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Q. Please state your name and business address. 1 

A. My name is Douglas Oberlander.  My business address is 2216 West Altorfer Drive, 2 
Peoria, Illinois 61615. 3 

Q. By whom are you employed and in what capacity? 4 

A. I am President of Voice Spring, LLC, the Applicant in this proceeding. 5 

Q. What are your duties and responsibilities? 6 

A. My responsibilities as President are to lead and direct all of the operations of the 7 
business.  These activities include business formation and financing, hiring, setting 8 
employees guidelines, setting strategic direction, establishing accounting procedures and 9 
records, submitting regulatory filings and developing regulatory compliance processes, 10 
establishing systems and back office operations, and developing sale, marketing and 11 
branding strategies. 12 

Q. What is your background, education, and experience? 13 

A. I have over 36 years of business experience, including four successful start-up businesses 14 
in communications-related areas.  Companies that I have started and/or led include 15 
telephone equipment, security alarm systems, call center answering service and paging 16 
and unified messaging services.  My primary functional experience has been in overall 17 
leadership, sales and marketing and finance.  I have a Bachelor’s Degree in economics 18 
and business from Bradley University. 19 

Q. What is the purpose of your testimony? 20 

A. The purpose of my testimony is to supplement the Company’s application to the 21 
Commission for a certificate of service authority by describing the Company’s proposed 22 
services and to help demonstrate the Company’s financial, technical, and managerial 23 
qualifications to provide service. 24 
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Q. What type of authority is Applicant seeking? 25 

A. The Company is seeking a certificate to provide both local and interexchange resale 26 
service under Section 13-404 of the Public Utilities Act, and facilities-based local service 27 
under Section 13-405. 28 

Q. How long has the Company been in business? 29 

A. The Company was formed on November 16, 2005. 30 

Q. What services does Applicant propose to market and provide? 31 

A. The Company plans to provide a variety of voice and data communications services, both 32 
unregulated IP-based services including VoIP, and certain CLEC services.  The provided 33 
services will include: 34 

• Voice over Internet Protocol (VoIP) 35 
• Internet Service (as an ISP) 36 
• T-1 service 37 
• DS-3 service 38 
• Broadband connections 39 
• POTS lines for local and long distance 40 
• Number porting 41 

I anticipate the Company will lease network elements from ILECs as well as resell 42 
services depending on the customer’s needs, location, and the particular LEC rates and 43 
terms and conditions.  All IXC service will be provided on a resale basis. 44 

Q. What is the Company’s targeted customer base? 45 

A. The Company will target small-to-mid-sized business customers. 46 

Q. In what areas in Illinois does the Company propose to provide service? 47 

A. The Company will provide services to targeted customer segments throughout Illinois, 48 
but is concentrating initially in central Illinois. 49 

Q. What marketing and sales methods will the Company employ? 50 

A. The Company will utilize a multi-media approach to build its brand awareness and 51 
market its services to its targeted customer base.  The marketing methods will include 52 
advertising, targeted direct mail, promotions, web-based marketing and business-to-53 
business sales.  Prospective business customers will be solicited by professional 54 
salespeople at the customer’s place of business. 55 
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Q. How will provisioning be accomplished? 56 

A. Provisioning will be accomplished by employees of the Company utilizing a proven, 57 
state-of-the-art preordering, ordering, billing/customer information system and 58 
provisioning interfaces with incumbent LECs, long distance providers and resale service 59 
providers. 60 

Q. How did the business idea arise, and how was the business plan developed? 61 

A. I developed the business idea for the Company through recognition that the Internet was 62 
revolutionizing many types and aspects of communications including voice 63 
communications.  Technology and regulatory developments have created significant 64 
market opportunities for service providers and benefits for users.  I believe that our target 65 
market desires both IP-based and more traditional LEC-based services from a single 66 
provider. 67 

Q. What is the Company’s financial situation and plan? 68 

A. The Company has raised its full capital requirement needed for the complete execution of 69 
the business plan.  Our capital formation has included a successful private equity offering 70 
by which several individual investors, including myself, have purchased units of the 71 
Company’s limited liability membership interests. 72 

Q. Please provide an overview of the Company’s managerial and technical qualifications 73 
and experience to provide the proposed services. 74 

A. The Company’s management team has a great deal of experience in providing 75 
telecommunications and competitive retail energy services to small to mid-sized business 76 
customers.  My experience was described above.  The Vice President Technical 77 
Operations has a broad base of experience in computer and telecommunications 78 
equipment and systems.  The other members of the Company’s core management team 79 
have been successful in provisioning and billing utility-related services in the energy 80 
sector, as well as delivering exceptional customer service through management of in-81 
house call center operations.  The experience of the core management team is described 82 
in more detail in Attachment 3 to the Company’s Application.  With the core 83 
management team in place, the Company will recruit other needed personnel to fill out its 84 
management and hourly employee team, as the business grows and needs dictate. 85 

