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Dear Ms. Milkman and Mr. Stone:
I write in response to your inquiry of December 4, 2009, regarding the recent change to
Verizon Wireless’ early termination fee (ETF) structure for “Advanced Devices” and certain
reports regarding charges for our Mobile Web Service.1
Verizon Wireless’ term contracts with ETFs promote consumer choice and broadband
deployment. This pricing structure enables Verizon Wireless to offer wireless devices at a
substantial discount from their full retail price. By reducing up-front costs to consumers, this
pricing lowers the barriers to consumers to obtaining mobile broadband devices. It thus enables
many more consumers, including those of more limited means, access to a range of exciting, stateof-the art broadband services and capabilities. The company’s pricing structure therefore
promotes the national goal of fostering the greater adoption and use of mobile broadband services.
At the same time, consumers are protected by Verizon Wireless’ detailed disclosure practices
described in this response, by the Worry Free Guarantee, which allows customers to terminate
within 30 days of activation without an ETF, and by the monthly reduction in the ETF amount.2

1

On December 17, 2009, Commission staff granted Verizon Wireless a two business day extension of the deadline for
filing its response, until December 21, 2009.

2

Verizon Wireless was the first national wireless carrier to prorate its ETFs, in November 2006.
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In addition, consumers have the option of avoiding the ETF entirely by paying full price for
the device and subscribing on a month-to-month basis.3 The overwhelming majority of Verizon
Wireless customers, however, choose to commit to a term contract because they see great value in
acquiring state-of-the-art wireless devices at heavily discounted prices. In exchange, consumers
sign a contract that commits them to a term of service that pays for the device (and other costs)
over time.
The Commission held in 2003 that “carriers may include provisions in their customer
contracts on issues such as early termination and credit worthiness.”4 In that order, the
Commission disallowed wireless carriers from restricting the number porting process, but also
stated, “We do not sanction or encourage consumers to breach their contractual obligations. Nor
do we prevent carriers from collecting any outstanding fees or charges from consumers pursuant to
traditional contractual remedies.”5
That same year, in upholding the lawfulness of an ETF, the Commission noted "the history
of Commission approval of early service termination provisions similar to the one at issue here,
and the reasonable goals that they generally serve."6 It also stated, "The Commission has
acknowledged that, because carriers must make investments and other commitments associated
with a particular customer's expected level of service for an expected period of time, carriers will
incur costs if those expectations are not met, and carriers must be allowed a reasonable means to
recover such costs. In other words, the Commission has allowed carriers to use early service
termination provisions to allocate the risk of investments associated with long term service
arrangements with their customers."7
In its most recent annual report to Congress on wireless competition, the Commission
found that “U.S. consumers continue to benefit from effective competition in the CMRS
marketplace.”8 The Commission noted that “Fixed-term service contracts and ETFs are part of a
3

Verizon Wireless introduced the month-to-month option for customers who choose not to select a term contract in
September 2008 -- another example of the innovative offerings from wireless carriers that benefit customers. Data
submitted in the Commission’s recent Notice of Inquiry on wireless competition also demonstrate the rapidly
expanding choices consumers have among service plans to meet their individual needs. See, e.g., Comments of CTIA,
WT Docket No. 09-66, filed September 30, 2009.
4

Telephone Number Portability, Memorandum Opinion and Order, 18 FCC Rcd 20971, 20976 (2003).

5

Id.

6

Ryder Communications Inc., Memorandum Opinion and Order, 18 FCC Rcd. 13603, 13617.

7

Id.

