In the Matter of Determining the Proper
Carrier Classification of, and Complaint for
Penalties against:

GREEN, CHANA, d/b/a GREAT
AMERICAN MOVING AND STORAGE

BEFORE THE WASHINGTON STATE
UTILITIES AND TRANSPORTATION COMMISSION

DOCKET TV-131603 .

)
)
)
)  DECLARATION OF
) LAUREN McCLOY
)
)
)

Lauren McCloy, under penalty of perjury under the laws of the State of Washington,
declares as follows: :

1.

I am employed by the Washington Utilities and Transportation Commission
(Commission) as a Compliance Investigator in the Consumer Protection and
Communications Section. As a Compliance Investigator, my responsibilities
include conducting investigations regarding the business practices of
regulated utility or transportation companies. As part of those duties, I
investigate household goods carriers that may be operatmg without the
required Commission permit.

I began. an investigation into the activities of Chana Green d/b/a Great
American Moving and Storage (the Company) in June 2013 because [
received a telephone call from a permitted carrier reporting that the Company
is conducting houschold goods moves within the state of Washington without
a permit.

I reviewed Commission records related to Chana Green d/b/a Great American
Moving and Storage to determine whether the Company held a household
goods permit. According to Commission records, Chana Green filed an
application for permanent household goods carrier authority on behalf of
Oracle Marketing d/b/a Great American Moving and Storage on May 24,
2012, in Docket TV-120766. Staff reviewed the application and found that
Oracle Marketing had a history of consumer complaints. Staff determined
that approving the Company’s application would not be in the public interest.
On July 19, 2012, the Commission issued a notice of intent to deny the
Company’s application. On July 27,2012, Ms. Green filed a request for a
hearing. On August 10, 2012, the Commission issued a Notice of Brief
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Adjudicative Proceeding and set the hearing for October 8, 2012. An
Administrative Law Judge issued an initial order denying the Company’s
application on October 26, 2012 (Attachment A). That order became final on
November 16, 2012 (Attachment B). As of November 4, 2013, there is no
record of Chana Green d/b/a Great American Moving and Storage ever
holding a household goods permit issued by this Commission.

4, On May 13, 2013, I conducted an Internet search for advertising for Great
American Moving and Storage. I found a website for the Company at
www,greatamericanmove.com. The website advertises intrastate household
goods moving services in Washington, particularly in the Tacoma and Seattle
areas (Attachment C). I also found additional advertisements at
www.angieslist.com (Attachment D), www .seattlemover.org (Attachment F),
and www.yelp.com (Attachment F). The Company lists a United States '
Department of Transportation (USDOT) permit number 2029028, registered
to Oracle Marketing, Inc. d/b/a Great American Moving & Storage, with a
business and mailing address of 1826-112" St. Suite D, Tacoma, WA 98445,

5. According to Washington Department of Revenue’s Business Licensing
Service, Oracle Marketing, Inc. is a corporation governed by Chana Green.
- The entity has a registered trade name of Great American Moving & Storage.

6. On June 19, 2013, I called 1-800-557-7419, which is the telephone number
listed on the Company’s website. I spoke to “Amber” and requested an
estimate for a move from a two-bedroom house in Lakewood, Washington to
a two-bedroom house in Olympia, Washington. “Amber” quoted me $99 per
hour for two movers and truck.

7. On October 29, 2013, I confirmed that the Company continues to advertise
local moving services in Washington state on its website (Attachment C).
The Company also continues to advertise at www.angieslist.com (Attachment
D), www.seattlemover.org (Attachment E), and www.yelp.com (Attachment
F). :

DATED this 4th day of November, 2013, at Olympia, Washington.

