
 

 

Mary Ryan Fenlon 

General Attorney 

AT&T Services, Inc. 

150 E. Gay St., Rm. 4-A 

Columbus, Ohio 43215 

T: 614.223.3302 

F: 614.223.5955 

mf1842@att.com 

       July 1, 2010 
 
 
Reneé J. Jenkins, Secretary 
Public Utilities Commission of Ohio 
180 East Broad Street, 13th Floor 
Columbus, Ohio 43215-3793 
 
 Re: Vondelise Jones v. AT&T Ohio 
  Case No. 09-1020-TP-CSS 
 
Dear Ms. Jenkins: 
 
 Pursuant to Attorney Examiner Jim Lynn’s directive on the record during the hearing 
in this matter (see page 59 of the transcript), I am re-filing the testimony of AT&T Ohio 
witness Ms. Kathleen Gentile-Klein as a public document.  The exhibit, which now includes 
all of the complainant’s bills, has been marked as Exhibit 1A. The corrections that Ms. 
Gentile-Klein made to her testimony on page 5 at the start of the hearing have also been 
reflected in this document.   In addition, AT&T Ohio withdraws its Motion for a Protective 
Order relative to the previously filed confidential documents. 
 

Thank you for your courtesy and assistance in this matter.  Please contact me if you 
have any questions. 
 

Very truly yours, 
 
 
       /s/ Mary Ryan Fenlon 
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         AT&T Ex. 1A 
 
 
       
 

BEFORE 
THE PUBLIC UTILITIES COMMISSION OF OHIO 

 
 

Vondelise Jones,    ) 
      ) 

       ) Case No. 09-1020-TP-CSS 
  Complainant,    ) 
       ) 
 v.      ) 
       ) 

AT&T Ohio,     ) 
       ) 
  Respondent.    ) 
 
 
 
 

TESTIMONY 
OF 

KATHLEEN M. GENTILE-KLEIN 
 
 

 
 
 
 
Filed on behalf of Respondent 
 
AT&T OHIO 
 
 
 
By: /s/__Mary Ryan Fenlon__________ 
      Mary Ryan Fenlon 
 
 
 
Its Attorney 

       150 East Gay Street, Room 4A  
       Columbus, OH  43215 
       (614) 223-3302  
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1. Q. Please state your name and business address? 

A. My name is Kathleen Gentile-Klein and my business address is 45 Erieview Plaza, Cleveland, Ohio. 

 

2. Q. By whom are you employed and what is your position? 

A. I am employed by AT&T Ohio.  My position is Area Manager – Regulatory Relations. 

 

3. Q. For how long have you been employed in the telephone industry? 

A. I have been employed in the telephone industry for 31 years. 

 

4. Q. Would you briefly review your AT&T experience? 

A. During my employment at AT&T, I have worked in several departments of the Company, such as the 

Legal Department, Network Services and the Regulatory Department.  I have spent the last 15 years 

working in the Regulatory Department handling Boundary Changes, Customer Complaints, and Service 

Quality Issues. 

 

5. Q. Would you explain the responsibilities of your present position as Area Manager in the Regulatory 

Department? 

A. I am responsible for processing customer complaints referred to AT&T Ohio mainly from the Public 

Utilities Commission of Ohio (PUCO) and from the Ohio’s Consumers’ Counsel (OCC).  This involves 

working directly with our Executive Appeals organization that provides the necessary responses on 

complaints filed by our customers with the PUCO and OCC.  This work requires me to be familiar with 

the rules and regulations of the PUCO and AT&T’s Ohio’s tariffs. 

 

6. Q. Are you familiar with the complaint filed by Vondelise Jones in this case? 

 A. Yes 
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7. Q. Please explain: 

 A. I have investigated the customer’s account and have determined the following.  Ms. Vondelise Jones 

combined her wireless service account number 330-631-7780 with her landline service, account 

number 330-773-3890-473-9, which first became evident on the October, 2005 billing statement.  This 

is a common practice called a “Combined Billing” statement wherein charges for the local, long distance 

and wireless services are combined on one billing statement.  Ms. Jones was combined under account 

number, 330-773-3890-473-9. Ms. Jones paid this Combined Bill beginning with the October, 2005 bill 

until the May, 2008 bill.  In May, 2008 Ms. Jones started making partial payments to the combined 

account.  Ms. Jones continued to make partial payments which for the most part only covered local and 

some long distance service charges.  The wireless charges went unpaid for several months.  

Accordingly, a Bill Separation notice was sent on October 20, 2008.  Bill Separation happens when past 

due charges, such as the wireless charges, become unpaid after several months. If account holders do 

not respond to collection efforts, the Company has the ability to systematically remove the delinquent 

past due charges from the live account, issue a final bill, on the separated unpaid charges, and 

promptly refers the final account to an outside collection agency or attorney.  On October 25th, 2008 the 

past due charges of $481.10 were separated off of the Combined Billing statement account number 

330-773-3890-473-9 and placed on the final bill with a new account number of 330-773-3890-474-7.  

