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PURPOSE, SCOPE AND AUTHORITY

Purpose
All Star Transfer, Laron Williams Inc. (All Star Transfer) holds common carrier 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 rules. 

Scope
The scope of this investigation focuses on All Star Transfer’s intrastate transportation of household goods in Washington state from April 1 through June 30, 2013, 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 describes the commission’s authority to regulate companies that transport household goods within the state of Washington.



Staff
Darren Tinnerstet, Compliance Investigator
(360) 664-1108
dtinnerstet@utc.wa.gov



EXECUTIVE SUMMARY

On July 18, 2013, staff initiated an investigation into the business practices of All Star Transfer as the result of a consumer complaint. Prior to the investigation, staff reviewed a consumer complaint filed against All Star Transfer where 42 violations of WAC 480-15 and Household Goods Tariff 15-C were recorded.
 
Under Washington state law Revised Code of Washington (RCW) 81.04.070, the Utilities and Transportation Commission has the right to inspect the accounts, books, papers, and documents of any household goods moving company doing business in the state of Washington. 

Staff reviewed 57 intrastate moves conducted by All Star Transfer between April 1 and June 30, 2013. The documents reviewed included estimates, bills of lading, tables of measurements (cube sheets), and receipts for customer payment transactions. Staff also examined claims filed against the company during the review period. Staff documented a total of 254 violations of commission rules by All Star Transfer. 

Based on its review, staff finds that All Star Transfer violated commission laws and rules, as well as Household Goods Tariff 15-C, as follows:

Estimates
· Failure to obtain the customer’s signature to acknowledge receipt of “Consumer Guide to Moving in the Washington State,” in violation of WAC 480-15-620, Tariff 15-C, Item 85(2)(c). 
· Failure to complete the origin or destination of shipment, in violation of WAC 480-15-630, Tariff 15-C, Item 85.
· Failure to obtain the customer’s initials next to the chosen valuation option in violation of WAC 480-15-630, Tariff 15-C, Item 85(2)(m).
· Failure to obtain the customer’s initials to indicate the selection of a binding or non-binding estimate in violation of WAC 480-15-630, Tariff 15-C, Item 85(p,q).
· Failure to list the forms of payment the carrier will accept in violation of WAC 480-15-630, Tariff 15-C, Item 85(2)(r).
· Failure to include the company and/or customer’s signature and date signed, in violation of WAC 480-15-630, Tariff 15-C, Item 85(2)(s).
· Failure to issue a completed cube sheet inventory in connection with each move in violation of WAC 480-15-630, Tariff 15-C, Item 85(2)(g).







Bills of Lading
· Failure to obtain the company and/or customer’s signature and date, in violation of WAC 480-15-710, Tariff 15-C, Item 95(1).
· Failure to include the origin and destination of the shipment, in violation of WAC 480-15-710, Item 95(1)(e). 
· Failure to obtain the customer’s initials next to the selection indicating whether the associated estimate was binding or non-binding, in violation of WAC 480-15-710, Tariff 15-C, Item 95(1)(h).
· Failure to obtain the customer’s initials next to the chosen valuation option, in violation of WAC 480-15-710, Tariff 15-C, Item 95(1)(k).

Permit Names or Trade Names
· Failure to use the correct company name on the sales receipt, in violation of WAC 480-15-390(1).

Tariff Rates and Charges
· Failure to include start, stop, and any interruption times for each employee involved in the move, in violation of WAC 480-15-710, Tariff 15-C, Item 95(1)(m)
· Failure to document interruptions and breaks, in violation of WAC 480-15-490(3), Tariff 15-C, Item 230(2). 
· Failure to describe each charge in sufficient detail to indicate whether proper rates were charged, in violation of WAC 480-15-710, Tariff 15-C, Item 95(1)(n). 
· Failure to correctly calculate charges in violation of WAC 480-15-490(3).
· Failure to follow the terms, conditions and rates of Tariff 15-C by charging in excess of 25 percent of original estimate, in violation of WAC 480-15-490(3), Item 80(3). 

Recommendation
Staff recommends the commission issue a formal complaint against All Star Transfer and assess a total penalty of $1,700, for the following violations:

Estimates
· $100 for 21 violations of WAC 480-15-630(7), Tariff 15-C, Item 85(2)(c), for failing to obtain the customer’s signature acknowledging receipt of “Consumer Guide to Moving in the Washington State.” 
· $100 for five violations of WAC 480-15-630, Tariff 15-C, Item 85(2)(f), for failing to complete the origin or destination of shipment.
· $100 for 40 violations of WAC 480-15-630, Tariff 15-C, Item 85(2)(m), for failing obtain the customer’s initials next to the chosen valuation option.
· $100 for 24 violations of WAC 480-15-630, Tariff 15-C, Item 85(2)(p, q), for failing to obtain the customer’s initials indicating the selection of a binding or non-binding estimate.
· $100 for seven violations of WAC 480-15-630, Tariff 15-C, Item 85(2)(r), for failing to include forms of payment the carrier will accept on the estimate form. 
$100 for 29 violations of WAC 480-15-630(8), Tariff 15-C, Item 85(2)(s), for failing to obtain the company and/or customer’s signature and date.
Estimates - Cube Sheets
· $100 for 11 violations of WAC 480-15-630, Tariff 15-C, Item 85(2)(g), for failing to issue a completed cube sheet inventory in connection with each estimate.

Bills of Lading
· $100 for 13 violations of WAC 480-15-710, Tariff 15-C, Item 95(1), for failing to obtain both the carrier and the customer’s signature and date.
· $100 for two violations of WAC 480-15-710, Tariff 15-C, Item 95(1)(e), for failing to include the exact address of the origin or destination of the move.
· $100 for six violations of WAC 480-15-710, Tariff 15-C, Item 95(1)(h), for failing to obtain the customer’s initials next to the selection indicating whether the associated estimate was binding or non-binding.
· $100 for four violations of WAC 480-15-710, Tariff 15-C, Item 95(1)(k), for failing to obtain the customer’s initials next to the chosen valuation.

Permit names or Trade Names
· $100 for 57 violations of WAC 480-15-390(1), for failing to operate under the exact name or trade name as shown on permit. 

Tariff Rates and Charges
· $100 for 10 violations of WAC 480-15-490(3), Tariff 15-C, Item 95(1)(m), for failing include start stop and any interruption time on the bill of lading. 
· $100 for 17 violations of WAC 480-15-490(3), Tariff 15-C, Item 230(2), for failing to document interruptions and breaks on the bill of lading.
· $100 for three violations of WAC 480-15-490(3), Tariff 15-C, Item 95(1)(n), for failure to document assessed charges in sufficient detail.  
· $100 for three violations of WAC 480-15-490(3), for failing to calculate correct charges.
· $100 for two violations of WAC 480-15-490(3), Tariff 15-C, Item 80(3), for failing to follow the terms, conditions and rates of Tariff 15-C by charging more than 125% of the original estimate. 

