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COMMENTS OF THE OFFICE OF CONSUMER ADVOCATE  
OPPOSING, IN PART, PROPOSED SETTLEMENT OF THE BUREAU OF 

INVESTIGATIONS AND ENFORCEMENT (BIE) AND VERIZON,  
AS NOTICED IN PA BULLETIN, DOC. NO. 26-971 

__________________________________ 
 

  
I. INTRODUCTION 

Pursuant to 52 Pa. Code Section 69.406 of the regulations of the Pennsylvania Public 

Utility Commission (Commission), the Office of Consumer Advocate (OCA) submits these 

comments in opposition, in part, to approval of the proposed settlement between Verizon 

Pennsylvania LLC (Verizon) and the Commission’s Bureau of Investigation and Enforcement 

(BIE or I&E) in its current form. While OCA recognizes the parties’ efforts to resolve the issues 

identified in this proceeding, the proposed settlement lacks sufficient, specific, and enforceable 

measures to ensure that Verizon meaningfully addresses the underlying causes of phantom 911 

incidents and/or adequately protects Pennsylvania consumers should similar incidents continue 

to occur.   

II. PROCEDURAL HISTORY 

The Y’s, residents of a rural, gated property in Warrington Township, York County, 

Pennsylvania, were awakened shortly after midnight on March 1, 2023, “by loud banging at their 
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front door and bright lights being flashed through their windows.”1 The disturbance was caused 

by Pennsylvania State Police officers who believed they were responding to a reported 911 call 

from their residence.2 Believing there was an intruder, Mrs. Y armed herself and approached the 

door, where a Pennsylvania State Police officer instructed her to drop her weapon.3 Mr. Y also 

armed himself before the couple realized the individuals outside were police officers and safely 

disarmed.4 The officers informed the Y’s that they had breached the property’s security gate 

while responding to a 911 call placed from the residence.5 The Y’s had not made any such call.6 

This type of emergency call, received by 911 dispatchers as originating from a particular 

telephone number but not actually placed by anyone at that number, is known as a “phantom 

911” call and the catalyst of this instant Settlement.7 

Clearly, this was a very serious incident on the cusp of going tragically wrong. 

On April 4, 2025, Senator Dawn Keefer sent a letter to the Commission requesting an 

investigation into the phantom call that occurred. Subsequently, I&E conducted an investigation 

of the matter, including issuing data requests to Verizon and engaging in negotiations resulting in 

the instant settlement agreement. The settlement agreement was submitted to the Commission on 

February 3, 2026 and published in the Pennsylvania Bulletin for comment on July 4, 2026. It is 

in response to that publication that the OCA files these Comments. 

 

 
1 Settlement ¶ 12.  
2 Settlement ¶ 12, 15, 18-19.  
3 Settlement ¶ 14-19.  
4 Id.  
5 Settlement ¶ 18.  
6 Settlement ¶ 19.  
7 Settlement ¶ 20, 30, 35.  
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III. APPLICABLE LEGAL STANDARDS 

The Commission possesses both the authority and the obligation to enforce the Public 

Utility Code (Code) and to ensure that any settlement presented for its approval serves the public 

interest.8 Section 501(a) authorizes and requires the Commission to execute and enforce the 

provisions of the Code.9 Likewise, Section 701 of the Code authorizes the Commission to hear 

and determine complaints alleging violations of the Code or regulations within the 

Commission’s jurisdiction.10 I&E is the entity established to prosecute complaints against public 

utilities and other entities subject to the Commission’s jurisdiction.11 

Although the Commission has long recognized a policy favoring the settlement of 

disputes, that policy does not diminish the Commission’s independent duty to determine whether 

a proposed settlement, or a proposed modification to an existing settlement, is in the 

public interest.12 As Administrative Law Judge Buckley recently explained, “the benchmark for 

determining the acceptability of a settlement or partial settlement is whether the proposed 

terms and conditions are in the public interest.”13 Thus, the Commission’s review extends 

beyond the parties’ agreement and requires an independent assessment of whether the settlement 

adequately protects the public interest and fulfills the Commission’s statutory responsibilities.14 