The final bill was then referred to Bay Area Credit Service LLC for further collection action on 

December 8, 2008. 

   

8. Q. Please explain in greater detail how the Combined Billing process works. 

A. For purposes in this case, I have collected the relevant billing statements for both the local and wireless 

accounts and account Notes to illustrate the customer’s billing history.  AT&T Ohio Attachment A 

includes the AT&T October, 2005 Combined Billing statement showing that the wireless account was  
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established and added to the local service bill.  Attachment A also includes an example of how Ms. 

Jones still received a wireless bill each month, but that the charges on those bills would reflect a paid 

status, because those wireless charges were transferred onto the local service bill. 

 

9. Q. Please identify and explain AT&T Ohio Attachment B. 

 A. AT&T Ohio Attachment B is the AT&T November, 2005 Combined Billing statement showing that the 

charges incurred on the October, 2005 statement in the amount of $247.99 were paid in full.  

Attachment 1 is the October, 2005 wireless statement.  The wireless charges from the wireless 

statement (see asterisk*) are displayed on Ms. Jones’s landline bill and are combined in the total 

amount due.   

  

10. Q. Please identify and explain AT&T Ohio Attachment C. 

 A. Attachment C is the October, 2006 Combined Billing statement showing that the customer continued to 

have Combined Billing with local and wireless services.  Attachment 2 is the September, 2006 wireless 

statement.  The wireless charges (see asterisk *) are displayed on Ms. Jones’s Combined Bill and are 

included in the total amount due.  Ms. Jones continued to pay her Combined Bill in full. 

  

11. Q. Please identify and explain AT&T Ohio Attachment D. 

 A. Attachment D is the November, 2007 Combined Billing statement showing that the customer continued 

to have Combined Billing of local and wireless services.  Attachment 3 is a copy of Ms. Jones’s 

October, 2007 wireless statement which identifies customer’s wireless charges.  Ms. Jones continued 

to pay her Combined Bill in full month after month.   

   

12. Q. Please identify and explain AT&T Ohio Attachment E and Attachment F. 

 A. Attachment E is the April, 2008 Combined Billing statement showing that the customer continued to 

have Combined Billing with local and wireless services.  Attachment 4 is Ms. Jones’s April, 2008 

wireless statement which identified her wireless charges.  Attachment F is the May, 2008 Combined 



Testimony in Case 09-1020-TP-CSS 
Kathleen Gentile-Klein 

 

5 
 

Billing statement.  This is the first point in time where the customer started making partial payments on 

her account.  These partial payments were applied to her local service charges only, leaving her other 

toll and wireless charges unpaid.  

   
  Previous March Bill - $ 96.34 
  Payment  - $ 96.46 
  Current Charges - $ 93.91 
  Total April, 2008 bill - $ 93.79 
 
   
  Previous April Bill - $  93.79 
  Payment   - $  30.00 
  Current Charges - $  63.48 
  Total May, 2008 bill - $127.27 
 
   
 
13. Q. Please identify and explain AT&T Ohio Attachment G. 

 A. Attachment G is the June, 2008 Combined Billing statement showing that the customer continued to 

have Combined Billing with local and wireless services.  Attachment 5 is Ms. Jones’s May, 2008 

wireless statement which identifies the customer’s wireless charges.  The customer continued to make 

partial payments for her service which only covered her local service charges, leaving her other 

charges unpaid.  On 6-5-08 Ms. Jones was sent a Notice for the past due toll and wireless charges on 

her account in the amount of $63.48.  Ms Jones then called in on 6-12-08 to discuss the account.  The 

service representative advised Ms. Jones that her local service charges have been cared for, under the 

Combined Bill, but the remaining charges for toll and wireless were not covered.  While Ms. Jones 

wanted to make partial payment on the Combined Billing account, the service representative explained 

that the company would not guarantee that the wireless service would not be suspended for any past 

due amount and that further collection action would continue. 

  Previous May Bill  - $127.27 
  Payment  - $  50.00 
  Current Charges - $ 173.52 
  Total June, 2008 Bill - $250.79 
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14. Q. Please identify and explain AT&T Ohio Attachment H. 

 A. Attachment H is the July, 2008 Combined Billing statement showing that Ms. Jones continued to have 

Combined Billing with local and wireless services.  Attachment 6 is Ms. Jones’s June, 2008 wireless 

statement which identifies her wireless charges.  Ms. Jones continued to make only partial payments.  

On 7-3-08 the customer was sent another notice due 7-13-08 for a past due balance of $173.52. 

   

15. Q.  What did Ms. Jones do after receiving the notice? 

 A. On 7-17-08 the Company received a payment in the amount of $50.00 from the customer.  Ms. Jones 

called in on July 22, 2008 and an AT&T service representative explained the current charges displayed 

on the 6-25-08 statement and explained that the 7-17-08 payment, which was only $50.00, had only 

covered her local current charges and a small portion of her past due toll and wireless charges.  The 

service representative offered payment arrangements to cover the remaining past due charges and 

transferred Ms. Jones to the Live Account Collection Group.  When Ms. Jones stated that she could 

only make payment arrangements for $50.00 and not the total balance of the account, she was 

informed at that time that further collection action would continue on the full past due balance of the 

Combined Bill of $375.40.  In July, the AT&T Wireless Group was notified of the past due balance and 

the wireless service was permanently disconnected for non-payment on 7-30-08.   

