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IN THE MATTER OF: §
§
AOL LLC §
§
§

" Respondent

ASSURANCE OF VOLUNTARY COMPLIAﬁCE
1. This Asswance of Voluntary Compliance! (hereafter “Assurance” or “AVC”) is between
AOL LIC (hereaftér “AOL” or “Respondent™) and thé Attorneys General of the states of
Alabama, Alaska, Arizona, Arkansas, Célifornia; Coiorado, Connecticut,.i Delaware, Georgia,
Hawaii, Idaho, Illinois, Indiana, lowa, Kansas, Louisiana, Maine, Maryland, Michigan,
Minnesota, Mississippi, Missouri, Montana, Ngbraska, Nevada, New Hampshire, New Jersey,
New Mexico, North Carolina, North Dakota, Ohio, Oklahoma, Orégon, Rhode Island, South
Carolina, South Dakota, Tennessée, ‘Texas, Utah, Vermont, Washington, West Virghﬁa
Wisconsin, and Wyoming, the Cor_nmonwealﬂls of Kentucky, Méssachusetts, Pennsylvania and

Virginia, and the District of Columbia (hereafter “the Aﬁomeys General™ or “the States™).?

! This Assurance of Voluntary Compliance shall, for all necessary purposes, also be considered an Assurance of Discontinuance,

% With regard to Hawaii, Hawaii is represented by its Office of Consumer Protection, an agency which is not part of the state Attorney General's
Oftice, but which is statutorily authorized to represent the State of Hawaii in consumer protection actions. For simplicity purposes, the entire
group will be referred to as the "Attorneys General” or “the States,” and such designation, as it pertains to Hawaii, refers to the Executive
Director of the State of Hawaii's Office of Consumer Protection. Connecticut is represented by the Commissioner of the Connecticut Department
of Consumer Protection, who enters into this Assurance pursuant to the Connecticut Unfair Trade Practices Act, Conn.Gen. Stat. Sec. 42-110j,
acting by and through his counsel, Richard Blumenthal, Attorney General for the State of Connecticut. Simitarly, with regard to Georgia, the
Administrator of the Fair Business Practices Act, appointed pursuant to 0.C.G.A. 10-1-395, is statutorily authorized to undertake’ consumer
protection functions, including acceptance of Assurances of Voluntary Compliance for the State of Georgia, Hereafter, when the signatory states
are referred to as the “States” or “Attomeys General,” such designation, as it pertains to Georgia, includes the Administrator of the Fair Business
Practices Act. . .

* This Assurance is in addition to: the Assurance of Voluntary Compliance agreed to by AOL with the Attorneys General of Arizona, Arkansas,
California, Connecticut, Florida, Hawaii, lowa, Ilinois, Michigan, Minnesota, New Jersey, New York, Ohio, Tennessee, Texas, Vermont,
Wisconsin, the Commonwealths of Massachusstis and Pennsylvania, and the Territory of Guam, accepted on December 5, 1996; the Assurance
of Voluntary Compliance agreed to by AOL with the Attorncys General of Alabama, Alaska, Arizona, Arkansas, California, Colorado,
Connecticut, Florida, Georgia, Hawaii, Idaho, llinois, Indiana, lowa, Kentucky, Kansas, Maryland, Michigan, Minnesota, Mississippi, Missouri,
Nebraska, Nevada, New Jersey, New Mexico, New York, North Carolina, North Dakota, Ohio, Oklahoma, Oregon, Rhode Island, South
Carolina, Tennessee, Texas, Utah, Vermont, Washington, West Virginia, Wisconsin, and the Commonwealths of Massachusetts, Pennsylvania
and Virginia, accepted on February 4, 1997, and, the Assurance of Voluntary Compliance agreed to by AOL with the Attorneys General of
Alabama, Alaska, Arizona, Arkansas, California, Connecticut, Florida, Georgia, Hawaii, Idaho, Illinois, Indiana, -Jowa, Kansas, Kentucky,
Louisiana, Maine, Maryland, Michigan, Minncsota, Mississippi, Missouri, Nebraska, Nevada, New Jersey, New Mexico, New York, North
Caroling, North Dakota, Ohio, Cklahoma, Oregon, Rhode Istand, South Carolina, Tennessee, Texas, Utah, Vermont, Washington, West Vieginia,
Wisconsin, and the Commonwealths of Massachusetts, Pennsylvania and Virginia, accepted on May 28, 1998. The terms of the above mentioned

1996, 1997 and 1998 Assurances of Voluntary Compliance are independent of the terms of this Assurance and are not in any way modified or
limited by this Assurance except where expressly provided herein, . ’
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BACKGROUND

2. AOL, a Delaware limited Iiabilify compary vnth its principal place of business at 22000
AOL Way, D_ulles, Virginia 20166, has p;ovided Intcmétfrelated services for more than t\&énty

years. AOL currently has approx'_imately twelve million 'paying Members nationwide.

3. Historically, AOL’s primary service has been dial-up Internet access, tyéically offered

through a “free trial” offer that requires that the Member cancel the accoﬁnt prior to the end of

the free trial period to avoid a monthly memf:ership fee.

4. Since 1998, AOL has provided Members three methods of cancellation: phone, facsimile
or mail. Most cancellation requests are made By phoﬁ\e, which results in the Member being
| directed to an AOL Member Service employee, \.ivho is trained to assess whether the Member has..
an issue that can be resolved short of cancellation. ‘A Member who subsequently decid'_es not to
cancel his or her account is considered “saved” by'AOL. Historically, AOL has provided
incentives fo employees for “savipg;’ Members in the form of bonus compensation that, until

2005, depended on the employee retaining a minimum threshold percentage of ca;lls handled.

5. The Attorneys General have receiv-ed complaints from consumers who have claimed
difficulty in ﬁttempting to cancel their ACL Internet services. Some qf these consumers state
that they have contﬁcted AOL Member Serviceé by telephone, canceled their service, and yet |
subsequently received a monthly Internet service bill from AOL or had funds deducteld from
their bank accounts.

6. Even after a consumer has sucéeésfully canceled an AOL account, the AOL software

continues to reside on the consumer’s computer unless the consumer deletes it. This enables a




former Merﬁber, whose account was previously canceled to easily “reactivate” his or her account -
by simply signing on to AOL using the Master Account’s screen name and password .and
autﬁorizing reactivation of thé account, subject to the AOL Terms of Service and resumption of
-biIling to the payment method on file with AOL. This reactivation process has not always
enabled Membe‘rs to review material terms and conditions prior to reactivation. Some consumers
complaining io the Attoméys G¢neral alleging post-cancellation billing By AOL have, in some
instances, inadyertently reactivated their accounts in this manner. |
7. | AOL has always énabled Members to maintain multiplé screen names, also known as
f‘Sub-accounts,” for one AOL Master Account. In response to technical issues which prevented
the simultaneous log-on of Sub-aécounts, AOL developed the ability for Members to create or
“spin-off” new accou_nts using one of the Membcr’é Sub-accounts. Thus, a Spin-off .account
allowed for simultaneous log-ons, as well as the a‘bility to separate an bfherwise single Internet
account.(e.g., business account versus home accounf). These Spin-off Accounts are not free, and
are billed separate from and independent of the prior Master Account. Historically, AOL
marketed Spin-off Accounts to .its Members. Some consumers complaining to the Attorneys
General state thaf confusion exists in attempting to cancel all AOL Paid Member Accounts. This
confusion stems from consumers not understanding the implications of having created a Spin-off
Account, and therefore, despite canceling a Master Account, continuing to be billed for Spin-off
Accounts préviously created during their mem'bérship with AOL.
8. AOL allows its Members to .be billed for its services directly to a Member’s local
telephone bill. Some consumers have alleged unauthorized AQOL chérges on their monthly

telephone bills. ~ Still other consumers have complained that they were improperly assessed




charges on their telephone bill for services after having previously canceled their Paid Member
Account.
9. 7 The States 'allege that these acts, practices, and dnziésions have violated and continue to
violate their respective State consumer protection statutes.* Specifically, the States allege that
such violations have occurred in that AOL: | |
A. Misrepresents that consumers who have attempted_ to cancel their Paid Member
Accounts with AOL have authorized AOL to continue charging those c_:onsﬁmers
for services; | |
B. Misrepresents thaﬁ consumers have authorized AOL to reactivate accounts that
have been previouély canceled;
C. Fails to Clearly and Conspicuously disclose the existence of, and inaterial terms
and conditions associated with, accounts for AOL services; and

D. Misrepresents that consumers have authorized charges to their consumer

telep_hone service bills.