8

Implementation of Section 6002(b) of the Omnibus Budget Reconciliation Act of 1993, Annual Report and Analysis
of Competitive Conditions With Respect to Commercial Mobile Services, Thirteenth Report, WT Docket No. 09-27
(2009), at ¶ 274.
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traditional industry business model in which providers use handset subsidies to offer consumers a
discount on the upfront price of handsets and thereby promote the sale of mobile telephone
services.”9
Verizon Wireless has recently instituted a two-tier structure for ETFs for term contracts.
As more fully explained below, the higher ETF associated with Advanced Devices reflects the
higher costs associated with offering those devices to consumers at attractive prices, the costs and
risks of investing in the broadband network to support these devices, and other costs and risks.
1. What information about the higher ETF does Verizon Wireless provide to prospective
customers, and when? How do consumers know whether the increased ETF applies to the device
and service plan they would like to purchase? Please provide a description of whether or how a
customer seeking to sign up for Verizon Wireless service on the Verizon Wireless website would be
able to find out about the levels and terms and conditions of the ETF, other than by calling up the
formal Customer Agreement accessible in small type at the bottom of the web page. Please also
provide a detailed description of how consumers receive relevant information across other retail
sales channels, including retail outlets and sales made over the phone (if applicable). Please
describe the format in which this information is presented, and provide sample materials.
Response: Verizon Wireless has designed multiple ways to inform its customers about the
ETFs associated with term contracts. Information about ETFs is included in Verizon Wireless’
advertisements, checklists for its sales representatives, scripts for its telesales representatives, the
Customer Agreement, detailed customer guides, sales receipts, on-line store disclosures, and sales
confirmation letters that are sent to customers.
Verizon Wireless’ advertising is designed to make customers aware of ETFs before a
prospective customer even comes into a Verizon Wireless store, goes on-line or calls our toll-free
sales number. Every print advertisement that promotes the sale of an “Advanced Device” clearly
discloses that the advertised price requires a two-year contract, and that an ETF starting at $350
may apply.10 (A copy of such a print advertisement is attached as Exhibit B.) If the print
advertisement promotes the sale of both Advanced Devices and regular handsets, the fact that the
ETF will start at either $175 for regular handsets, or $350 for Advanced Devices, is likewise
disclosed. (A copy of a print advertisement for both Advanced Devices and regular handsets is

9

Id. at ¶ 113.

