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BeFORE THE FLORIDA PUBLI C SERVICE COMMISSION 

UNDOCKETED 

IN RE: UNDOCKETED, PROPOSED ROLE 25-24.945, F.A.C., CUSTOMER 
.RELATIONS; RULES INCORPORATED AND PROPOSED AMENDMENTS TO RULES 25-
4 .003, F.A.C., DEFINITIONS; 25-4 .110, F.A.C., CUSTOMER BILLING; 25-
4. 118, P. A.C . , rNTBREXCHANGE CARRIER SELECTION; 25-24.490, F.A.C ., 
CUSTOMER RELATIONS 1 RULES I NCORPORATED 

NQTICB OF PROPQSED RQLE DEYELQPMENT 

TO ALL INTERESTED PARTIES 

ISSUED: May 21. 1997 

NOTICE is her eby given pursuant to Section 120.54, Florida 
Statutes, that the Florida Public Service Commission staff has 
initiated the development of amendments to Chapt ers 25-4 and 25-
24, Florida lldministrative Code , to amend provisions relating to 
customer preference for his local, local toll, and toll provider. 

The att ached Notice of Proposed Rule Development will appear 
in the May 30, 1997, edition of the Florida Administrative 
Weekly . A request will be co.nsi.dered if submitted in writing and 
received by the Director, Divisi.on of Records and Reporting, 
Florida Public Service Commission, 2540 Shumard Oak Blvd., 
Tallahassee, PL 32399-0850, no later than June 20, 1997. If a 
timely workshop request is granted, a workshop will be held at 
the following time and place: 

Florida Public Service Commission 
10:00 a.m., July 23, 1997 
Betty Easley Conference Center 
Room 152, 4075 Esplanade Way 
Tallahassee, Florida 32399-0850 

By DIRECTION of the Flori da Public Service Commission, this 
ll§.t. day of ~. llll-

(SEAL) 

owe 

BLANCA S. BAY6, Director 
Division of Records & Reporting 

by: ke 1 J~ <~ ""' 
Chief, aurl au ofecords 

DOCUP.f H ~ l'"' '·rn · OATE 

05086 HAY21:;; 

fPSC-Il ECCf US/UCPORTIHG 
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FLORIDA PUBLIC SERVICE COMMISSION 

• 
RULE TITLE: RULE NO. : 

CUstomer Relations; Rules Incorporated 25-24 .845 

Definitions 25-4. 003 

Cust omer Bill ing 25-4 .110 

I nt e rexcbange Carrier Selection 25-4 .118 

CU&t ()(ller Relations; Rules Incorporated 25-24 .490 

PURPOSE AND EFFECT : The purpose of the proposed amendment:s is t:o 

incorporate loca l, local toll, and toll service provider change 

requirements and the FCC's Title 47, Parts 64.1100 and 64.1150 

which provide more stringent change requirements than what ie 

currently reflected in Commission's Rule 25-4.118, F.A.C. The 

effect of the proposed rule amendments is to reduce the 

poseibility of •slanwing• which is known to the industry as the 

change of the pri~ry interexchango company (and is propooed to 

be known as the local, local toll, or toll provider) of a 

customer being changed without the customer's authorization. 

SUBJECT AREA TO BE ADDRESSED: Amending rules relating to cuotomer 

eboiee of hie provider for loeal, loeal toll, and toll service. 

SPECIFIC AUTHORITY: Sections 350.127(2) and 364.337(2), FS 

LAW I MPUEMBNTBD: Sections 364 . 051(6) (b), 364.19, and 364.285, FS 

A ROLE DevELOPMENT WORKSHOP WILL BE: HE:Lu ON THE TIME, DATE, AND 

PLACE SHOWN BELOW: 

TIME AND OATB: 10:00 AM, Wednesday, July 23, 1997. 

PLACB: Room 152, Betty Easley Conference Center , 4075 Esplanade 
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• 
Way, Tallahassee, Florida 32399-0850. 

• 
THE WORKSHOP REQOES'l' MOST BE SUBMITTBD IN WRITING WITHIN 21 !DAYS 

OF THE OATS OP THIS NOTICE TO THE COMMISSION'S DIVISION OF 

RECORDS AND REPORT~G, 2540 SHt!MARO OAK BOULEVARD, TALLAHASSEE, 

PL 32399-0850. 

THB PERSON TO BB OONTACTET> REGARDING THE PROPOSBD RULE 

DEVEtoPKOwNT IS: Director of Appeals, Florida Public Service 

Commiasion, 2540 Shumard Oak Blvd., Tallahassee, FL 32399-0662 . 

THE PRELIMINARY 'TEXT OF THE PROPOSED RULE DEVELOPMENT IS : 

25-4. 003 Def1Dition8. 

Por the purpose of Chapter 25-4, the felle~:in!l definitions to the 

following terms apply: 

(~) •Access Line• or •subscriber Line.• The circuit or 

channel between the demarcation point at the customer's premises 

and the serving end or class 5 central office. 

!21 •Alternative Loqol gxchanqe Telecommunications Company 

CALJCl .• AnY teleqommunjeotions company. as defined in Section 

364.02111. Florida Statutes. 

lll~ "Average Busy Season-Busy Hour Traffic.• The average 

tra~fic volume for the busy season bu8y hours . 