¢ Alabama Deceptive Trade Practices Act, Alabama Code Section 8-19-1, ef seq.; Alaska AS 45.50.471 et seq.; Arizona Revised Statutes Section
44-152[1), et seq., Arkansas Code Ann, 4-88-101 et seq., California Busmess and Professions Code sections 17200 and 17500; Colorado
Consumer Protection Act, Colo. Rev. Stat. §§ 6-1-101 ef seq. (2006); Connecticut General Statutes § 42-110b, et seq.; Delaware’s Consumer
. Fraud Act, 6 Del. C. Sec. 2513 and Uniform Deceptive Trade Practices Act, 6 Del. C. Sec. 2532; District of Columbia Consumer Protection

Procedures Act, D.C. Official Code § 28-3901 ef seq.; Georgia Fair Business Practice Act of 1975, 0.C.G.A. § 10-1-390 ef seq.; Hawaii Revised
Statutes section 480-2(a),section 487-12; Idaho Code Sec. 48-601 et seq.; lllinois Consumer frand and Deceptive Business Practices Act, $15
ILCS 505/, et seq.; Indiana Deceptive Consumer Sales Act, Indiana Code 24-5-0.5-1 et. seq.; Towa Consumer Fraud Act, Iowa Code §714.16;
Kansas Consumcr Protection Act, K.S.A. 50-623 er seq.; Kentucky Consumer Protection Act, K.R'S, 367.110 ef seq.; Louisiana LSA-R.S.
51:1401 et seq.; Maine 5 M.R.S.A. section 207, section 210; Maryland Consumer Protection Act Md, Code Ann,, Com. Law §§13-101, ef seq.;
Massachusetts Consumer Protection Act, Mass.. Gen. Laws ¢,93A, sec. 4, Michigan Consumer Protection Act, MCL 445,901 ef seq.; Section
407.020, et seq., Rev. Stat. Mo. 2000; Minnesota Prevention of Consumer Frand Act, 325F.68 to 325F.70 (2006); Mississippi Consumer
Protection Act, Miss. Code Ann. §§ 75-24-1 (Rev. 200); Missouri Merchandising Practices Act, §§ 407.010 et seq. (1994); Montana MCA 30-14-
112; Nebraska Consumer Protection Act, Neb. Rev. Stat. §§ 59-1601 et seq. (Reissue 2004), and the Uniform Deceptive Trade Practices Act,
Neb. Rev. Stat. §§ 87-301 et seq. (Reissue 1956); Nevada Revised Statutes ("NRS") 598.0903 et. seq.; New Hampshire Rev, Stat, Ann, 358-A;
New Jersey Consumer Fraud Act, N.J.S.A. 56:8-1 ef seq.; New Mexico NMSA 1978, 8 57-12-1 et seq (1965); Nerth Carolina Unfair and
Deceptive Trade Practices Act, N.C.G.S. 75-1.1 ef seg.; N.D.C.C. § 51-15-01 ef seq.; North Dakota Century Code (NDCC) §§ 51-15-01 ef seq.;
Ohio Consumer Sales Practices Act, R.C. 1345.01 et seq.; Oklahoma Consumer Protection Act, 15 Q.. § 751, et seq. (2004); Oregon Untawful
Trade Practices Act, ORS 646,605 ef seq.; Pennsylvania Unfair Trade Practices and Consumer Protection Law, 73 P.S. 201, et seq.; Rhode Island
RILG.L. 6-13.1-1 et seq.; South Carolina Unfair Trade Practices Act, 39-5-10 ez seq.(1976, as amended); South Dakota Deceptive Trade Practices
Act, SDCL Ch, 37-24-6; Tenn. Code Ann. Section 47-18-108; Texas Deceptive Trade Practices — Consumer Protection Act, TEX, BUS, & COM.
CODE ANN. § 17.41 et seq. (Vernon 2002 and Supp. 2005); Utah Code Ann. § 13-11-1 ef seq. and Utah’s Truth in Advertising Act, Utah Code
Amn. § 13-11a-1 ef seq.; Vermont titlle 9 Vt. Stat, Ann, ch. 63; Virginia Consumer Protection Act, Va, Code § 59.1-196 through 59.1-207:
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10. In_ August 2006, AOL changed its business model to allow consumers to use AOL’s
software, e-mail accouﬁts, and security _featurés, all free of chargé, over an Internet connection
provisioned from anothcr Internef service provider (“ISP”). When Membefs now céntact AQOL
to cancel or switch to the free plan, they are offéred a vériety of services, inﬁluding high-speed
Internet plans offered by third party ISPs and back-up AOL dial-up Internct access, by Member
Services employees who are provided incentives based in part on consumer acceptance of these
paid sewices. Men'ﬁbers who agree to ﬁurchase Internet connectivity from a third party ISP are
- sent confirmation of their agreement together with contact information for the provider. The
Members are not billed by the provider unless and until the provider establishes the new account,
which involves a cable inst'alla;tion in the case of cable providers, and receipt and installation of a
DSL modem kit in the case of DSL providers. Members who agree to purchase back-up AOL
dial-up Internet access are treated as “saved,” transferred for third party verification, and seﬁt
confirmation of their agreement. Former Members who use the AOL software to reactivate their
accounts are now reactivated only to Free Member Account status and, if they choose to convert
to Paid Account status, must complete a separate registration process to change their reactivated

Free Member Account to a Paid Member Account.

STIPULATIONS

11.  The parties hereby agree and stipulate that;
A. The. Attorneys General have jurisdiction in this matter under their respective
conéu,rner protection statutes;

B. = The venue of this cause is proper;

Revised Code of Washington RCW 19.86.020; West Virginia Consumer Credit and Protection Act, W. Va. Code 46A-1-101 er ‘seq.; Wisconsin
Statates (Wis. Stat.} §§ 100.18 and 100.20; Wyoming Wy. Stat. section 40-12-105; 107.
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12.

AOL waives receipt of a formal notice from any of the States of the alleged '

unlawful trade practices and the relief to be sought;
AQL understands and agrees that this Assurance applies to AOL, AOL’s

principals, officers, directors, agents,. employees, representatives, successors or

"~ subsidiaries — including, but not limited to, those successors or subsidiaries

empowered to control AOL or 'cfeated through the merging with, or through thé
acquiring of AOL — and assigns, or any p.erson or entity acting on behalf of
AQL; |

AOL ,undersfands and agrees that if this ‘A-ssurance is acceptéd by the States, it
may be filed with a court in those jurisdictions that require or permit the filing of
the Assurance witﬁ a court. AOL waives any further notice of submission to and

filing with:any court of this Assurance. AOL égrees to accept service of a

-conformed copy from each state that files the Assurance by prepaid first class

mail sent to the address designated by AOL; and

-This Assurance is being. entered into by AOL for the sole purpose of

cémpromising disputed claims without the necessity for protracted and expensive
litigation, and this Assurance does not constitute an admission by Respondent of
any violation of any law or regﬁlation.

DEFINITIONS

For purposes of this Assurance, the following definitions shall apply:

A

A “Paid Member Account” means an AOL Internet service account for which

the Member agrees to pay a fee.




A “Free Member Account” means an AOL Internet service é,ccount for which
the Member does not pay a fee.

A “Member” means an indiy_idué.l, partnership, corporation, association, or other
group, however orgamz'f_:d, Wh'o has a Paid or Free Member Account.

A “Billing Cyéle” means a -repeate'd, periodic amount of time used to bill or
qharge for a Paid Membef‘Account or a Premium Service on a recurring basis.

To “Cancel” a Paid or Free Member Account means to terminate that account
such thaf the cons.umer will no 1onger be billed, charged for, or have access to the
~ account features or services subject to such cancellation,

A “Member Save” means the process by which a person contacts AOL to Cancel
his or her Paid'M;emb;er Account or convert his or her Paid Member Account o a
Frec Mefnber Account, but iﬁstead expressly agrees to continue a Paid Member
A;:C()unt.

A “Master Account” means the primary screen name and password associated
with a Paid Member Account, which is used to identify and bill fbr AOL services.
A' “Premium Service” means an AOL Internet-related service for which a
consumer is charged eithef apart from the Internet services which are provided
free of charge to Free Member Accounts or in addition to the fee paid for a Paid ‘
Member Account.