10

The “Advanced Device” category includes devices with a combination of advanced capabilities, which may include
a premium HTML browser; high-resolution MP camera with optical zoom; dual processor chipsets; Wi-Fi; very high
display resolution; and operating systems such as BlackBerry, Windows Mobile, Palm, or Android. These devices also
include netbooks. (Service plans for USB modems and PC cards purchased at a discount are subject to a $175 ETF.)
Advanced Devices generally have more complex chip sets, microprocessors and licensed software that perform more
functions than regular phones. A list of Advanced Devices is available at www.verizonwireless.com/advanceddevices,
and is attached as Exhibit A to this response.
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attached as Exhibit C.) Verizon Wireless’ television advertisements for Advanced Devices and
regular handsets similarly disclose the maximum amount of the applicable ETF, and Verizon
Wireless’ radio advertisements also disclose the existence of the ETF.
During a sales transaction, and prior to the customer selecting a service plan, Verizon
Wireless informs the prospective customer of the amount of any applicable ETF, as well as the
amount by which that ETF decreases over time. The amount of any applicable ETF does not
depend on the type of postpaid service plan a consumer chooses. Instead, the amount depends on
whether the customer has chosen a month-to-month contract ($0 ETF) or a one- or two-year
contract (ETF starting at $175 or $350, depending on whether the customer has purchased a
regular or an Advanced Device at a discount at the time of activation). Customers who choose a
one- or two-year contract in return for a regular wireless device at a discount are subject to an ETF
that starts at $175. Customers who choose a one- or two-year contract in return for an Advanced
Device at a discount are subject to an ETF that starts at $350. The ETF declines over time ($5 or
$10 each month completed by the customers for the $175 ETF or $350 ETF, respectively).
For customers signing up for service in a Verizon Wireless retail store, the amount of any
applicable ETF associated with the device and contract length desired by the customer is disclosed
in written materials provided to the customer. Customer representatives are trained to inform
customers orally of the amount of any applicable ETF associated with a device and the contract
length selected by the customer. The Verizon Wireless Customer Agreement that the customer
receives at the point of sale provides:
What Happens if My Service is Canceled Before the End of My Contract Term?
You’re agreeing to subscribe to a line of Service either on a month-to-month basis or for a
minimum contract term, as shown on your receipt or order confirmation. (If your Service
is suspended without billing, that time doesn’t count toward completing your contract
term.) Once you’ve completed your contract term, you’ll automatically become a customer
on a month-to-month basis for that line of Service. If you cancel a line of Service, or if
we cancel it for good cause, during its contract term, you’ll have to pay an early
termination fee. If your contract term results from your purchase of an advanced
device after November 14, 2009, your early termination fee will be $350 minus $10 for
each full month of your contract term that you complete. (For a complete list of
advanced devices, check www.verizonwireless.com/advanceddevices.) Otherwise,
your early termination fee will be $175 minus $5 for each full month of your contract
term that you complete. Cancellations will become effective on the last day of that
month’s billing cycle, and you are responsible for all charges incurred until then. Also, if
you bought your wireless device from an authorized agent or third-party vendor, you
should check if they charge a separate termination fee.
Verizon Wireless’ Your Guide brochure, which describes the wireless plans and the terms
and conditions associated with those plans and is provided to prospective customers in Verizon
Wireless retail stores, further provides:
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Early Termination Fees
The early termination fee is up to $175 or up to $350 if your contract terms results from
your purchase of an Advanced Device after November 14, 2009. For a complete list of
Advanced Devices, go to verizonwireless.com/advanceddevices.
(Copies of Verizon Wireless’ Welcome Guide, which includes the Verizon Wireless Customer
Agreement, and Verizon Wireless’ Your Guide consumer brochure are attached as Exhibits D and
E, respectively.)
The “price cards” for devices displayed in Verizon Wireless retail stores indicate whether
the device is an Advanced Device, and also disclose the full retail, one-year contract and two-year
contract prices, as well as details about the amount and nature of any available rebate. (An
example of the price card for the Motorola DROID, Advanced Device, is attached as Exhibit F.)
Finally, at the time of contract acceptance, the customer electronically signs a receipt that
discloses the contract end date and the applicable ETF. (A copy of an actual receipt signed by a
