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PURPOSE, SCOPE AND AUTHORITY

Purpose

The purpose of this investigation is to determine whether Eric Stewart d/b/a Ironman Moving
Services (Ironman Moving) has corrected violations of commission rules identified in a 2011
staff investigation report that provided the company with comprehensive technical assistance.

Scope

The scope of the investigation focuses on the intrastate transportation of household goods in
Washington by Ironman Moving for the months of April through July 2011, and the
company’s compliance with state laws and commission rules during that period.

Authority

Staff conducts this investigation pursuant to Revised Code of Washington (RCW) 81.04.070,
RCW 81.80.130, and RCW 81.80.330. Washington Administrative Code (WAC) 480-15-010
gives the commission authority to regulate companies that transport household goods within
the state of Washington.

Staff

Rayne Pearson, Compliance Investigator
(360) 664-1111

rpearson@utc.wa.gov
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EXECUTIVE SUMMARY

In January 2011, Compliance Investigations staff conducted an investigation into the
business practices of Ironman Moving as part of a routine review of permitted carriers. In the
investigation report, staff cited multiple violations of Washington Administrative Code
(WAC) 480-15 and Tariff 15-C, as follows:

e Failure to supply an estimate to each customer prior to moving household goods in
violation of WAC 480-15-630.

e Failure to use a proper estimate format and failure to accurately complete its estimate
forms in violation of WAC 480-15-630 and Tariff 15-C, Item 85.

e Failure to use a proper bill of lading format, including contract terms and conditions,
in violation of WAC 480-15-710 and Tariff 15-C.

e Failure to properly complete bills of lading in violation of WAC 480-15-710 and
Tariff 15-C.

e Use of unauthorized trade names in violation of WAC 480-15-390(1).

e Advertising in violation of WAC 480-15-610.

e Failure to follow the terms, conditions, rates, and all other requirements imposed by
Tariff 15-C in violation of WAC 480-15-490(3).

Staff recommended that Ironman Moving attend commission-conducted rule and tariff
training in Olympia. Staff also recommended that Ironman Moving closely review the 2011
investigation report because it provided valuable technical assistance in each of the areas that
needed improvement. Staff did not recommend penalties at that time.

The 2011 investigation required a follow-up investigation in one year.
A copy of the 2011 Investigation Report is attached as Appendix A.

2012 Investigation

Staff reviewed 39 moves conducted by Ironman Moving between the months of April and
July 2011, and found that Ironman Moving continues to be in violation of commission rules
and Household Goods Tariff 15-C in all but one of the areas cited in the 2011 investigation
report, as follows:

e Failure to use a proper estimate format and failure to accurately complete its estimate
forms in violation of WAC 480-15-630 and Tariff 15-C, Item 85.

e Failure to use a proper bill of lading format, including contract terms and conditions,
in violation of WAC 480-15-710 and Tariff 15-C.

e Failure to properly complete bills of lading in violation of WAC 480-15-710 and
Tariff 15-C.

e Use of an unauthorized trade name in violation of WAC 480-15-390.

e Advertising in violation of WAC 480-15-610.

e Failure to follow the terms, conditions, rates, and all other requirements imposed by
Tariff 15-C in violation of WAC 480-15-490.
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Recommendation
For repeat and continuing violations identified in the 2011 investigation report, staff
recommends a total penalty of $2,300 for the following violations:

$100 for failure to respond to the commission’s data request by the date directed in
violation of RCW 81.04.380.

$100 for failure to provide a cube sheet inventory in violation of WAC 480-15-630
and Tariff 15-C, Item 85(2)(g).

$100 for failure to include a space on the estimate for the customer’s signature and
the date signed in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(s).
$100 for failure to include a space on the estimate for the customer to sign or initial
that the customer received the brochure “Your Guide to Moving in Washington State”
in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(c).

$100 for failure to include a section on the estimate for recording third-party or
accessorial services and associated charges in violation of WAC 480-15-630 and
Tariff 15-C, Item 85(2)(1).

$100 for failure to obtain the customer’s signature on each of the 39 estimates
reviewed in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(s).

$100 for failure to obtain the customer’s initials next to the chosen valuation option
on each of the 39 estimates reviewed in violation of WAC 480-15-630 and Tariff 15-
C, Item 85(2)(m).

$100 for failure to include a section on the bill of lading for declaring the length of
time and location at which the customer wishes property to be stored in violation of
WAC 480-15-710 and Tariff 15-C, Item 95(1)(g).

$100 for failure to include a section on the bill of lading to indicate whether the
associated estimate is binding or non-binding in violation of WAC 480-15-710 and
Tariff 15-C, Item 95(1)(h).

$100 for failure to include a statement on the bill of lading that the carrier must
release the shipment to a customer upon payment of no more than 110 percent of the
estimated charges when the carrier uses a non-binding estimate in violation of WAC
480-15-710 and Tariff 15-C, Item 95(1)(i).

$100 for failure to include an explanation of the valuation options on the bill of lading
in violation of WAC 480-15-710 and Tariff 15-C, Item 95(1)(k).

$100 for failure to include the amount and type of every charge assessed as a separate
line item on the bill of lading in violation of WAC 480-15-710 and Tariff 15-C, Item
95(1)(n).

$100 for failure to include contract terms and conditions on the bill of lading in
violation of WAC 480-15-710 and Tariff 15-C, Item 95(2).

$100 for failure to obtain the customer’s initials next to the chosen valuation option
on the bill of lading in violation of WAC 480-15-710 and Tariff 15-C, Item 95(1)(Kk).
$100 for use of an unauthorized trade name on the company’s estimate form, bill of
lading, and website, in violation of WAC 480-15-390.
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e $100 for failure to include the company’s commission-issued permit number in
violation of WAC 480-15-610(1).

e $100 for failure to use the company’s trade name as recorded at the commission in
the company’s URL (web address) in violation of WAC 480-15-610(1).

e $100 for failure to use the company’s trade name as recorded at the commission on
the website itself.

e $100 for failure to include the company’s physical address on the company’s website
in violation of WAC 480-15-610(1).

e $100 for displaying the video clip that advertises “free use of moving boxes” on the
company’s website in violation of WAC 480-15-610(6).

e $100 for failure to bill the required minimum hours for weekend moves in violation
of WAC 480-15-490 and Tariff 15-C, Item 230.

e $100 for improperly recording time in increments of one, five, and ten minutes, in
violation of WAC 480-15-490 and Tariff 15-C, Item 230.

e $100 for engaging in a “box loaning program” in violation of WAC 480-15-490 and
Tariff 15-C, Item 225.

Staff recommends that Ironman Moving implement the changes outlined in this report
immediately, and submit both a written compliance plan and copies of its modified forms to
staff for review.
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BACKGROUND

Company History
Ironman Moving was granted temporary authority on January 10, 2002. On March 13, 2002,
the company was granted permanent authority in Docket No. MV-151457.

Eric Stewart d/b/a Ironman Moving Services is a sole proprietorship governed by Eric and
Susan Stewart. The company’s business address is 4215A Britton Road, Bellingham,
Washington 98226.

Company Information
Since 2002, when Ironman Moving was granted permanent operating authority, there has
been one consumer complaint filed against the company.

On July 9, 2002, the company’s permit was suspended for failure to maintain required
insurance in Docket No. MV-152205. Proof of insurance was received on July 29, 2002, and
the company’s permit was reinstated.

Further suspensions under Docket No. TV-030971 occurred as follows:
e November 7, 2003: suspended for failure to maintain required insurance; reinstated
November 10, 2003.
e July 7, 2004: suspended for failure to maintain required insurance; reinstated July 23,
2004.
e December 28, 2004: suspended for failure to maintain required insurance; reinstated
January 6, 2005.

On June 13, 2006, Ironman Moving was assessed a $100 penalty in Docket No. TV-060980
for failure to timely file an annual report for 2005. The company filed its report on
September 22, 2006.

On June 20, 2007, Ironman Moving was assessed a $200 penalty in Docket No. TV-071267
for a repeat failure to timely file an annual report for 2006. The company filed its report on
July 18, 2007.

On June 19, 2008, Ironman Moving was assessed a $300 penalty in Docket No. TVV-081103
for a repeat failure to timely file an annual report for 2007. The company filed its report
November 18, 2009.

On June 11, 2010, Ironman Moving was assessed a $100 penalty in Docket No. TV-101009
for failure to timely file an annual report for 2009. The company filed its report on December
1, 2010.

On July 12, 2011, Ironman Moving was assessed a $200 penalty in Docket TV-111139 for
failure to timely file an annual report for 2010. The company filed its report on June 22,
2011.
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Revenue for Ironman Moving as reflected in its most recent annual reports filed with the
commission is as follows:

Reporting Year Date Filed Revenue
2008 May 19, 2009 $83,700.42
2009 December 1, 2010 $206,920.77
2010 June 22, 2011 $204,318.00

2011 Investigation

In 2011, staff conducted an investigation into the business practices of Ironman Moving
based on a routine review of permitted carriers. Staff cited 244 violations of commission
rules and Tariff 15-C, as follows:

e 101 violations of WAC 480-15-630 for failing to issue an estimate to each customer
prior to performing a household goods move.

e Two (2) violations of WAC 480-15-630 and Tariff 15-C, Item 85, for failure to use a
proper estimate format and failure to accurately complete estimate forms.

e 103 violations of WAC 480-15-710(3) and Tariff 15-C, Item 95, for failure to use a
proper bill of lading format, including contract terms and conditions.

e 11 violations of 480-15-710(3) and Tariff 15-C, Item 95, for failure to properly
complete bills of lading.

e One (1) violation of WAC 480-15-390(1) for advertising under an unauthorized trade
name.

e Four (4) violations of WAC 480-15-610 for failure to include a commission issued
permit number, failure to use the company’s trade name as recorded at the
commission, failure to include a physical address, and advertising free boxes on the
company’s website.

e 22 violations of WAC 480-15-490 for failing to follow the rates, terms and conditions
imposed by Tariff 15-C; specifically, recording time in increments not authorized by
Item 225, operating a “box” loaning program, and collecting sales tax.

Staff did not recommend penalties in connection with the 2011 investigation. Consistent with
commission policy, staff provided Ironman Moving with extensive technical assistance in
order to give the company an opportunity to come into compliance, as well as put the
company on notice that future violations would result in enforcement action, including
penalties.

Consumer Complaint 113279
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On March 5, 2012, a consumer filed a complaint with the commission against Ironman
Moving (complaint 113279). At the conclusion of the complaint investigation, staff cited 52
rule violations and provided technical assistance for each, as follows:

WAC 480-15-890(1)

3 violations: Failure to respond to commission staff regarding a customer's complaint in a
timely manner.

WAC 480-15-630

1 violation: Failure to issue an estimate to the customer containing all of the elements
required by the commission-published tariff based on a visual inspection of the customer’s
goods prior to the move.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(a)

1 violation: Failure to list the company's fax number upon the company's estimate sheet.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(c)

1 violation: Failure to provide a space for the customer to sign or initial they were provided
a copy of the commission’s brochure “Your Guide to Moving in Washington State” upon
the company's estimate sheet.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(g)

1 violation: Failure to complete a household goods cube sheet inventory of the items upon
which the estimate is based and list the estimated cubic footage for each item.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(l)

1 violation: Failure to include a section for recording any third-party or accessorial services
to be provided upon the company's estimate sheet.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(m)

1 violation: Failure to include a complete valuation section for charges for loss or damage
protection coverage (valuation) upon the company's estimate sheet.

WAC 480-15-630(7) / Tariff

and iv)

1 violation: Failure to list the correct terms and conditions upon the company's estimate
sheet regarding the release of shipment and payment.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(r)

1 violation: Failure to list the forms of payment the carrier will accept, including any terms
or conditions that apply to the method of payment, such as interest rates charged for credit
plans on the estimate sheet.

WAC 480-15-630(7) / Tariff
15-C, Item 85(2)(s)

1 violation: Failure to include a space for the customer's signature and the date signed on
the estimate sheet.

WAC 480-15-710(3) / Tariff
15-C, ltem 95(1)

3 violations: Failure to ensure the company representative (1) signed and (2) dated, and the
customer (3) dated the bill of lading.

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(a)

4 violations: Failure to list (1) the company’s website
(www.ironmanmoversbellingham.com), (2) fax number, (3) household goods permit
number, and (4) correct address on the bill of lading

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(g)

1 violation: Failure to include a section on the bill of lading for declaring the length of time
and location at which the customer wishes property to be stored.

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(h)

1 violation: Failure to include a section on the bill of lading to indicate whether the
associated estimate is binding or non-binding.

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(i)

1 violation: Failure to include a statement on the bill of lading on the bill of lading that the
carrier must release the shipment to a customer on payment of no more than 110 percent of
the estimated charges when the carrier uses a non-binding estimate.

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(K)

1 violation: Failure to list the correct valuation language on the bill of lading.

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(m)

1 violation: Failure to record the on the bill of lading the time the carrier leaves the
terminal and the time it returns to the terminal or is released to another carrier.

WAC 480-15-710(3) / Tariff
15-C, Item 95(1)(n)

4 violations: Failure to include on the bill of lading the amount and type of every charge
assessed as a separate line item.

WAC 480-15-710(3) / Tariff

1 violation: Failure to include contract terms and conditions on the back of the bill of
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15-C, Item 95(2)

lading.

WAC 480-15-800(2)

1 violation: Use of impermissible language on the bill of lading, as follows: “It is the sole
responsibility of the shipper at the time of loading and delivery to acknowledge in writing
on the bill of lading and/or the “Household Goods Inventory” any property damage to
residence at origin or destination. Otherwise, Iron Man Movers & Storage, Inc. will not be
responsible for any damages.” And, above the signature section, “No damage to items or
residence.”

WAC 480-15-490(3) / Tariff
15-C, Item 225

1 violation: Use of impermissible language on the bill of lading regarding a “box loaning
program.” The language on the company’s bill of lading reads as follows: “If you are using
our box loaning program, boxes must be returned to Iron Man Movers emptied, flattened,
and in good condition within 10 days of your move in order to receive your deposit back.
Allow one to two weeks for the boxes to be inventoried and the refund processed.”

