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ORDER 

 
By the Commission: 
 
 On January 28, 2013, Michael Effiong ("Complainant" or "Effiong") filed a 
Complaint with the Illinois Commerce Commission ("Commission") against Frontier 
North Inc. ("Frontier").  Complainant complains as to his billing and charges from 
Frontier at his service address in Bloomington, Illinois. 
 
 Pursuant to notice given in accordance with the law and the rules and regulations 
of the Commission, an evidentiary hearing was held in this matter on July 30, 2013 at 
the offices of the Commission at 527 E. Capitol, Springfield, Illinois.  Complainant 
appeared pro se while Frontier was represented by counsel.  Mr. Effiong and Sheri 
Effiong testified on behalf of Complainant.  Brett Dickerson testified on behalf of 
Frontier.  At the conclusion of the evidentiary hearing, the record was marked "Heard 
and Taken." 
 
 Initial Briefs were filed by Complainant and Frontier, a Reply Brief was filed by 
Frontier.  A reply Brief was late-filed by the Complainant.  A proposed order was served 
on the parties.  No Briefs on Exceptions were filed by the filing date set by the 
Administrative Law.   
 
Complainant Position 
 
 Complainant alleges Frontier did not honor its contract with him. He claims he 
placed an order for both phone lines at the same time and received one confirmation 
number.  Complainant asserts Frontier did not extend the promotional period for another 
six months as stated in the letter from its Vice-President of Marketing.  He says Frontier 
issued credits/ adjustments and then charged him for them again on the next month's 
bill.  Complainant claims his bills were incorrect and inconsistent for most of the time 
that he had Frontier's service.  Complainant asserts this prompted his repeated calls to 
try to resolve this situation.  
 
 Complainant contends that Frontier did not honor its agreement.  Complainant 
believes his repeated calls were unsatisfactory in resolving the billing/charges issues.  
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Complainant says the more that credits and adjustments were made, the more 
confused he became.  Complainant states that he placed one phone call to Frontier on 
April 8, 2011. He says he ordered a phone line (309-661-8000) with High-Speed 
internet and Digital Phone Essentials for $68.38 plus taxes and surcharges and a credit 
of $28.38.  Complainant contends this credit was to be for six months. Complainant 
states he also ordered a second line (309-829-2999) with the same plan.  He says he 
received one confirmation number for both orders.  Complainant claims that due to 
scheduling at Frontier, the phone lines were connected on different days.  
 
 Complainant says he tried to calculate what he should have been billed and 
asserts his estimate is less than Frontier's estimate.  Complainant claims Frontier 
refuses to honor the letter from its Vice-President of Customer Marketing, Trevo'r 
Laurence.  Complainant believes this letter extended the trial period previously agreed 
to. 
 
 Complainant asserts these errors continued even after they were corrected and a 
promise was made not to occur again when he says they reached a common ground 
that a zero balance, on Frontier's bills received on November 9, 2011 and January 11, 
2012.  Complainant says the accumulated unpaid amount is a result of Frontier 
imposing an unacceptable rate to what was agreed and because he had moved from 
one place to another and was not using Frontier's services any longer, with respect to 
the phone number 309-829-2999. 
 
 Complainant maintains that Frontier refuses to keep the original rate agreement 
based on its coupon.  Complainant asserts Frontier's opening bill on number 309-829-
2999 was $61.30.  He complains that on number 309-661-8000 he was billed at a rate 
of $253.33.  Complainant asserts Frontier did not install any jacks or anything in either 
premises, 603 RT Dunn Dr. or 2422 E. Washington St.  Complainant says he has the 
original bills and letters but Frontier would not accept them. 
 
Frontier Position 
 
 Frontier believes the testimony and exhibits show that Mr. Effiong was not quoted 
a $40 monthly package price, but instead a $68.38 price with six months of promotional 
credits.  Frontier insists it honored this rate with Mr. Effiong, and made every attempt to 
keep him as a satisfied customer.  Frontier says numerous changes were made to his 
service plans at his request, and multiple credits were issued to his accounts.   Frontier 
asserts Mr. Effiong was ultimately billed less than the quoted charges for Frontier’s 
service.  Frontier believes Mr. Effiong’s claims are without merit and should be 
dismissed. 
 
