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I. WITNESS INTRODUCTION  39 

Q. Please state your name and business address. 40 

A. My name is Desiree Demanincor and my business address is Frontier Communications 41 

Corporation, 180 S. Clinton Avenue, 5th Floor, Rochester, New York 14646. 42 

Q. Are you the same Desiree Demanincor who presented Direct Testimony on behalf of 43 

Frontier in this proceeding? 44 

A.  Yes, I am. 45 

Q. What is the purpose of your Surrebuttal Testimony? 46 

A. I am responding to the Direct Testimonies of Joan Howard and Kathy Stewart filed on 47 

behalf of the Commission Staff on September 14, 2012. 48 

Q. Do you have any general comments regarding the testimony of Ms. Howard? 49 

A. Yes, I believe that Ms. Howard is incorrect in her claim that Frontier customers would be 50 

harmed by the Company’s plan to discontinue the automatic distribution of residential 51 

white page listings in its directories.  Ms. Howard states on Page 4, beginning at line 105, 52 

that “It appears that a significant degree of harm will indeed result from the grant of the 53 

waiver, as some customers will either lack access to alternative methods for finding a 54 

telephone number or, in the case of directory assistance, incur an additional charge to find 55 

a telephone number.”  This conclusion is not supported by any factual data and fails to 56 

recognize that Frontier will NOT be discontinuing the publication of residential white 57 

page listings. As I explained in my direct testimony, Frontier will continue to publish and 58 

distribute an annual directory in all of the areas that it serves in Illinois and those 59 

directories would continue to contain emergency information, consumer guide pages, 60 
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business and government white pages, yellow pages, and other Commission-required 61 

consumer information.  Only the process for distribution of residential white page listings 62 

will be changed and Frontier will immediately (within 5 days or less) and without any 63 

charge, provide any customer that requests a copy of the latest residential white page 64 

listings with a copy of those listings.  Frontier will take steps, to advise customers of the 65 

option and method (e.g. 1-800 number) to obtain the white page listings by including 66 

detailed information in the annual directory and a separate bill message to all customers.  67 

Moreover, customers will have the residential white page listings included in the 2012 68 

and earlier directories that have previously been distributed.  In addition, there are 69 

numerous alternative sources for listings, such as the Internet, directories in wireless and 70 

wireline devices and specialized directories provided by employers, schools, places of 71 

worship and other organizations that are preferred and utilized by our customers.  It is 72 

unclear how any customer harm will occur by Frontier simply changing the distribution 73 

process, whereby any customer may still request and receive a residential directory.   74 

Q. Could you review once again what steps Frontier would take to ensure that its 75 

customers are informed as to how they can receive residential white page 76 

directories? 77 

A.  Yes.  Frontier has committed to all of the following customer notice actions to inform 78 

customers of how to receive residential white pages listings if desired: 79 

1. A notice will be included on the protective wrap of the business white pages 80 
with instructions on where to call to request a residential white pages directory 81 

2. A separate notification card will be inserted in the business white pages with 82 
instructions on where to call to request a residential white pages directory; 83 

3. A notice will be included in the business white pages table of contents; 84 
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4. A notice and explanation will be included in the front pages of the business 85 
white pages; 86 

5. A notice will be included on the Frontier website; 87 

6. Frontier will issue press releases advising customers in the change in the 88 
process and how to order a copy of the residential white page listings; 89 

7. Frontier will send bill messages to its customers in advance of directory 90 
publication explaining that customers may request the white page residential 91 
listings for their area by contacting a 1-800 number. 92 
 93 

Through these actions, any customer who lacks access to alternative methods for finding 94 

a telephone number, or any customer who just wants to receive the residential white page 95 

listings for that matter, will have access to the same Frontier residential listings that they 96 

have traditionally received.  All they have to do is request the residential white page 97 

listings and those listings will be immediately provided at no charge to the customer.  98 

Q. Ms. Howard stated on Page 3, beginning at line 76 of her testimony, that her 99 

concern was that customers expect to receive white page directories.  Do you have 100 

any comments regarding Ms. Howard’s concerns? 101 

A. Yes, I do.  Under Frontier’s proposed directory distribution plan, every customer will 102 

continue to receive a Frontier directory annually containing emergency services 103 

information, consumer guide pages, business and government white pages, yellow pages, 104 

and other Commission-required consumer information.  The only change would be that 105 

the automatically distributed directory wouldn’t include residential white page listings 106 

and instead, as stated previously, customers would receive those residential white page 107 

listings if they choose to request those listings.  As to the tradition of sending out a 108 

directory, just because it has been a requirement, this isn’t in and of itself a reason to 109 

continue the practice.  It brings to mind the fact that retailers such as Sears & Roebuck 110 

and Montgomery Ward  used to send out huge catalogs two or three times a year.  That 111 
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practice was discontinued by those companies years ago.  It is also important to recognize 112 

that residential listings in our directories are not the all-inclusive list of residential phone 113 

numbers they once were.  In fact, statistics taken from Frontier’s annual reports show that 114 

approximately half of the lines once served by Frontier (and its predecessors) have been 115 

disconnected or ported to other providers.  That means that as many as 50% of the 116 

households in the Frontier footprint receive their phone services from other providers 117 

who may or may not offer a directory at all.  In addition, as reported by the FCC in June 118 