To guide that analysis, the Commission has adopted a Policy Statement 

identifying factors relevant to determining whether a civil penalty is appropriate and whether 

 
8 66 Pa.C.S. § 501(a) (vesting the Commission with the duty to “execute and enforce” the provisions of the Code). 
9 66 Pa.C.S. § 501(a). 
10 66 Pa.C.S. § 701. 
11 66 Pa.C.S. § 308.2(a)(11). 
12 See 52 Pa. Code § 5.231.  
13 Bureau of Investigation & Enf't v. Phila. Gas Works, C-2022-3033834 (June 7, 2025), R.D. at 4-5 (PGW 
Rowhouse R.D.). 
14 See also Pa. PUC v. Phila. Gas Works, M-00031768 (Order entered Jan. 7, 2004).  
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approval of a proposed settlement is reasonable and in the public interest.15 The Rosi factors 

include: 

1. The seriousness of the conduct at issue; 

2. The seriousness of the resulting consequences; 

3. Whether the conduct was intentional or negligent (applicable only in litigated matters); 

4. The regulated entity’s efforts to modify its practices and procedures to prevent 

recurrence; 

5. The number of customers affected and the duration of the violation; 

6. The regulated entity’s compliance history; 

7. The entity’s cooperation with the Commission’s investigation; 

8. The civil penalty necessary to deter future violations; 

9. Past Commission decisions in similar circumstances; and 

10. Any other relevant factors.16 

The Commission has recognized that these factors are applied with greater flexibility in 

settled matters than in fully litigated cases.17 Nevertheless, the Commission has made clear 

that such flexibility exists only insofar as the resulting agreement remains in the public interest.18 

Accordingly, while parties are afforded latitude to reach negotiated resolutions, the 

Commission may approve a settlement only after determining that its terms adequately address 

 
15 52 Pa. Code § 69.1201; Joseph A. Rosi v. Bell Atlantic-Pennsylvania, Inc., Docket No. C-00992409 (Order entered 
Mar. 16, 2000)(Rosi).  
16 52 Pa. Code § 69.1201(c). 
17 52 Pa. Code § 69.1201(b). 
18 Pa. PUC v. Phila. Gas Works, C-2022-3033834 (Jan. 8, 2025) Order at 7-10 (PGW Rowhouse Order).  
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the nature of the alleged violations, provide sufficient deterrence, and otherwise satisfy the 

public interest.19 

Accordingly, when a party seeks to modify a previously negotiated settlement, the 

Commission must determine whether the modified terms continue to satisfy the public-interest 

standard, and the party requesting approval of the modification bears the responsibility 

of demonstrating that the revised terms warrant Commission approval.20 

IV. TERMS OF SETTLEMENT 

The Settlement, as presented, resolves BIE’s investigation into the incident on or about 

March 1, 2023 as explained in the procedural history section, above, without an admission 

of liability by Verizon.21 Under the agreement, Verizon Pennsylvania LLC will pay a $3,000 civil 

penalty to the Commonwealth of Pennsylvania within 30 days of the Commission’s final 

approval, with the payment being non-tax-deductible and prohibited from being passed on to 

Pennsylvania customers.22 Verizon also agrees to implement internal reporting 

procedures requiring local managers and field technicians to report phantom 911 incidents 

involving its copper facilities to the company’s Legal Department, which will maintain records 

of such reports and communicate with local emergency services “in the discretion of Verizon’s 

Legal Department.”23 Additionally, Verizon will ensure that affected customers receive 

bill credits equal to their March 2023 monthly bill if such credits have not already been 

provided.24 Within 30 days of the Commission’s final order, Verizon will either 

 
19 Id. at 9.  
20 See Pa. PUC v. C.S. Water and Sewer Associates, 74 Pa. P.U.C. 767, 771 (1991); Pa. PUC  v. Philadelphia 
Electric Co., 60 Pa. P.U.C. 1, 22 (1985). 
21 Settlement ¶ 40.  
22 Settlement ¶ 43(A).  
23 Settlement ¶ 43 (B-C).  
24 Settlement ¶ 43 (D).  
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submit evidence to BIE confirming that the credits have been issued or provide the required bill 

credits to the affected customers.25 

Given the serious nature of the facts of this matter, the OCA respectfully submits that the 

settlement agreed to by the parties is deficient and should be bolstered by the Commission to 

ensure that it is in the public interest. 

