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STATE OF ILLINOIS 1 

ILLINOIS COMMERCE COMMISSION 2 

 3 

 Michael O. Effiong    ) 4 
  -vs-     ) 5 
 Frontier North Inc.    ) Docket No. 13-0091  6 
       ) 7 
 Complaint as to billing/charges  ) 8 
 In Bloomington, Illinois   ) 9 
 10 
 11 
 12 

Direct Testimony of Brett Dickerson 13 

On Behalf of Frontier North Inc. 14 

 15 

Q. Please state your name and business address. 16 

A. My name is Brett V. Dickerson.  My business address is 1300 Columbus-17 

Sandusky Rd. N., Marion, Ohio 43302. 18 

 19 

Q. On what company’s behalf is this testimony submitted? 20 

A. This testimony is submitted on behalf of Frontier North Inc. 21 

 22 

Q. What is your position and what are your areas of responsibility for Frontier? 23 

A. I am the supervisor over the consumer affairs team for Frontier Communications.  24 

I have overall responsibility of managing the team that handles agency complaints 25 

for several states including Illinois.   26 

 27 

 28 
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Q. Please summarize your educational background. 1 

A. I have a High School Diploma from River Valley High in Marion, Ohio, and I 2 

served four year in the United States Navy.  I attended Marion Technical College.  3 

I have over 20 years of experience in telecommunications. 4 

 5 

Q. Please summarize your background in the telecommunications industry. 6 

A. I began in the industry with GTE in 1992.  Between 1992 and 1995, I held the 7 

position of service representative.  Responsibilities included fielding incoming 8 

customer calls, entering repair tickets, testing lines, writing service orders and 9 

answering billing questions.  In 1996, I took the position of supervisor which 10 

included managing a group that handled incoming sales and billing calls.  In 11 

2000, I assumed the position of Sales Support Specialist.  My responsibilities in 12 

this position included the coaching and development of first line supervisors.  In 13 

2005, I took my current position of supervisor in Verizon’s, and now Frontier’s,  14 

Customer Advocacy group.  My current responsibilities consist of managing the 15 

team that investigates and responds to agency complaints for Frontier 16 

Communications.   17 

 18 

Q. What is the purpose of your testimony in this proceeding? 19 

A. The purpose of my testimony is to respond, on behalf of Frontier, to the direct 20 

testimony and statements made by Mr. Michael Effiong in this proceeding and to 21 

respond to the various exhibits that have been filed by Mr. Effiong, as well.   22 

 23 
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Q. What is your understanding of the nature of Mr. Effiong’s complaint? 1 

A. According to Mr. Effiong’s  formal complaint document filed in this case, he 2 

claims first, that Frontier did not honor its contract with him; second, that he 3 

wants the Commission to determine if overpayment was made on his accounts; 4 

and third, that he wishes to opt out of his contract without paying any fees or 5 

penalties. 6 

 7 

Q. Can you respond first to Mr. Effiong’s claim that Frontier did not honor its 8 

contract with him? 9 

A. Yes.  In April 2011, Mr. Effiong established service on the two lines identified in 10 

his complaint, 309-829-2999 and 309-661-8000.  Our records indicate that on 11 

April 8th, an order was placed for the 661-8000 account, which went into service 12 

on April 13, 2011, under a two –year term, for Frontier’s Digital Phone Essentials 13 

(“Essentials”), a package plan which consists of a an access line, basic features 14 

and high-speed internet.   The regular price for this plan was $40.00 for the phone 15 

and features component of the Essentials plan and $28.38 for the high-speed 16 

internet component, for a total package price of $68.38 plus taxes and surcharges.  17 

Mr. Effiong subscribed to a two-year term commitment promotion that provided 18 

six months of the high-speed internet service free.   On April 19th, an Order was 19 

placed for stand-alone high speed internet (with no voice phone service) on the 20 

second account (829-2999), which was installed on April 22, 2011, then 21 

converted on April 26th to the same package and promotional offer as the first line 22 
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with the same two-year term commitment, resulting in free high-speed Internet for 1 

the first six months. 2 

 3 

Q. Has Frontier honored its contract for the services ordered at the rates stated 4 

when these accounts went into service? 5 

A. Yes, if one were to take the package price originally offered to Mr. Effiong on 6 

each of these accounts, $40.00 for each of the first six months and $68.38 per 7 

month thereafter plus taxes and surcharges, and multiply that rate times the 8 

number of months each account has been in service, the total amount of billings 9 

on the 661-8000 number would have been $1830.84.  This calculation includes an 10 

average of $15 in taxes and surcharges. After applying credits that have been 11 

issued on this account, the amount actually charged was $1256.42 for the service.  12 

