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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 responding to the initial briefs filed by the Staff of the Illinois 

Commerce Commission (“Staff”) and by the Attorney General for the People of the State of 

Illinois (“Attorney General”) on November 8, 2012. Frontier has made the necessary showing 

that its request for a variance associated with automatically providing all of its customers with 

residential white page directory listings fulfills the requirements of the Illinois Administrative 

Code because: 

a) The provision, 83 Ill Adm. Code 735.180, from which the variance is sought is not 
statutorily mandated; 

b) Frontier’s customers will not be harmed with the granting of the variance; and  

c) An ongoing requirement that Frontier continue to distribute residential white page 
directory listings to all customers would unreasonable and unnecessarily burdensome. 
 

See 83 Ill. Adm. Code § 735.50.  

Response 

1. Frontier Has Shown That No Party Will Be Injured From the Granting of 
 This Variance. 

Staff and the Attorney General argue that Frontier has failed to show that there will be no 

harm or injury to consumers as a result of Frontier’s request to discontinue the automatic 

distribution of white page residential directory listings.  Initial Brief of the Staff of the Illinois 

Commerce Commission, Pages 6-7 (hereinafter Staff Brief); Initial Brief of the People of the 

State of Illinois, Page 1 (hereinafter Attorney General Brief). However, Staff and the Attorney 

General do not identify any actual or potential harm that may befall consumers and neither Staff 

or the Attorney General point to a single consumer complaint or example or any study 

supporting their speculation of potential harm.  Instead, Staff and the Attorney General merely 
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criticize the supporting data Frontier has provided and fail to acknowledge that Frontier will not 

be discontinuing the publication of residential white page listings.  Staff Brief, Page 7; Attorney 

General Brief, Page 1.  

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.  

Only the process for distribution of residential white page listings will be changed and Frontier 

will immediately and without any charge, provide any customer that requests a copy of the latest 

residential white page listings with a copy of those listings.  Frontier 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.  Frontier 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 distributed.  Frontier Exhibit 2.0, Page 3, at lines 68 

– 69.  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. Frontier Exhibit 2.0, Page 3, at lines 69 - 72.  As a result, no customer harm will 

occur by Frontier simply changing the distribution process, whereby any customer may still 

request and receive a residential directory.   Collectively, the availability of white page listings 

from earlier directories and alternative sources, combined with the action Frontier is committing 
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to take regarding notifying customers of the change in the distribution process and immediately 

delivering white page listings upon a customer’s request mitigate any potential harm to 

consumers.  Neither the Staff or Attorney General have provided any contrary evidence 

demonstrating that consumers will be harmed by the basic process change for distributing 

directories that Frontier seeks to implement. 

a. Internet Access and Alternatives to Residential Directories. 

 The primary criticism of both the Attorney General and the Staff is the possibility that 

some customers may lack access to the Internet and thus may be unable to access residential 

white page listings online if Frontier discontinues the automatic distribution of white page 

directory listings.  Staff Brief, Page 8; Attorney General Brief, Page 5.  The Staff and Attorney 

General refer to 25% of consumers in less densely populated areas of the state, “precisely the 

areas Frontier serves”, as not having access to the Internet.  Staff Brief, Page 8; Attorney General 

Brief, Page 5.   

 The facts in the record clearly undermine this statistic and the Staff and Attorney 

General’s contention that consumers will be harmed as a result of the lack of Internet access to 

residential listings.  Almost all customers in Frontier’s footprint do have access to the Internet. 

As it explained in its testimony, Frontier has complied with the requirements in Section 13-517 

to deploy advanced telecommunications services to over 80% of the households in its service 

territory and Frontier is on track to have broadband service available to over 85% of the 

households in its service territory in 2013.  Frontier Exhibit 2.0, Page 10, at lines 229 – 234.  In 

addition, customers throughout Frontier’s service territory are able to choose from wireless 

providers, cable providers, VOIP providers, and others for Internet service. Frontier Exhibit 2.0, 

Page 10, at lines 235 – 238.  In fact, Broadband Illinois indicates on its website 
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broadbandillinois.org that there are no areas within the state that do not have a broadband 

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

lines 238 – 240.  Staff and the Attorney General fail to address or even acknowledge the 

ubiquitous availability of Internet access to consumers in Frontier’s service areas.  Moreover, 

notwithstanding the Staff’s statement that some Frontier customers may “at best have dial-up 

access,” dial-up access would still provide online directory listings. Staff Brief, Page 7.  Contrary 

to the suggestion of the Staff and Attorney General, the customers in the Frontier footprint 

should have at least one broadband service available to them, either through Frontier, or another 

provider. Therefore, customers in Frontier’s service territory have the ability to obtain broadband 

service to access online residential directory listings.  