A“‘Sub-Acco‘unt” means any additional account for AOL services created és part

of a preexisting Paid Member Account that is not charged or billed any additional

amounts,




A ‘;Spin-off Aécount” means a former Sub-Accourit, which is independently
billed and incurs separate charges from and in addition to the original Free or Paid
Meﬁlber Account from wlﬁch_ it was initially created.

A High-Speed Internet Offer or “HS-IO’A" means a non-binding offer or referral

for high-speed Internet service provided by a third party, Which is made by

Respondent to a Member who coﬁtacts AOL to Cancel- a Paid or Free Merﬁber

Account, or contacts AOL to convert a Paid Member Accqunt fo a Free Member

Account.

The “Effective Date” of the Assurance is July 1, 2007.

“Clear and Conspicﬁous” or “Clearly and Conépicuously” means that the

required disclosure is in such size, color, contrast, location, duration, and

audibility that it is r_eadily noticeable, readable, and understandable. A statement
may not contradict or be inconsistent With any otiler information with which it is

pre;sented. If a statement modifies, explains, or clarifies cher information with .

which it is presented, it must be presented in close proximity to the information it

modiﬁes, in a manner that is readily noticeable, readable, and understaﬁdable, andl
it must not be obscured in any ﬁaﬁner. Fuﬁher:

1. For print communications, the message shall be in a type size and location
sufficiently noticeable for a consumer to read and comprehend it, and in
print that contrasts with the background against which it appears.

2. In communications disseminated orally, the messagé shall be delivered in

a volumie and cadence sufficient for a consumer to comprehend it.




3. In communications made through an electronic mediurﬁ (such as
television, video, and interactive mcdia such ds the Internet, on-line
services, and software) in which both audio and visual means of
communications are utilized for any portioln of the méssagé, the message
shall be preéented simultaneously in both the audio and visual portions of
the communication. -Notwithstanding the preceding sentence, in any
communication i:resented solely 'through visual or audio means, the
message may be made solely tﬁrough the same means by which the
communication is presented. Any audio message shall be delivered in a
volume and cadence sufﬁcieht for a consumer to hear and comprehend it.

| Any visualrmé.ssage shali be of a size and shade, with a degree of contrast
to the background against which it appears, and shall appear on the screeﬁ
for a duration and in a location sufﬁcigntly noticeable for a consumer to
read and comprehend it. The message shall be in an understandable
language and syntax. Nothing contrary to, inconsistent with,_ or in

mitigation of the message shall be used in any communication.

ASSURANCE

13.  Respondent hereby voluntarily agrees and assures the States that from the Effective Date
of this Assurance (or from the dates otherwise specified) that Respondent, its 'ofﬁcers,'agent-s,

servants, employees, successors, and assigns as well as any other person acting on behalf of

Respondent shall abide by the following terms and conditioﬁs:




Terms of Service

14.  Prior to creating or reactiveting a Free or Paid Member Account, Respondent shall
Clearly and Consp‘icuously. disclose the material terms and corrditions associated wfth creating or
reactivating that Free or Paid Member Account, before a_sking the individual to accept or reject
those rerms end conditions, and, in fhe case of Paid Member Accounts, before obtaining the
irrdividual’s billing .information. Before installing (or, in the case of pre-installed bundled
software, activating) Respondent’s Free or Paid Member Account software Respondent shall
Clearly and Consplcuously drsclose the material terms and conditions associated with installing
~or activating that software before promptmg the individual to accept or reject those terms and
c':ondltlons. This Paragraph shall apply to software downloaded from Respondent’s web site as
of the Effective Date and to all other vers1ons of Respondent s software distributed after

September 12, 2007.

Cancellation ang Conversion of Paid Member Accounts to Free Member Accounts

15. _Respondent shall enable Members to Cancel their Paid Mem’oer Accounts and convert
their Paid Member Accounts to Free Member Accounts via telephone, facsimile, U.S. Meil, and
on-line. Respondents shall enable Members to cancel their Free Member Accounts via facsimile,
U.S. Mail, and on—line._ For purposes of this section, any on-line method must be Clear and
Conspicuou_é and completely electronic which shall include a concis¢ form for the "user to
-'complete and submif using only a computer and Internet connection and shall not -be reliant upon
the Member’'s use of AOL software, provided, however, that a URL option (e.g.,
http://cancel.aol.com) may require the Member to enter the master screen narne and password or

_ the answer to an Account Security Question for account security verification. Respondent shalt
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Clearly and Conspicuously disclose to consumers a valid and accessible telephone nurhber, :
facsimile number, mailing address, and Internet address (which may inélu’de a web page/URL,
and/or an electronic mail address w’heré applicable, but which is not feliant on the Member’s use
of AOL software), for Cancellations aﬂd conversions of Paid Member Accounts tb Free Member
Accounts. Such_ disélosures shall, at a minimum, be made via the following AOL Keywords:
“Biﬂ,” “Billing,” “Cancel,” “Change Plan,” “Canceliation,” “Customer Serﬁce,”"‘Free Plan,”
and “Free Service.” Such disclosures shall alsb be made in any documentation or publication
created after the Effecﬁve Date of this Assurance, includ:ing any AOL web pages which identify
telephone numbers and/or addresses for AOL customer service. - | |
16.  Respondent shall not continue to bill any MemBer, or deduct any additional amounts
from the Member’s bank account, if that Member contacts Respoﬁdent by a ﬁiethod pursuant to
Paragraph 15 and expresses a desire to Cancel a Paid Member Account or convert a Paid
- Member Account to a Free Member Account, unless ReSpondent complies with the procedures -
in Paragraphs 20 through 23. Provided however, AOL shall not be out of compliance with this
section in the limited situation where é Member contacts AOL via telephone to Cancel or convert
a Paid Member Accbunt to a Free Member Account, but verification cannot be pompletcd due to
technical problems outside of the control of AQL resultiﬁg in the termination of the call, if the
following also occurs: |
| A. The Member expresses a clear desire to retain his or her account and prior to call
| termination does not further express a desire to Cancel;
B. . Within five (5) days following the. dropped call, AOL sends the consumer, l_via

electronic and U.S. Mail, the notice required by Paragraph 23;
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C. AOL provides no commission or bonus compensation for that particular Member
Save to the representative who processed the Member Save request; and
D. AOL records the complete telephone communication regarding Cancellation or
* conversion of a Paid Member Account to a Free Meﬁlber Account and saves such
recording for a minimum of three (3) years,
17. If a Member expresses inten..t. to Cancel a Paid Member Account or convert a Paid
Member Account to a Free Member Account, Respondent shall not maké any attempt to retain
the Member as a customer or offer additional services, until Resp(;ndent has verified the identity
of the spéqiﬁc Member subject to the Cancellation or conversion request. Such \}eriﬁcation shall
consist of Respondent requesting from the Member the minimal unjquely‘identifying information
‘(e. g, Master Account name, account security question, etc.) sufficient to identify and conﬁr;n
proper control of thé account. Such verification shall not be overly burdensome on a Member
and shall permit a Member to provide alternative identifying information, but not the Member’s
entire socialr Security number, in the event that he 61' she has forgotten their Mastér Account
information. VFurthér, prior to making any attempt to retain the Member as a custc;mer or offer
additional services, and after verifying the specific Paid Member Account, Respondent shall
~confirm the Member’s intenti_ons and process the call accordingly.
18.  In addition to and consistent with the reQuiremeﬁts imposed by previous Assurances of

Voluntary Compliance,5 when a Paid Member Account is Canceled or converted to a Free

Member Account, Respondent must:

Respondent shall mail a written acknowledgment of Cancellations of Paid Member Accounts that do not result in the conversion of the Paid
Member Accounts o Free Member Accounts within (2) weeks of receipt of the cancellation request, as detailed by Paragraph 49 of the Assurance

of Voluntary Compliance entered into between the States and Respondent, styled in #he Matter of America Online, Inc,, signed by Respondent
~ May 28, 1998, and include each of the disclosures in Paragraph 18.A. ’
12




Clearly and Conspicuously disclose as part of any telephone cancellation or

within two (2) weeks of receipt of an electronic, facsimile, or mail cancellation,
. 1

the following:

1) Any associated fees or penalﬁes;

2) A confirmation number for the cancellation or conversion;

3 The effecﬁve date of the cancellation or conversion;

4) -The fact, if true, that the .Member i;v, entitled to continue to use his or her
Paid Mefnber \Accoﬁnt under the then existing terms at no additional
charge, until the end of the current Billing Cycle and the date of the end of
the Billing Cycle; -