WAC 480-15-490(3) / Tariff
15-C, Item 225

2 violations: Unauthorized charges listed on the bill of lading. Item 225 sets forth the
allowable rates for boxes and other packing materials. It does not include (1) tape or (2)
paper. You are not allowed to bill customers for materials not expressly authorized by
Tariff 15-C.

WAC 480-15-490(3) / Tariff
15-C, Item 230(7)

1 violation: Listing an unauthorized “two hour minimum charge” on bill of lading.

WAC 480-15-490(3) / Tariff
15-C, Item 230(2)

1 violation: Failure to accurately bill travel time.

WAC 480-15-390(1)

2 violations: Use of non-permitted trade names, (1) "IronMan Movers” and (2) “Iron Man
Movers & Storage, Inc.” on the bill of lading and your website.

WAC 480-15-610(1)

5 violations: (1) Failure to include your commission-issued permit number on your
business card. (2) Failure to include your physical address on file with the commission in
your advertisement. (3) Advertising under a non-permitted trade name.

WAC 480-15-610(6)

1 violation: Advertising services or rates that conflict with those in the tariff.

WAC 480-15-610(2)

1 violation: False or misleading advertising. Your ad states that you have been in business
for 18 years. Ironman Moving Services has held a permit with the commission to transport
household goods for 10 years, not 18.

WAC 480-15-800(1)

1 violation: Failure to provide the customer with all information and forms necessary to file
a complaint or claim.

WAC 480-15-810(1)

2 violations: Failure to notify the customer, in writing, within 10 business days that it has
received the claim or complaint and (2) advise the customer of the availability of the
commission for further review by providing the commission's toll-free number and mailing
address.

WAC 480-15-810(3)

1 violation: Failure to advise the customer of the resolution of the complaint or claim in
writing.

WAC 480-15-810(4)

1 violation: Failure to pay the claim, refuse the claim, or make a compromise offer to the
customer within 90 days.

WAC 480-15-810(4)(a)

2 violations: The company must, (1) for each thirty-day period thereafter until the claim is
settled, inform the customer, in writing, of the reason it failed to resolve the claim or clearly
state its final offer or denial and close the claim and (2) advise the customer of the
availability of the commission for further review by providing the commission's toll-free
number and mailing address.

WAC 480-15-810(4)(b)

1 violation: Failure to maintain a copy of the written correspondence required in (a) of this
sub-section in the complaint or claim file for three years.
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A copy of complaint 113279 and copies of the forms associated with the complaint are
attached as Appendix B.

2012 Investigation

Staff initiated this investigation into the business practices of Ironman Moving as a follow-up
to the 2011 investigation.
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INVESTIGATION

Data Request
On February 29, 2012, staff requested the following records and information from Ironman
Moving:

1. For every residential move performed within the state of Washington from April 1,
2011, through July 31, 2011, please provide all supporting documents related to each
customer’s move, including, but not limited to, the bill of lading, estimate,
supplemental estimate, inventory records, weight slips, and all documents related to
temporary storage of the goods.

2. A copy of the company’s customer complaint and claims register, listing all
complaints and claims received from April 1, 2011, through July 31, 2011, and
including all documents related to each complaint and claim.

A copy of the data request is attached as Appendix C.

Staff directed Ironman Moving to respond by March 7, 2012. After several follow-up
requests, a response was received on April 6, 2012. Ironman Moving did not provide a copy
of the company’s customer complaint and damage claims register.

Staff used the documents and information furnished from this data request to conduct its
investigation of the company’s business practices. Of the 50 moves reviewed, 11 were non-
jurisdictional (e.g. commercial or in-home). Each of the 39 moves reviewed were local, or
hourly-rated.

Findings

RCW 81.04.380 requires permitted household goods carriers to comply with every direction
or requirement made by the commission or face penalties of up to $1,000 per violation per
day for each day the company fails to comply. The company’s failure to respond to the
commission’s data request in a timely manner violated RCW 81.04.380.

RCW 480-15-830 requires household goods carriers to retain customer complaints and
claims for a period of three years from the date the complaint or claim is resolved. Ironman
Moving failed to produce a copy of its complaint and claims register in violation of WAC
480-15-830.

Recommendation

Penalty: In connection with the 2011 investigation, staff issued a data request that required a
response from Ironman Moving by September 6, 2010. A response was received October 14,
2010. The company’s response was 37 days late. Because Ironman Moving’s failure to
respond to the 2012 data request in a timely manner constitutes a repeat violation, staff
recommends a reduced penalty of $100 for one violation of RCW 81.04.380. Staff
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recommends a reduced penalty and cited one violation for the violation category because this
is the first penalty the company has received for this particular violation.

General: Ironman Moving must keep a complaint and claims register on file for three years
from the date the complaint or claim was resolved. Staff considers this investigation as the
company’s technical assistance regarding retention of complaint and claims records. If future
violations are found, staff will recommend penalties or take other enforcement action.
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ESTIMATES - FORMAT AND COMPLETION

Investigation

WAC 480-15-630 requires a household goods company to issue an estimate prior to every
move, and requires that the estimate include all of the elements listed in Tariff 15-C, Item 85.
Estimates are intended to protect consumers from deceptive practices and hidden charges.
For example, requiring carriers to provide the brochure “Your Guide to Moving in
Washington State” ensures that consumers are aware of their rights and are able to make
informed decisions related to their move.

2011 Investigation

In the 2011 investigation, Ironman Moving provided estimates in connection with only two
of the 103 moves reviewed. Those forms did not include the following information, as
required by rule and tariff:

e The company’s email address, as required by Tariff 15-C, Item 85(2)(a).

e A cube sheet inventory, as required by Tariff 15-C, Item 85(2)(9).

e A space for the customer’s signature and the date signed, as required by Tariff 15-
C, Item 85(2)(s).

e A space for the customer to sign or initial that the customer received the brochure
“Your Guide to Moving in Washington State,” as required by Tariff 15-C, Item
85(2)(c).

e A section for recording third-party or accessorial services and associated charges,
as required by Tariff 15-C, Item 85(2)(1).

e A complete valuation section for charges for loss or damage protection coverage.
While valuation options are listed, explanations for each option are not provided
as required by Tariff 15-C, Item 85(2)(m).

e Information required for nonbinding estimates regarding release of shipment and
payment, as required by Tariff 15-C, Item 85(2)(p)(q).

e A section indicating the forms of payment the carrier will accept, as required by
Tariff 15-C, Item 85(2)(r).

In addition, the two estimate forms provided were not completed correctly. Staff found the
following violations of Tariff 15-C, Item 85, on the estimate forms reviewed:

¢ On each of the estimates reviewed, the company failed to obtain the customer’s
initials next to the chosen valuation option in violation of Tariff 15-C, Item
85(2)(m).

e On each of the estimates reviewed, the company failed to obtain the customer’s
signature in violation of Tariff 15-C, ltem 82(s).

2012 Investigation
For each of the 39 moves reviewed, staff found repeat and continuing violations on the
company’s estimate form, as follows:
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e Failure to provide a cube sheet inventory in violation of Tariff 15-C, Item
85(2)(9)-

e Failure to include a space for the customer’s signature and the date signed in
violation of Tariff 15-C, Item 85(2)(s).

e Failure to include a space for the customer to sign or initial that the customer
received the brochure “Your Guide to Moving in Washington State” in violation
of Tariff 15-C, Item 85(2)(c).

e Failure to include a section for recording third-party or accessorial services and
associated charges in violation of Tariff 15-C, Item 85(2)(l).

Staff also found the following new violations:

e Failure to include a section for recording overtime charges in violation of Tariff
15-C, Item 85(2)(k).

e Failure to include a section for recording storage charges in violation of Tariff 15-
C, Item 85(2)(n).

e Failure to include a section for recording container and packing charges in
violation of Tariff 15-C, Item 85(2)(0).

A copy of the estimate form used by Ironman Movers is attached as Appendix D.

In addition, the estimate forms were not completed correctly. Staff found the following
repeat and continuing violations of Tariff 15-C, Item 85 on the estimate forms reviewed:

e On each of the 39 estimates reviewed, the company failed to obtain the
customer’s signature in violation of Tariff 15-C, Item 85(2)(s).
e On each of the 39 estimates reviewed, the company failed to obtain the

customer’s initials next to the chosen valuation option in violation of Tariff 15-C,
Item 85(2)(m).

Staff also found the following new violation:

e On each of the 39 estimates reviewed, the company failed to obtain the
customer’s initials next to the customer’s choice of a binding or nonbinding
estimate Tariff 15-C, Item 85(2)(p)(q).

Findings

For each of the moves reviewed, Ironman Moving failed to use a proper estimate format and
failed to properly complete its estimate forms in repeat and continuing violation of WAC
480-15-630 and Tariff 15-C, Item 85.

Recommendation
Penalty: Staff recommends a $100 penalty for each of the following repeat and continuing
violations of WAC 480-15-630, for a total penalty of $600:
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e $100 for failure to provide a cube sheet inventory in violation of Tariff 15-C, Item
85(2)(9)-

e $100 for failure to include a space for the customer’s signature and the date
signed in violation of Tariff 15-C, Item 85(2)(s).

e $100 for failure to include a space for the customer to sign or initial that the
customer received the brochure “Your Guide to Moving in Washington State” in
violation of Tariff 15-C, Item 85(2)(c).

e $100 for failure to include a section for recording third-party or accessorial
services and associated charges in violation of Tariff 15-C, Item 85(2)(l).

e $100 for failure to obtain the customer’s signature on each of the 39 estimates
reviewed in violation of Tariff 15-C, Item 85(2)(s).

e $100 for failure to obtain the customer’s initials next to the chosen valuation on
each of the 39 estimates reviewed in violation of Tariff 15-C, Item 85(2)(m).

Because Ironman Moving received technical assistance in each of these areas as a result of
the 2011 investigation, staff believes penalties are warranted. Staff cited one violation for
each violation category (rather than 39 separate violations, which represents one violation for
each estimate, or 273 violations, which represents seven violations per estimate for each of
the 39 estimates) because these are the first penalties the company has received for these
particular violations. Future violations of these requirements will result in escalated penalties
or other enforcement action.

General: Ironman Moving must provide a properly formatted and properly completed
estimate to each customer prior to moving the customer’s goods. The company must obtain
the customer’s initials next to the customer’s choice of a binding or nonbinding estimate, and
must include sections for recording overtime, storage, container, and packing charges. Staff
considers this investigation as the company’s technical assistance regarding these estimate
format and completion issues. If future violations are found, staff will recommend penalties
or take other enforcement action.
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BILLS OF LADING - FORMAT AND COMPLETION

Investigation

WAC 480-15-710(3) requires a household goods company to issue a properly completed bill
of lading for every move that includes all of the requirements listed in Tariff 15-C, Item 95.
The bill of lading provides an itemized overview of all of the charges related to a given
move, and explains when and how a carrier is required release a shipment and extend credit.
The back of the bill of lading discloses specific language regarding the terms and conditions
of the contract. All of this information is required to ensure that consumers are aware of their
rights and obligations under the law.

2011 Investigation

In the 2011 investigation, staff found that the bill of lading form used by Ironman Moving for
the 103 moves performed during the review period violated the requirements of Tariff 15-C,
Item 95, as follows:

e Failure to include the company’s household goods permit number in violation of
Item 95(1)(a).

e Failure to include the company’s website in violation of Item 95(1)(a).

e Failure to include the company’s email address in violation of Item 95(1)(a).

e Failure to include a section for declaring the length of time and location at which
the customer wishes property to be stored in violation of ltem 95(1)(g).

e Failure to include a section to indicate whether the associated estimate is binding
or non-binding in violation of Item 95(1)(h).

e Failure to include a statement that the carrier must release the shipment to a
customer upon payment of no more than 110 percent of the estimated charges
when the carrier uses a non-binding estimate in violation of Item 95(1)(i).

e Failure to include an explanation of the valuation options in violation of Item
95(1)(k).

e Failure to record the time the carrier leaves the terminal and the time it returns to
the terminal or is released to another customer in violation of Item 95(1)(m).

e Failure to include the amount and type of every charge assessed as a separate line
item in violation of Item 95(1)(n). The company recorded an hourly rate for each
move, but provided no information regarding how that rate was calculated (i.e.
number of personnel and number of vehicles used). Staff, therefore, has no way of
determining whether the company’s rates comply with Tariff 15-C.

e Failure to include contract terms and conditions on the back of the bill of lading in
violation of ltem 95(2).

Additionally, staff found that Ironman Moving failed to properly complete 11 of its bills of
lading as required by WAC 480-15-710(3) and Tariff 15-C, Item 95, as follows:

e For three customers, failure to record the exact address of the origin of the move,
as required by Item 95(1)(d).
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For nine customers, failure to record the exact address of the destination of the
move as required by Item 95(1)(e).

For one customer, failure to obtain the customer’s valuation selection, as required
by Item 95(1)(k).

For one customer, failure to record the start, stop, and any interruption times, as
required by Item 95(1)(m).

2012 Investigation

For each of the 39 moves reviewed, Ironman Moving failed to use a proper bill of lading
format and failed to properly complete its bills of lading in repeat and continuing violation of
WAC 480-15-710 and Tariff 15-C, Item 95, as follows:

Failure to include a section for declaring the length of time and location at which
the customer wishes property to be stored in violation of Tariff 15-C, Item
95(1)(9)-

Failure to include a section to indicate whether the associated estimate is binding
or non-binding in violation of Tariff 15-C, Item 95(1)(h).

Failure to include a statement that the carrier must release the shipment to a
customer upon payment of no more than 110 percent of the estimated charges
when the carrier uses a non-binding estimate in violation of Tariff 15-C, Item
95(1)(i).

Failure to include an explanation of the valuation options in violation of Tariff 15-
C, Item 95(1)(Kk).

Failure to include the amount and type of every charge assessed as a separate line
item in violation of Tariff 15-C, Item 95(1)(n). The company recorded an hourly
rate for each move, but provided no information regarding how that rate was
calculated (i.e. number of personnel and number of vehicles used). Staff,
therefore, has no way of determining whether the company’s rates comply with
Tariff 15-C.