Regardless, access to the Internet is only one of many alternative sources of residential 

telephone listings.  As Frontier explained in its testimony, today customers utilize directories in 

wireless devices and specialized directories such as those from employers, schools, places of 

worship, and other organizations, in addition to Internet options. Frontier Exhibit 1.0 (Direct 

Testimony of Desiree Demanicor), Page 8, at lines 177 – 181 (hereinafter Frontier Exhibit 1.0).  

It is also important to note that Frontier is requesting this waiver to begin in 2013, and therefore, 

all current customers will receive a 2012 phonebook, complete with residential white pages. 

Frontier Exhibit 2.0, Page 3, at lines 68 – 69.  As a result, consumers will have the 2012 white 

page residential listing available to continue to use and find residential telephone numbers until 

the customer requests the more recent residential white page listings.  With the granting of this 

variance, customers would receive advance notice of the discontinuation of printed residential 

white pages and would have the ability to use the 2012 white page directory during the period 

between their request for a copy of the residential white pages and the most recent residential 
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white page directory arrives in 7 to 10 days.  Frontier Exhibit 1.0, Page 17, at lines 410 – 411.  

Requiring a limited group of potential customers to rely on the prior year directory or alternative 

sources such as the Internet for a short period of time while a new directory is being shipped to 

them does not place an unreasonable burden on customers sufficient to require Frontier to 

continue to distribute white page residential listings to all customers in Illinois.  

b. Customers Will Continue to Receive Uninterrupted Emergency Telephone 
Information. 

The Attorney General questions the safety of Frontier customers if the variance is 

granted. Attorney General Brief, Page 6. The Attorney General states, “the lack of a printed 

white pages directory may jeopardize public safety for the most vulnerable of these customers if 

they do not have convenient and immediate access to important information included in the white 

pages directory as they have now or do not know that the information is available in another 

directory.” Attorney General Brief, Page 6. As Frontier has explained throughout this 

proceeding, Frontier will continue to publish 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. Frontier Exhibit 2.0, Page 2 – 3, at lines 58 – 62.   In short, there is no 

basis for the Attorney General’s concern about a consumer not having public safety information 

because Frontier will continue to deliver annual directories to all of its customers including 

existing emergency information and telephone numbers. The only part omitted will be the 

residential white pages and the Attorney General has failed to explain how the unavailability of a 

white page residential telephone number would jeopardize public safety.  
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c. Notice and Requests for Residential Directories. 

The Staff also contends that Frontier customers may not know or understand how they 

can receive a copy of their residential white pages. Staff Brief, Page 8. The Staff also cites this 

possibility as a reason why other states and companies that have granted variances have had such 

a low response for requests. Staff Brief, Page 8. The Staff greatly underestimates Frontier’s 

customers, and even where this may have been an issue for other companies, Frontier intends to 

provide clear and comprehensive notice. 

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.  Frontier 

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. Frontier Exhibit 1.0, 

Page 15, at lines 374 - 376.  

 Frontier has also committed to all of the following customer notice actions to inform 

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

how to order a copy of the residential white page listings;  
 

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.  
 

Frontier Exhibit 2.0, Page 3 – 4, at lines 78 – 92. Therefore, customers will be notified that the 

new directories will not contain residential listings prior to their distribution in the form of bill 

messages and press releases. Customers will continue to receive a print directory including 

yellow pages, business white pages, and emergency and government information, and when they 

open it, they will receive a notice of how to order the residential listings. When they flip through 

the directory, they will be further notified by the notification card. If the wrapping and 

notification card has been discarded, they will still see the notification in the table of contents, 

the front pages, and on the Frontier website. Thus, contrary to the assertions of Staff, it is highly 

unlikely that Frontier customers will not know how to receive a copy of the most recent 

residential white pages. 

d. Variance Locations. 