Additionally, staff recommends the commission order the company to remit to affected customers a total refund of $2,378.32, for the following violations:

· $1,107.50 for excess charges to customers for breaks or interruptions in violation of WAC 480-15-490(3) and Tariff 15-C, Item 230(2).
· $434.50 for excess charges to customers for incorrect calculation of charges in violation of WAC 480-15-490(3) 
· $836.32 for excess charges to customers issued nonbinding estimates in violation of WAC 480-15-490(3) and Tariff 15-C, Item 80(3), for failing to follow the terms, conditions and rates of commission tariff by charging more than 125% of the original estimate. 

A discussion of staff’s recommendations appears at the end of this report.
BACKGROUND

Company Information
All Star Transfer, Laron Williams Inc. is a limited liability corporation located at 24111 Hwy 99, Suite 303, in Edmonds, WA. Laron Williams is the sole owner of the company. The company’s annual report states that bookkeeper Darleen Clement is the responsible account officer.

According to commission records, All Star Transfer has operated under permit number HG-11846 since 2001.  In 2009, All Star Transfer filed with the commission a notice that it was adding the trade names of Allstar Movers and Careful Movers.   

As reflected in its annual reports filed with the commission, All Star Transfer reported the following intrastate revenue for the past three years:

	Reporting Year
	Date Filed
	Revenue
	# of Intrastate Moves

	2013
	May 13, 2014
	$346,725.99
	242

	2012
	May 22, 2013
	$333,761.36
	484

	2011
	May 21, 2012
	$198,574
	412



2013 Penalty Assessment
All Star Transfer filed its 2012 annual report on May 22, 2013, which is 15 business days past the deadline of May 1. The penalty was mitigated from $100 per day to $50 per day for a total of $750. Penalty was paid in full. 

2012 Penalty Assessment
All Star Transfer filed its 2011 annual report on May 19, 2012, which is 14 business days past the deadline of May 1. The penalty was mitigated from $100 per day to $25 per day for a total of $350. Penalty was paid in full.

 













Household Goods Carrier Training
Since 2008, the commission has provided a free quarterly training for permitted household goods carriers. Attendance at a training is required of all newly permitted intrastate moving companies before they can receive permanent status. The training is also available to existing companies and their employees as a refresher course.

All Star Transfer has had the following employees attend the commission’s household goods carrier training program:
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Feb. 13, 2013
Barbara McCarty 
Darlene Clements
Joseph Smith

August 14, 2013
Alton Johnson
Amber Simpson
Cecile Lipcomb
Zoli Babos
  
Investigation
Staff initiated this investigation into the business practices of All Star Transfer based on consumer complaint #115952, filed on Nov. 20, 2012, which resulted in a large number of violations. The purpose of this investigation is to ensure the company is operating in compliance with state statutes and commission rules. 





INVESTIGATION

Data Request
On July 18, 2013, staff requested the following records and information from All Star Transfer:

1. For every residential move performed within the state of Washington from April 1, 2013, through June 30, 2013, please provide all original 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.  Please note that the commission requires original documents. Photocopies will not be accepted.

2. A copy of the company’s customer complaint and claims register, listing all complaints and claims received from April 1, 2013, through June 30, 2013, and including all documents related to each complaint and claim.

Staff requested All Star Transfer respond to the data request no later than Aug. 1, 2013.[footnoteRef:1] On Aug. 1, 2013 All Star Transfer provided documents for 57 jurisdictional moves performed within the state of Washington from April 1 to June 31, 2013. All Star Transfer also provided a claim register, which listed a total of five claims filed during the requested period. [1:  See Appendix A for a copy of the July 18, 2013 data request letter.] 






















CONSUMER COMPLAINTS

There has been one consumer complaint filed against All Star Transfer in the last two years. This complaint resulted in a large number of violations and prompted staff to initiate an investigation into the company’s overall business practices. 

Consumer Complaint 115952
On Nov. 20, 2012, a consumer filed a complaint with the commission against All Star Transfer (complaint No.115952). On Dec. 7, 2012, staff recorded 42 violations of commission rules and provided technical assistance for each, as follows:[footnoteRef:2] [2:  See Attachment B for record of technical assistance provided to All Star Transfer on Dec. 7, 2012, and the company’s response on Dec. 11, 2012. ] 


	WAC / Tariff Rule
	Violation

	WAC 480-15-620(1)
1 violation
	Failure to provide customer with a copy of “Your Guide to Moving in Washington.” 

	Tariff 15-C, Item 85(2)(a)
1 violation
	Failure to include company’s email address on estimate form.

	Tariff 15-C, Item 85(2)(b)
1 violation
	Failure to include binding/ non-binding choice on estimate form. 

	Tariff 15-C, Item 85(2)(c) 
1 violation
	Estimate form did not include a space for the customer to initial or sign to acknowledge receipt of the “Your Guide to Moving in Washington State” brochure.  

	Tariff 15-C, Item 85(2)(m) 
1 violation
	Estimate form did not include the customer’s options for loss or damage protection coverage (valuation) and the associated costs for each. 

	Tariff 15-C, Item 85(2)(q) 
4 violations
	Estimate form did not include the required language for non-binding estimates found in i, ii, iii, iv.  

	Tariff 15-C, Item 85(2)(r) 
1 violation
	Estimate form did not include the forms of payment the carrier will accept.

	WAC 480-15-630(8) / Tariff 15-C, Item 85 (2)(s)
1 violation
	Estimate form was not signed and dated by both the carrier’s representative and the customer. 

	Tariff 15-C, Item 230 (7)(a)
1 violation
	Estimate form states the company has a two hour minimum on all moves. 

	WAC 480-15-390(1)
1 violation
	Carrier must conduct operations under the exact name shown on its household goods permit. Sales receipt issued to customer indicates company’s name is Northwest Cartage, Inc. dba All Star Transfer. 

	WAC 480-15-630(6)(b)
1 violation
	Customer completed hard copy calculation sheet does not include customer’s signature or the date it was completed. 

	Tariff 15-C, Item 225
5 violations
	Form titled, “Confirmation Notice!!!!” offers services and containers at rates that are not in compliance with Tariff 15-C.

	Tariff 15-C, Item 95(1)(a)
4 violations
	Bill of Lading does not include the company’s permit number, website, fax number, or email address. 

	Tariff 15-C, Item 95(1)(g)
1 violation
	Bill of Lading lacks language required in subparagraphs i, ii, and iii regarding storage. 

	Tariff 15-C, Item 95(1)(m)
2 violations
	Bill of lading has only a start time, stop time, and total hours for each worker to record their time. The form is missing a place to record breaks or interruptions. 

	Tariff 15-C, Item 95(1)(k)
1 violation
	Bill of Lading is lacking required language for valuation options. 