5) Any Premium Services for which the Member has registered and the fact

 that charges will continue to be assessed on such accounts; and

6) The existence of any existing Spin-off Accounts, and the fact that charges

| will continue to bé assessed on such accounts

In addition to the disclosures within the préceding sub-paragraph, Respondent

shall, begihning no later than September 12, 2007 (provided, however, that

Respondent shall use its best efforts to comply with these provisions as soon as it

is capable of doing so), Clearly and Conspicuousiy disclose as part of any

telephone cancellation or within two (2) Weeks of réceipt of an e_lectrorﬁc,
facsimilg, or mail cancellation:

1) Any outstanding balance on the Member’s Account at the time of the

request;

13




2) The specific amcunt of charges that will continue to be assessed for any
Premium Services for which the Member has registered; and
3 The speéiﬁc amount of charges that will continue to be assessed for any
existing épin—off Accounts, |
C. When a Paid Member Accqunt is converted to a Free Member Accouht,
Respondent shall send acknowledgment of the account conversion, either by mail ‘
or electronic mail, within (2) weeks of receipt of the notice of account conversion
and include each of the disclosures in Paragrdph 18.A-B.
19. When al Paid or Free Member Account is Canceled, Respondent shall contemporaneously
Cancel all existing Sub—Accounts- associated with that Paid or Free Member Accouﬁt. When a
Paid Member Account is converted to a Free Member Accouht, Respondent shall |

contemporancously convert all existing Sub-Accounts associated with that Paid Member

Account to Free Sub-Accounts.
Membel; Saves
20.  Ptior to processing a Member’s express consent to process a Member Save, Respondent
must:
i A Clearly and Conspicuously disclose:
1) The Member’s current pricing plan for the Paid Member Account,
inclﬁding a free trial membership, if any; |
2) | A save confirmation number;
3)_ The remaining amount of time in the Member’s current,Billing_ Cycle,

including a free trial membership, if any; and
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4) The existence of any existing Spin-off Accounts, and the fact that charges

will continiue to be assessed on such accounts.

In addition to the disclosures within the preceding Sub-Paragraph, Respondent

shall, beginning‘no later than September 12, 2007 (provided, however, that

Respondent shall use its best efforts to comply with these provisions as soon as it
-is capable of doing so), Clearly and Conspicuously disclose at the time the request
is made the following: .

1) Any outstanding .balance on the Member’s Account at thé: time of the

request;
2) A.The specific amount of charges that will continue to be assessed for any
, Prenﬁum Services for which the Member has re gistered; and

3) The speciﬁc amount of charges that will continue to be assessed for any

. !
existing Spin-off Accounts.

21.  Priorto processing a Member Save, Respondent shall obtain a Member’s express consent

- to each of the following:

- Al

The exact cost the Member will incur during each Billing Cycle, including any
carly termination fees;
Any minimum amount of time a Member must maintain the Internet related

services if such a minimum is imposed;

If the offer is a free trial membership, the exact date the Member will begin to

incur charges and the amount of charges the Member will incur after the lapse of

the free trial terms; and
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D. The terms and conditions of any other inc_:entives offered to énd accepted by the
Member as part of the Member Save proﬁess.
22, To complete a Memﬁer Save, Respondent muét verify the Member’s express consent to
Ibegin, continue, or resume the Paid Member Account in accordance with Paragraphs 20-23. A
- Member Save shall be consideréd veriﬁed' only if it is .in wi'iting by the Member or recorded by
an independent Third Party Verifier (“TPV”) in accordance with Paragraph 26 of this Assurance
‘and such writing or recording Clearly and Conspicuously:
A, Discloses each of the terms set forth in Paragraph 20; and
B. Derﬁonstrates the Member’s express consent to each of the terms set forth in
Paragraph 21.
23, Within five (5) business days of completing a Member Save, Respondent sﬁall send to
Vthe Member via electronic mail or first class U.S. mail, a Member Save confirmation notice,
which shali -include Clear and Conspicuous disclosures of both the Paid Member’s save
confirmation number and the information in Paragraphs 20 and 21. If the confirmation notice is
sent electronically it shall contain a Clear and Consp_icuous hyperlink to cancel on-line,
consistent with Paragraph 15. If the confirmation notice is sent by mail, tﬁc envelope containing
the notice will either Cleaﬂy and Conspicuously include the words “Notice of Continuation 6f
Paid AOL Member Account” or words to a similar effect, and the confirmation notice shall

- disclose the address, telephone number, facsimile number, Internet address, and AOL Kej'words

that can be used to cancel.
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HSIO

24.  Prior to processing a Member’s registration for a HSIO offer, Respondent must disclose

cach of the following facts, if true:

AL

That by establishing the new HSIO .account with the third party provider, the

‘ Member will incur monthly charges for Internet service provided by a third party;

That by establishing the new HSIO account with the third party provider, the

Member may incur additional set-up or initial costs; _

That the HSIO is offeréd by a third party, not subject to the control of AOL, apd
that as such the final terms and conditions associated With that offer, including
price and availability, are subject to that third party’s agreement;

That the Member need not create or maintain a Paid Meﬂlber Account in order to
qualify for the HSIO, and

That if the Member chooses to create or ma;intain a Paid Member Accounf, the
terms and conditions of that Paid Member Account, including price and
commitment term, ére independent of the Member actually accépting or

provisioning the third party’s offer.

25, Within five (5) business days, Respondent shall send the Member via electronic mail or

first class U.S. mail confirmation of the disclosures in Paragraph 24.

Third Parﬁ Verification System

26. .If Respondent chooses to verify Saves through TPV, the TPV agent must:

A

Be an ind_ependent party, and not an employee of Respondent; provided, however,

that Respondent will not be in violation of this section if for the limited purpose -
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of prm./iding TPV for the hear.ing-impaired, Respondent uses the same third party
to both conduct the call and complete the veriﬁcatioﬁ; ‘ |
Be compensated in a manher that does not include any bonuses or commissions
based on any rate or percentage of Member Saves;

Record the complete telephone conversation between the consumer and the TPV,
Re‘;ain a copy of the complete recording for a minimum of three (3) years; and

For a Member Save, convey to the Membér the fact that the Member’s Péid
Member Account shall be Canceled or .coﬁverted' to a Free Member Account, if -
the Member does not expressly consent to each required term pursuant to

Paragraph 21. Insuch instances, the TPV agent must promptly notify Respondent

~ of the Member’s failure to consent, and Respondent shall Cancel or convert the

Paid Member Account to a Free Member Account.

Policies and Procedures

27,

28.

Respondent shall adopt and enforce policies and procedures that:

A,

" Prohibit compensation to any call center personne] or entities acting on behalf of

Respondent that is contingent upon their obtaining a minimum amount or quota of
Member Saves; and
Prohibit all Respondent employees from any other unethical, deceptive, or

misleading behavior as alleged in this Assurance.

_As part of these policies and procedures, Reslﬁondent shall, beginning no later than

September 12, 2007 (provided, however, that Respondent. shall use its best efforts to comply

with this provision as soon as it is capable of doing so), record all telephone communications in
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which a Member selects the Cancellation or conversion of Paid Member Account to Free
Member Account option in the Interactive Voice Recdrding menu, separate énd apart from the
TPV recording described above. For any such recorded calls which result in a Member
continuing to be billed or charged by Respondent, dr in which a Member is registered for a HSIO
offer, Respondent shall save such recordings for a minimum of three (3) ‘years, and shall upon
request of a State, provide such recordiﬁgs to the requesting State. Fﬁrthermore, Respondent
shall monitor and review a statiétically significant sampling of all communications for
coihpliance with the laws of the States and this Assurance.-

Complaint Process

29.  With respect to consumer complaints, Respondent shall:

A. Provide thé Stétes with a proper mailing address, fax number, and e-mail address
to which consumef complaints may be forwarded;

B. = Thoroughly and expeditiously review any Member complaint, including but not
limited to reviewing a consumer’s verification to continue service if such is the
case; |

C. Respond to each Member complaint in writiﬁg within thirty (30) days., if such a
complaint-was sent to a proper AOL address or numberr for r_eceivinglcémplaints;
and

D. - Maintain all Member complaints and all responses thereto, for a period of three

(3) years after receipt of such complaints,
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30. .Respondent shall resolve Wlthln forty-five (45) days® of receipt, consumer complaints
forwarded by the States or sent directly to AOL at the following physical address, e-mail

address, and/or facsimile: |

Physical Address:

AOL LLC _

Atin: Heidi Jongquist, Program Director
Regulatory Order Compliance

PO Box 65771

Sterling, VA 20165-8806

Email Address: :
Regulatory. Compliance@corp.aol.com

Facsimile:
703-466-9225

Provided however, that for complaints involving alleged - compromised accounts or payment

methods, Respondent may .request additional information and/or an afﬁdavit from the consumer

and will resolve such complaints within fifteen (15) days of receipt of such additional
information and/or affidavit.

