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Citizens Telecommunications Company of Illinois, Frontier Communications of the 

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

Inc., Frontier Communications of Lakeside, Inc., Frontier Communications – Midland, Inc., 

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

Orion, Inc., Frontier Communications – Prairie, Inc., and Frontier Communications – Schuyler, 

Inc., (collectively, “Frontier”), is requesting a variance from the rules of the Illinois Commerce 

Commission, 220 ILCS 5/13-513, insofar as this rule requires the distribution of a printed 

residential white page directory to all customers served by that directory.  

Frontier will continue to publish and distribute an annual directory in all of the areas that 

it serves in Illinois and those directories will continue to contain emergency information, 

consumer guide pages, business and government white pages, yellow pages, and other 

Commission-required consumer information.  If the Commission grants Frontier’s waiver 

request, only residential white page listings will be eliminated from the directory that is 

automatically distributed.   Frontier has identified safeguards and processes to notify and enable 

customers to easily and immediately obtain the white page residential listings upon request and 

these processes will eliminate any perceived harm to consumers.  In light of the greatly 

diminished demand for residential white page listings, the environmental benefits that will be 

realized by providing white page listings to only those customers who wish to receive them and 

the efficiencies that will be realized by eliminating waste, and in light of actions of other state 

commissions on this issue, Frontier respectfully requests that the Commission grant its waiver of 

83 Ill. Adm. Code Parts 735.180(a)(1) and 735.180(d).  
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Background 

 Frontier currently provides all customers with printed directories that include emergency 

information, consumer guide pages, residential white pages, business and government white 

pages, yellow pages, and other consumer information as required by various Commission 

Administrative Codes.  Frontier Exhibit 1.0 (Direct Testimony of Desiree Demanicor) Page 5, at 

lines 108 - 111 (hereinafter Frontier Exhibit 1.0).  Residential white page directories currently 

include an alphabetical listing of all residential customers with published numbers that are served 

by a particular directory.  Directories are published on a yearly basis and are distributed to every 

customer located within the area served by each particular directory. Exhibit 1.0 at lines 111 - 

113. 

If Frontier’s request for a variance is granted, Frontier will continue to publish and 

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

would continue to contain emergency information, consumer guide pages, business and 

government white pages, yellow pages, and other Commission-required consumer information.  

Frontier Exhibit 2.0 (Surrebuttal Testimony of Desiree Demanicor)  Pages 2-3 at lines 58 - 62 

(hereinafter Frontier Exhibit 2.0).  Only the process for distribution of residential white page 

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

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

with a copy of those listings.  Exhibit 2.0, Page 3 at lines 62 - 65.  Frontier will take steps, 

including detailed information in the annual directory and a separate bill message to all 

customers, to advise customers of the option and method (e.g. 1-800 number) to obtain the white 

page listings.  Exhibit 2.0, Page 3 at lines 65 - 66.   Moreover, customers will have the residential 

white page listings included in the 2012 and earlier directories that have previously been 
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distributed.  In addition, there are numerous alternative sources for listings, such as the Internet, 

directories in wireless and wireline devices and specialized directories provided by employers, 

schools, places of worship and other organizations that are preferred and utilized by our 

customers.  Exhibit 2.0, Page 3, at lines 68 - 72.  

If Frontier’s waiver request is granted, it is Frontier’s intent to migrate to the elimination 

of automatic distribution of residential white page listings in its directories over time and where 

it makes sense to do so.  Initially, Frontier plans to eliminate the residential white page listings 

from only the following directories:  Monmouth, Anna, Metropolis, Harrisburg, Aledo-Hillsdale, 

West Frankfort, Marion, Sparta, Bloomington, Carbondale, and Belvidere.  Exhibit 1.0, Page 7, 

at lines 151 – 156. These directories represent by far the largest part of Frontier’s Illinois market, 

and elimination of the white page listings in these markets will create both environmental and 

cost benefits.  Exhibit 1.0, Page 7, at lines 160 - 162.  The remaining directories in Illinois are 

small, but Frontier would intend to convert other directories as well.  Exhibit 1.0, Page 7, at lines 

162 - 164. 

Controlling Regulations 

 The Public Utilities Act provides that a telecommunications carrier may obtain a waiver 

of any Commission rule when there is sufficient reason for the relief.  