{‘%
i -~ h /‘ / ‘i‘ ‘[ {3 |
( E\\WM A ’/ \ z’éﬁ/ ‘“w«ﬂﬁ
“EAUREN McCLOY an
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Attachment A

[Service Dhate October 26, 2012}
"BEFORE THE WASHINGTON
TTILITIES AND TRANSPORTATION COMMISSION

In the Matier of the Application of } DOCKET TV-120766
} ,
ORACLE MARKETING, INC. d'b/a } ORDER ™
GREAT AMERICAN MOVING & }
STORAGE }  INITIAL ORDER DENYING
}  APPLICATION FOR PERMANENT
for a permii to operate as a motor } AUTHORITY
" carrier of houschold goods. )
J
................................ 3
i Synopsis. This is an Administrative Law Judge's Initial Order that is not effective

unless approved by the Commission or allowed fo become effective as described in
the notice ai the end of this Order. If this Initial Order Becomes final, Oracle
Marketing, Tnc.’s application for a permit to operate as a household goods carrier in
the stare of Washington will be derded for faihire to meet the finess and public
inferest requirements set out in the governing statute and Conmmission redes.

=)

On May 24, 2012, Oracle Marketing, Inc. d'bia Great American Moving & Storage
{Oracle Marketing or Company) filed with the Washington Utilities and
Transportation Commission (Comnmission} an application requesting authority to
operate as a household goods carrier. Commussion Staft (Staff) reviewed the
application and discovered a history of consumer complaints tied to Oracle Marketing
and its President, Chana Green. Staff also leamed that the California Public Utilities
Commssion (CPUC) had imposed a $10,000 penalty against, and revoked the
operating authority of. City Transport, Inc. d'b/a Mayflower Moving & Storage (City
Transport), Ms. Green's prior employer. Ms. Green did not disclose any of this
information in Oracle Marketing’s application for a household goods permt.

Notice of Intent to Deny Application. On July 19, 2012, the Washington Utilities
and Transportation Commission (Commission) issued a notice of its intention to deny
Oracte Marketing's application for permanent authority for failure to meet the
application requirements in RCW §1.80 and WAC 480-15. Staff considers Oracle

[4¥]

-
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Marketing unfit to hold a houschold goods moving pénmit in Washington becanss of
the company’s “history of noncompliance” and “harmful business practices.™

4 On Faly 27, 2012, Oracle Marketing filed with the Commission a request for a hearing
seeking to dispute Staff’s evaluation of the Company”’s fitness. '

Bearing., Pursuant to RCW 34.05.482 and WAC 480-07-610, the Commussion
determined that a brief adjudicative proceeding (BAP) was appropriate for.
determining whether Oracle Marketing’s application for permanent authority should
be denied for fatlore to meet the application requirements. On Aungost 10, 2012, the
Conmmssion issued a Notice of Brief Adjudicative Proceeding and set October §,
2012, at 1:30 p.ow. as the tme for the parties to make oral statements concerming their
posttions.

Ln

& Appearances. Jemnifer Cameron-Rulkowski. Assistant Attorey General, Olympia,
Washington, represented Commission Staff (Staff).* Chana Green, President,
Tacoma, Washington, represented Oracle Marketing.

~

Applicable Law., RCW 81.80.075(1) requires the Commission to issue a houschold
goods permit to any qualified applicant found to be fit. willing, and able to perform
the services proposed and conform to the applicable laws, regairements, mles, and
regulations of the Commission. WAC 480-15-330° explains that the Commission
may deny an application for permanent emﬂlon‘y where there is an indication of fraud,
misrepresentation, ot erroneous information.® In addition, the Commission may deny
applicafions when the resulfs of compliance reviews, customer complamts filed

! Notice of Intent to Deny Application for Permanent Authoriry, § 17,

* Tn adjudications the Cowrmission’s regulatory staf¥ parficipates ke any other party, while the
Admustrative Law Judge or the Commmssioners make the decision To assure farmesy, the
Cotmmissioners aod the presiding adrnnistrative law judge do not discuss the merits of the
provesding with regulatery staff or any other party without mving notice and opportumty for ail
parites to participate. See RCW 34 05,455 )

F WAC 480-15-330 was the Conmpission’ s governing regulation for evaluating household goods
permit applicattons at the tinee of Oracle Marketmg™s application. Although an updated and
substantialty stroilar rule (WAC 480-13-305) became effective in Juby 2012, Oracle Madketog's
application 13 reviewed mder the mies on file a the tme of 1z application for muhoniy.

*WAC 480-15-330(4)b).
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DOCEET TV-128766 PAGE 3
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agamst the applicant, or other cireimstances cause the Comnmssion to believe 1ssuing
the permit is not in the public nterest.”