customer on November 17, 2009 – redacted to remove customer-identifying information – is
attached as Exhibit G.)
For customers signing up for service through Verizon Wireless’ telesales group, Verizon
Wireless telesales representatives are trained orally to inform customers which ETF amount
applies, depending on the device and contract length chosen by the customer. The Welcome Guide
and Your Guide brochures and a receipt disclosing the contract term and the existence of the ETF
(attached as Exhibit H), are sent by Federal Express to the customer along with the customer’s
selected equipment before the customer accepts the contract electronically through a call to an
interactive voice response (IVR) system. For customers accepting a two-year contract, the IVR
states:
Thank you for activating service with Verizon Wireless. Information regarding
your service is included with your shipment and can be found on the receipt, in the
brochure and in the Welcome Guide.
Do you understand that you are agreeing to a two-year minimum term that begins
on the date you received your equipment, and that an early termination fee of up to
$175 or $350 will apply if service is canceled prior to the end of that minimum
term, as detailed in the materials included in your shipment?
If yes, press 1.
If no, press 2.
To hear this again, press 7.
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For customers signing up for service through Verizon Wireless’ on-line store,
www.verizonwireless.com, information regarding the ETF structure is provided through the online purchase path. A customer shopping for service and devices through the on-line store can
start the purchase process either by selecting a device (and then selecting a compatible plan), or
selecting a plan (and then selecting a compatible device). Regardless whether the customer selects
the device or plan first, when the customer gets to the plan page, the “Calling Plan Information”
scroll box discloses the ETF amount and structure [“Early Termination Fee: Up to $175, or up to
$350 per line for Advanced Devices (see www.verizonwireless.com/advanceddevices), per line for
one- or two-year minimum terms.”]. (An example of the on-line page for available Voice and
Email Plans for the DROID, with the complete contents of the “Calling Plan Information” scroll
box, is attached as Exhibit I.)
Further, before the customer accepts the contract on-line, the Verizon Wireless Customer
Agreement (which also describes the ETF structure and how the ETF declines over time) is
presented to the customer, along with the summary paragraph above the “I accept” box that
similarly discloses the ETF:
I agree to the current Verizon Wireless Customer Agreement (CA), including the
Calling Plan, (with Extended Limited Warranty/Service Contract, if applicable) and
other terms and conditions for services and selected features I have agreed to
purchase as reflected on this order, and which I have had the opportunity to review.
I understand that I am agreeing to an early termination fee of up to $175, or up to
$350 on Advanced Devices (see www.verizonwireless.com/advanceddevices),
limitations of liability for service and equipment, settlement of disputes by
arbitration and other means instead of jury trials and other important terms in the
CA.
I understand that if I do not agree to the Verizon Wireless Customer Agreement
Terms and Conditions, I should click on the "Cancel" button below to discontinue
my order with Verizon Wireless.
(A copy of the on-line acceptance page is attached as Exhibit J.)
Within 5 days of a customer accepting a new contract, through any of the sales channels,
Verizon Wireless sends each customer a letter that confirms the details of the customer’s chosen
plan, the contract end date, and the applicable ETF. (A copy of a Verizon Wireless confirmation
letter is attached as Exhibit K.) Even after all of these disclosures, a customer can always cancel
service and return new equipment without any ETF within 30 days of activation pursuant to
Verizon Wireless’ return/cancellation program (explained more fully in response to Question 3,
below).
2. Similarly, how can customers learn about the formula for prorating the ETF? Does
Verizon Wireless provide the full terms and conditions, including the proration formula, anywhere
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other than in the formal Customer Agreement? If so, where? For example, is any relevant
information provided on monthly bills? What is the format of the information provided? How can
customers learn about the amount they will be charged if they terminate their service plan on a
given date?
Response: If an ETF starts at $175, that ETF declines by $5 per month for each month of
the contract term that the customer completes. If an ETF starts at $350, that ETF declines by $10
per month for each month of the contract term that the customer completes. That formula is
explained in the Verizon Wireless Customer Agreement, which is available in the Welcome Guide
that is provided to each new customer activating service in a retail store or through telesales, and