Failure to include contract terms and conditions in violation of Tariff 15-C, ltem
95(2).

Failure to obtain the customer’s initials next to the chosen valuation option in
violation of Tariff 15-C, Item 95(1)(k).

Staff also found new violations in the following areas:

The bill of lading form used by Ironman Moving for each of the 39 moves
reviewed now includes the language “2 hour minimum” in the rate section, in
violation of WAC 480-15-490(3) and Tariff 15-C, Item 230.

The bill of lading form used by Ironman Moving for each of the 39 moves
reviewed now includes the language “no damage to items or residence” above the
customer’s signature in violation of WAC 480-15-800, which allows consumers
nine months from the date of the move to file a damage claim.

A copy of the bill of lading form used by Ironman Moving is attached as Appendix E.
Eric Stewart d/b/a Ironman Moving Services 2012 Investigation Report

Page 18



Findings

Repeat Violations: Ironman Moving issued improper bills of lading and failed obtain the
customers’ initials next to the chosen valuation option for each of the 39 moves reviewed in
repeat and continuing violation of WAC 480-15-710(3) and Tariff 15-C, Item 95.

Recommendation
Penalty: Staff recommends a $100 penalty for each of the following repeat and continuing
violations of WAC 480-15-710(3), for a total penalty of $700:

e $100 for failure to include a section for declaring the length of time and location
at which the customer wishes property to be stored in violation of Tariff 15-C,
Item 95(1)(Q).

e $100 for failure to include a section to indicate whether the associated estimate is
binding or non-binding in violation of Tariff 15-C, Item 95(1)(h).

e $100 for failure to include a statement that the carrier must release the shipment to
a customer upon payment of no more than 110 percent of the estimated charges
when the carrier uses a non-binding estimate in violation of Tariff 15-C, Iltem
95(1)(i).

e $100 for failure to include an explanation of the valuation options in violation of
Tariff 15-C, Item 95(1)(K).

e $100 for failure to include the amount and type of every charge assessed as a
separate line item in violation of Tariff 15-C, Item 95(1)(n). The company
recorded an hourly rate for each move, but provided no information regarding
how that rate was calculated (i.e. number of personnel and number of vehicles
used). Staff, therefore, has no way of determining whether the company’s rates
comply with Tariff 15-C.

e $100 for failure to include contract terms and conditions in violation of Tariff 15-
C, Iltem 95(2).

e $100 for failure to obtain the customer’s initials next to the chosen valuation
option in violation of Tariff 15-C, Item 95(1)(K).

Because Ironman Moving received technical assistance in each of these areas as a result of
the 2011 investigation, staff believes a penalty is warranted. Staff cited one violation for each
violation category (rather than 39 separate violations, which represents one violation for each
bill of lading, or 312 violations, which represents eight violations per bill of lading for each
of the 39 bills of lading) because these are the first penalties the company has received for
these particular violations. Future violations will result in escalated penalties or other
enforcement action.

General: Ironman Moving must provide a properly formatted and properly completed bill of
lading to each customer. The company must remove the language “2 hour minimum” and
“no damage to items or residence” from its form. Staff strongly urges Ironman Moving to use
the commission-approved bill of lading form, which can be found on the commission’s
website at www.utc.wa.gov/mover. Staff considers this investigation as the company’s
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technical assistance regarding these bill of lading format issues. If future violations are
found, staff will recommend penalties or take other enforcement action.
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USE OF PERMITTED TRADE NAME

WAC 480-15-390(1) provides that all carriers “must conduct operations under the exact
name shown on its household goods permit. If a carrier does business under a trade or
assumed name, that name must also appear on the permit.”

Eric Stewart d/b/a Ironman Moving Services is the only name under which Ironman Moving
is permitted to operate. The company may use the name in its entirety, or the permitted d/b/a
of “Ironman Moving Services.” The company has not registered any other trade names with
the commission.

2011 Investigation

In the 2011 investigation, staff found that on each of the two estimates issued by the
company during the review period, the name “Ironman Movers” appears at the top of the
form.

Staff also found that on each of the 103 bills of lading issued by the company during the
review period, the name “Iron Man Movers & Storage, Inc.” appears at the top of form.

Additionally, the company’s website, www.ironmanmoversbellingham.com, displays the
company’s name as “IronMan Movers.”

Staff found that Ironman Moving was in violation of WAC 480-15-390(1) for using the non-
registered trade names “Ironman Movers” and “Iron Man Movers & Storage, Inc.” on its
estimates and bills of lading, respectively.

2012 Investigation
Each of the 39 estimates reviewed displays the names “Ironman Movers & Storage, Inc.” and
“IronMan Movers.”

Each of the 39 bills of lading reviewed displays the name “Iron Man Moving & Storage,
Inc.”

The company’s website, www.ironmanmoversbellingham.com, still displays the company’s
name as “IronMan Movers.”

Findings

Despite receiving technical assistance in connection with the 2011 investigation, Ironman
Moving continues to operate using unauthorized trade names in repeat and continuing
violation of WAC 480-15-390(1) on its estimates, bills of lading, and website.
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Recommendation
Staff recommends a $100 penalty for the company’s use of an unauthorized trade name on its
estimates, bills of lading, website, in repeat and continuing violation of WAC 480-15-390(1).

Because Ironman Moving received technical assistance in each of these areas as a result of
the 2011 investigation, staff believes a penalty is warranted. Future violations will result in
escalated penalties or other enforcement action.
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ADVERTISEMENTS

WAC 480-15-610(1) provides that “Carriers must include the commission-issued permit
number, name or trade name as recorded at the commission, physical address and telephone
number in any advertising for household goods moving services.” WAC 480-15-610(6)
provides that “Carriers may not advertise services or rates and charges that conflict with
those in the tariff.”

2011 Investigation
Staff found that Ironman Moving’s website, www.ironmanmoversbellingham.com, contained
the following violations of WAC 480-15-610:

e Failure to include the company’s commission-issued permit number

e Failure to use the company’s trade name as recorded at the commission, both in the
company’s URL (web address) and on the website itself

e Failure to include the company’s physical address

e A video clip that advertises “free use of moving boxes”

2012 Investigation

In connection with the 2012 investigation, staff reviewed Ironman Moving’s website to
determine whether corrections to the violations cited in the 2011 investigation report had
been corrected. Staff found that no changes have been made to the company’s website.

See Appendix F for a screenshot of the company’s website as of May 28, 2012.

Findings

Ironman Moving’s website is in repeat and continuing violation of WAC 480-15-610 for
failing to include the company’s household goods permit number, failing to use the
company’s trade name as recorded at the commission, failing to include the company’s
physical address, and advertising rates that conflict with Tariff 15-C.

Recommendation
Staff recommends a total penalty of $500, for each of the following repeat and continuing
violations:

e $100 for failure to include the company’s commission-issued permit number in
violation of WAC 480-15-610(1).

e $100 for failure to use the company’s trade name as recorded at the commission in
the company’s URL (web address) in violation of WAC 480-15-610(1).

e $100 for failure to use the company’s trade name as recorded at the commission and
on the website itself.

e $100 for failure to include the company’s physical address in violation of WAC 480-
15-610(1).

e $100 for displaying a video clip that advertises “free use of moving boxes” in
violation of WAC 480-15-610(6).


http://www.ironmanmoversbellingham.com/

Because Ironman Moving received technical assistance in each of these areas as a result of
the 2011 investigation, staff believes a penalty is warranted. Future violations of these
requirements will result in escalated penalties or other enforcement action.
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TARIFF RATES AND CHARGES

WAC 480-15-490 requires a household goods company to bill charges according to the tariff.
Tariff 15-C, Item 230(7) requires minimum charges for hourly rated moves, including a
minimum of one hour for moves performed Monday through Friday between 8:00 a.m. and
5:00 p.m., and four hours for moves performed on a Saturday or Sunday at the customer’s
request. Additionally, Tariff 15-C, Item 230(2) requires that time is recorded to the nearest
increment of 15 minutes.

2011 Investigation
In the 2011 investigation, staff found that Ironman Moving failed to bill the required
minimum hours for 22 of the 103 moves performed during the review period.

Staff also found that Ironman Moving billed 52 customers in increments of ten minutes, and
22 customers in increments of five minutes. Both of those practices violated WAC 480-15-
490 and Tariff 15-C, Item 230(2).

Additionally, staff found that Ironman Movers engaged in a “box loaning program,” which
allowed customers to rent boxes by paying a deposit that was fully refunded when the boxes
were returned. Tariff 15-C, Item 225 sets charges for containers, and does not permit carriers
to rent or loan containers.

Finally, staff found that Ironman Moving charged each of its customers 8.5 percent sales tax.
Under WAC 458-20-180, enforced by the Department of Revenue, household goods moves
are not a service that is subject to retail sales tax. Collecting retail sales tax created additional
revenue for Ironman Moving, which constituted an unauthorized charge under Tariff 15-C.

2012 Investigation

In connection with five of the 39 moves reviewed, Ironman Moving failed to bill the required
minimum hours for weekend moves in repeat and continuing violation of WAC 480-15-490
and Tariff 15-C, Item 230.

In connection with 31 of the 39 moves reviewed, Ironman Moving billed customers in
increments of one, five, and ten minutes, in repeat and continuing violation of WAC 480-15-
490 and Tariff 15-C, Item 230.

Appendix G charts each of the violations of Item 230 by customer and violation type.

In addition, Ironman Moving continues to engage in a “box loaning program” in repeat and
continuing violation of WAC 480-15-490 and Tariff 15-C, Item 225.

Findings

Repeat Violations: Ironman Moving failed to properly apply minimum charges in
connection with five of the 39 moves reviewed in repeat and continuing violation of WAC
480-15-490 and Tariff 15-C, Item 230. Ironman Moving also improperly recorded time in
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increments of one, five, and ten minutes, in repeat and continuing violation of WAC 480-15-
490 and Tariff 15-C, Item 230. Finally, Ironman Moving continues to offer a “box loaning
program” in repeat and continuing violation of WAC 480-15-490 and Tariff 15-C, Item 225.

Recommendation
Staff recommends a $100 penalty for each of the following repeat and continuing violations,
for a total penalty of $300:

e $100 for failure to bill the require minimum hours for weekend moves in violation of
WAC 480-15-490 and Tariff 15-C, Item 230.

e $100 for improperly recording time in increments of one, five, and ten minutes, in
violation of WAC 480-15-490 and Tariff 15-C, Item 230.

e $100 for engaging in a “box loaning program” in violation of WAC 480-15-490 and
Tariff 15-C, Item 225.

Because Ironman Moving received technical assistance in each of these areas as a result of
the 2011 investigation, staff believes a penalty is warranted. Staff cited one violation for each
violation category (rather than five violations for the first category, 31 violations for the
second category, and 39 violations for the third category) because these are the first penalties
the company has received for these particular violations. Future violations of these
requirements will result in escalated penalties or other enforcement action.
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SUMMARY OF RECOMMENDATIONS

1. Staff recommends a total penalty of $2,300 for the following violations:

$100 for failure to respond to the commission’s data request by the date directed in
violation of RCW 81.04.380.

$100 for failure to provide a cube sheet inventory in violation of WAC 480-15-630
and Tariff 15-C, Item 85(2)(g).

$100 for failure to include a space on the estimate for the customer’s signature and
the date signed in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(s).
$100 for failure to include a space on the estimate for the customer to sign or initial
that the customer received the brochure “Your Guide to Moving in Washington State”
in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(c).

$100 for failure to include a section on the estimate for recording third-party or
accessorial services and associated charges in violation of WAC 480-15-630 and
Tariff 15-C, Item 85(2)(1).

$100 for failure to obtain the customer’s signature on each of the 39 estimates
reviewed in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(s).

$100 for failure to obtain the customer’s initials next to the chosen valuation option
on each of the 39 estimates reviewed in violation of WAC 480-15-630 and Tariff 15-
C, Item 85(2)(m).

$100 for failure to include a section on the bill of lading for declaring the length of
time and location at which the customer wishes property to be stored in violation of
WAC 480-15-710 and Tariff 15-C, Item 95(1)(g).

$100 for failure to include a section on the bill of lading to indicate whether the
associated estimate is binding or non-binding in violation of WAC 480-15-710 and
Tariff 15-C, Item 95(1)(h).

$100 for failure to include a statement on the bill of lading that the carrier must
release the shipment to a customer upon payment of no more than 110 percent of the
estimated charges when the carrier uses a non-binding estimate in violation of WAC
480-15-710 and Tariff 15-C, Item 95(1)(i).

$100 for failure to include an explanation of the valuation options on the bill of lading
in violation of WAC 480-15-710 and Tariff 15-C, Item 95(1)(k).

$100 for failure to include the amount and type of every charge assessed as a separate
line item on the bill of lading in violation of WAC 480-15-710 and Tariff 15-C, Item
95(1)(n).

$100 for failure to include contract terms and conditions on the bill of lading in
violation of WAC 480-15-710 and Tariff 15-C, Item 95(2).

$100 for failure to obtain the customer’s initials next to the chosen valuation option
on the bill of lading in violation of WAC 480-15-710 and Tariff 15-C, Item 95(1)(Kk).
$100 for use of an unauthorized trade name in violation of WAC 480-15-390.

$100 for failure to include the company’s commission-issued permit number in
violation of WAC 480-15-610(1).
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e $100 for failure to use the company’s trade name as recorded at the commission in
the company’s URL (web address) in violation of WAC 480-15-610(1).

e $100 for failure to use the company’s trade name as recorded at the commission on
the website itself.

e $100 for failure to include the company’s physical address on the company’s website
in violation of WAC 480-15-610(1).

e $100 for displaying the video clip that advertises “free use of moving boxes” on the
company’s website in violation of WAC 480-15-610(6).

e $100 for failure to bill the required minimum hours for weekend moves in violation
of WAC 480-15-490 and Tariff 15-C, Item 230.

e $100 for improperly recording time in increments of one, five, and ten minutes, in
violation of WAC 480-15-490 and Tariff 15-C, Item 230.

e $100 for engaging in a “box loaning program” in violation of WAC 480-15-490 and
Tariff 15-C, Item 225.