..l.il.~ •suey Hour. • The continuous one-bour period of the 

day during ~hich the greatest volume of traffic is handlAd in the 

office • 

.ill~ •suey Season. • The calendar 1110nth or period of r;he 

year (preferably 30 days ~~t not to exceed 60 days) during which 

the greatest volume of traffic is handled in the office. 
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lil+Sr •call.• An attempted telephone message. 

l!l~ •central Office.• A location where there is an 

assembly of equipment that establishes the connections between 

subscriber access linea, trunks, switc~ed access circuits, 

private line faciliti·es, and special access facilities with the 

rest of the telephone network. 

ill~ •commissi•on. • The Florida Public Service Commission. 

lil~ "Company,• "Telecommunications Company,• "Telephone 

Company,• or •utility. • These terms may be used interchangeably 

herein and shall mean •telecommunications company• as defined in 

Section 364.02(12), ?lorida Statutes. 

ll21~ •completed call.• A call which has been switched 

through an established path so that two-way conversation or data 

transmission is possible. 

llll~ "Disconnect• or "Disconnection.• The dissociation 

or release of a circ~it. In the case of a billable call, the end 

of the billable time for the call whether intentionally 

terminated or terminated due to a service interruption . 

. U1.l.:ft<i+ •Drop o·r Service Wire. • The connecting link that 

extends from the local distribution service terminal to the 

protector or telephone network interface device on the customer's 

premises. 

llll~ •sxchange.• The entire telephone plant and 

facilities used in providing telephon.e service to subscribers 

located in an exchange area. An exchange may include more than 

one central otfice unit. 



.. . · • • 
llil~ "Exchange (Service) Area .• The ~erritory of a 

local exchange company CLECl within which local telephone service 

is furnished at the e.xcbange rates applicable within ~bat area . 

llal~ "Extended Area Service .• A type of telephone 

service whereby subscri bers of a given exchange or area may 

complete calls to, and receive messages from, one or more otlher 

exc'hanges or areas without toll charges . or complete calls to one 

or more other exchanges or areas wi thout t oll message charges. 

llil~ "Extension Station.• An addi tional station 

connected on the same circuit as the main station and subsidiary 

thereto. 

llll~ •Foreign Exchange Service.• A classifica~ion of 

l..E: leeal etlehange ~e1eeeJNft"ttR !e31 ti:eru• eaMpal'\)' e xchange service 

furnished under tariff provisions whereby a subscriber may b~ 

provided telephone service from an exchange other than the one 

from which be would normally be served. 

il§l~ "Intercept Service.• A s ervice arrangemen~ 

provided by the ~elecommunications company whereby calls placed 

to an unequipped non-worltJ.ng, dlsconnec~ed, or discon~inued 

tel-ephone number are in~ercepted by opera~or, recorder, or audio 

response computer and the calling party informed ~hat the called 

telephone number is not ln service, has been disconnected, 

discontinued, or changed ~o another number, or ~ba~ calls are 

received by ano~her ~elepbone. This service is a lso provided in 

cer·~ain central offices and switching cen~ers co inform the 

calling party ot conditions such as sye~em blockages, inability 
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of the system t o com~lete a call as dialed, no such office code , 

and all circuits busy. 

ilil~ •Interexchange Company !IXCl .• Any 

telecommunications company, as defined in Section 364 .02(12), 

Florida Statutes, which provi des telecommumicationg 

toleoo!I!H\Iotfttaab:ien service between local calling are11o ao those 

areao are described in the approved tariffs of individual ~ 

leeal eHehMse eempaa:iea . ~ •tfttlereuehaftge G'empafty' includes, 

but is not limited t<>, MLDAs t4ttldple bseaeieB Elieee~tBI! 

~g!l'egat;ere ( IILDA) as defined in subsection J..lll #* of these 

definitions. 

~~"Inter-office call.• A telephone call originating 

in one central office but termi.nating in another central office, 

both of which are in the same designated exchange area. 

l411~ "Interstate Toll Message.• Those toll messages 

which do not originate and terminate within the same state . 

~~ •Intertoll Trunk. • A line or circuit between two 

tol l offices, two end. offices, or between an end off ice and toll 

off ice, over which t oll calls are passed. 

ialL+aar •Intra-office Ca ll. • A telephone call originating 

and term.inating within the same ce.ntral oflfice. 

liil~ "Intra-state Toll Message.• Those toll messages 

which originate and ~erminate within the same state. 

~~ "Invalid Number.• A number comprised of an 

unassigned area code number or a non-working central office code 

(NXX) • 
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illl~ • Large LEC. • A~ leeal e.llehBt'lge 

l!eleeen:mtlftieattiefta ee~MIY certificated by the Commission prior 

to July l, 1995, that had in excess of 100,000 access lines in 

service on July 1 , 1995. 

111l.~ "Local Access and Transport Area (IJ\TA) • or "Market 

Area.• A googx~pbic~l are~, which ia looael y baaed on atanaard 

metropolitan. e t ati8tical areas (SMSAs) , wi thin which a ~ leeal 

eneftt::ftge ecmpafty may transport telecommunication signals. 

l4§1~ "Local Exchange Telecommunications Company (LEC) .• 

Any telecommunications company, as defined in Section 364.02(6), 

Florida Statutes. 

1291 •Local Proyider ILPI .• AnY telecommunications company 

Providing local telecommunications service. 

Ll.!U.~ "Local Service Area• or •Local Calling Area. • The 

area within which telephone service is furnished subscribers 

undar a specific schedule of rates and without toll charges. A 

LEC ' s l aea l &J<eh&f\ge ~eleeelfltlttftieaeiette eempBH)" e local aerv ice 

area may include one or more exchange areas or portions of 

exchange areas. 

