AT&T Midwest
Executive Office

220 N, Meridian 5t.. Am, 861

Indianapolis, IN 46204
March 12, 2069
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Joan Richards -
35799 Ridge Rd.

Willoughby, OH 44094

Dear Ms. Richards,

I a1 wiiting 0 response to the copversation we had on March 12, 2009, regarding the
pavment processing ervor which took place in November and December of 2008.

- In our conversation, I advised I had spoken with the original representative who
mnvestigated the payment claims from November and December. 1 was advised the error
occurred due to a data entry error. When a check 1s received, the check numbers are
¢itered and submitted electronically to the bank. If there is a single key stroke error, the
payvment will be returned and not processed. 1 apologize for any frustration this matter
has caused.

i have teviewed your account and show all the appropuate corrections have been made 1o
reflect a perfect paying historv. Furthermore, [ have issued a $50.00 credit as a good will
gesivee. You are a valued AT&T Ohio (“AT&T”) customer. Again, I apologize tor any

moeonvenience this matter has caused. If [ can be of any further assistance, please fecl
free to contact me at the number listed below.

Sincerely,

T Snainhower
Lxecuitve Assistant

{800} 592-5386, extension 41802
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WILES AND RICHARDS

ATTORNEYE AT LAW

WWW. WILESRICHARDS .COM wWiLLOLIGHRY OFFICE
JOHN W. WILES, CO., L. P A. A5000 KAISER COURT
DANIEL F. RICHARDS, CO., L.P.A. SUITE 306
' . WILLOUGHBY, OHIO 44094
. LuC .
MICHiEL (F:, ;ER;iNO TEL: (440) 942-6262
MICHAEL P. FAX: (440) 842-7211
GEOFFREY W, WEAVER May 12, 2009
STACY E. DAME MADISON OFFICE
1 6550 NORTH RIDGE ROAD
AMY M. PENNGS
Houghby MADISON, OHID 44057
TEL: (440) 42B-21 36
REPLY TO ATET 352-3079
AT& 951-6145
150 East Gay Street FAX: (440) 428-6577
th
9" Floor

Columbus, OH 43215

Attention: Dionna Presntice

Inre: Continued Harassment of and Threats of lllegal Termination of Telephone
Service by AT&T to Joan Richards, 35799 Ridge Rd, Willoughby, CH 44094
Tel. No. 440-942-4298: Account No. 440-942-4298 209 |

Blear Ms. Prentice:

Unfortunately we must again notify you and your company of the continued harassment
of our clienm Joan Richards. a customer of AT&T at the above address and phone number

since 1963, regarding vour company’s continued practice of improperly billing her for
her telephone.

I am enclosing a copy of the AT&T monthly statement for March 8, 2009 through April
7, 2009. The billing shows a previous bill of $56.70. it also shows a credn of $56.70. And
then indicates that there is an "adjustment" of $6.70 which has been added to current

charges of $64.19 creating a balance due of $70.89. Your own statement indicates that
the $6.70 line charge was a part of the $64.19.

The 56.70 "line charge” is a recurring part of the overall billing each month. It was part
of the previous billing for $56.70 and paid according to your own statement by check on
March 23, 2009. There was nothing due from our client by way of an "adjustment” in ihe
amount of $6.70 for the billing period in your statement.

This mappropriate billing again seems to be the result of a totally mept method of _
accounting for the payments made by its customers 10 AT&T. Receivable Depanmelgal
P.Q. Box 8100, Aurora, 11. 60507-8100, and what is more troubling, the continuinglupset
and aggravation that this harassment causes to Ms. Richards. )

For the past 45 years Ms. Richards has never experienced a problem regarding the O
payment of any ot her bills and your own records indicate that this is especially tru
regarding the payment of her phone bill until the past several months. '
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For your convenient reference, I am enclosing a copy of my letter to your company dated
February 20, 2009. As a consequence of that communication. there was a $50 credit
extended 10 Ms. Richards 10 make up for the harassment and aggravation that your
company caused her by all the inappropriate billing, argument and insult that she had 10
put up with from AT&T over the course of several months. A copy of the AT&T

response letter referencing the $50.00 credit is also enclosed for your convenient
reference.