	Tariff 15-C, Item 95(1)(h)
2 violations
	Bill of lading offers an option which states, “I did not request a written estimate on this shipment and understand I will be requires to pay charges shown on this contract.”

	Tariff 15-C, Item 95(2)
2 violations
	Bill of Lading does not include all information that must be included on the back of the form. The company’s form is missed required language and includes language not in the tariff. 

	Tariff 15-C, Item  90(9)
1 violation
	Bill of Lading does not include all required language for each of the three valuation options. 

	Tariff 15-C, Item 95(1)(j)
1 violation
	Customer was charged more than 125 percent of a non-binding move. 

	WAC 480-15-890(2)
8 violations
	Company failed to provide documents or respond to commission request by stated deadline.

	WAC 480-15-810(1)
1 violation
	Company failed to inform customer of availability of the commission for further review.






















ESTIMATES – FORMAT AND COMPLETION

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

WAC 480-15-620(1) requires that carriers must give each customer a copy of the commission publication, “Consumer Guide to Moving in Washington State” at the time the carrier provides the customers a written estimate. 

Additionally, WAC 480-15-630(7) requires moving companies to complete the estimates as required by Tariff 15-C, Item 85. This includes documenting customer contact information, calculating estimated local and long distance charges, and obtaining customer preference for type of estimate and valuation. Furthermore, WAC 480-15-630(8) states that “all written estimates must be signed and dated by both the carrier and customer prior to the move.” 

Staff reviewed documents for 57 moves completed by All Star Transfer between April and June 2013. Staff found the following violations of WAC 480-15 and Tariff 15-C, Item 85:

	Description
	Tariff 15-C
	WAC
	Violations

	Failure to obtain signature acknowledging receipt of “Guide to Moving” brochure[footnoteRef:3] [3:  See Attachment C for customer Neely (invoice # 1020) Estimate.  ] 

	85(2)(c)
	480-15-620(1)
	21

	Failure to document origin or destination of shipment[footnoteRef:4] [4:  See Attachment D for customer Kadoke (invoice # 1038) Estimate.] 

	85(2)(f)
	480-15-630(7)
	5

	No valuation selection[footnoteRef:5] [5:  See Attachment E for customer Rice (invoice # 1104) Estimate.  ] 

	85(2)(m)
	480-15-630(7)
	40

	No binding or non-binding selection[footnoteRef:6] [6:  See Attachment E for customer Rice (invoice # 1104) Estimate.  ] 

	85(2)(p,q)
	480-15-630(7)
	24

	Failure to include forms of payment[footnoteRef:7] [7:  See Attachment C for customer Neely (invoice # 1020) Estimate.  ] 

	85(2)(r) 
	480-15-630(7)
	7

	Failure to obtain signatures and dates of carrier personnel and/or customer[footnoteRef:8]  [8:  See Attachment F for customer Garneau (invoice # 1096) Estimate.  ] 

	85(2)(s)
	480-15-630(8)
	29

	Total Violations
	126



Previous Technical Assistance
All Star Transfer previously received technical assistance in December 2012, via consumer complaint #115952, related to the proper format and completion of estimates prior to moves. The company also had representatives attend two of the commission’s household goods training classes in 2013.  

Findings
Staff finds that All Star Transfer failed to properly complete estimates as required by WAC 480-15-630 and Tariff 15-C, and finds the following 126 violations:

· 21 violations of WAC 480-15-620, and Tariff 15-C, Item 85(2)(c), for failure to obtain signatures acknowledging receipt of “Consumer Guide to Moving in Washington State.”
· Five violations of WAC 480-15-630(7), and Tariff 15-C, Item 85(2)(f), for failure to document origin or destination of shipment. 
· 40 violations of WAC 480-15-630(7), and Tariff 15-C, Item 85(2)(m), for failure to document the customer’s valuation selection. 
· 24 violations of WAC 480-15-630(7), and Tariff 15-C, Item 85(2)(p,q), for failure to document customer’s binding selection. 
· Seven violations of WAC 480-15-630(7) and Tariff 15-C, Item 85(2)(r), for failure to include forms of payment the carrier will accept on the estimate form. 
· 29 violations of WAC 480-15-630(8) for failure to obtain the company and/or customer’s signature and date on the estimate form. 

Recommendation
Because All Star Transfer received technical assistance in December 2012, regarding estimate forms and proper completion, staff believes penalties are warranted. Staff believes that citing one violation for each violation category (rather than 126 separate violations) is sufficient. Future violations will result in escalated penalties or other enforcement action. 

Penalty
Staff recommends a $100 penalty for each of the following six categories of violations of WAC 480-15-630, for a total penalty of $600, as follows:

· $100 for failure to obtain signature acknowledging receipt of “Consumer Guide to Moving in Washington State,” in violation of WAC 480-15-620 and Tariff 15-C, Item 85(2)(c).
· $100 for failure to document the origin or destination of a move in violation of WAC 480-15-630(7) and Tariff 15-C, Item 85(2)(f).
· $100 for failure to document the customer’s valuation selection in violation of WAC 480-15-630(7) and Tariff 15-C, Item 85(2)(m).
· $100 for failure to document the customer’s binding selection in violation of WAC 480-15-630(7) and Tariff 15-C, Item 85(2)(p,q).
· $100 for failure to include forms of payment the carrier will accept on the estimate form in violation of WAC 480-15-630(7) and Tariff 15-C, Item 85(2)(r). 
· $100 for failure to obtain the company and/or customer’s signature and date on the estimate form in violation of WAC 480-15-630(8) and Tariff 15-C, Item 85(2)(s). 


































ESTIMATES – CUBE SHEETS

Investigation
WAC 480-15-630 requires a household goods company issue an estimate prior to every move, and requires that the estimate include all of the elements required by Tariff 15-C, Item 85. Tariff 15-C, Item 85, section 2(g) requires, with each estimate, “a household goods cube sheet.” A cube sheet is an inventory of the items upon which the estimate is based, and the estimated cubic footage for each item. The company must complete a cube sheet before providing an estimate to a potential customer. 

Of the 57 moves reviewed by staff, All Star Transfer failed to issue a properly completed cube sheet inventory in connection with its estimate for 11 customers.[footnoteRef:9]  [9:  See Attachment G for customer Douthitt (invoice # 1071) move documents. ] 


Previous Technical Assistance
All Star Transfer previously received technical assistance via the commission’s household goods training in 2013.  

Findings
All Star Transfer failed to properly complete a cube sheet inventory in violation of WAC 480-15-630 and Tariff 15-C, Item 85(2)(g). Staff identified a total of 11 violations of WAC 480-15-630. 

Recommendation
Staff recommends a category penalty of $100 (rather than 11 separate violations) for failing to complete a cube sheet with every move. All Star Transfer must provide a properly completed cube sheet to each customer prior to moving the customer’s goods. Future violations may result in additional penalties or other enforcement action.