2. Staff also recommends that Ironman Moving implement the changes outlined in this
report immediately, and submit both a written compliance plan and copies of its modified
forms to staff for review.

If future violations are found in these areas, staff will recommend escalated penalties or take
other enforcement action.
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PURPOSE, SCOPE AND AUTHORITY

Purpose

Eric Stewart d'b/a Ironman Moving Services (Tronman Moving) holds conmmen camrier
authority within the state of Washington | including the transportation of household goods.
The purpose of this investigation is to determine the company’s compliance with Washington
state laws and Washington Utilities and Transportation Commission (commuission) miles.

Scope

The scope of the investigation focuses on the intrastate transportation of household goods in
Washington by Ironman Moving for the menths of April through July 2010, and the
company’s compliance with state laws and commission mules donng that period.

Anthority

Staff conducts this mvestization pursuant to Bevised Code of Washingten (RCW) 81.04.070,
RCW 81.80.130, and RCW 81.80.330. Washington Administrative Code (WAC) 480-15-010
gives the commission authority to regulate companies that transport household goods within
the state of Washington.

Staff

Eayne Pearson, Compliance Investigator
(360) 664-1111

rpearson@tc wa. gov
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EXECUTIVE SUMMARY

An investigation into the business practices of Ironman Moving found that the conpany 15 in
vinlation of commussion miles and Household Goods Tanff 15-C, as follows:

* Failure to supply an estimate to each customer prior to moving household goods in
viclation of WAC 480-15-630.

* Failure to use a proper estimate format and failure to accurately complete its estimate
forms in viclation of WAC 480-15-630 and Tanff 15-C, Item 85.

# Failure o vse a proper bill of lading format, including contract terms and conditions,
in viclation of WAC 480-15-710 and Taniff 15-C.

+ Failure to properly complete bills of lading in violation of WAC 480-15-710 and
Tariff 15-C.
Use of vnauthorized trade names in violation of WAC 480-15-390(1).
Advertising in viclation of WAC 480-15-610.
Failuge to follow the terms, conditions, rates, and all other requirements imposed by
Tariff 15-C in violation of WAC 480-15-490(3).

Recommendation

Based on a review of Ironman Moving’s business records for 103 moves performed between
April and July 2010, staff recommends that Ironman Moving attend comnussion-conducted
rule and tariff training on Janpary 19, 2011, in Olymypia Staff also recommends that Ironman
Moving closely review this report because it provides valuable technical assistance in each of
the areas that need improvement, including: the requirement that the company supply
estimates to each of its customers; format and completion of estimates; format and
completion of bills of lading; vse of permitted trade names; advertising; and tariff rates and
charges.

Staff will conduct a follow up investigation of the company’s operations in one year.
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BACKGROUND

Company History
Dronman Moving was granted temporary authority on January 10, 2002, On March 13, 2002,
the company was granted permanent operating authority in Docket No. MV-151457.

Eric Stewart d'b/a Iromman Moving Services is a sole proprietorship governed by Eric and
Susan Stewart. The conpany s business address 1s 1495 Lahti Drive, Bellingham
Washington 98226.

Company Information
Sinee 2002, when Ironman Moving was granted permanent operating authority, there have
been no consumer conyplaints filed against the company.

On July 9. 2002, the company’ s permit was suspended for faihure to maintain required
mswrance in Docket No. MV-132205. Proof of insurance was recetved on July 29, 2002, and
the company’s permit was reinstated.

Further suspensions under Docket No. TV-030971 cccwred as follows:
« November 7, 2003: suspended for failure to maintain required insurance; reinstated
November 10, 2003,
s July 7. 2004: suspended for failure to maintam required insurance; reinstated July 23,
2004,
# December 28, 2004: suspended for failure to maintain required inswrance; reinstated
Jammary 6, 2005.

On June 13, 2006, Ironman Moving was assessed a $100 penalty in Docket No. TW-060980
for failure to timely file an annual report for 2005. The company filed its report on
Septemiber 22, 2006.

On June 20, 2007, Ironman Moving was assessed a $200 penalty in Docket No. TWV-071267
for a repeat failure to timely file an anmnal report for 2006. The company filed its report on
July 18, 2007.

On June 19, 2008, Ironman Moving was assessed a $300 penalty in Docket No. TWV-081103
for a repeat failure to timely file an anmmal report for 2007, The company filed its report
MNovember 15, 2009,

On June 11, 2010, Tronman Moving was assessed a $100 penalty in Docket No. TWV-101009
for failure to timely file an anmal report for 2009, As of the date of this report, Ironman
Moving has not yet filed its annval report for 2009,

Beveme for Ironman Moving as reflected in its most recent annmal reports filed with the
commission is as follows:

FEeporting Year Date Filed Fevenne
2006 July 18, 2007 $0.240.00
2007 November 13, 2008 $73,200.00
2008 May 19, 2009 $83,700.42
Investigation

Staff initiated this investigation into the business practices of Irenman Moving based on a
routime review of permitted carriers.
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INVESTIGATION

Data Request
On Angunst 23, 2010, staff requested the following records and information from Ironman
Moving:

1. For every residential move performed within the state of Washington from April 1,
2010, through July 31, 2010, pleaze provide all supporting documents related to each
customer’s move, including, but not limited to, the bill of lading, estimate,
supplemental estimate. inventory records, weight slips. and all documents related to
temporaty storage of the goods.

2. A copy of the company’s customer complaint and claims register, listing all
congplaints and clatms received from Apnil 1, 2010, through July 31, 2010, and
inchuding all documents related to each complaint and claim.

A copy of the data request is attached as Appendix A

Staff requested a response from Ironman Moving by September 6, 2010. After several
follow-up phone calls, a respense was received October 14, 2010. Ironman Moving reported
one complaint and two damage claims for the period of Apnl 1 through July 31, 2010

Staff vsed the documents and information furnished from this data request to conduct its
umvestigation of the company’s business practices. Of the 167 moves reviewed, 64 were non-
jurisdictional (e.g. conumercial or load only). Each of the 103 moves reviewed wete local, or
houdy-rated.

2008 RULES AND TARIFF

On December 27, 2008, the comunission adopted new household goods miles in Docket No.
TV-070466. The mies went into effect on Jamuary 27, 2009, and the commission notified all
permitted carriers of the changes. The notice described how to access the new rules on the
conumission’s Web site, as well as instructions for requesting a paper or electronic copy from
the commission

At the same time, the commission adopted new tariff provisions in its household goods tanff,
Tanff 15-C, effective Febrpary 1. 2008, in Docket No. TWV-072258. The conumission sent a
copy of the final order adopting the tariff and a fill copy of the new taniff to all permitted
carriers on Febmary 1, 2008.

The commission made significant changes to the way household goods carmiers are required
to provide services and bill thetr customers in both the rules and the tariff For example, the
conumission required carriers to provide all customers with a wiitten estimate prior to the
actual move.

To assist permitted companies with vnderstanding and implementing these changes, the
commission provided rule and tariff training sessions for all interested parties in three
locaticns arcund the state during the spring of 2008, The commission has held several
trainings at its Olympia headguarters. The conunission notified all permitted carriers of the
tramning. Neither Eric Stewart, nor Susan Stewart or any staff of Ironman Moving has
attended the traiming.
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ESTIMATES - REQUIRED

Investigation

WAC 480-15-630 requires a household goods moving company to provide a written estimate
to every customer before the move occurs. An estimate 15 a written approximation of the cost
of a move prepared in compliance with the provisions of the household goods rules and tariff
Estimates are based on factors such as the size of the shipment and the van or trock space
required, the weight of the household goods, the amount of time needed to complete the
move, and the type of special services to be provided. A household goods company may
provide customers with either a binding or non-binding estimate.

In the commussion’s data request, staff requested that Ironman Moving fizrnish “all
supporting documents related to each customer’s move. including, but not limited to, the bill
of lading, estimate, supplemental estimate ..." for the months of April throngh July 2010.

Of the 103 moves reviewed, 101 did not include estimates. Only two customers—Hale and

Fisher—were provided with an estimate in connection with their moves.

Findings
Ironman Moving is in violation of WAC 480-13-630 for failing to provide estimates to 101
customers prict to transporting those customers’ goods.

Recommendation

Staff advises that Ironman Moving st provide an estimate to each customer prior to
moving the customer’s goods, as required by WAC 480-15-630 and Tariff 15-C_ A sample
estimate form is available on the commission’s website at www.utc. wa.gov/mover. Staff
considers this investization as the company’s technical assistance regarding the provision of
estimates. If firture violations are found, staff may recommend penalties or take other
enforcement action.
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ESTIMATES — FORMAT AND COMPLETION

Investigation
WAC 480-15-630 requires a household goods company to issue an estimate prior to every
move, and requires that the estimate include all of the elements listed in Tanff 15-C, Item 83.

Fer the two moves where estimates were provided, the conpany used incorrect estunate
forms. These forms did not include the following information, as required by mle and taniff®

The company’s fax mumber.

The company’s email address.

A cube sheet inventory.

A space for the customer’s signature and the date signed.

A space for the customer to sign or initial that the customer received the brochure

“Youwr Guide to Moving in Washington State”

A section for recording third-party or accessornal services and associated charges.

* A complete valuation section for charges for loss or damage protection coverage.
While valuation options are listed, explanations for each option are not provided
as required by Tariff 15-C, Ttem 85,

¢ Information required for nonbinding estimates regarding release of shipment and
payment.

# A zection indicating the forms of payment the carrier will aceept.

A copy of the estimate form nsed by Ironman Movers 15 attached as Appendix B.

In addition, the estimate forms were not completed comrectly. Staff found the following
vinlations of Tariff 15-C. Item 83 on the estimate forms reviewed:

# Oneach of the estimates reviewed, the company failed to obtain the customer’s
imitials next to the chosen valnation option.

& On each of the estimates reviewed, the company failed to obtain the customer’s
signature.

Findings

For the two moves where estimates were provided, Ironman Moving failed to use a proper
estimate format and failed to properly complete its estimate forms in vielation of WAC 480-
15-630 and Tariff 15-C, Item 85.

Recommendation

Staff advises that Ironman Moving nmst provide a properly conpleted estimate to each
customer prior to moving the customer’s goods. The estimate form mmst inchide all
information required by WAC 480-15-630 and Tanff 15-C. The correct form is available on

the commission’s website at wanw ntc. wa.gov/'mover. Staff considers this investigation as the

company s technical assistance regarding estimate format and estumate completion. If foture
violations are found, staff may recommend penalties or take other enforcement action.
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BILLS OF LADING - FORMAT AND COMPLETION

Investigation
WAC 480-15-T10(3) requires a household goods company to issue a properly completed bill
of lading for every move that includes all of the requirements listed in Tanff 15-C, Item 95.

The bill of lading nsed by Ironman Moving for the 103 moves performed during the review
period viclated the format requirements of Tariff 15-C, Item 95, as described below:

+ Failure to include the company’s household goods permit mumber, as required by

Ttem 95(1)a).

Failure to include the company’s website, as a required by Item 93(1)a).

Failure to include the company”s fax number, as required by Item 95(1)(a).

Failure to include the company’s email address, as required by Item 95(1)a).

Failure to include a section for declaring the length of time and location at which

the customer wishes property to be stored, as required by Ttem 95(17(g).

¢ Failure to include a section to indicate whether the associated estimate 15 binding
or non-binding, as required by Item 93(1)(h).

* Failure to include a statement that the carrier mmst release the shipment to a
customer wpon payment of no more than 110 percent of the estimated charges
when the camrier uses a non-binding estimate. as required by Item 95(1)(1).

+ Failure to include an explanation of the valuation options. as required by Item
95(1)k).

+ Failure to record the time the carrier leaves the terminal and the time it refurns to
the terminal or is released to ancther customer, as required by Item 95(1)(m).

+ Failure to include the amount and type of every charge assessed as a separate line
item as required by Item 95(1)(n). The company recorded an howly rate for each
move, but provided no information regarding how that rate was calculated (Le.
mumber of personnel and numiber of vehicles wsed). Staff, therefore, has no way of
determining whether the company’s rates comply with Tariff 15-C.

¢ Failure to include contract terms and conditions. as required by Item 95(2).

A copy of the bill of lading form vsed by Ironman Moving is attached as Appendix C.

Additionally, Ironman Moving failed to properly complete 11 of its bills of lading as required
by WAC 480-15-710(3) and Tanff 15-C. Ttem 95, as follows:

¢ For three customers, failure to record the exact address of the crigin of the mowve,
as required by Item 95(1)(d).

+ Fornine customers. failure to record the exact address of the destination of the
move as required by Item 95(1)(e).

+ For one costomer, faihore to obtain the customer’s valuation selection, as required
by Item 95(1)(k).
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+ For one costomer, faihwe to record the start, stop, and any interruption times, as

required by Ttem 95(1)m).

Findings

Ironman Moving violated WAC 480-15-710(3) and Tanff 15-C, tem 95 when it issued
improper bills of lading for each of the 103 moves performed duning the review period, and
failed to properly complete bills of lading for 11 of those moves.

Recommendation

Staff adwvises that Ironman Moving mmst provide a properly formatted bill of lading for every
move. Ironman moving mmst also properly complete the bill of lading for every move. The
bill of lading form mwst inclede all information required by Tariff 15-C, Item 95, A
commussion-approved bill of lading can be found on the commission’s website at

www.nte. wa.govimover. Staff considers this investigation as the company’s techmical
assistance regarding bill of lading format and completion. If firture viclations are found. staff
may recommend penalties or take other enforcement action.

USE OF PERAMITTED TEADE NAME

Investigation

WAC 480-15-390(1) provides that all carriers “mmst conduct operations under the exact
name shown on its honsehold goods permut. If a camrier does business under a trade or
assumed name, that name nmst also appear on the permit.™

Eric Stewart d'b/a [ronman Moving Services is the enly name under which Irenman Moving
15 permtted to operate. The company may use the name in its entirety, or the permitted d'b/a
of “Tronman Moving Services.” The company has not registered any other trade names with

the comnmssion

On each of the two estimates issued by the company during the review period, the name
“Tronman Movers™ appears at the top of the form.