131) •L9cal Toll Proyider «LIPl .• AnY telecommypications 

compapy proyiding intraLAIA or iptramarkeh area long dig,apce 

telecommunisationa soryice. 

llli~ "Main Station.• The principal telephone associated 

with each service to which a telephone number is assigned and 

which is connected to the central office equipment by an 

.!,pg.J,vj,gud or puty line circuit or channel. 
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lllL~ •Message.• A completed telephone call. 

llil~ "Mileage Charge.• A tariff charge for circuits and 

channels connecting other services that are auxiliary to local 

exchange service such as off premises extensions, foreign 

exchange and foreign central office services, private line 

@O.Vi9ee, &nd tic lines . 

~~ •Multiple Location Discount Aggregator (Ml.JlA) . '" An 

entity that offers discounted long distance telecommunications 

services from an underlying .IXC ifttereuelu~nge eempany to 

unaffiliated entities. An enticy is a MLOA if o.ne or more of the 

following criteria applies: 

(a) It collects fees related to interexchang: 

telecommunications services directly from su.bscri.bero, 

(b) It bills for interexchange telecommunications services 

in its own name, 

(c) It is responsible for an end user's unpaid interexchange 

telecommunications bill, or 

(d) A customer's bill cannot be determined by applying the 

tariff of the underlying .IXC inllereuelu~ftge eempafly to the 

customer• s individual usage. 

lliL~ •Normal Working Days.• The normal working days for 

installation and construction sball be all days except Saturdays, 

Sundays, and holidays. The normal working days for repair 

service shall be all days except Sundays and holidays. Holidays 

shs1l be the days which are observed by each individual telephone 

Ytillty, 
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l21l~ •Optional Ca lling Plan.• An optional service 

furnished under tariff provisions which recognizes the need of 

some subscribers for extended area calling without imposing the 

co~t on the enti re body of subscribers. 

JlAl~ "Out of Service.• The inability, as reported by 

the customer, to complete either incoming or outgoing calls over 

the subscriber's line. •Out of Service• shall not include: 

(a) Service difficulties such as slow dial tone, circui~s 

busy, or other network or switching capacity shortages; 

(b) Interruptions caused by a negligent or willful act of 

the subscriber; and 

(c) Situations in which a company suspends or terminates 

service becauae o f nonpayment of bills, unlawful or improper use 

of facilities or service, or any other reason set forth in 

approved tariffs or Commission rules. 

llil~ "Outside Plant.• The telephone equipment and 

facilities installed on, along, or under streets, alleys, 

highways, or on private rights-of-way between the central office 

and subscribers' locations or between central offices of the same 

or different exchanges. 

~~ ·~ay Telephone Service Company.• Any 

telecommunications company ~~ ebher ehen e beeal SMehaA~ 

Gel!ljlen)·, wlli.el\ provides pay telephone service as defined in 

Sec·tion 364.3375, Florida Statutes. 

(38 ) •PriM&~ I fttereMehaftse 9empany.· ~e p~e e~ee~ibed 

eoll eenriae pi'Oiider fer a at:theeribor .. 
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lill~ •s ervice Objective. • A quality of service which is 

desirable to be achieved under normal conditions . 

.!ill#* •s.ervice St.andard. • A level of service which a 

t.elecommunica t.ions co:mpany, under normal condit.ions, is expected 

to meet in i ta certificated territory as repreaentat.ive of 

~doqy~~o §orvicet. 

, • .,.,J~i •small ·.•"c.• A'·"" ~ ~ h ~.,.....-z"T """ ~eea eue a"ge 

eeleeeMI!Ittflieaeie~~:e eemp-)• certificated by the Cottllllission prior 

t.o July 1 , 1995, whic'h had fewer t.han 100, 000 access linea in 

service on July 1, 19 95 . 

.iill~ •statio.n . • A t.elephone instrument consisting of a 

transmitter, receiver, and associated apparat.us so connect.ed as 

to permit sending or receiving telephone messages . 

.l.i.:il..-+4-3+ •subscriber• or •customer. • These terms may be 

used interchangeably herein and shall mean any person, firm , 

partnership, corporation, municipality, cooperative organixat.ion, 

or governmental agency supplied with communication sert ice by a 

telecommunications company. 

lill..f+4+ • Subscriber Line. • See • Acceae Line. • 

lill~ •switching Center.• Location at which telephone 

t ra£fic, either local or toll, is switched or connected from one 

circuit or line to anot.her. A local switching cent.er may be 

comprised of several central office units. 

~~ •Toll Connecting Trunk.• A trunk which connects a 

local cent.ral office IWith its toll operating office. 

li!L~ "Toll Message.• A compleced telephone call between 
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~ota·tions in different exchanges f or whlcn message toll charges 

are applicable. 

(50) •Toll Proyider CTPl .• AnY telecommunications company 

proyiding interLATA long diatansc celecommunicationB seryice. 

1.5.ll#* •Traffic Study. • The process of recording usage 

mea-surements wh~cb c;am be tr~msll.ated into :required quantities of 

equipment. 

~~ •Trouble Report . • Any oral or wri tten report from 

a subscriber or user of telephone service to the telephone 

company indicating improper function or defective conditions with 

respect to the operation of telephone facilities over which the 

telephone company baa control. 

~~ "Trunk.• A communication channel between central 

office units or entities, or private branch exchanges . 

.ii!l.~ •valid Number. • A number f or a specific telepl1one 

terminal in an assigned area code and working central office 

which is equipped to ring and connect a calling party to such 

tenninal number. 

specific Authority 350.127(2) P.S. 

Law Implemented 364.01, 364.02, 364.32, 364.335, 364 .337 F.S . 

History: Revised 12/1/68, Amended 3/31/76, formerly 25·4.03, 

Ame.nded 2/23/87. 3/4/92, 12/21/93. 3/10/96 • ..._ __ _ 

25·4 .11 0 CU.t:-..r BilU.ng for Local S:xcbange Telec:o1111'1!untcatiotli 

CQIIIPaniea . 

