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COMMENTS OF THE STATE MEMBERS OF THE FEDERAL-STATE JOINT
CONFERENCE ON ADVANCED TELECOMMUNICATIONS SERVICES

The State Members of the Federal-State Joint Conference on Advanced
Telecommunications Services® (State Members), after consultation with the federal members,
respectfully submit these comments in response to the Order, Report and Orders, Further Notice
of Proposed Rulemaking, Proposal for Ongoing Data Initiative (IP Transition Order) released by
the Federal Communications Commission (FCC) on January 31, 2014.2 The State Members
agree with the March 14, 2014, comments filed by the California Public Utilities Commission:
the FCC should work collaboratively with State, local, and tribal governments on data collection
issues during the IP trials.®

In the IP Transition Order, the FCC seeks input from the Joint Conference on developing
best practices for gathering and evaluating consumer complaints about technology transitions.*

The State Members appreciate this referral and the FCC’s acknowledgement that State
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commissions can help improve the IP trials by investigating State consumer complaint collection
practices.” The deployment of a new technology to provide functionally equivalent services has
never eliminated the need to protect consumers. Unfortunately, instances of poor service quality
and subpar consumer service by carriers have continued.® States commissions are almost always
the first to learn of and provide relief when new concerns emerge. As the comments already
filed in this proceeding indicate, this latest ongoing transition is no exception.

State commissions have traditionally taken a lead role in performing consumer education
and complaint resolution functions. The State Members urge the FCC to maintain this best
practice throughout the IP trials and to partner with the State commissions, in this docket, and in
any subsequent orders, to make certain that vital State and federal legal avenues for consumer
redress continue.

I STATE COMMISSIONS HAVE UNIQUE INSIGHTS INTO LOCAL

CONDITIONS AND CAPABILITIES THAT WILL BE ESSENTIAL TO THE
SUCCESS OF IP TRIALS.

The issues raised by the trials are not limited to the two small wire centers selected by
AT&T. To assess the effects of the IP transition, the Commission must look beyond these two
small trials, and evaluate the experiences of the States and consumers where the shift from
traditional TDM service to IP based and wireless telephony and Internet access is already
underway. State commissions are well situated to help meet the FCC’s goal of preserving
“public safety, ubiquitous and affordable access, competition, and consumer protection” during

the IP trials.”
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In response to the IP Transition Order, the State Members conducted an informal survey
on State complaint practices to which forty State commissions responded. Nearly all responding
States accept consumer complaints about telecommunications services and monitor trends in
such complaints.®2 There are basic practices that cross multiple jurisdictions that should inform
the FCC’s action in this proceeding:

Leverage the States’ expertise in collecting consumer complaints on telecommunications
services.

An important first step is to collect data on consumer complaints. The majority of State
commissions accept and track consumer complaints about both local and long-distance wireline
service.” Furthermore, States commissions are increasingly receiving inquiries and complaints
about VoIP and wireless services.™

Educate Consumers about State and Federal Avenues to provide input on the rollout.

These avenues for consumer redress must be paired with consumer education. State
commissions know their communities well and are available to consumers through a variety of
intake methods, including walk-in meetings, telephone consultations, and referrals by local
elected officials. They build on their relationships with local social-service organizations to
reach diverse parts of their communities. The Regulatory Commission of Alaska gives
presentations at military community events and at events with the Alaska Federation of Natives,
and the Public Service Commission of the District of Columbia performs outreach events with

Advisory Neighborhood Commissions, schools, and churches. The Massachusetts Department
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of Telecommunications and Cable reaches non-English speaking populations by attending events
aimed at the state’s Hispanic, Cambodian, Brazilian, and Chinese communities. The Public
Utilities Commission of Ohio performs outreach at state fairs, community events, and at
community action centers. And specialists from the Pennsylvania Public Utility Commission
travel the state and educate consumers at community fairs, legislative forums, and events for
senior citizens. These representative efforts demonstrate the State commissions’ capacity to
conduct the outreach and consumer education necessary to achieving successful IP trials.
Work Closely with the targeted State Commissions.

State commissions have applied their local knowledge when identifying and advising the
FCC on such issues as rural call termination problems,** cramming,*? and cell phone bill shock.*
More recently, the New York Public Service Commission investigated and helped identify
problems associated with the proposed use of Voice Link fixed wireless technology to replace
copper infrastructure in areas damaged by Hurricane Sandy.!* These few examples show that
State commissions are well positioned to provide key insights to the FCC into local issues and

concerns presented during the IP trials.
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1. STATE COMMISSIONS COMPLEMENT THE FEDERAL ROLE AND CAN
FILL IMPORTANT GAPS IN THE FCC’S CAPABILITIES.

The FCC indicated recently that it will focus its consumer resources on large-scale
industry trends and aggregated issue resolution, while moving its intake process toward full
automation.”®  State commissions, on the other hand, target their resources on resolving
individual consumer complaints and engaging in both formal and informal adjudications.'® State
commissions keep data on the nature of these complaints and then identify local trends and areas
of concern. State commissions stand ready to work with the FCC in order to fill in the gaps left
by the FCC’s transition to broader monitoring of national, industry-wide trends.

The FCC already holds regular State and National Action Plan (SNAP) calls with State
regulators to exchange information on emerging consumer issues.'” State Members recommend
that further strengthening the federal-state partnership through a regular exchange of information
will allow both the FCC and State commissions to concentrate on their core consumer
competencies. For example, the Joint Conference could consider periodically collecting state
consumer complaint data, summarizing it, and identifying trends and issues for the FCC.

1. FEDERAL-STATE COOPERATION HAS LONG BEEN AN IMPORTANT PART

OF NATIONAL TELECOMMUNICATIONS POLICY AND SHOULD BE A KEY
PART OF THE IP TRANSITION.

Close cooperation between State commissions and the FCC and other federal agencies

has long been an important part of telecommunications policy in areas such as consumer
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protection, public safety, universal service, and interconnection.® The Telecommunications Act
of 1996 creates vehicles for federal-state cooperation in the form of joint boards,* including for
Universal Service?® and the designation of Eligible Telecommunications Carriers.”* Utilizing
this framework, federal agencies and state commission counterparts successfully managed a
large-scale transition in the technology by which television stations transmit their broadcasts.
Specifically, during the Digital Television Transition, the FCC and the National
Telecommunications and Information Administration (NTIA) utilized the local knowledge and
connections of state commissions to educate the public about the transition.??
IV. CONCLUSION

Many State commissions are prepared to build on this history of cooperation and leverage

their knowledge of local conditions to help consumers by accepting inquiries and complaints on

the IP transition trials. The State Members hope to engage our federal counterparts in compiling

18 See generally, Telecommunications Act of 1996, 47 U.S.C. 8§ 151-621 (1996) (Telecommunications Act);
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20 Id. § 254.
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and understanding a comprehensive consumer-related data set about the IP rollout for inclusion

in the record when the trials end. The FCC should work closely with State commissions to

ensure that the key goals of telecommunications policy are met as the IP trials, and more broadly

the IP transition, move forward.

April 14, 2014
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