On each of the 103 bills of lading issued by the company during the review peried, the name
“Iron Man Movers & Storage, Inc.” appears at the top of form.

Additionally, the company’s website, www.irenmanmoversbellingham com. displays the
company s name as “TronMan Movers.”

Findings

Dronman Moving is in violation of WAC 480-15-390(1) for using the non-registered trade
names “Tromnman Movers™ and “Tron Man Movers & Storage, Inc.” on its estimates and bills
of lading_ respectively.

Recommendation

Staff advises that Ironman Moving may only conduct operations vnder the exact name shown
on its honsehold goods permit. as requered by WAC 480-15-300(1). If the company chooses,
it may register other trade names with the conwnission; however, it may not nse those trade
names vntil they are registered, and therefore nmst cease neing all vnanthorized trade names
inmediately. Staff considers this investigation as the company’s technical assistance
regarding the nse of permitted trade names_ If the company fails to take comrective action and
future violations are found, staff may recommend penalties or take other enforcement action.
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ADVERTISEMENTS

Investigation

WAC 480-15-610(1) provides that “Carriers mst inclhude the conmussion-issued permit
mumber. name or trade name as recorded at the commission. physical address and telephone
number in any advertizsing for household goods moving services.” WAC 480-15-610(6)
provides that “Carners may not advertise services or rates and charges that conflict with
those in the tariff.”

Ironman Moving's website, www. ronmanmoversbellingham com. contains the following
violations of WAC 480-15-610:

Failure to inchnde the company’s comnuission-issned permit mumber

Failure to use the company’s trade name as recorded at the commuission both in the
conpany s URL (web address) and on the website itself

Failure to include the company’s physical address

A video clip that advertises “free use of moving boxes™

See Appendix D for a screenshot of the company”s website.

Findings

Ironman Moving's website violates WAC 480-15-610 for failure to include the company’'s
household goods permit mumber, failure to use the company”s trade name as recorded at the
commission. failure to inclnde the company’s physical address. and advertising rates that
conflict with Tariff 15-C.

Recommendation

Staff advises that Ironman Moving mmst immediately change its website to comply with
WAC 480-15-610, and nmst provide proof to the conunission that the necessary changes
have been made. Staff considers this investigation as the company”s technical assistance
regarding requirements for advertising. If the company fails to take corrective action as
directed, staff may recommend penalties or take other enforcement action
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TARIFF RATES AND CHARGES

Investigation

WAC 480-15490 requires a household goods company to bill charges according to the tariff
Tanff 15-C, Item 230(7) requires mininmm charges for hourly rated moves, including a
minimmm of ene howr for moves performed Monday through Friday between 8:00 am. and
5:00 pm., and four howrs for moves performed on a Saturday or Sunday at the customer’s
request. Ironman Moving failed to bill the required mininmm howrs for 22 of the 103 moves
performed during the review period. See Appendix E for a list of the 21 customers who were
improperly billed on a Saturday or Sunday. Customer Gould was charged a two-hour
minimm on a Wednesday between the hours of 8:00 am. and 5:00 pm.

Additionally, Tanff 15-C, Item 230(2) requires that time is recorded to the nearest increment
of 15 minutes. Ironman moving billed 52 customers in increments of ten minutes, and 22
customers in mcrements of five minutes. Both of these practices violate WAC 480-13-490
and Tariff 15-C, Ttem 230(2).

Ironman Movers also has a “box loaming program ™ which allows costomers to rent boxes by
paying a deposit that is fully refinded when the boxes are retumed. The langnage on the
company s bill of lading reads as follows: “If you are vsing our box loaming program, boxes
nmst be retumed to Iren Man Movers emptied, flattened, and in good condition within 10
days of vour move in order to receive your deposit back. Allow one to two weelks for the
boxes to be inventoried and the refund processed.” Tariff 15-C, Ttem 223 sets charges for
containers, and does not permit containers to be rented or loaned.

Finally, Ironman Moving charged each of its enstomers 8.5 percent sales tax. Under WAC
458-20-180, which is enforced by the Department of Revenue, household goods moves are
not a service that is subject to retail sales tax. Collecting retail sales tax creates additional

revemme for Ironman Moving, which constitutes an unawthorized charge under Tanff 15-C.

Findings

Staff finds that Ironman Moving vielated WAC 480-15-490 when it did not accurately
calculate mininmm charges on 22 of its bills of lading. recorded time in increments of five
and ten minntes. engaged in “box loaning. ™ and charged sales tax for a service that is not
taxable.

Recommendation

Staff advises that Ironman Moving nmst properly charge the minismun howrs for both
Saturday or Sunday moves and weekday moves, as required by WAC 480-15-490 and Tariff
15-C, Ttem 230, and nmst also record time m merements authorized by Tanff 15-C, Item 230.
Additionally, Ironman Moving may only assess charges for containers that comply with
Tanff 15-C, Ttem 2235, and nmst inwnediately cease collecting unauthorized sales tax for
household goods moves. Staff considers this mvestigation as the company’s technical
assistance regarding these isspes. If fisture viclations are found, staff may recommend
penalties or take other enforcement action
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SUMMAEY OF RECOMMENDATIONS

1. Staff recommends Ironman Moving attend commission-conducted mle and taniff training
on Janmary 23, 2011, in Olymipia.

2. Staff recommends Ironman Moving closely review this report because it provides
valuable technical assistance in other ageas that need improvement. as follows:

Ironman Moving nmst provide a properly completed estimate to each customer prior
to moving the customer’s goods. The estimate form must include all information
recuired by WAC 480-15-630 and Tariff 15-C.

Ironman Moving nmst provide a propetly formatted bill of lading for every move, and
nmst properly complete its bills of lading. The ball of lading form nmst inclode all
information required by Tanff 15-C, Ttem 93.

Irorman Moving may only conduct operations under the exact name shown on its
household goods permit, as required by WAC 480-15-390(1).

Dronman Moving nmst immediately change its website to comply with WAC 480-15-
610, and may not advertize “free use of moving boxes.”

Iropman Moving nmst properly charge minimnm heurs for moves. as required by
WAC 480-15-490 and Tanff 15-C.

Ironman Moving nmst record time in the crements authorized by Tariff 13-C, Ttem
230.

Irompman Moving nmst assess charges for confainers i compliance with Tanff 13-C, Item
225

Ironman Moving nmst immediately cease collecting wmaunthorized sales tax for household
goods moves.

If future violations are found in these areas, staff may recommend penalties or take other
enforcement action
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August 23, 2000

Eric Slewart

d'hv'a Ironman foving Services
1405 Lahti Dy,

Bellingham, Wa 98226

RE: Data Hequest
Diear Mr. Steswart

Lnder Washingion State law (Revised Code of Washington 81.040070), the Uhilities and
Tesms portation Comisission (commission) hos the rigitt to inspect the sccounts, boaks, peper,
2l decamends of any bousehald goods moving company doing business in this stabe.

As part of & stadf review of your household goods moving compony, please send us the fallowing
nfiormation and documents:

1. Por every reaidential move performed weithin the stabe of Washingion from Agril 1, 2010,
theugh July 31, 2010, please provide all supporting docnents relmed to cach |
oustorner”s mearve, inchading, but sot limited t, the bdl of lading, estimste, supplamnial
estimars, inventory reconds, welglt slips, and all documents related bo femporary siorage |
af the poods.

2. A copy of the company’s costomer eomplaint and claims register, listing all complaints
and clatms secsived from Azl 1, 2010, through July 21, 2000, and inchading all
dacuments relnbed to sech complaist and claim, |

Erie Stewnrt J'a lronman Moving Secvices
August 23, 20010
Page 2

You are required to furnish the sbove requested documents fo commrssion staff by no later than
5:00 pom. on Seplember 6, D010, Please aftach a copy of this letter to the documents for

reference.

[T you have any questions you may contact Rayne Peason, Compliance Investigator, s, Pearson
can b resched at (360} 664-1111 or by email ab rpearsen@ute. wigov.

Sincerely,

A si S

e e LA
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AFPENDIX B

/,..- IronMan Movers 1495 Labii Drive, Bellinghom, WA 98226 (360)733-1023
HOUSEHOLD GO0DS NON-BINDING ESTIMATE OF COST OF SERVICES
‘= Sdo, AT 5A0eR i5
Mama &f shipper, Phone Mo, Carfm 6
Adcress of shipper_Xt38 foncflen [Browvy Agep Zip Cede,

Meving mom: Ciwstanee_ Lo I qliy | Gde

Waseing ks iy StmeZi, &..-‘Eé)c}bm P

Shipper's dewiinein canes permon; Praane hio,
oMl RN VE O B e T s T

| IMBORTAUT METICE: A
mainy-pin g aptborie e ooty Be dricias end senices faded . 1 s nel 8 wanamy o (1]
|#Mﬁmdhm M yim requms] acciienal can ioes 50 comsials unmurmeuwﬂdmhm. a
| BRSO GoOCs Maval St DR § SErslann i seliats shich wil C1angd T amoant of e STgEe belimain i
1
i

|
nuu-ﬂuﬁunmmwmmum mere fan e parceal, g Frisd Al
Fﬂ“”: il mmm'}ﬂmwumﬂﬂ'tﬂ I1ﬁdﬂ‘:-ﬂl;hmfﬂwmm Hﬂm“ L Weu ara i i

o sl ooas SRS E“HmﬂlmnWMMmMmMu“ﬂhn_ﬂhMm

uammu;;r-“ oy
Elfriaf may Asl Birbant mivn thas s wrHen nos-bisdvg estmals T e che o s ke |
mur—hmg& mm -w“mhhmmm m:= S e 1
el i 1 Lirke, uieaa {he housetol poods camer pegeces ard N S cper agea & SEpEETHNG] SSUTHEE. e - wel !
wnmﬂmwmﬂ&hlﬂ;-mmwmmmmhnmm--u.,.uq.uq. !.

+ e v TN T R

ESTIMATED COST OF SERVICE
¥ BATED SHIRMERTS (under 37 mbas)
i Camier smapess, mnq% . Froar Cam Suried
Carrmme v, ..
ML SAGE FATED SHPFMENTS (over 34 rales or B
(L3 o i pupmu . . . N
OVERTIBE: " 2 fows @ 4, BT % [ A Bt
VALLIKTON SHKRGES css e o
ﬂ“wmwm . e §_HaChage + Duifiedty Enin
e 9§00 deckwedvalos . ...} i o Grrer o |
"-ﬂmmm*hm!_ Pt §100 decared vaiue ... ... 4 5 |
Flapiacamen] ool with iz Sesucfiie 8 perdif0dschrsdvales . ... & |
ETORAGE . "
. seaschs, i § e 080 pagerte, far apoh 00 duys oe st . 8" AT
g

" Handing pirdi @ & oS00 pouS. .. .. " - |
WoTE: Fsdmade doas naT ot foe ‘ﬁ

jfcluds pocsinzy . depot 1‘;’;;}‘ Y ﬁmm
e o,
W;ﬁ“/ y,

PACKING, UNFACKING AKD CORNTANERS

-c__:_,_--""j"; )
- & e
st (2L

Do Bigas G5 A0

Eric Stewart d/b/a Ironman Moving Services 2012 Investigation Report
Page 42



APPENDIN C

WORK ORDER / INVOI(
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Movers Bellingham, WA ( Washington ) - Ironman Movers

APPENDIX D

Contact Information
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APPENDIXE

Date Customer Name Time Billed
April 3 Johnson 2h
April 10 Lewis Zh 30m
April 11 Lazarus 1h 5m
April 24 Moen 1h 40m
Aprnil 25 Cowan 1h 20m
Mav 1 Orten lh5m
Mav 8 WNewman 1h

Mav 8 Foland 7h 25m
Mav 8 Wallace 1h

Mav 15 Johnson 1h 15m
Mav 15 Pearson 2h 10m
May 23 Wogenson 1h 15m
May 20 X 3h
May 29 Roper 3h
June 3 Pearson 1h 35m
June 12 Davidson 1h 20m
June 13 Burcroff 1h 30m
June 19 King Zh 20m
June 20 Phillips Zh 50m
Julv 3 Brown 7h 25m
July 24 Lawrence 2h 50m
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APPENDIX B
Washington UTC Complaint 113274

Company: STEWART, ERIC  M36087

Cuslomer: Account¥ nfa
Wallis Ann Strauch
Contact:

B35 B Mitchell Avenue
Blaine, WA $8230

Primary Phone: (360) 332-56438
E-mail addr: thebub17@yahao.com

Complaint: TISE79 Serviced by: Denmis Shutler

Opened on: 0370672012 Grouped by: Dispoted Bill
Claaed on: 032272012 Dispoaition: Consumer upheld
Dascription:

E

Customer wanis a promised senior discount and a damaged sofa rapalred.

Passed to Eric Stewart, dibfa Iron Man Moving via e-mail on 305/12 at 11:32am, response is dua not later
than Spm PT on 3A12/12,

Results:

Ironman failed to respand fo the customer's complaint and damage claim as requirad by commission ruka.
The haurly rate charged for the cuslomer's relocation is within the rate band. Iron Man is not in compliance
with tha commission’'s advertizing, billing, estimates, complaint or damagea claim rules.