 Frontier states that on April 8, 2011, Mr. Effiong placed an order for Frontier’s 
Digital Phone Essentials (“Essentials”) plan.   Frontier says this order resulted in the 
activation of the 309-661-8000 account on April 13, 2011.  Frontier claims Essentials is 
a two year package plan consisting of an access line, basic features, and high-speed 
Internet access.  According to Frontier, the charge for the phone and features 
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component of the plan was $40, the high-speed Internet charge was $28.68, and the 
total monthly charge for the entire package was $68.38 plus taxes and surcharges.  
Frontier says Mr. Effiong subscribed to a two-year term commitment under the 
promotion which provided six months of the high-speed Internet service for free.  Under 
the plan, Frontier asserts Mr. Effiong would be billed $40 for phone and Internet for the 
first six months.  Frontier asserts that on April 19, 2011, Mr. Effiong placed an order for 
stand-alone high-speed Internet without voice service on a second account (309-829-
2999).   Frontier says service was installed on April 22, 2011 on the 309-829-2999 
account and on April 26, 2011 converted to the same Essentials package and 
promotion as the first line with the same two-year term commitment.  Frontier says this 
second line also received free high-speed Internet for the first six months. 
 
 Frontier indicates the promotional materials displayed by Mr. Effiong refer to 
“$40/month Internet and phone for the first six months” and “…your first 6 months of 
Internet FREE when you sign up for new Frontier Fast High-Speed Internet and Digital 
Phone Essentials.”  Frontier argues the Essentials package for both lines reflects this 
promotion.  After account credits, Frontier says Mr. Effiong would not be charged for 
Internet for six months on either of his lines.  According to Frontier, setup and 
installation fees were not included in the promotional price, but Frontier nevertheless 
issued credits.  Frontier claims many of these charges were credited for Mr. Effiong in 
an attempt by Frontier to address his ongoing billing concerns. 
 
 According to Frontier, Mr. Effiong’s package price on each account was as 
follows: $40 for the first six months, $68.38 for the remaining months of his service term, 
plus taxes and surcharges.  During the eighteen months that Mr. Effiong’s account was 
in service with Frontier, Frontier states the applicable charges that should have been 
billed totaled $1,830.84.  Frontier claims this calculation includes an average of $15 in 
taxes and surcharges.  However, after applying the $714.21 in credits issued to the 309-
661-8000 account, Frontier says the total charges Frontier actually billed Mr. Effiong 
was only $1,256.42, or $574.42 less than the amount he should have been billed for the 
package of services Mr. Effiong ordered   
 
 Frontier says for the 309-829-2999 account, the applicable charges that should 
have been billed totaled $1,830.84.  Frontier indicates it issued credits in the amount of 
$566.07 for a billed total of only $1,455.81.  Frontier contends this was $375.03 less 
than the amount Mr. Effiong should have been billed for the package of services Mr. 
Effiong ordered. 
  
 In Frontier's view, the evidence in the record shows that Frontier honored the 
rates identified with Mr. Effiong and in fact, Frontier billed Mr. Effiong substantially less 
than the rates he has indicated that he thought he would be charged for the Frontier 
service. 
 
 Frontier indicates Mr. Effiong contacted Frontier customer service on numerous 
occasions with multiple requests.  Frontier says he requested that Frontier convert the 
original services to another package plan; change accounts back to their original plans; 
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discuss payment arrangements, and more.  In response to Mr. Effiong’s calls, Frontier 
says its representatives made account changes under the belief that such changes 
would satisfy the customer's wishes.  To address Mr. Effiong’s account adjustment 
requests and respond to his concerns about billing, Frontier claims it issued Mr. Effiong 
multiple credits.  Frontier says credits included installation charges associated with the 
original in-service dates on both accounts, package changing credits, jack installation 
credits, service credits, and courtesy credits to convince Mr. Effiong that Frontier valued 
his business.  Additionally, Frontier asserts it issued credits based on the customer’s 
belief that he was being overcharged, despite Frontier’s records to the contrary.  Finally, 
Frontier says it expressed its intent to waive any fees or early cancellation charges that 
might apply should Mr. Effiong choose to cancel his service.  Frontier indicates Mr. 
Effiong did not cancel his service until after the hearing in this proceeding. 
 