8 Evidence. At heating, Staff presented documentary evidence and the testimony of
Joe Hjas and Rayne Pearson. Ms. Green testifted on behalf of Oracle Marketing and
timely submmtted documentary evidence after the hearing, Commmssion Staff timely

 submitted additional documents in response.” |

W

Zulkifli “Toe™ Tljas, an investigator with the CPUC. related his expertences with

Ms. Green and City Transport from late 2009 through eardy 2012, City Transport
came to the CPUCs attention due to a high level of consumer complaints. Mr. Tas
explained that Ms. Green failed to uphold her responsibilities as a corporate officer of
and the “qualifier”™” for City Transport by not being in the compamny’s office a
sufficient number of hours each week to supervise the Company's actrvities. The
CPUC mvestigation into City Transport’s busitiess resulted m a $10,000 penalty
imposed on City Transport for a vasiety of regulatory violations® in Angust 2010 and
required City Transport to reimburse or refind $19,000 to affected customers. To the
best of Mr. Iljas’ knowledge, the penalty remains unpaid and only a fraction of the
requared refunds, approxmmately $2,000, were distributed to customers.

10 Rayne Pearson, a compliance mvestigator for Staff, reviewed Oracle Marketing’s
application and determined that Ms. Green’s failure to identity and explain her role as
an officer wath City Transport was a misrepresentation of a material fact. - Applicants

* WAC 480-15-33¢(4)f) and ().

* The' record in this matter closed on Wednesday, October 17, 2012. The record mcludes Exhibits
1 through 12 admitied during the heanng and Exhibits 13 through 20 subnutted affey the hearing,

7 In California, the CPUC requires applicants for household goeds permmts to establish their
Inowledge and abality 1o engage in the bosiness by passimg an examnaten. Compames nmst
have their responsible mavaping officer or another erplovee whe works at least 32 hours per
week serve as the “qualifier” and pass the exam  See Exhibit 6 {excerpt of California Public
Utilittes Code, Sectiont 5135): see also Exhibir 11 (Ms_ Green's passing score of 89% on exam).

® The CPUC dtation against City Transport ideynifies 15 separate allegations for violations of the
Cahifornia Public Utihty Code, meluding charging more than the maximm raies appmosed by the
Commission, failures to discloss all charges, willfully quoting a lower rate knowing the actual
rate will exeeed the quoted rate, and fihures o respond to clamns for damage or loss witdm
established timeframes, See Extubit & pp. 14-31.
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DOCEET TV-129766 PAGE 4

ORDER 01 )

are required to answer a question asking whether a business-related legal proceeding

has ever been filed against the applicant in Washington or any other state. Ms, Green
- answered “no” on Oracle Marketing”s application and failed to disclose the fact that

the CPUC had penalized City Transport aud required restitution to its customers.

B Ms. Pearson also nvestigated consumer complaints filed agamst Ms. Green with the
Washington Better Business Bureau and the U.S. Department of Transportation’s
(USDOT) Federal Motor Carrier Safet}r Administration (FMCSA) when Ms. Green
operated another company, C.E.G. Mazketing d'b/a Olympic Van Lines. Ms. Pearson
discovered a pattern of low estimates followed by much higher final bills to |
customers who felt they had to pay the additional money i order to get therr
household goods releasad by Ms. Green’s company. Staff asserts that this shows a
tendency to conduct harnyful business practices and demonstrates that 1t 15 not m the
public interest to grant permanent authority to Oracle Marketing.

22 Another of Ms. Green'’s business entities, Oracle Marketing, Inc. d'b/a Olympic Van
Lines, has twice been audited by USDOT FMCSA and twnice been pemalized for
violations of federal regulations — onee for $3.370 n August 2011, and once more for
$3,400 in April 2012. Ms. Green’s responses to FMCSA *s audits admit her
company’s nustakes, apologize for ignorancs of the rule, and plead for a reduced
penalty based on immediate corrective action.