VIOLATIONS RECORDED = 52

Activity:

Actlivily Links
s 022902012 11:26 AM Letter: Dannis Shutler >> CUSTOMER

SEE ATTACHED LETTER SEMT TO THE CUSTOMER REQUESTING GOOD COMTACT
INFORMATION:

S OANS2012 1124 AM Lelter: Dennis Shuller << customer

&}
SEE ATTACHED CUSTOMER LETTER AND DOCUMENTATION SENT TO THE AG'S OFFICE AND
FORWARDED TO THE UTC:

03052012 11:27 AM Phono: Dennls Shutler << customer

Customer celled and provided lalephone number and e-mail address. Customer is
to send additional documentation perlinent to har mave,

E" 03052012 11:32 AM Email: Dennis Shutler >> ronmanmovers

Good marning, Passing a new complaint, Please provide clear and fegible coples of every document
perinent to this customer's relocation, this documentation should at & minimum include, but not be limited
to: bill of fading(s) - front and back; estimata(s); itemized list of goods shipped; damages clalm records;
informaticn identifylng each vehicle used, weight slips; ferry crossing receipls, el
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E' 0302012 11:36 AM Phone: Dennds Shutler >> Kelly/company

| called and Kelly verified the e-mail address Is correct. | advised of a
customer's compiaint | just passed to the company.

company 360-733-1023

Kelly 360-961-4413

‘_" 0362012 02:31 PM  Attachment; Dennis Shutler << customer
SFF ATTACHED COPIES OF DOCUMENTS (E-MAIL, ESTIMATE, INVOICE, LIST OF ITEMS TO
EE MOWED) PROVIDED BY THE CUSTOMER:

= 03IN22012 02:14 PM Email: Shutler, Dennis (UTC) =< ironmanmovers@@comeast.nat

Hallo Mr, Shutler - Atlached you will find the documentation you requested
regarding a damage claimfcomplain for Wallis Stravch, | would like you lo
nadice that her inveloe was calculated at the discounted sanior rate which was
explalned o har. | had a discussion with M. Stravch and informed har o
resaarch her involce and she would see she receivad the discounted rate. Also,
we don't belleve we caused the stain to her zofa. She did sign the invoice
indicating that no damages did occur, nonetheless we told her o go ahead and
have it cleaned, submit the kil to us, and we would reimburse her. If you

hawe any other questions or concerns just let me know. Kelly - Office Manager

SEE ATTACHED DOCUMENTATION AND PHOTO OF DAMAGED SOFA PROVIDED BY COMPANY:
E‘ 031272012 03:14 PM  Email: Shutier, Dennis (UTC) == Sronmanmovers@oomoast.net’

Cood afternoon Kelly,

Plesse se2 and respond to my additional questions highlightsd within your
response below.

Pleass also address as necessary

Dt Iron Man provide the customer 2 damagas/claim farm? On what data?
Dt Iron Man nalily the customer in wiiling within 10 business days that it
recalved the complaint'claim? Provide copy.

"Dl Iron Man advise the custormer of the availability of the commission and
provide the commission's lol-ree number and malling address? Verify.

*Did Iron Man advise the customer of the resolution of the compiaint'claim in
writing? Provide copy.

*Ag this complainticlaim remaing unresolved alter 80 days, for each thirly-day
period thereafter unill the claim Is setifed, has lron Man Informed the
customer, In writing, of the reason it falled o resolve the clalm or clearly
state Its final offer or denial and close the clalm and advise the customer of
the availability of the commission for further review by providing the
commission's toll-free number and mailing address? Pravide copy.

Thank you.

E /2072012 04:57 PM Viclation: 480-15-830(1) -

3 counts, for failing to respond to commission stafi regarding a customer's complaint in a timely manner.
Company response was due not later than 3:00pm on 319212, On 3221 2 updated count {from 1 to 3.
Company natified of this violation.

é‘ 032172012 08:03 AM  Action: Dennis Shutler

Reviewed customer and company provided documents,
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Ome truck and two employess used, determined from customer provided Estimate
dated 1041511,

$37.93 min to 579,04 max (ons truck and one employas par larilf}

$29.63 min to §61.74 max (axtra employesa per i)

$67.58 min to $140,78 max allowable per tarifl. Company charged the customer

$ 74 hour, which is within the t2nlf rate bard,

See attached HHG Complaint Jump Start shoal:

é" 03212012 11:51 AM Viclation: 480-15-630 -

1 eaunt, for failing o issua an estimate 1o this customer containing all of the elements required by the
commission-publishad tanff based on a visual inspection of the customer's goods prior to the move.
Company notified of this viclation.

03212012 11:53 AM Vielation: Tariff 15-C, ltem 35(2)(a) -

WP.G 480-15-630(7) ! Tariff 15-C, lem 85(2)(a), 1 count, for failing to list the company's fax numbar upon
the company's astimate sheet.
Company notified of this viclation.

+ (13/21/2012 11:58 AM Violation: Tariff 15-C, ltem 85(2)(c) -

—J

WAC 480-15-630(7) ! Tariff 15-C, ltem 85(2)(c). 1 count, for failing to provide a space for the customer o
sign or initial they were providad & copy of the commission’'s brochure “Your Guide to Moving in
Washington State” upon the compeany's estimats sheet,

Company notified of this viclation.

4+ 03121/2012 01:22 PM Violation: Tariff 15-C, hem 85(2)(g) -

WAD 480-15-830(7) / Tariff 15-C, ltam B5(2)a}, 1 count, for failing to complete a household geods cube
shest inventary of the terns upon which the estimate is based and list the estimated cubic footage for
each item.

Company notified of this viclation.

E‘ 032112012 01:27 PM Viclation: Tariff 15-C, ltem 85(2){1) -

'..*".I;AC AB0-15-630(7) [ Tariff 15-C, em B5{Z)(1), 1 count, for failing to include a section for recording any
third=-party or accessoial services 1o be provided upon the company’s estimate shaet,

Company natified of this viclation.

E’ 0372172012 01:29 PM Viclation: Tariff 15-C, ltem B5{2)(m) -

WAC 480-15-830(7) ! Tariif 15-C, Nem B5(2)(m), 1 count, for falling to include a complaie valuation seclicn
for charges for loss or damage protection coverage (valuation) upon the company's aslimate sheal.
Company notiffed of this viclation.

é‘ 0372172012 01:42 FM Violation: Tariff 15-C, lem 85(2)(q) -

WAC 480-18-830(7) / Tariff 15-C, ltem SS(2)(q)ii, iil, and iv), 1 count, for failing to list the corract lams
and conditions upon the company’s esfimate sheet regarding the ralease of shipment and paymant,
Company notified of this viclation,

é‘ 032172012 01:45 PM Viclation: Tariff 15-C, Item B5(2)(r) -

WD 480-15-630(7) / Tariff 15-C, ltam 85(2)(r}, 1 count, for failing to list the farms of payment the carrier
will accept, including any terms or conditions that apply ta the mathod of payment, such as inlerast rates
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charged for cradit plans on the estimate sheat,
Company notified of this violation,

L"‘ 03/21/2012 01:49 PM  Violation: Tarff 15-C, ltem 85(2)(s) -

'I.l-'l;l'AC AB0-15-630(7) / Tariff 15-C, lem 85(2)s), 1 count, for failing o include & space for the customer's
signature and the date sighad on the oslimate sheat.
Company noliffed aof this violation.

E 032172012 02:13 PM Viclation: Tarlff 15-C, Item 95(1) -

WAL 480-15-T103) ! Tanff 15-C, Item 95(1), 3 counts, for failing to ensure the company represantative
{1} skgned and {2} dated, and the customear {2) dated the bill of lading.
Company notiffied of this violation.

é‘ 03212012 0215 PM  Violation: Tariff 15-C, Item 93(1)(a) -

WA 480-15-710(3) ¢ Tarniff 15-C, tem 95(1}(a), 4 counts, for failing o kst (1) the company’s website
{wnaner ironmanmoversbelfingham.com), (2) fax number, (3} househald goods permit number, and (4)
corract address on the bill of leding,

Company notified of this violation.

E 0372112012 02:25 PM Violation: Tariff 15-C, Item 95(1)(g) -

WAC 480-15-T10(3) / Tariff 15-C, tam 95(1){g), 1 count, for failing to Include a section on the bill of lading
for declaring the length of ime and location at which the customer wishes property to be stored.
Company noliffed ol this violation.

%‘ 032172012 02:27 PM Violation: Tariff 15-C, ltem 95{1}(h) -

WAC 420-15-T10(3) / Tariff 15-C, ltem 95(1)(h}, 1 count, for failing to include a section on the bill of lading
o indicate whether the associated estimate is binding or non-kinding.
Company notified of this viclation.

0212012 0230 PM . Viclation: Tariff 15-C, tem 95(1)(1) -

WAC 480-12-T10(3) / Tariff 15-C, ltem 95(1){1), 1 count, for failing to include a statement on the bill of
lading on the bill of lading that the carrier must release the shipment to & customer an payment of no mone
than 110 percent of the astimated charges when the carrier uses a non-binding aslimata.

Company nobified of this violaticn,

E; 03/2172012 02:33 PM Violation: Tariff 15-C, item 95{1)(k) -

WAL ABD-15-T10{3) 7 Tariff 15-C, am 95{13(k), 1 count, for failing to list the corract valuation language on
the bill of lading.
Company notified of this viclation.

= 032172012 02:34 PM Viokation: Tariff 15-C, ftem 85(1){m) -

WAL 480-15-T10(3) / Tarff 15-C, lam 95{1}“11}. 1 count, for failing to record the on the bill of lading the
time the carrer leaves the terminal and the time it returns to the terminal or is releasad to ancther carrier.
Company notified of this violation.

** 032172012 02:38 PM Violation: Tariff 15-C, Hem 95(1){n) -

WAC 480-15-T10(3) / Tarniff 15-C, ltem 95{1}){n), 4 counts, for failing to include on the bill of lading the
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amount and type of every charge assoessed a8 a separate line item.

{17 You recordad an hourky rate for each move, but provided no information regarding how that rata wag
calculated (I.e. number of personnel and number of vehicles used). Staff, therefore, has no way of
determining whether the company's rates comply with Tanff 15-C.

{2 ¥ou recorded a $30.00 for “how.” Staff has no way of determining whether this charge complies with
Tarlfi 15-C.

(3) Y¥ou recorded charges for 42 "medium” boxes, Tariff 15-C, kem 225 doas not sat forth a rata for
“medium” boxes. Staff has no way of determining whether this charge complies with Tariff 15-C.

{4) ¥ou recorded charges for 10 "small” boxes. Tariff 15-C, Item 225 does nal set forth a rate for “small”
boxas. Staff has no way of determining whether this charge complies with Tariff 15-C.

Company notified of this viclation,

@ 03/21/2012 02:44 PM Violstion: Tariff 15-C, lem 95(2) -

WAC 480-15-710(3) f Tariff 15-C, tem 95(2), 1 count, for fziling to include contract lerms and conditions
on the back of the bil of lading.
Company notifled of this vielation,

l'_:j' 032172012 02:48 PM Violation: 480-15-800(2) -

1 count, for impermissible language on the bill of lading, as follows: "It is the sole responsibility of the
shipper al the fime of loading and delivery to acknowledge in writing on the bill of lading andfor the
“Household Gooads Inventony™ any property damage o residence at origin or destination. Otherwise, Iron
Man Movears & Slorage, Inc. will not be responsible for any damages.” And, above the signalisre section,
“MNo damage to ltems or residence.” Under WAGC 420-15-800, a cusiomer has ning monihs o file any and
all darmage claims from the dats of daliveny. You may not circumveant this rule with cantradictory languaga.
Company nolifled of this violation,

%" Q212012 03:01 PM Viclation: Tariff 15-C, ltem 225 -

WAC 480-15-490(3) ¢ Tarlff 15-C, ltem 225, 1 count, for impermissible language on the bill of fading
regarding & "box lnaning program.” Tha language on the company's bill of lading reads as follows: *If you
are using cur box loaning program, boxes must be returnad to Iron Man Movers emplied, flatiened, and in
good condition within 10 days of your move in order io receive your deposil back. Allow one 10 two weeks
for the boxes to be inventoried and the refund processed.” Tarfl 15-C, lem 225 sms charges for
containers, and does not permit containers to ha rﬁnted ar leanad,

Company notllled of this viclation.

. 03121.1'2012 03:06 PM Violation: Tariff 15-C, Itam 225 -
&

WAC 480-15-490(3) / Tarff 15-C, lem 225, 2 counts, for unauthorized chargas listed on the bill of lading.
ltemn 225 sats forth the allawable rates for boxes and othar packing materals. it does not include (1) tape
or (2) paper, You are not allowsd to bill customars for materials not expressiy authorized by Tariff 15-C
Company notifiad of this viokabton.

E_;I* 032142012 03:08 PM iclation: Tariff 15-C, ltem 2307} -

WAC 480-15-490(3) ¢ Tarff 15-C, lem 230(7), 1 count, for listing an unauthorized “two hour minimuem
charge” on bill of lading. You are required to blll charges according to the tariff, Tariff 15-C, lem 230(7)
raguires minimum charges for hourly rated moves, Including a minirmum of one hour for moves parfarmed
Manday through Friday batwesn 8:00 a.m. and 5:00 pon., and four hours for moves performed on 2
Saturday or Sunday at the cuslomer's reguest. You are not permitted to charge a two-hour minimum under
any circumstances,

Company advised of this viclation.

032102012 03:13 PM Viclation: Tariff 15-C, Item 230(2) -

Eric Stewart d/b/a Ironman Moving Services 2012 Investigation Report
Page 50



WAL 480-15-450(3) / Tariff 15-C, ltem 230(2), 1 count, for failing to accurately bill fravel ime, Time must
be billed in 15 minute increments. You billed 40 minuies of travel time on each of the two bills of ading
provided, The first was billed for $52,66, and the secand for $52,33. Your rete is §74 par hour. Travel tima
ghould have been billed at 45 minutes for a total of $65.50.

Company advised of this violation,

A O22012 0315 PM Violation: 480-15-380(1) -

WAD 480-15-380{1), # counts, for use of non-permitted trade namas, (1) “lronMan Movers® and {2) “lron
Man Mavass & Storage, Ine.” on he bill of lading and your website. All carrars "must conduct operations
under the axact name shown on its household goods permil. If a carrler does business under a trade or
assumed name, thal name must alzo appear en the parmit.” Erle Stewan dibfa lronman Moving Services
I% the only name under which your company |s permilted to operate. You may use the name in its entirety,
of the permitted dbfa of “lronman Moving Services.” You have not registered any other irade names with
the commission.

Company Informed of this violation.

a‘ 03/21/2012 03:21 PM Violation: 430-15-610(1) -

5 counts, for

{1} failing to inchide your commissicn-issuad parmit number on your businass card,

(2} falling to include your physical address on file with the commission in your advertisemeant, The {1
couni] adveriisemant and [1 count] business card provided by the customer displays an address of 4215
Brition Road, Bellingham. The address on file with the commission is 1495 Lahli Drive, Ballingham. if youwr
address has changed, it is your respansibility to update that informatian with the commission.