As a result, Mr. Effiong has been charged $574.42 less than the contracted 13 

amount.  Similarly, on the 829-2999 account, the amount billed at the contract 14 

rate of $40.00 for the first six months and $68.38 for the remaining months would 15 

have been $1830.84.  After applying credits that were issued over the last 24 16 

months, the customer was actually charged $1455.81, so this account has been 17 

charged $375.03 less than the contract price originally called for.   Based on the 18 

facts presented by this billing information, which is represented in Frontier 19 

Exhibit 1, it is clear that Frontier has honored its contracts on both of these 20 

accounts as Mr. Effiong has been charged less than the promotional contract rates 21 

for service he agreed to. 22 
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Q. Is there a reason why Frontier has issued credits on these accounts that 1 

resulted in the charges being less that the promotional contract rates for 2 

service Mr. Effiong agreed to? 3 

A. Mr. Effiong has called Frontier many times with questions or concerns regarding 4 

his accounts.  As a result of some of these calls, changes were in fact made to the 5 

services being provided to Mr. Effiong.  For example, as a result of one call, 6 

orders were written to convert the original services to another package plan.  As a 7 

result of another call, subsequent orders were written to change these accounts 8 

back to their original plans.  Other calls were placed to our centers to speak of 9 

payment arrangements, and as a result of yet other calls, multiple credits have 10 

been issued over the course of the last two years on both accounts.  Some of these 11 

credits reimbursed Mr. Effiong for the installation charges associated with the 12 

original in service dates on both accounts.  Mr. Effiong was also provided with 13 

credit for charges associated with the installation of jacks in his home.  Other 14 

credits applied to these accounts when the package/plans were changed.  Yet 15 

other credits were applied to ensure that these accounts were provided six months 16 

of free internet service in connection with the promotional offer extended to Mr. 17 

Effiong when service was established.  Finally, some credits were issued purely as 18 

a courtesy in an effort to convince Mr. Effiong that Frontier values his business.   19 

It is my opinion from a review of these accounts that at times, when Mr. Effiong 20 

would call into one of our centers, our service representatives would make 21 

changes to the two accounts in question, based on the belief that they were 22 

reacting to and satisfying the customer’s wishes, and that as a result of numerous, 23 



Docket No. 13-0091 
Frontier North Ex. 1.0 

 

6 
 

multiple calls, our representatives would also frequently issue credit based on the 1 

customer’s belief that he was being overcharged.  As a result, over time, enough 2 

credits were issued so that Mr. Effiong’s accounts were ultimately billed 3 

substantially less than the promotional service rate agreed to by Mr. Effiong. 4 

 5 

Q. Can you then confirm, in response to Mr. Effiong’s second complaint which 6 

sought confirmation as to whether these two accounts have been overbilled, 7 

that these accounts have not been overbilled? 8 

A. After all charges have been billed and all credits applied, neither account number 9 

829-2999 or account number 661-8000 have been billed more than the rates 10 

offered to Mr. Effiong when service was established.  I have attached as Frontier 11 

Exhibit 2 an analysis of each of Mr. Effiong’s accounts.  This analysis shows a 12 

breakdown of the charges that were billed each month and for the credits that 13 

were applied to each of the accounts which cumulatively add up to the amounts 14 

that I have testified to above.   15 

 16 

Q. The last request in Mr. Effiong’s complaint was to be allowed to opt out of 17 

his contracts without paying any fees or early cancellation charges.  Has 18 

Frontier addressed this request? 19 

A.   Yes, the term on the 829-2999 account expired on April 24, 2013 and the term on 20 

the 661-3000 account expired on April 12th of this year.  None the less, Frontier 21 

advised Mr. Effiong both by phone calls on February 14, 15, and 20, 2013 and by 22 

letter dated February 15, 2013 that he could cancel these plans without any early 23 
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cancellation fees.  A copy of the February 15, 2013 letter is attached at Frontier 1 