While the OCA commends the Settling Parties for reaching the above terms, the 

Settlement primarily addresses the specific concerns arising from the March 1, 2023 incident 

without much accountability or further oversight. Given its retrospective focus, the OCA 

appreciates the opportunity to submit these Comments to propose a more comprehensive 

framework designed to prevent future occurrences, establish procedures for 

investigating subsequent incidents, enhance transparency for affected customers, and 

promote accountability. In light of the serious implications of phantom 911 incidents, 

including the potential for customer confusion, unnecessary emergency response activity, and the 

risk of interference with legitimate emergency communications, the OCA respectfully asserts 

that the Commission should require the additional safeguards proposed herein prior to approving 

the Settlement. 

A. Addressing the Tracking and Resolving of Temporary Repairs 

The OCA appreciates the opportunity to offer these Comments in response to the 

proposed Settlement because the OCA is concerned that the current Settlement fails to 

adequately address Verizon’s procedures for tracking and resolving temporary repairs to network 

 
25 Id.  
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facilities as written. This is discussed on a larger, broader base below, but the OCA is specifically 

concerned as to these issues as to the instant problems surrounding the March 1, 2023 incident.  

Based on the information contained in the Settlement, the OCA is concerned that prior to 

March 1, 2023, Verizon had performed a “temporary” repair to the instant subscriber’s line.26 

While the notice of Settlement and/or record does not fully describe the circumstances, it is 

reasonable to infer that the temporary repair resulted from a reported service issue and that 

Verizon maintained a corresponding trouble ticket or service record.27 Industry practice 

recognizes that temporary repairs are sometimes necessary due to weather conditions, safety 

concerns, equipment availability, or other operational constraints. The OCA understands and 

agrees that the use of a temporary repair is not, by itself, evidence of negligence.28 

The OCA is more concerned, though, with what seemingly transpired afterward. The 

OCA respectfully submits that a temporary repair should trigger an internal process requiring the 

associated trouble ticket to remain open, or otherwise be affirmatively tracked, until a permanent 

repair has been completed and verified. Although neither the Public Utility Code nor the 

Commission’s regulations prescribe a specific trouble-ticket management system, the 

Commission possesses broad authority under 66 Pa. C.S.  Sec. 501. Additionally, Verizon has a 

requirement to provide service under Section 1501 of the Public Utility Code. Section 1501 of 

the Public Utility Code provides that:  

[e]very public utility shall furnish and maintain adequate, efficient, safe, and reasonable 
service and facilities, and shall make all such repairs, changes, alterations, substitutions, 
extensions, and improvements in or to such service and facilities as shall be necessary or 
proper for the accommodation, convenience, and safety of its patrons, employees, and the 
public. Such service also shall be reasonably continuous and without unreasonable 

 
26 Settlement at ¶¶ 29-37.  
27 See Settlement at ¶ 28.  
28 See Verizon’s St. in Support of Settlement at 2.  
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interruptions or delay. Such service and facilities shall be in conformity with the regulations 
and orders of the commission.29  
 
The facts underlying this proceeding suggest that, had Verizon maintained and enforced 

an effective system for tracking and completing temporary repairs, the circumstances giving rise 

to the phantom 911 call incident may have been prevented.30 Yet the proposed Settlement 

contains no requirement that Verizon implement, document, audit, or report on such a process.31 

Without a system to track and complete temporary repairs, such repairs may remain in place 

indefinitely, creating foreseeable risks to network reliability, including failures that could impair 

access to emergency services. Requiring Verizon to implement documented procedures for 

tracking temporary repairs would constitute a reasonable and narrowly tailored corrective 

measure that advances the Commission’s statutory responsibility to protect the public and ensure 

reliable telecommunications service. 