(3} advertising under a non-permilted rade name. You ar only authorized to advertise using your name
exactly as il is recorded at the commission. Again, you are nal penmitted o use the rade name “lronbdan
bavers,” as displayad on the [1 count] advarissment and your [1 count] business card.

Campamy informed of this violation.

%* 032112012 03:41 PM Viclation: 480-15-610(6) -

1 count, for advertising services or rates that conflict with those in the tarifi. Your adverlisement reads
“free use of boxes.” Tariff 15-C permits only the free use of wardrobe boxes, not boxes generally, and that
rmust be specifled in your adverlisement.

Company informed of this violation,

a‘ 032172012 03:42 PM Violation: 480-15-610(2) -

1 count, for false or misleading advertising. Your ad states that you have been in business for 18 years.
Ironman Moving Services has held a permit with the commission o transpart household goods for 10
years, not 18,

Campany advised of this violation,

E‘ 0212012 03:51 PM Vialation: 480-15-800(1) -

1 count, for failing to provide tha customar with all information and forms necessary 1o file a complalnt or
claim. On 31212 stalf requested company verification and the company failed o respond.
Campany advised of this violation.

E‘ 03/24/2012 03:56 PM Violalion: 480-15-B10(1} -
2 eounts, for (1) failing te notify the customer, In willlng, within 10 business days thal It has received the

claim or complaint and {2) advise the customer of the avallability of the commission for further review by
providing the commission's toll-free number and mailing address: 1-800-562-8150; P.0.Box 47250,
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Clympia, YWashington 98504-7250. On 3711212 staff requested company verification and the company
failed to respond.
Company advised of this viclation,

é‘ 03/21/2012 04:01 PM Violation: 480-15-810(3) -

1 count, for failing to advise the customer of the resolution of the complaint or claim in writing, On 31212
staff requestied company verfication and the company failed to respond.
Company advisad of this viclation.

E; 032172012 04:04 PM Violation: 480-15-810(4) -

1 count, for failing to pay the claim, refuse the claim, or make & compromise offer to the customar within
90 days, On 31212 staff requastad company verification and the company failed to respond.
Company advisad of this vindation,

E; 03212012 04:07 PM Violation: 480-15-810(4)(a) -

2 counts, the customear's move ook placa on 1102711, and tha loss or damage claim has nol been
ragolvad wilh the custoner In over 30 days, The company must, {1} for each thiny-day period thereafter
uritll the claim is settted, Inform the customer, iInwriting, of the reason it falled to resalve the claim or
clearly state its final offer or denial and close the clalm and (2) advize the customer of the availability of
the commissien for further review by providing the commission's toll-free number and mailing address:
1-800-562-6150; P.O.Box 47250, Olympia, Washington 38504-7250. On 31212 staff requested company
verlfication and the company falled to respond.

Company advised of this viclation.

E?“' 03212012 04:33 PM Violation: 480-15-810(4)(b) -

1 count, for failimg to maintain a copy of the wilten cormespondance required in {a) of this sub-seciion in
the complaint or claim file for three years, as directad by WAC 480-15-230,
Company advised of this violation.

&’ 037222012 08:38 AM Email: Shutler, Dennis (UTC) >> ‘iranmanmovers@comeast nat’

Good marning Kelly, | have completed my investigation and this complaint is now
closed. The disposition in this complaint is consumer uphald.

On 31212 staff raguesiad Iron Man verify it responded to the cuslomar's
complaint and demagas claim aceording to commission rule, lron Man failad 1o
raspand as requirad by commission rula.

I am racording 3 violaions of WAC 480-15-850{1) for failing to respond to
commission staff regarding a customer's complaing in 2 timely mannar. Company
raspanges was due not later than 5:00pm on 3M842.

[ am racording 1 violation of WAL 480-15-630 for failing 1o issue an estimate
to his custormar containing all of the elaments requirad by tha
commission-published tarlff based on a visual Inspaction of the customer's
goacds prior 1o e move,

I am recarding 1 violalion of WAC 480-15-830(7) / Tariff 15-C, lem 35[2){a)
for talling to lst the company's fax number upon the company's estimate sheat.
| am recarding 1 violation of WA 480-15-630(7) / Tariff 156-C, ltem 85{2){c)
for failing to provide a space for the customer ko slgn or Initial they were
prowided a copy of the commilssion's brochure ™Your Guide to Moving in
Washirgton State” upon the company's estimate sheet,

| am recording 1 violation of WAC 480-15-630(7) / Tariff 15-C, em 85(2){qg)
for failing o complete a household goods cube sheet inventory of the items
upon which the estimate is based and list the estimated cubic footage for each
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item.

I am recerding 1 violation of WAC 480-15-63007) / Tanff 15-C, Item 285{Z){k)

for failing to include a section for recording any third-party or accessorial

services to be provided upon the company's estimate sheeat.

I am recording 1 violation of WAC 420-15-630{7) / Tanti 15-C, lterm B52)(m)

for failing to include & complets valuation section for charges for loss or

damage protection coverage (valuation) upon the compeny's estimate shaal.

| am recording 1 violation of WAC 480-15-630(7) / Tariff 15-C, Item

B2 Ha)(i, iti, and iv) for failing to list the correct tarms and conditions

upon the company’s astimale sheel regarding the release of shipment and payment.
| am recording 1 violation of WAC 430-15-630(7) / Tarifl 15-C, ltem 35(2)(r)

for failing to Hst the forms of payment the carrier will accept, including any

lerms or condilions that 2pply to the method of payment, such as interest rates
charged for credit plans on the estimate sheet.

| am recording 1 viclation of WAC 480-15-830{7) / Tanfl 15-C, Item 35(2)(s)

for falling o include a space for the customer's signature and the date signed

on the estimate sheet.

| am recording 3 viotations of WaC 480-15-710{3) / Tarff 15-C, ltem 25(1) for
falling to ensure the company represeniative (1) signed and (2) dated, and the
customer (3) datad the bill of lading.

| am recording 4 violations of WAC 4B80-15-710(3) | Tarff 15-C, llem 95(1)(a)

for falling to list (1} the company's website

(wanwironmanmoversbellingham.com], () fax number, [3) household goods parmit
number, and (4) correct address an the bill of lading

| am recording 1 vialation of WAC 430-15-710{3) / Tarifl 15-C, iterm 25(1)(g}

for failing to include a section on the bill of lading tor declaring the |ength

of time and location at which the customer wishas property 1o be stored,

| am recording 1 violation of WAC 480-15-710{3) / Taril 15-C, itam S5(1){h}

for failing to include a section on he bill of lading o indicale wheathear the
associaled eslimate is binding or non-binding.

| am recording 1 violation of WAC 480-15-710{3) / Tariff 15-C, ftam 951 )}i)

for failing to Include a statement on the Bl of lading on the bill of lading

that the carrler must release the shipment to a customer on payment of no more
than 110 percent of the estimated charges when the carrier uses a non-binding
estimate.

| &m recording 1 violation of WAC 480-15-710(3) / Tarff 15-C, ltem 25( 1)k}

for falling to st the correct valuation language on the bill of lading.

| am recording 1 violation of WAC 480-15-710{3) / Tarff 15-C, ftem 85(1){m)

for failing to record the on the bill of lading the time the carrier laaves the
terminal and the time it returns te the terminal or is released to another

CArTIer.

| am recording 4 violations of WAC 480-15-710(3) / Tariff 15-C, ltern 85(1}(n}
for failing to include on the bill of lading the amount and type of avery

charge assessed as a separate ling itam,

(1} ¥You recordad an hously rate for esch mave, bul pravided no information
regarding how that rate was caleulated (i.e. number of personnal and number of
vahicles used). Staff, tharefore, has no way of determining whether the company
5 rates comply with Tarilf 15-C.

{23 You recorded a $30,00 for “bow” Stall has no way of determining whether
this charge complies with Tarilf 15-C.

{3} You recorded charges for 42 “medium® boxes. Tanff 15-C, ltem 226 does not
sat forth a rate for "medium® boxes. Staff has no way of determining whether
this charge complias with Tarill 15-C.

(4} You recorded charges for 10 “small” boxes. Tarlff 15-C, item 225 does not
zet forth a rate for "small® boxes. Staff has no way of determining whether

this charge complies with Tariff 15-C.
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| am recording 1 violation of WAC 420-15-710(3) / Tariff 15-C, lem 95(2) for

failing to include contract terms and conditions on the back of the bill of

lzding.

| am recording 1 violation of WAC 480-15-800(2) for imparmissible language on

the bill of lading, as follows: "It is the sole responsibility of the shippsr

al the time of leading and delivery to acknowledge Inwriling on the bill of

lading and/or tha "Housahold Goods Inventlory” any property damage to residence

al arigin o destination. Otherwise, Iron Man Movers & Storage, Ine, will not

be responsible for any damages,” And, above the signature saction, "Mo damage

1o ltems or residence.” Under WAC 480-15-800, a customer has nine months to

file any and all damage clalms from the date of delivery. You may not

circumvant this rube with contradictory language.

| am recording 1 viclation of WAC 480-15-490(3) / Tariff 15-C, Item 225 for

impermissibla language on the bill of lading regarding a "box loaning pragram.”

The lamguage on the company's bill of lading reads as follows: "If wou are

using ouwr box loaning program, boxes must be returmed (o Iren Man Movers

emplied, flattenad, and in good condition within 10 days of your move in order

o receive your deposit back. Allow ane to twio wesks for the boxes to ba

inventoried and the refund processed.” Tariif 15-C, Item 225 sets charges for

containers, and does not permit containers to be rented or loanead,

| am recording 2 viclstions of WAC 480-15-490(3) / Taritf 15-C, ltem 225 for

unauthorized chargas lstad on the bill of lading, ltem 225 sets forth the

allowable rates for boxes and other packing materials. it does not include (1)

tepe of (2) paper, You are not allowed to bill cuslomens for malerials nal

exprassly authorized by Tariff 15-C,

I am recarding 1 violation of WAC 480-15-49003) / Tariff 15-C, Iem 2307} for

listing an unautharized “twa hour minimum charge® on bill of lading, You are

required to bill charges according to the @l Tarll 15-C, llam 230(7)

requires minimum charges for hourly raled moves, Including a minimum of one

hour Tor moves performed Monday throogh Friday between 8:00 a.m. and 5:00 pom.,

atd four hours for moves performed on a Saturday or Sunday at the customen's

request. You are not permitted o charge a two-howr minimum under any

clrcumstancas.

I am recarding 1 viclation of WAC 480-15-490(3) / Tariff 15-C, lem 230(2) for

failing 1o accurately bill travel time. Time muest be billed in 15 minute

incremeants, You billed 40 minutes of travel time on each of the two bills of

lading provided. The first was billed for $52.66, and the second for $52.33.

Your rate s $74 per hour. Travel time should have been billed at 45 minutes

for a total of 555.50.

[ am recording 2 violations of WAC 480-15-380(1) for use of non-parmitted trade

names, (1) “lroniktan Movers™ and (2) “lron Man Movers & Storage, Inc.” on the

Bill of lading and your website, All carriers "must conduct operations under

the exact name shown on its household goeods permit, If a carrier does business

under a trade or assumed name, that rame must also appear on the permit,” Eric

Stewart d/b/a Ironman Maving Services is the anly name under which your company

i parmitted to operate, You may usa the name in its entirety, or the permitted

dfbfa of "lronman Moving Services.” You have not regisierad any other rada
 names with the commission.

| am recarding 5 viclations of WAC 480-15-610(1) for

(1) failing to inciude your commission-issuad parmil numbar on your business

card.

(2] failing to include your physical addrass on file with the cormmission in

your advertisernent, Tha [1 count] advertisament and [1 count) business card

provided by the customer displays en addrass of 4215 Brillon Road, Bellingham.

The addrass on file with the commission is 1495 Lahti Crive, Ballingham. if

vour address has chanced. it is vour responsibility to ubdate that information
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with the commissian,

(3) advertising under a non-permitted trade name. You ara only authorized to
advertise using your name exactly as it is recorded at the commission. Again,
yiU are not permitted to use the trade name *lronMan Movers,” as displayed an
the: [1 count] adverisement and your [1 count] business card, ’

| am recording 1 violation of WAC 430-15-610{6) for advertising servicas or
rates that conflict with those in the tarniff. Your advertisemant reads "free

use of boxes.” Tariff 15-C permits only the free use of wardrobe boxes, not
boxes generally, and that must be specifiad in your sdvartisemant.

I am recording 1 wiolation of WAC 480-15-610(2) for false or misleading
advertising. Your ad states that you have been in business for 18 years.

Ironman Maving Services has hald a padmit with The commission Lo ranspont
houssehold goods for 10 years, not 18,

| am recording 1 violation of WAC 420-15-8004 1) for faillng to provide the
customer with all information and ferms necassary o flle a complaint or claim.
On 31212 stalfl requested company verliication and the company failed to
respond.

| arm recording 2 violations of WAC 480-15-810(1) for (1) failing to notify the
customer, inowrkling, within 10 business days that it has received the claim or
complaint and {2) advise the customer of the availability of the commission for
further review by providing the commission's toll-free number and mailling -
address: 1-800-562-6150; P.Q. Box 47250, OQlympia, Washington 58504-7250. On
31212 staif requestied company verification and the company failed to respond,
| am recording 1 violation of WA 420-15-810(3) for failing to adviss the
customear of the resolution of the complaint or claim in writing, On 31212

staff requested company verification and the company failed to respond.

I am recording 1 violation of WAC 430-15-810{4) for failing to pay tha claim,
refirse the claim, or make a compromise affer o the custormer within 90 days. On
31212 staif requesiad company verfication and the company failed 1o respond.
| arn recording 2 violations of WAC 480-15-810(4)(a). Tha cuslomer's move look
place an 1170211, and the loss or damage clalm has not been resolved with the
customer in avar 90 days. The company must, (1) for @ach thiny-day period
thereatter unlil the clalm Is seliled, Inform the customer, in writing, of the

reason it falled to resolve the claim or clearky state its final offer or

denlal and close the clalm and {2} advize the customer of the svailability of

the commission for further review by providing the commission's toll-free

number and mailing address; 1-800-552-6150; P.0.Box 47250, Olympia, Washington
9850d4-7250. On 31212 staff requested company verification and the company
failad to respand.

| am also recording 1 violation of WAC 480-15-B10{4 (b} for failing to maintain

a copy of the written correspondence required in (a) of this sub-section in the
complaint or claim file for three years, as directed by WAC 480-15-830.