220 ILCS 5/13-513 Waiver of Rules. A telecommunications carrier may petition 
for waiver of the application of a rule issued pursuant to this Act. The burden of 
proof in establishing the right to a waiver shall be upon the petitioner. The 
petition shall include a demonstration that the waiver would not harm consumers 
and would not impede the development or operation of a competitive market. 
Upon such demonstration, the Commission may waive the application of the rule, 
but not the application of a provision of this Act. The Commission may conduct an 
investigation of the petition on its own motion or at the request of a potentially 
affected person. If no investigation is conducted, the waiver shall be granted 30 
days after the petition is filed.  
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Additionally, the Illinois Administrative Code (83 Ill. Adm. Code Part 735.50) states that the 

Commission may grant a temporary or permanent variance from its directory rules if the 

Commission finds that: 

a) The provision from which the variance is granted is not statutorily mandated;  
b) No party will be injured by the granting of the variance; and  
c) The rule from which the variance is granted would, in the particular case, be 

unreasonable or unnecessarily burdensome. 
 

Frontier’s petition for a variance meets all of these conditions. 

Frontier seeks a waiver from the provisions of 83 Ill. Adm. Code Part 735.180 insofar as 

this rule requires the distribution of a printed residential white page directory to all customers 

served by that directory. Specifically,  

 Section 735.180 Directories 

 a) 
1) Primary telephone directories of all exchanges shall be revised, printed 
and distributed to customers at least once each year. Each directory shall 
list the name, address and telephone number of all customers, except 
public telephones…. 

 
d) Upon issuance, one copy of each directory shall be distributed to each 
customer served by that directory and two copies of each directory shall be 
furnished to the Commission.  
 

While Frontier will continue to distribute directories containing emergency information, business 

and government white pages, yellow pages, consumer guide pages, and other informational 

material as required by Part 735.180, Frontier seeks a waiver from Sections 735.180(a)(1) and 

735.180(d) of the 83 Ill. Adm. Code Part 735 rule and the directly-associated requirement to 

automatically distribute a printed residential white pages directory to all customers. Frontier’s 

proposal is to discontinue, in those areas where it makes sense to do so, the automatic 

distribution of residential white pages as part of its annual directory distribution program.  If 

granted this waiver, Frontier will distribute a printed residential white pages directory to any 
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customer who wishes to receive one and will execute a broad publicity program to ensure that 

those customers who want a directory can easily contact Frontier to request that a directory be 

sent to them at no charge.   

Discussion 

A. The provision from which the variance is granted is not statutorily mandated.  

In Docket No. 07-0434, this Commission found that there was no statutory mandate 

prohibiting a waiver from this particular code part. 

B. No party will be injured by the granting of this variance. 

As a result of the steps Frontier intends to take as summarized in its Testimony and this 

Brief, no customer will be harmed by the Commission’s grant of the waiver.  The evidence 

shows that today there is a diminishing demand for white page residential directories and that 

consumers can obtain residential listings and telephone numbers from a plethora of other 

sources.  Numerous other states have recognized this fact and have either eliminated or waived 

directory distribution requirements, which supports a finding that consumers will not be harmed 

by the revised directory distribution processes proposed by Frontier.  

Frontier will continue to publish and distribute an annual directory in all of the areas that 

it serves in Illinois and those directories would continue to contain emergency information, 

consumer guide pages, business and government white pages, yellow pages, and other 

Commission-required consumer information.  Only the process for distribution of residential 

white page listings will be changed and Frontier will immediately (within 5 days or less) and 

without any charge, provide any customer that requests a copy of the latest residential white page 

listings with a copy of those listings.  As a result, no customer harm will occur by Frontier 
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simply changing the distribution process, whereby any customer may still request and receive a 

residential directory.  