{1) Each company shall issue bills monrhly. Each bill shall 

show tho delinquent date, set forth a clear listing of all 
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charges due and payable, and contain the following at:at:ement : 

•written itemization of local billing available upon request . • 

(a) Each ~ leeal etleft!H'•!e eeiii!IMY shall provide an 

itemized bill for local service: 

1. With the firs.t bill rendered after local exchange service 

to & cuetomcr is initiated or changed; and 

2. To every customer at least once each t welve month.&. 

(b) The annual i .temhed bill shall be accompanied by a bill 

etuffer which e.lq)laina the itemization and advises the cu:atomer 

to verify the it.eq a.nd charges on the itemized bill. This bill 

stuff er shall be submitted to the Commission's Division of 

Communications for prior approval. The itemized bill provided to 

residential customer• and to business customers with leas than 10 

access linea per service location shall be in easily understood 

language. The itemi~ed bill provided to business customers with 

10 or more access linea per service location may be stated in 

service order code, provided that it contains a statement that: , 

upon request, an easi.ly und.eratood translati on io available in 

written form wi.thout charge. An itemized bill shall include, but 

not be limited to t .he followi.ng information, separately stated: 

1. Number and types of access linea1 

2. Chargee for access to the system, by type of line; 

3. Touch tone service charges; 

4. Charges tor custom calling features, separated by 

feature1 

5. Unlisted number charges; 
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bill. 

6. Local directory assistance chargee; 

7. Other tariff ,chargee; and 

8. Other nontariffed, regulated charges contained in the 

(c) Each bill re.ndered by a local exchange comPl!nY shall: 

1. Sepoaratel.y state the following itcmor 

a. Any discount or penalty, if applicable; 

b. Past due balance; 

c. Unregulated chargee, identified as unregulated; 

d. Long-distance chargee, if included in the bill; 

e . Franchise fee, if applicable; and 

f. Taxes, ae applicable on purchases of local and long 

distance service; and 

2. Contain a statement that nonpayment of regulated charges 

may reeu~t in discontinuance of service and that tho customer may 

contact the business office (at: a stated number) to determine the 

amount of regulated charges in the bill. 

(2) Bach company shall make appropriate adjustments or 

refunds w~ere the subscriber's service is interrupted by other 

than the subscriber's negligent or willful act, and remains out 

of order in excess of 24 hours after the subscriber notifies the 

company of the interruption. The refund to the subscriber shall 

be the pro rata part of the month's charge for the period of days 

and that portion of the service and facilities rendered useless 

or inoperative; except that the refund shall not be applicable 
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for the time that the company stands ready to repair the service 

and the subscriber does not provide access to the company for 

such restoration work. The refund may be accomplished by a 

credit on a subsequent bi ll for telephone service. 

(3) (a) Bills shall not be considered delinquent prior to the 

expiration of 15 days from tbo data of mailing or delivery by the 

utility. However, the company may demand immediate payment under 

the f~llowing circumstances: 

l. Wbere service is terminated or abandoned; 

2. Where toll service is two times greater than the 

subscriber's average ~aage as reflected on the monthly bills for 

tbe three cnontbs prio·r to the current bill. or, in the case of a 

new customer who has been receiving service for less than four 

months, where the toll service is twice the estimated monthly 

toll service; or 

3. Where the company bas reason to believe that a 

business subscriber is about to go out of business or that 

bankruptcy is illllllnent for that subscriber .. 

(b) The demand f ·or immediate payment shall be accompanied by 

a bill which itemizes the charges for which payment is demanded, 

or, if the demand ia made orally, an itemized bill shall be 

mailed or delivered t ·o the customer within throe days after the 

demand is made. 

(c) If the company cannot present an itemized bill, it 

may present a summarized bill which includes the customer's name 

and addrc.e and the total amount due. However, a cuotomer may 



-· 
.. 

UNOOCKETBD 
PAGE 15 

• • 
refuse to make payment until an itemized bill is presented . The 

company shall inform t.be customer that he may refuse payment 

until an itemized bill i s presented. 

(4) Each telephone company shall include a bill insert 

advising each subscriber of the directory closing date and of the 

subscriber's opportunity to correct any error or make changes as 

the subscriber deems necessary in advance of the closing date. 

It shall also state that at no additional charge and upon the 

request of any residential subscriber, the exchange company shall 

list an additional first name or initial under the same address, 

telephone number, and surname of the subscriber. IhA 6tieft notice 

shall be included in the billing cycle closest to 60 days 

preceding the directory closing date. 

(5) Annually, each telephone company shall include a bill 

insert: advising each residential subscriber of t:he option to have 

t:he subscriber's name placed on the "No Sales Solicitation• list 

maintained by the Department of Agriculture and Consumer 

Services, Division of Consumer Services, and the 800 number to 

contact to receive more information. 

(6) Where any undercharge in billing of a customer is the 

result of a company miatake, the company may not backbill in 

excess of 12 months. Nor may the company recover in a ratemaking 

proceeding, a.ny lost re·venue which inures to the company • s 

detriment on account of this provision. 

(7) Franchise fees and municipal telecommunications taxes. 
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(a) When a municipality charges a company any franchise fee, 

or municipal t elecommunications tax authorized by Section 

166.231, Florida Statutes, the company may collect that fee only 

from its subscribers receiving service within that municipality. 

When a county charges a company any franchise fee, the company 

may collect that foe only f rom ita a~Jcribera receiving service 

witltin t hat county. 

(b) A company may not incorporate any franchise f ee or 

municipal telecommunications tax into ita other rates for 

service. 

