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 Q. Please state your name and business address. 1 
 2 

A.  My name is Joan Howard. My business address is 527 E. Capitol Ave., Springfield, 3 

Illinois 62701. 4 

 5 

 Q. By whom are you employed and in what capacity? 6 

 7 

 A.  I am employed by the Illinois Commerce Commission (“Commission”) as  8 

  Consumer Policy Analyst in the Consumer Services Division. My responsibilities  9 

  include development of consumer informational and educational materials; 10 

  review of utility and supplier notices and other forms of communication to 11 

  customers; review of supplier marketing materials; review of supplier applications 12 

  for certification of service authority; review of utility tariffs; development of rules 13 

  and policies pertaining to consumer protection and consumer billing and payment 14 

  practices; assisting division management in consumer complaint mediation and 15 

resolution; and evaluation of data recorded in the Division’s complaint tracking 16 

  system. 17 

 18 

Q. What is the purpose of your testimony? 19 

 20 

A. The purpose of my testimony is to offer observations and recommendations of 21 

Consumer Services Division Staff with regard to the request of Citizens 22 

Telecommunications Company of Illinois, Frontier Communications of the Carolinas Inc., 23 

Frontier Communications of DePue, Inc., Frontier Communications of Illinois, Inc., 24 

Frontier Communications of Lakeside, Inc., Frontier Communications - Midland, Inc., 25 

Frontier Communications of Mt. Pulaski, Inc., Frontier North Inc., Frontier 26 

Communications of Orion, Inc., Frontier Communications – Prairie, Inc., Frontier 27 

Communications – Schuyler, Inc. (collectively, “Frontier”) in their pending petition for a 28 

waiver from the directory distribution requirements of 83 Ill. Adm. Code Part 735.180.  29 

 30 

 Q. What are the requirements of Section 735.180(a)(1) and Section 31 

735.180(d)? 32 

 33 

 A.  Section 735.180(a)(1)  states: 34 
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  Primary telephone directories of all exchanges shall be revised, 35 

 printed and distributed to customers at least once each year. Each 36 

 directory shall list the name, address and telephone number of all 37 

 customers, except public telephones. At the customer's request, 38 

 that customer's listing or a portion of that listing, may be omitted. A 39 

 company may charge for listing additional names for each main 40 

 station on separate directory lines. 41 

 42 

Section 735.180(d) states: 43 

 44 

 Upon issuance, one copy of each directory shall be distributed to each 45 

 customer served by that directory and two copies of each directory shall 46 

 be furnished to the Commission. 47 

 48 

Q. What is your understanding of the request made by Frontier in 49 

Docket No. 12-0327? 50 

 51 

A.  My understanding is that Frontier seeks approval to distribute residential “white pages” 52 

directories only upon customer request. This appears to be nothing less than a request 53 

to cease general publication and distribution of the traditional “phone book.”  It is worth 54 

noting that under Frontier’s proposal, customers would continue to receive some form of 55 

Yellow Pages directory, from which the Company generates revenue.  Frontier seeks 56 

approval to implement its plan statewide, beginning in Monmouth, Anna, Metropolis, 57 

Harrisburg, Aledo-Hillsdale, West Frankfort, Marion, Sparta, Bloomington, Carbondale, 58 

and Belvidere, and to eliminate white pages throughout the rest of the state “when it 59 

makes sense to do so.” (Frontier Exhibit 1.0, lines 162-164). 60 

 61 

By way of background, the White Pages, or “the phone book,” is an alphabetical listing of 62 

telephone subscribers in an exchange, along with their telephone numbers and their 63 

addresses as required by Section 735.180. Although customers may elect not to have 64 

their number listed, this requires an affirmative election and incurs an additional charge. 65 

The White Pages includes primarily residential listings. In contrast, Yellow Pages listings 66 

are organized by business type (e.g., hardware stores, restaurants, electronics stores) 67 
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rather than alphabetically by business subscriber, and are normally printed on yellow 68 

paper.  There is no regulatory requirement that a carrier revise, print, and distribute 69 

Yellow Pages directories. The Yellow Pages is a for-profit enterprise; the   publisher sells 70 

advertising space in the Yellow Pages to businesses interested in appearing in the 71 

Yellow Pages directory. 72 

 73 

 Q. What are some of your concerns about the proposal made by Frontier? 74 

 75 

 A.  Customers expect to receive white page directories and the current rule requires 76 

  primary telephone directories of all exchanges to be revised, printed and 77 

  distributed to customers at least once each year. 78 

 79 

It is unclear how Frontier selected the communities listed in the petition to stop receiving 80 

residential white pages, or how Frontier would determine when the Company would 81 

eliminate residential white pages from directories in the remaining areas of Frontier’s 82 

service territory.  According to Ms. Demanincor, residential white pages will be 83 

eliminated from directories “when it makes sense to do so.”  (Frontier Exhibit 1.0 lines 84 

162-164).  This is an inadequate explanation of how the Company would decide to 85 

eliminate residential white pages. 86 

 87 

Q. Has the Petitioner provided evidence to convince you that there is no longer a 88 

need for residential white pages directories? 89 

  90 

A.  No, it has not. It is my opinion that customers in the Company’s service area do rely 91 

upon the availability of a telephone directory that includes residential white pages. The 92 

Petitioner has not provided studies or surveys specific to Illinois that demonstrate that 93 

there is no longer a need for the general issuance of printed directories that include 94 

residential white pages.  Instead, Frontier relies upon orders from other state 95 

Commissions granting similar variances or waivers, either temporarily or permanently.  96 

Because there is no evidence regarding the impact that this waiver would have on the 97 

citizens of Illinois, it is my opinion that the publication and distribution of residential white 98 

pages in the manner in which it is done at this time should remain unchanged.   99 

 100 
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 Q. Has Frontier demonstrated that no party will be injured by the granting of 101 

the waiver? 102 

 103 

A.  In my opinion, Frontier has failed to demonstrate that no party will be injured by 104 

the granting of the waiver.  It appears that a significant degree of harm will indeed result 105 

from the grant of the waiver, as some customers will either lack access to alternative 106 

methods for finding a telephone number or, in the case of directory assistance, incur an 107 

additional charge to find a telephone number.  Furthermore, much of what Frontier uses 108 

to support its request relies on general references to practices in other states. 109 

 110 

Q. Has Frontier demonstrated that the rule from which the waiver is 111 

granted would, in the particular case, be unreasonable or unnecessarily 112 

burdensome? 113 

 114 

A.  In my opinion, the Petitioner has failed to demonstrate that the publishing and 115 

distribution of directories is unreasonable or unnecessarily burdensome. In fact, Frontier 116 

will continue to distribute at least one Yellow Pages directory of some sort to every 117 

customer. For example, it cannot be said that incorporating the White Pages into the 118 

Yellow Pages is unduly burdensome. 119 

 120 

Q. Do you recommend that the request for a waiver to Code Part 735.180 should be 121 

granted? 122 

A. No.  I do not believe that Frontier has met the requirements set forth in Code Part 735.50 123 

for the Commission to grant a waiver, and accordingly recommend that the Company’s 124 

request be denied. 125 

  126 

Q. Would you oppose Frontier’s offering customers the option of affirmatively 127 

declining to receive residential white pages? 128 

 129 

A.  No, I would not oppose an opt-out option. 130 

 131 

 Q. Does that conclude your testimony? 132 
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 133 

 A.  Yes. 134 