A. F-or any complaint forwarded by the States in which a consumer claims to bé

owed, or improperly billed, a specific amount, which was received from January

1 2065 until the Effective Date, Respondent, as part of the above resolution, will

provide a full refund and/or clear any outstanding Balanc’:e(s) of amounts paid to,

or charged or billed by AOL unless Respondent confirms that the 'consumér has

already resolved, éettléd or otherwise received full compensation for that specific

claim or confirms that the consumer did not incur the charges at issue.

6 Provided, however, that the States shall cooperate with Respondent in granting reasonable extensions when
needed. '

20




B. For any complaint forwarded by the States in which a consumer claims to be

owed, or' improperly billed, a specific émount, which was received after theA
Effective Date of this Assurance, Respondeﬁt, as part of the above resolution, will
provide a full refund and/or clear any outstanding balance(s) of amounts paid to,
or charged or billed by AOL; unless, however, Respondent confirms that the
consumer has already resolved, seitled or otherwise received full compensation
for that specific claim, conﬁrms‘ that the consumer did not incur the charges at
‘issue, or produces cleaf and convincing evidence of the consumer’s intent to incur
such charges. Such clear and convinci_ng evidence must be demonstrated through
disclosures, recordings, verifications, and confirmations made phrsuant to this
Assurance. In circumstances in ‘which Respondent is not required to maintain
such disclosures, recordings, verifications, and confirmations, Respondent may
rely on other clear and‘convincing evidence that belies the coﬁsumer’s claim. If
Respondent no longer ﬁiaintains ‘adequate data and/or information to assess a
complaint received from one of the States, such complaint shall be resolved at the
discretion of such State. |

31. Upon request by a State, Respondent shall delivgr to that State, regardingrthe consumers

of that State, a quarterly report in the format of an electronic spreadsheet, detailing each Member

complaint received by Respondent from consumers in that State. The report shall include:

A. The Member’s contact information including name, address, e-mail address, and

telephone numb.er;
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B. Any Member Save, Cancellation, or Free Member Account conversion

confirmation number assigned;

C. The name of the employee associated with the complaint;
D. The date the complaint was received;
“E, The date of the associated Member Save, Cancellation, or Free Member Account

conversion, if é.ny; and
F.  The disposition of the' complaint, includiﬁg the amount-of rc_:imbuisement.
The report shall also include those past complaints resolved pursuant to Paragraph 29 tilat have
not been previously reported. Undeliverable checks will be aggreg-ated and delivered, with a list
of consumers and the amount attributable to each, fo each respective State per the requirement of
that State’s_ unclaimed property law. The States shall assist Respondent in prbviding information

to ensure that such checks are delivered to the appropriate entity within each respective state.

Account Reactivation

32. In order to resume rbilling or collecting any lpayment from any Member for a Paid
Member Account that has previously been qanceled or converted to a Free Member Accouﬁt,
| Respondent shall:
A, Clearly and Conspicuously disclose to the Member the terms and conditions and
any applicable privacy policies relating to the Paid Member Account;
B. Require the Member to resubmit any payment. information, even where the

payment method is the same as was pfeviouély used by the Member; and,
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C. Within five (5) days, send the Member an official e-mail message distinct in color

and in braﬁding, such that the Member can distinguish it from other types of e-

mail messages received which Clearly and Conspicuousty discloses:

1)

2)

- 3)

- 4)

5)

The exact cost the Member will .incur during eéch Billing Cycle, including
any early termination fees;

Any minimum amount of time a Member must inaintain the Internet
related services if such a minimum is imposed; _

If the offer is a free trial membership, the exact.date :the Member will
begin to incur charges and the amount of charges the Member will incur
after the lapse éf thé free trial terms;

The terms and conditions of any other incentives offered to and accepted
by the Member as part of the Reacﬁvaiion process; and

A hyperlink to cancel on-line, cdnsistent with Paragraph 15.

For reactivations made via telephone, Respondent shall record the entire telephone

communication establishing the reactivation and shall save a copy of the recording for a

minimum of three (3) years. Respondent shall upon request, provide any signatory State

with such recordings.

Spin-off Accounts

33.  Respondent shall enable Members to create Spin-off Accounts only via a telephone

transaction. Prior to creating the Spin-off Account, Respondent shall Clearly and

Conspicuously disclose to the Master Account holder:
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34,

E.

The exact additional cost associated with the Spin-off Account, including any

additional early termination fee;

" Any minimum amount of time a Member must maintain his or her Spin-off

Account, if such a minimum is imposed by Respondent;

If the offer is a free trial membership, the exact date the Sp'in—off Account wiH'

. begin to incur charges and the amount of charges to be assessed after the lapse of

the free trial terms;
That in order to create a Spin-off Account the Spin-off Account holder must have

the authority to create such an account and be at least eighteen (18) years of age;

and

The available methods of canceling a Spin-off Account.

Respondent shall record the entire telephone communication establishing the Spin-off

Account, and shall save a copy of the recording for a minimum of three (3) years. Respondent

- shall upon request, provide any signatory State with such recordings.

Telephone Billing

35,

Prior to billing a consumer through the Member’s telephone service bill, Respondent

shall Clearly and Conspicuously disclose to, obtain from', and verify with the Member each of

the following:

A

B.

The telephone number through which Respondent will bill for its services;
The fact that the Member is the line subscriber for that telephone number aﬁd is

authorized to incur charges;
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C. The exact charge that Respondent v§i11 place on the .Member’s mbnthly telephone
service bill; and
D. If the offer is a free trial membership, the eﬁact date the Merﬁber will begin to
incur charges and the amount of charges the Member vﬁli begin to incur after the
lapse of the f;ee trial terms. |
In verifying the fact that the Member is the authorized line subscriber for the telephone number,
Respondent shall, beginning .no later than September 12, 2007 (provided, however, that
Respondent shall use its best efforts to comply with this provision as soon as it is capable of
doing so),‘ requirel the Member to provide a unique identifying number, which is not the
Member’s entire soéial security number, and which Respondent will use fo take reasonable steps
to verify the 'Member’s- identity, including using a third party to confirm that the teléphone
number through v;fhich AOQOL intends to bill the Member belongs to the Member.
36.  Within ﬁvé (5) days of registration of a Paid Member Account in which the consumer has
authorized telephone billing, Respéndent shall send the Member via electroﬁic mail a telephone

billing confirmation notice which Clearly and Conspicuously discloses:

A, The exact cost the Member will incur during each Billing Cycle, including any
early termination fees;-
B. Any minimum amount of time a Member must maintain the Internet related

services if such a minimum is imposed;
C. If the offer is a free trial membership, the exact date the Member will begin to

incur charges and the amount of charges the Member will incur after the lapse of

the free trial terms;
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- D. The terms and conditions of any other incentives offered to and accepted by the
Member ﬁs part of the activation process; and
E. A customer service number hyperlink to cancel bn—line, consistent v‘/ith Paragraph
15.
Respondent shall also send, within five (5) days of such 'registration send by U.S. mail a post
card that contains all infoﬁnation needed to cancel the account via telephone. Respondent shall
record the entirety of any telephone communication authorizing telephone billing, and shall save
a copy of the fecording for a minimum of three (3) years.- Reépondent shall upon request,
provide any signatory State with such recordings.
37. Re;spondent éhall, upon réceipt of a complaint for unauthorized telephone éharges, verify
that the Member whose account was billed through that telephone number matches the current

‘line subscriber, otherwise Respondent shall provide a full refund to the person making the

complaint.

Free Member Accounts

38. When a Member converts a Paid Member Account to a Free Member Acéount,

Respondent shall, with regard to the remaining membership time. previously paid by the

Member:
Al Allow the Member to continue to use the account in the same ﬁanner as was
previously provided, until the expiration of such membership time, or
B. Provide a pro-rata reﬁmd of the remaining memberéhip time.
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COMPLIANCE MONITQRING
39. Respondent, its successors, assigns, officers, ,agents; servahts, and employees, whether
acting directly or through any corporation, subsidiary, division, or other device, for the purpose
of monitoring and investigating compliance with any provision of this Assurance, shall provide
written reports sworn under penalty of perjury to the States ninety (90) and two hundrcd and
seventy (270) days after the date of Effecti{fe Date of this Assurance setting forth in detail the
-manner and form in which _AQL has complied and is complying with this Assurance.