 During the period that Mr. Effiong was a Frontier customer, Frontier claims Mr. 
Effiong made minimal payments on this account to pay for the service he received from 
Frontier.  Frontier says he had not made payments on either of the two accounts since 
sometime in late 2012.  Frontier states that as of the hearing date his last bills on 
accounts 309-661-8000 and 309-829-2999 had an aggregate outstanding balance 
totaling more than $1,600.  As of July 13, 2013, Frontier says the outstanding balance 
on account 309-829-2999 was $951.28.  As of July 13, 2013, Frontier indicates the 
outstanding balance on account 309-661-8000 was $758.90.  According to Frontier, the 
Frontier bills for May, June and July 2013 also showed that Mr. Effiong had not made a 
payment on either account during the three month billing period.  Frontier alleges that 
while it has made every effort to keep Mr. Effiong as a satisfied customer, including 
adjusting his service and providing numerous credits on this account, Mr. Effiong did not 
pay his service charges while Frontier continued to provide service on his two accounts.   
 
 In his Initial Brief, Frontier notes Mr. Effiong asserts that Frontier did not honor 
the contract with him.  Frontier insists it made every reasonable attempt to provide the 
service requested by Mr. Effiong and Frontier believes it went to extraordinary efforts to 
attempt to accommodate Mr. Effiong’s ongoing and consistently changing issues.  
Frontier says Mr. Effiong’s package price on each account was as follows: $40 for the 
first six months, $68.38 for the remaining two months of his service term, plus taxes and 
surcharges.  While Frontier believes it has made every effort to keep Mr. Effiong as a 
satisfied customer, including adjusting his service and providing numerous credits on 
this account, Frontier complains that Mr. Effiong did not pay his service charges while 
Frontier continued to provide service on his two accounts. 
 
Commission Analysis and Conclusions 
 
 The Commission has carefully reviewed the parties' arguments and the evidence 
in the record.  It appears to the Commission that Complainant may have misunderstood 
the prices and billing rates associated with the services offered by Frontier.  The 
Commission is sympathetic to the possibility that customers are sometimes confused by 
offerings of public utilities in Illinois.  In this instance, it appears from the evidence 
presented; that there is no evidence to show that in fact Frontier did overcharge 
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Complainant for the services it provided during the period in question.  In fact, it appears 
from the evidence that in effort to mitigate Complainant's concerns about the bills and 
services he received, Frontier ultimately billed Complainant less than the amount called 
for under the contract between Complainant and Frontier.  The Commission finds that 
there is no merit to Complainant's formal complaint against Frontier in this proceeding 
and that the complaint should be dismissed with prejudice.   
 
Finding and Ordering Paragraphs 
 
 The Commission, having considered the entire record herein and being fully 
advised in the premises, is of the opinion and finds that: 
 

(1) Respondent, Frontier North Inc., is a public utility within the meaning of the 
Public Utilities Act; 

(2) Complainant, Michael Effiong, is a resident of Illinois and was a customer 
of Frontier; 

(3) the Commission has jurisdiction over the subject matter of this proceeding; 

(4) the recitals of fact set forth in the prefatory portion of this Order are 
supported by the record and are hereby adopted as findings of fact; 

(5) there is no merit to the formal complaint filed in this proceeding and the 
formal complaint should be dismissed with prejudice. 

 IT IS THEREFORE ORDERED by the Illinois Commerce Commission that the 
formal complaint filed by Michael Effiong against Frontier North Inc. is dismissed with 
prejudice.  
 
 IT IS FURTHER ORDERED that all motions, petitions and objections made in 
this proceeding, which are not disposed of, be and are hereby disposed of consistent 
with the ultimate conclusions contained herein. 
 
 IT IS FURTHER ORDERED that subject to the provisions of Section 10-113 of 
the Act and 83 Ill. Adm. Code 200.880, this Order is final; it is not subject to the 
Administrative Review Law. 
 
 By Order of the Commission this 23rd day of January, 2014.   
 
 
 
       (SIGNED) DOUGLAS P. SCOTT 
 
        Chairman 
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