the CPUC to close this file. I demand that AT&T issues a manual credit to completely absorb the
remaining accelerated device installment balances. If AT&T refuses to wipe out the remaining balance to a true net-zero
total, I will request that the CPUC Consumer Affairs Branch escalate this file to a formal state enforcement investigation
for retail fraud and deceptive bundling.

Sincerely,
Amy Palacio
On behalf of Dennis PalacioAccount Number: 337135027405
[Quoted text hidden]
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Jacob Hrk <g03522@president.att-mail.com> Tue, Jun 23, 2026 at 9:46 AM
To: "Amylcrawford2407@gmail.com" <amylcrawford2407@gmail.com>

Hello Ms. Crawford,

Thank you for your patience while we reviewed your concerns.

After a thorough review, I would like to confirm that you are correct regarding the trade-in credits that were impacted
following the removal of Next Up. To address this, I have applied an additional adjustment of $100, which reflects 8
months of the missed promotional credit at $12.07 per month.

Regarding your request for additional credits tied to a line added in 2021, I’m unable to accommodate this. The charges
for that line have been consistently reflected on your monthly statements for over two years, and any discrepancies would
typically need to be reported within a reasonable timeframe. As an exception, a 6-month credit has already been applied,
which exceeds the standard policy and was not provided in prior interactions.

Additionally, I must clarify that the accelerated installment charges are valid and will not be credited. These balances
resulted from active installment agreements that were voluntarily accelerated when the account transitioned to a different
service provider. As such, they remain the customer’s responsibility.

At this time, this has been reviewed in full and reflects a valid and final resolution. Should any additional cases be
submitted by another party or agency, they will be informed of this outcome and the resolution already provided.

Sincerely,

Jacob Hrk
AT&T Office of President

--------------- Original Message ---------------
From: amylcrawford2407 [g03522@president.att-mail.com]
Sent: 6/22/2026, 9:06 PM
To: g03522@att.com
Subject: Re: About AT&T Office of the President Inquiry 0004801420
 
RE: REJECTED: Office of the President Inquiry 0004801420 / CPUC File No: 734509
 
Dear Mr. Hrk,
 
I am formally rejecting your determination regarding CPUC File No: 734509.
 
While I acknowledge the $488.87 credit to clear the current monthly bill, your review completely fails to address the
breach of promotional contract on line 951-298-7117 (Eliza Crawford). Your email acknowledges that the Next Up feature
was added in error, but completely ignores that when your agents removed it, they systematically deleted her 36-month
smartphone trade-in promotion. She has missed 8 months of credits, and I am now being billed an accelerated hardware
balance of $505.51 on a contract AT&T broken.
 
Furthermore, limiting the fraud credit for the 2021 ghost line (909-536-3153) to just six months is unacceptable. Your own
back office verified that this line sat active for over two and a half years with exactly 0.00 GB of data usage. AT&T
collected over $1,350.00 in fraudulent revenue due to conditional sales fraud committed by your retail staff. Telling a
consumer they are responsible for discovering a hidden commission-padding line does not absolve AT&T of the legal
requirement to return stolen funds.
 
I will not authorize the CPUC to close this file. I demand that AT&T issues a manual credit to completely absorb the
remaining accelerated device installment balances. If AT&T refuses to wipe out the remaining balance to a true net-zero
total, I will request that the CPUC Consumer Affairs Branch escalate this file to a formal state enforcement investigation
for retail fraud and deceptive bundling.
 
Sincerely,
Amy Palacio
On behalf of Dennis PalacioAccount Number: 337135027405
 
[Quoted text hidden]
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Amy Crawford <amylcrawford2407@gmail.com>

About AT&T Office of the President Inquiry 0004896598
1 message

Jacob Hrk <g03522@president.att-mail.com> Mon, Jul 13, 2026 at 2:44 PM
To: "amylcrawford2407@gmail.com" <amylcrawford2407@gmail.com>

Hi Amy Crawford,

I did verify that I personally provided you the credit for the missing military
discount on our previous case already and wrote it in the final email to you
as well. This is what I wrote there:
"The military promotion of $7.75 was removed in error on lines 408-329-
0294 and 951-298-7117 on the April 2026 and May 2026 billing cycles.
This results in an adjustment of $15.50 per bill, totaling $31.00."

Additionally, I spoke to my manager and they sustained my position, valid
credits have been already provided and even the 6 months' worth of
credits that I added for the unintended line were already a courtesy from
our end.

Therefore, as mentioned on the call, there will be no further action made
on the account and the previous resolution stands. All of the current
charges represent accelerated installment plans and are valid.

I will provide this response to the State Commission or any other agency
involved.

Sincerely,

Jacob Hrk

Office of the President
AT&T Services, Inc.

p (858) 874-9114 | g03522@president.att-mail.com

This message and any attachments to it contain confidential business
information intended solely for the recipients. If you have received this
email in error, please do not forward or distribute it to anyone else but
reply to report the error and then delete this message from your system.
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 Complainant requests that the Commission enter a binding Order granting the following 
 administrative relief: 

 1.  Direct the Defendant to reverse the outstanding accelerated past-due balance of $3,167.90 
 down to a permanent total of exactly $0.00. 
 2.  Order a full corporate write-off of all remaining hardware installments as specific performance 
 damages for Defendant's prior material breach of promotional contract terms. 
 3.  Order the Defendant to comply with California Public Utilities Code § 736 and fully disgorge 
 and refund all remaining uncredited revenue retained from the 26-month crammed ghost line 
 (909-536-3153). 
 4.  Issue an immediate regulatory injunction prohibiting the Defendant or any associated 
 third-party collection agencies from reporting this fully disputed, fraudulent debt to Equifax, 
 Experian, or TransUnion credit bureaus. 

 Dennis Palacio 
 Mailing Address: 1973 Foothill Pkwy, Ste 110, Corona, CA 92881 
 Contact Email: amylcrawford2407@gmail.com 
 Dated: August 17, 2026 



 ATTACHMENT TO FORMAL COMPLAINT: SECTION (F) - STATEMENT OF CLAIM 

 Complainant: Dennis Palacio 
 Defendant: AT&T Mobility / AT&T California 

 The Defendant’s claim that I voluntarily ported my lines and triggered automated device 
 acceleration penalties is factually and legally incorrect. The Defendant committed a prior 
 material breach of our contract through a systemic pattern of billing fraud and corporate errors. 

 Specifically, the Defendant: 

 1.  Slammed an unauthorized "Next Up" feature onto my account against my express 
 instructions, and subsequently stripped away my contractually guaranteed 36-month trade-in 
 promotion codes (on line 951-298-7117) as a direct result of removing their own error—a fact 
 explicitly admitted in writing by AT&T Office of the President Analyst Jacob Hrk; 
 2.  Unilaterally and erroneously removed my Military Appreciation Discount; and 
 3.  Crammed an unauthorized "ghost line" (909-536-3153) onto my account for 26 months, 
 which accumulated 0.00 GB of data and which the Defendant has admitted in writing was an 
 "unintended line." 

 This compounding misconduct caused my monthly bill to increase uncontrollably. My departure 
 from the network was a forced, involuntary migration to mitigate ongoing financial damage 
 caused entirely by the Defendant's prior breaches. Because the Defendant invalidated the 
 financial terms of our agreement first, they have waived the legal right to enforce accelerated 
 hardware termination penalties of $3,167.90. 

 Dennis Palacio 
 Mailing Address: 1973 Foothill Pkwy, Ste 110, Corona, CA 92881 
 Contact Email: amylcrawford2407@gmail.com 


