  Previous June Bill - $250.79 
  Payment  - $         0 
  Current Charges - $124.61 
  Total July, 2008 bill - $375.40 
  

16. Q. Please identify and explain AT&T Ohio Attachment I. 

 A. Attachment I is the August, 2008 Combined Billing statement showing that the customer was billed an 

Early Termination Fee for cancellation of the wireless contract.  On 7-30-07, Ms. Jones had entered 

into an upgrade agreement for 2 years which would have otherwise expired 9-30-09.  This is the reason 

for the Early Termination Fee.     

  Attachment 7 is Ms. Jones’s July, 2008 wireless statement which identifies the Early Termination Fee of 

$175.00.  On 8-7-08, Ms. Jones was sent a Notice for the past due balance of $325.40 due 8-17-08.  
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Ms. Jones called and made a payment arrangement of $50.00 for 9-4-08.  Ms. Jones did not make that 

payment.   On 9-8-08, Ms. Jones was contacted by the Live Account Collection Center which requested 

a payment arrangement.  Ms. Jones advised the representative that she needed to separate the bill for 

the wireline and the wireless services.  She stated that the wireless service was not in use and she did 

not want to terminate the wireline bill.  Ms. Jones made a payment arrangement of $50.00 for 9-8-08 to 

cover local service charges. The payment was received and posted to her account on 9-9-08.  On 9-13-

08, Ms. Jones received another Notice for a past due balance for toll and wireless charges of $504.67.   

  Ms. Jones called in and made another payment arrangement for $50.00 on 10-6-08.  

 

  Previous Balance  - $375.40 
  Payment  - $  50.00 
  Current Charges - $229.27 
  Total August 2008 bill - $554.67 
 

  
17. Q. Please identify and explain AT&T Ohio Attachment J. 

 A. Attachment J is the September, 2008 Combined Billing statement which shows that toll and wireless 

charges had stopped and that it only included the current wireline charges.  However, the past due 

charges were still included on this billing statement.     

     
    Previous Balance  - $554.67 
  Payment  - $  50.00 
  Current Charges - $  26.43 
  Total Sept. 2008 bill - $531.10 
 

18. Q. Please identify and explain AT&T Ohio Attachment K. 

 A. Attachment K is the October, 2008 Combined Billing statement again showing that only local service 

charges were billed.  On October 20, 2008, Ms. Jones received a Bill Separation Notice   As I explained 

above, Bill Separation happens when past due charges, such as the wireless charges, become unpaid 

after several months and the customer does not respond to collection efforts.  The Company then has 

the ability to systematically remove the delinquent past due charges from the live account, issue a final 

bill on the separated unpaid charges, and promptly refer the final account to an outside collection 
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agency or attorney.  The Notice advised her that her account was seriously past due in the amount of 

$481.10.  The notice advised the following: 

  In order to avoid further action on your account, full payment must be received immediately.  If 

full payment is not received the following would occur: 

 The past due balance may be separated and placed on a Final Bill that will be sent to you. 
 The amount you owe may be referred to a collection agency. 
 The amount you owe may be reported to credit bureaus, which will negatively impact your 

credit rating.  
     

    Previous Balance  - $531.10 
  Payment   - $  50.00 
  Current Charges - $  19.02 
  Total Oct., 2008 Bill - $500.12 
 
19. Q. Please identify and explain AT&T Ohio Attachments L and M. 

 A. Attachment L is the November, 2008 Combined Billing statement showing again that only the local 

service charges was billed.  Also, the Bill Separation took place; thus, $481.10 in wireless and long 

distance charges were removed from her account and placed on a Final Bill under account number 

330-773-3890-474-7 (see Attachment M). Again, Ms. Jones’s total final bill was $481.10.   

    Previous Balance - $500.12 
  Payment   - $  50.00 
  Adjustments  - $481.10    
    Current Charges - $  19.94    
  Total Nov., 2008 Bill - $  11.04   Credit 

 

20. Q. Does that conclude your testimony? 

 A. Yes, it does. 
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Certificate of Service 
 
  I hereby certify that a copy of the foregoing has been served this 1st day of July, 
2010 by first class mail, postage prepaid, and email on the parties shown below. 
 
      _____/s/__Mary Ryan Fenlon__________________ 
             Mary Ryan Fenlon 
 
 
   Vondelise Jones     
   765 Donald Avenue 
   Akron, OH  44306 
 

Staff of the Public Utilities Commission of Ohio 
 
Jim Lynn, Attorney Examiner 
Legal Department 
180 East Broad Street, 12th Floor 
Columbus, Ohio 43215 
 

   Jim.Lynn@puc.state.oh.us 
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