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Ex Parte 
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Re: CG Docket Nos. 09-158 and 10-207 
 
Dear Ms. Dortch: 
 

Yesterday, Zed Dancey, Donna Epps, Mark Montano and the undersigned of Verizon met 
with Joel Gurin, William Freedman, John B. Adams, Arthur Scrutchins, Kurt Schroeder, Nancy 
Stevenson, Rebecca Hersilj, Mark Stone, and Michael Jacobs of the Consumer and 
Governmental Affairs Bureau; Katie Costello of the Media Bureau; and Lisa Hone of the 
Wireline Competition Bureau. 
 

During the meeting, we discussed issues related to Verizon’s filings in the above-
referenced pending Commission proceeding on consumer information and disclosure practices.  
We explained that Verizon shares the Commission’s goal of ensuring that customers receive 
clear, accurate, and usable information about our services and that Verizon has strong incentives 
to provide such information to its customers at all stages of the customer relationship.  
 

We explained the various data points we disclose in our marketing and advertising 
materials and indicated that Verizon’s advertisements disclose all material terms of an offer. 
Verizon designs its advertisements to describe the information that is most relevant and of 
interest to consumers, which typically includes pricing information, main service features, and 
key terms like the duration of any promotional offer or of a minimum term commitment that is 
required to receive the offer. 
 

In addition, we discussed our point-of-sale disclosures, which include the monthly cost of  
the service ordered, applicable fees, the price of leasing set top boxes, the duration of 
promotional rates, and the minimum term commitment and early termination fee, if any.  
Verizon also described the First Bill Estimate that it provides to new FiOS customers to help 
them understand the pro-rated charges and taxes and fees that will appear on their first bill.   
 

Verizon explained that it offers customers services on a month-to-month basis, in 
addition to offers that are based on a longer term (e.g., one or two years) and include an early 
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termination fee.  Many of Verizon’s customers choose to purchase services on a month-to-month 
basis to retain the flexibility to choose providers or cancel services.  Other customers, however, 
prefer additional discounts or promotional offers and the certainty of a longer period during 
which prices cannot rise..   
 

Verizon also explained that its customers who purchase a “triple play” bundle of FiOS 
services and decide to cancel one service are not required to pay early termination fees.  Rather, 
they will be switched into a “double play.”  If the customer had a minimum term commitment, 
the end date of that commitment and the early termination fee would not be affected by the 
change in services.   
 

Verizon further described the useful information often contained in the customer’s bill, 
such as the end date of the customer’s minimum term commitment or the customer’s 
promotional period.  Likewise, the bill will typically indicate the amount of the promotional 
discount.     
 

We also discussed Verizon’s 30-day, money-back guarantee on Verizon’s High Speed 
Internet (DSL) service if a new customer is not satisfied or wishes to cancel service for any 
reason.  Verizon also allows its FiOS customers to cancel service within 30 days without 
incurring any early termination fees.  We also explained how we disclose information about our 
network management practices, and our privacy policy.  
 

Finally, we discussed Verizon’s efforts to prevent unauthorized third-party charges from 
appearing on consumers’ bills.  Verizon pre-screens third-parties, the principals of those third-
parties, and their marketing materials.  Through its First Call Resolution policy, if a customer 
calls Verizon to complain about a third-party charge, Verizon will give the customer an 
immediate credit of the amount in dispute and offer a free service to block future third-party 
charges.  Verizon also tracks the number of complaints it receives for unauthorized charges and 
will no longer allow third-parties with excessive complaint levels to appear on Verizon’s bills.   

Please let me know if you have any questions. 

Sincerely, 

 
 
cc: Joel Gurin  Mark Stone 
 John B. Adams Katie Costello 
 William Friedman Rebecca Hirselj 
 Lisa Hone  Michael Jacobs 
 Kurt Schroeder Arthur Scrutchins 
 Nancy Stevenson 