(c) This subsection shall not be construed as granting a 

municipality or =unty the authority to charge a franchise fee or 

municipal telecommunications tax. This subsection only specifies 

the method of collection of a franchise fee, if a municipali-ty or 

county, having authority to do eo, charges a franchise fee or 

municipal telecommunications tax. 

(8) (a) When a company elects to add the Gross Receipts Tax 

ont o the cuatomer•s bill as a separately stated component of that 

bill, the c~y must first remove from the tariffed rates any 

embedded proviaiona for the Gross Receipts Tax. 

(b) If tba tariffed rates in effect have a provision for 

grosa receipts tax, the rates must be reduced by an amount equal 

to the gross receipts tax liability imposed by Chapter 203, 

Florida Statutes, thereby rendering the customer's bill 

unaffected Py the election to a~d tho Grosa Receipts Tax ae a 
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separately stated tax. 

• 
(c) This subsection shall not be construed as a mandate to 

elect to separately state the Gross Receipts Tax. This 

subsection only specifies the method of applying such an 

election. 

(d) All s~~i~ea aold to 9nothe~ telecommunications vendo~. 

provided that the applicable rules of the Department of Revenue 

are satisfied, must be reduced by an amount equal to the gro,ss 

receipts tax liability imposed by Chapter 203, Florida St:uu tes, 

unless those services have been adjusted by some other Commi,ssion 

action. 

(e) Whe.n a nonrate base regulated telecommunications 

company exercises the option of adding the gross receipts ta~ as 

a separately stated component on the customer's bill then that 

company must f ile a tariff indicating such. 

(9) Each ~ leeal euehange eempeny shall apply partial 

payment of an end user/customer bill f irst towards satisfying any 

unpaid regulated charges. The remaining portion of the payment, 

if any, shall be applied to nonregulated charges. 

llOl After January 1. 1998. all bills produced shall c learly 

and conspicuoualy diaplay the following information for each 

seryice billed in regard to each company cla iming to be the 

cystgmer' s preferred proyider for local, local toll, or toll 

seryice: 

(a) The nomq o f the certificated company and ita certificate 
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!bl Typo of seryicc proyided. i.e .. local. local toll. or 

toll: and 

(c) A toll-free customer aeryice number. 

llJJ.~ This section applies to l&ldl leeal euehenge 

eomponice Dft~ interc~eh~ngc cotriere that p r ovide tranomiaaion 

services or bill and collect on behalf of Pay Per Call providers, 

Pay Per Call services are defined as switched telecommunications 

services between locations within the State of Florida which 

permit communications between an end use cuetomer and an 

information provider's program at a per call charge to the end 

user/customer. Pay Per Call services include 976 services 

provided by the ~ leeal etleii!H!oge eeMpan!!.ee and 900 oervicea 

provided by lAS& !oneereJ<ellange eerriePs. 

(a) Chargee for Pay Per Call service (900 or 976) shall be 

segregated from charges for regular long distance or local 

charges by appearing aeparately under a heading that reads as 

follows: "Pay Per Call (900 or 976) nonregulated charges~•T The 

following i nformation shall be clearly and conapicuoualy 

disclosed on each section of the bill containing Pay Per Call 

service (900 or 976) charges: 

1. Nonpayment of· Pay Per Call service (900 or 976) charges 

will not result in disconnection of local s ervice ; 

2. Bnd users/cus.tomers can obtain free blocking of Pay Per 

Call service (900 or 976) from the ~ leeol eMehaft!e telepheee 

eempany; 
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3. The local or toll-free number the end user/customer can 

call to diapute chargee; 

4 . l1ul tri:tsh 990 ASew!etq tshe nam.e of the ~ ineereJCehartge 

earrter providing 900 service; and 

S. The Pay Per cal l service (900 or 976) program name. 

(b) Pay Per call Service (900 and 976) Billing. LECs ana 

a tariff or contract ual relationship with a Pay Per call (900 or 

976) provider shall not provide Pay Per Call transmission service 

or billing services, IWlless the provid.er does each of the 

following: 

1 . Provides a preamble to the program which states the per 

minute and total minimum chargee for the Pay Per Call service 

(900 and 9761; chlld' ,s parental notification requirement. is 

announced on preambles for all programs where there is a 

potential for minors to be attracted to the program; child's 

parental notification requirement. in any preamble to a program 

targeted to children must be in language easily understandable to 

children; and programe that do not exceed $3.00 i n total charges 

may omit the prea~le, except as provided in Section lllL 
~(b)J. ; 

2 . Provides an 18-second billing grace period in which the 

end user/customer can diaconnect the call without incurring a 

charge; from the cime the call is answered at the Pay Per Call 

provider's premises, the preamble message must be no longer than 

lS seconds. The program may allow an end ueer/~tower to 
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• 
affirmatively bypass a preamble; 

• 
3. Provides on each program promotion targeted at children 

(de~ined as younger than l8 years of age) clear and conspicuous 

notification, in language understandable to children, of the 

requirement to obtain parental permission before placing or 

cop~in~g ~1tn tbe c•ll. Tbe p~rcntal conaent notification 

sha1l appear prominently in all advertising and promotional 

materials. and in the program preamble. Children • s programs 

sha1l not have rates in excess of $5.00 per call and shall not 

inc1uds the enHcement of a gift: or premium; 

4. Promotes its services without the use of an autodialer or 

broadcasting of tones that dial a Pay Per Call (900 and 976) 

number; 

5 . Prominently discloses tbe additional cost per minute or 

per call for any other telephone number that an end user/customer 

is referred to either directly or indirectly; 