The OCA respectfully proposes that the Settlement be amended to include additional 

corrective measures addressing Verizon’s management of temporary repairs. Specifically, the 

Settlement should require Verizon to: 

1. Maintain an auditable inventory of all temporary repairs affecting customer service and 

network reliability; 

 
29 66 Pa. C.S. Sec. 1501.  
30 See BIE’s St. in Support of Settlement at 2: “Regarding the fourth factor, Verizon has committed to modifying its 
internal practices and procedures to avoid the conduct at issue and prevent future incidents. Specifically, Verizon 
will devise and implement a procedure for tracking ''phantom 911'' calls. In other words, going forward, Verizon will 
keep track of 911 calls caused by electrical shorts in wiring that are interpreted as the signals for dialing the numbers 
''911'' by the telephone company's central switch. Although ''phantom 911'' calls are rare, collecting and maintaining 
data on such occurrences will help Verizon keep track of where technical issues are arising in its facilities, and allow 
Verizon to better service its customers.” 
31 See Verizon’s St. in Support of Settlement at 2. 
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2. Ensure that every temporary repair is associated with an open or specially designated 

trouble ticket or comparable tracking mechanism that remains active until a permanent 

repair has been completed, documented, and verified; 

3. Establish reasonable timeframes for completing permanent repairs, with documented 

supervisory review and escalation procedures for repairs that remain outstanding beyond 

those timeframes; and 

4. Conduct periodic internal audits of outstanding temporary repairs and provide the 

Commission with compliance reports for a reasonable monitoring period following 

implementation. 

These measures are supported by the Commission’s statutory responsibility to ensure that 

telecommunications providers furnish safe, adequate, efficient, and reliable service in the public 

interest. The OCA offers these narrowly tailored terms to address the apparent root cause 

revealed by this proceeding rather than merely its consequences. Requiring Verizon to implement 

accountability measures for temporary repairs would help prevent similar failures in the future, 

improve network reliability, enhance access to 911 services, and better protect the public. The 

OCA understands that the Settlement has terms as drafted to prevent recurrence, but that the 

terms do not go far enough. A settlement intended to resolve an incident such as the instant issue 

with the Y’s should include more than internal corrective measures designed to prevent 

recurrence. The OCA respectfully assert that without such additional requirements as proposed, 

the Settlement misses an important opportunity to address a systemic operational deficiency that 

may have contributed to the events at issue. 
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B. Mandatory Root Cause Investigations 

The OCA respectfully requests that the Settlement be amended to require documented 

engineering reviews for each verified phantom 911 incident involving Verizon-regulated 

facilities. The OCA believes that Verizon should be committed to reviewing and identifying, to 

the extent reasonably practicable, per incident: 

1. The probable cause of the incident; 

2. The condition of the affected facilities; 

3. The corrective actions implemented; 

4. Whether additional preventative measures are warranted; and 

5. Any steps necessary to reduce the likelihood of recurrence. 

The results of each investigation should be maintained with the records required under 

the settlement’s record-retention provisions.32 If the frequency of reported incidents makes 

individual investigations impractical, the Commission should require Verizon to establish an 

appropriate batching or periodic review process that still ensures meaningful engineering 

analysis and accountability. 

The inclusion of a mandatory root cause investigation requirement would strengthen the 

Settlement by ensuring that Verizon’s obligations are not limited to addressing individual 

phantom 911 incidents after they occur, but instead require Verizon to identify systemic causes, 

implement effective corrective measures, and reduce the likelihood of recurrence. The OCA 

respectfully asserts that such a requirement is consistent with Verizon’s obligation under 66 Pa. 

 
32 See Settlement at Section III(B): “Verizon Pennsylvania LLC shall instruct its Local Managers in areas served by 
copper facilities to inform the company’s Legal department if they are made aware of a claim of a phantom 911 
incident related to the company’s equipment and the Legal department will keep a record of such reports. The Local 
Managers will inform the field technicians to report any such incidents to them.”  
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C.S.  Sec. 1501 to provide safe, adequate, efficient, and reasonable service. Additionally, the 

OCA submits that amendments as proposed herein are supported by 66 Pa.C.S.  Sec. 331(a), 66 

Pa.C.S.  Sec. Sec. 504 and 505.  