It is obvious that AT&T has been receiving timely payment of all of its hills from this
customer for over the past 45 years without so much as hint of a problem. However, the

last properly recorded payment by AT&T relates 10 the August billing of $69.77 which
was paid by check #644 on September 16, 2008.

Since that pavment. the perplexing history of AT&T ineptitude has proved to be more
than a modest aggravation 1o Ms. Richards. She is 80 years of age, has undergone
gquintuple bypass surgery and survives with the aid of a pacemaker. The aggravation she
has been put through by AT&T is not excusable. The outright lies made by AT&T
personnei 1o the effect that they had actually received checks from Ms. Richards in
payment of the phone bill but that the Charter One Bank had bounced 1hese checks for
fack of funds is nothing short of amazing. The rudeness directed to Ms. Richards by
AT&T personnel. under these circumstances, and to a Joyal customer of this long-
standing. is absolutely disgusting. The aggravation and subsiantial emotional upset
created by this most recent episode of AT&T misconduct has plaved no little part in her
recent hospitalizations on two occastons for cardiac and blood pressure problems.

This letter is 10 notify AT&T that if Ms. Richards continues 10 receive incorrect billing
statements and/or 1s again improperly threatened with disconnection of her telephone or
1s in fact disconnected Jor allegedly not making payment to AT&T, due io the failure of
AT&T 10 properly acknowledge and recard payment or 1o appropriately construct its own
billing statements, it will result in immediate litigation being commenced against AT&T
for the continued course of misconduct which can only be characierized as wanton and
will{ul and/or intentional and/or negligent infliction of emotional distress,

The undersigned can only conclude that Ms. Richards' experience is not unique and that
many other customers of AT&T have been forced 10 undergo the same aggravation and
have been billed improperly. including late charges. reconnection fees, etc. The
prospects of class-action litigation will certainly be considered and mnvestigated as an
appropriate method of bringing relief to all of those customers.

Furthermore, I am notifying the Public Utilities Depariment of Ohio and the Ohio
Consumers” Counsel of this totally inept provision of service.

Please acknowledge receipt of this communication and notify the undersigned of what
AT&T intends 1o do 1o rectify the problems that 1t has created and the aggravation and
harm done to Ms. Richards.



aniel F. Richards
Email: diichardsiowilestichards.com
Direct: (440) 942-6262 Ext_ 111

DFR:il

cc: The Public Utilies Commaission of Ohio
180 East Broad Street
Columbus, Ohio 43215

Office of the Ohio Consumers™ Counsel
10 West Broad Street, Suite 1800
Columbus, Ohio 43215

Tim Spainhower

Executive Assistant

AT&T Midwest

Executive Office

220 N. Mendian St. Rm. 861
Indianapolis. IN 46204
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Monthly Statement

Mar 8 - Apr7, 2009

Bill-At-A-Glance

Previous Bill 56.70 .

Payment - Thank Youl - 56.70CR
Adjustments 6.70
Balance 6.70
Current Charges 64.19
Total Amount Due $70.89

Current Charges Due in Full By Apr 29, 2009

Billing Summary

Questions? Visit att.com

PMans and Services ' 26.49
1-800-288-2020
Repair Service;
1-800-572-4545%5
Automated Billing/Payment Arrangements:
1-800-660-2626

AT&T Long Distance 1.70
1-800-288-2020

ATET Internet Services 30.00
1-877-722-3755

Total of Current Charges 64.19

3775.2.83.26053 1 AV 0.324 Mailed by date Apr 10, 2009
'-ll'!'f'"ll'l"h"|""l'l’l'I'lfi'ulhll"u"l'l'llil'lt"'