13 Ms. Green acknowledees her past role as an officer and quahifier for City Trasnsport.
She does not deny that City Transport had serious compliance problems in California.
Further, Ms. Green does not deny that her independent business venfure as Olympic
Van Lines has recerved multiple complaints, including allegations of holding a
eustorner’s goods hostage. Instead. Ms. Green contends that consumers can say
anything in a complaint and that she las done everything in her power to resolve
every complaint. Ms. Green assures the Conmmission she has learned from prior
mustakes while at City Transport and deserves an opportunity to show that she can be
an outstanding household goods mover.

14 Commission Decision. Oracle Marketing is not fit to perform houschold goods
moving services m Washington. Ms. Green, the Company’s president, has not
established a reputable track record in the housshold goods mdustry in California or
in the Company’s iterstate business operations.
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ORDER 91 '

15 The Conpany's application did not contain complete information, misrepresenting
Ms. Green’s prior experience in the honsehold goods moving industry. Ms. Green
offered no explanation for her failure to disclose her prior leadership role with City
Transport and the CPUC"s enforcement actions against that company.

16 Further, Ms. Green's attempts to munimize the nature of the complaints filed agamst
City Transport and her own separate business ventures are not persuasive or
reassuring. From her testimony at hearing. Ms. Green seems to believe that penalifes
from regulatory agencies are just a cost of doing business in the househiold goods
mdustry and that she should be provided more time fo become fully aware of all
applicable laws and rules. To the contrary, regulatory enforcement actions are an
unportant indicator of problems in a company’s practices and managemert.

17 Ms. Green did not satisfactorily rebut the factual allegations Staff set out 1 the Notice
of Intznt to Deny Application. The Commission does not find it m the public mterest
to grant Oracle Marketing a permmt to conduet intrastate moves within the state of
Washington. The application for permament authority should be denied.

ORDER
THE COMMISSION ORDERS THAT:

18 The application filed by Oracle Marketing, Tne. d/b/a Great American Moving &

Storage on May 24, 2012, for a permit to operate as a household goods carrier 1n the

stafe of Washington is denied.

DATED at Olympia, Washington, and effective October 26, 2012,

WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

ADAM E. TOREM
Administrative Law Judge
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ORDER 41 ;

NOTICE TO PARTIES

This is an Initial Order. The action proposed in this Initial Order 15 not yet effectrve.
If you disagres with this Initial Order and want the C omission to consider your
comments, you mmst take specific action within the time limits outlined below. If yom
agree with this Inittal Order, and you would hke the Order to become final before the
tume linuts expire, you may send a lefter to the Comnmssion, waiving your right to
petition for admimdstrafive review.

WAC 480-07-825(2) provides that any party to this proceeding has twenty (20) days
after the entry of this Imtial Order to file a Petition for Administrative Review. What
mmst be inchided 1n any Petition and other requirements for a Petition are stated in
WAC 480-07-825(3). WAC 480-07-825(4) states that any party may file an dnswer
to a Petition for review within ten (10) days after service of the Petition.

WAC 480-07-830 provides that before entry of a Final Order any party may file a
Petition fo Reopen a contested proceeding to permit receipt of evidence essential fo a
decision, but unavailable and not reasonably discoverable at the time of hearing, or
for other good and sufficient cause, No Answer to a Petition to Reopen will be
acrepted for filing absent express notice by the Commission calling for such answer,

RCW 80.01.060{3) provides that an Inftial Order will become final without further
Comnussion action if no party seeks administrative review of the Initial Order and xf
the Commuission fails fo exercise admimistrative review on ifs own Mohioi.

One copy of any Petrtion or Answer filed nmst be served on each party of record with
proof of servies as required by WAC 480-07-150(8) and (9). An Origmal and seven
{7} copies of any Petifion or Answer rust be filed by mail delivery to:

Attn: David W. Danner, Executive Director and Secretary

Washington Utilihes and Transportation Commussion
 P.O. Box 47250

Olympia, Washington 98504-7250
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Attachment B

BEFORE THE WASHINGTON
-UTILITIES AND TRANSPORTATION COMMISSION

In the Matter of the Applicatton of } DOCEET TV-120766

. . ) .