Penalty
Staff recommends a $100 penalty for the category of violations of WAC 480-15-630, for a total penalty of $100, as follows:

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







BILLS OF LADING – COMPLETION

Investigation
WAC 480-15-710(2) requires a household goods company to issue a properly completed bill of lading for every move. WAC 480-15-710(3) further requires that the carrier “must include the information in the bill of lading as described in the commission’s tariff.” Tariff 15-C, item 95, identifies the required elements for all bills of lading.

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 to release a shipment and extend credit. The back of the bill of lading must contain 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.

Staff reviewed documents for 57 moves completed by All Star Transfer during the review period. Staff identified violations of WAC 480-15-710(3) and Tariff 15-C, Item 95, as follows: 

	Description
	Tariff 15-C
	WAC
	Violations

	Failure to obtain signatures and dates of carrier personnel and/or customer[footnoteRef:10] [10:  See Attachment H for customer Ripley (Invoice #1032) Bill of Lading. ] 

	95(1)
	480-15-710(3)
	13

	Failure to document origin or destination of shipment[footnoteRef:11] [11:  See Attachment I for customer Stewart (Invoice #1091) Bill of Lading. ] 

	95(1)(e)
	480-15-710(3)
	2

	No binding or non-binding selection[footnoteRef:12] [12:  See Attachment I for customer Stewart (Invoice #1091) Bill of Lading.] 

	95(1)(h)
	480-15-710(3)
	6

	No valuation selection[footnoteRef:13] [13:  See Attachment I for customer Stewart (Invoice #1091) Bill of Lading.] 

	95(1)(k)
	480-15-710(3)
	4

	 Total Violations
	25



Previous Technical Assistance
All Star Transfer previously received technical assistance in December 2012, via consumer complaint #115952, related to the proper format and completion of bills of lading. The company also had representatives attend two of the commission’s household goods training classes in 2013.  

Findings
Staff finds that All Star Transfer failed to properly complete bills of lading as required by WAC 480-15-710 and Tariff 15-C, and finds the following 25 violations:
· 13 violations of WAC 480-15-710(3) and Tariff 15-C, Item 95(1), for failure to obtain the company and/or customer’s signature and date on the bill of lading form for 13 moves.  
· Two violations of WAC 480-15-710(3) and Tariff 15-C, Item 95(1)(e), for failure to document the destination address on the bill of lading for two moves.
· Six violations of WAC 480-15-710(3) and Tariff 15-C, Item 95(1)(h), for failure to document a binding or non-binding selection on the bill of lading for six moves. 
· Four violations of WAC 480-15-710(3) and Tariff 15-C, Item 95(1)(k), for failure to document a valuation selection on the bill of lading for four moves.

Recommendation
Because All Star Transfer received technical assistance in December 2012, regarding bill of lading forms and proper completion, staff believes penalties are warranted. Staff believes that citing one violation for each violation category (rather than 25 separate violations) is sufficient. Future violations will result in escalated penalties or other enforcement action. 

Penalty
Staff recommends a $100 penalty for each of the following four categories of violations of WAC 480-15-710, for a total penalty of $400, as follows:

· $100 for failure to obtain the company and/or customer’s signature and date on the bill of lading in violation of Tariff 15-C, Item 95(1).
· $100 for failure to document the destination address on the bill of lading in violation of Tariff 15-C, Item 95(1)(e).
· $100 for failure to document a binding or non-binding selection on the bill of lading in violation of Tariff 15-C, Item 95(1)(h).
· $100 for failure to document a valuation selection on the bill of lading in violation of Tariff 15-C, Item 95(1)(k).


















USE OF PERMITTED TRADE NAME

Investigation
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 name, that name must also appear on the permit.”

All Star Transfer is permitted to operate under the following trade names:[footnoteRef:14] [14:  See Attachment J for permit HG-11846 issued Oct. 9, 2009. ] 

· All Star Transfer, Laron Williams, Inc. 
· Allstar Moving and Storage
· Allstar Movers
· Careful Movers

The company has not registered any other trade names with the commission. 

Staff discovered that all 57 moves completed by All Star Transfer during the review period included a sales receipt which had “Northwest Cartage, Inc., dba All Star Transfer” printed in the header.[footnoteRef:15] Northwest Cartage, Inc. is not a registered trade name for All Star Transfer.  [15:  See Attachment K for May 13, 2013 sales receipt (invoice #1063).] 


Previous Technical Assistance
On Dec. 7, 2012, in response to consumer complaint 115952, technical assistance was provided to All Star Transfer in regards to using the unapproved trade name “Northwest Cartage, Inc.” on sales receipts. 

Findings
Staff finds that All Star Transfer violated commission laws and rules, as follows:
· 57 Violations of WAC 480-15-390(1) for failing to operate under the exact name or trade name shown on the household goods permit.

Recommendation
Staff believes that penalties are warranted, and citing one violation for the category (rather than 57 separate violations) is sufficient. Staff also recommends that the company review this report, and the technical assistance record in Attachment B, and make the necessary changes to their sales receipts. Further violations will result in escalated penalties or other enforcement action. 

Penalty
Staff recommends a $100 penalty for the category of violations of WAC 480-15-390(1) for failing to operate under the exact name or trade name shown on the household goods permit.  

TARIFF TERMS, CONDITIONS AND RATES

Investigation
WAC 480-15-490(3) requires household goods carriers to follow the terms, conditions and rates authorized by Tariff 15-C. Staff found that All Star Transfer failed to adhere to Tariff 15-C in the following five areas: 

1) Start and Stop Time: Item 95(1)(m) requires the company to include the start and stop time for each employee involved in the move.  Although the company’s bill of lading form includes a separate space to record the start and stop time, they were not consistently recorded.[footnoteRef:16] By not recording the hours worked, it is difficult for staff to determine if proper rates were charged. Staff discovered 10 moves where All Star Transfer failed to properly document the hours each employee worked.  [16:  See Attachment L for customer McLaughlin (invoice # 1017) Bill of Lading. ] 


2) Interruptions: Item 230(2) requires company employees to record breaks and interruptions. The customer must not be charged for breaks or interruptions caused by the carrier’s personnel. Although the company’s bill of lading form includes a separate space to record interruptions for breaks and meals, such interruptions were not consistently recorded. If no breaks are taken, employees must document that they did not take a break on the bill of lading.