JOAN RICHARDS
35799 RIDGE RD
WILLOUGHBY OH 44(34-4152

’ Thank you for being a valued AT

JDAN RICHARDS . Pogs V10f3
35799 RIDGE RE Accousd Number 440 542-4208 209 |
WILLOUGHBY, OH 44084-4152 Billing Dade  Apt 7, 2009

Weh Sie att.com

Detail of Payments and Adjustmeaits

Item

MNo. Oate Description Adiustments Payments
1 3-12 Moenthly Service 5D.00CH
2 3-18 Payment 56.70
2 322 Returned Checkis) b6.10

Totals B.70 56.70

Plans and Services

Manthly S$ervice - Apr 7 thru May 6

Line Chatge 670
Unlimited Residence Service 7.56
Inside Wire Maintenance Flan 395
Federal Access Charge 541
Total Monthly Service 23261

Aditions ant Changes 1o Service
This secticn of yeur bifl reflects charges and credits resufting fram
account activity.
ltem Monthly Ameunt
No.  Description Quantity Rate Billed
Effective Apr 1, 2009, your
- Bill yeflects an increase of
8.10 in your Monthiy
Seqvice charges. Charges are
prarated from Apr 1, 2009
tivru Apr 6, 2009
1. Monthly Service 02

Local Calls
local Calling Plus
Calling Area B
Minutes - Initial - 9:00pm-8;00am - Mon thru Fri
Al Bay Sawmtday, Sunday and Holidays
1 Minuteis) billed a1 30203 each
Total Usage for Calling Area B

BB

v &T custome;| Whe .
authorization to clear your check elenpon: 7 you send us a check as payment. you give a one ime

payment Y_our ariginal check wiil not

vevw.att.com/stoppaper using your checking account or credit

R ——

v in AT&T's check conversion
d stamgls, sign-up for aute payment at
caid [t's easy, secure, and canvenient]
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ATA&T Long Distance

ATAT Long Distance

Thank you for your business. We appreciate the
opportunity to serve you.

Invoice Summary

{as of March 22, 2009}

Current Charges

Sarvice Charges .00
Credits and Adjusiments 00
Cali Charges §.62
Surcharges and Other Fees 2.62
Taxes 48
Total Invaice Sumsary 1.70

Call Charges - Feb 215t thru Mar 20th

Calls for 440-942-4208

Domestic

No. iate Time Flace Catled . Humber Coje Min __Amount
12X 226P MARCO IS FL 235 642-8898 N 14:00 1.62

Subtotal Domestic Calls for 440-042-4298 4.62
Total Domestic Calls for 440-842-4208 4.62
Total Calls for 440-942-4208 4.62
Total Calt Charges 4.62
Surcharges and Other Fees

2 Carrier Cost Racovery Fee 1.89

3 Fod iniversal Service Find 63
Total Surcharges and Other Fees 2.62
Tanas o

4 Federal 00

5 State Al

6 Hunicipal 06

7 Kon Home Stale .00
Total Taxss A8
Total Inwoice Charges 1.70

Key for Calling Codes:
A Apytime B Collect

O Day E Evening

H Third Numbher I Special Intrastate
M dultiple Rate Period N NightWeekend
0 Operator Completed - Dizl Rates Apply

R Standard Overseas S Station to Station
X Conference

€ Calling Card
F Call Forwarding
i. Late Night

P Person to Persan
T Discount Overseas
Y Economy Dverseas 3 Three Way

Total AT&T Long Distance 1.0

@ 2006 AT&T Knowledye Ventnros, AN rights reserved.

Page Zo0f3 “ . ¥
Account Nember 440 942-4298 205 1 ©
Billing Dak Apr 7, 2009

JOAN RICHARDS
157499 RIDGE RD
WILLOUGHBY, OH 540941152

ATALT Internet Services

For Billing Inquiries:

AT&Y High $peed Internet{DSL) customers call 1-800-283-2020.

AT&T Yahoo! Web Hosting customers call -866-722-9937.