ORACLE MARKETING. INC.,dba )

GREAT AMERICAN MOVING & Yy

STORAGE } NOTICE OF FINALITY
)

for a permit to operate as a motor )

carier of household goods. ' )
)

............................... )

7 Administrative Law Judge Adam E. Torem entered Order 01, Inttial Order Denying
Application for Permanent Authority, in this docket on October 26, 2012,

o

No party petitioned for administrative review of the initial order within the time for
filing petitions for administrative review or received an extension of time to file such
a petition. The Washington Utilities and Transportation Commission (Conission)
did not give notice of s miention to review the order on its own motion.

Ly

Therefore, under RCW 80.01. 060(3) the order became final on November 16 7{]1
by operation of law.

4 Tnt allowing this order to become final, the Comimission doss not endorse the order’s
reasoning and conclusions. If cited in the future, the order mmst be identiffed as an
Adrunistrative Law fudge’s order,

Stncerely,

DAVID W, DANNER
- Executive Director and Secretary

DECLARATION OF LAUREN McCLOY -9



Attachment C
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Attachment D
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Attachment E
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Seatfle, WA ¥fwing Company. | Moving,Compary n Seattls, WA | Great American Moving and-Stomge -

Hittpe/Farme. seattlemov erorg/ [ 21720173 1 L0308 AM]
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Attachment F

Gtoat Krnarican Woving £ Siorge - Tacome, WA

Catedoifen: Jull Stormue, Mowrs - ey
1BB 12N S E

sted B

Tagorma, WA 18445

Sewing Tesoma.and alwounding 2128

jl Great Amerman Movmg % Storage.
i
i

{30y 5577418
Hreus aMeric A ey e e
Aecepts Credit Cands: Yes

 Bilt-Buzing= lofa-

L BHTR013

PLEASEIN.I am-begging youll DO NGT USE THISCUMPANY Il They: soitstantiy thinge their
rame, ane: day they are-olyrpie van lines, ¢eg.marketing, of ameritan:moving and storage.
‘howy: they are DREAT-amerieadr moving and storage 11 think: mm These crooks ringd oy
-Brojserly, hefd it hostage; and then gver charged me by-toutie the walafd hal ry ilems
-matifslly weighed in-order o, oet Mo money. T Years tder annd b-an) SH1) i i get my
menay- fmtham - dontisen an ‘ndin-sighl ani hava damdad 1 pursug legar a:.ti'_ SEVE
HOR HONEYT GAVE! YOUR TiMEIH Go sarne‘whare p!ra:ﬁﬂtlill . ’ v

BewtraH,
_Chluinbus, G &

Was thi teview .7

T weekmark £ Fend 16 e 2 Ll Thiy 2wt T Ade, gt dormimanl

& BRCE0TE

Bo MOT use:this moving-companyll L ass supted by Broge tn meve my-studiawold oy ba
§1 899 The mbvers came o'y muss and 1old me:hal: § woulf be a-estra $1,000 for-3.exfra
WS pmmnsed aWEC & nmrlhat iy iste] wuuld be iy inal-price: by Bnice. Mo | have:
by gy F1,0000 077 dags when I inaky amive inf lorida. fromiat They: LIE! Do NOT-use themt
Thr:y g croskel They willgad: youto baneve thalthey arethe cheapest ard than drop: The-
DI an yew: onee e‘_mnd_hlng 15 packed up in the truckll-

Bonney Lk WA

Wasthlsreview %

Ttk T e

STV AWAY. FROM THIZ MOVIMGCOMERNY AT 4L COSTSI: Bmen my, huyfriend andt
decided to.move-owt of date, we decikdedia hirea:meving company to nmake our move ag

tithy: fermrnye lp.cumﬂéizlé;a at-mﬁm—nmirng;&xd;ﬁomge-twum[si iia i
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G-rtaLAmu‘icanMoviug & Starage- Tacoma, WA

smooth and easy-as possible. Instead, we were-dreated with termible servics:

When. I'calléd Hiem for.an Tn-homs estimate; they:wers adarmant o dofng, an:Mvantory. 6t
over the-phiona;le get'an.estimate. So | listed our brlongings and based en the: fotal number,
of pounds, they.gave-us a reugh estimate onhow mueh it would cost for therentire-mave. |
was hesitant. on the price because. it seemed strange-that it was a lat clheaper thao.what. sthar
maving companles had quoted me an: So | inguired how much more i would cost:if we were
aver 2 couple hundred pounds sinca they dig nat want to do-an in-home-estimate. They
agsilred me that the inventory list israther gocurate and stated i we were [ndsed’ heavier
than: quoted, & would not-be-mich-mars.,