1. Diminished Demand and Alternative Sources for Listings  

The diminishing demand from consumers for white page residential directories supports 

Frontier’s waiver request. A 2011 Ecotrope.opb.org study found that most American adults don’t 

use the phone book, don’t recycle it, don’t want it automatically delivered, and prefer to go 

online to find contact information.  Petition, Page 6.  Furthermore, a separate December 2010 

online survey of 2,257 adults found that 60% of online adults find contact information online and 

only 22% recycle their phone books.   Exhibit 1.0, Page 7, at lines 171 – 174.  This study also 

found that 87% of consumers support an opt-in where they would receive the phone book only if 

requested. Technological advances, such as internet directories and the directories in wireless 

and wireline devices, have made customers much less reliant on, and much less interested in, 

printed residential white page directories.  Exhibit 1.0, Pages 7 – 8, at lines 173 - 177.  As a 

result, in recent years, customers have been using printed residential white page directories less 

in favor of alternate methods of accessing listings, such as internet directories, the directories in 

wireless and wireline devices, and the specialized directories provided by employers, schools, 

places of worship and other organizations. Exhibit 1.0, Page 8, at lines 177 - 181. In fact, Gallup 

studies show that the percentage of households using stand-alone residential white pages dropped 

from 25% in 2005 to only 11% in 2008. The Gallup poll also indicated that in the absence of 

residential white pages, users are fully aware of multiple alternative sources for directory 

information, with only 2.6% claiming they were unaware of another source for directory listings.  

Exhibit 1.0, Page 8, at lines 181 - 186. This study also found, that among white pages users, if a 

residential white pages directory were no longer distributed, online access is the preferred 
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replacement rather than directories upon request or CD ROMs.  Exhibit 1.0, Page 8, at lines 186 

- 189.  Furthermore, in states where automatic distribution of white page listings has already 

been eliminated, results show that only 1 to 2% of customers have requested copies of the white 

page listings.  Exhibit 1.0, Page 8, at lines 189 - 194.  While these polls and studies were not 

specific to Illinois, they do show trends nationwide, and there seems to be no unique 

circumstance in Illinois that would cause telecommunications customers’ attitudes in this state to 

differ dramatically from the rest of the country.  

It is also important to recognize that residential listings in the Frontier directories are not 

the all-inclusive list of residential phone numbers they once were.  In fact, statistics taken from 

Frontier’s annual reports show that approximately half of the lines once served by Frontier (and 

its predecessors) have been disconnected or ported to other providers. Exhibit 2.0, Page 5, at 

lines 112 - 116. That means that as many as 50% of the households in the Frontier footprint 

receive their phone services from other providers who may or may not offer a directory at all.  

Exhibit 2.0, Page 5, at lines 116 - 118.  In addition, as reported by the FCC in June 2011, 

approximately 24.9% of households have wireless-only telephone service.  Exhibit 2.0, Page 5, 

at lines 118 - 119.  Customers of cellular service, as well as voice over internet protocol 

customers (VOIP), do not receive annual telephone directories. As a result of the substantial 

changes in the industry in the last 15 years, the traditional phone book is no longer the all-

inclusive or single source of finding a phone number that they used to be.  Exhibit 2.0, Page 5, at 

lines 119 – 122 and 125 - 130. Accordingly, it is not only practical but prudent to reconsider how 

those residential white page listings should be provided to customers that do not want or use the 

listings.  
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In addition, all households in Illinois have access to Internet service or another vehicle 

through which to access residential listings. Through the expansion of the Internet, numerous 

websites have since been created, including SuperPages, DexPages, YellowPages, FrontierPages, 

among many others, through which customers have come to search for residential listings.  

Exhibit 1.0, Page 18, at lines 448 - 451.  Just from Frontier alone, more than 80% of the 

households in Frontier’s footprint are capable of receiving Internet service from Frontier that 

could be used to look up residential listing/phone number information from these sources.  

Exhibit 2.0, Page 10, at lines 229 - 231.  Numerous other providers of Internet service in the 

Frontier service territory also provide broadband service that could also be used to access 

residential directory information and telephone numbers.  In fact, Broadband Illinois indicates on 

its website broadbandillinois.org that there are no areas within the state that do not have a 

broadband solution available, when including cellular and satellite services. Exhibit 2.0, Page 10, 

at lines 238 - 241. Thus, all of the customers in the Frontier footprint have at least one broadband 

service available to them, either through Frontier, or another provider that can be used to access 

online directory listings.    

Due to the diminishing use of the printed residential directories and the growing use of 

substitutes, other states have already authorized alternatives to the mandatory delivery of printed 

residential white page directories to all households and customers.  For example, Verizon New 

York Inc. was granted a similar waiver in an Order issued by the New York Public Service 

Commission on October 15, 2010 in Docket 10-C-0215.  Exhibit 1.0, Page 9, at lines 215 - 217.  