6. In all advertising and promotional materials, displays 

charges immediately above, below, or next to the Pay Per Call 

number, in type size that can be seen as clearly and 

coruspicuoualy at a glance as the Pay Per Call number. Broadcast 

television advertising charges, in Arabic numerals, must be shown 

on ~he screen for the same durat:ion as the Pay Per Call number is 

shown, each time the Pay Per Call number is shown. Oral 

repreaen~ationa ahall be equally au clear; 
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7. provides on Pay Per Call services chat i nvolve sales of 

produces or merchandise clear preamble notification of the price 

that will be incurred if the end user/customer stays on the line, 

and a local or toll free number for consumer complaint&/ and 

8. Meets internal standards established by the LEC or IXC 

leeol etcltlleft!Je eo~,y er tlhe int:el!'eneheft!JO earder 118 defined i n 

the applicable tariffs or contractual agreement between the LEC 

and the rxc, or between the LEC/IXC and the Pay Per Call (900 or 

976) provider which when violated, would result in the 

te~ination of a transmission or billing arrangement. 

(c) Pay Per Call (900 and 976) Blocking . Each ~ leeel 

atteftai'I!Je eell!patty shal l provide blocking where technically 

feasible of Pay Per call service (900 and 976), at the request of 

the end ueer/cuatomer ar: no charge. Each LBC or IXC heel 

atte~!Je eell!paft')' er tl'll!e~attefte:I'I!Je eHrter must implement a bill 

edjust.ment cracking ayatem to aid its efforts in ad justing and 

sustaining Pay Per Call charges. The LEC o r IXC ee~rier will 

adjust the first bill containing Pay Per Call charges upon the 

enduaer's/ customer's stated lack of knowledge that Pay Per Call 

service (900 and 976) hae a charge. A second adjustment will be 

made if necessary to reflect calls billed in the following month 

which were placed prior to the Pay Per Call service inquiry. Ac 

the time the charge ia removed, the end user/customer may agree 

to free blocking of Pay Per Call service (900 and 976). 

(d) Dispute reso•lution for Pay Per Call service (900 and 

976) . Chargee for Pay Por call service (900 and 976) shall be 
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automatically adjusted upon complaint that: 

• 
1. The end uaer/customer did not receive a price 

advert:.isement, the price of the call was misrepresented to the 

consumer, or the price advertisement received by the consumer was 

false, misleading, or deceptive; 

2, The end user/customer wao miuled, deceived, or confused 

~ the Pay Per Call (900 or 976) advertisement ; 

3. The Pay Per Call (900 or 976) program was incomplete, 

garbled, or of such quality as to r ·ender it inaudible or 

u.nintelligible, or the end user/customer was disconnected or cut 

off from the service; 

4 . The Pay Per call (900 and/or 9761 service provided 

out-of -date informations or 

5 . The end user/customer terminated the call during the 

preamble described in 25-4.ll0llll~!bl2., but was charged for 

the Pay Per Call service (900 or 976) . 

(e) It the end user/customer refuses to pay a disputed Pay 

Per call service (900 or 976) charge which is subsequently 

determined by the LEC to be valid, the LEC or IXC may implement 

Pay Per Call (900 and 976) blocking on that line. 

(f) Credit and Collection. LBCe and IXCs Ioeeal e ~tehM,ge 

eempaftiea ana ineer~tahange ear~iers billing Pay Per Call (900 

and 976) charges to an end user/customer in Florida shall not: 

1. Collect or attempt to collect Pay Per Call service (900 

or 976) charges which are being disputed or which have been 

removed from Gn end uoer's/customcr's bill; or 



.. 

UNOOCKETED 
PAGE 23 

• • 
2 . Report the end user/customer to a cre~it bureau or 

collection agency solely for non-payment of Pay Per Call (900 or 

976) c harges . 

(g) LECs ond I XCs beea l eJre ftart!e tUUttpeniee arul in~el*ene,. a.nge 

e~:dere billing Pay Per <..'all service (900 and 976) charges ItO 

end userQ/C\l!lt9!1141ro in Fl9ri<la shall implement IIBfllg\lar da to 

prevent the disconnection of phone service for non-payment of Pay 

Per Call (900 or 976) charges . 

Specific Authority 350.127 F.S . 

Law Implemented 364. 17 , 350 . 113, 364.03, 364.04 , 364.05. 364.19, 

Kistory: New 1 2 /1/68, Amended 3/31/76, 12/31/78, 1/17/79, 

7/28/81, 9/8/81, 5/3/82, 11/21/82, 4/13/86 , 10/30/86, 11/28/89, 

3/31/91, ll/11/91 , 3/10/96·4-------

2 5 - ·4.118 Loc al. Loqtl Toll . or Toll Proyi dor &>toer-el!•"l'e 

Gerri•r Selection. 

(1) The proyidcr p~irno~y iAeere,•eftange eeffip&R)' (PIC) of a 

customer shall not be changed without the customer's 

authorization. A ~ leeal ewehange e&Mpeny (bB9l shall accept a 

orovider P'fG change request& by telephone call or letter directly 

(2) A LEC shall e*&e accept A ~ change requests from a 

certificated LP or lXC iftl!erene"'a"ge ee"'pan)' (IXEll acting on 

behalf of the customer. A certificated LP or IXC ee~~ified IXG 

alun; 1oUl be billin! e~tei!Eimere in ibu n&l'!le gholl may submit .a i'M 
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change request, e~heP ebaft a e~~emer ini~ia~ed PIG ehenge, 

certified to tbe LEC that at least one of the following actions 

has occurred prier ee ~he Pie ehaAge reques~: 

(a) the company ~ has a letter of agency ILQA). As 

deocr1blld in (3) , an heft~ e l!lall.ae el!=leet:eto from the customer 

requesting thA ~ change; 