All Star Transfer employees frequently worked in excess of five hours but did not record breaks. Because staff assumes All Star Transfer employees take breaks as required by law, the company improperly billed customers for interruption times on 17 moves.[footnoteRef:17] A breakdown of staff’s analysis of the 17 customers who were improperly billed is attached to this report.[footnoteRef:18] [17:  Department of Labor and Industries WAC 296-126-092   Meal periods -- Rest periods.  “(1) Employees shall be allowed a meal period of at least 30 minutes which commences no less than two hours nor more than five hours from the beginning of the shift. Meal periods shall be on the employer's time when the employee is required by the employer to remain on duty on the premises or at a prescribed work site in the interest of the employer. (2) No employee shall be required to work more than five consecutive hours without a meal period...” [Order 76-15, § 296-126-092, filed 5/17/76.]]  [18:  See Attachment M for staff breakdown of overcharges. ] 


3) Assessed Charges: Item 95(1)(n) requires the company to document “the amount and type of every charge assessed as a separate line item. Each charge must be fully described in sufficient detail to determine if proper rates were charged according to the tariff.” Staff discovered that two customers were charged a dump fee of $50 and the company failed to attach a receipt for the service.[footnoteRef:19] Staff also found one customer who was charged $75 for a “dump/goodwill fee” without the proper supporting documentation.[footnoteRef:20] [19:  See Attachment N for customer Kobayashi (invoice #1033) Bill of Lading.]  [20:  See Attachment O for customer Klingler (invoice # 1030) Bill of Lading. ] 


4) Rates: WAC 480-15-490(3) requires household goods carriers to follow the terms, conditions and rates authorized by Tariff 15-C. Staff found three customers who were charged an incorrect amount due to the company miscalculating the time actually worked, as follows:

· Invoice #1041: On April 26, 2013, customer Clayton was charged for 11.5 hours at a rate of $145 per hour for three workers. The hours recorded on the bill of lading were from 7:30 am to 7:00 pm, including a half hour break. The overall time was 11.5 hours, but when the break is subtracted the total amount of time the customer should have been charged for is 11 hours. The customer was overcharged $72.50 due to the company’s miscalculation. 

· Invoice #1043: On April 26, 2013, customer Clayton was charged for 7.5 hours at a rate of $105 per hour for two workers. The hours recorded on the bill of lading were from 7:30 am to 3:00 pm, including a half hour break. The overall time was 7.5 hours, but when the break period is subtracted the total amount of time the customer should have been charged for is seven hours. The customer was overcharged $52.50 due to the company’s miscalculation. 

· Invoice #1064: On May 15, 2013, customer Ryan was charged for 10.75 hours at a rate of $210 per hour for three workers. The hours recorded on the bill of lading were from 8:30 am to 7:15 pm, including a half hour break. The overall time was 10.75 hours, but when the break period is subtracted the total amount of time the customer should have been charged for is 10.25 hours. Additionally, the customer was charged at the incorrect rate of $210. On the bill of lading, the rate of $210 is crossed out and replaced with $190.[footnoteRef:21] The customer should have been charged $190 for 10.25 hours, or $1,947.50. Instead, the company charged them $2,257 for 10.75 hours at $210 per hour. The customer was overcharged $309.50.  [21:  See Attachment P for customer Ryan (invoice # 1064) Bill of Lading. ] 


5) Non-Binding Overcharges: Tariff 15-C, Item 80(3), states that a carrier may only charge an additional 25 percent above a non-binding estimate plus any supplemental estimates. The following two customers were charged more than allowed by the Tariff without being provided with a supplemental estimate:

· Invoice #1027: On April 13, 2013, customer Harris was charged $2,889.75 for a long distance move from Shelton, WA, to Orting, WA. The non-binding estimate provided to the customer was for $1,831.75. The maximum amount that the customer should have been charged was $2,289.68, which is 125 percent of the original estimate. The customer was overcharged by $600.07.[footnoteRef:22]   [22:  See Attachment Q for customer Harris (invoice #1027) move documents. ] 

· Invoice #1089: On June 16, 2013, customer Bateman was charged $1,155 for an hourly rated move. The non-binding estimate provided to the customer was for $735. The maximum amount that the customer should have been charged was $918.75, which is 125 percent of the original estimate. The customer was overcharged by $236.25.[footnoteRef:23]  [23:  See Attachment P for customer Bateman (invoice #1089) move documents. ] 


WAC 480-15-660(1) requires household goods carriers to issue a supplemental estimate “if the circumstances surrounding the move change in any way to cause the rates or charges to increase. 

Previous Technical Assistance
All Star Transfer previously received technical assistance in December 2012, via a consumer complaint, and the company also had representatives attend two of the commission’s household goods training classes in 2013.  

Findings
Staff finds that All Star Transfer failed to follow the terms, conditions and rates of Tariff 15-C, as required by WAC 480-15-490(3), and finds the following 35 violations:

· Ten violations of WAC 480-15-490(3) for failure to record the start and stop time of employees on the bill of lading, as required by Tariff 15-C, Item 95(1)(m) for 10 moves.
· Seventeen violations of WAC 480-15-490(3) for failure to document interruptions on the bill of lading, as required by Tariff 15-C, Item 230(2) for 17 moves. 
· Three violations of WAC 480-15-490(3) for failure to document assessed charges in sufficient detail, as required by Tariff 15-C, Item 95(1)(n) for three moves.
· Three violations of WAC 480-15-490(3) for failure to calculate the correct charges, for three moves. 
· Two violations of WAC 480-15-490(3), for charging more than an additional 25% of the original estimate, in violation of Tariff 15-C, Item 80(3), for two moves. 

Recommendation
Staff believes that penalties are warranted, and citing one violation for each category (rather than 35 separate violations) is sufficient. Staff also recommends that the company review this report, and the technical assistance record in Attachment B. Further violations will result in escalated penalties or other enforcement action. 






Penalty
Staff recommends a $100 penalty for each of the following five categories of violations of WAC 480-15-490(3), for a total penalty of $500, as follows:

· $100 for failure to record the start and stop time of employees on the bill of lading in violation of Tariff 15-C, Item 95(1)(m).
· $100 for failure to document interruptions on the bill of lading in violation of Tariff 15-C, Item 230(2).
· $100 for failure to document assessed charges in sufficient detail in violation of Tariff 15-C, Item 95(1)(n).
· $100 for failure to calculate the correct charges in violation of WAC 480-15-490(3). 
· $100 for charging more than an additional 25% of the original non-binding estimate in violation of Tariff 15-C, Item 80(3). 

Additionally, staff recommends a total refund of $2,378.32 to affected customers for the following violations:[footnoteRef:24] [24:  See Attachment S for staff Refund Matrix for affected customers. ] 

· A refund of $434.50 for excess charges to customers for incorrectly calculating charges in violation of WAC 480-15-490(3) 
· A refund of $836.32 for excess charges to customers issued non-binding estimates in violation of WAC 480-15-490(3) and Tariff 15-C, Item 80(3).
· A refund of $1,107.50 for excess charges to customers for break or interruption hours they were charged for in violation of Tariff 15-C, Item 230(2).

















 RECOMMENDATION

Penalty
In this investigation, staff documented 254 violations of WAC 480-15 and Tariff 15-C.  