also through a direct link at the bottom of every page of www.verizonwireless.com. The formula
is stated in the Customer Agreement as follows:
If your contract term results from your purchase of an advanced device after
November 14, 2009, your early termination fee will be $350 minus $10 for each
full month of your contract term that you complete. (For a complete list of
advanced devices, check www.verizonwireless.com/advanceddevices.)
Otherwise, your early termination fee will be $175 minus $5 for each full
month of your contract term that you complete. Cancellations will become
effective on the last day of that month’s billing cycle, and you are responsible for
all charges incurred until then.
Verizon Wireless Sales or Customer Care representatives will explain the formula, and
calculate the applicable ETF for any particular customer, upon request. The proration formula is
not included on Verizon Wireless’ monthly bills to its customers.
3. Please provide the details of any trial period in which customers may discontinue
service without being subject to the increased ETF. Do customers have an opportunity to review
their first bill before the trial period expires? How is this information communicated to
prospective and current customers?
Response: Verizon Wireless offers a “Worry Free Guarantee” that allows customers to
cancel service for any reason within thirty days of activation. As long as the customer returns
during that time period any device that he or she purchased at a discount from Verizon Wireless,
the customer is not subject to any ETF. Information about Verizon Wireless’ return and
cancellation period is included in the Welcome Guide, and is also included through a direct link at
the bottom of every page of www.verizonwireless.com. Depending on the customer’s bill cycle, a
customer may or may not receive his or her first bill prior to the expiration of the thirty-day
return/cancellation period. However, customers that sign up at a store receive an estimated
calculation of their first bill at the point of sale. In addition, even if they do not receive their first
bill during the return/cancellation period, customers signing up for service are sent a letter
confirming their agreement within five days of activation. The letter details the plan selected by
the customer, the contract term, the contract end date, and the ETF. (A copy of a Verizon Wireless
Confirmation Letter is attached as Exhibit K.) By following the link to
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www.verizonwireless.com/care identified in the Confirmation Letter next to “Questions,” or
calling Customer Care, the customer can also access information on the Worry Free Guarantee.
4. Please describe the rationale for the increase in the ETF for an “advanced device.”
According to press accounts of statements by a Verizon spokesperson, “[t]his has to do with the
cost we pay for the device . . . [which] is far north of” the subsidized price at which Verizon makes
the device available to customers. In particular, please explain: (1) the cost differentials that
Verizon pays for advanced devices over what it charges its customers; (2) the ETF levels,
proration schedules, and other terms and conditions of ETFs; (3) how the levels of ETFs, together
with the terms and conditions, relate to these cost differentials; and (4) how this relationship
varies among devices and/or among “advanced devices.”
Response: Term contracts with ETFs are mutually beneficial. They benefit consumers by
enabling them to obtain access to advanced services at a significantly lower up-front cost, and they
benefit Verizon Wireless by providing a steady, predictable stream of revenue that allows Verizon
Wireless to recoup the extraordinarily expensive investments required to support its wireless
network and operations and the cost of providing the devices at a substantial discount.11 When a
customer chooses to terminate early, the ETF helps Verizon Wireless recoup a portion of these
costs.
The cost difference between Verizon Wireless’ purchase price and the price it charges to
customers varies among the numerous devices that Verizon Wireless sells. On average, the cost
differential, i.e., the difference between the amount Verizon Wireless pays manufacturers for the
device and the price it charges to customers on term contracts, is more than twice as large for
Advanced Devices (now subject to an ETF with a starting point of $350) than it is for more basic
devices (which continue to have a starting ETF of $175). The description of the declining ETF in
Verizon Wireless’ Customer Agreement is quoted above in response to Question 2.
In addition to the difference between the purchase and selling prices of devices, Verizon
Wireless incurs additional costs to sign up customers, such as advertising costs, commissions for
sales personnel, and store costs. These costs are higher for Advanced Devices: for example, it
takes more time (and hence increases the cost to Verizon Wireless) for sales and customer care
representatives to handle customer inquiries regarding the complex advanced features and
functionalities of Advanced Devices.