Q. How does the Company plan to provide for customer service/call center services, 86 
including customer inquiries and complaints? 87 

A. The Company will provide customer service through its own call center and customer 88 
service people.  The management team strongly believes that the customer buying 89 
experience, both before and after the initial sale, should be tightly managed via an 90 
integrated approach that features both advanced systems and people.  All telephonic 91 
customer inquiries will be recorded, and complaints will be documented in the trouble 92 
ticket module of the Company’s billing system.  If the customer service representative 93 
can resolve the complaint, the trouble ticket will be closed.  Otherwise, the complaint will 94 
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be handled by the supervisor.  If the customer’s complaint still cannot be resolved, the 95 
customer will be advised of its right to seek relief from the ICC. 96 

Q. Please describe the Company’s proposed chart of accounts. 97 

A. The chart of accounts, which is shown in Attachment 5 to the Application, has been 98 
developed by the management team utilizing prior experiences in the telecommunications 99 
and retail energy sectors.  As a non-switching company that will depend on other carriers 100 
for network facilities, the chart of accounts does not include accounts for such things as 101 
network and equipment assets.  It does, however, include accounts to accommodate the 102 
collection and payment of numerous taxes and surcharges required of 103 
telecommunications carriers.  Other accounts will be added as necessary.  The Company 104 
will keep its books and records in Illinois. 105 

Q. Is the Company seeking any waivers from Commission requirements? 106 

A. As shown in its Application, the Company is seeking waivers from the requirement that it 107 
adhere to the Uniform System of Accounts for Telecommunications Carriers under Part 108 
710, and the requirement that it publish directories under Part 735.180, for the reasons 109 
stated in the Application.  Additionally, the Company is seeking a waiver of all of Part 110 
735 as it would otherwise apply to the interexchange carrier operations. 111 

Q. What is the Company’s billing approach? 112 

A. The Applicant is billing its customers for VoIP service, and plans to bill for all CLEC and 113 
IXC services, directly on a monthly basis.  The customers currently have the option of 114 
receiving a paper bill or receiving an email notification that their bill is available for 115 
viewing at a secured location on the Applicant’s website.  All bills set forth detail 116 
information including company name and address, due date, past due amounts, late 117 
payment fees, all monthly recurring service charges, feature charges, number of directory 118 
assistance calls and charges, number of international calls and charges, toll-free charges, 119 
equipment and labor charges, and all applicable taxes and fees. 120 

Q. How will the Company prevent slamming and cramming of customers? 121 

A. The Company will implement stringent procedures to prevent slamming and cramming of 122 
customers.  The Company’s present plan is that all customer sign-ups taken over the 123 
telephone will be recorded by technology built into our call center telephone system.  124 
Once a customer agrees to accept new services, the Customer Service Representatives or 125 
Sales Representatives will formally ask the customer a series of scripted questions which 126 
clearly state and verify the exact services and features to be provided, including the price 127 
and pertinent terms and conditions.  These recorded calls will be easily accessible to 128 
substantiate the basis terms of the agreement with the customer.  In addition, the 129 
Company will mail a Confirmation Notice to customers which will state the offer and 130 
include the terms and conditions of the service to be provided.  Customers will be 131 
encouraged to call Applicant’s toll-free number if the customer does not agree that the 132 
services described in the Confirmation Notice coincide with their understanding and 133 
expectation of the services to be provided. 134 
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The Company will accept written applications for service in person or via U.S. Mail, 135 
Internet and fax machine.  Sign up forms will clearly state the services to be provided, as 136 
well as the price and pertinent terms and conditions.  The Company’s complete terms and 137 
conditions for the services provided will appear on its website. 138 

The Company also will strictly abide by all applicable federal and state statutory and 139 
regulatory requirements, including the requirements of Sections 13-902 and 13-903 of the 140 
Public Utilities Act. 141 

Q. Will the Company meet applicable Telephone Assistance Program requirements, and will 142 
it solicit, collect, and remit voluntary contributions from its customers to support such 143 
programs? 144 

A. Yes. 145 

Q. Will the Company offer all waivers associated with the Universal Telephone Service 146 
Assistance Programs? 147 

A. Yes. 148 

Q. Will the Company abide by all applicable regulations pertaining to access for disabled 149 
persons and telecommunications relay service? 150 

A. Yes. 151 

Q. Is the Company a member of UTAC and ITAC? 152 

A. The Company has submitted applications for membership to both organizations. 153 

Q. Will the Company abide by all applicable requirements pertaining to 9-1-1 traffic, 154 
records and systems? 155 

A. Yes. 156 

Q. Mr. Oberlander, does that conclude your prepared, direct testimony? 157 

A. Yes, it does. 158 