The proposed root cause investigation requirement is in the public interest because it 

provides a mechanism to identify and address the underlying causes of phantom 911 incidences 

before they result in repeated consumer harm. Phantom 911 calls are not merely routine service 

issues; they can prompt unexpected law enforcement responses, cause significant distress to 

customers, and consume emergency resources unnecessarily, as evidenced by the underlying 

event in this instant case. Requiring Verizon to investigate, document, and correct the causes of 

these incidents promotes accountability, enhances network reliability, and provides the 

Commission with the information necessary to determine whether additional protections are 

needed. 

C. Customer Notification Following Verified Incidents 

The OCA asserts that the proposed settlement addressing phantom 911 incidences focuses 

on Verizon’s internal compliance obligations while overlooking the consumers who experience 

the consequences of these events. Transparency to affected customers is an essential component 

of a complete remedy.33 Without a commitment to customer notification, the Settlement lacks 

assurance that other affected consumers will receive information necessary to understand and 

respond to a potentially serious service-related incident. 

Consumers affected by phantom 911 incidents should not be left without information 

regarding what occurred, why it occurred, or what Verizon has done to address the problem. 

 
33 See 52 Pa. Code Sec. 69.1201. 
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Following completion of an investigation into a verified phantom 911 incident, the OCA requests 

that the Settlement be amended to require Verizon to provide affected customers with written 

notice following completion of an investigation into a verified phantom 911 incident that 

includes but is not limited to the following information: 

1. The investigation performed; 

2. The probable cause identified; 

3. The repairs or corrective actions completed; and 

4. Contact information for additional questions or complaints. 

Imposing a requirement such as this would strengthen the Settlement by ensuring that 

consumers directly impacted by these incidents receive meaningful information regarding the 

cause of the event, the corrective actions taken, and the steps Verizon has implemented to prevent 

recurrence. Such transparency is consistent with the Commission’s obligation to protect 

consumers and ensure that utilities provide safe, adequate, efficient, and reasonable service under 

66 Pa. C.S.  Sec. 1501.  

This requirement is in the public interest because it ensures that other consumers directly 

impacted by phantom 911 incidents are not overlooked in the resolution of this matter. 

Customers who experience a phantom emergency response to their residence deserve to 

understand why the incident occurred, what Verizon did to correct it, and what steps have been 

taken to prevent recurrence. Requiring Verizon to provide this information promotes 

transparency, accountability, and confidence in the reliability of regulated telecommunications 

service while providing consumers with a meaningful remedy beyond Verizon’s internal 

compliance obligations. 
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D. Reporting Requirements and Commission Oversight 

The OCA is concerned that, without additional reporting requirements, the proposed 

Settlement does not provide the Commission or interested statutory advocates with the 

information necessary to monitor Verizon’s compliance with the Settlement, evaluate the 

effectiveness of corrective actions, nor determine whether phantom 911 incidents are decreasing 

over time. 

The OCA respectfully submits that the Settlement should require Verizon to file periodic 

reports regarding phantom 911 incidents for a defined period following entry of the 

Commission’s Final Order. At a minimum, Verizon should be required to submit annual reports; 

however, quarterly reporting would provide the Commission with more timely oversight and 

better enable it to monitor Verizon’s compliance and the effectiveness of the corrective measures 

implemented under the Settlement. Such reporting is necessary to ensure that the Commission 

and statutory advocates can evaluate whether Verizon’s corrective measures are effective, 

identify recurring reliability issues, and determine whether additional protections are warranted. 

This requirement is consistent with Verizon’s obligation under 66 Pa. C.S.  Sec. 1501 to provide 

safe, adequate, efficient, and reasonable service.  

Thus, the OCA proposes that the Settlement be amended to include a provision such as: 

“For a period of three years following entry of the Commission’s Final Order, Verizon should 

be required to submit an annual or quarterly report to the BIE, OCA, and any other appropriate 

statutory advocates summarizing: 

1. The number of reported phantom 911 incidents; 

2. The geographic distribution of such incidents; 
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3. The primary causes identified; 

4. The average time required to complete repairs; 

5. Any repeat incidents involving the same facilities; and 

6. Corrective maintenance and infrastructure improvements undertaken to reduce 

recurrence. 

Nothing in this reporting requirement should require disclosure of customer-specific 

confidential information.” 