11

See Verizon Wireless Ex Parte Letter and Enclosure, WT Docket No. 05-194 (filed Oct. 25, 2005) (declaration of
Professor Jerry Hausman). Dr. Hausman’s economic analysis concluded that ETFs have “benefited consumers and
increased subscribership to wireless services. Without ETFs, overall prices would be higher, and the rate structures
would tend to transfer costs to consumers.” Moreover, “rate structures containing ETFs allow carriers to lower upfront consumer costs for the more expensive handsets that are necessary to take advantage of the new high-speed data
transmission and other new services from a 3G network.”
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Verizon Wireless also makes significant ongoing investments in its broadband networks
and services that support Advanced Devices. These substantial costs, as well as other related
operating costs, are put at risk when customers fail to fulfill a contractual term to which they
agreed when they signed up for service and received an Advanced Device at a heavily discounted
price.
The mix of devices Verizon Wireless sells has shifted dramatically towards these
Advanced Devices. As a result, the overall cost to the company for providing and supporting
devices to customers at low up-front cost has increased substantially. The two-tier ETF structure
reflects the differences described above in the costs and risks associated with Advanced Devices
versus regular devices.
The $350 ETF for Advanced Devices reflects the substantially higher costs and risks of
providing mobile broadband service. Verizon Wireless incurs these costs with the expectation that
customers will enable Verizon Wireless to recoup them over time. Indeed, a customer with an
Advanced Device on a voice and data service plan typically agrees to pay substantially more in
monthly service fees, as compared to a customer with a more basic phone on a voice-only plan.
The new ETF structure with an ETF starting at $175 for regular devices and at $350 for Advanced
Devices reflects these differences. The $350 ETF does not fully compensate Verizon Wireless for
all these costs, particularly for customers who terminate at a relatively early point in the contract
term, but it helps the company recover at least a portion of them.12
5. We are interested in learning whether, and to what extent, the increase in the ETF is the
result of increases in the wholesale price of “advanced devices” charged by equipment
manufacturers, and whether any such cost increases are uniform across all “advanced devices.”
Does Verizon Wireless contemplate a similar increase in ETFs in the near future for any other
devices and services?
Response: The response to Question 4 explained why Verizon Wireless has implemented
a higher ETF for Advanced Devices, including factors such as the costs to Verizon Wireless of
supplying Advanced Devices to customers, the rapidly increasing demand of customers for those
devices compared to regular devices, and the differential between the purchase price Verizon
Wireless pays to manufacturers and the price it charges to customers. Verizon Wireless has no
present plans to increase the ETF in the near future for other services and devices. Like any
competitive business, Verizon Wireless will continue to assess the need for further changes to its
pricing structures, including ETF pricing, as economic conditions change in the future.