Exhibit 3. 2 

 3 

Q. Do you believe that there is anything further that Frontier could/or should do 4 

to address Mr. Effiong’s complaint? 5 

A. Frontier has given credits to Mr. Effiong’s accounts that reduce the service 6 

charges to less than what the rates should have been under the promotional 7 

package Mr. Effiong subscribed to and Frontier has offered, in the past, to allow 8 

him to cancel his service without being subject to early cancellation fees.  We 9 

have provided him with credits for the installation fees associated with both 10 

accounts and have credited his account the charges for the installation of a jack in 11 

his home.  Frontier has also extended the original promotional offer established 12 

on these accounts well past its expiration, providing Mr. Effiong with a better 13 

price than what his contract called for.  Based on these facts, I don’t see where 14 

there is anything else that Frontier could do to try to satisfy Mr. Effiong’s 15 

concerns. 16 

 17 

Q. Mr. Effiong has submitted several Exhibits in this case.  Do you have any 18 

comments regarding any of these documents? 19 

 A. Yes, on March 18, 2013, Mr. Effiong emailed to the parties in this case a 20 

document titled Michael Effiong’s Rebuttal to Frontier’s Answer to Complaint.  21 

That document contained Exhibit 1A, Exhibit 1B, Exhibit 2A, Exhibit 2B, Exhibit 22 
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2C, Exhibit 2D, Exhibit 2E, Exhibit 3A, Exhibit 3B, Exhibit 3C, Exhibit 4A, 1 

Exhibit 4B, Exhibit 4C, and Exhibit 4D. 2 

 3 

Q. Is Exhibit 1A a Frontier document? 4 

A. Yes, Exhibit 1A is a promotional piece in which Frontier is advertising a 5 

promotion whereby the Company was offering six free months of internet service.   6 

Exhibit 1B is a part of the same advertising piece for the same promotion.  This is 7 

the promotion under which Mr. Effiong established service, and these are the 8 

promotional rates referenced in my testimony.   9 

 10 

Q. Can you comment on Mr. Effiong’s Exhibit 2A and 2B, 2C, 2D and Exhibit 11 

2E? 12 

A. Yes, Exhibit 2A appears to be a replicated copy of Page 1 from the April 28, 2011 13 

bill for the 661-8000 account, and Exhibit 2B appears to be another replicated 14 

page from the April bill for the same account although these bills are not true and 15 

correct copies of the bills that were issued by Frontier.  I have attached as Frontier 16 

Exhibit 4 a copy of the April 28, 2011 bill for the 661-8000 account.  Exhibit 2C, 17 

Exhibit 2D and Exhibit 2E appear to be replicated copies of three pages from the 18 

April 25, 2011 bill for the 829-2999 account, although once again, these exhibits 19 

also are not true and correct copies of the bill pages that were issued by Frontier.  20 

I have attached as Frontier Exhibit 5 a copy of the April 25,                                                                   21 

2011 bill for the 829-2999 account.  Mr. Effiong expressed that these bills were 22 

confusing and we understand that given that these were the first bills on both of 23 
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these accounts, which in addition to the packages he subscribed to, also contained 1 

pro-rated charges for a partial month, installation charges and charges for the 2 

installation of a jack in Mr. Effiong’s home.  As a courtesy to Mr. Effiong, the 3 

installation and jack charges were credited on a later bill. 4 

 5 

Q. Can you comment on Mr. Effiong’s Exhibit 3A? 6 

A. Yes, this was a standard letter that was sent to Mr. Effiong, along with many other 7 

customers, on June 25, 2012, advising him that the promotional period for a 8 

particular credit he was receiving had ended and his account would no longer 9 

reflect this credit, although once again, Mr. Effiong’s Exhibit 3A is not a true and 10 

correct copy of the letter that Frontier sent.  I have attached as Exhibit 6 a copy of 11 

the actual letter that was sent.  This letter was sent to any customer that Frontier’s 12 