PAYMENT TO STATES

40.  Within thirty (30) ée;lendar days of the Effective Date of this Assurance, Respondent’ shall”
pay THREE MILLION DOLLARS ($3,000_,000.00), to be dii}ided and paid by AOL directly to
each State in an amoﬁnt to be designated by and in the sole dis'cfetion of the States. ’fhe States
shall provide AOL, within ten (10) calendar days of the Effective Date of this Assurance, a
breakdown of the amount of payment to each individual staté and contact information to forward
payment. Said payment shall be used by the States as and for attorneys' fees and other costs of -
. Investigation and litigation, or for future public protection pﬁrposes, or to be placed in, or applied
to, the consumer protection enforcement fand, consumer -education, litigation or local consumer
aid fund or revolving fund, used to defray the costs of the inquiry leading hereto, or for other

uses permitted by state law, at the sole discretion of each Attorney General.

GENERAL PROVISIONS
41.  Nothing in this Assurance shall be construed as a waiver of any private rights, causes of

action, or remedies of any person against Respondent with respect to their practices alleged
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herein. Unless spepiﬁcaliy provided for in this Assurance, nothing in this Assurance is affected
by any court’s decision in any pnvate class action suit agamst Respondent.

42.  Unless otherwise spemﬁed all written or recorded verifications required by this
Assurance shall be retained by Respondent for a minimum of thrge (3) years, and shall be
provided to any signatory State upon request by that State. :

43.  Nothing set forth in‘this Assurance alters the fequiremepts of state or federal law to the
extent those laws offer greater protections to consumers, nor shall anything in this Assurance
felieve Respondent of its obligation to comply with all applicable state or federal laws. Where
:state or federal laws provide greater consumer protections than the terms of prbvisions included
in this Assurance the applicable statutes or regulations shall govern.

44 -~ To the extent that the p1_*ovisions of this Asspraﬁce conflict with any state, local, or
federal law which now exists, or is later enacted or amended,-such law and not this Assurance
shall apply only to the extent such conflict exisfs. For purposes of this Assurance, a conflict |
exists if conduct prohibited by this Assurance is required by such state, 1ocai, or federal law, or if
conduct requiréd by this Assurande is prohibited by such si:atc local, or federal law.

45.  To seek a modlﬁcatlon or termination . request of this Assurance for any reason,
Respondent shall send a written request to the respective Attorney General. The Attorney
General receiving the request shall make a good faith evaluation of the then existing
circumstances, and after collecting information he or she deems necessary, make a prompt
decision as to lwh_ether.to agree to the modification or termination of this Assufa,nce. In the event
the respective Attomcy General denies the n;odiﬁcaﬁon or termination request, Respondent

reserves all rights to pursue any legal or equitable remedies that may be available to it. In States
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where this Assurance is filed w1th the Court, no waiver, termination, modlﬁcatlon or

amendment of the terms of tlns Assurance shall be Valld or binding unless made by order of the

Court prov1ded however, that the parties may agree to an extension of any time periods in thls

Assurance without an order of the Court. If, prior to the deadlines spemﬁed hereln Respondent |

believes in good faith that an extension of thirty days is necessary to satisfy such deadlines, it

. will notify the States in writing and provide a detailed explanation for such delay. Consent to an

-extension will not be unreasonably withheld.

46.  Respondent expressly understands that aziy violation of this Assurance may result in any
signatory state seeking all available relief to enforce this Assurance, including an injunction,
civil penalties, court and investigative costs, attorneys’ fees, restitution, and any other
mechanism provided by the laws of the state or authorized by a court.

47.  Any notices, complaints, or other documents required by this Assurance to be sent to
Respondent shall be sent to the following individual at the following physical address, email
address, and/or facsimiie:

Physical Address:

AOLLLC

Attn: Heidi Jongquist, Program Du‘ector

Regulatory Order Compliance

PO Box 65771

Sterling, VA 20165-8806

Email Address: .
Regulatory.Compliance@corp.aol.com

Facsimile: .
703-466-9225 _ '
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48.  The States shall provide Respondent with the namés, addx.'esses,. and phoné- numbers of
the appropriate contacts ‘in each of the respective state offices to receive any notices, complaints,
or cﬁhér document§ required by this Aésurance to be sent by Respondent to the Stiates.

49.  This Assurance is a complete resolution of the States allegations contained in Paragfaph
9 occurring on or before the Effective Date of this Assurance for viqlation of the States’
éonsumer protectidn statutes as listed' in Footnote 4. Nothing in this Assurance shall be |
construed as a release aﬁd/or .Waiver of any other civ.il‘ of criminalr claims, causes of action,
damages, fines, costs, and penalties available to the States under their respective laws or under
any federal law, including, but not limited to anti-spyware laws, data privacy disclosure issues,
consumer credit codes, debt collection laws, antitrust laws, environﬁentm' laws and taxation
laws, and including, but not 1irnite’d. to the States’ respective consumer protection statutes as they
may pertain to matters not reasonably related to the allegations set forth in Paragraph 9 of th.lS
Assurance.

50. 7 Any and all court costs associated with this Assurance and its entry and/or approva‘ll.shall
be borne by Respondent. No costs shall be imposed independently on any of the States. Further,
no discretionary costs shall be imposed on any of the Statés. Nothing in this Assurance shall
shift the cost of ahy-necessary local counsél from Resiaondent to the States. Respondent shall bé
independently responsib_le for all additional expenses incurred through fhe necessity of local
counsel in those Ii_mited jurisdictions where local couns_él is fequired for the ﬁling of this
Assurance.

51. Respondent represents that it has fully read and understands this Assurance, that it

accepts the legal consequences involved in signing this Assurance, and that there are no other
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representations or agreements between Respondent and the States not sfated in writing herein, or
not sté.ted in earlier writings as specified above in Footnote 3.0f' this Assurance. Respondént
further represents and warrants that it is represeﬁtéd by legal counsel, that it is fully advised of its
legal rights in this matter, and that the person signing below is fully authorized to éct on
Reépondent’s behalf,

.52. Respondent shall provide a copy of this Assurance a.nd an accurate summary of the

material terms of this Assurance to its senior executive officers who have any managerial

responsibility for the matters covered by this Assurance.
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AGREED this 26 ~day of _}oe

, 2007.

AOL LLC
By: W"

P4 Rrllar ‘
Title: Eﬁgé :!E £ A }.‘Qg Bﬁ ‘:l, &’, @glé Srag e ‘

ATTORNEY FOR RESPONDENT
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In the Matter of:
AOL, LLC
Assurance of Voluntary Compliance

Dated: Q’ of June, 2007,

TROY KING
Alabama Attorney {General

KEITH S. MILLER (MILO80)

Chief Deputy Attorney General
Alabama Attorney General’s Office
11 South Unton Street

Montgomery, Alabama 36130

(334) 242-7300 (telephone)

(334) 242-2433 (facsimile)
ATTORNEYS FOR THE STATE
OF ALABAMA




In the Matter of:
AOL, LLC
Assurance of Voluntary Compliance

TALIS J. COLBERG
ALASKA ATTORNEY GENERAL

Date: June 12, 2007 - By: M\ C@v

Julia Coster

Assistanit Attorney General

1031 West 4™ Avenue, Suite 200
Anchorage, AK 99501

(907) 269-5200

Alaska Bar No. 8703006

Attorney for Plaintiff State of Alaska




In the Mattef of: -
AQOL,LLC
Assurance of Voluntary Compliance / Assurance of Discontinuance

Dated; 18“’ of June, 2007.

TERRY GODDARD
Attorney General of Arizona

e

“"DENA ROSEN EPSTEIN
Unit Chief Counsel
KAREN BAERST TREON
State Bar No. 014950
Assistant Attorney General
1275 West Washington
Phoenix, Anizona 85007
- (602) 542-7717 (telephone)
(602) 542-4377 (facsimile)
ATTORNEYS FOR THE STATE OF ARIZONA




In the Matter of:

AOL, LLC

Assurance of Voluntary Compliance

Dated: June 15, 2007.