The Staff also contends that Frontier has not fully explained why it is choosing to 

discontinue the distribution of residential white pages in only certain areas. Staff Brief, Page 5. 

Frontier’s intent is to implement its proposal in the Monmouth, Anna, Metropolis, Harrisburg, 

Aledo-Hillsdale, West Frankfort, Marion, Sparta, Bloomington, Carbondale, and Belvidere 

directories because they represent the largest part of its Illinois market, so discontinuing the 

automatic distribution of the residential white page listings in these markets is the logical first 

step and would create the most environmental and cost benefits. Frontier would intend to 

implement the elimination of the residential white page listings for the remaining smaller 
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directories over time, depending on market conditions and cost/saving analysis. Frontier Exhibit 

2.0, Page 6, at lines 144 – 152.  

e. Examples of Other Variances. 

Despite the Attorney General’s doubts about the similarity of other jurisdictions to 

Illinois (Attorney General Brief, Page 8), the overwhelming evidence of success in other states 

with a similar discontinuation of residential white pages is important to the granting of this 

waiver.  Accordingly, at least 27 states have taken action to allow residential white page listings 

to be eliminated from automatic distribution, four states have passed legislation that eliminated 

or radically changed their previous directory distribution law, and seven other states have no 

directory distribution law, regulation or rule. Frontier Exhibit 2.0, Page 8, at lines 185 – 195.   If 

consumers in these states had been harmed by the absence or elimination of residential white 

page listings, it is unlikely the state regulatory authorities or legislatures would allow the 

exemption to continue. The absence of or elimination of the automatic distribution of residential 

white page directory listings by more than half of the states provides support for the Commission 

to consider and grant a variance from the Illinois directory rules and demonstrates the lack of 

harm to customers by the granting of this variance.  

2. The Rule is Unreasonable and Unnecessarily Burdensome.  

 Both the Staff and Attorney General contend that Frontier has not made a showing that 

the current requirement to distribute residential white pages to customers is unreasonable or 

unnecessarily burdensome. Staff Brief, Page 9; Attorney General Brief, Page 8.  Each 

emphasizes that a burden on the environment is not a legitimate reason under the reading of the 

waiver statute. Staff Brief, Page 10; Attorney General Brief, Page 7. The Staff contends that the 

statute requires a burden on the “Company” only.  Staff Brief, Page 10. In fact, the statute allows 
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a waiver when “no party is injured” and the current requirement represents an “unreasonable or 

unnecessary burden.”  It does not specify who or what the burden must be on. 

 The existing regulatory requirement that Frontier distribute white page directory listings 

to all of its customers has become unnecessarily burdensome on customers because studies 

indicate that most American adults do not want or use residential white page directories.  

Frontier Exhibit 1.0, Page 19, at lines 461 – 464.  Consumers that do not want and do not use a 

white pages directory have the burden of disposing of the directory listing. Frontier Exhibit 1.0, 

Page 19, at lines 467 – 469.  In addition, continuing to print and deliver an unwanted directory is 

also burdensome on the environment. 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 the directories. Frontier 

Exhibit 1.0, Page 9, at lines 201 – 204. Additionally, the unwanted distribution burdens Frontier 

because of the cost savings that could be realized by limiting distribution of the white page 

residential listings to only those customers who choose to receive them, resulting in a savings of 

$68,062 just for the territories proposed by this variance.  Frontier Exhibit 2.0, Page 12, at lines 

277 – 279.  

Conclusion 

 The Attorney General and Commission Staff have failed to recognize the societal change 

regarding the use of residential white page listings in telephone directories.  Residential 

directories play a less important role in today’s society, in which many people do not have 

landline telephones, or rely on other sources to find residential listings, like wireless devices, 

specialized directories, and the Internet.  Frontier has demonstrated that consumers will not be 

harmed by distributing directories without a white page residential listing, and asking consumers 
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to request the white page residential listings.   Retaining the existing mandatory distribution of 

white page residential listings to all consumers would impose an ongoing burden on Frontier 

customers, the environment, and Frontier.  Accordingly, 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 its Petition and testimony in this proceeding.   

 

Dated:  November 21, 2012 
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