AT&T

Customer Service

PO Box 30218

Los Angeles, CA 90030
Matthew Van Dusen

100 S Orchard Dr Apt 4

North Salt Lake, UT 84054

Dear Mr. Van Dusen,

Thank you for contacting us at AT&T customer service. I am grateful for the opportunity to answer your question as we truly value you as a customer and don’t want there to be any issues with your interaction with us at AT&T. Due to the nature of the way that we bill it can sometimes be very confusing. I personally did not understand my cell phone bill until receiving a full day of training about how we bill when I first started working for AT&T. I will do my best to try and answer your question as well as any possible further questions your may encounter when looking at your past or future bills. I would also like to help explain what I believe what was the root cause of the fifty-five dollar conversation you had with Jared the Customer Service Representative that you spoke with. 
We invoice a month in advance but don’t ask you to pay for the bill until 7 days before that bill cycle is due. Your bill becomes available to review on the 3rd of every month, your bill cycle starts on the 29th of every month, your bill is due on the 21st of every month, and your bill cycle ends on the 28th of every month. What can make this even more confusing is when looking at a bill there are two different months that you are receiving your bill for. To better explain what I mean I would like to review the bill that has causes you so much frustration and covers the purchase of your two iPhone 4ses on 01/07/12. I would recommend reviewing the bill while reading this information as I am  a visual learner and find it is very useful. You can still find a copy of your invoice by login into your myAT&T account at att.com. By left clicking on the heading Bill & Payments and clicking the dates listed to the right of Billing Period. Then select December 29, 2011 – January 28, 2012, once the webpage reloads you can select the Print or My Paper bill depending if you want to look at the copy online or a hard copy.    
Your invoice that was issued on 01/03/12, states that it has a Statement Date also referred to as Usage Charges from 12/29/11 - 01/28/12, has Monthly Charges from 01/29/12 – 02/28/12, and the bill was due on 02/21/12. The Monthly Charges are the phone plan that you have selected which in your case is FamilyTalk Nation 700 with Rollover and a Data Plan for each phone (this is the month in advance part). The Usage Charges that I believe you are referencing is where a change is made to your Plan during the previous Monthly Charges of 12/29/11 – 01/28/12 on your previous bill that was due on 12/03/11. The Data Plan DataPro 2GB for iPhone 4S that was chosen on 01/07/12 was not on the previous bill because there was no Data plan on the number ending in 5959 due to their being a basic cell phone without the ability to have a Data Plan previous to 01/07/12. That is why you see a partial charge of $18.33 covering from 01/07/12 – 01/28/12 in the details of the Wireless Line Summary For the number ending in 5959. 

Upon reviewing the Wireless Line Summary For the number ending in 7656 I did find a financial error in your favor. Your previous bill that was due on 12/03/11 you were invoice and paid for a Data Unlimited for iPhone totaling $30.00. We then charged you $22.00 for the Wireless Data feature of Data Unlimited for iPhone 4S spanning the timeframe of 01/07/12 - 01/28/12. We also issued a credit of $17.43 titled an Adjustment for Data Unlimited for iPhone for the same timeframe of 01/07/12-01/28/12 on the same invoice. We did in fact overcharge you $4.57 which is the difference between the charge and credit. 

After reviewing the notes from Jared it appears that you contacted us before the invoice was ready and the information that was available to you online was incorrect. We have since updated our website and I am happy to inform you that the misinformation you encountered has been corrected due to great members like you providing us feedback. I definitely would like to apologize about any frustrations that this issue has caused you as we truly value you as a customer. I have issued you an addition credit of $4.57 due to our clerical error. I realize that you already received a credit of $55.00 but would like to show that I can understand the frustration that you have experienced in not knowing what to do about a future purchase due to a website issue and miscommunication with Jared. 
Matthew if I have not cleared up your issue about the fifty-five dollar charge or if you have any further questions please feel free to contact us at 1-800-331-0500 or 611 from your wireless phone. We can be reached at this number Mon.-Fri. 7 a.m.-10 p.m. Sat.-Sun. 7 a.m.-10 p.m. Local Time or through the email form that is available from the Contact Us link found at the bottom of any webpage at att.com.
Thank for your time,

Matthew Van Dusen

AT&T Customer Service Representative