STATE OF ARKANSAS
DUSTIN McDANIEL, Attorney General

JIM DEPRIEST, Deputy Attorney General
Public Pratection Department

Gty

Camille Williams Bennett
Assistant Attorney General
Arkansas Bar No. 97085
Consumer Protection Division
323 Center Street, Suite 200
Little Rock, AR 72201

(501) 682-3638 Telephone
(501) 682-8118 Facsimile




In the Matter of:
AOL,LLC
Assurance of Voluntary Compliance

Dated: 19™ of June, 2007

EDMUND G. BROWN JR.

Attorney General of the State of California
ALBERT NORMAN SHELDEN

Senior Assistant Attorney General

DAVID M. TIEDE

Deputy Attorney General
Office of the Attorney General
110 W. “A” Street, Suite 1100
San Diego, CA 92101

(619) 645-2093

(619) 645-2062 (fax)

ATTORNEYS FOR THE PEOPLE OF THE
STATE OF CALIFORNIA




[n the Matter of:
AOL, LLC
Assurance of Voluntary Compliance

Dated: 20" of June, 2007

JOHN W. SUTHERS
Attorney General of Colorado

e

ALISSA HECHT GARDENSWARTZ
Colorado Bar No. 36126

Assistant Attorney General

Consumer Protection Section

Office of the Colorado Attorney General
1525 Sherman Street

Denver, CO 80203

(303) 866-5079 (telephone)

(303) B66-4916 (facsimile)
ATTORNEYS FOR THE STATE OF

COLORADO




In the Matter of:

AOL,LLC
Assurance of Voluntary Compliance

Dated: &\ of June, 2007,

By:

Jerry Farrell, Jr.
Commissioner of the Consumer Protection

Richard Blumenthal
Attorney General of Connecticut

AN
Gary Tan |
Assistant Attorney General
Office of the Attorney Generat
110 Sherman Street
Hartford, CT 06105
Tel: (860) 808-5400
Fax: (860) 808-5593
Juris No. 415573




In the Matter of:
AOL, LLC
Assurance of Voluntary Compliance

Dated: June 18, 2007

FOR THE STATE OF DELAWARE:

JOSEPH R. BIDEN, III
Attorney General of the State of Delaware

B

Date: gféﬂl. /§, RA93 7

¥ '

/ Barbara J. Gddbois/(ID 2544)
Deputy Atto eneral
Delaware Department of Justice
Fraud and Consumer Protection Division
820 North French Street, 5™ Floor
Wilmington, Delaware 19801
(302) 577-8323 (telephone)
(302) 577-6499 (facsimile)
Attorneys for the State of Delaware




Tn the Matter of:
AOL,LLC
- Assurance of Volunta.ry Comphance

Dated: 14™ of June, 2007.

LINDA SINGER
Attorney General for the District of Columbia

BENNETT RUSHKOFF
Acting Deputy Attorney General
Public Advocacy Division

-BENNETT RUSHKOFF Z

Chief, Consumer and Trade Protection Section

WENDY WERG )
- Assistant Aftorney General

Office of the Attorney General

441 4" Street; NW, Suite 450N
Washington, DC 20001

202-727-3500

Attorneys for the Dis_tfict of Columbia




IN THE MATTER OF AOL, LLC

ASSURANCE OF VOLUNTARY COMPLIANCE

Dated: June 11, 2007

JOSEPH B. DOYLE
Administrator, Governor’s Office of Consumer Affairs

(b o, \J&MM

ANNE S. INFINGER

State Bar No. 382918

Deputy Administrator, Investigative and Legal Division
Governor’s Office of Consumer Affairs

2 Martin Luther King, Jr. Drive, Suite 356

Atlanta, GA 30334-4600




In the Matter of:
AOL, LLC

Respondent.

T et Tt Tt ot ot

ASSURANCE OF VOLUNTARY COMPLIANCE

DATED: Honolulu, Hawaii, June 22, 2007.
STATE OF HAWAII
By STEPHEN H. LEVINS

Executive Director of the
Office of Consumer Protection

By Lie P "’l:u/

LISA P. TONG

Staff Attorney

235 South Beretania Street, Room 801
Honolulu, Hawaii 96813-2419
Telephone: (808) 586-2636
Facsimile: {808} 586-2640




IN THE MATTER OF THE ATTORNEY GENERAL’S
INVESTIGATION OF THE BUSINESS PRACTICES OF:
AOL, LLC

ASSURANCE OF VOLUNTARY COMPLIANCE

DATED this 6™ day of June 2007.

LAWRENCE G. WASDEN
ATTORNEY GENERAL STATE OF IDAHO

BRETT T. DELANGE
CONSUMER PROTECTION DIVISION CHIEF

Ny
IW"‘

Consumief Protection Division
P.O. Box 83720

Boise, ID 83720-0010

(208) 334-2424

(208) 854-8073 (facsimile)
Stephanie.guyon@ag.idaho.gov -




In the Matter of:
AOL, LL.C

Assurance of Voluntary Compliance

A
- Dated: /Z of June, 2007. -

LISA MADIGAN
Attorney General of lllinois

DEBORAH HAGAN
Chief; Consumer Protection Division

" ELIZABETH BLACKSTON

Chief, Consumer Fraud Bureau

L

Louis J. Géle :

Ilinois Bar No. 6286204

Assistant Attorney General

Office of the Illinois Attorney General
Consumer Fraud Bueau

500 South Second Street

Springfield, IL 62706 .

(217) 782-4436 (telephone)

(217) 782-1097 (facsimile)

ATTORNEYS FOR THE STATE OF
ILLINOIS - '




In the Matter of
AQL, LLC.

Assurance of Voluntary Compliance

DATED: June 21, 2007

STEVE CARTER
Attorney ral of Indiana

DAVID A. PAETZMANN, #6392-23
Deputy Attorngy General

Indiana Attorney General's Office

Indiana Government Center South, 5" floor
302 W. Washington Street

Indianapolis, IN 46204

400610/dap




In the Matter of:
AOL,LLC
Assurance of Voluntary Compliance

Dated: 6th of June, 2007.

THOMAS J. MILLER
Attorey General of lowa

S0 2L eeT

WILLIAM L. BRAUCH

Special Assistant Attorney General
Director-Consumer Protection Div.
1305 E. Walnut Street

Des Moines, [A 50319

Telephone:  515-281-8772
Telefax:  515-281-6771
e-mail: bbrauch@ag.state.ia.us

ATTORNEY FOR THE STATE

OF IOWA



In the Matter of:
AOL,LLC
Assurance of Voluntary Compliance

Dated: 21* of June, 2007.

PAUL J. MORRISON
Attorney General of Kansas

o

LJKDA SHEPPARD
Deputy, Consumer Protection Division
State Bar No. 17579

Sl C L

EMILIE BURDETTE RUSH
Assistant Attorney General

State Bar No. 22094

Office of the Kansas Attorney General
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" ATTORNEYS FOR THE STATE OF
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ATTORNEY GENERAL OF KENTUCKY
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Litigation Manager/Assistant Attorney General
Office of the Kentucky Attorney General
Office of Consumer Protection
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Chief, Consumer Protection Section
Assistant Attorney General

State of Louisiana

1885 N. 3™ Street
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La. Bar Roll No. 27,527
Assistant Attorney General
State of Louisiana
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Office of the Maine Attorney General
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200 Saint Paul Place

Baltimore, MD 21202

(410) 576-6556




In the Matter of
AQOL,1LLC

Assurance of Voluntary Compliance

Dated: June 21, 2007

COMMONWEALTH OF
MASSACHUSETTS

MARTHA COAKLEY
ATTORNEY GENERAL

£ cott D Schafer BBO#63 1384
Assistant Attorney General
Consumer Protection Division
One Ashburton Place

Boston, MA 02108

{617y 727-2200




In the Matter of:

AOL,LLC
Assurance of Voluntary Compliance

Dated: June 13, 2007

" MICHAEL A, COX
Attorney General
State of Michigan

~ Assistant Attorney General

Consumer Protection Division
Michigan Dept. of Attorney General
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Attﬁ General of Montana
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Montana Department of Justice

Office of Consumer Protection
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ATTORNEY FOR THE STATE
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JON BRUNING
Attorney General of Nebraska
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Assistant Attorney General
Office of the Nebraska Attorney General
2115 State Capitol Bldg

Lincoln, NE 68509

(402) 471-2683
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ATTORNEYS FOR THE
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In the Matter of:

AOL, LLC

Assurance of Voluntary Compliance / Discontinuance

DATED this 6" day of June, 2007.