(b) the company hos recciyed a cyscomer-in itiated call, and 

bas obtAined the following; 

1. Tho euotomer'a QQDRCDt to record the requested change; 

2. An tudio recordina of the information aet forth in (3)a. 

thrguab f. t and 

3. A recording of che originating celepbone number on which 

the prgvidor in to be changed yia automatic number 

identification. bhe eYa~emer ifti~iatea a eell te aA &Mtemated 899 

(c) AD independent. ynaffiliAced firm has yerified the 

custO<ner's requested change by obtaining che following; 

1. The cuetpmor'a congent to record the requested change; 

2. An Audio rooording of the informat·ion atoted in 

eubaogtion C:tlo. through f . ie ·,etrified ~hs:e~aliQted1 

iftde:peJ'lllene fiN 1rftieh ie llnmftiliated ·ailSh ~Y IXO; or 

(d) Tbo company &he F*G has received a customer's change 



.· 
UNOOCKETIID 
PAGE 25 

• • 
e~teee111er request.._ ee ehat\ge 81:!1 Pie and has responded " ithi11 

~ee days by mailing e+ an informationAl package that shall 

include the followi ng; iftel~dee a prepai~; re~~rftahle pesteard 

&ftel 8:ft aElditiefte:l lt Elaye ha•te paal!: .,efere tba IXG ettbPniee ehe 

iftte!'llllltli:on required by R:tt le as'"" 1 na (lei 1 

1. A notice that the information is being sent to confirm 

that f telemsrketer obtained o customer'B regueat to change tQA 

customer'a telecgmmunicatione proyiderr 

2. A deecri ption of any t erms. conditions. or chargee that 

will be incurred: 

3. Tho nome. address. and helephone nuw~r of both the 

customer and tho soliciting company; 

4 . A postcard which the customer can use to confirm a change 

reauostr 

5 . A clear atatement that the cuatomer's local. local tpll. 

or toll proyider will be changed to the aoliciting company only 

if t he customer aigns and ret urna the postcard confirming the 

change: and 

6. A notice that the cugtomer mAY contact by writing the 

Cpmmiasion•s Division of Cpnsumer Atfairo 2540 Shumard Oak 

Boulevard· Tallahassee. Florida 32399-0850 pr calling. toll·free 

ITPD & yoicel 1-800-342 - 3552 for consumer comolainto. 

The solis:iting comnanv shall aubmit the ebange request t:o 

the LP only if it bas first received the pootcard that must be 

oiqnod by the customer. 
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~~ The ~ belle~ er letter submittec to the 

ifteere•ehan!e company requesting a provider P+e change shall 

include, but fte~ he liM!eea ~e 1 the following information (each 

shall be separately stated) : 

..!A.l s..,. CU_acomer' a billing name, fJheru~:,taeeettrU! nliilftlaer &1\d 

&ddreea .ogd each tqlophone Dumber to be changed; 

!bl Statement clearly iden,ifying the certificated name of 

the proyider a, GeMp&fty ae~ ~he eerviee to which che customer 

wishes co subscribe. whether or not it uges the fagi l ities of 

another eqmpanv; 

~ Statement that the person requesting the change is 

authorized to request the P+e change; 6ftd 

Cdl Statement that bhe cuetomer's change request will apply 

only to t;he nyrnber on the requcat and there must onlv be one 

weaubagrlbed. local. one presubeprlbed local toll. ond one 

preoubagrfbed toll prgyider for each numbftr: 

Col Statom~nt that the LEC may charge a fcc for each 

proyidor ghonqe; 

(f) Optional yorification dato. e.g . . customer's dote of 

birth, social eoeuxity. and driyer liccnac number: and 

- jgl ~ CUstomer~ signatur&T and a qtatement that thPo 

cystomer'a gignoture or ondorpcment on the document wil l result 

in a cbanae of the auatomcr's proyidor. 

The soliciting company's oroyidcr change fee statement. aa 

degcrib&d in Cel abpye. shall be legible. printed in bpldface at 

looat as largo aq any other text on the oagc. and located 
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• 
directly nbgye the gignature line. 

• 
The aoliqiting eompany~s proyider change statement. ae 

deacribs!d in !gl oboye. shall be legible. printed in boldface at 

loyt as large ag any o t her text on thg pogo. a.nd located 

directly below the signature lin~ . 

(D) s .·ery wz itten doeWfteftb b) mcltlu' ol which a etut~emer ean 

•e4t~eae a PIG ebaftte: ehell elearl)' ieieft'eify the eer&if.leated 

belepheae B.mke~ l!ated, tha~ ~he e~ete.er'e eelee~ieft will apply 

!fl The LQA ahall not be combined with inducements of any 

kind on the ume dgqyment. Tho If ft:fl)' etteh ~aettMeftt ie ne~ _.eeS 

document IB a whole must not be misleading or deceptive. For 

purposes of ehis rule, the terms •misleading or deceptive• mean 

ehat, becau.e of the style, format or content of the document, it 

woul4 not be readily apparent to the person signing the document 



.• 
• 

UNDOClCETED 
PAGE 28 

• • 
that the purpose of the signature was to authorize a proyider t>t-G 

change, or it would be unclear to the customer who the new ~ 

aie~!tftee aer\'iee provider would be; that the customer• s selection 

would apply only to the number listed and there could only be one 

provider for that number; or that the customer's ~ leeal 

euehtlngc OOI!fPOI'IY might charge a fee to switch service providers. 

If any part ot the l61A d.eettll\etU! is writcen in a language ocher 

than Bnglioh, than i.t. ~he deett .. eAe must contain all relevant 

information in ~ tshe eame language. 