2011, approximately 24.9% of households have wireless-only telephone service.     As a 119 

result of the substantial changes in the industry in the last 15 years, the traditional phone 120 

book is no longer the all-inclusive or single source of finding a phone number that they 121 

used to be.  Accordingly, it is not only practical but prudent to reconsider how those 122 

residential listings are distributed and whether the residential white page listings should 123 

be provided to customers that do not want or use the listings. 124 

Q.  Do customers of cellular service receive annual directories? 125 

A. No.  126 

Q. Do customers who opt for a VOIP product as their main telephone line receive 127 

annual directories? 128 

 A. No.  As unregulated companies, VOIP providers are not under any requirement to publish 129 

or distribute directories. 130 

Q. So there are a great many customers, whether cell customers, VOIP customers or 131 

customers of other phone alternatives, who today do not receive directories at all.  Is 132 

that correct? 133 
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 A. Yes, and when you think of the way the cellphone market has developed, there are no 134 

directories of cellphone numbers automatically published, and there has been no backlash 135 

for the lack of accessibility to these numbers.  People share their cell numbers when they 136 

choose to do so, and keep the numbers stored in their phones of people they choose to 137 

call.  138 

Q. Ms. Howard stated on Page 3, beginning at line 80, that it is “unclear how Frontier 139 

selected the communities listed in the petition to stop receiving residential white 140 

pages, or how Frontier would determine when the Company would eliminate 141 

residential white pages from directories in the remaining areas of Frontier’s service 142 

territory.”  Could you provide clarification on this issue? 143 

A. Yes, in my direct testimony, I stated that Frontier’s intent was to implement its proposal 144 

in the Monmouth, Anna, Metropolis, Harrisburg, Aledo-Hillsdale, West Frankfort, 145 

Marion, Sparta, Bloomington, Carbondale, and Belvidere directories, and that the reason 146 

for choosing these directories is that they represent the largest part of our Illinois market, 147 

so discontinuing the automatic distribution of the residential white page listings in these 148 

markets is the logical first step and would create the most environmental and cost 149 

benefits.  Frontier would intend to implement the elimination of the residential white 150 

page listing for the remaining smaller directories over time, depending on market 151 

conditions and cost/saving analysis. And in each new market where the change is 152 

implemented, Frontier will follow the same process described in my initial testimony and 153 

summarized above regarding notifying customers and making the white page listings 154 

immediately available to customers upon request and at no charge. 155 
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Q. Ms. Howard states beginning on Page 3, Line 91 of her testimony, that Frontier has 156 

not provided sufficient evidence that there is no longer a need for residential white 157 

page directories.  Do you have a comment with regard to Ms. Howard’s opinion? 158 

A. Yes, but let me first reiterate once again that this is not a matter of Frontier claiming that 159 

there is no need for residential white page directories.  It is a matter that the evidence 160 

indicates there is a greatly diminished demand for the residential white page listings, and 161 

that because of decreased demand, Frontier is seeking to change the process for 162 

distribution of residential white page listings.   In my direct testimony I explained that a 163 

December 2010 Harris Interactive Poll of 2,257 adults found that 60% of online adults 164 

find contact information online, that only 22% recycle their phone books, and that 87% 165 

support an opt-in program that would allow them to receive a phone book only if 166 

requested.  I also offered evidence that a Gallup survey showed that the percentage of 167 

households using standalone residential white pages dropped from 25% in 2005 to just 168 