In addition, in some areas of Oklahoma, Ohio, Georgia, and Florida, regulators have permitted 

AT&T to provide residential white page directories only upon customer request.  Verizon has 

instituted a similar arrangement in Florida, California and Pennsylvania.  Exhibit 1.0, Page 9, at 
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lines 217 - 221.  Other states that have taken action to allow residential white page listings to be 

eliminated from the automatic distribution of directories include North Carolina, South Carolina, 

Washington, West Virginia, Missouri, Kentucky, Texas, Alabama, Kansas, Tennessee, 

Connecticut, District of Columbia, Delaware, Massachusetts, Maryland, New Jersey, Rhode 

Island, and Virginia.  Exhibit 1.0, Pages 10 – 11, at lines 226 - 259.  

Additionally, there has been legislation passed in the states of Michigan, Indiana, 

Wisconsin, and Ohio that eliminated or radically changed each state’s previous directory 

distribution law.  Exhibit 1.0, Page 11, at lines 262 - 283.  If consumers in these states had been 

harmed by the absence of elimination of residential white pages listings, it is unlikely the state 

regulatory authorities or legislatures would allow exemptions to continue. The absence or 

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

than one half of the states provides support for the conclusion that consumers have not and will 

not be harmed by the discontinuation and/or alternative distribution of the residential white page 

directory listings.  

2. Frontier Will Immediately Distribute White Page Listings Upon Request. 

In considering Frontier’s waiver request, it is important for the Commission to recognize 

that the implementation of Frontier’s waiver request will not result in the elimination of printed 

directories.  Frontier would continue to publish and distribute an annual directory in all of the 

areas that it serves in Illinois.  Those directories would continue to contain emergency 

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

other consumer information as required by various Commission Administrative Codes. Exhibit 

1.0, Page 6, at lines 131 - 138.  The only change would be that the automatically distributed 

directory would not include residential white page listings, and instead, customers would receive 
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those residential white page listings if they choose to request those listings. Exhibit  2.0, Page 4, 

at lines 105 - 108.   

Frontier will execute a broad publicity program to ensure that those customers who want 

a directory can easily contact Frontier to request that a directory be sent to them.  Exhibit 1.0, 

Page 15, at lines 359 – 369, Exhibit 2.0, Pages 3 – 4, at lines 78 - 93.  Frontier customers will 

receive advance notice of Frontier’s intent to eliminate the residential listings from the directory 

distribution in the form of bill messages leading up to the directory distribution date that will 

provide customers with the telephone number and website to use should they wish to receive a 

copy of the residential white page listings.  Exhibit 1.0, Page 15, at lines 374 - 376.  

In addition to the customer bill notices, Frontier has developed a comprehensive 

notification plan that would include the following additional customer notice actions to inform 

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

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

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

3. A notice will be included in the business white pages table of contents; 

4. A notice and explanation will be included in the front pages of the business 
white pages; 

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

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

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

Exhibit 1.0, Page 15, at lines 357 - 369.  Any customer who lacks access to alternative methods 

for finding a telephone number, or any customer who just wants to receive the residential white 
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page listings for that matter, may simply contact Frontier to obtain access to the same Frontier 

residential listings that they have traditionally received.  Exhibit 2.0, Page 4, at lines 94 - 98. 

When a customer calls the telephone number provided in the customer notification 

materials in order to request a residential white page directory, they will be connected to a 

delivery vendor who will fulfill the request.  Exhibit 1.0, Page 16, at lines 380 - 383.  If the 

customer calls Frontier directly, our representatives will take the customer’s request for the 

residential directory and will forward it to the delivery distribution vendor for fulfillment. 

Exhibit 1.0, Page 16, at lines 383 - 386. Additionally, a customer can order a copy of the 

directory online where there will be a link on the Frontier website.  Exhibit 1.0, Page 16, at lines 

390 - 391.  A customer may also request a standing order of the directory so that they do not 

have to call Frontier every year to request a new book. Through these actions, any customer who 

lacks access to alternative methods for finding a telephone number, or any customer who just 

wants to receive the residential white page listings will have access to the same Frontier 

residential listings that they have traditionally received. Exhibit 2.0, Page 4, at lines 94 - 97.  All 

they have to do is request the residential white page listings and those listings will be 

immediately provided at no charge to the customer. 