This reporting requirement is in the public interest because it provides the Commission 

with the information necessary to determine whether Verizon’s corrective measures are effective 

in reducing phantom 911 incidents and improving service reliability. Ongoing reporting 

promotes accountability, allows the Commission and statutory advocates to identify recurring 

issues, and ensures that additional measures can be implemented if necessary to protect 

consumers and public safety. By excluding customer-specific confidential information, the 

requirement appropriately balances transparency with consumer privacy protections. 

E. Automatic Customer Credits for Service Failures 

The OCA further recommends that the Settlement include meaningful consumer 

protections when Verizon-regulated facilities fail to provide reliable service. In addition to any 

credits otherwise required by law or tariff, Verizon should automatically provide a bill credit 

equal to one month’s recurring local service charge whenever: 

1. A verified phantom 911 incident is attributable to Verizon’s facilities; 



15 
 

2. Verizon fails to restore regulated out-of-service conditions within the time required by 

applicable Commission regulations, absent circumstances beyond Verizon’s reasonable 

control; or 

3. Repeated outages require three or more repair visits within a twelve-month period. 

Customers should not be required to request these credits. Automatic credits ensure that 

consumers receive appropriate relief without imposing additional burdens on customers who 

have already experienced service failures. 

The OCA asserts that the Commission has authority under the Public Utility Code to 

establish reasonable remedies and consumer protections addressing deficiencies in utility service. 

As demonstrated in recent large-scale enforcement decisions, such as the recent PPL Electric 

Billing Investigation (Docket No. M-2023-3038060), the Commission has explicitly held that it 

has the power to reject a settlement unless the utility enhances consumer relief.34 An automatic 

credit provision is a reasonable and narrowly tailored consumer protection measure because it 

provides direct relief to customers who experience verified service failures attributable to 

Verizon’s facilities, promotes accountability, and reinforces Verizon’s obligation to provide safe, 

adequate, efficient, and reasonable service. Importantly, such credits are not punitive in nature 

and should not be viewed as an additional penalty against Verizon. Rather, the credits serve a 

remedial purpose by ensuring that customers are not required to pay the full cost of regulated 

service when that service has been materially impacted by a utility-controlled failure.35 

Providing automatic credits is also in the public interest because it eliminates the burden 

on affected consumers to identify their eligibility, navigate a claims process, and request 

 
34 Pa PUC v. PPL, M-2023-3038060 (April 25, 2024), Order at 40.  
35 Pa PUC v. PECO, 561 A.2d 1224 at 1228 (Pa. 1989).  
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compensation after experiencing a service disruption. Consumers experiencing phantom 911 

incidents or repeated service failures have already been subjected to uncertainty, inconvenience, 

and potential safety concerns; requiring them to take additional steps to obtain relief would 

undermine the effectiveness of the remedy. Automatic credits provide a fair, efficient, and 

transparent mechanism to compensate affected customers, encourage Verizon to promptly 

address service reliability issues, and ensure that the benefits of the Settlement extend directly to 

the consumers impacted by the conduct at issue.36 

F. Record Retention Requirements 

The OCA respectfully asserts that the Settlement should be amended to include a record-

retention requirement to ensure that information necessary to evaluate phantom 911 incidents is 

preserved and available for future review.37 Because these incidents may involve complex 

technical issues relating to facilities, maintenance practices, equipment conditions, or network 

operations, preserving relevant records is essential to allowing the Commission and Verizon to 

conduct meaningful investigations and determine whether corrective actions have been effective. 

Requiring Verizon to maintain maintenance records, trouble tickets, repair logs, 

engineering analyses, switch records, and related documentation for a defined period would 

strengthen the Settlement by promoting accountability and transparency. Such records will allow 

the Commission and interested statutory advocates to identify trends, evaluate whether the same 

facilities or conditions are contributing to repeated incidents, and determine whether additional 

 
36 See OCA et al. v. Commonwealth Telephone Company, LLC d/b/a Frontier Communications Telephone Company, 
C-2023-3037574 (Mar. 21, 2024), Initial Decision at 41.  
37 For example, Verizon should be required to preserve all records reasonably related to verified phantom 911 
incidents, including maintenance records, trouble tickets, repair logs, engineering analyses, switch records, and 
related documentation, for a period of not less than five years following the date of the incident. 
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remedial measures are necessary. The OCA also respectfully asserts that this provision is in the 

public interest as explained in earlier sections herein.  