systems showed were receiving multiple “save” credits.  Save credits are given by 13 

service representatives as a way to retain customers.   14 

 15 

Q. Can you comment on Mr. Effiong’s Exhibit 3B and Exhibit 3C? 16 

A. Yes, Mr. Effiong’s Exhibit 3B appears to be a replicated copy of Page 2 from the 17 

April 13, 2012 bill for the 661-8000 account, although again, this is not a true and 18 

correct copy of the bill.  Exhibit 3C appears to be a replicated copy of Page 3 19 

from the same bill.  Again, this copy is not a true and correct copy of this bill 20 

page.  I have attached as Frontier Exhibit 7 a copy of the April 2012 bill for the 21 

661-8000 account.  Mr. Effiong mentions here that his account was changed to 22 

another plan which is in fact reflected on this bill.  As a result of a call into our 23 
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centers on March 26, 2012, orders were written to change Mr. Effiong’s account 1 

to Frontier’s Nationwide Essentials service.  Mr. Effiong called in on November 2 

5, 2012, advising that he did not want this service and his plans were changed 3 

back to Frontier’s Digital Phone Essentials and the billing was back-dated to 4 

ensure seamless billing of the original rates. 5 

 6 

Q.   Can you comment on Mr. Effiong’s Exhibit 4A? 7 

A. Yes, Mr. Effiong’s Exhibit 4A is a copy of an email that was sent from Patricia 8 

Landes, a service representative under my supervision.  Ms. Landes handled Mr. 9 

Effiong’s informal complaint with this Commission.  In this email, Ms. Landes is 10 

confirming to Mr. Effiong certain actions that were taken with regard to his 11 

accounts.  Apparently, when the orders were written to return both of Mr. 12 

Effiong’s accounts to the Digital Phone Essentials plan, as referenced in the 13 

previous question, the orders were not written correctly causing early termination 14 

fees to be added for the cancellation of the original plans.  This Order error also 15 

caused the custom calling features that are a part of the Digital Phone Essentials 16 

plan to not be added to these accounts.  Ms. Landes is advising Mr. Effiong in this 17 

email that she had credited both accounts for the early termination fees, that she 18 

had written orders to add the appropriate calling features to the account, and that 19 

she had also provided credit for late payment fees that had been billed. 20 

 21 

Q. Do you have any comment regarding Mr. Effiong’s Exhibits 4B, 4C, and 4D? 22 
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A.  These exhibits are attachments to an email sent to Mr. Effiong, again by Patricia 1 

Landes, an employee under my supervision.  The attachments to this email are 2 

charts showing the bill dates and balances, by month, for each of Mr. Effiong’s 3 

accounts.  The figures shown on these charts correlate to the charges on each 4 

month’s bill, credits issued, and payments made from the first bills issued on each 5 

account through November of 2012. 6 

 7 

Q. Do you have any further comment regarding this case? 8 

A.  Yes, there are a lot of notations on Mr. Effiong’s accounts, orders that have been 9 

written,  credits that have been issued, and changes that have been made.  Frontier 10 

has at times misunderstood Mr. Effiong’s intentions when changes have been 11 

made to his accounts, and there have been the possibility for errors that have 12 

occurred on the part of Frontier.  All of that having been said, when you calculate 13 

the rate that was offered to Mr. Effiong for these services times the number of 14 

months service has been installed, after all charges have been assessed and all 15 

credits have been issued, Mr. Effiong has paid substantially less than the original 16 

price quoted for service as it was installed.  In addition, we have credited Mr. 17 

Effiong’s accounts for installation charges, jack charges, and for late payment 18 

fees.  Lastly, we offered to allow Mr. Effiong to disconnect service without 19 

incurring early termination fees.  We value Mr. Effiong’s service, but a thorough 20 

analysis of his accounts indicates that Frontier has, in fact, honored it contracts on 21 

these accounts, the rates paid have, in fact, been less than those originally offered, 22 

and Frontier offered to terminate service with no early termination fees.    23 
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Q. Does this conclude your testimony? 1 

A. Yes, it does. 2 

  3 

 4 

 5 

 6 

 7 

    8 

 9 

 10 

 11 
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