11% in 2008.  The Gallup study also indicated that only 2.6% of its respondents claimed 169 

they were unaware of another source for directory listings, and that if residential white 170 

pages were no longer distributed, online access or CD ROMS would be the preferred 171 

replacement.  Lastly, I offered evidence to indicate that in states where the automatic 172 

distribution of residential white page listings has already been eliminated, results show 173 

that only 1 to 2% of customers have requested copies of the white page listings, 174 

supporting Frontier’s claim, and the Gallup Study’s findings that demand for these 175 

listings is greatly diminished.  While it is true that these polls and studies were not 176 

specific to Illinois, they do show trends nationwide, and Staff witness Howard has not 177 

identified and I am unaware of any unique circumstance in Illinois that would cause 178 
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telecommunications customers’ attitudes in this state to differ dramatically from the rest 179 

of the country. 180 

Q. It appears that Ms. Howard, at Line 95 of her testimony, dismisses as irrelevant the 181 

fact that many other states have already taken action to eliminate the requirement 182 

that residential white page listings be automatically delivered to all customers.  Do 183 

you feel that other states’ actions are pertinent to this case? 184 

A. Yes, I believe that it is noteworthy, even compelling, that at least 27 states have taken 185 

action to allow residential white page listings to be eliminated from automatic 186 

distribution, that four states have passed legislation that eliminated or radically changed 187 

their previous directory distribution law, and seven other states that have no directory 188 

distribution law, regulation or rule.  If consumers in these states had been harmed by the 189 

absence of elimination of residential white page listings, it is unlikely the state regulatory 190 

authorities or legislatures would allow the exemption to continue.  The absence of or 191 

elimination of the automatic distribution of residential white page directory listings by 192 

more than one half of the states provides support for the Commission to consider and 193 

grant a variance from the Illinois directory rules and contradicts Staff’s conclusion that 194 

consumers will be harmed as a result of a change in the manner in which white page 195 

listings are distributed.   196 

Q. Moving on to Ms. Stewart’s testimony, she states, beginning on Line 90,  that she 197 

does not believe that no party would be injured by the granting of this variance 198 

because “Frontier has indicated in its petition that 60% of online adults find contact 199 

information online.  This appears to leave 40% of the online adults seeking contact 200 

information from other sources.”  Can you comment on Ms. Stewart’s statement? 201 
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A.  Yes, in my Direct Testimony I offered that a 2010 Harris Interactive Pool found that 60% 202 

of online adults find contact information online.   While Ms. Stewart is correct that this 203 

statistic would indicate that there would be remaining 40% of online adults that are 204 

seeking contact information from other sources, one cannot conclude that the remaining 205 

40% find their contact information through the residential white page listings.  As I stated 206 

in my direct testimony, we believe today’s customers use a variety of means for locating 207 

residential telephone numbers, not only looking up numbers online, but using CD ROM 208 

directories, wireless directories and specialized directories provided by employers, 209 

schools, places of worship and other organizations. Also, many will maintain residential 210 

listing information in their cell phone (and other) contact lists – sources they are more 211 

likely to utilize before referring to a print residential white pages directory.  It is also 212 

noteworthy that not all of the respondents to the Harris Poll necessarily subscribe to 213 

landline telephone service.  If they are VOIP or Cellphone customers, they might not 214 

receive a directory at all, so the 40% who don’t find numbers online does not equate at all 215 

to 40% of the customer base needing or requiring a directory. Lastly, it is noteworthy that 216 

the same Harris poll referenced in my direct testimony, and hence by Ms. Stewart, also 217 

indicated that a full 87% of respondents support an opt-in practice where customers 218 

would receive a phone book only upon request.   219 

Q. At line 104 of her testimony, Ms. Stewart offered statistics as to the availability of 220 

broadband services in Frontier exchanges.  This evidence culminated in Ms. 221 

Stewart’s statement beginning on Line 113 of her testimony that in total, “Frontier 222 

makes broadband service available to only 78.6% of households in its Illinois service 223 

territory.”   Would this indicate that the remaining 21.4% of households in 224 
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Frontier’s service territory have no other broadband solution or vehicle through 225 

which to access residential listings? 226 

A. No, not at all.  First, it is important to note that the 78.6% of household number referred 227 

to by Ms. Stewart was the percentage of customers in Frontier’s footprint capable of 228 

receiving broadband service at 1 Mbps.  Frontier has complied with the requirements in 229 

Section 13-517 to deploy advanced telecommunications services (broadband with speeds 230 

in excess of 200 kilobits) to over 80% of the households in its service territory.  In 231 

addition, Frontier continues to expand broadband availability in its service territory and 232 

expects to have broadband service available to more than 85% of the households in its 233 

footprint by December 31, 2013.   234 

It is also important to note that there are numerous other providers of Internet service in 235 

the Frontier service territory.  Customers throughout Frontier’s service territory are able 236 

to choose from wireless providers, cable providers, VOIP providers, and others for 237 

Internet service.  In fact, Broadband Illinois indicates on its website broadbandillinois.org 238 

that there are no areas within the state that do not have a broadband solution available, 239 

when including cellular and satellite services.  So all of the customers in the Frontier 240 

footprint have at least one broadband service available to them, either through Frontier, 241 

or another provider. Therefore, customers in Frontier’s service territory would appear to 242 

have the ability to obtain broadband service to access the Internet and online directory 243 

listings.  Even if a customer does not utilize the Internet for online directory listings, as 244 

noted above there are other sources of residential directory listings. And again, specific to 245 

this proceeding, residential white page listing will be made available in print, upon 246 

request and at no charge. 247 
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Q. Ms. Stewart stated beginning on Line 125 of her testimony that the Federal 248 