(e) If a PIG eheftge re~eee reentlt1e fl!em eieher a ettseemer 

krt:i:~iat:&tl eall er a re~eeb verilied -.,,. an iA.depettelen~ e:ftirti 

part:y, the '"ferma~ieft eel! ferti-l irt (3) (a)l. 3, aheve ehell he 

(5) A CompAny shall submit an LQA to a LP only if the yeA is 

signed by the customer. 

(6) LQAs and audio recordings ahall +dr Ballets er letters 

wi++ be maintained by the provider~ for a period of one year. 

lll~ Customer request:& for other servicea, such as travel 

card service, do not conacitute a provider change i n Pre. 

ill.f5.1. Charges for unauthorized provider PHI changes and 

all chargoa billed on b§bolf of the unauthorized provider higher 

tteage ratee 1 if any, e \ er ehe raeea at t!he prefettred ee:mp6tl)' 

shall be credited to the customer by t he company ~ responsible 

for che error within 4 5 daya of notification. Upon notice from 

the customer of an unauthorized provider ~hange, the company 
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~ shall change the customer back te the prier IXO, or ~ 

another company of the customer's choice. The change must be 

made within 24 hours excepting Saturday, Sunday ... and holidays, in 

which case the change shall be made by the end of the next 

bu_einees day. la l!fte eaee wftel'e the euet&l'fllel' tiieptteee the Ballet 

er lebter, the IXe appe~kng en the hallee/leeter will be 

reettenej.;.l,le fe• afty eh:argee i"eturred te eh.aflge the Pie ef tl\e 

e'*-~emera 

lit~ The company ~ shall provide the following 

disclosures when soliciting a change in service from a customer: 

(a) Identification of the company ~~ 

(b) That the purpose of ~ visit or call is to solicit a 

change of the proyider ~ of the customer; 

(c) That the proyider shall not PIO e&B ftee be changed 

unless the customer authorizes the change; and 

(d) All Afty e~itienal information as referenced in Rule 

25-24. 490ill.ft+ . 

(10) During telemarketing and yerification. no reference 

shall be made to any qompany exceot the company cloiming the 

cyatomer and tho company name of the independent verifier . 

Specific Authority 350.127(2) F.S. 

Law· I111plemented 364 . 01, 364.19, 364.285 P.S. 

llistory: New 3/4/92, Amended 5/31/95>.._ __ _ 

25-24.490 CU.tomer Relational Rule• Incorporated. 

(1) The following rules are incorporated herein by 

ref•er eoce and apply to rxcs . tneereMehange eompa"ieo. I" the 
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felle-;.·ieg r'tl lea 1 ~e t:cerei 'leeal' eheul Ei be efftit5te8 er 

! fteerp*etefi ae ' ~ell' ; ae e:hey shell appl)• ettly te itteere)(eha~ 

a_ftd ftee leeal e&rviee z 

Section 

25-t.llQ 

25·4 .111 

25-4.112 

Title 

C\la.tomer Billing 

Customer Complaint 

and Service Requests 

Termination of Service 

by Cu.stomer 

Portions ,_ 

Applic~le 

Subaectione 1101 

and Ill! 

All cxs;ept 

Subsection (2) 

Refus~l or Discontinuance 

25-•• 114 

25-4.117 

25-4.118 

of Service by Company 

Refund.s 

800 Service 

LocAl. LoCAl Toll. or 

Toll ProVider 

Selection 

(2) An lXl:: t.nl!&renehMI!O eel!!fJMIY may require a deposit ao o 

condition of service and may collect advance payments for more 

than one month of service if it maint~ins on file with the 

Commission a bond covering its current balance of deposits and 

advance payments (for more than one month's service). A company 

may apply to the Commission for a waiver of the bond requirement 

by cemonatrating that it possaseeo tho financial resources and 
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income to provide assurance of continued operation under ita 

certificate over the :long term. 

(3) Upon requee't, each company shall provide verbally or in 

writing to any person inquiring about the company•o service: 

and 

(a) any nonrecurring charge, 

(b) any monthly Bcrvice charge or minimum usage charge, 

(c) company deposit practices, 

(d) any chargee applicable to call attempts not answered, 

(e) a statement of when charging for a call begins and ends, 

(f) a statement of billing ad j ustment practices for wrong 

numbers or incorrect !bills. 

In addition, the above information shall be included in the fir~t 

bill, or in a separate mailing no later than the first bill, to 

all new cuatomers and to all customers presubscribing on or ~fte~ 

the effective date of this rule, and in any information sheet or 

brochure distributed by the company for the purpose of providing 

information about the company's services. The above information 

shall be clearly expressed in simple words, sentences and 

paragraphs. It must ~void unnecessarily long, complicated or 

obscure phrases or acronyms. 

Specific Authority 350.127(2) F.S. 

Law Implemented 364.03, 364.14, 364.15, 364.19. 364. 337 F.S. 

History: New 2/23/87, Amended 10/31/89, 3/5/90 , 3/4/92, 3/13/96._ 
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25-24.845 CUstomer Relational Rules Incorporated. 

Tbe following rules are incorporated herein by reference and 

apPly t o bLECs . In the following rule . the acronym ' LEC' ahoyld 

be gmitted o r interpreted as 'ALBC'. 

Sees: ion 

25-1.110 

24-4.118 

cuatoroor Billing 

Local. L9CIIl TolL or 

Toll PrOvider Selection 

Portione Applicable 

Subsectione llOl and llll 

Specific Authorlt:y; 350.127(2) and 3§4.337(2), F.S. 

Law Implgmented: 3§4.337(2). 

Hiat:ory; Now 
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