G. Public Consumer Information 

The OCA respectfully asserts that the Settlement be amended to require Verizon to 

publish publicly accessible information regarding phantom 911 incidents and the procedures 

available to customers who experience or suspect such an incident. This requirement would 

strengthen the Settlement by ensuring that consumers have access to clear and accurate 

information regarding a service issue that may cause confusion, concern, and disruption. 

Providing customers with information regarding what phantom 911 incidents are, how to 

report suspected incidents, how Verizon investigates these events, and available avenues for 

questions or complaints promotes transparency and accountability. Because customers generally 

have no ability to determine why an emergency call may have been generated from their 

telephone number, the OCA assert that public education regarding Verizon’s response process is 

an important component of a complete consumer protection remedy. 

A proposed provision could read such as: 

“Within 120 days of entry of the Commission’s Final Order, Verizon should publish 

publicly accessible information explaining phantom 911 incidents, including: 

1. What phantom 911 incidents are; 

2. How customers can report suspected incidents or related service problems; 

3. The steps Verizon takes when investigating these events; and 

4. Available avenues for customer questions or complaints.” 
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This information would provide consumers with greater clarity and confidence regarding 

Verizon’s response to these incidents. This can be easily achieved on Verizon’s website and serve 

as a customer education tool. For example, Verizon currently has a subpage on its website 

dedicated to “Important Consumer Information,” with a subpage dedicated to “Emergency 

Information,” accessible here: https://www.verizon.com/about/consumer-safety/emergency-

information. Just as Verizon has updated its website to include important consumer education 

updates related to other matters,38 the OCA requests that somewhere within its webpage, this 

issue is explained and addressed as outlined above. The OCA respectfully asserts that this 

requirement is consistent with the Commission’s authority to protect consumers and ensure that 

Verizon provides safe, adequate, efficient, and reasonable service under the Public Utility Code. 

H. Proactive Infrastructure Assessment 

The OCA recognizes that comprehensive infrastructure modernization extends beyond 

the scope of this instant Settlement. Nevertheless, the recurring service issues identified in this 

proceeding warrant prospective measures designed to identify and mitigate underlying reliability 

concerns. Accordingly, the OCA respectfully recommends that the Settlement be amended to 

require Verizon to conduct a targeted engineering assessment of aging copper facilities serving 

locations that have experienced repeated service outages, recurring maintenance issues, or other 

indicators of chronic network reliability concerns. Based upon the results of that assessment, 

Verizon should be required to develop and submit to the Commission a prioritized maintenance 

and replacement plan for facilities determined to present an elevated risk of service interruptions, 

unintended signaling events, or impaired access to emergency services. 

 
38 See Verizon, Verizon Acquires Frontier, https://www.verizon.com/articles/home/verizon-acquires-frontier/ (last 
visited July 15, 2026). 

https://www.verizon.com/about/consumer-safety/emergency-information
https://www.verizon.com/about/consumer-safety/emergency-information
https://www.verizon.com/articles/home/verizon-acquires-frontier/
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The proposed amendment would materially strengthen the Settlement by requiring 

Verizon to undertake prospective measures reasonably designed to identify and address the 

underlying conditions that may contribute to phantom 911 incidents and other network reliability 

deficiencies, rather than limiting corrective action to post-incident compliance. A targeted 

engineering assessment would create an evidentiary basis upon which Verizon, the Commission, 

and statutory advocates could evaluate whether recurring service issues are attributable to 

deteriorating infrastructure, inadequate maintenance practices, or other systemic conditions 

requiring remedial action. Such an assessment would enable the Commission to determine 

whether additional corrective measures are necessary to ensure that Verizon provides adequate, 

efficient, safe, and reasonable service consistent with its obligations under the Public Utility 

Code.39 

A prioritized maintenance and replacement plan would further advance the goals of the 

Settlement by establishing a structured approach for addressing facilities that pose the greatest 

risk to consumers and public safety. This requirement does not mandate a particular 

infrastructure solution or require immediate replacement of all aging facilities; rather, it ensures 

that Verizon evaluates known areas of concern, prioritizes reliability risks, and takes appropriate 

steps to reduce the likelihood of future service interruptions and unintended signaling events. 