Staff typically recommends a “per violation” penalty against a regulated company where the violations result in serious customer harm; for repeat violations of a rule after a company receives technical assistance from staff; or for intentional violations of commission laws or rules. The commission has the authority to assess penalties of $100 per violation, per day against a regulated company without providing the opportunity for a hearing.[footnoteRef:25] The commission also has the authority to assess penalties of up to $1,000 per violation, per day following a formal complaint and hearing.[footnoteRef:26] [25:  RCW 81.04.405 allows the commission to assess an administrative penalty for any violation by a regulated company of a statute, rule, the company’s own tariff or an order of the commission.]  [26:  RCW 81.04.380 allows the commission to assess a penalty of up to $1,000 for each violation after hearing.] 


In this case, staff recommends the commission issue a formal complaint and assess penalties of $100 for each of the 17 categories of repeat violations documented in this report, for a total penalty of $1,700, because this is the first compliance investigation into the company. Staff also requests the commission order All Star Transfer to refund overcharges to affected customers totaling $2,378.32. RCW 81.04.230 authorizes the commission, as the result of a substantiated complaint, to order a public service company to refund overcharges for any service rendered in excess of the lawful rate in force at the time of such charge. This recommendation is based on the factors discussed below.

1. How serious or harmful the violation is to the public.

Staff believes the violations cited in this report caused significant harm to consumers. All Star Transfer failed to properly fill out the estimates and bills of lading as required by Tariff 15-C.  The company also failed to issue supplemental estimates when the actual charges incurred were more than the commission-allowed percentages of the estimated costs. This resulted in significant overcharges to customers. Finally, All Star Transfer failed to document the breaks its employees took while performing moves. This also resulted in overcharges to customers.  

2. Whether the violation is intentional.

Staff believes the evidence supports a finding that the Company knew, or should have known, about the violations in light of several factors. First, All Star Transfer has received extensive technical assistance for the violations for which staff is seeking a penalty. Second, the overcharges assessed to customers regarding binding selections and hours worked represent deliberate disregard of common industry regulations which are covered in the commission’s household goods training. Finally, the volume of violations discovered during the review period suggests that compliance with commission and tariff regulations is not a priority for All Star Transfer.  

3. Whether the company self-reported the violations.

The company did not self-report any of the violations cited in this report.

4. Whether the company was cooperative and responsive.

All Star Transfer was responsive and cooperative throughout this investigation.

5. Whether the company promptly corrected the violations and remedied the impacts.

All Star Transfer has not corrected any of the violations cited in this report, including many that were the subject of past technical assistance.

6. The number of violations and the number of customers affected.

In this investigation, there were 254 documented violations, affecting all 57 customer moves reviewed. 

7. The likelihood of recurrence.

The likelihood that these violations will recur is significant. Despite receiving technical assistance as a result of consumer complaint in 2012, and attending the commission’s household goods training in 2013, staff alleges that the company continues to willfully violate commission laws and rules.

8. The company’s past performance regarding compliance, violations and penalties. 

All Star Transfer has a history of non-compliance with commission rules and tariff; however, it has not had a prior compliance investigation into its business practices.

On May 22, 2013, All Star Transfer filed its 2012 annual report and paid its 2013 regulatory fee. That date was 15 business days from May 1, when penalties began to accrue, resulting in a potential penalty assessment of $1,500. All Star Transfer’s filings were also delinquent in 2012, which increases the penalty by $25 per day for each past delinquency. The Commission, therefore, exercised its discretion to mitigate the penalty to $50 per day, resulting in a total penalty of $750. All Star Transfer paid the proposed penalty in full. 

On May 19, 2012, All Star Transfer filed its 2011 annual report, which was 14 business days past the deadline of May 1. The penalty was mitigated from $100 per day to $25 per day for a total of $350. All Star Company paid the proposed penalty in full. 

As documented in this report, All Star Transfer received substantial technical assistance as the result of a consumer complaint within the last two years.

9. The company’s existing compliance program.
 
The company presented no evidence of a compliance program.

10. The size of the company.

All Star Transfer reported gross intrastate operating revenue of $198,574 in 2011; $333,761.36 in 2012; and $346,725.99 in 2013.

Recommendation
1. Staff recommends the commission issue a formal complaint against All Star Transfer and assess a total penalty of $1,700 for the following violations:
· $100 for each category of violations of WAC 480-15-630 and Tariff 15-C, Item 85, failure to properly complete written estimates, for a total penalty of $700.
· $100 for each category of violations of WAC 480-15-710 and Tariff 15-C, Item 95, failure to properly complete bills of lading , for a total penalty of $400.
· $100 for the category of violations of WAC 480-15-390(1), failing to operate under the exact trade name shown on permit, for a total penalty of $100.  
· [bookmark: _GoBack]$100 for each category of violations of WAC 480-15-490(3), charging in excess of commission-allowed percentages, failure to record interruption times, failure to correctly calculate charges, and failure to document assessed charges, for a total penalty of $500.

2. Additionally, staff recommends a total refund of $2,378.32 to affected customers for the following violations:[footnoteRef:27] [27:  See Attachment K for Refund Matrix of affected customers. ] 

· A refund of $434.50 for excess charges to customers for incorrectly calculating charges in violation of WAC 480-15-490(3)). 
· A refund of $836.32 for excess charges to customers issued non-binding estimates in violation of WAC 480-15-490(3) and Tariff 15-C, Item 80(3).
· A refund of $1,107.50 for excess charges to customers for break or interruption hours they were charged for in violation of Tariff 15-C, Item 230(2).
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ATTACHMENT B 

Activity Log	Complaint ID:	115952
		Customer Name:	David Kennedy		 	
Agency Rep:	Hoyt, Sheri (UTC)	Time of Activity:	12/07/2012 10:51 AM
Type of Activity:	Email	Paper Record:              	
Other Party:	Joe Smith, Laron Williams	Initiated by:	Agency Rep
Body: 
 -SEE ATTACHMENT-

((OPEN ACTIVITY TO DISPLAY RICH TEXT))

Good morning Laron and Joe.

I’ve reviewed the JPG files of the claim documents and all documents provided for this customer’s move. My records indicate I’m still waiting for a response from All Star Transfer, Laron Williams Inc. (All Star Transfer) for the following questions:

§  The Table of Measurements is dated October 8. Was that the date the customer provided you with the completed inventory? Was the Table of Measurements completed with a visual inspection of the goods or was it completed using the customer-submitted inventory? Your response is due 12/11, 5pm.

For the claim documents, it appears that JPG file 3, an email dated November 9, 9:53 a.m. from Cecile to the customer provided directions on filing a claim for lost or damaged items. JPG files 4 and 5 are part of a damage claim form but are not dated for when they were submitted and do not appear to include all pages of the form because there’s no indication of what items were damaged or missing. 

§  On what date did All Star Transfer receive the customer’s completed damage claim form? Have you provided the entire form to the commission? If not, please do so.