Although there may be a short period where a customer would not have the most current 

white page listings in their home, customers should not be harmed or affected during this period. 

First, Frontier expects that customers that use the residential white pages would still have the 

current directory from the prior year (e.g. 2012 white page listings that will be distributed as 

normal) available to them.  Exhibit 1.0, Page 16, at lines 399 - 400.   Customers should also be 

able to obtain listings through various directory websites that are available on the internet.  

Meanwhile, requests will be turned around quickly and the residential white page directories will 
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be mailed out within 48 hours of a customer’s request.  Exhibit 1.0, Page 17, at lines 406 - 408.  

The directories will be shipped via UPS and are expected to arrive within five days, therefore, 

altogether, the time between the customer’s request and their receipt of the directory should be 

no longer than seven to ten days.  Exhibit 1.0, Page 17, at lines 408 - 411   Requiring a limited 

group of potential customers to rely on the prior year directory or alternative sources such as the 

Internet for this short period of time while a new directory is being shipped to them does not 

place an unreasonable burden on consumers sufficient to require Frontier to continue to 

distribute white page residential listings to all customers in Illinois.  This thought would be 

supported by the Commission’s own directory rules at 83 Ill. Adm. Code Part 735.180(a)(2) 

which allows companies’ to delay directory publication from 30 to 90 days for the purpose of 

consolidating directories, variation in publishers’ printing schedules, coordination with a large 

number of telephone number changes or for other good and sufficient reason.  Frontier is not 

requesting a delay anywhere near this length of time to supply a customer with the residential 

listings, when they so request, as it has made the commitment that the time between the 

customer’s request for a directory and their receipt of the directory should be no longer than 

seven to ten days. 

C. The rule from which the variance is granted would be unreasonable or 
unnecessarily burdensome. 
 

The existing directory rule requiring the distribution of white page listings to all 

telephone company customers has become unreasonable and unnecessarily burdensome, in part, 

because it reflects an outdated view that all customers need and want a printed residential white 

page directory.   All available studies indicate that there is diminishing demand from consumers 

for white page residential directories, that most American adults do not use the phone book, do 

not recycle it, and do not want it automatically delivered, to continue to require residential white 
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page listings to be automatically delivered, rather than allowing Frontier to send the white page 

listings only upon customer request, is both unreasonable and unnecessarily burdensome.   

Printing and delivering unwanted directory content is burdensome on the environment, 

and implementation of Frontier’s proposal could result in a significant reduction in paper waste 

each year.  Frontier estimates that it could save in excess of 45,000 pounds of paper per year by 

reducing the size of its directories, and in addition, reduce the energy consumption associated 

with printing, binding, and distributing these directories. Exhibit 1.0, Page 9, at lines 201-204. 

Granting Frontier the waiver from distributing the white page listings is a more environmentally 

conscious approach than continuing the status quo of distributing directories to consumers that 

are not used and are simply destined for a landfill.   

In addition, Frontier estimates that there is a cost savings that will be realized by limiting 

distribution of white page residential listings to only those customers who choose to receive 

them.  Across its footprint, Frontier would save an estimated $1.96 million, of which $68,062 

would be attributable to savings that would be experienced in Illinois, specifically to the eleven 

territories Frontier currently is seeking a waiver for.  Exhibit 2.0, Page 12, at lines 277 - 279. 

This estimate does not include the additional savings associated with expanding the directory 

distribution process to other Illinois communities. Although current directory distribution costs 

are and have been absorbed by Frontier for years, today’s competitive environment where 50% 

or more of the historical customer base have switched their service to an alternative landline 

competitor forces Frontier to find ways to reduce its costs and expenses so that it has the 

financial resources to expand and maintain its communications network.  Exhibit 2.0, Page 12, at 

lines 287 - 292.  This waiver provides Frontier an alternative solution whereby customers may 
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request a residential white page directory and Frontier will avoid the unnecessary cost and 

expense of distributing white page residential listings that are unwanted and unused. 

Conclusion 

For the foregoing reasons, Frontier respectfully requests that the Commission grant a 

waiver to Frontier from the requirement of Section 735.180(a)(1) and 735.180(d) of the Code 

consistent with Frontier’s request as set forth in its Petition, Testimony and this Brief.   

 
 

Dated:  November 8, 2012 
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