Communications Commission recently published its Eighth Broadband Progress 249 

Report which indicated that approximately 19 million Americans still lack access to 250 

broadband and that in rural areas, 14.5 million people lack access to high speed 251 

internet.  Does this information conflict with the information provided by 252 

Broadband Illinois? 253 

A.  The information provided by Broadband Illinois includes broadband services being 254 

offered by cellular and satellite providers, while according to the FCC’s website on its 255 

Eighth Broadband Progress Report, the FCC statistics only include fixed broadband 256 

availability.  I assume this is the difference between the two statistics, as the FCC site 257 

states “This map was created by the FCC to illustrate the Commission’s broadband 258 

deployment results found in the Eighth Broadband Progress Report, which uses data 259 

underlying the National Broadband Map, as of June 30, 2011. It shows census block 260 

areas of the United States with and without access to fixed broadband of 3 Mbps 261 

download and 768 kbps upload.” 262 

Q. Ms. Stewart acknowledges at Line 119 of her testimony that it is “entirely possible” 263 

that consumers could obtain high speed internet access through some source other 264 

than Frontier, however, states that because these other sources are not regulated by 265 

the Commission, Staff has no information available that would prove that all 266 

consumers have at least once broadband source available to them.  Do you have 267 

further comment on this issue? 268 

A. Yes, as stated in my previous answer, Broadband Illinois, through the Partnership for a 269 

Connected Illinois, the BTOP grant recipient in Illinois charged with mapping broadband 270 
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availability, indicates that there are no areas in the state with no broadband solution. 271 

Q. Ms. Stewart mentions beginning at Line 150 of her testimony that it is unclear 272 

whether the $68,062 in cost savings mentioned in your testimony refers to total cost 273 

savings if the entire state of Illinois were converted to the Frontier proposal or if this 274 

amount represents the implementation of the eleven identified initially affected 275 

directories.  Can you clarify? 276 

A. Yes, the $68,062 in cost savings identified in my direct testimony represents the annual 277 

cost savings associated with eliminating the residential white page listings from the 11 278 

directories identified in my testimony.  This estimate does not include the additional 279 

savings associated with expanding the directory distribution process to other Illinois 280 

communities.  281 

Q. Can you address Ms. Stewart’s comment at line 161 of her testimony that directory 282 

distribution does not represent a new cost and that the cost is otherwise subsidized? 283 

A. Yes, Ms. Stewart is correct that directory distribution costs are costs that regulated 284 

telephone companies have been required to absorb for years.  In terms of other services 285 

like Yellow Pages or non-listings subsidizing the costs of directory distribution, Staff has 286 

not provided any quantifiable data to support this assertion.  Regardless, in today’s 287 

competitive environment where 50% or more of the historical customer base have cut the 288 

cord and switched to only cellular service or otherwise switched their service to an 289 

alternative landline competitor (cable, VoIP, etc.), Frontier is required to find ways to 290 

reduce its costs and expenses so that it has the financial resources to expand and maintain 291 

its communications network.  In this docket, Frontier has identified an alternative 292 

solution whereby customers may request a residential white page directory and Frontier 293 
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will avoid the unnecessary cost and expense of distributing white page residential listings 294 

that are unwanted and unused.   This will mitigate any consumer harm and will provide a 295 

financial benefit to Frontier and environmental benefit to Illinois. 296 

Conclusion 297 

Q. Could you provide a brief summary of Frontier’s request? 298 

A. Yes, Frontier will continue to publish and distribute an annual directory in all of the areas 299 

that it serves in Illinois and those directories will continue to contain emergency 300 

information, consumer guide pages, business and government white pages, yellow pages, 301 

and other Commission-required consumer information.  If the Commission grants 302 

Frontier’s waiver request, only residential white page listings will be eliminated from the 303 

directory that is automatically distributed.   Frontier has identified safeguards and 304 

processes to enable customers to easily and immediately obtain the white page residential 305 

listings upon request and these processes will mitigate the potential harm to consumers. 306 

In light of the greatly diminished demand for residential white page listings, in light of 307 

the environmental benefits that will be realized by providing white page listings to only 308 

those customers who wish to receive them and the efficiencies that will be realized by 309 

eliminating waste, and in light of actions of other state commissions on this issue, 310 

Frontier respectfully requests that the Commission grant its waiver.  311 

Q. Does this conclude your testimony? 312 

A. Yes, it does.   313 