Onee they amived to pick up our belongings, thay wers Shours. LATE. We took-ime; off of
vork to-he Bt hemi at our scheduled appointment withi them and'did ot expedt folwait fhat:
leng. The driver kept calling us every 30-mintutes feling-us-hie would:-be another-20 win late
far a-total of 3 hours.

CUnce they-got everything imthe truck and weighed it, we come to_find it.is $400 more than
whiat they quited. Since everything was alfeady.on the'truck, e coultn't changs ‘our fiind
on tireir service even ifwe wanled to.

We feft:our belengings It torage for.a shorl while: until-we found:a-home: i our new-lvzation,
-Once we-had ap address; we had them send the fems'to us,; The-<diver was not
accommodatihg to our needs and racked on as many extra fees as they could. Surprisingly,
they were on time.and \he storage company was not open yet, They,charged us 3120 per
hoiir for waiting when they had-us.wait 3 hours when they came. Thiey alse charged us $128
to make an extra stop that they did not makewhich caused:me:extra mongy to hire-ancther
mover-to obtain my hed and.afew items.

Miogether: they-charged Us an #xira*§767,
When | wanted lospeak;lo the-supervisor, they kept telling me. he was fos busy.
1:.DO NCT RECOMMEND THIS MOVING COMPANY.

Thay are:unprofessignal; unreliable; and misconceiving.

Was:this raview

S AenEr gl
Jono, Too bad | didn't read Hha fe\{igwfmm-Sand\[P parier.. This i& my-first and oni Yélp.review:
Mirnedpalis, M and | signed up spedifically, because { am so frustrated-with this company.oh my move,

Qrignal quote far'a 1 bedroam...$1325to goiacross dountry. Pay 70% up fond. Fine. Then:
wher:they camie to-déliver, lhey_said'lhﬁt i welghed more thar they- thought (~500s; wich
means $500), then there is 4 leng.carry charge .an elevator féa. a (hs fee and that e, now
I'owe $1,700 MORE, IN-CASH. This makes:the. tolal-cost ~$2,900 for 2.1 bedroom with.not
that much: stuff, Thay don't tell yousthis, bt they:subcontract to-Best Moving; who: ther
contracts out to a:third party, thus creafing-confiision and increases-in cost:

INSUMMARY BONGEUSE THES/COMPANY. Dan't USE BEST MOVING EITHER, thay are:
i a sort of calioots and are ride and unethical. Find'someone else. | flled against the Better
Business Burer, as wall hécausy | wag sir livid,

B Pontorak (250 1o aFrleng T Lk 7 Raviste L el Do

(1% Fitered)

About; Thig-Business prwoed iy nshiei What's. This?
Specialties

Need s giralified moving company, in the.west coast that: can.help. you-move your property-from one. location: to
angthier; guickly and easily and at zfiordable prices?

Long distancs.nioving is our specialty. We know have dificuit itis to ship.your property from ane [noation to anather
dn. your awn, avanr within yollr own city,

WhHe we: spesialize.as ajnaving cump:iny, wa dlso Know thet movingand traveling ars not onty abott shipping
items-from one tocation tc another. )

Histary.

Established in 199§

hitp e yelp comsbiz/proat-emerican-moving-and-sforag e-tacomal §/2 14201311 :05:11 AM]
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Great American Moving Sitarage: - Tacame, WA'

I We've beair one of the leading moving sompanies nation wids, and we want'to. help'you with_all of your moving
needs. Whather-you'te-moving into a pevy home. new office, o simply need to ship: property from ona location to
anather, we.havathe tools 2nd expertise necessary to-transfar your tems-safely.and-effitiently:

oo 1

e e eyt

ittp-ff .y eip, com/biz/groat-american-moving-pad-sfosage-tacoma[8/21/2013 1 1303:11 AM]

DECLARATION OF LAUREN McCLOY - 22