I. Assessment Charges  

The OCA respectfully recommends that the Settlement be amended to include a $3,000 

assessment charge for each verified phantom 911 incident attributable to Verizon’s regulated 

facilities, with such funds dedicated to initiatives that advance the public interest by improving 

 
39 See OCA et al. v. Commonwealth Telephone Company, LLC d/b/a Frontier Communications Telephone Company, 
C-2023-3037574 (Mar. 21, 2024), Initial Decision at 41. 
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Pennsylvania’s regulated telecommunications infrastructure and/or expanding access to reliable 

telecommunications service for vulnerable customers. Such an assessment charge would provide 

an appropriate accountability mechanism while recognizing that phantom 911 incidents are not 

merely technical service issues, as explained above and herein. 

The OCA, however, recommends that either the entirety or a portion of the civil penalty 

be directed towards the Universal Telephone Assistance Program (UTAP) instead of being paid 

as a penalty to the Commonwealth’s General Fund. The OCA further recommends that any funds 

collected pursuant to this provision be directed toward programs that provide a direct benefit to 

publicly regulated Pennsylvania telecommunications consumers, including infrastructure 

reliability improvements, modernization of regulated telecommunications facilities, and 

initiatives designed to increase access to essential telecommunications services for underserved 

and vulnerable populations. This approach ensures that the Settlement provides a meaningful 

public benefit by directing resources toward improvements that strengthen the 

telecommunications network, enhance reliability, and better protect consumers. 

V. CONCLUSION 

This matter involves a very serious incident involving public safety and the provision of 

vital emergency services that was on the cusp of going tragically wrong. 

The OCA supports much of the proposed Settlement and appreciates the opportunity to 

provide these Comments for the Commission’s consideration. However, the OCA respectfully 

submits that the proposed Settlement, as currently drafted, does not provide sufficient assurances 

that Verizon will identify and address the root causes of phantom 911 incidents, adequately 
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protect affected consumers, or provide the Commission with the necessary tools to monitor 

compliance and evaluate the effectiveness of corrective measures. 

Given the serious public safety implications of phantom 911 incidents, including 

the potential to create confusion, divert emergency resources, and undermine confidence in 

the reliability of emergency communications, the OCA submits these Comments to ensure 

that the Settlement establishes appropriate safeguards to prevent recurrence and protect 

Pennsylvania consumers. 

Accordingly, the OCA respectfully requests that the Commission reject the Settlement in 

its current form unless it is amended to incorporate the additional consumer protection and 

accountability measures proposed herein, including requirements related to root cause 

investigations, reporting, customer notification, consumer relief, record retention, proactive 

infrastructure assessment, and meaningful assessment charges. Incorporating these provisions 

would strengthen the Settlement by ensuring that it not only resolves past concerns but also 

establishes meaningful safeguards to prevent future incidents, promote transparency and 

accountability, and protect Pennsylvania consumers. 

The OCA respectfully submits that a Settlement containing these additional protections 

would better serve the public interest, further the Commission’s statutory obligation to ensure 

safe, adequate, efficient, and reasonable telecommunications service, and provide Pennsylvania 

consumers with the reliability and protections they deserve. 
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Respectfully submitted, 

      
      /s/ Katie Kennedy 

       Katherine “Katie” Kennedy, Esq. 
Assistant Consumer Advocate 
PA Attorney I.D. # 317237 
KKennedy@paoca.org  

 
 

Joel H. Cheskis, Esq. 
Senior Assistant Consumer Advocate 
PA Attorney I.D. # 81617 
JCheskis@paoca.org 
 

  
 

      Counsel for: 
      Darryl A. Lawrence 
      Consumer Advocate 
 
      Office of Consumer Advocate 
      555 Walnut Street 

       5th Floor, Forum Place 
       Harrisburg, PA 17101-1923 
       717-783-5048 
  

Dated: July 28, 2026 
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