JPG file 2 is an Email dated November 20, 8:20 a.m., from Cecile to the customer acknowledging the customer’s claim and that it could take the company up to 120 days to process the claim. The email appears to be the written response from the company to the customer acknowledging receipt of the claim as required by WAC 480-15-810. The response does not fulfill the requirements of the rule. The company must advise the customer of the availability of the commission for further review by providing the commission’s toll-free number and mailing address. I have recorded one violation of WAC 480-15-810(1).

In your November 26 response to this complaint, you indicated that additional valuation coverage was offered [to the customer] and a special sheet is sent out with every move explaining the additional options should the shipper agree to purchase additional coverage. I asked that you provide all documents relating to this customer’s move. You did not provide a sheet listing the valuation options, the options are not provided on the estimate form as required by Tariff 15-C, Item 85, m., and the options are incomplete, at best, on the bill of lading.

In addition, on the bill of lading, there is a hand-written “x” placed next to the basic value protection option and a “SIGN HERE” stamp, indicating to the customer where he should initial; just as it was indicated with a hand-written “x” and a “SIGN HERE” stamp, that the customer should initial that the shipment was moving under a non-binding estimate (although the estimate did not include a similar statement that it was non-binding). Further, I believe All Star Transfer provided the customer mis-information in the document titled, “CONFIRMATION NOTICE!!!!!” On the second page, second paragraph from the bottom, it states, “All household goods are automatically covered at the federal regulated 60 cents/lb.” Replacement cost coverage with deductible is the default level for intrastate household goods moves if the customer fails to select a level of valuation protection.

§  What is All Star Transfer willing to do to satisfy this customer’s damage claim?

I have recorded the violations noted below. The commission holds quarterly household goods carrier training classes. I strongly urge you to contact Mat Perkinson of the commission’s Compliance Investigations section at 360-664-1105 to get registered for the next training class on Wednesday, February 13 if you have not already registered to attend. In addition, this communication should also be considered technical assistance provided to All Star Transfer regarding the rules and tariff. 

·         One violation of WAC 480-15-620(1) - The company failed to provide the customer with a copy of the publication, "Your Guide to Moving in Washington State" at the time the company provided the customer a written estimate. 

·         One violation of Tariff 15-C, Item 85, 2. a. - The estimate form does not include the company's email address (customerserice@allstartransfer.com). 

·         One violation of Tariff 15-C, Item 85 2. b. - The estimate form does not include whether the estimate is binding or non-binding. 

·         One violation of Tariff 15-C, Item 85, 2. c. - The estimate form does not include a space for the customer to initial or sign to acknowledge receipt of the brochure, "Your Guide to Moving in Washington State." 

·         One violation of Tariff 15-C, Item 85, 2. m. - The estimate form does not include the customer's options for loss or damage protection coverage (valuation) and the associated costs for each option. 

·         Four violations of Tariff 15-C, Item 85, 2. q. - The estimate form does not include the required language for nonbinding estimates found in i., ii., iii. and iv.

·         One violation of Tariff 15-C, Item 85, 2. r. - The estimate form does not include the forms of payment the carrier will accept. 

·         One violation of WAC 480-15-630(8) / Tariff 15-C, Item 85, 2. s. – The estimate form was not signed and dated by both the carrier’s representative and the customer. 

·         One violation of Tariff 15-C, Item 250, 7. a. - The estimate form states the company has a two hour minimum on all jobs. The two hour minimum statement is repeated on a form titled, "Confirmation Notice!!!!!" The tariff requires a one hour minimum Monday through Friday between the hours of 8:00 a.m. and 5:00 p.m. and a four hour minimum on Saturdays, Sundays, State holidays and before 8:00 a.m. and after 5:00 p.m. 

·         One violation of 480-15-390(1) - A carrier must conduct operations under the exact name shown on its household goods permit. Your permitted company name is All Star Transfer, Laron Williams Inc. and the registered trade names are Allstar Moving & Storage, Allstar Movers, Careful Movers and All Star Moving & Storage. The estimate form indicates the company's name is Allstar Transfer & Storage, Inc.; the bill of lading form indicates the company's name is All Star Transfer; and a sales receipt issued to the customer indicates the company's name is Northwest Cartage, Inc. dba All Star Transfer.  

Please note, in a letter dated March 15, 2010, you were previously provided technical assistance regarding this matter by Dave Danner, Executive Secretary. I have attached a copy of the letter for your review.

·         One violation of WAC 480-15-630(6)(b) - The customer-completed hard-copy calculation sheet does not include the customer's signature or the date it was completed. 

·         Four violations of Tariff 15-C, Item 225 

1) The form titled, "Confirmation Notice!!!!!" offers services and containers at rates that are not in compliance with Tariff 15-C. 

2) Under "Tips for Making Your Move Easier," item eight "(8)" indicates the company provides picture cartons for "pictures/glass" at the rate of $21 per carton. The tariff allows a minimum of $8.04 and a maximum of $16.75 for a mirror carton. If the company is referring to a crate or container, which can be used for mirrors or glass, the rate is a minimum of $1.85 and a maximum of $3.88 per cubic foot, with a minimum charge of $6.35 and a maximum charge of $13.24. 

3) Under "Additional Services" wardrobe rentals are offered at a rate of $5 each. The tariff allows a minimum charge of $7.91 and a maximum charge of $16.46; the tariff does not allow renting of containers.

4) Also under "Additional Services," shrink wrap is offered at a per piece rate starting at $10 for "small dressers/wooden pieces" up to $35 for a "large sofa or armoire." The tariff does not allow a household goods carrier to charge for packing supplies such as tape, shrink wrap or bubble wrap. 

5) On the estimate form, under "Materials Needed," dish pack containers are priced at $10 each. The tariff allows a minimum charge of $10.05 and a maximum charge of $20.93. 

·         Four violations of Tariff 15-C, Item 95, 1.a. - The Bill of Lading does not include the company's permit number (HG-11846), website (www.allstartransfer.com), fax number (425-774-0984) or email address (customerservice@allstartransfer.com). 

·         One violation of Tariff 15-C, Item 95, 1. g. - The Bill of Lading lacks language required in subparagraphs i., ii. and iii. regarding storage. The form indicates that storage in transit is a period of less than 180 days and that permanent storage is storage for more than 180 days. In addition, the form states, "This shipment is to be placed in storage (in transit for an unknown period of time). I understand that on the 180th day of storage the shipment becomes permanent storage." Storage in transit is storage for 90 days or less and permanent storage is storage for more than 90 days. 

·         Two violations of Tariff 15-C, Item 95, 1. m - The tariff requires household goods carriers to include the time the vehicle leaves the carrier's terminal and the time it returns to the terminal, or when the carrier was released to go to another customer, and the start, stop, and any interruption time for each employee involved in the move. The Bill of Lading has only a start time, stop time and total hours for each worker to record their time. In addition, the bill of lading indicates three laborers were used for the move yet only one employee's hours were recorded. 