By:

-SUBMITTED BY:

CATHERINE CORTEZ MASTO
Attorney General

J&ANN GIBBS

Senior Deputy Attorney General
Nevada Bar No. 005324

565 E. Washington Avenue, #3900
Las Vegas, Nevada 89101

702-486-3789
Attorneys for Plaintiff, State of Nevada
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In the Matter of:

AOL,LLC
Assurance of Voluntary Compliance

Dated: 20 YA of June, 2007.

THE STATE OF NEW HAMPSHIRE
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KELLY A. AYOTTE
ATTORNEY GENERAL OF NEW HAMPSHIRE

Constance N. Stratton

State Bar No. 7939

Senior Assistant Attorney General
Consumer Protection and Antitrust Bureau
33 Capitol Street

Concord, New Hampshire 03301

tel. (603)271-3643

fax (603) 223-6241

200542554 196533
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STUART RABNER
ATTORNEY GENERAL OF NEW JERSEY
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Cathleen O’Donnell

Deputy Attorney General

State of New Jersey

Office of the Attorney General
Dept. of Law and Public Safety
Division of Law ‘ '
Consumer Fraud Prosecution Section
124 Halsey Street- 5™ Flr.

P.O. Box 45029

Newark, New Jersey 07101
(973) 648-4584 (telephone)
(973) 648-4887 (facsimile)
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Lawfence M. Otero

Assistant Attorney General

New Mexico Attorney General's Office
P.O. Drawer 1508
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Dated: of June, 2007

ROY COOPER
Attorney General of North Carolina

7dmw iddley

Harriet F. Worley

State Bar No. 16901

Assistant Attorney General

Office of the North Carolina Attorney General
Consumer Protection

P.O. Box 629

Raleigh, North Carolina 27602

(919) 716-6000 (telephone)

(919) 716-6050 (facsimile)
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Attorney General of North Dakota
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Parrell D. Grossman

State Bar ID No. 04684

Assistant Attorney General

Director

Consumer Protection & Antitrust Division
Office of Attorney General

PO Box 1054

Bismarck, ND 58502-1054

Telephone (701) 328-5570

Facsimile (701) 328-5568

Attorneys for the State of Ndrth Dakota
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MARC DANN
Attorney General of Ohio
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Assistant Attorney i‘}eneﬁl/

Office of the Ohio Attorney General
Consumer Protection Section

30 East Broad Street, 14™ Floor
Columbus, Ohio 43215
614/644-9618 (telephone)
614/466-8898 (facsimile)
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W.A. DREW EDMONDSON
ATTORNEY GENERAL
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(ilie A. Bays 0

Assistant Attorney General

Consumer Protection Unit

4545 N. Lincoln Blvd., Suite 260
Oklahoma City, Oklahoma 73105
Phone: (405) 521-4274

Fax: (405) 528-1867

ATTORNEY FOR THE STATE OF
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3 Assurance of Voluntary Compliance

4 APPROVAL BY COURT

5. APPROVED FOR FILING and SO ORDERED this day of , 2007,

6 | .

7 Circuit Court Judge

5 Marion County, State of Oregon
-9 ACCEPTANCE OF OREGON DOJ
10 Aceepted this 18™ day of June, 2007. |
11 | HARDY MYERS
. : Attorney General of Oregon
13 By:

' Andr . Shull (OR Bar #02454)
14 Assistant Attorney General
Oregon Department of Justice
15 . 1162 Court Street, NE
Salem, OR 97301-4096
16 Tel:  503-947-4333
: Fax: 503-378-5017
17 andrew.shull@doj.state.or.us
18 (Appearance in Oregon Only)
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AQOL,LLC
Assurance of Voluntary Compliance

Dated: 91"‘ of June, 2007,

THOMAS J. CORBETT, JR.

Senior Deputy Attorney General
Attorney ID #24599
PA Office of Attorney General
Bureau of Consumer Protection
.21 South 12" Street, 2™ Floor
Philadelphia, PA 19107
‘Telephone: (215) 560-2414
Facsimile: (215) 560-2494
ATTORNEY FOR THE
COMMONWEALTH OF PENNSYLVANIA




In the Matter of : AOL, LLC Assurance of Voluntary Compliance

Dated: June 12, 2007
Providence Rhode Island

PATRICK C. LYNCH
ATTORNEY GENERAL OF RHODE ISLAND

o

By: Parisa Heers

State Bar No. 6437

Special Assistant Attorney General

Rhode Island Department of Attorney General
150 South Main Street

Providence, RI 02903

Tel.: (401) 274-4400 Ext. 2367

Fax: (401)222-5110
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Attorney General
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Chief Deputy Attorney General

C. HAVIRD JONES, JR.
Senior Assistant Attorney General

South Carolina Attorney General’s Office
P. O. Box 11549

Columbia, SC 29211

{803) 734-3680 (telephone)

(803) 734-3677 (facsimile)

BY: % %

ATTORNEYSor the State of
South Carolina
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FOR THE STATE OF SOUTH DAKOTA

LAWRENCE E. LONG
ATTORNEY GENERAL

By:

Vo 7 7

ttery 9 Tronvold / #
Assistant Attorney General
1302 East Highway 14, Suite 1
Pierre, South Dakota 57501-8501
(605) 773-3215 Telephone
(605) 773-4106 Facsimile

Date: June 18, 2007




Inre: AOLLLC
Assurance of Voluntary Compliance
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R E. CJOPER J'R
Attorney General & Reporter

ﬁ// ////

PREY L. HIPLBPR # 16731
Semor Counsel
Office of the Attorney General
Consumer Advocate and Protection Division
425 5th Avenue North
P.O. Box 20202
Nashville, TN 37202-0207
(615) 741-2614
(615) 532-2910 (fax)

At the Request of:

7‘2@{,{7 . Womei™

MARY CLEMENT

Director

Division of Consumer Affairs
Department of Commerce and Insurance
500 James Robertson Pkwy.

5th Floor, Davy Crockett Tower
Nashville, TN 37243-0600

(615) 741-4737

108067
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AQL,LLC

Assurance of Voluntary Compliance

‘Dated; 12" of June, 2007.

GREG ABBOTT
Attorney General of Texas

KENT C. SULLIVAN
First Assistant Attorney General

JEFF L. ROSE
Deputy First Assistant Attorney General

PAUL D. CARMONA
Chief, Consumer Protection and Public
Health Division

s

JOHN P~ SABA JR.

State Bar No. 24037415

PAUL SINGER

State Bar No. 24033197

Assistant Attorneys General

Office of the Texas Attorney General
Consumer Protection & Public Health
Division

P. O. Box 12548

Austin, Texas 78711

(512) 463-2185 (telephone)
(512)473-8301 (facsimile)
ATTORNEYS FOR THE STATE OF
TEXAS
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Chief Deputy Attorney General

KIRK TORGENSEN
Chief Deputy Attorney General

FEFFREY S. BUCKNER

State Bar No. 4546

Assistant Attorney General

Office of the Utah Attormey General
Commercial Enforcement Division
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Deputy Attorney General
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Assistant Attorney General

Office of the Vermont Attorney General
Consumer Protection Unit

109 State Street
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ATTORNEYS FOR THE STATE OF
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Chief and Senior Assistant Attorney General
Antitrust and Consumer Litigation Division
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COURTNEY M. MALVEAUX

(VSB# 51064)

Assistant Attorney General

Antitrust and Consumer Litigation Section -
900 East Main Street

Richmond, VA 23219

(804) 786-1925 (telephone)

(804) 786-0122 (facsimile)

COUNSEL FOR THE COMMWEALTH
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Attorney General of Washington
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Senior Counsel

Consumer Protection Division

800 5th Ave., Ste. 2000

Seattle, WA 98104-3188
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Attorneys for State of Washington
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AOL, LLC
Assurance ofg

Dated:

&ntary Compliance
of June, 2007.
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Attorney General of West Virginia
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Chief Deputy Attorney General

CJILL L. MILES

De;%tj’ney Geheral

CHRISTOPHER HEDGES

State Bar No. 7894

Assistant Attorney General
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Office of the Attorney General

Consumer Protection and
Antitrust Division

P.O. Box 1788
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ATTORNEYS FOR THE STATE OF

WEST VIRGINIA
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State Bar No. 1012870
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Consumer Protection Unit

Post Office Box 7857
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