AT&T Web Hosting{SM){Shared Hosting, Virual Dedicated Server(V0S) and
Managed Dedicated Server(MDS), call 1-888-932- 4678, ATRY Wi-Fi contact
infarmation located at www.attwifi.com. For all Homezone {HZ) billing
inquiries, visit https//mtbspselfcare.sbeis.sbe.com/ and login 1o view

and/or manage your monthly Homezone video billing transactions.

Miscellsneous Charges and Credits

This section of the bill rellects charges and/or credits applied

10 your account

No. Date Descriptien

For Sesvices on 20188343

1 0326 AT&THSIPRO 30.00

Service Date: U3/20/09-04/24/09
MAS MARIE RICHARDS
HSI No. 440 942-4268
ahr888@sbeglobal.net

Total ATET laternet Services 30.00

“News You Can Use’

PREVENT DISCONNECT

Thank you for being a valued customer. Itis important to inform you
that all charges must be paid each month to keep your account current
and prevent collection activities. In addition, please be aware thai

we are required to inform you of certain charges that MUST be paid in
order ta prevent interruption of basic local service. These charges
are already included in the Total Amount Due and are 500,

CARRIER INFO
AT&T Long Distance, or @ company that resells their service,
is yous long distance and local 1l carrier.

TOLL LIMITS

Please be aware that youwr accountis subject to a toit and long
distance availability imit Should you reach your limit, your abifity
to meke toll and long distance calls will be interrupted uniil a
payment is received.

ELECTRONIC PAYMENTS

When making a secure electronic bill payment from your bank account
over the phane, you will need te provide sufficient information to
suthenticate yourself as the account owner. By providing this
information, you are authorizing AT&T and your financial institution to
procass a ane-time debit from your bank account for payment of your
bilt. Other bill payment options are available a1 wwwy atLcom.

PAYMENT OPTIONS

Pay bills online FREE of charge at amt.cam, Go There Todayl You can
also pay by cailing 1.800.288. 2020 and saying "Fay Bi{". Payments
made with an AT&T representative may be subjeet 10 a 55.00 payment
convenience fee. You can mail your paymentin the enclosed envelope.

3775.002.026053.01.02.0000000 NNNNYNNY 5212552125
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News You Can Use

News You Can Use - Continued

PAYMENT & INQUIRIES
Allow 5 days when paying by mail. You may slse pay 8t an authorized
agent or by calling 1800 660-2626 to Charge by Phone. Nonpayment of
toll or non-regulated services may resultin dis¢onnection or
restriction of such services andfor collection action. For problems
with your residential setvice, please call us at 1800 288-2020.

If your complaint is not resolved after you have called AT&T, o for
general utlity informaiton, residential and business cusiomers may
contactthe Public Ublities Commissien of Ohio for assistance at 1 800
636-7826 (toll tree) or for TTY at 1 800 686-1570 {1oll free) from B:00
a.m. 1o 5:00 p.m. weekdays, or at www_puco.chin.gov.

Residential customers may also contact the Dhio Consumers' Counsel for
assistance with complaints and utility issues at 1 877 742-5622 (toll
free) from 8:00 a.m_ to 5:00 p.m. weekdays, or at www.pickocc.org.

UNIVERSAL SVC FEE

Eftectve 4/1/2009, the Federal Universal Service Fee has increased.
This fee supports telecommunication needs of low-income households,
consumers living in kigh-cost areas, schools, libraries and sural
hospitals. Your current bill reflects the change. For more information,
please contact an AT&T Service Representative at the phana-number
listed an the front of your bill. Thank you for choosing AT&T.

ATRT UNIVERSAL CARD

SAVE UP TO 10% ON YOUR AT&T SERVICES with AT&T Universal Savings
Card for the first 12 inanths and up to 5% savings therealter. Save even
move with tow APR on balance transfers and NO annual fee. Reskrictions
apply. Call 1.800.361.9793 for details.

JOAN RICHARDS
35799 RIGGE AD
WILLOUGHBY, OH 84094-4152

Page 3o0f3
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Billing Date Apr 7, 2009
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