In addition, while not a violation of Tariff 15-C or WAC 480-15, the bill of lading indicates All Star Transfer employees worked an eight hour shift without a meal period or breaks. For your information, I have included a link to the requirements for breaks and meal periods on Labor & Industries’ website, http://www.lni.wa.gov/WorkplaceRights/Wages/HoursBreaks/Breaks

·         One violation of Tariff 15-C, Item 95,1. k. - The Bill of Lading is lacking required language for valuation options. 

·         Two violations of Tariff 15-C, Item 95, 1. h. - The tariff requires the bill of lading include a separate section that indicates whether the associated estimate is binding or non-binding. The company's form offers a third option which states, "I did not request a written estimate on this shipment and understand I will be requires to pay charges shown on this contract." 

·         Two violations of Tariff 15-C, Item 95, 2. - The bill of lading does not include all information that must be included on the back of the form. The information must be exactly as stated in the tariff. The company's form is missing required language and includes language not in the tariff. 

·         One violation of Tariff 15-C, Item 90, 9. - The tariff indicates the customer may choose from three valuation options to determine the liability the carrier must assume for loss or damage. The bill of lading provided to the customer by the company does not include all required language for each of the three valuation options. 

·         One violation of Tariff 15-C, Item 95, 1. j. - The customer was charged more than 125 percent of the estimated cost of the move. The estimate indicated the total price was $793.50. The most the customer should have been asked to pay was $991.87.  The customer paid $1,160; $168.13 more than allowed by the tariff. All Star Transfer must refund the customer $168.13. Please let me know when the refund has been sent to him.

One violation of WAC 480-15-810(1) -  When All Star Transfer notified the customer in writing that it received his damage claim, it failed to inform the customer of the availability of the commission for further review by providing the commission’s toll-free number and mailing address. 

VIOLATION: The company's response to my December 4 request for additional information was due December 11 by 5:00 p.m. I did not receive the response until December 13. One violation is recorded.

FIVE VIOLATIONS: All Star Transfer failed to respond timely to a December 13 request for additional information. The response was due December 20. I received the response on December 28. The company was notified daily violations will be recorded until such time as I have received the response. Violations are recorded for December 20, December 21, December 24, December 26 and December 27.




Please respond by 5pm on December 14, with information as to what All Star Transfer intends to do to come in to compliance with its forms. Please let me know if you have any questions, concerns or would like to discuss any of the violations or technical assistance provided here.

Thank you,
Sheri







Activity Log	Complaint ID:	115952
		Customer Name:	David Kennedy		 	
Agency Rep:	Hoyt, Sheri (UTC)	Time of Activity:	12/11/2012 02:16 PM
Type of Activity:	Email	Paper Record:              	
Other Party:	laron williams	Initiated by:	Other Party
Body: 
 Wow Sheri, I just wanted you to know that I received your email and have been going over some of our procedures and forms. I must preface this with explaining that I have not been managing "hands on" daily operations for a couple of years now since I moved over to kitsap county and some Of our procedures were changed that I should have gone over more closely. 
I hired Joe to manage most of daily local operations and he comes from an interstate background more so than intrastate. We acquired some moverworx software to streamline our forms and make disclosure of regulated information easier to get to our clients electronically but many of the templates are geared for interstate operations and need to be updated. We are all working feverishly on getting the proper wording in those templates and getting our propaganda and forms separated so that they are easier for the staff to differentiate between the two industries  and I apologize for our errors. 

I have always been a hard copy/stamp it and send it guy and when this technology came I allowed it to happen without proof reading every form assuming they were copied from the tariff. We will take advantage of the training class for staff members and get our system where it needs to be. Just wanted to let you know that we recognize the issues and are working on them. We have been through many audits and always been in compliance on all of the major issues so its just a matter of transferring it all to our new software. Thanks for bringing it to our attention.  

Laron Williams
425-508-0862

Wave Files/Attachments: 
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ATTACHMENT M


	Hours worked w/o break

	Invoice 
	Name
	Hours
	Over Charged
	Rate
	Refund

	1018
	Wissman
	6.25
	0.5
	$145.00
	$72.50

	1022
	Petre
	8
	0.5
	$105.00
	$52.50

	1029
	Mandanas
	6.25
	0.5
	$105.00
	$52.50

	1032
	Ripley
	7.5
	0.5
	$95.00
	$47.50

	1035
	McCloud
	5.5
	0.5
	$105.00
	$52.50

	1051
	Petersen
	6
	0.5
	$105.00
	$52.50

	1056
	Isaac
	6.5
	0.5
	$115.00
	$57.50

	1063
	Clay
	12.25
	1
	$195.00
	$195.00

	1064
	Ryan
	8
	0.5
	$95.00
	$47.50

	1073
	Hadfield
	8.75
	0.5
	$190.00
	$95.00

	1076
	Melanson
	10
	0.5
	$155.00
	$77.50

	1079
	Whiteaker
	10
	0.5
	$155.00
	$77.50

	1097
	Bagely
	7
	0.5
	$110.00
	$55.00

	1098
	Booth
	5.75
	0.5
	$95.00
	$47.50

	1099
	Fischer
	6.25
	0.5
	$105.00
	$52.50

	1104
	Rice
	7
	0.5
	$145.00
	$72.50

	16
	Totals
	
	8.5
	
	$1,107.50
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ATTACHMENT S

Refund Matrix
	Invoice 
	Name
	Source of Refund
	Total Refund

	
	
	Breaks
	Incorrect Charges
	Non-Binding
	

	1018
	Wissman
	$72.50
	
	
	$72.50

	1022
	Petre
	$52.50
	
	
	$52.50

	1027
	Harris
	
	
	$600.07
	$600.07

	1029
	Mandanas
	$52.50
	
	
	$52.50

	1032
	Ripley
	$47.50
	
	
	$47.50

	1035
	McCloud
	$52.50
	
	
	$52.50

	1041
	Clayton
	
	$72.50
	
	$72.50

	1043
	Clayton
	
	$52.50
	
	$52.50

	1051
	Petersen
	$52.50
	
	
	$52.50

	1056
	Isaac
	$57.50
	
	
	$57.50

	1063
	Clay
	$195.00
	
	
	$195.00

	1064
	Ryan
	$47.50
	$309.50
	
	$357.00

	1073
	Hadfield
	$95.00
	
	
	$95.00

	1076
	Melanson
	$77.50
	
	
	$77.50

	1079
	Whiteaker
	$77.50
	
	
	$77.50

	1089
	Bateman
	
	
	$236.25
	$236.25

	1097
	Bagely
	$55.00
	
	
	$55.00

	1098
	Booth
	$47.50
	
	
	$47.50

	1099
	Fischer
	$52.50
	
	
	$52.50

	1104
	Rice
	$72.50
	
	
	$72.50

	20
	Totals
	$1,107.50
	$434.50
	$836.32
	$2,378.32
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