MOTE: Iran Man may access tha commission’s HYFERLINK

"hittpivewn utc wa. govitegulatadindusiriesfranspartation/housshold Goods/Pagas/d
efault.aspx"website and print copies of bills of ladings, estimates, consumer
brochures, cube sheels and ofher pertinent and required documants. You may (hen
add the company's information (registered company name, HG #, comect address,
efe) to the sheets,

Ensure Iron Man ravisas its documents and business practices for all future
movas. Comply with the commissicen's rule requirements listed abowe,

Please note that the Consumar Prelection Seclicn has an internal gualily review
program and all cloged complaints are subject to possible review andfor
re-opening. Thank you.

E" 037222012 08:52 AM Phone: Dennls Shutler >> customer
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| callad the customer and said Ironman failed o respond 10 her compéaint and
damage claim as required by commission rule (to both she and mysaif). | said
the hourly rate charged for her relocation is within the rate band. | said lron
Man 15 not In compliance with the commission's advertising, billing, estimates,
complaint or damage claim rules. | apologized that | was unahbls o resalve her
complalnt with repairs 1o her sofa. | said it would be a civil matter if sha

chose to pursue compensation for the costs for the repairs, | said sha may

stlil file a complaint with the Better Business Bureau, | said lron Man

provided a okaims register which shows the company callad her aboul her damages
claim, which the customer stated she has not recaived any lype of contact from
Iron Man. Customer requested the text of her complaint, 1 promised to e-mall it
to her. §eld the customer | have closed har complaint.

03222012 09:12 AM Email; Dennis Shutler == Wallis Ann Strauch
&

Good morning Wallis Ann, Az promisad, hera is the text of my Investgation into your complaint. Thank
YOk,

E‘ 03232012 1218 PM Email; Shuller, Dennis (UTC) << irenmanmovers@comecast.net

Dennis - Your email is exiremaly upsetting - but | now understand | have a laot
of weork: 1o da. [ will keap vour emalls as a reference for future damage claims
and | am edrrantly in the process of putting all of our information on the
documents provided by the DOT sowe are sure to be in compliance. We have
updated one of the current phone book listings recently and we are reviewing
our palicles and procedures for changes as well. Though we have beenin
business many years, we are planning to attend one of the training sessions in
the Fall. Have a wonderiul weekend,

a‘ 03/24/2012 08:21 PM Email: Shutler, Dennis (UTC) << customer

Danils: This was quite a *file” on lronman. | am not surprised that thay have
oulright lied about ever getting in touch with me or having the courlesy of
responding o my 2 notes to them, WoW! | am so surprised that they were not in
compliance with Washington rules and req for runping a business. | fully intend
to put in @ complaint against them with BBS and thank you for sending me all
the backup you did. Many thanks for your help, Wallis Ann

0292012 1236 PM Email: Shitler, Dennis (UTC) << customer

B

Dennis: Today | filed my BBE complaint... thanks 2gain so much for your hedp.
A 0302012 05:32 PM Emall: Shuller, Dennls (UTC) << ironmanmovers@comcast.net
Hello Dennis - I'm trying to prind off the forms on the DOT website - such as
the Bill of Lading, and for the life of me | can't get the entire document

to print out, The beginning of 1 is cul off as well as half of item C section

5, and the remaindar of the documant. 'm not sure if you are the ane o

el me but | wouls like o pul our Iron Man info en your documents s0 wa're
sure 1o be in compliance. | would like to get these off to our printer asap.

Can you soa if It prints out completely for you..... or connact me (o somaone
thiat can assist me - | admit it 'm not very computer savyl Have a good
weakand, Kelly - Iron Man Movers

E" 04/09/2012 07:37 AM Email: Shutler, Dennis (UTC) »> ‘irenmanmovers@eomeast nat
Good merning Kelly, Flease contact out Records Center al 360-664-1234 and thay
can ptin_l and send you clear copies o take te your printer. Thank you.
0402012 03:47 PM Email: Shutler, Dennis (UTC) << ironmanmoversicomeast.nat
%ank o - Kelly
E; 042012 09:49 AM Action; Michelle Sheplar

Attachead Survey
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'QJ?' Iron Man Movers & Storage, Inc. o
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Bellinghom WA
360-T33-1023

Ctﬂmur:ftfﬁf/%, J}J‘Tga o

- Moving from: 2 ¢ 5 L0 5 Algene  jogad N
Movingto: _£357 /1. Fche fr P77 It T y

Moving date requested //- 2 — //

Eth)e see itemized lists of supplies & goods to be moved,
Lidsgr Pasizs

— Hours 2 ‘74, Rate 599 ““  Subtotal
Storage < Bﬁdgjmrm‘u{us o Boxes 777, Supplies 77}

Estimated Total Costs: _J &0 c:’*‘l’

_ y
= Movers U Trucks

—r

Crwlir corsd g lt.r/ /{7/ ,'fe}s't-né-;ﬂﬁ’ T de e dff Ay
o AV Sy g sededs A 7B T
CIf pnre sis P ,'f’.:-.:u-.é_, s L
iaucg‘- %o an Ci-CCmiwp[: 1A -1
N o
mator's Signature: " D e — .  Date /oy 5

— 7 -~-.__u—,'L

Eric Stewart d/b/a Ironman Moving Services 2012 Investigation Report
Page 59



, IRON MAN MOVERS
\ & STORAGE, INC,
- (3601 733-1023

Low Reles + Residentisl « Commercial

Eric and Kelly Stewart
Owners
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APPENDIX C

STATE OF WASHINGTOM
WASHINGTON UTILITIES ANMD TRANSPORTATION COMMISSI0ON

1300 §, Fvergreen Park Dr, 8, W, PO, Box 47250 » Qlympia, Washinglon 98504-7250
(X60) G6A-TTAR = TTY (36d0) SEG-0203

February 29, 2012

Eric Stewart

d'bfa Ironman Moving Services
1495 Lahti Dr.

Bellingham, WA 98226

RIC: Data Request
Diear Mr. Stowart:

Under Washington State law (Revised Code of Washington &1.04.070), the Utilities and
Transportation Commission has the right to inspect the accounts, books, papers and dozuments
of any household goods moving company doing business in this state.

As part of a follow-up review of your household goods moving company, please send s the
following information and documents:

1. For every residential move performed within the state of Washington from April 1, 2011,
through July 31, 2011, please provide all supporting documents related to each
customer's move, including, but not limited to, the bill of lading, estimate, supplemental
estimate, inventory records, weight slips, and all documents related to temporary storage
of the goods.

2, A copy of the company’s customer complaint and claims register, listing all complaints
and claims received from April 1, 2011, through July 31, 2011, and including all
documents related to each complaint and claim,
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Eric Stewart d/b/a Ironman Moving Services
Februavy 29, 2012
Page 2

You are required to furnish the above requested documents to commission staff by no later than
5:00 p.m. on March 7, 2012. Please attach a copy of this letter to the documents for reference,

If you have any questions you may contact Rayne Pearson, Compliance Investigator, Ms. Peerson
can be reached at (360) 664-1111 or by email at rpearson(@ute.wa.gov,

Sincerely,

ek

David W. Danner
Executive Director and Secretary
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APPENDIX D

IRONMAN MOVERS & STORAGE, INC.

4215 Brittan Foad - Bellingham WA 98216
307331023

Inp i e

Estimate for:  [] Binding Eﬂlla:e/ﬁﬁ,n-BiudingEstimte

: i anlag Phone: Joc- 353 2
Moving from: |31 Coguimerciess St "o Bias Moving o] €32 fryic Ry e Gidib
Moving date requested; o5 iy Packing date requested;

IMPORTANT NOTICE: A non-binding estimate covers only the articles listed Ifit is not binding, the gost
of the move may exceed the estimate. If you request additional services to complete the move ar add
articles to the inventory, the household goods mover must prepare a. supplemental estimate which will
change the amount of the original estimate. Household goods caniers gre required by law to collect
transportation and other incidental charges, A household goods cattier may fiol charge more than twenty-
five percent above its written non-binding estimate unlass thg honsehold poods carrier prepares and you sign
a supplemental estimade..: ;

l £ This shipment is rrm-.rmg under a;| thdJﬂs‘estnmtu Thtu means the shipment is moving under a
puiranteed price.  The carrier wall not charge more. than the estimated charges without preparing a
supplement estimate. ] :

This shipment is h'bﬁﬁn.g under a non-binding estimate.  If the charges shown on the bill of lading
exceed the charges on this mtimua, the cavrier must release the shipment upon payment of no more than
110% of the estimated charges and will extend credit for at least 30 days at which time the remainder is due.
In no case will T be reghired to pay more than 125% of the estimate, plus any supplemental. (The 125%
dods nol inclide any fnmce-related charges the cerricr may asscas for ctending eredit, such oa interest or
late payment fiees.)

i The costonser must select and initind oaly oue opiban.

Wmm | release this shipment fo & value of 60 cents per potnd per articls al ne cost tome.  This means [ will
paic] 60 cemts per ponmcl for the net weight of the lost of damaged item regandiess of the actual vakue of te jtem.

I1 which ineludes s $300.030 deductible paid by me. This option will cos 3

Thee value [ declape st be ad least $5,00 times the net weight of the shipment.

[ ] alacostiof § . T varlue I deelane roost be ab lesst 85,00 fimes the
net weight af the shipment, :

1 deslare & total bumgp sum valae Bor thas shipmenl 21 §

ESTIMATED C F

HOURLY RATED SHIPMENTS (55 milesorless) | o Vanis) o= Workers @ 14: ®7 pes how

MILEAGE RATED SHIPMENTS (36 miles ar morg) hilea Pownds @ perpound
TOTAL CHARGES: % | DAL, Oy (We accept VISA, MASTER, DISCOVER cards or CASH)
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APPENDIX F

@‘_ ' x ironmanmoversbellingham.com V|| = 2% | Rl
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Moving? Call.
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Q ' )\ ironmanmeversbellingham.com e || B[ | X o«

T Favorites =

= »
I\ Movers Belingham, WA ( Washington ) - Ironman Mov... ""I\ < | @=n v Page~ Safety~ Tools~ (@~
[ = ~
E Address / Get Directions
- E Baknduw R4
JQ M Braker
ameranon &L
¥ s
] S
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Ballnghim A
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Al b
Ironman Movers
Bellingham, WA 98226 A local, family-owned and operated business for 18 years, Ironman Movers provides furniture moving
services in the residential and commercial areas of Bellingham, WA. \We provide great moving senice
Methods of Payment with low prices
VWe accept cash
T 1 Our Moving Services Includes:
VISA @0 peea
: + Packing semrice
+  Free use of moving boxes
W, e ; ; ;
\We provide discounts for senior citizens and veterans. Please call for a
free estimate. You can ask details about our free use of moving boxes
senice
Call Ironman Movers at 360-733-1023.
ers Bellingham sshington } - Irenman I
©2010 Yellow Book USA, Inc. All Rights Reserved | Frivacy Folicy 3
Done @ Internet 3 | H10% -~
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APPENDIX G

CUSTOMER NUMBER OF | TARIFF 15-C, ITEM 230 VIOLATIONS
NAME VIOLATIONS
Ershig 1 e 40 minutes travel time
DeLysle 1 e 20 minutes travel time
Trueblood 1 e Move recorded as 6 hours, 10 minutes
Sandvig 1 e 40 minutes travel time
Frey 2 e 40 minutes travel time

e Move recorded as 6 hours, 25 minutes
Clinard 2 e 20 minutes travel time

e Move recorded as 3 hours, 40 minutes
Seholm 2 e 20 minutes travel time

e Move recorded as 2 hours, 20 minutes
Bodtke 1 e Move recorded as 3 hours, 55 minutes
Shepard 1 e Move recorded as 4 hours, 40 minutes
Bringham 2 e 20 minutes travel time

e Move recorded as 8 hours, 35 minutes
Armstrong 1 e 20 minutes travel time
Morgan 2 e 20 minutes travel time

e Saturday move recorded as 3 hours, 15 minutes
Lawrence 1 e Move recorded as 9 hours, 5 minutes
Wacker 2 e 20 minutes travel time

e Move recorded as 11 hours, 40 minutes
Oppenheimer 2 e 20 minutes travel time

e Move recorded as 11 hours, 40 minutes
Roeder 1 e 20 minutes travel time
Mulryan 1 e 40 minutes travel time
Ebright 1 e 20 minutes travel time
McKendry 2 e 20 minutes travel time

e Move recorded as 7 hours, 10 minutes
Parberry 2 e 20 minutes travel time

e Move recorded as 7 hours, 25 minutes
James 2 e 40 minutes travel time

e Move recorded as 5 hours, 10 minutes
Hochstetler 1 e 20 minutes travel time
Kitchen 1 e 20 minutes travel time
Might 2 e 20 minutes travel time

e Move recorded as 5 hours, 50 minutes
Bringhurst 1 e Move recorded as 10 hours, 10 minutes
Hubbard 2 e 20 minutes travel time

Move recorded as 4 hours, 55 minutes
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CUSTOMER NUMBER OF | TARIFF 15-C, ITEM 230 VIOLATIONS
NAME VIOLATIONS
Kitchen (second 3 e 20 minutes travel time
move) e Move recorded as 2 hours 58 minutes

e Saturday move recorded as 2 hours, 58 minutes
Lamb 2 e 20 minutes travel time

e Saturday move recorded as 3 hours, 30 minutes
Blaney 3 e 20 minutes travel time

e Move recorded as 2 hours, 20 minutes

e Saturday move recorded as 2 hours, 20 minutes
Houser 3 e 20 minutes travel time

e Move recorded as 2 hours, 20 minutes

e Saturday move recorded as 2 hours, 20 minutes
Neeval 1 e Move recorded as 3 hours, 40 minutes
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