12

Indeed, in the absence of an ETF, the company would be entitled to recover a far greater amount from customers
who terminate early. Unless the ETF is viewed as a fee for the exercise of an option to terminate early, customers who
terminate before the end of the contract term would be breaching their contractual obligation and would be liable for
damages—computed as the revenue that they would have paid minus the costs that are avoided by not continuing to
provide service.
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6. It appears that if a customer cancels a two-year contract after 23 months, the customer
would still owe an ETF of $120. Is this correct? If the ETF is meant to recoup the wholesale cost
of the phone over the life of the contract, why does a $120 ETF apply?
Response: The new ETF structure for Advanced Devices begins at $350 and declines by
$10 per month for a two-year contract. Thus, a customer terminating in the last month of a twoyear contract term could be assessed an ETF of $120. This ETF structure is fair and reasonable for
several reasons. First, taking customers who terminate their contracts before the end of the
contract term as a whole, Verizon Wireless still incurs a financial loss from early terminations,
even with the $350 ETF. On average, customers who terminated early did so with more than
twelve months still left on their contracts. Verizon Wireless estimates that, at the twelve month
point in the contract term, its typical loss from the early termination is more than double the
applicable remaining ETF amount for an Advanced Device ($230). Were Verizon Wireless to
prorate the ETF in a manner that would reduce its amount to zero in the last month of the contract,
the net losses to the company would be even greater.
Second, prorating the ETF to zero in the last month would mean that, to recoup the same
amount of the losses caused by early terminations as a whole, Verizon Wireless would have to set
the starting amount for the ETF higher than $350. Customers as a whole would be worse off if
Verizon Wireless were to take this approach because early terminations occur disproportionately in
the early part of the contract term and relatively few customers terminate near the end of the
contract term.
Third, customers nearing the end of their contract term have choices if they want to avoid
the remaining ETF amount. For example, customers could simply wait for their contract to expire
because it would generally be more economic for them to do so. Moreover, customers who
terminate walk away with a device that retains value.
Contrary to the implication of the question, the ETF is not limited to the recovery of the
wholesale cost of the device over the life of the contract. As explained in response to Question 4,
the ETF partially compensates Verizon Wireless for all the costs and risks of providing service,
which include advertising, commission, store costs, and network costs.
7. We understand that Verizon Wireless offers a month-to-month service plan for devices
purchased at full retail price from Verizon Wireless or a third party. Is this month-to-month
option available for consumers purchasing “advanced devices”? If so, how would a customer find
out about that option? If not, are there other options for consumers who wish to purchase an
“advanced device” and a Verizon Wireless service plan without an ETF? What criteria does
Verizon Wireless use to decide which devices and service plans are subject to the increased ETF?
Do the terms of the increased ETF vary depending on consumers’ service plans?
Response: Verizon Wireless offers a month-to-month option for all service plans,
including those service plans associated with Advanced Devices. The Your Guide brochure
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discloses the available contract term lengths for all plans, including the month-to-month option.
Prospective customers can learn of the month-to-month option from any Verizon Wireless Sales or
Customer Care representative. On the website, handset pricing for the month-to-month option is
available through a pull-down menu on the page of handset choices.
One-year and two-year contracts are subject to the ETF starting at $350 for customers who
purchase an Advanced Device at the price associated with the term commitment. The terms
relevant to the increased ETF do not vary by service plan.
As noted in the response to Question 1, the “Advanced Device” category includes devices
with a combination of advanced capabilities, which may include: a premium HTML browser;
high-resolution MP camera with optical zoom; dual processor chipsets; Wi-Fi; very high display
resolution, and operating systems such as BlackBerry, Windows Mobile, Palm, or Android. These
devices also include netbooks. (Service plans for USB modems and PC cards purchased at a
discount are subject to a $175 ETF.) Advanced Devices generally have more complex chip sets,
microprocessors and licensed software that perform more functions than regular phones. A list of
“Advance Devices” is available at www.verizonwireless.com/advanceddevices and is also attached
as Exhibit A.
8. When does Verizon Wireless charge usage fees for access to Verizon Mobile Web? In
particular, is there a minimum data amount or level of access that triggers charges, and if so, what
is that amount or level? Which phones sold by Verizon have individual keys pre-programmed to
provide for one-press access to various Mobile Web services? Is it correct that customers are
charged for minimal, accidental usage by customers using these phones?
Response: Usage fees for Verizon Wireless’ mobile Internet service, Mobile Web, apply
when a customer launches the Internet browser and then navigates away from the default Mobile
Web homepage to sites other than a Verizon Wireless customer care site (e.g., My Verizon, the online customer account portal). Usage fees are not charged when a customer simply launches the
Internet browser and lands on the Verizon Wireless Mobile Web homepage, which is the default
setting.
Usage is measured by increments of megabytes and is charged based on the data plan to
which the customer subscribes. Customers who do not subscribe to prepaid or unlimited transport
bundles are charged $1.99 for each megabyte, or fraction thereof, of data usage per month.
Most devices sold today have a default setting so that when the Internet browser is
activated it will immediately link to the Mobile Web homepage (which, as indicated above, would
not cause a customer to incur a fee). Where available, this link is usually on the main menu of the
device for convenience since it is a commonly used application, or is accessed by pressing a “fourway” navigation key on the device. The location of the browser link has varied over the past ten
years and on hundreds of Mobile Web capable devices, and is not always configurable from the
main menu.
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As noted above, in order to protect customers from minimal, accidental usage charges,
Verizon Wireless does not charge users when the browser is launched, and opens to the Verizon
Wireless Mobile Web homepage. If the browsing session ends there without the customer
navigating to another webpage, the customer will not incur charges for Mobile Web browsing.
Verizon Wireless strives to ensure that customers are not billed for minimal accidental data
usage charges. If a customer believes that he has been charged for such minimal accidental usage,
he should call Customer Care, explain the circumstances, and request a credit. Customer Care
representatives are authorized to credit the account, and also to explain to the customer how to
avoid recurrence of accidental usage charges.
9. Can a customer re-program keys that provide for one-press access to various Mobile
Web services to disable that function? If so, how can a customer do so, and how does Verizon
inform customers how to re-program these keys? If not, how does the Verizon inform customers
that these keys cannot be reprogrammed, and that consumers may be charged for pressing them
accidentally? The recent article also suggested that, even if a consumer asks to have the Mobile
Web feature turned off, charges are incurred for transmission of a blocking notification. Is this
correct? If so, are consumers informed that they may incur charges even after turning off the
feature?
Response: Certain devices can be re-programmed to remove (or add) the browser link
from the main menu or change the destination for the “four-way” navigation key, but this option is
not available on all Mobile Web capable devices.
However, most devices include a feature that permits customers to lock their screens to
avoid accidental dialing or application launches. Use of this feature would prevent the browser
link from being triggered. Each mobile device comes with a user’s manual that identifies the
Screen/Phone lock feature in the index, and provides instructions on how to implement it. Also,
Verizon Wireless has a technical support phone number and technicians available in each of its
stores to assist customers in using this feature at no charge. If the device permits reprogramming
by the user, the user’s manual would describe the procedure.
Verizon Wireless also offers customers the ability to apply data access blocks to their
account for either all data access or specifically to Mobile Web. A data block can be applied
through Customer Care and at point of sale. In addition, Mobile Web block can be applied on-line
at the My Verizon website.
Verizon Wireless does not charge for Mobile Web blocking notifications. If the referenced
article suggested that there is a charge, it was inaccurate.
**********
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In accordance with your letter, this response is being filed in the docket related to the
Commission’s ETF proceeding (WT 05-194) and the docket related to the Consumer Information
and Disclosure Notice of Inquiry (CG 09-158). Please let me know if you have any questions
about this response.

Respectfully submitted,

Exhibits

